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Abstract

The present study refers to those multinational companies that develop their activities on
the global market, and that must abide by the legal regulations and standards that refer to
the product and service quality and safety with the purpose to be placed at the top of the
preferences of the consumers from everywhere. The analysis of a multinational company
belonging to the consumer goods industry, that multinational company that produces
foodstuffs as well as non-foodstuffs, represents the case study by means it is intended to
point to the complexity of the internal systems to assure and certify the own product quality
and safety. The main instrument to collect data has been the interview; it is this way that
relevant information for this study has been collected; further on, these information sets
have been completed with information sets that have been taken over from different
available internal documents. This was the way in which there has been noticed the means
by which the multinational company has managed to introduce elements that are related to
safety and quality even from the designing and production phases with the help of creativity
and innovation since the latter two elements occupy an extremely important place if the
company wishes to reach performance; there is more to it as these two elements are
continuously granted attention in case of contracting third parties, and then, till the moment
in which the products reach the clients and the consumers. With such a purpose in mind,
communication is vital, be it about ingredients or about solving crisis since it is the
company’s responsibility to strive to keep the good name that has been obtained by means
of the own brands no matter where on the earth. The knowledge gathered from the analyzed
company could help generate a complex mechanism for adapting to consumer requirements
regarding their protection. This new mechanism would be useful for the management team
on one side and on the other side, for the governmental and intergovernmental institutions
with specific tasks for elaborating specific legislation.
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Protection of Consumers’ Rights and Interests 02\8

Introduction

The globalization process that has been strongly felt during the past years, has determined
companies to act similarly into different markets, offering the same portfolio of products
and services to totally different consumers. Often, the differences between the markets do
not just refer to consumer requirements and preferences, but also to different legal systems
and regulations. So, in order to be able to pursue their business interests, the multinational
companies have to set strict coordination between head office and the other locations.

The present study refers to the quality and safety policies inside multinational companies
belonging to consumer goods, as a certification for their products and services they offer.
Their purpose is to grant safety to the consumers and to also grant them the freedom to take
the right decision. The information has been collected by means of direct interviews, and
based on documents that have been made available within the respective organization.

The mission the company has is rendered difficult due to the extensive activity this one
develops across numerous geographical areas, under the incidence of numerous legislative
systems. Extremely different consumers could often be approached with identical products,
due to identified common needs; however, there are also products that have been
purposefully developed and adapted to certain specific markets. An alternative between the
two extreme situations refers to adapting a global product to the local requests, namely by
modifying or adjusting the formula (in case of non-foodstuffs) or of the recipe (in case of
foodstuffs), the goal being to become able to meet specific needs.

In order to keep their sustainable mission on the market, the under study multinational
company should be very careful when building the quality expectations of their consumers
into their products. The company wishes to maintain their consumers’ confidence and
loyalty, whether it is about nutrition, hygiene or cosmetic brands that they would choose to
eat healthy, to feel comfortable or to increase their confidence in their own image, in
general to obtain what they look for. In fact, the branded products and services represent
the company’s name and reputation; in other words, they represent some of the most
valuable assets a company could hold.

1. Product quality and safety — priority target of the product policy

“It is worth standing back for a moment and considering what effect your actions might
have on others ...” (Hack, 1997, p. 37)

The principles of quality and safety management that must be at the basis of the
multinational companies’ policies in view of assuring the quality and safety of their own
products are: to set the request and the particularity of achieving quality and safety; to
communicate with the client and with the consumers; to assure tracking, adaptability and
innovation. Each of them, taken aside, refers to certain aspects that must be observed if the
intention is to assure internal and external performance:

Setting the request and the particularity of achieving quality and safety — this is based on
the following actions:

e analysis of the legal obligations; identification of the provisions that refer to the
manufactured product, to the used resources; particularities of the respective process, and,
as concerns the branch, the chain it is part of;
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e study of the company’s competitive request; estimation of the part that might be
incumbent on the safety values in relationship with the market;

e diagnosis of the past and present performances;

e setting the organization’s policy with reference to adapting the processes and to the
necessary investment. This principle shall be applied by the managerial team together with
the unit’s specialists, and it can be assisted by consultants and designers who have abilities
in the matter of product quality and safety.

