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RECALL PLAN 
 
 
Introduction 
 
Under the Food & Drug Act, wholesalers, manufacturers and importers must have a system to 
recall unsafe food.  
 
Hershey Creamery Company has in place a documented recall system that must be followed in 
the event that a product recall is necessary.  
 
Company objective and purpose of the recall plan. 
 
The purpose of this recall plan is to outline the requirements and steps that must be taken in the 
event that one or more of Hershey Creamery Company products need to be recalled on the 
grounds that the product is unsafe.  It can also be used when recalling or withdrawing foods for 
other reasons.  
 
The aim of this plan is to: 
 
1. Stop the distribution and sale of the affected product; 
2. Effectively notify Hershey Creamery Company management, customers  

and appropriate authorities of the recall; 
3. Effectively and efficiently remove from the marketplace any product  

that is potentially unsafe; 
4. Effectively retrieve product from customer warehouses, retail stores  

and / or consumers; 
5. Effectively dispose of the unsafe recalled food; 
6. Conduct a post recall analysis and report on the outcome and effectiveness  

of the recall and provide the appropriate authorities with an interim and  
final report on the recall; and 

7. Implement corrective and preventative action plan to prevent  
a recurrence of the problem. 

 
Following the completion of the recall, the company will conduct a post recall meeting to evaluate 
the effectiveness of the recall.  
 
Scope 
 
This procedure will be applied in the event it is necessary to recall or withdraw stock from 
customer warehouses, retail stores or consumers. 

 

 
Responsibility 
 
The ultimate responsibility for ensuring the correct application of this recall plan rests with the 
Vice President/Plant Manager, Phil Keeney - Recall Coordinator.  In the event that Hershey 
Creamery Company needs to initiate a recall it is the responsibility of the Vice President/Plant 
Manager to convene the recall committee and to conduct the recall following the procedures 
outlined in this plan.  
 
Recall Committee Responsibility 

 
The recall committee is responsible for co-ordinating all aspects of a product recall and ensuring 
all procedures are carried out thoroughly, and effectively.
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Section 1: 
Convening the recall committee - Is a food recall necessary?  

 
Initial Information  
 
The company may be informed of a problem with any of its products via the following 
mechanisms: 
 
1. Internal quality assurance testing indicates that there may be a potential problem with a 

particular product or batch (e.g. microbiological results are outside acceptable limits);  
2. Customer complaints / feedback (e.g. phone call or letter informing sales department of a 

potential problem by a customer or wholesaler);  
3. A supplier of a raw material that is used by the company in making its products informs 

management that there is a problem with an ingredient; and 
4. Government authorities, such as the police, local council or health departments indicate 

that there may be a problem with the particular product. 
 
Responsibility 
 
If any person within the company is informed of a potential problem with a product they must 
inform the Vice President/Plant Manager as soon as possible. 
 
The Vice President/Plant Manager in conjunction with the crisis management team will be 
responsible for assessing whether a recall is necessary and if it is what type of recall is needed 
as well as convening the recall committee. 
 
 
Convening the recall committee 
 
If a product is deemed unsafe or potentially unsafe then the Vice President/Plant Manager must 
initiate the recall plan, and as soon as possible convene the recall committee. 
 
The recall committee should treat all actions outlined in this recall system with haste and 
diligence. The Hershey Creamery Company has a duty of care under the Food and Drug 
Administration Act to act responsibly in the event of a product recall and that public health and 
safety should be at the forefront of all decisions made by the committee at all times. 
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Section 2: 
Hazard / Risk Assessment  
 
Hazard Risk / Assessment 
 
The recall committee will conduct a hazard / risk assessment of the product(s) in question and co-
ordinate all aspects of the product recall and ensure all procedures are carried out thoroughly and 
effectively. 
 
The “Product Hazard / Risk Assessment” form (Refer to Appendix I) should be filled in using 
information gathered from external sources as well as consulting production and despatch 
records regarding the product and batch code in question. 
 
(Note-These forms must be completed thoroughly as all the information will be used in the event 
of the recall going ahead). 
 
 
 
Initial assessment of the problem  
 
This initial assessment will also take the following objectives into account: 
 
• identify the potential problem with the food and assess whether a risk  

to food safety exists; 
• determine whether additional information is needed such as further testing  

or expert advice (this may include the FDA), in order to make a final decision; 
• determine whether the food may need to be withdrawn from the marketplace while the 

extent of the problem is being assessed. Note – a ‘withdrawal’ can only be conducted if 
the risk to public health and safety has not been established; and 

• make a decision as to whether a recall is needed (retail or consumer) having regard to 
the severity of the problem and how widespread it may be. 

 
If there is any doubt as to the safety of the product the FDA recall co-ordinator should be 
contacted for further advice.  
 
