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1.
PURPOSE

1.1
The purpose of this procedure is to ensure that all customer requirements specified or implied by the customer, statutory or regulatory, or additionally determined by Standard Meter Lab are met and achieve total customer satisfaction.

2.
SCOPE

2.1
This policy defines the way in which customer requirements will be established and reviewed. In order to ensure the needs of the customer are well understood, documented and that any differences between the original quote and the contract or purchase order are resolved.

3.
RESPONSIBILITY

3.1
The Customer Service group in conjunction with the Shipping & Receiving Coordinator are responsible for coordinating and supervising the review of contracts, purchase orders and incoming requests for calibration services.
4.
REQUIREMENTS

4.1
The Narrative contained in Section 7. METHOD describes the systems used by Standard Meter Lab to ensure customer satisfaction.

5.
DEFINITIONS

5.1
Customer Satisfaction: A customer's perception of the degree to which the desired requirements and/or specifications have been fulfilled.

6.
RECORDS

	DESCRIPTION
	RECORD
	LOCATION
	RETENTION

	Record of Customer Requirements


	Customer Purchase Order


	ACTIVE: Sales Dept

COMPLETED: A/R File


	7 Years Minimum




7.
METHOD

7.1
Contract Review

7.1.1
Standard Meter Lab shall review submission of all tenders, or the acceptance of contract or order (statement of requirement), to ensure: 

· The requirements, including the calibration method to be used are adequately defined, documented and understood. (Unless specified otherwise by the customer, only Standard Meter Lab developed or approved procedures will be used as the calibration method.).

· Where no written statement of requirement is available for an order received by verbal means, "Standard Meter Lab shall ensure that the order requirements are agreed to and documented before their acceptance".

· Any differences between the contract or order requirements and those in the request or tender shall be resolved and acceptable to both Standard Meter Lab and the customer, before any work commences.

· Standard Meter Lab has the capability and resources to meet the contract or other requirements.

· The calibration procedure selected is appropriate and capable of meeting the customer's requirements.

· Any work that is to be sub-contracted is identified.

7.1.2
The customer shall be notified to obtain disposition instructions when the order contains requirements that cannot be met or when additional clarification is needed.

7.1.3
Orders that contain contract terms and conditions that conflict with Standard Meter Lab's standard terms and conditions shall be reviewed by the Operations Manager. The Operations Manager is responsible for ensuring that conflicts are resolved in a timely manner. 

7.1.4
An electronic file is maintained for customers with special requirements. This file serves as a contract, and shall provide the service requirements of the customer.

7.1.5
Orders received with special requirements or requirements that conflict with bids and proposals that have been submitted to the customer by Standard Meter Lab, are reviewed by the responsible manager or designated representative to determine required actions.

7.1.6
Customer confidentiality requirements shall be entered into Standard Meter Lab special requirements database to ensure the confidentiality requirements are passed along to Standard Meter Lab personnel.

7.1.7
Records of contract reviews, including any significant changes, shall be maintained, including pertinent discussions with the customer relating to the customer's requirements or the results of work during the period of execution of the contract.

7.1.8
The customer shall be informed of any deviations from the contract.

7.1.9
Whenever a contract needs to be amended after work has commenced, the same process shall be repeated and any amendments shall be communicated to all affected personnel.

7.2
Amendments to Contracts

7.2.1
Amendments to any order or contract may be submitted in writing or negotiated by telephone, Fax or e-mail. If negotiated by telephone, a written record will be made and placed with the original purchase order or contract. These records may be eliminated after the order or contracted is completed.

7.2.2
All changes must be reviewed and approved by designated personnel prior to implementation. 

7.3
Customer Focus

7.3.1
Standard Meter Lab identifies customer needs and expectations in a number of ways. 

· Researching and understanding customer needs and expectations.
· Ensuring that the objectives of the organization are linked to customer needs and expectations.
· Communicating customer needs and expectations throughout the organization.
· Measuring customer satisfaction and acting on the results.
· Systematically managing customer relationships.
· Ensuring a balanced approach between satisfying customers and other interested parties (such as owners, employees, suppliers, financiers, local communities, and society as a whole).
	Standard Meter Lab.
	



