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Anatomy of a Recall:
A Retailer’s Perspective



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

Execute instruction 
for product 

disposition per 
Wintranet posting

Verification 
of information accuracy.

Does Wegmans                   
carry?

Intercompany communication 
developed by Recall Coordinator 

posted on the Wintranet

Close

Senior 
Wegmans 

Management 
(if necessary)

Legal

Risk 
Management

Security 
Communications

Store 
Management 

Team

Distribution  
(if necessary)

Wegmans 
Brand (If 
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Consumer 
Affairs

Accounting

Recall Coordinator sends  
e-mail with Wintranet link

Calls store (senior 
manager) to alert 

them of posting on 
Wintranet

Remove product 
from Distribution and 

hold on a secured 
trailer

Report inventories on hand to 
Recall Coordinator within 

required time frame

Recall Coordinator reports compiled inventories to 
Accounting and Merchant, and handles any questions/

requests for information from Regulatory Agencies

Develop Press 
release, 
Internet 

posting and 
store Q&A (if 
necessary)
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Accounting and Merchant                                                  
decide/work on getting reimbursement for cost of       

goods, labor, postal costs, disposal fees,                                            
etc.

Close

Marketing
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to consumers

Contact
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2005-2007 Recalls
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2007 Recall Overview

42 recalls categorized into 10 different groups.
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Wintranet Communication



Wintranet Communication



Wintranet Communication





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.  I 
thought Wegmans was 
more exclusive about who 
you picked to supply your 
meat.  I am very wary and 
disappointed.”



Smart Reply Phone Call Stats for Ground Beef Recall
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“I just received a phone 
call, the technology is 

great that you can identify 
the customers who have 
purchased this product.”



“Thank you for the phone 
message and for providing 
the service that you do...so 

caring. “



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



Ground Beef Customer Questions
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Fresh News Email

Fresh News Email delivered on Thursday, December 27, 2007



Objective:Objective:

Deliver an internet survey to all Deliver an internet survey to all 
Wegmans Opinion Panel subscribers Wegmans Opinion Panel subscribers 
to determine the preferred method to determine the preferred method 
of communication to customers if of communication to customers if 
Wegmans needs to contact them in Wegmans needs to contact them in 
the event of a product recallthe event of a product recall..

Survey Objective



Survey Methodology

Methodology
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: 
64,907 Emails Delivered
14,013 Opened (21.6% open rate)
6,923 Total Responses (10.7% completion rate)



Notification Preference
6,923 customers surveyed
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Rate the Methods of Communication

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

2.5• Receive and Email to your work inbox
3.1

• Receive a Post Card from Wegmans in the postal 
mail

3.3• Receive a Phone Call on your home phone (landline)
4.6• Receive an Email  to your home inbox

Average

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.

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



1.7

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

1.8• Receive a Phone Call on your work phone (landline)
2.3• Receive a Phone Call on your mobile phone (cellular)
2.5

• Receive a no charge/free Text Message on your 
mobile phone

Average

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

Rate the Methods of Communication
(continued)



General Observations

Customers want Personal Communication about recalls
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?


