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User Guide:   Special Customer Requests

Purpose:
To document how to handle special order requirements requested by a customer at time of Contract Review  (SM1005).
Responsibilities:
Sales and Marketing Management is responsible to maintain and carry out the Special Customer Requirement.

Sales, Logistics, Engineering and Production personnel are responsible to carry out the Special Customer Request procedure.
Associated Documents:
ISO 9001, Quality Systems Manual, Quality Assurance Manual
Procedure:

A customer has special contract or product request that differs from what is standard with a product.  These include but are not limited to:

· Supply of accessories different than supplied on the product Bill of Materials (BOM), including cables 

· Special Quality Control documentation and testing/calibration requirements

· Packaging and handling

NOTE:  In all cases, Contract Review (SM1005) and Order Entry Process (SM1030) are followed

A (PCB). Supply of different accessory items (excluding changing of a supplied cable):


1. When the customer requests a different accessory to replace the normally supplied accessory other than a supplied cable:

· The model number requested is entered per standard Order Entry procedure

· The substitute item is added to the order as a separate additional line item 

· The price is determined by taking the difference of the supplied and requested accessory items.  It is possible to supply the item at no charge as determined by the Division Manager (reference SM1024 Pricing Control).

· A log note to production added stating to replace the standard accessory with the requested accessory

· At the discretion of the Division Manager, this standard model may be converted to a special via the NMI Procedure (SM1008)


2. When the customer does not require the supplied accessory (excluding changing of a supplied cable)

· The standard product should be shown as a line item

· The price is determined via Pricing Control (SM1024) or after review by the Division Manager

· A log note to production is added stating do not supply standard accessory

· At the discretion of the Division Manager, this standard model may be converted to a special via the NMI Procedure (SM1008)

A (LD). Supply of different accessory items (including changing of a supplied cable):

1. When the customer requests a different accessory to replace the normally supplied accessory:
· A log note to production is added stating to replace the standard accessory with the requested accessory

2. When the customer does not require the supplied accessory:
· A log note to production is added stating do not supply standard accessory

B. Systems:

1. For items ordered to make a system, each item ordered is entered as a separate line item in the BSD

2. A log note to production is added specifying which items ordered are part of the system and the desired calibration to be performed

3. At the discretion of the Division Manager, a system may be converted to a special model number via the NMI Procedure (SM1008)

C. Quality Control Documentation:

Definitions (PCB):

Certificate of Conformance  (C of C):  Certificate of Conformance (also known as C of C) is a document stating the goods of an order meet published specifications.  Information includes customer name and address, purchase order number, PCB CO# and products.  This information is provided by Logistics and is included with all orders except lower cost accessories (i.e. cables, adaptors, mounting studs, etc) unless specifically requested by the customer.

Special QC (QC):  Special QC is a document outlining the list of equipment used to calibrate products of an order.  A C of C is included with Special QC.

Customer Requested QC (CRQC):  Customer Requested QC are special product requirements or documents that are requested for orders placed by a specific customer.

Definitions (LD Division):

Calibration Certificate, Certificate of Conformance (C of C) and Special QC (QC) = Certificate of Calibration and Conformance:  Instrumentation manufactured by the Larson Davis Division(Provo site) is supplied with a “Certificate of Calibration and Conformance,” which states the goods meet the published specifications.  The list of equipment used to calibrate products of an order for instrumentation manufactured by the Larson Davis Division is automatically provided on the Certificate of Calibration and Conformance.

--------------------------------------------------------------------------------------------------------------------------------------------------------------

Special QC

Customers requiring Special QC for every order:

· Review of the DocTrak file in the BSD indicates if Special QC is required for all orders.  

Orders requiring Special QC on a per order basis:

· Enter as a line item per Order Entry Procedure (SM1030).  

· Each product group has a specific model number identifying the group requirement:  ACS-QC, ERC-QC, FCS-QC, ICS-QC, and PCS-QC.  

a. As different products types are calibrated with different equipment sets, there may be multiple quantities of a Special QC codes required on an order.  

Customer Requested QC (CRQC):

Customers requiring Special QC for every order:

· Review of the Doc Track file indicates if the Customer Requested QC is required for all orders.

· When an individual contract does not require normally supplied special requirements as outlined in the Doc Track File, a log note is used to indicate no special requirements are necessary.

Customers requiring Customer Requested QC on a per order basis:

· A log note to production and/or Logistics is added stating special product test or documentation requirements.
· Customer requested QC can be given a special number per NMI procedure (SM1008) if desired by a customer.

D. Special Packaging:

Definition:   Special shipping or packaging requirements that differ from those outlined on the BOM.  Sales consults with Logistics to ensure the requirements can be met.   Requirements may be but are not limited to: marking of packages, packaging material, and number of sensors in kit cases or shear boxes.  

Should customers request special shipping or packaging requirements on every order placed:

· Reference Shipping and Packaging Requirements procedure (SM023).  

