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1. Purpose, scope and users

The purpose of this procedure is to describe all activities related to the wholesale and retail process,
from recording the customer's requests to delivery of goods.

Users of this document are all employees in [wholesale and retail department].

2. Reference documents

e SO 9001:2015, clause 8.2

e Quality Manual

e Warehousing Procedure

e Procedure for Measuring Customer’s Satisfaction
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3. Wholesale and retail process

3.1. Wholesale process

3.1.1. Process flow

—> ling offers and icating with

Can organization meet
No customer requirements?

Stipulating Contract

Changes after

formulating Yes
Contract?
No
Delivery
Customer
complaints? Yes

3.1.2. Sending offers and communication with customers
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3.1.3. Receiving and recording customer’s requests

[Job title] receives the customer’s requests, and evaluates completeness and definition of requests.
With a potential customer, [job title] clarifies potential ambiguities. Determining requirements for
goods includes requirements for delivery and post-delivery activities, requirements that the
customer specified, and

If the customer changes its requests after signing a contract, [job title] treats changed requests as
new requests and notifies [job title].

3.1.4. Customer’s requests review

[Job title] consults [job title] regarding whether requested quantity of goods can be delivered within
the demanded deadline and according to requirements, and then notifies the customer about

[Job title] confirms the customer’s request by signing the document received by the customer in
which the requests are stated.

If the organization is able to meet the customer’s request, [job title] informs the customer and makes

an offer.

3.1.5. Stipulating the contract

After reviewing the customer’s requests and accepting an offer, [job title] creates the contract for
delivering product. The contract must
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If the contract or customer’s order contains requests that differ from those previously stated, [job
title] undertakes actions described in section 3.3 and, if the request can be met, contacts the Commented [9A20]: E.g. Sales Manager
customer in order to adjust the contract and appropriate documents to the customer’s requests.

Commented [9A21]: E.g. Working order
3.1.6. Creating delivery documents

[Job title] creates appropriate delivery documents based on reviewed customer requests and delivers Commented [9A22]: E.g. Sales Manager
Commented [9A23]: E.g. Warehouse Operator

Commented [9A24]: This doesn’t refer to service and can be
deleted if company only delivers services.

3.1.7. Delivery of goods

According to delivery documents, [job title] organizes loading of goods. Delivery is made by Commented [9A25]: E.g. Warehouse Operator

Commented [9A26]: Delete if the organization only deals with
the provision of services.

3.2.  Retail process

3.2.1. Process flow
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Stock review and internal purchasing

l

Sale

Customer v
complaints? Yes

No i e

End

3.2.2. Stock review and internal purchasing

[job title] reviews every [day] and creates internal purchasing order for main warehouse. If the

3.2.3. Receipt of goods
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[Job title] controls receipt of goods and compares quantities of received goods with the delivery note

[Job title] is responsible for monitoring the movement of goods as they are transported from the
supplier and for the control of stock movement in the warehouse facility.

3.2.4. Storing in the retail facility

[Job title] is responsible to establish and enforce vertical and horizontal signalization in the storage in
order to simplify and speed up the process of picking and sorting goods in the storage.

[Job title] is responsible for managing storage of goods that require special attention. [Special storage
needs of products] are provided by [job title]. Evidences of monitoring and controlling of conditions

3.2.5. Arranging goods in retail store
[job title] is responsible for arranging merchandise in the store and must follow there rules:

e Place smaller brands, regional and gourmet brands in top shelf
e Put most attractive merchandise in customer eye level

3.3. Customer complaints

[Job title] records all customer complaints in the Registry of Customer Complaints, which is later used
as an input for management review and measurement of customer satisfaction. Complaints can be

In case of product returns from the customer, [job title],who received the returned product, fills in
the [name of document]and sends one copy to [accounting department].
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example:

eMedical supplies and drug shipments can contain a large
number of small, highly valued and, often, restricted items, many
with a limited shelf life. Thus, a secure area is required, as well as

judicious attention to
.

Commented [9A30]

expiry dates.

: Write in the special needs of product e.g.

humidity, temperature, etc.

Commented [9A31]
Commented [9A32]

Commented [9A33]
toxic waste etc.

Commented [9A34]

Commented [9A35]

Commented [9A36]
Commented [9A37]

Commented [9A38]
Commented [9A39]
Commented [9A40]

: E.g. Warehouse Operator
: E.g. Warehouse Manager

: Inflammable product, chemical products,

: Adapt to your organization practice.

: Adapt to organization’s business.

: E.g. Sales Manager

: Eg. CEO

: E.g. Warehouse Operator
: E.g. internal delivery note

: Adapt to organization’s practice.
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[Job title] stores returned product in the space in the warehouse dedicated to non-conforming

product and [job title] enters customers’ complaint into the Registry of Customers Complaints.

4. Managing records kept on the basis of this document

Storage
Record name Code Retention ) . Responsibility
- Location Protection
time
Custioimer Records are
] i [office of Sales | stored in file i i
Requirement Review | PR.10.1 | 3 years . . [job title]
) Manager ] cabinet [describe
Checklist K
name/location]
Records are
Registry of Customer [office of Sales | stored in file T
. PR.10.2 | 2 years . . [job title]
Complaints Manager ] cabinet [describe
name/location]
5. Appendices
e Appendix 1 — Customer Requirement Review Checklist
e Appendix 2 — Registry of Customer Complaints
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