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CUSTOMER COMMUNICATION PROCESS

1.0

PURPOSE AND SCOPE
To determine and review the requirements related to the product, service and communication to our customers and within the LD organization.

The Sales Department is administered at Corporate Headquarters and other regional offices as designated and changed to meet the need.  Corporate offices have their own ISO Registration and thus sales is monitored and controlled by documents at that location.  These procedures may be seen on the R: drive/ISO folder/QAM folder, SM folder.

This document outlines how the LD plant/division works with corporate offices regarding sales and customer communication.
2.0

AFFECTED DEPARTMENTS

Engineering
Accounting
Manufacturing

Quality Assurance (QA)

Sales

3.0

REFERENCE DOCUMENTS
D0001.1017
Document Control System

D0001.1020
Corrective – Preventive Action Request Process

D0001.1022
Engineering Change Order

D0001.1034
Disposition of Non-Conformant Materials procedure

D0001.1126
Quality Records

PCB Piezotronics, Inc. Quality Assurance Manual Section 7.4
PCB Piezotronics, Inc. Quality Assurance Manual Section 8.2 to 8.2.1; 10
SM012 Quality Concern Form

4.0

RESPONSIBILITIES & AUTHORITY
Sales & Marketing Management maintain and carry out the customer-related procedure.

Sales & Marketing personnel carry out the customer-related procedure with assistance from Engineering, Production, Logistics and Accounting.  Where “Sales” is referenced throughout Sales & Marketing procedures, it refers to Sales Management, Application Engineers, and Customer Service Representatives that review and accept customer’s requirements.

5.0

DEFINITIONS

QC
Quality Concern
ECO
Engineering Change Order

LD

Larson Davis a division of PCB Piezotronics, Inc.
PCB
PCB Piezotronics, Inc. Corporate Headquarters

BSD
Business System such as Syteline 

6.0

SAFETY PRECAUTIONS—Not applicable
7.0 EQUIPMENT & MATERIALS—Not applicable  
8.0 INSTRUCTIONS

8.1 Customer-Related Processes

8.1.1 Determination of requirements related to the product

Sales and the customer determine:

· The customer’s stated requirements

· Delivery and post-delivery activities

· Statutory and regulatory requirements

· Identification of product requirements necessary for intended use

Whether stated by customer or identified by PCB per PCB Quality Manual section 7.2.  Additionally Sales meets customer needs by following Sales procedures listed on the R drive/ISO folder/SM folder.  These include Customer Opportunities (Quotes) SM1003; Contract Review SM1005; Return Material Authorization SM1009, Customer Satisfaction Feedback SM1020, Credit Terms SM1021, Logo and Colors Guideline SM1006 as well as additional operational issues.
Note: For intrinsically safe product, the product category and marking is included in the requirements.

8.1.2 Review of requirements related to products

Sales reviews the requirements related to the product prior to LD commitment to supply a product to the customer to ensure that product requirements are defined, contract requirements differing from those previously expressed are resolved, and the organization has the ability to meet the defined requirements.
Results of the contract review and actions arising from the review are maintained per PCB Quality Manual section 7.4 and communicated to LD through orders entered into BSD.
Where product requirements are changed, the organization ensures that relevant documents are amended and the relevant personnel are made aware of the changed requirements through order notes and amendments.
8.1.3 Customer Communication

Sales personnel receive customer inquiries via mail, email, fax and telephone.  Sales personnel review the customer’s requirements for quotes and provide written quotations via Quotation Process.

Sales documents incoming telephone customer communication to record customer contract requirements.  Customer contract requirements are communicated to LD via orders entered in the BSD.
Customer inquiries, contracts, or order handling, including amendments are sent to Sales and handled in accordance with the PCB Quality Manual section 7.4.

Customer feedback, including customer complaints, is addressed via PCB Quality Manual Sections 7.4 and 8.2 thru 8.2.1 and 10.0.
In the case of a product recall, PCB notifies customers per the instructions in the Disposition of Non-Conformant Materials as directed in the PCB Quality Manual.
9.0

INSPECTION—N/A
10.0
RECORDS
Records generated by this process are maintained by PCB.  LD records generated are maintained per Quality Records Matrix, D0001.1126-1.
11.0
DISTRIBUTION
This procedure is available from Document Control or in the online Document Control area.

12.0
ATTACHMENTS--None
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