Recall Plan for Food Quality Concerns
Objective:

To promptly and effectively address food quality concerns reported by customers or
identified through daily checks, ensuring customer satisfaction and maintaining the
highest standards of food safety.

1. Daily Quality Checks:

e |ncoming Deliveries:
e Inspect all incoming food deliveries for freshness and quality.
e Reject any items that do not meet quality standards.
e Storage Areas:
e Conduct daily checks of storage areas for any signs of spoilage or
contamination.
e Immediately dispose of items that have gone bad or expired.
e Preparation and Cooking:
e Monitor food preparation and cooking processes to ensure compliance
with quality standards.
e Implement stringent quality control measures during each step of the
cooking process.

2. Customer Complaint Handling:

e Reporting System:
e Establish a clear system for customers to report food quality concerns.
e Provide multiple channels for reporting (phone, email, in-person).
e Customer Communication:
e Respond promptly to customer complaints, expressing concern and
gratitude for their feedback.
e Obtain detailed information about the issue, including order details and the
nature of the problem.
e Verification:
e Investigate and verify the reported issue by cross-checking with records
and inspecting relevant items.
e If the customer is on-site, assess the situation immediately.

3. Food Recall Process:

e |dentification:



e If a quality issue is confirmed, identify affected batches or items promptly.
e Use traceability records to determine the scope of the recall.
e Communication:
e Notify all relevant staff members about the recall.
e Establish clear communication channels with suppliers if necessary.
e Customer Notification:
e Notify affected customers about the recall and offer replacements or
refunds.
e Provide clear instructions on returning the affected items if applicable.
e Public Communication:
e If necessary, issue a public statement about the recall, emphasizing
transparency and commitment to food safety.

4. Remake Policy:

e Customer Satisfaction:
e Even if a customer's complaint seems subjective or unfounded, prioritize
customer satisfaction.
e Implement a policy to remake and replace any order without hesitation,
ensuring a positive customer experience.

5. Continuous Improvement:

e Post-Incident Analysis:
e Conduct a post-incident analysis to identify root causes and preventive
measures.
e Implement changes to prevent similar incidents in the future.
e Staff Training:
e Provide ongoing training for staff to enhance food safety awareness and
customer service skills.

Note: Regularly update and test the recall plan to ensure its effectiveness.



