Non Conformance Review November 19
There are some recurring issues that always seem to be a problem…. 
· Priorities: The priority not being correct on orders and the tracking number being missed when shipping.
· Tracking Numbers: We are missing a lot of these. One we only found out about when the customer emailed us to complain that they had not been informed and that their goods have been sat in customs. 
Please can you always check your work. 
No one is so good that they do not make mistakes sometimes.
· Spelling: We have had some spelling issues as well, so again please re-read and check your work every time. 
· Memos: The information from opera memos are sometimes being missed off the orders and paperwork, this makes shipping harder and sometimes means we miss information which affects the customer. 
· Carriage: If carriage needs to be added to an order, please make sure to note it on the order paperwork and Intrastats checking screen. 
· Promised Orders Out: All orders you expect to go out the same day must be on as a priority one. Goods out must be informed and it is also a good idea to check and chase to make sure its going/gone. 
· SRS: When generating or adding to an SRS you must include the account number. 
· Shipping: When shipping, goods should be picked, packed and shipped before another order is started. Always put the UPS label on the package before you start the next order. If you do not do this, goods potentially can go to the wrong customer and have the wrong labels on the package. 
· Repairs: Repairs will always be an unusual job as there is a lot to remember. But no matter what is on it, it is still a customer order as well, so it needs insurance, carriage and bank charges. It must be checked and care still needs to be taken when processing. 
· Providing Information: If you are giving someone information, make sure it’s correct, as most information is used to provide good customer service. If it’s incorrect, it stops us doing a good job and affects the way we are perceived by our customers. We want customers to keep coming back to us. We do not want them to decide we do a bad job and tell all their friends that we screwed up. 
· Price Lists: There are price lists in L Drive that are not correct or have not been archived – this has resulted in wrong prices being given to customers. 
· Tariff Codes: Please take care when adding tariff codes, an order had an incorrect code and the goods got stuck at customs. We only found out due to email from UPS advising that the order would be abandoned in a few days time if not rectified.

Some of these non-conformances have cost the company and our customer’s money, time and goods have been delayed. Always re-check your work. No one in this company is so good that they don’t make mistakes and that they don’t need to re-check what they have done. Everyone makes mistakes but we want to catch them before it reaches the customer.
I really appreciate what you all do. These are only a few problems, and it is a shame we don’t send out an issue, telling you all what a good job you have done. As there are so many times that jobs are done really well and when customers and suppliers are really happy with us. 
You are a brilliant team and amazing people. Thank you for all the hard work you put in, for all the extra you do that no one sees. 
John, Jean, Derek, Steve and I are very grateful for all the support you give us and all your hard work. Thank you and Happy Christmas for next month. 
