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Note: Within this manual template, red italic text should be replaced by MRF specific information and any guidance in ‘text boxes’ should be implemented.
1
Purpose

This procedure provides a planned and documented method for determining and reviewing customer requirements, as well as for communicating with customers during the sales process.  The mechanism for dealing with any customer complaints is addressed in QP10 Monitoring, Measurement and Improvement.

2
Scope

This procedure contains the following sections:

4.1 Enquiries, quotations and tenders

4.2 Contract review

4.3 Order amendment

4.4 Customer communication

5 Related documents

3
Abbreviations

MD
- Managing Director

MF
- Management Form

MP
- Management Procedure

MR
- Management Representative

RFQ
- Request for Quotation

SR
- Sales Representative

4
Procedure

It is the responsibility of the Managing Director (MD) to ensure the implementation of this procedure.  The Sales Representative (SR), or a delegate, and the Management Representative (MR) are responsible for the maintenance of appropriate process records; these are maintained in accordance with QP02 Record Control.

4.1
Enquiries, quotations and tenders
Customers are identified through the following mechanisms:

· Ad-hoc opportunities e.g. telemarketing, website enquiries, networking

· Historical relationships

· Open tender opportunities

· Recommendation, referral or follow-on work

The sales team receive sales enquiries.  Enquiries are recorded on an Enquiry Form (QFaa) and a written quotation is produced using a Quotation Template (QFbb). Draft quotations (along with the associated enquiry information) are then passed on to the SR for logging on the Quotations log, allocation of a unique quote reference and filing on the computer systems shared drive alphabetically by customer name.

The SR collates all quotations for subsequent signed approval by the MD or delegate, with urgent quotations being given approval priority.
For more contractual enquiries, detailed proposals may be provided by the prospective customer or produced by MRF Name supported by associated information indicating the MRFs ability to fulfil the contract. 

Opportunities that are subject to a competitive tendering process, may require pre-qualification prior to formal invitation to tender.  Pre-qualification submissions are prepared by the SR / MD.  When invited to tender, detailed tender documents are produced by the MD or delegate and the SR.  Depending on the nature of the contract, tenders are priced using company experience, contract specifications and any associated information.

Requirements related to the services to be supplied are collated and reviewed to ensure all customer requirements and related organisational, statutory and regulatory requirements have been determined. Customer requirements are documented throughout the enquiry, quotation and, where appropriate, the contract planning processes.

The MD, Senior Managers and representatives from the SR undertake periodic sales meetings to establish that the capability and capacity exists to support the proposed workload.  This is ensures that the company can deliver against commitments made in sales proposals and tender documents.

4.2
Contract review

On the successful conclusion of the enquiry and quotation or proposal stage, authority to proceed from the customer will be requested / received. It is company policy that all orders are received in writing – this may be in the form of email/letter, customer PO and/or signed contract.  On occasion the company may seek a Letter of Intent to de-risk the advance purchase of long lead-time goods and services.  This provides a commitment from the customer that the cost of such services will be honoured should the job not proceed as planned.
On receipt of the above, it is reviewed by the MD or delegate/SR to ensure that requirements related to the service are appropriately defined and MRF Name is still able to meet the defined requirements. If the incoming order differs from the original proposal/specification, these differences will reviewed and resolved with the customer. This is recorded via notes in the customer file and/or updated quotation/order.  The contract review process is also used to ensure that any risks have been appropriately evaluated and that a plan is in place for their management.  Also see Section 5.4 Order Amendment.

A record of contract review is maintained by annotated/stamped customer purchase order or other relevant document e.g. letter of intent/authority to proceed.  These records are maintained by quotation number and customer name on the system in accordance with QP02 Control of Records.

4.4
Order amendment

If, after original contract review/order acceptance, an order amendment is received, the amendment will be reviewed and acknowledged and any changes to related information reviewed and communicated.  Order amendments may 
also be identified by the company during contract review and/or during a pre-contract review meeting with the customer; the SR may issue a variation order as required.

Amended orders are reviewed and confirmed as in 5.3 above.

4.5
Customer communication
A list of key customers is maintained and when a new service or capability is introduced, information is sent to these customers as appropriate.  Information is also provided through the company website and hardcopy / electronic brochures.  

Communication with customers throughout the sales processes i.e. enquiry, quotation, order review and confirmation is through the SR / MD. Communication during service delivery is through the Operations or Customer Account Managers.
Customer feedback is proactively sought via periodic customer review meetings and, where appropriate, through post-delivery satisfaction surveys - Customer Satisfaction Survey, QFcc.  

All Customer feedback, including complaints, is reviewed and appropriate actions determined (see Monitoring, Measurement and Improvement procedure QP10).  Customer feedback is also analysed as part of the Management Review process and actions to improve Customer satisfaction are taken as appropriate.

5
Related documents

· Control of records QP02.
· Service provision and operations QP07.
· Monitoring, measurement and improvement QP10.
· Sales enquiry form.
· Quotation template.
· Customer satisfaction survey.
Appendix A - Summary process flowchart

Note: A record of Contract Review must be maintained. This can be via mutually signed contract, annotated PO or data entry on related MRF computer system.





ISO 9001 requires the organisation to monitor information in relation to the customers perception as to whether requirements have been met. This can include satisfaction surveys, customer data on delivered product / service quality, lost business analysis, compliments and industry sector reports.
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