
SECTION 4.0
SYSTEMS IMPROVEMENTS
4.1
Incident / Non-Conforming Procedures

The purpose of this procedure is to capture and address any incident that could potentially or has actually caused product to become non-conforming.

Any staff member may action an incident report.  The incident shall be recorded on the Incident Report.

Instances for when this report would be used would include the following:

· Non-conforming raw materials in storage

· Non-conforming product in processing and/or finished product

· Equipment / plant failure that impacts on product quality and/or safety.

All non-conforming products shall be segregated from conforming product and clearly marked to identify it as non-conforming product until time of disposition.

As part of the investigation the manager must determine whether the non-compliance requires a Product Withdrawal or a Public Recall.

All staff shall be required to report non-conformances or any concerns regarding products to management as soon as practicable.

The reason for non-conformance shall be clearly documented and corrective action applied.

Instances of non-conforming product shall be communicated to the source of the issue and corrective action applied.  This includes the raw material supplier.

INCIDENT REPORT

Today’s Date:
Report completed by:



Date of Incident:


Nature of incident:



Type and Amount of Non-Conforming Product:



Cause of Incident:



Does this incident required a Product Withdrawal or Public Recall:   Yes / No  

(If yes, see Recall Procedure)



Corrective Action: 



Method of Disposal the Non-Conforming Product:



Changes to Food Safety Programme



Management Sign: _____________________

Date: ______________



4.2
Customer Complaints

This procedure deals with any form of product complaint.

It is the responsibility of the manager to ensure the complaint is documented on the Customer Complaint Record form or equivalent record system.

It is the responsibility of the manager to ensure all necessary corrective action and preventative action is carried out.

It is the responsibility of the manager to decide as to whether the nature of the complaint requires a public recall or a product withdrawal is necessary.

Product Recall definition: If health risk (i.e. serious illness, injury or death) then a Trade or Consumer level recall is initiated.

Product Withdrawal definition: If product is non-compliant (i.e. not meeting quality measures and is still safe), then product can be removed at Warehouse or Retail level.  Public is not typically notified.

The company manager is responsibility to ensure the investigation is carried out, the records are completed, and the completed Customer Complaints form together with other relevant documentation are filed.

The investigation should focus on factors contributing to the complaints including:

Processes: review of relevant records.

Premises: review cleaning procedure and maintenance procedure.

Personnel: review of relevant staff training/knowledge of processes and hygiene practices.

The Food Safety Programme shall be checked to ascertain if identified hazards from the investigation findings have been overlooked or control points omitted.

CUSTOMER COMPLAINT FORM



Today’s Date:



Report Completed By:



Date complaint received:                                         Time:



Complaint Details:

Nature of complaint-

Beverage type-

Date of purchase-

Store purchased from-

Batch codes-



Contact Person:

Full Name:                                                               Telephone No:

Address:



Is a public recall or product withdrawal necessary?:   Yes   /   No



Compensation To Complainant: Refund / Replace Product



Investigation Findings:



Corrective Action:



Management Verification:

Signature:                                                           Date:



4.3
Product Recall / Withdrawal Procedure

Conducting a food recall

If you need to conduct a food recall, follow this quick checklist:

1. The Brewers Guild of New Zealand offer assistance to members who wish to carry out a Product Recall / Withdrawal.

2. Seek advice from your local Food Act Officer.  See MPI Recall Guidance

3. Follow your recall plan.  See Appendix I Recall Plan

4. Complete the Recall Report.  See Appendix II Recall Report

Should a Product Recall be necessary, follow this quick checklist:

5. Complete the recall hazard/risk analysis form.  See MPI Recall Risk Analysis form.

6. Draft a newspaper advertisement.  See examples in the MPI Recall Guidance.

7. Send the newspaper advertisement to your Food Act Officer for approval, before publishing.

8. You might also need to do one or more of the following:

· Point-of-sale notice

· Press release

· Radio advertisement

· Website notice.

9. All advertisements must be approved by your Food Act Officer, before they are published.
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