 
Determine if a recall or withdrawal is necessary 
 
Responsibilities 
 
It is the responsibility of the recall committee to closely examine the distribution records of the 
product in question in order to determine whether a retail or consumer level recall is required. The 
Vice President/Plant Manager should discuss the need for a retail or consumer level recall with 
the FDA recall coordinator using the “Product Hazard / Risk Assessment form” designed to help 
decision making in this process  
 
The FDA recall coordinator will confirm the type of recall required under the circumstances. The 
definitions of the types of recalls that can be invoked in this procedure are outlined below. 

        A.  Recall. A firm’s voluntary removal of distributed meat or poultry products from commerce 
when there is reason to believe that such products are adulterated or misbranded under the 
provisions of the Federal Meat Inspection Act (FMIA) or the Poultry Products Inspection Act 
(PPIA). "Recall" does not include a market withdrawal or a stock recovery. 
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        B. Market Withdrawal. A firm's removal or correction by its own volition of a distributed 
product that involves a minor infraction that would not warrant legal action by FSIS, or that 
involves no violation of the FMIA or the PPIA, or no health hazard. 

        C. Stock Recovery. A firm's removal or correction of product that has not been marketed or 
that has not left the direct control of the firm. For example, product is located on premises owned 
by, or under the control of, the firm, and no portion of the lot has been released for sale or use. 

Recall Classifications. FSIS assesses the public health concern or hazard presented by a 
product being recalled, or considered for recall, whether firm-initiated or requested by FSIS, and 
classifies the concern as one of the following: 

                    1. Class I. This is a health hazard situation where there is a reasonable probability 
that the use of the product will cause serious, adverse health consequences or death. For 
example, the presence of pathogens in ready-to-eat product or the presence of Listeria 
monocytogenes in ground beef.  

                    2. Class II. This is a health hazard situation where there is a remote probability of 
adverse health consequences from the use of the product. For example, the presence of 
undeclared allergens such as egg or peanut products. 

                    3. Class III. This is a situation where the use of the product will not cause adverse 
health consequences. For example, the presence of undeclared generally recognized as safe 
non-allergen substances, such as excess water. 

Examples of the types of problems that may be encountered with Hershey Creamery Company 
products and the type of recall that would be required under the circumstances are outlined 
below. 

PRODUCT PROBLEM DISTRIBUTION STATUS 

All Product Types 
 

High Coliform Count  
Microbiological results 

indicate the presence of 
pathogens. 

Product has been 
distributed at retail 

level 

Consumer Level Recall 
Product 

Food poses a safety 
risk 

Results indicate under 
processing has 

occurred and the cook 
step has not reduced 

bacteria numbers 
allowing pathogens to 

persist or contamination 
has occurred after 

processing. 

Cookie Dough 
containing egg 

Ingredient listing does 
not mention eggs  

Product has been 
distributed at retail 

level 

Consumer Level Recall 
(Food may pose a 

safety risk to allergenic 
consumers)  

All Product Types Foreign object complaint 
(e.g. metal 

contamination) 

Product has been 
distributed at retail 

level 

Consumer Recall 
Product 

(Food may pose a 
safety risk) 

All product types  
Underweight packaging 

 

Product has been 
distributed at retail 

level 

Withdraw Product 
(Trade Practices breach 
- food does not pose a 

safety risk) 
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Section 3: 
Informing the relevant government authorities that a recall is or may be 
necessary 
 
Regulatory Agency Notification 
 
Responsibilities 
 
If a retail or consumer recall is considered necessary under section 2 it is the responsibility of the 
Vice President of Production/ Company Spokesperson to inform firstly by phone and then in 
writing via a recall notification report to the FDA coordinator that the company is going to initiate a 
recall. (Refer to Appendix II) 
 
The FDA recall coordinator in conjunction with the FDA recall committee will confirm this decision. 
 
The Vice President of Production/ Company Spokesperson in the event of the recall proceeding 
will also inform in writing the individuals responsible for consumer affairs in those states in which 
the product has been distributed. (Refer to Appendix III)  

 

Section 4: 
Retail Recall - Stopping further distribution and sale of the food being 
recalled. (See Recall Flow Chart) 
 
Responsibilities 
 
In the event of a retail level recall, it is the responsibility of the Vice President/Plant Manager to 
coordinate this type of recall. 
 
Determining Distribution of affected Product.  
 
The Distribution Supervisor is responsible for determining which States the product has been 
distributed to as well as other customers that may be affected. This information can be obtained 
via our customer invoice sheets that also note the lot identification details and batch numbers of 
all distributed products sold to individual customers. These sheets should be traced back to when 
the first delivery of the affected code took place. 
 