Customers requiring special shipping or packaging requirement on a per order basis:

· Special packaging and handling are entered as a log note to logistics.

E. Variation to the model requirements (proper uses of the “/” in the model number):

A customer may request special testing, tolerance requirements, cable length, adaptor change, etc on a standard product.  The model number is adjusted according to the following “Slash Rules”.

If a customer requires a modification of a stock product and will not or can not accept the model in accordance to the “slash rules”, Sales must use the pre-scripted log note “Modify Stock Product”, when placing the order.  This will trigger Production to pull stock from Logistics and make the necessary modifications. This option should be used in rare cases.

Note:
Lead-time Requirements – Following SM1033 Delivery Procedure, any modification to an existing model number must be treated as a special and production contacted for delivery information.

	“/” Applications
	Group
	Comments
	Example

	Variable Cable Length

(for unit w/integral cable)
	IMI, SVS, Force, Pressure
	Ok to enter without Engineering approval if total cable length required is less than 50ft.  Terminating connector must be specified.  For sensors with armor length different than cable length see example.
	627A11/020AC

627A61/020AC-10

(20ft. cable, 10ft. armor)

627A11 (includes 10ft cable, terminates with blunt cut)

627A61/M020AC (20 meters)

	Adaptor addition


	Pressure
	Ok to enter without checking with Engineering if adaptor requested is in Catalog of options
	111A22/061A01

	Connector change (for unit w/integral cable)
	IMI, SVS, Force, Pressure

(Std. length is 10ft., ex. 627A11)
	Ok to enter without checking with Engineering if cable connector matrix is reviewed prior to order placement.  Any change in connector must include length.
	627A11/020AC

627A11 (includes 10ft of cable and terminates in blunt cut)

	Water Resistant
	SVS, Force, Pressure
	Ok to enter without checking with Engineering if waterproof is on spec sheet 
	W112A23/038AA010CY

	Cable Type

(for unit w/ integral cable)
	SVS, Force, Pressure
	Ok to enter without checking with Engineering if cable connector matrix is reviewed prior to order placement
	352B10/031AD010EB

	Paint Options
	SVS
	Ok to enter without checking with Engineering if NMI Paint Option is reviewed prior to order placement
	356A15/P1

	Enclosure / Components
	IMI
	Ok to enter without checking with Engineering if matrix is reviewed prior to order placement
	684Axx/683Axxxxxx

	Special Cal or Tighter Tolerance
	All Product Groups
	Ok to enter without checking with Engineering if NMI Special Cal Option is reviewed prior to order placement
	353B33/ACS-4

112A24/PCS-AAA

	Substitution of Supplied Cable or No Supplied Cable
	All Sensor Groups
	· The 034K05 is a substitution of the current supplied BOM Cable and the “NC” stipulates that the normally supplied cable should not be sent to the Customer

· For Substitutions, or No Cable Added, the Model # up to but not including the “/” will be etched on the Sensor.  The Cal Cert will match the model number etched on the sensor.  In both situations listed above, the model # etched on the Sensor will be 356B21.
	356B21/034K05

356B21/NC (NC = no cable)


1. Etching Requirements

a. Etch the Full Model Number (including slash) if the model number is not longer than 22 characters and the etching fits on the sensor

b. Otherwise, etch the model number on the sensor up to the slash and include a “/*” after the model number

i. Engineering will place the following on the router “Etch full slash model number unless it will not fit, then etch model number and include “/*””

c. Take out a NMI if the model number is longer than 22 characters (due to the limitations of the bar coding system)

d. For substition of a supplied cable or no supplied cable see table above for etching instructions

2. BOM & Router Requirements

a. Engineering may use a X-reference job to create a temporary BOM & Router that contains the exact build directions for Production (reference TA1072 Cross Reference Work Order Procedure)

i. The temporary BOM will contain all components to meet the slash modification

ii. The temporary Router will contain any special CAL requirements, tighter tolerance requirements, build modifications necessary

b. Engineering, working with Production, may determine to create a controlled BOM & Router (i.e. follow NMI)

Note:
For IMI Applications:  For Cable length, quote 10ft increments for BZ and 5ft increments for cables with Connectors

Example:

356B11 has an integral cable and a supplied cable.  If the integral cable needs to be modified, follow the Cable Type or Variable Cable Length applications.  For change in the supplied cable, follow the Substitution of Supplied Cable application.  If the supplied and integral cables are being requested for modification, it is recommended that a NMI be completed.

Referenced Documents:

SM023, SM1005, SM1008, SM1016, SM1024, SM1030, SM1033, TA1072

Unusual Conditions:

Following PCB’s TCS Policy, the requirements in this procedure may be modified to meet Customer needs.

If a customer requests information concerning design or manufacturing policies or procedures not identified above, a response is obtained by consulting VP of Engineering or VP of Production.  
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