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Anatomy ot a Recall:
A Retailet’s Perspective




Wegmans Food Markets, Inc.
Handling Product Recalls

Communication of potential product recall received through FoodTrack, Consumer
Complaints, QA Analysis, Regulatory Memo, Notification from Manufacturer, etc.

Verificatio
of information accuracy.
Does Wegmans
carry?

- Category Senior
- Intercompany communication Merchant Wegmans
SESIT developed by Recall Coordinator Management

Communications posted on the Wintranet (if necessary)

Accounting |«

Calls store (senior Wegmans
manager) to alert Recall Coordinator sends Legal |« Brand(f
them of posting on e-mail with Wintranet link necessary)

Wintranet Risk
Management || > Marketing
Contact
Regulatory
y ! Il
e Distribution Consumer
» Managemen . Affairs
Team (if necessary)

v Ly H 12 ¥

Execute instruction Remove product
for product from Distribution and De"e:"p P Handle Dflve")p
disposition per hold on a secured ﬁtzf:; Customer MZT;
Wintranet posting trailer posting and Communica- based on
X tions and
| 5 | ecessany || | Presseals | ||| GERES
Report inventories on hand to Marketing
Recall Coordinator within
required time frame L
* <ends malers
Recall Coordinator reports compiled inventories to to consumers
Accounting and Merchant, and handles any questions/ N
requests for information from Regulatory Agencies

Accounting and Merchan
decide/work on getting reimbursement for cost o
goods, labor, postal costs, disposal fees,
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2007 Recall Overview

= 42 recalls categorized into 10 different groups.
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D ate Product Reason Dept
O1s,249/07 Yweg Sarden French Dressing Mislabel--Allergen Srocenry
o2/a1/07 FKonorr CThicken BEaouillon Allergen Srocery
OZ2/06/07 Serber Lil Entrees Allergen Srocery
O2/15/07 Conagra Foods FPeter Pan Peanut Butter Crunchyy Fathogen--Salmonella Srocery
O2/15/07 Conagra Foods Feter Pan Peanut Butter Smooth FPathogen--Salmonella Srocery
O2:15/07 FisherPrice BEunmny toy Safety =1
Q2522507 Conair curling iran Safety 15 vl
0=3/06/07 B & L Renu Maoisture Plus elewvated trace iran HEC
O3,12/07 Flaora Oliwves Fathogen--. bot. Srocery
O2/1607 BEruiser dog food hMelamine Srocery
O3/16/07 lams Dog-CTat Melamine Srocery
o351 7707 lams Diog Melamine Srocenry
Oz2:17/07 larms Cat melamine Srocery
0352107 Yegmans Cat Food MMelamine Srocenry
O2/21/07 rAig bty Diog MMelamine Srocery
03:21/07 Alpo Dog Food Melamine Srocery
O04,/03/07 Dielkvonte FPet Treats Melamine Srocery
O04/068/07 A0 Cookie Co 50-50 Oatrmeal Cookies Allergen Srocery
O4512/07 Listerine Agent Toal insufficient preservative HEC
04,1807 renu MHNatural Life petfood MMelamine Srocery
oS/01/07 Sierra Pet Products Harmony Farms Melamine Srocery
0S/02/07 wwegmans beef and grawy cat food Melamine Srocery
OS/26/07 A0 Complete MoisturePlus Aocantharmoeba HEC
o5/ 29/07 weggie Booty Snack Fathogen--Salmonella Mature's Market
o7 /0507 Thomas Tank Engine Toyw (D) Excessive lead 15 vl
Ovs14/07 Serber Organic baby cereal Choking hazard--clurmping |[SGrocery
Ov7/19/07 Castleberry's Chili Sauce Fathogen--C . botulinum Srocery
O /2207 Castleberry's Chili Sauce [(expanded) FPathogen--C . botulinum Srocery
avs/21/07 Fisher Price Daora and Sesame Street Toys Excessive lead =
o2/ 14507 Mattel Sarge Towy Excessive lead 15 vl
09s17/07 Ciole Hearts Delight Salad FPathogen--E.coli &O157:HY |Froduce
10,0307 YwWegmans FvFGA vWheat Sandwich rolls Allergen Eakery
100907 Eanquet Pot Pies FPathogen--Salmonella Frozen Foods
10,1007 Warious O T O Infant cough & cold medications Dosage abuse concerns HEC
10711707 Banquet Pot Pies (expanded]) Fathogen--Salmonella Frozen Foods
10,2507 Fisher Price Go Diego Go Boat Toyw Excessive lead (=1
10,2007 whhyveth-Robitussin/Dimetapp CThildren's CESC medicationDosage cup defect HEC
11,0307 wWegmans Sround BEeef Fathogen--E.cali 2157 HY |[Meat
12/05/07 Sarma Metromint Bewverages Fathogen--B. cereus Srocery
1207707 Ywegmans Wwreath Kuchen MMislabel--Allergen Eakery
1271207 Wiedgmmans Bouillabaisse Seafood Sauce Mislabel--Allergen Frepared Foods
12713707 Cedarlane burritas Mislabel--Allergen Frozen Foods




