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Process: 8.2  Requirements for Products and Services
Process Owner: Sales Management and Staff.
Process Description: To determine and review requirements related to products and services while ensuring effective communication of these requirements with our customers and within the PCB organization.

Process Inputs: Customer contractual and/or product specification requirements, customer Request for Quotation (RFQ), customer purchase orders and associated terms and conditions requirements, customer product application requirements, customer service feedback measurement and PCB capabilities, AS9100, ISO9001, ISO17025, IEC80079-34 and 10CFR50 Appendix B. 

Process Measurements: Sales department Policy Deployment metrics.
Output / Records: Policy Deployment Status Spreadsheets and resulting action items and improvement plans.  

Responsibilities:
1. 
Sales management maintains and carries out the contract review procedure.

2.
Sales representatives conduct the contract review process and champion appropriate communication with Quality Assurance, Engineering, Production, Logistics and Accounting departments.  Where “Sales” is referenced throughout Sales & Marketing procedures, it relates to Sales Management, Application Engineers, Program Managers, and Customer Service Representatives that review and accept customer contractual requirements.

8.2) Requirements for Products and Services
8.2.1)  Customer Communication
1) Sales representatives communicate with customers by: Providing product or service information, receiving customer enquiries via mail, email, fax and telephone.  Sales representatives review customer requirements for quotes and contracts in accordance with Contract Review procedure (SM1005) and Order Received Process (SM02) providing written quotations per Quotation Procedure (SM1003).

Sales representatives document incoming telephone customer contract requirements and supporting communication records per Order Received Process (SM02).  Customer contracts, orders, customer property handling and control, or change requirements are communicated to PCB via email, fax, or mail are reviewed and filed with the contract.  Other processes that may be used for contingency actions or maintaining customer documented information are: Product Deviation Waiver (SM11), Lead Fulfillment Process (SM20), Prospect Follow-up (SM21) and Product Initiatives (SM23). Customer enquiries, contracts, or order handling including amendments, are handled per applicable process procedures: Configuration Management (EN01), Amendments User Guide (SM1015), NMI (SM1008) and Engineering Change Order (DD02). 

2) Product and customer information, at the discretion of the salesperson, is included with quotations.  Product information is controlled on PCB’s Web Page and in the specifications that are produced from the Web Page in accordance with Specification Entry Procedure for the Web (DD1014) procedure.  Customer feedback including customer complaints are addressed per applicable process procedures: Customer Feedback (SM1020), Customer Satisfaction (SM24), QAM 10 Improvement and Customer Complaint Procedure (SM25).
8.2.2) Determining the Requirements for Products and Services

1) Sales department and the customer determine statutory, regulatory, PCB requirements and any special requirements and/or operational risks for a product and/or service, and ensure that these requirements are defined and that the product or service meets the initial claim provided.  


8.2.3) Review of the Requirements for Products and Services
8.2.3.1) 1) Prior to PCB’s commitment to supply product to a customer, Order Received Process (SM02) and contract review process (SM1005) are performed.  This review includes: customer requirements, delivery requirements, post-delivery activities, known requirements not stated by the customer but necessary for the specified or intended use, requirements identified by PCB, applicable statutory and/or regulatory requirements, and requirements differing from those previously expressed.  Evaluation and subsequent approval by Sales, Quality, Engineering and Production authorities ensure that product requirements are defined and the ability to meet the defined requirements has been confirmed prior to order acceptance by PCB Piezotronics, Inc.  In the event some customer requirements cannot be met or only partially met, a mutually acceptable resolution with the customer is obtained.  Any order requirements differing from those previously defined and agreed upon shall be resolved.  When the customer does not provide a documented order or contract, the requirements are confirmed by the sales employee with the customer prior to accepting the order.  Other processes that may be used for customer order review are: Product Launch (EN11), Export Control and Licensing (SM03), Specialty Accounts (SM04) and Product Initiatives (SM23).   

8.2.3.2) 1) Documented information is retained on the results of review and on any new requirements for product and/or service (see SM1005).  

8.2.4) Changes To Requirements for Products and Services
Where product requirements are changed, PCB ensures relevant documentation is amended and relevant personnel are informed of the changed or revised requirements via one or more of the following applicable processes defined as: Configuration Management (EN01), Engineering Change Order (DD02), Amending a Contract (SM1015), or Specification Entry Procedure For The Web (DD1014).
       Note: For intrinsically safe product, the customer requirements are reviewed for compatibility with the EC Type  

       Examination Certificate (See SM1005).

Referenced Documents:

DD02, DD1014, EN01, EN11, SM02, SM03, SM04, SM11, SM20, SM21, SM23, SM24, SM25, SM1003, SM1005, SM1008, SM1015, SM1020, QAM 10, New Model Introduction database (NMI), Policy Deployment, Bill Of Materials (BOM).
Unusual Conditions:

N/A
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