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Purpose:
To detail the Procedure to be followed by CMS for customer related processes and records control

including customer feedback and complaints.

Scope:
Applicable to ISO 9001:2015 Quality management systems implemented in the Company.

Definitions:
NIL

Responsibility:
Approval of this Procedure: Management Level / Implementation: Senior or Middle Level Management /
Execution: Supervisory and operative Level.

Procedure:
Customer Enquiry

Determination of requirements related to product (rebar/ coil)
1. Receive the customer enquiry:
2. Register the enquiry (Including verbal enquiries)
3. Determine the following:
a. Customer specification / requirements
Delivery and Post delivery activities
Requirements not stated by customer but necessary for specified or intended use, where known.
Statutory and Regulatory requirements related to product.
Any additional requirement by CMS.
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Review of Requirement related to Product
1. Carry out review of the customer enquiry and ensure the following:
a. Requirements of Steel items are defined accurately
b. Any difference / changes to original enquiry (Where applicable) Are resolved without any
ambiguity.
c. Stocks are available, or material can be produced as per customer requirement & time deadline
and CMS can quote for the enquiry and execute the order (if order is received)

Quotations to Customer
1. Monitor the SAP System and determine the quotation.
2. Generate the Quotation for the Customer enquiry and transmit to by Fax / E-mail.
3. Where required, communicate to Customer of the Quotation verbally.

Sales Order Generation
1. Follow-up with the Customer and obtain the L.P.O.
2. Generate the ‘Sales Order’ and transmit to Customer after approval from DIRECTOR in SAP system.
3. Ensure to get the Acceptance of Sales Order from the Customer.

Material Loading Instruction & Dispatch
Transmit the Loading Instructions through Email/ SAP

Warehouse Activities
1. Ensure that the ‘Loading Instruction’ is verified and approved from Credit Terms etc. by Accounts
Department through email/ SAP.
2. Identify the Materials to be dispatched-as-per-Sates-order+ Loading Instruction.
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4. Supervise the material loading operations and ensure that the correct materials (sizes, Grade &
quantity) are loaded on to trucks.

Records Control

1. Distribute the Delivery Note copies to the concerned parties:
a. Accounts for generating Invoices.
b. Truck Driver.
c. Security for allowing the material out of CMS.
d. Ensure to getthe Customer signed copy of Delivery Note and pass on to Accounts.

Customer Complaints/ Field Non-conformance

5.3.1 Customer complaints are received by the Sales Manager and recorded in Customer Complaint
Register (CMS-RBM-S-CCR).
5.3.2 Customer complaint is reviewed by the Director., QA Head for any possibilities of correction and
accordingly the co-ordination with customer will be performed by QC Head / Marketing Head
5.3.3 Customer complaint shall have the following information.
a. Type of product (Rebar, Wire Rod Coil, etc.,)
b. Product supplied as per customer requirements.
c. Date of Supply
d. Date of Manufacturing
e. Brief description of Customer complaint
5.3.4 Customer isinformed in writing about the course of action and if required suitable person is deputed
at the customer’s site to attend the complaint.
5.3.5 Root cause analysis, correction, corrective actions, etc. are taken as per CS-RBM-Q-PRC-05, for
preventing the similar complaint in future from same or any other customer.
5.3.6 If required by contract/requested by customer, the corrective action and its effectiveness shall be
communicated to the customer.
5.3.7 Co-ordination between customer and within CMS is performed by Sales Manager for successfully
resolving the customer complaints.
5.3.8 If in case customer doesn’t reply within a period of one month, the complaint will be closed.

Customer satisfaction

5.4.1 The CMS has established a system to continuously monitor the information required by the customer
and meeting customers’ requirements.

5.4.2 Customer Satisfaction Survey (CS-RBM-S-CSS) is sent to the customer.

5.4.3 Customers’ perception is reviewed for product requirements and communicated appropriately.

5.4.4 Customer feedback would be taken once in a year, before management review, analysed and
discussed in management review meeting.

5.4.5 Based on customer feedback and its analysis, further corrective action may be initiated as per
section 5.3 on this procedure.

Corrective Action

5.5.1 Compliance Department will issue NC/CA to concerned department.

5.5.2 Dept. HOD will fill up the NC/CA Report to include root cause analysis, correction and corrective
action

5.5.3 Director/ GM/ Sales Manager/ MR will review the effectiveness of the corrective action for closure
and will be log on corrective action register.

Reference Documents:
Procedure for non-conformity and corrective action (CS-RBM-Q-PRC-05)

Records: Ty
Customer complaint register (CMS-RB[*/]E}&?FW )
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7.2 Customer satisfaction survey (CS-RBM-S-CSS)
7.3 Customer feedback & satisfaction analysis report (CS-RBM-S-F-03)
7.4 Corrective Action Register Log (CS-RBM-Q-F-18)
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