Based on these actions there shall be conceived the company’s policy and strategy that shall
serve to the development of the product quality management and safety system for a well
determined location, with reference to the process and objectives of the analyzed company,
with reference to quality, innocuousness and the foodstuff safety.

The communication with the clients and the consumers in connection with the information
and release aspects regarding the composition, intended use, method to prepare, storage
conditions, etc. of the products.

All these information sets shall be conceived and submitted so that the client (distributor
and consumer) be able to easily understand them.

Tracking has become compulsory since it enhances the communication opportunities, the
clarifying possibilities related to the product quality and safety.

Adapting and innovation refer to:

e systematic tracking of a possible “ageing” of the applied solutions as a consequence
of the evolution of the culture and civilization of the environment in which the
organization, the process and the product can be placed;

e analysis of the continuous phenomenon to come up with alternative, innovatory
solutions while collaborating with each resource supplier in order to get solutions which
would make it possible for the beneficiaries and for the processors to impose themselves on
the competition market. To this purpose, there are two options: (a) the producer who wishes
to become or remain competitive shall use human resources, material and financial
resources for innovation, and, thus, shall look for performance products; (b) the managers
who delay or disregard the efforts for innovation shall become risk factors due to their
failure to be interested in the future of the process;

e research of the way in which the clients’ market evolves, of the way in which or if
the client redefines his requests,; what has been learned from the past experiences, and the
extent in which the consumption models he considers as a performance have been copied.
The client is frequently well informed since he is the one who is interested in his own
health performance, and he shall end up the collaboration with the supplier who has
obsolete products in favor of more advantageous offers;

e the processors shall create new business ideas, and the achievement of safe products
represents the best approach the contemporary processor shall adopt. In the EU area, all the
processors must systematically self-model themselves to be able to increase the level of
their clients’ satisfaction, and first of all, the innocuousness requests.
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The enforcement of the above mentioned principles to the managerial policies and
strategies, and their inclusion in the quality and safety management system shall lead to
obtaining significant performances.

2. Research methodology of a multinational company’s practices

The present study has in view to analyze the methods that the multinational company uses
in order to assure the product quality and safety, beginning with the design stage, passing to
production, labeling and ending with the clients and end consumers.

The analyzed company is a multinational organization from the fast moving consumer
goods field, and its portfolio comprises food products as well as non-foods.

The complexity of the portfolio is the main reason for which this specific company has
been chosen for the case study, as it represents a clear example of assuming responsibility
regarding consumer safety. Another reason that stands for the relevance of the analysis is
the activity of the company that comprises all the stages of the product development, from
idea to production. This enables a clear tracking of the ways in which the safety procedures
and the quality of the ingredients are encompassed in the final goods. Moreover, the
manner in which the company is performing its activity inside all the continents, inside
numerous countries, places it under a series of rules and legislations that have to be
considered and obeyed, which strongly influences the internal policies. And least but not
last, this company was specifically chosen as an example due to its long history on the
global market and its prestigious brands, clear proofs of credibility and trust from millions
of people from everywhere in the world.

Considering all the above reasons for choosing this company for the case study, the
objective of the research is to point out the way in which the multinational organization
takes over its responsibility regarding consumer goods quality and safety, considered as
main objectives for product policies. Further on, there are being taken into account
principles of management regarding quality and safety that lay at the bottom of internal
rules and policies, the manner in which the company manages to ensure sustainable high
performances, the importance of creativity and innovation for the design of the quality and
safety elements, the monitoring and evaluation of quality and safety standards and above
all, the position of the company regarding its consumers and the way it targets their needs.

Consequently, the subject of the present study has been selected due to the complexity of
the multinational companies’ structure and to the wide range of risks that such a
multinational company should take into consideration while developing their activities
across totally different areas. The markets and the consumers’ needs can be extraordinarily
diverse depending on the country; this is the reason for which it is interesting to analyze the
way in which such a complex organization manages to perform and keep its position at the
top of the preferences.