The Vice President of Production/Company Spokesperson is also responsible for contacting all 
branches/distribution centers of recall and providing appropriate sales documentation. The 
branch personnel in conjunction with corporate personnel will be responsible for contacting 
affected customers by phone informing them of the problem with the product and then following 
this action up by facsimile and/or notices at next shipments. (Refer to Appendix IV).  
 
In the event that the affected product may have been on-sold, for example via a distribution 
center or warehouse it is the responsibility of the Vice President of Production/Company 
Spokesperson to inform any customers that are likely to have done this and to request that these 
customers examine their own distribution records and provide Vice President of 
Production/Company Spokesperson with details as to where the products have been distributed. 
An example of a forwarding letter that distributors may use to inform their own customers in the 
event of a company recall is also detailed in Appendix IV. Should a recall affect any Compass 
Food Group customer, notification to the Corporate Quality Assurance Manager shall be 
conducted in addition to the customers affected by the recall.  
 
The contact names and numbers for all the company’s customers and distribution centers are in 
the customer register located in the sales department. (Refer to Appendix V)   
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Determining the quantity produced 
 
The Distribution Supervisor must determine the total quantity of the batch in question, which can 
be derived from the production records relating to the batch code and subsequent day of 
production. 
 
The Distribution Supervisor is also responsible for conducting a stock take of the in-house 
storage facilities and isolating any remaining stock that relates to the affected batch. This stock 
must be placed on “HOLD”, be clearly identified as well as isolated so that accidental distribution 
cannot occur. 
 
***Note - No stock is to be disposed of without clearance from the Vice President/Plant 
Manager.*** 
 
The Distribution Supervisor should collate the above information on the Recall Distribution 
Register (Refer to Appendix VI) and copies given to the Vice President/Plant Manager. 

 

 

Section 5: 
Consumer recall - Informing the public about the recall 
 
In the event that it is necessary to conduct a consumer recall all the steps outlined in section 4 
above should be followed. In addition to this, the general public will need to be informed via 
written press advertisements placed in prominent newspapers in each State in which the products 
have been distributed. 
 
Responsibilities 
 
The Distribution Supervisor will provide the Vice President of Production/Company Spokesperson 
with a copy of the distribution register listing the States that the product has been distributed to. 
 
It is the responsibility of the Vice President of Production/Company Spokesperson in this case to 
draft the pending press advertisement. A contact number for Hershey Creamery Company must 
be included in this advertisement to allow consumers access to further information. (Refer to 
Appendix VII) 
 
The Vice President of Production/Company Spokesperson must also ensure that that any press 
advertisements clearly instruct the consumer what to do with the product (i.e. return the product 
to place of purchase for a full refund) or how to safely dispose of the product. 
 
The wording and format of the advertisement should be submitted to the FDA recall coordinator 
for approval prior to publication.  
 
The Vice President of Production/Company Spokesperson will ensure that press advertisements 
are placed in the daily print media of each State which the food has been distributed.  
 
Wherever possible the advertisement should appear in the front pages of the daily print media. If 
this is not possible it should appear in the first half of the newspaper (early general news). The 
recall notice is not to be placed in the classifieds. 
 
The advertisement should be double column in width and 10 centimetres deep and should be 
enclosed with a diagonally hatched boarder and preferably with the internationally recognised 
safety triangle in the top left-hand corner.  (Refer to attachment VII – Figure 1) 
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Media Release 
 
If the identified problem with the product poses an immediate or serious risk to public health and 
safety and where there may be a delay in the release of a press advertisement the company may 
require a media release to be issued. The FDA recall coordinator will inform the company if this is 
to be done and will help facilitate this process. Media releases are issued to ensure rapid and 
wide dissemination of information. (Refer to Appendix VII for Media Tips) 

 
Responsibilities 
 
The media release should contain the same information as the paid advertisement and should be 
developed jointly by the Vice President of Production/Company Spokesperson in consultation 
with the FDA recall coordinator. 
 
In the case of both press advertisements and media releases the company should give 
consideration to informing ethnic and regional media and whether expert advice from a medical 
practitioner or other specialist may be required.   It is the responsibility of the Vice President of 
Production/Company Spokesperson to check whether there may be a delay in the publication of a 
paid advertisement. 
 
 
 
 

Section 6: 
Retrieving the recalled product and product disposal 
 
Retrieval  
 
Wherever possible the Vice President/Plant Manager of Hershey Creamery Company will take all 
reasonable measures to retrieve stock in the marketplace and have it returned to the company. 
 
Responsibilities  
 
It is the responsibility of the recall committee in conjunction with the FDA recall coordinator to 
decide how the recalled food is to be retrieved from the distribution chain and disposed of. 
 
The Vice President/Plant Manager is responsible for coordinating company sales representatives 
to retrieve affected stock from customers, warehouses and distribution centers and to encourage 
cooperation from all links in the distribution chain to ensure the recall is effective. 
 
