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Section Three  

Describe the applicant's procedures for handling returns. 

 

Section Three 
In accordance with 16 CCR §5410, [dba Name] prepared the following procedure description for 
handling returns to demonstrate the company’s dedication to trust and reliability at every point of 
traceability. Customer returns are defined as a customer’s return of cannabis goods that were 
purchased from the licensed retailer and returned back to the same licensed retailer the cannabis 
goods were purchased from. [dba Name] will accept returns of cannabis goods that meet 
minimum qualifying conditions for the return. No returned cannabis products will be resold at any 
time including cannabis goods that are abandoned at the premises, which will be assumed to be 
a customer return. Defective manufactured cannabis products returned by customers may be 
destroyed in accordance with 16 CCR §5054 or returned to the originating distributor in 
accordance with 16 CCR §5053. Return procedures are as follows: 

• If a purchaser inquires about a defective product, the [Supervising Manager] will speak 
with them to confirm a return and replacement of the product, of equal or lesser value.  

• The Delivery Driver will collect the return from the purchaser, exchanging the product with 
the new product, accompanied by a new delivery request receipt that must be signed by 
the purchaser, acknowledging the acceptance of the new product and the relinquished 
returned product.  

• Returned products collected during the day will be stored within the vehicle in a locked 
container with the accompanying purchaser’s delivery request receipt, separated from any 
cannabis goods that may still be in the vehicle. 

• Ten minutes prior to arriving at the delivery facility, the [Delivery Driver] will contact the 
[Role Title] using a hands-free cell phone to prepare the facility to secure the [Secure 
Receiving Area] for the vehicle. 

• The vehicle will pull into the facility premises and the [Role Title] will begin unloading the 
rejected inventory. This inventory will be moved into the [Quarantine Area] until it is 
evaluated by a member of [dba name] operations team.  

• Products that have proven defective will either be returned to the originating distributor or 
destroyed and recorded in METRC. 

[dba name] developed a Recall Plan to handle adverse events including suspected 
contamination or expiration of cannabis, non-compliant packaging or labeling, or a Bureau-
dictated recall. The Recall Process is as follows: 
 

• Notification — Bureau and Originating License: When the Recall Plan is initiated, the 
[Role Title] will first verify the recall with the Bureau by phone within 24 hours. The [Role 
Title] will also verify with the Bureau by email to ensure that the verification of the recall 
is received by a Bureau representative and to facilitate a record of the notification. After 
the Bureau corresponds with [dba name], the originating licensee, either a cultivator or 
manufacturer, will be notified. 

 
• Identification of Affected Product: The Recall Team, made up of the [Role Title(s)], 

will then begin identifying the location of all cannabis involved in the recall, through the 
use of their traceable identifiers established in METRC™. METRC™ will be utilized to 
determine the location of any affected product that still remains in the facility or out for 
delivery for immediate quarantine. Any pending deliveries of affected products will be 
canceled and the recipients will be offered an alternative product. The Recall Team will 
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create a list of all affected product including: product identity (description of the product 
being recalled); batch number; quantity; reason for the recall (nature of defect); level of 
delivery; recall classification; the contact at the Bureau to whom details of the recall are 
relayed; list of customers to be contacted; and applicable production and delivery 
records.  

 
• Notification — Entities: Once the list of affected purchasers is developed, members of 

the Recall Team will contact each purchaser to inform them about the recall 
circumstances, and to relay directions on how to return or destroy the recalled product. 
Telephone notifications will also be communicated by email, if the email is available, to 
ensure that those impacted by the recall have clear instructions and that there is a record 
of the communication. A member of the Recall Team will draft a Notice of Recall to 
affected purchasers via a written notification and a phone call, if necessary. The notice 
of recall will describe the product dispensed, advise purchasers to immediately stop 
purchase of the product, and coordinate with them to return the recalled product to the 
delivery facility. If additional efforts are required to have all the defective products 
returned they will be implemented promptly and will include all information included in 
the notice of recall.  

 
• Retrieval: All products identified for recall will be quarantined immediately in the 

[Quarantined Cannabis Area] and labeled with a red “QUARANTINE” label, and other 
documentation that displays product information and amount. Product will be stored 
carefully, away from other products for retail-delivery sale to prevent cross-contamination 
and will be locked in the [Quarantined Cannabis Area] for a minimum of 72 hours.  

 
• Return to Manufacturer for Remediation: [dba name] will contact the originating 

distributor to verify if the product is approved for remediation and organize the affected 
products and return to the distributor. Batches to be recalled and remediated will be 
returned to the manufacturer. All batches to be recalled without remediation will be either 
sent back with the distributor for further instruction or identified as “Condemned for 
Destruction,” physically placed within the [Quarantine Area], and placed in a container 
labeled “QUARANTINE,” which will be separated from other inventory and secured in a 
limited-access area that is under video camera surveillance.  

 
• Destruction: [dba name] will not destroy recalled product until given authorization by the 

Bureau, acknowledging that the Bureau may require additional testing of the product 
before it is formally destroyed. Upon receiving approval to destroy the recalled product, 
the [Role Title] will record the name and quantity of product involved and will destroy the 
product in accordance with 16 CCR §5054, or have the product destroyed by the 
originating distributor. [dba name] will weigh, record, and render cannabis products 
unusable and unrecognizable prior to disposal. [dba name] will use METRC™ and on-site 
documentation to ensure that all cannabis products that have been identified for recall 
have been confirmed, weighed, and tracked while on the licensed premises. 
Documentation of disposal will also be required.  

 
• Responding to Complaints: The [Role Title] will assess and respond to complaints and 

will follow Bureau instructions pertaining to destruction of recalled product. Mock recall 
scenarios will be conducted to ensure that the Product Recall Procedure is effective, 
cohesive, and that all employees are trained on the protocols necessary for completing a 
successful recall response.  
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• Recall Records: [dba name] will document all complaints triggering or related to the recall. 

All notifications and communications to the public, licensees, customers, the Bureau, and 
internal employees will be stored both physically and digitally to demonstrate [dba name]’s 
efforts to notify and communicate effectively with those impacted by the events of the 
recall. 

 
• Process Review: Following a recall, the [Role Title] will review the Recall Plan to evaluate 

the process and determine if any areas need improvement. The [Role Title] will consider 
the time needed to retrieve all impacted products, the ease of identifying impacted 
products, [dba name] notification actions, and the reason the recall occurred. Should 
improvements be identified, the [Role Title] will make changes to the written Recall Plan 
and will conduct any necessary training for [dba name] employees. The [Role Title] will 
also request feedback from impacted purchasers and vendors to identify possible areas of 
improvement and to assess the overall effectiveness of the recall.  

 



Together we can shape the 
cannabis industry for the greater 

good. Shoot us an email or give us 
a call to start collaborating.

POINTSEVENGROUP.COM
TEMPLATES@POINTSEVENGROUP.COM

(844) POINT7G 
(844-764-6874)


	_P7CA-DELI- QC_Cover Page
	P7CA-DELI-QC
	CALI BACK COVER PAGE



