
1

INDUSTRY-WIDE TOY PREMIUM
CONFERENCE

January 9, 2001
Bethesda, MD

CONDUCTING AN EFFECTIVE
RECALL

Marc J. Schoem
Director

Recalls and Compliance Division
Office of Compliance

U.S. Consumer Product Safety Commission



2

What Is A Recall?

“Recall” is generic term

• Repair product

• Replace product

• Refund purchase price of
product



3

Implementing A Product
Safety Recall

• Production
– Redesign/Repair/Disposal

• Distribution
– Replace/Repair/Disposal

• Retail sales
– Replace/Repair/Disposal

• Consumer notification
– Replace/Repair/Refund

Incentives/Disposal
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Production

• Stop
– Isolate inventory

– Repair/Dispose

• Redesign
– Timing

– Costs

– Test

– CPSC Evaluation
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Distribution

• Notify distributors
– Short, concise, clear

• Email/Phone/Letter

– Isolate Stock

– Repair

– Replace

– Disposal

• Notify customers
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Retail Sales

• Notify all retailers
– Short, concise, clear

• Email/Phone/Letter

– Stop sale

– Isolate product

– Repair

– Replace

– Dispose

• Notify purchasers
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Consumer Notification

• Notification

• Recall

• Remedy

• Incentives

• CPSC review of all
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Retailer Action

• Coordinate with retailers
– Early notification

– Lock out sales

– Isolate stock

– Repair/Replace/Dispose

• Consumer notification
– Point of purchase signs

– Mailings identifying owners

– Newspaper supplements

– Other
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Consumer Notification

GOAL: To reach as many of the
owners of the recalled products
as possible and provide
incentive for them to stop using
defective products



10

Consumer Notification

• Notification target to owners
– Examples of notice

• Joint press release

– Clear/Concise/Informative

• Negotiated language

• Clear explanation of
defect/hazard/remedy
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Consumer Notification

• Video news release
– Broadcast version of written

release

– Over 50% of population receive
news through broadcast media

– Content controlled
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Consumer Notification
Recall Poster

• Displayed in several visible
locations for 120 days minimum
– Large enough to be seen

– Contrasting colors

– Post until date
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Consumer Notification

• Specialty posters
– Pediatricians

– Health care professionals

– Repair centers

• Web site
– Clear concise recall information

icon

– Home page/First entry to web site

– Interactive registration
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Consumer Notification

• Paid advertisements
– Targeted to likely owners

– Advertising supplements

–  Co-op ads

– Specialty publications



28



29



30



31

Consumer Notification

• Product registration cards

• Email contact

• Replacement parts

• Calls to 800 number

• Accessory product purchases

• Extended warranty purchasers



32



33



34



35

Consumer Notification

• Press conference

• Morning/Evening news shows

• Other television appearances

• Morning newspapers
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Consumer Notification

• Bounty/Reward
– Cash/Gift/Certificate

• Pre-stamped shipping package

• Free or substantial contribution
towards accessory products
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Consumer Notification
Other Notice

• Product inserts
– Vacuum cleaner bags

• Tray liners/Food bags

• Notice with bills

• Television ads
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Consumer Notification
Toll Free Number

• Script review

• Sufficient incoming lines

• Recorded/Automated

• Live operator access

• Hours of operation

• Operational
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Consumer Remedy

• Repair
– In home

– At store

– By consumer

– By servicers

– Timing

• CPSC review

• HF review
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Consumer Remedy

• Replacement
– By manufacturer

– By retailer

– How to receive

– Return of old product
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Consumer Remedy

• Refund
– Direct from manufacturer

– Retailer

– Return of product

– Full value
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Consumer Remedy

• Special consideration

• Throw away or options
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Implementation of
Recall

• Coordinate release date with
CPSC/Retailers/Sales
Reps/Other

• Coordinate with call center

• Prepare for media inquiries

• Prepare for monitoring
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Monitoring Recall

• Monthly progress reports

• Retailer/Consumer checks
– By CPSC

• Monitor media reporting

• Monitor reports of non
implementation

• Request close
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Reporting To The U.S.
CPSC

• By telephone:  301-504-0608,
ext. 15

• By email:  www.cpsc.gov
(section 15)

• By fax:  301-504-0359
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After Hours Reporting

• Marc Schoem – Voice Mail
Pager
– 1-800-800-7759
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Q & A


