
HOLLOW	ROAD	PROVISIONS
QRG-014

Product	Complaint	Triage
Posted	at	the	register	and	by	the	kitchen	phone.	Follow	one	path	to	the	end	—	don't	skip	ahead.

Stop	—	safety	issue,	act	first Look	into	it	—	pattern,	not	emergency Log	it	—	isolated,	keep	moving

Sample	document	—	Hollow	Road	Provisions	is	not	a	real	company Prepared	by	Four	Bells	Learning	Design

A	customer	or	store	contact
says	a	jar	tastes	off.

ASK

Any	signs	of	spoilage?

Bulging	or	popped	lid
Off	or	sour	smell
Visible	mold
Fizzing	or	cloudy	liquid

YES,	ANY	OF	THESE

Safety	hold
1.	 Do	not	taste	it.
2.	 Pull	every	jar	from	that

lot	code,	not	just	the	one
reported.

3.	 Tag	the	lot	DO	NOT
SELL	and	move	it	to	the
quarantine	shelf.

4.	 Call	the	Production	Lead
before	doing	anything
else.

NO,	NONE	OF	THESE

ASK

Has	more	than	one
complaint	come	in	on
this	same	lot	code?

YES,	SAME	LOT

Quality	investigation

1.	 Record	the	lot	code	from
the	complaint.

2.	 Retrieve	the	retained
sample	and	production
record	for	review	by	the
Production	Lead.

3.	 Check	the	ingredient	and
recipe	log	for	that
production	date.

4.	 Report	findings	to	the
Production	Lead	within
24	hours.

NO,	ISOLATED

Log	and	replace

1.	 Apologize	and	offer	the
standard	replacement	or
refund.

2.	 Log	the	complaint	with
the	date,	lot	code,	and
what	they	described.

3.	 No	further	action	needed
—	unless	a	second
complaint	names	the
same	lot.


