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1. Purpose, scope and users

The purpose of this Procedure is to describe all activities related to the sales process, from recording

the customer's requests to delivery of product and service.

2. Reference documents

s |MDR 2017/745, article 10(9)|

¢ Procedure for Production and Service Provision|

e Quality Manual

ISO 13485:2016 standard, clauses 7.2.1, 7.2.2, and 7.2.3

Commented [AES4]: Delete this if your organization does not
need to be compliant with MDR,

You can find the full text of the MDR on the following link:
https://advisera.com/13485academymdr

Commented [AESS]: You can find a template for this document ]
in the 150 13485 & MDR Integrated Documentation Toolkit, folder
"12 Production_and_Service_Provision”.

Commented [AES6]: You can find a template for this document
In the 150 13485 & MDR Integrated Documentation Toolkit, folder
“D3_Quality_Manual”.
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3. Sales process

3.1. Process flow
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3.2. Sending offers and communication with customers

[Job title] notifies known customers about product they are interested in or delivers offer to

_— -

- = — = - — - = { Commented [AES7]: Adapt to the organization’s practice. ]
3.3. Receiving and recording customer’s requests
[Job title] receives the customer’s requests, and evaluates completeness and definition of requests. [ Commented [AES8]: .z, Sales Manager or Sales ]
With a potential customer, [job title] clarifies potential ambiguities. ERIEENE

- ""—[ Commented [AES9]: E.z., Sales Manager ]
_— = P - ——

W — W — _‘__..----‘[Commallted [AES10]: Delete if such activities are not included ]
If the customer changes its requests after signing a contract, [job title] treats changed requests as
new requests and notifies [job title]. | Commented [AES11]: E, CEO ]

3.4. Customer’s requests review

3.4.1. Customer’s request review for product and services from regular assortment

[Job tltle]| consults I job t|tIe]| regarding whether requested quantity ofbroduct or servu:a can be
delivered within demanded deadline and notifies customer about possibilities of accepting a request

{ Commented [AES12]: E g, Sales Manager
{ Commented [AES13]: ¢, Production Manager

[Job title] checks stock status of ordered product and, if necessary, issues [name of document] to ‘{Commentad [AES14]: Adapt to the organization’s business.
provide ordered quantity of product! h [commauted [AES15]: E g, Warehouse Manager
1 Commented [AES16]: E.g., Production Ordar
— “ [ Commented [AES17]: This should be deleted If organization Is

Commented [AES18]: £, Sales Manager, RED Manager, QA
— — - — . Manager

“_{ commented [AES19]: £ g, Sales Manager, R&D Manager, QA
i Manager

3.4.2. Customer’s request review fornon-standard product and services and|individual production [ Commented [AES20]: Name of document in which customer,

hlon-standard product (service) is any product {service) which differs from the regular assortment of
the organization regarding }size, package, ingredients, weights, etcli

Commented [AES22]: Dalate this part if it's nat applicable to

- — - g e - e e e~ e W cw

[ Commented [AES23]: Adapt to the arganization's business.
s . ICummented [AES24]: Delete this paragraph if it’s not

ey -aedivg = en oA el —

Pr—— -

analyzes itin order to determine necessary actions to meet the customer’s req uest‘ c"“"“""'“d [AES25]: Adapt to the organization'’s practice;

4 .\[Cummented [AES26]: E.¢., Sales Manager

If the customer’s request cannot be met, [job title] informs the customer about the inability to meet
{ Commented [AES27): E.g., Production Manager

the request.

)
)
)
)
)
|
%
)
! [Commented [AES21]: Delete this part if it's not applicable to J
)
)
]
)
)
]

- e € W W W - e - W S e
e = S __—| Commented [AES28]: Delate this sentence if it's not applicable ]
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3.5. Formulating the contract

After reviewing the customer’s requests and accepting an offer, [job title] creates the contract for
ctivities after

delivering product or service. The contract must contain all customer |

__—{ commented [AES29]: £.¢,, cEO ]

g { Commented [AES30]: £, Head of legal department ]
_,---”"{ Commented [AES31]: Adapt to the arganization's business. ]

delivering product and way of solving customer’s complaints.

—

. _______..-f{ Commented [AES32]: Eg, Sales Manager ]
After adjusting to changes, [job title] prepares a new contract or annex and [job title] issues new
[name of document] and delivery documents. | commented [AES33]: £.g, Working Order ]
3.6. Creating delivery documents
[Job title] creates appropriate delivery documents based on reviewed customer requests and delivers | Commented [AES34]: € g, Sales Manager )
them to hﬂb title],_ - Al m— G A . - . e W — ____,..-—'[ Commented [AES35]: E.g., Warehouse operatar ]
- . -— . e R o e — - _,_../‘[ Commented [AES36]: This doesn't refer to service and can be ]

3.7. Product delivery and service realization

lAcoording to delivery documents, |[job tTtIe]| organizes loading of product. Delivery is made by

ted [AES37]: E.g., Warehouse operatar ]

organization’s transport or outsourced transport. Transporter must provide necessary conditions in

order to prevent spoiling or damaging of product or package.|

-— . — e — - ———— -

3.8. Customer complaints

[Job title] is responsible for complaints from custor

T . -

— - - -

4. Managing records kept on the basis of this document

- —-y

1. - i Commented [AES38]: Delete if the organization only deals ]

— — o - [ Commented [AES39]: Delete if the organization only deals J
'[ Commented [AES40]: £z, Sales Manager ]
| Commented [AES41]: E.g., Sales Manager or Complaint
N Investigator

_h___‘l Commented [AES42]: You can find a template for this ‘

" Commented [AESA3]: Alter these records to match what you
-~
I

Storage |
Record name| Code _I_ I
I- 1 *h i
. - -
Prolduct Requirement PROS.1 | 2years ————
Review Record
-

i _[ Commented [AES45]: Adapt the information in this eolumn to

i [ Commented [AES44]: Adapt the Information in this column to

| Commented [AES46]: If the record is in electronic form, write

I | S
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5. Appendices

e Appendix 1 - Product Requirement Review Record

[job title]
[name]
[signatu re]| | Commented [AES47]: Only necessary if the Pracedure for
) Document and Record Control prescribes that paper documents
must be signed.
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