Products may be recovered by returns to supermarkets, returns via distribution chains or direct 
returns from consumers. Records of the product lot identification details and the amounts of 
products returned from customers and distribution centers must be kept (Refer to Appendix VIII). 
If the distribution is widespread the Vice President/Plant Manager is responsible for establishing 
collection sites across the network in order to maintain control over the recalled goods and for 
ease of collection and return of affected product. 
 
 
 
 
 
 
 
Disposal of non-returned product 
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Responsibilities 
 
The Vice President/Plant Manager must discuss the disposal of the non-returned product with the 
FDA coordinator before any advice as to product disposal is issued. 
 
If the recall committee in conjunction with the FDA coordinator decide that the return of distributed 
product to the company is not feasible, it is the Vice President of Production/Company 
Spokesperson responsibility to instruct customers in the course of notification as to how to safely 
dispose of the product so that it cannot be used for human consumption in accordance with this 
procedure.   
 
In this case where product is disposed of at market level, the Vice President/Plant Manager is to 
ensure that correct quantities of product have been obtained and recorded from customers, 
wholesalers and distribution centres prior to product disposal. 
 
This information is to be recorded on the Recall Distribution Register (Refer to Appendix VI) so 
that it can be used to assess the overall effectiveness of the recall. 
 
All senior company representatives should be familiar with this recall procedure and with the 
records system for product distribution.  
 
 
Returned Food 
 
Responsibilities 
 
The Quality Assurance Department is responsible for carrying out any further testing of the 
returned product if required as well as ensuring any returned stock is clearly identified with a label 
and that this stock is held in a separate area to prevent accidental redistribution. No stock is to be 
disposed of unless clearance to do so is given by Vice President/Plant Manager. 
 
Disposal of recalled food 
 
Responsibilities 
 
The Vice President/Plant Manager in conjunction with the Quality Assurance Department will 
assess the disposition of the recalled product and decide the best method of disposal or 
reworking of the product as the case may be. 
 
Recalled product that is being held, prior to disposal or possible reworking, must be separated 
from other food and clearly identified as ‘recalled food’ and not to be used subject to further 
advice. 
 
Vice President/Plant Manager must determine which of the following options is appropriate for the 
recalled food e.g. 
 
• Destroyed or otherwise used or disposed of so that it cannot be used for human 

consumption. If large amounts of food are to be destroyed in this manner the QA 
manager should seek advice from the Vice President/Plant Manager and the FDA recall 
coordinator as to the best method of disposal and obtain certificates of disposal if 
required (e.g. land fill by local council, incineration or other method of disposal, through 
an authorised waste disposal company); 

• Further processed in such a way as to ensure its safety and suitability; and 
• Ascertain the returned product to be safe and suitable (e.g. physical inspection in the 

case of faulty seals). 
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Section 7: 
Providing FDA coordinator with interim and final reports on the recall 
 
Responsibilities 
 
The Vice President of Production/Company Spokesperson will provide the FDA coordinator with 
an interim and a final report respectively on the effectiveness of the recall.  These reports will be 
requested by FDA and are to contain the information FDA requires within the timeframe 
stipulated.  
 
These reports are to give information to the recall coordinator regarding the effectiveness of the 
recall and what corrective actions have been taken both with respect to the recall and to prevent 
a recurrence of the problem in the future (Refer to Appendix IX). It is the Vice President/Plant 
Manager responsibility to ensure all members of the recall team in the course of their duties retain 
accurate records of relevant information such as amounts of returned stock, amounts of stock 
unaccounted for, copies of press releases, corrective actions taken, etc. 
 
Post recall meeting 
 
As soon as is practical the Vice President/Plant Manager will convene the recall committee to 
discuss the effectiveness of the recall and to outline and put into effect strategies and 
preventative measures that will prevent the problem from recurring again.  
 
Items that will need to be addressed in this meeting include: 
 
• Conducting an audit of the process to identify hazards that have contributed to the cause 

of the problem in the product – Responsibility Lab Director and HACCP Coordinator 
• Changes that will need to be made to production and processing systems in order to 

prevent a recurrence of the problem in the future – Responsibility Vice President of 
Production 

• Reviewing, up-dating and revision of written company processes and procedures and 
ensuring that these changes are communicated to all staff – Responsibility HACCP 
Coordinator 

• Reviewing and revising staff training policies and procedures – Responsibility Production 
Supervisors; and 

• Updating production manuals and documented procedures to reflect these changes – 
Responsibility Production Supervisors. 

 
 
 
In the event of a product tampering recall: 
 
• Reviewing company security systems and product packaging in order to prevent possible 

tampering of the product – Responsibility Crisis Management Team 
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