Check List

Communication of potential product recall received through FoodTrack, Consumer Complaints, QA Analysis, Requlatory Memo, Motification from Manufacturer, or other means.
Any one receiving such notification is to contact the Recall Coordinator. During off hours calls are made to Security Communications Center (429-3030), who then contacts the
recall coordinator on duty.

+f What [:' Who [:' Task e

RC: If product UPCs are available use WEA look up. If specific lots are recalled contact
Recall Coordinator | Category Merchant to research if Wegmans Received affected lot. Ask for written
docurmentation.

Werify that Wegmans carries the item(s), If yes, did we get the
affected lot?

RC: Get complete product description, size, UPC, itern number, affected lot, any special
Gather information for inter-cormpary cormmunication (Wintranet) |Recall Coordinator |product disposal information, manufacturer consumer contact information, reason for recall
from manufacturer, category merchant or YWEA.

RC: Give SCC basic product information and may have them begin making calls to senior

Alert Security Communications Center Recall coordinator
store manager.

RC: Deactivatel Change UPC code to reflect that product does not scan because it has
Should product be stopped from scanning at store registers Recall Coordinator |been recalled. UPC remains deactivated as long as necessary to assure no customer gets
recalled product.

Gather information and materials for contact with Regulatory (only . RC: Coordinate Preparation of materials for communicating with FDA, USDA or CPSC.
Recall Coordinator |, e
for Wegmans Brand) (i.e. press release notification to stores, product photo.

RC: All Wegmans Erand, either Class | & Il gets a press release, unless there is a
compelling reason not to do so.

Determineg if Press release is nesded Recall Coardinator |For MNational Brands, product manufacturer usually will do their own press release .
Press Releases for recalls involving food allergens must include Allergens in the tagline
theadling).
RC: Use Teamsite nsus 709 (Wintranet tool): Open a New File Form Entry in File. Type
Compose and post Recall notice to the Wintranet Recall Coordinator |information in required fields, Preview document, malke necessary changes, Save the File

Form Entry, then Submit.

RC: Product is made unavilable as long as necessary to assure customers don't get
Recall Coordinator | affected product. Recall Coordinator will contact Catalog Coordinator to make product
available again.

Determine if product description needs to be pulled from
Wegmans.com shaopping list

RC: Send to store manager, area managers, and senvice desks and copy in category
merchant, accounting, legal, risk management, merchandising support, consumer affairs
specialists, warehouse and distribution, senior management (if necessary), VWegmans
Brand (if necessary) Set up Qutlook QA folder and Email response to store

Send e-mail containing VWintranet Link Recall coordinator

RC: Provide Regulatory representative with a copy of the press release, current picture of

Communicate with Regulatory agencies (Wegmans Brand Orly) - |Recall Coordinator the label and the recall posting off of the Wintranet. Wait for approval on press release




‘Wintranet Communication
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‘Wintranet Communication

Home

| Fhone Directony |

Jadk's |dea Exchange | Extra Express | Job Postings

Stare Communications

Product Recall Information

100852007

Bangquet has intiated a recall on the following product(=]).

PRODUCT: Banguet Chicken Vegetable Pot Pie
PRODUCT SIZE: 7 oz.

COMMODITY CODE: 83894

UpC: 0-31000-10101-5

CODES: All

PRODULCT: Banqquet Turkey Vegetable Pot Pie

PRODUCT SIZE:

T oz

COMMODITY CODE: 83895
upC: 0-31000-10103-9
CODES: All
PRODUCT: Banguet Chicken and Broccoli Pot Pie
PRODUCT SIZE: 7 oz.
COMMODTY CODE: 322685
UpC: 0-31000-10100-8
CODES: Al
REASOH:

The US Department of Agriculture (FSIS) is warning consumers not to consume Bancuet brand pot pies as they investigate
reports of Salmonella infection that may be linked to Bancuet Turkey or Chicken pot pies. Consumers who have Bancguet or
other brands of pot pies with & code bedinning with S009 in their freezer should not est them and may retuen them for a full

refund.

