Complaint Letter
Pennsylvania Food Science & Technology CDE 2008
Mr. Andrew Mortenson, President
Steel City Deli Meats
1248 Three River Boulevard
Pittsburgh, PA 14568

May 24, 2008
Dear Mr. Mortenson:
Last week, I bought two 32 oz chubs of your Smoke House Fermented Pirate’s Genoa Salami at the Three Rivers Groceries in Monroeville.  After 2 days of storage in my home refrigerator, I opened the salami packages for a baseball tailgate party I was hosting.  On slicing the product, while one of the chubs was normal, I noticed the other chub had streaks/spots of green discoloration on the inside of the chub.  Owing to food safety concerns and as a precautionary measure, I discarded the discolored product in domestic trash.
This is to let you know that my party plan and meal arrangements were ruined because I did not have enough deli meat to make sandwiches for all members of the party.  I am very disappointed in the quality of your product and I am concerned with the safety of food products manufactured by your company.  
I’d like your assurance that you will enhance your procedures so an incident like this will not happen again.

I look forward to your reply as soon as possible.
Sincerely,

Mitch Anderson

213 Wayne Drive

Sellingsport, PA

16777

Mpa213@columnia.net 

Model Response Letter
Mitch Anderson

213 Wayne Drive

Sellingsport, PA

16777

May 26, 2008
Dear Mr. Anderson:
Thank you for writing to me regarding the product discoloration and your experience with our Genoa Salami product.  As a follow-up to your complaint, I request you to provide me with a copy of the receipt of your purchase or the lot numbers of the two salami chubs (the lot number is a six digit number just below the “Best if used before” date on the package).
We at the Steel City Deli Meats Company take great pride in our products.  We employ high-standards in designing and implementing production and quality systems that ensure the highest quality and safety of our products.  As part of the quality control and quality assurance programs we also maintain extensive “lot” samples and production documentations.

Based on the receipt information or the “lot number” information you provide, I can ask the Quality Control and Quality Assurance department to review “lot samples” and “production documentations.”  Following scientific review, we will be able to determine cause and probability of occurrence of the event you mention.  I will share this information with you as soon as available.  
Please find enclosed a Steel City Meats Variety Pack box with pre-sliced single-servings of our high-quality products.  We thank you for your input and continued support.
Sincerely

Andrew Mortenson

Mr. Andrew Mortenson, President

Steel City Deli Meats

1248 Three River Boulevard

Pittsburgh, PA 14568

Rubric (for 25 points)
1. Introduction and Closing statements (5 points)
2. Demonstrate knowledge on three of the following areas: (10 points)
a. Quality control
b. Sampling for quality control and quality assurance

c. Documenting production processes
d. Supply chain and Tracking systems (e.g., transaction receipts, production codes or sell by dates or some measure of tracking the product)

e. Knowledge of the use of “probability and statistics” to predict occurrence of events in manufacturing/SPC
f. Product Microbiology, Starter cultures (probable cause: heterolactic fermentation)

g. GMPs, HACCP
h. Effort towards customer retention (coupons, free product etc.)
3. Writing Skills (10)

