CUSTOMER ENQUIRIES


	1.1	Telephone Enquiries


		1.1.1	If the Telephone, Fax or email is used Viamed must assume the enquiry is urgent 


			and any unnecessary delays could prejudice our existing goodwill and future 


			business.


		1.1.2	Record in your diary and/or Intrastats:-


			Name : Department, Hospital


			Companies Name, Company Address, Email, Telephone and Contact Details


		1.1.3	Enter into Goldmine


	


	1.2	Technical Enquiry


		1.2.1	If the enquiry is simple, give answer - Use Instruction Manuals /Intrastats where applicable


		1.2.2	Possible equipment failure, do a Warranty Check using the Look up (Magnifying Glass)  in Intrastats .


		1.2.3	If failed under warranty:


Small items e.g. sensors offer a replacement same day on no charge Invoice or shipped with next order for Export Customers. (If unsure if the item should be replaced in advance check with a director.) Must be signed off by a director, issue SRS and add notes to say that the goods have already been replaced and on which ORD number. Raise an Issue to yourself to remind you to follow up to make sure the faulty item is returned to Viamed





Customer to be informed that a chargeable invoice will be raised if the goods are not returned





Alternatively the customer must send goods to Viamed first for Evaluation, then we can repair/ replace as necessary 


			


		1.2.4	For a non-warranty repair, request the customer returns items to Viamed or


offer a chargeable on site visit. Inform the customer that we will quote for the repair/replacement before any work is carried out


			


			 


		1.2.5	Where the enquiry is not readily answerable:-


			Obtain Equipment Type and Serial Number, and general details of problem.  Record 			in Diary/Intrastats:


			Pass on to Engineer or  Director.


			When no answer can be given take Telephone number and create an Intrastat Issue  to 			MD/FD and/or relevant Engineer ensuring it contains the


			following: Date : Name : Department : Customer : Telephone : Equipment


			Serial No: : Warranty Y/N : Description of fault.


			


	        1.2.6   Customer Returning Goods, Generate a SRS Number from Intrastats and fill in


 appropriate fields. SRS number should be quoted to the customer to place on packaging 


	1.3	Price Enquiries


Obtain prices from Intrastats	                              	


		1.3.2	If not price is available check Opera or with a Director 			


		


	1.4	Delivery Enquiries


		1.4.1	Check Order number, outstanding orders, and estimated delivery dates. Exercise 	caution when giving out delivery dates.


		1.4.2	For back order items you can see the estimated shipping date to Viamed from supplier on the stock page





	1.5	Product Information Enquiries


		1.5.1	For simple products, consult Intrastats leaflets and data sheets.  


			For complex products pass to relevant person.


	1.6	Trials and Demonstration


		1.6.1	Depending on location offer to send in a sales person, time and place to be arranged


			by the sales person, Issue in intrastats to relevant person / Email


			


		1.6.2	If an urgent trial is required (or awkward area i.e. John O Groats) a sale or return can be offered, the goods can then be posted to the potential customer. Sale or return Terms and conditions must be signed by the customer and returned before we can send any goods


		1.6.3	Inform the sales person responsible.


			Fill in the Intrastats Sale or Returns / Issue so goods can be chased up.


			Must be sent to a named individual


			





2.	LETTER AND FAX AND EMAIL ENQUIRIES


	2.1	Give COPY of letter/fax to person most fitted to answer. 


		File original in appropriate file ORD / Sales / Purchasing Files.


	2.2	Appropriate Copies of enquiry documentation to be sent to the sales


		 person/engineer and the reply is filed in the ORD / Sales / Purchasing Files.





3.	QUOTATIONS and Proformas


	3.1	Written quotations can be prepared by any member of staff .  Authorisation will


		 only be by the Managing Director or Financial Controller or by designation the


		 Office Manager.


	3.2   Authorisation is required for quotes above a stipulated level set by financial director


	3.3	Quotes to be filed in the Quotes File.


	3.4   Proformas to be filed in the proforma File.





4.	ORDERS


	4.1	Telephone Orders


		All telephone orders must be recorded in Intrastats and Goldmine.  At the time of recording 		the order. The office  staff must check item codes and descriptions against manufacturers 			specifications. The callers full name,address, telephone and order number are recorded and 		the customer is asked to confirm the order to us.  The order is then initialed,  processed and filed.





		


		


	4.2	Written/Faxed Orders


		All written/faxed orders are checked by the office staff and date stamped in. 


		(Ref. Section 5.1)


	4.3	If the order is a confirmation:-


		Check if the Order has already been processed on Opera.





	4.4 If the Order is not a Confirmation


		


   		Check the quantity and which goods are required.


		Any queries on the order;  contact the relevant department and note the conversation on the 


		order and Goldmine details are fully filled in and details logged.


	4.5 Internet Orders / Paypal./	





   	       a) Enter Order Into Opera  (VM3COP20.05)  and Opera order printed signed and checked 		    by another member of staff. - Use the Paypal reference as the order number


	       b) The Contact/Customers details Added / updated in Goldmine. 


                        c) Confirmation Email confirming the order to be emailed to the customer.


 


	5.	CONTRACT REVIEW


	5.1	After an order has been checked as in section 4.4, it is stamped  'Accepted' and initialed


		 and the Office Staff  then:- (We don’t really use this as a separate action when putting order on we check if confirmed etc but we don’t stamp as accepted, only stamp we use is Opera unless it’s a snail mail order in which case it has date received stamp)


		a)	Order put onto Opera (VM3COP20.05) and Opera Order Printed Signed and Checked 			by Another member of staff.


		b)	Picking is carried out by warehouse staff via Intrastats (see procedure VM/COP/06)


		c)	Raise the invoice/dispatch documentation, 





		


6.	ORDER AMENDMENTS


	6.1	Where an order is amended prior to picking the ongoing order will be endorsed with the


		 amendment details, the full name of the contact, telephone number, date and the signature 		of the person taking the amendment.





	6.2  All order amendment details should be entered into Goldmine, Customers full name and 			Address to be checked. If Possible ask the customer to confirm the amendments via E-Mail





	6.3	If the amendment is after dispatch, a separate order will be raised and the


		 customer will be invoiced separately and, where appropriate, a Credit Note issued for


		 unwanted items on the original order upon return of the goods.





	6.4  When updating opera or converting a quote / and or proforma the 'Rasied by' field needs to 		be updated with the initials of the current user.








7	Review


	7.1 A Monthly review of outstanding orders and production schedules will be held via intrastats


	7.2 Records will be kept
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