Consumers with questions should contact 1-(366) 484-86T1.

Mednesday, Februan 05, 2002

- Quicklinks -




intranet Communication

INSTRUC TIGHS:
1. CHECK inbound shipments, retail shelves, freezers, and reshop carts for this product.
2. BREMOVE from sale and invertory IMMEMATELY!
3. SECUERE and HOLD the product until further notice--DO HOT DISCARD .
4. hake a Copy of this notice, Cut out the portion in the box above and pest it at the point of sale.
5. COMPLETE the table below to report inventories .
E. (Click the Generate E-Mail button at the bottom of the page, then go to Outlook ta send the e-mail addressed to Cuality

Azzurance. Click the Send button st the top left corner of the screen to send the e-mail with wour inventaries.

7. We MUST receive your inventoeries by midnight October 9,
2007. You must report inventory, even if zero (), to get
proper credit.
§. Accept all consumer returns and give a full refund. Place a "defective product” sticker on the product and Secure and
Held until further notice--D0 HOT MSCARD!
PRODUCT INFORMATION: Employee Hame: Store = |:|
UPC Code Product Size Codes Oual_rtlty
{units)
0-31000-10101-5 |Banquet Chicken agetable Pot Pis Tor. e [ ]
0-31000-101 03-9 |Banouet Turkey Wegetable Pot Pie Toz. e |:|
0-31000-101 00-& |Bancuet Chicken and Broceoli Pot Pie Toz. |an [ ]
Comments:
If you have any gquestions, please call Geoff Grebel or Ken Webster at ext. 4797 or 61356,
THARMK Y OU
( Xy Who We Are
@ Wegmaons Caring

'
1
'

Copyright 2001-2007 E High Standards
Wizgmans Food harkets, Inc. Al ights reserved, !
1

hake & Difference

Wiegmans Confidential, Intemal se Only. E;SPECT
power

Questions on this website, wintranet @wegmans com.

Sitemap




talkrephy@winkranet

EMPLOYEE MAME: Adam Franclemant

STORE: 90

QUANTITY: &
talkreply@wintranet

EMPLOYEE MAME: Jim Bure

STORE: &4

QUANTITY: &

talkreply@wintranet

EMPLOYEE MAME: chris depumpo

STORE: 14

QUANTITY: 10
talkreply@wintranet

EMPLOYEE MNAME: Ken Kinslow

STORE: 98

QUANTITY: 11
talkreply@wintranet

EMPLOYEE NAME: Daonni Burke

STORE: 61

QUANTITY: 0
talkreply@wintranet

EMPLOYEE NAME: John Cooco

STORE: R&C

QUANTITY: 0

talkreph@wintranet

EMPLOYEE NAME: WESLEE DELKER.

3TORE: 7

STARITTTY O

Product Recall- Annig's Kakurals & fl oz Shitake Sesame Vinaigrette (Matures)

Product Recall- Annie's Naturals & fl oz Shiitake Sesame Yinaigrette (Natures)

Product Recall- Annie's Maturals & fl oz Shiitake Sesame Yinaigrette (Natures)

Product Recall- Annie's Naturals 8 fl oz Shiitake Sesame Yinaigrette (Natures)

Product Recall- Annie's Naturals 8 fl oz Shiitake Sesame Yinaigrette (Natures)

Product Recall- Annie's Naturals 8 fl oz Shitake Sesame Vingigrette (Natures)

Product Recall- Annie's Naturals 8 fl oz Shitake Sesame Vinaigrette (Natures)

Man 2/11/2008 4:58 PM

Mon 2/11,/2008 4:53 PM

Mon 2/11,/2008 4:52 PM

Mon 2112008 4:52 PM

Mon 2/11,/2008 4:51 PM

Mon 2{11/2008 4:50 PM

Mon 2{11/2008 4:49 M



Ground Beef Recall

Notification — Supplier and FoodTrackAlert
Assemble Team- Merchants, QA, PR
Determine Scope-What product is affected?
Notify Stores- Loss prevention and Wintranet
Reconcile Store Response- Check response

Notify Customers- Press release and direct
notification



“My wife was Ill during the
time frame that you were
selling bad beef. It can’t be
proven that it was the
reason but that is what we
are going to think.”