The necessary information for the exploratory analysis have been mainly collected through
14 interviews that have been taken either directly or over the phone with employees from
different departments such as research and development, marketing, logistics or even with
employees from the legal and commercial departments. This qualitative method of data
collection has been chosen mainly due to the possibility to interact with the interviewee.
Therefore, it has been easier to obtain significant quantity of data regarding the research

Vol XII + No. 28 « June 2010 469



02\5 Multinational Companies Responsibilities Regarding Consumers Safety

objectives and it was easier to observe closely the company’s ability to ensure high quality
and safety for its products and processes. The thus obtained quality information have been
subsequently analyzed from the point of view of the main topics, and, to get extreme
accuracy, there have been studied secondary type information sets that have been obtained
from different documents and internal studies that have been made available for this
research. These data were extremely useful to observe the settlement of the internal policies
and rules regarding quality and safety.

The questions that are included in the interview (Appendix A) have been built with the
purpose to allow the respondents conceive and provide answers without being influenced
and without bringing into discussion cases from their personal experience; another purpose
relates to approaching, in a logical way, each subject matter that is of interest for the
present study. The questions are, to a great extent, of the open type, giving respondents’ the
freedom to answer each of the questions without being influenced in any way whatsoever.

The need for the discussion flexibility has been noticed since each respondent has had his
own way to approach the subject. This has created the possibility to obtain more
information sets and to go deeper with the research activity. However, there have been
indicated only the general discussion directions, and the detailed ones have been avoided
not to influence the answers, and also, with the purpose to obtain information that is as
conclusive and objective as possible.

Concerning the limitations, there was difficult to meet certain people due to their crowded
schedule, especially for the interviews that required more time, while for the documents
there were limitations in terms of accessing them due to confidentiality and availability.

Based on confidentiality reasons, the name of the company and the participant to the study
shall not be disclosed.

The results of the interviews and the internal documents will be presented further on in the
research, in order to express in a coherent way the main ideas resulted from the study and
their contribution.

3. Designing the product high quality and safety in accordance with the consumer’s
safety

In its constant efforts to understand and satisfy the different needs of consumers and
customers, the company strive to develop and deliver superior products to ensure they
would be the preferred, thus the chosen ones. By applying consistently high standards, they
are able to design high quality products and services, cut waste, reduce costs and drive
profitability. Therefore, the multinational company should have its own set of guiding
principles wherever in the world to deliver integrity, trustworthiness and high standards of
their brands. The answers from the interviews regarding the importance of product safety
and processes were extremely straight forward in the case of all respondents. There were
pointing out the seriousness of establishing the internal regulations, as well as applying the
standards of quality and safety and maintaining them at the highest levels.

The quality standards are constantly verified through regular audits and self assessments in
order to ensure the design, manufacture and supply products and services that are safe, of
excellent quality and conformity to the relevant industry and regulatory standards in every
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country they operate. Risks are too high to ruin the business integrity, so they have to
protect consumers and markets, and protect themselves. For example, SR EN ISO
22000:2005 defines the notion of “the foodstuff safety” as being “a concept according to
which the foodstuff shall not put the consumer to prejudice if it is prepared and / or
consumed in accordance with its designated purpose”. There is a tight connection between
the foodstuff safety and its innocuousness. To the general meaning, the foodstuff
innocuousness represents their quality or their nature not to be harmful or noxious, that is to
say, not to present risks to the consumer’s health. To be noxious means to be dangerous.
The safety of foodstuffs is connected to the appearance of hazards for the foodstuff safety
and it does not include any other aspects of the human body health that are related, for
example, to malnutrition. Mainly the respondents from the R&D and technical departments
have referred to the special attention paid to ingredients used in the formulas and recipes of
the products.

To the core of the designing process, companies place consumers and customers, by
translating their needs and requirements into products and services, thus creating consumer
value through the innovation process. This is reflected in the development process,
manufacturing and customer processes, as well as third parties relationships. They should
promote transparency and share best practices when choosing and working with suppliers
and contract manufacturers (Rubin, 2008; Winn & Jondet, 2008). This idea come out
clearly from the responses of the interviewees from all the departments.

Building and maintaining excellent systems to ensure the quality and safety of their
products and services, the respondents from technical and legal departments have
confirmed the fact that the multinational companies are proactively and continuously
developing specific systems and processes throughout the value chain, thus setting
benchmarks for the business. Moreover, there are required training and resources that will
enable the finalization of the objectives and the fulfillment of the established targets in
accordance with the initially set principles. These shall then be regularly measured to
improve the overall performance of the company, by using both internal and external
measures.

