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Procedure for the process of Negotiation Client Internal Supplier

(Traducción automática obtenida de Google, pedimos disculpas por posibles errores de traducción)

0 POLITICA:
Being the fundamental objective of [ name of its company ] the satisfaction of the necessities of its clients, is priority, to reach the first satisfaction of its internal clients, state that is obtained by means of the identification of clients and suppliers, the detection of the present and future necessities, as well as the direct negotiation of the parameters that are defined as satisfaction elements.

1 INTENTION
To document the form in which the relations are due to establish clients internal suppliers by means of rounds of negotiation for the fixation of indicators on those decided aspects, with their respective goals and dates of fulfillment, as well as to take the pulse to the satisfaction of the clients.

2 IT REACHES:
This procedure applies for all the areas of the bank that they require to establish a negotiation process client internal supplier, as well as for all received products or services internally.

3 RESPONSIBILITIES
Manager of Human Resources: He leads the process for the development of a culture on watch to Internal Client and provides the necessary resources for a successful implementation.
Specialist of Quality: it facilitates the negotiation process client - internal supplier, gives pursuit to the validation of the data presented/displayed by suppliers and offers induction to the process to new collaborators.
Head of Department Supplier: He assumes the total responsibility by the agreements at that they arrive themselves in each one from the made negotiations, as well as maintaining updated the decided indicators and to maintain the pulse of the voice of the client.
Head of Department Client: It leads, like representative of its area, the process to identify products of its suppliers and altogether to establish the parameters to be negotiated, offers feedback to its internal suppliers.
Members of the Department Supplier: It altogether negotiates with his headquarters the different characteristics from products or offered internal services, as well as to establish with the client the requirements necessary to be able to satisfy them.
Members of the Department Client: It identifies products and the required characteristics of quality of such, in terms of indicators that are easily measurable.

4 DEFINITIONS, TERMS, SYMBOLS, ABBREVIATIONS
4,1 PSCI: Procedure on watch Internal Client.

4,2 Internal Client: He is all that to which we gave to a product or service elaborated by us.

4,3 Satisfaction of the client: Perception of the client on the degree in which their requirements have been fulfilled (ISO 9000:2000 3.1.4)
NOTE 1 the complaints of the clients are a habitual indicator of a low satisfaction of the client, but the absence of the same ones necessarily does not imply a high satisfaction of the client. 
NOTE 2 when the requirements of the client have remembered with same and these has been fulfilled even, this necessarily does not assure a high satisfaction the client.

4,4 Process: set of activities mutually related or that interacts, which transforms entrances into exits (ISO 9000:2000: 3.4.1)
NOTE 1 – the entrances for a process are generally exits of other processes.

4,5 Product:
result of a process (3.4.1)
NOTE 2 – a service is the turn out to carry out necessarily at least one activity in the interface between supplier (3.3.6) and the client (3.3.5) and is generally intangible. 
ISO 9000:2000: 3.4.2.
A product can be a received document, a report, a study or analysis to grant credit, a letter of credit, etc.

4,6 Indicators of profit: it is the form in which the negotiated thing will be moderate. Example: time of delivery, amount of errors, amount of reports.

4.7 It puts Negotiated: it is the numerical value decided between supplier and Internal client. Examples: 3 hours, 3%, 25 reports per day.

4,8 Requirements: it is what the supplier needs the client to be able to fulfill the negotiated thing. 

4.9 The voice of the Client: it is the form in which the pulse of the satisfaction of the client with respect to the negotiated parameters takes: quality, time, amount, service. Similar to the survey of the fast companies of meals.

5 RELATED DOCUMENTS
5,1 Format of Identification of Main Processes FSCI 01:00:01
5,2 Format of Necessities supposed of client FSCI: 01:00:02
5,3 Format of real Necessities of client FSCI. 01:00:03
5,4 Format for the round of negotiation FSCI 01:00:04
5,5 Format for the act of negotiation FSCI. 01:00:05
5,6 Format of revision of indicators FSCI. 01:00:06
5,7 Format of Projects of Improvement FSCI. 01:00:07
5,8 Format of Evaluation Round Negotiation FSCI 01:00:08
5,9 ITSCI 01:01 Diagram Causes Effect
5,10 ITSCI 01:02 Leaf of inspection
5,11 ITSCI 01:03 Diagram of Pareto
5,12 ITSCI 01:04 Graphs of Control
5,13 ITSCI 01:05 Selection of Clients

6 FLOW CHART
6.1 The flow chart corresponding to the present procedure is in the ANNEXED A: 

7 PASSAGES OF THE PROCEDURE

	GRUPO KAIZEN VISION

	To turn knowledge source and support to us of all those people who wish to lead the transformation of the performance of their organizations

	GRUPO KAIZEN MISSION

	To contribute to the continuous improvement of companies and institutions and therefore the continuous improvement of the quality of life of the citizens of the countries in which we offered our services of consultoria and formation.
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