8  Operation

8.2 Requirements for products and services

8.2.1 Customer communication
Communication with customers shall include:

a) providing information relating to products and services;
b) handling enquiries, contracts or orders, including changes;

c) obtaining customer feedback relating to products and services, including customer
complaints;

d) handling or controlling customer property;
e) establishing specific requirements for contingency actions, when relevant.
8.2.2 Determining the requirements for products and services

When determining the requirements for the products and services to be offered to
customers, the organization shall ensure that:

a) the requirements for the products and services are defined, including:
1) any applicable statutory and regulatory requirements;
2) those considered necessary by the organization;

b) the organization can meet the claims for the products and services it offers.
8.2.3 Review of the requirements for products and services

8.2.3.1 The organization shall ensure that it has the ability to meet the requirements for
products and services to be offered to customers. The organization shall conduct a review
before committing to supply products and services to a customer, to include:

a) requirements specified by the customer, including the requirements for delivery and
postdelivery activities;

b) requirements not stated by the customer, but necessary for the specified or intended
use, when known;

c) requirements specified by the organization;
d) statutory and regulatory requirements applicable to the products and services;
e) contract or order requirements differing from those previously expressed.

The organization shall ensure that contract or order requirements differing from those
previously defined are resolved.




Eng. Jamal Zeineddin 1ISO 9001-2015 Part 8 Complete Guide to QMS __Itay Abuhav

The customer’s requirements shall be confirmed by the organization before acceptance,
when the customer does not provide a documented statement of their requirements.

NOTE In some situations, such as internet sales, a formal review is impractical for each order. Instead,
the review can cover relevant product information, such as catalogues.

8.2.3.2 The organization shall retain documented information, as applicable:
a) on the results of the review;

b) onany new requirements for the products and services.

8.2.4 Changes to requirements for products and services

The organization shall ensure that relevant documented information is amended, and that
relevant persons are made aware of the changed requirements, when the requirements for
products and services are changed.
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Process Customer Records

Marketinglead  The name and telephone number of the prospect plus a completed lead
survey for the sales representative to communicate to a potential

customer
Sales order Full customer details, including account details
Development The name of a contact person by the customer related to the product
Delivery Address for delivery and a contact person in the logistics
Accounting Details for debit
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