4. Abiding by the quality and safety requests as concerns production and development

The multinational company analyzed is committed to providing branded products and
services which are safe for their intended use, and for this purpose the marketing team is
closely collaborating with the technical and legal departments. All subsequent
organizations must implement the requirements of the established safety and quality
policies that apply to all product categories and regions throughout the company, including
products manufactured by or in conjunction with third parties. This policy should provide a
global framework for assessing and approving the quality and consumer safety
management system as concerns the suppliers. This model was mentioned especially by the
respondents from technical department and supply chain. A robust quality and consumer
safety management system should be translated by the ability of a supplier to deliver
products that observe the agreed standards and specifications and must be considered as an
essential factor of the process to select and approve a supplier, as well as a factor to analyze
the assurances this one would submit, according to the interviewees. Out of the answers it
resulted the fact that the approval for all clients should include: safety of ingredients,
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additives, chemicals, packing, of component parts and of the finished products that have
been purchased by the organizations.

In order to achieve their main purpose, namely to design safety into all products and
processes, there is required the identification and evaluation of the risks related to the
consumers’ safety; for example risks arising from innovation and from the attempt to
eliminate or manage them, so that any such risks become acceptable. This includes
reviewing the status related to the safety of the products that have been obtained from new
acquisitions, which are carefully monitored and controlled by the technical department and
R&D.

There often exists an independent safety approval process for products, and a
technological project of the supply chain covering chemical, biological and physical
hazards of products, ingredients, formulations, processes, packaging and promotional items.
The approval process starts from the principle according to which all consumer groups are
likely to use their own products, including any special requirements for sensitive target
groups such as children or allergic people. For instance, formulas of non-foodstuff
products and recipes in the case of foodstuffs should be developed and achieved to provide
protection to consumers against allergic reactions that may be caused by certain products.
Allergens are substances that can produce an adverse and specific immune response to
certain susceptible individuals. Allergens are also common constituents of consumer
products with valuable functional or nutritional attributes. Special safety policies should be
provided because allergic reactions may be life threatening.

The principle of consumer protection with respect to allergens refers either to avoiding
their inclusion (by formulation or by direct contact) at levels that may harm the allergic
consumer, or to informing the consumers and users about the presence of specific allergens
(by labeling or providing information on request). The development function must consider
the need for a specific allergen to be present in a product, the avoidance of the unnecessary
inclusion of this one, and must ensure that allergen information is transferred to both
manufacturing and research and development operations.

Supply management must ensure that accurate information about allergens contained or
likely to be contained in raw materials and ingredients, is obtained from all suppliers, and it
also must ensure that this information is periodically updated and made available to the
development function. Organizations must ensure that the final product label contains
accurate and clear information with reference to allergens, which enables allergic
consumers to make those choices that would grant their safety. Furthermore, they are the
ones who must ensure that the ingredient lists indicate the commonly understood names of
allergenic substances known to be present as part of the recipe, whether they present an
allergenic risk, or whether the declaration of specific allergens is required by local law
(Pape, 2009).

The consumers’ safety should come as a certainty throughout the whole value chain and
must be managed as an clement of the quality management system. This includes the
provision of adequate training and of the necessary resources, target setting, improvement
planning, and performance measurement. The procedures are conceived and issued so as to
prevent certain incidents that are likely to occur on the market with reference to the
consumer’s safety, to ensure the protection of the customers, consumers and of the brands.
Each organization defines its roles and responsibilities for the consumer safety management
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and annually reviews the performance of this system. Organizations comply with applicable
legislation and regulations, and, internally, they abide by all the established consumer
safety policies and procedures. Their compliance is ensured through annual verification
sessions.

5. Communication of aspects related to safety and quality — coordinate of success on
the market

Under the present economy conditions that are characterized by an extremely complex
range of product offer, there is high competition between producers and traders as concerns
the satisfaction issue to the highest possible level of the consumers’ requests, requests that
are under a round-the-clock modification, in the absence of which the economic efficiency,
and, finally, of the profit, is unlikely to occur. On a competition market of such an
amplitude, the consumers’ target are not oriented only towards the general or particular
characteristics of the existing assortment range of products, but also towards the
possibilities they have in connection with the choice of high quality products which, in the
end, stands for safe consumption. In other words, the consumers’ concern goes, more and
more, to issues related to:

o the quality and safety of the products they acquire;

e the responsibilities that are incumbent on those economic operators who shall be
held responsible for producing and trading such products that might affect the consumers’
health, or even the immediate or long-term economic interests.