“This really shocked me. |
thought Wegmans was
more exclusive about who
you picked to supply your
meat. | am very wary and
disappointed.”
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Smart Reply Phone Call Stats for Ground Beef Recall

190,843 Phone Calls

45.22%
24.56%
17.71%
11.65%
0.86%
Fax Machine Phone # Busy/No Live Message Voice Malil
1,634 Disconnected Answer 46,870 86,304

22,233 33,802




“l just received a phone
call, the technology i1s
great that you can identify
the customers who have
ourchased this proauct.”



“Thank you for the phone

message and for providing

the service that you do...so
caring. “



“l cannot tell you how
impressed and thankful I am
that you were proactive in
calling me...This is truly
above and beyond what |
expect from a store.”



Number of Questions

Ground Beef Customer Questions

3000
2513
2000
1000 -
33 38 123
0 I
Email-Guestbook Internet Malil Email sent to Phone Calls

Comments@wegmans.com

Communication Method




‘ Fresh News Email

= Fresh News Email delivered on Thursday, December 27, 2007

Wegmans Fresh News

helping you make great meals easy
fresh products | easy shopping | eat well. live well.

What's Your Opinion on Product Recalls?

It seems like there are more and mare issues with products that necessitate an official recall for one reason or
another. As a responsible and caring retailer, we are committed to making sure you know what's going on as soon
as we dol That's why we would like to find out how you want us to communicate this kind of information with you:
via email, regular mail, or maybe bath to be safe. Any feedback you can offer will help us get the word out the best
way possible,

fou only need about two minutes to complete the survey, but please take the time to completely answer all the
gquestions. YWe truly appreciate your feedback. As a thank-you, YWegmans will randomly draw three names from the
list of participants at the completion of the survey period. We'll award 3 WWegmans gift cards in the amount of $100.
Good luck!

Take the Surey!

Cpinion Panel FAQS
Cpinion Panel Bules




Survey Objective
Objective:

Deliver an internet survey to all
Wegmans Opinion Panel subscribers
to determine the preferred method
of communication to customers Iif
Wegmans needs to contact them iIn

the event of a product recall.



Survey Methodology

Methodology
o Primary Research — Internet Survey

Delivered via Fresh News Email to all Wegmans
Opinion Panel subscribers in all stores.

Survey Dates: 12/27/07 — 1/3/08

Email Statistics:

0 64,907 Emails Delivered

0 14,013 Opened (21.6% open rate)

0 6,923 Total Responses (10.7% completion rate)



Notification Preference
6,923 customers surveyed

7000

6000 - 8a%

5833
5000

4000 -

3000

2000 -

Number of Customers

16%
1090

1000 -

No - mass media is Yes - contact me
sufficient personally




Rate the Methods of Communication

1 = Worst Method of Communication for me
5 = Best Method of Communication for me

= Of the 5,833 (84%) that want Personal Communication...

Average

 Receive an Email to your home inbox 4.6

 Receive a Phone Call on your home phone (landline) 3.3
 Receive a Post Card from Wegmans in the postal

mail 3.1

 Receive and Email to your work inbox 2.5

n=5,833

* Important Note: The survey was delivered via email to all survey respondents, so the results for “Email at Home” and “Email at Work” may be slightly inflated.




Rate the Methods of Communication

(continued)

Of the 5,833 (84%) that want Personal Communication...

Average

« Receive ano chargel/free Text Message on your
mobile phone 2.5

 Receive a Phone Call on your mobile phone (cellular) 2.3

 Receive a Phone Call on your work phone (landline) 1.8

« Receive a Text Message on your mobile phone (note:
the text message may cost $ based on your mobile
plan) 1.7




General Observations

Customers want Personal Communication about recalls
o 84% of survey respondents wanted to be contacted personally

Customers want personal communication at Home...

Customers prefer to be contacted at Home via:
Home — Email (87% rated 4 or 5)
Home — Phone (49% rated 4 or 5)
Home — Post Card (39% rated 4 or 5)

Due to the number of methods of communications available, customers
can benefit by having a choice in the best way to contact them.

Important Note

The survey was delivered via email to all survey respondents, so the results for “Email
at Home” and “Email at Work” may be slightly inflated.



Questions?