Under such conditions, the issues related to the product safety, along the entire chain, from
producer to end consumer, acquire a special importance. This way, there must be stipulated
that, since certain economic agents do not always apply honest practices, the intervention of
the states’ bodies becomes compulsory, and this can be done by means of diverse
regulations (laws, standards, norms, etc) as concerns the enforcement of specific
requirements all through the entire circuit, since this is the method that would help
consumers be confident that the products they have acquired shall not affect their health,
safety or legal interests.

Therefore, assuring the consumer’s safety extends from the supply of ingredients to packing
them, and there shall be set clear formulations for each stage of the manufacturing process,
subsequent storage, distribution, product use and disposal. Under these circumstances,
correct labeling of products becomes a very useful operational tool, both for the economic
agents, as for consumers, as a guarantee of the protection of their rights and interests.

The partnership with suppliers, contract manufacturers and customers should ensure as well
consumer safety. They must remain alert and responsive to latest safety issues and
information related to safety and public concerns and work with industry bodies,
government agencies and other relevant organizations, with the purpose to efficiently
promote consumer safety standards, increase and share knowledge and disseminate best
practice. As concerns customers and consumers, they should be able to provide whatever
information and advice is necessary with respect to the consumer safety associated to their
own products and services (Armstrong et al., 2009).
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By actively promoting their quality policies and by setting-up a quality assurance
organization at site there could be assured: consistency and visibility of quality standards,
process and performance indicators across all the business functions at all levels, and there
would become possible to anticipate and develop future quality capability requirements.

A quality or consumer safety incident that diminishes the consumer’s safety is a situation
where a company has produced and/or distributed products (promotional items, included)
or services/information that may endanger the consumer’s health and/or a brand or even the
company’s reputation. In such a case, the incidents should be carefully managed in order to
prevent crises, and this is under the responsibility of PR and communications department.
In this case, the organizations must identify and valuate the risks that are likely to appear as
concerns the consumer’s safety. Such risks might occur, for example, even further to the
actions developed by the respective organizations with a purpose to determine the potential
incident risk and to implement, in the shortest possible time, management and control
systems to detect and prevent such incidents (Vassilikoupoulos, 2009).

The organization shall implement risk reduction measures that are adequate to the
consumer’s safety, to the brand or to the identified reputation risk. For example, according
to the respondents from technical and legal departments, companies must be able to provide
a full tracking system of their own products, and to withdraw them from the market, as in
the famous case of the Tylenol product from USA. Later on, based on the learnt lessons, the
organization must implement corrective actions to prevent recurrence of such situations
(Chen et al., 2009; Cuite & Hallman, 2009).

An organization can demonstrate the training background it has to be able to guarantee the
safety of the products it has delivered to the market by means of the way in which it is
prepared to interfere in case of emergency situations or of potential accidents that are likely
to have impact on the safety and that are relevant to the position the organization has on the
market.

Such potential crisis situations that were mentioned during the interviews are:

e contamination, from sources that are independent from the organization, of the raw
materials that have been processed with a purpose to obtain foodstuffs, with direct
implications on the consumer’s health;

e contamination, from sources that are independent from the organization, of the water
source that the organization uses;

e natural calamities, with impact on the environment, that can affect the safety of the
foodstuffs that have been prepared by the organization, and subsequently, that can affect
the consumer’s health;

o fire, floods, etc., that can affect the safety of the foodstuffs that the organization has
prepared and placed on the market;

o damage to the process system further to certain natural calamities.

For crisis situations, there shall be put together the crisis team made up of the main
members of the management team, that shall be held responsible for the involved
departments, namely: general manager, foodstuff production department chiefs,
administrators, operators, procurement — sale department chief, the person in charge with
maintenance, the laboratory chief. The below listed responsibilities are incumbent on the
thus constituted crisis team:

¢ to administrate the organization’s management all through the duration of the crisis;
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o to adopt the measures that are necessary in order to protect the entire fabrication
system with the purpose to protect the consumer’s health;

e to inform the customers, as quickly as possible, in detail, should a product be
withdrawn or taken away from the market;

¢ to inform the customers, as fast as possible, in detail, with reference to the created
situation and with reference to the potential accidents that might occur and, consequently,
affect the consumers’ health.

To prevent, during emergency situations, potential hazards or accidents that are likely to
have an impact on the safety of those products that have been manufactured by the
organization, depending on the causes that have triggered the appearance of the emergency
situation or of the crisis, the crisis team can decide on the measures to be taken with
reference to the raw material protection, to the protection of the ingredients, of the
wrappings and of the finite products, with reference to the protection of the water sources,
to the interruption, partially or totally, of the production process, with reference to the
identification of the causes that have triggered the emergency situation or the crisis
situation, with reference to preserving the evidence that can help point to the causes that
have triggered the initiation of the crisis and with reference to acknowledging the
customers and the consumers on the brought along inconveniences. The most efficient and
the quickest settlement of the crisis situations shall assure that the company can continue
maintaining its good name and the loyalty of its consumers as concerns the provided
products (Lee et al., 2007).

Conclusions

Based on the carried out study there has been noticed the way in which the product quality
and safety stands for a priority target of the product policies within the suited multinational
company. The quality and safety management principles that are at the basis of the complex
internal regulations and policies that the companies develop and apply assure the high
performances that are meant maintain the company’s products at the top of the consumers’
preferences. The company uses creativity and innovation to incorporate in their products,
ever since the designing phase, safety elements with the purpose to improve, on a
continuous basis, the quality of their products, and also with the purpose to improve the
trade marks from their portfolio. The quality safety standards are periodically verified by
means of frequent audits and by means of self-valuations, and the company promotes the
transparency of their processes and is willing to make available, to whoever is interested,
the data that is necessary to clarify the situations in which their own products or services
are involved,

To the core of the designing process, companies place consumers and customers, by
translating their needs and requirements into products and services, thus creating consumer
value through the innovation process. This is reflected in the development process,
manufacturing and customer processes, as well as third parties relationships, by identifying
and eliminating the risks that are related to the consumers’ safety.

The way in which the complexity of the multinational company’s structure, we refer here to
that company that develops its activity in different geographical areas and addresses the
such diversified needs of the consumers, manages to incorporate the quality and safety
norms in its products, and to assure that these products abide by the laws that are enforced

Vol XII + No. 28 « June 2010 475



AE

Multinational Companies Responsibilities Regarding Consumers Safety

in all the regions stands for an extremely interesting case that is worth all the attention in
view of future researches. A particular interest goes to monitoring the way in which
innovation and creativity contribute to the improvement of the quality and safety standards
and to the increase of the performances of he company’s products.

The capability of the multinational company to adapt to the requirements regarding the
consumers safety is consisting in a complex process, taking into consideration also the fact
that the safety and quality of products start from design phase and should be monitored
along the entire life cycle (Figure no. 1).
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Figure no. 1: The Mechanism of Multinational Company for Adapting to Consumer

Safety Requirements

Source: adapted from D. Dima et al, 2001

This mechanism should be flexible enough in order to accommodate the changes,
especially the legal ones, at international level. Consequently, the management of the
multinational company has to establish its own model of organization and continuous
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involvement for elaborating the necessary set of rules and policies, bringing forward
benefits for all the parties engaged in the product life cycle, such as: a better market
position, through increased ability to respond to market needs; obtaining and ensuring
product diversity; ability to have a clear image upon the quality of processes and products;
improving capacity to respond to sudden and unexpected changes on the market.

References

Armstrong, M., Vickers, J. & Jidong, Z., 2009. Consumer protection and the incentive to
become informed. Journal of the European Economic Association, 7(2/3), pp. 399-410.

Beales, J., 2008. A Symposium on Consumer Protection: Consumer Protection and
Behavioral Economics: To BE or Not to BE?. Competition Policy International, 4(1),
pp. 149-167.

Brack, A., 2009. A Disadvantageous Dichotomy in Product Safety Law -- Some
Reflections on Sense and Nonsense of the Distinction Food-Nonfood in European
Product Safety Law. Furopean Business Law Review, 20(1), pp. 173-198.

Chen, Y., Ganesan, S. & Liu, Y., 2009. Does a Firm's Product-Recall Strategy Affect Its
Financial Value? An Examination of Strategic Alternatives During Product-Harm
Crises. Journal of Marketing, 73(6), pp. 214-226.

Cuite, C. & Hallman, W., 2009. Public Response to Large-Scale Produce Contamination.
Choices, 24(2), pp. 21-25.

de Matos, C. & Rossi, C., 2007. Consumer reaction to product recalls: factors influencing
product judgement and behavioural intentions. International Journal of Consumer
Studies, 31(1), pp. 109-116.

Dima, D. et al, 2007. The Science of Foodstuffs and Consumer Protection. Bucharest:
Economic Printing House.

Dima, D., Pamfilie, R. & Procopie, R., 2001. Marfurile alimentare in comertul
international. Bucuresti: Editura Economica.

Drichoutis, A., Lazaridis, P. & Nayga, R., 2009. On Consumers' Valuation of Nutrition
Information. Bulletin of Economic Research, 61(3), pp. 223-247.

Hack, V., 1997. Targeting the Powerful: International Prospect Research. London:
Association for Information Management.

Hemphill, T., 2009. Globalization of the U.S. Food Supply: Reconciling Product Safety
Regulation with Free Trade. Business Economics, 44(3), pp. 154-168.

Hogan, C. & Aeschlimann, W., 2009. Companies beware. Venulex Legal Summaries,
14(1), pp. 14-37.

Lee, J., Woeste, J. & Heath, R., 2007. Getting ready for crises: Strategic excellence. Public
Relations Review, 33(3), pp. 334-336.

Leone, F. & Berger, B., 2009. The Consumer Product Safety Improvement Act, Its
Implementation And Its Liability Implications. Defense Counsel Journal, 76(3), pp.
300-312.

Miljkovic, D., Nganje, W. & Ndembe, E., 2008. Offsetting Behavior: Consumers'
Response to Food Safety Policies. Choices, 23(3), pp. 49-52.

Vol XII + No. 28 « June 2010 A77



02\5 Multinational Companies Responsibilities Regarding Consumers Safety

Pape, S., 2009. “May Contain” Labelling: Adequate Consumer Warning or Unnecessarily
Defensive Manufacturer Behaviour?. Journal of Consumer Policy, 32(2), pp. 165-188.

Philipson, T. & Sun, E., 2008. Is the Food and Drug Administration Safe and Effective?.
Journal of Economic Perspectives, 22(1), pp. 85-102.

Rubin, P., 2008. A Symposium on Consumer Protection: Regulation of Information and
Advertising. Competition Policy International, 4(1), pp. 169-192.

Vassilikopoulou, A., Lepetsos, A., Siomkos, G. & Chatzipanagiotou, K., 2009. The
importance of factors influencing product-harm crisis management across different
crisis extent levels: A conjoint analysis. Journal of Targeting, Measurement & Analysis
for Marketing, 17(1), pp. 65-74.

Vollmers, S. & Vollmers, C., 2009. Profit or product safety: an ethical showdown. Journal
of Critical Incidents, 2(10), pp. 97-104.

Warren, E., 2008. Product Safety Regulation as a Model for Financial Services Regulation.
Journal of Consumer Affairs, 42(3), pp. 452-460.

Winn, J. & Jondet, N., 2008. A “New Approach” to Standards and Consumer Protection.
Journal of Consumer Policy, 31(4), pp. 459-472.

Zhifeng, G. & Schroeder, T., 2009. Consumer responses to new food quality information:
are some consumers more sensitive than others?. Agricultural Economics, 40(3), pp.
339-346.

Appendix A

Interview

1. Is the safety of the products and of the processes important for your company? In
what way?

2. How would you define the safety of the products and of the processes so as to
comply with your company’s interior norms?

3. In what way is the safety principle included in the operational activities?

4. Are there certain valuation measures and systems related to the safety of your
company’s products?

5. Shall there be granted a special attention to the ingredients that are used for the
formulas and recipes that are used for the products?

6. Have you certain specific policies or regulations with reference to the allergens?

7. What is the degree of importance you grant to creativity and innovation when your
company is concerned?

8. In which way is the quality of your products promoted?

9. How important is it assure communication for your company’s products?

10. Which are the main methods to use communication?

11. What are the most important risks that your company tries to prevent by means of
internal regulations and policies?

12. In which way does your company manage to act under risk situations?

13. Which is the approach to select suppliers?

14. Which are the particularities of your company’s relationship with third parties?
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