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1. Purpose
To ensure consistent, efficient, and accountable handling of customer quotes, evaluations, and repair decisions while minimizing backlog, wasted resources, and compliance risks.
2. Scope
This policy applies to all Account Managers (formerly Sales Team Members and Customer Service Representatives) who manage customer quotes, approvals, evaluations, and return/scrap decisions within the MRO Repair Station.

3. Quote Cycle Process
3.1 Quote Creation
Each quote must include:
· Validity Period: 90 days
· Pricing, scope of work, and standard terms and conditions
3.2 Follow-Up Schedule
	Timeline
	Action
	Communication Example

	Day 0 – Quote Sent
	Send quote
	“Thank you for the opportunity to quote. Please let me know if you have any questions or additional items for review.”

	Day 10 – First Reminder
	Polite follow-up
	“Just checking if you’ve had a chance to review the quote. Approval is needed to secure turnaround time.”

	Day 30 – Second Reminder
	Stronger follow-up
	 “The quote for this unit will expire in 60 days. Please respond.”

	Day 60 – Third Reminder
	Final Follow-up
	““Quote validity is expiring within 30 days. Please approve to proceed, or the part will be returned, and the evaluation and handling charges will be invoiced.”

	Day 90  (or earlier if no response)
	Final action
	Send final notice. Allow 24 hours for a response. If there is no reply, return the part and ensure evaluation and handling charges are invoiced.


3.3 Exceptions
· International Customers: Timelines may be adjusted.
· Strategic Customers: Exceptions allowed only with management (VP/GM) approval. All agreements must be in writing.
· Documentation: All exceptions must be recorded in the CRM/ERP with a reason code.
3.4 Accountability
· The Account Manager owns the quote outcome and customer communication.
· Support Staff provide administrative and system assistance only.
· All pending or expired quotes remain the responsibility of the assigned Account Manager.
3.5 Reporting
· Daily Report: All quotes sent, pending, and approved.
· Weekly Report:
· Total value of approved quotes
· Quote-to-approval conversion rate
· Aging quotes (10,30,60,90 days)
· Sales Bowler and War Plan updates
3.6 KPIs
· $500,000 in weekly quote approvals (team target)
· Quote-to-approval conversion rate
· Quote aging distribution

4. Evaluation Fee Policy
4.1 Definition
An Evaluation Fee is a non-refundable charge for inspection and testing when:
· The unit is Beyond Economical Repair (BER), or
· The customer declines the repair after evaluation.
4.2 Fee Details
· Based on part category, labor, and inspection time.
· Communicated in quotes, contracts, or repair agreements.
· Exceptions require management (VP/GM) approval.
4.3 Billing
· Fee applies even if the customer declines the repair.

5. Return As Is (RAI) Policy
5.1 Definition
Applies when a customer declines the repair and requests the unit be returned unrepaired.
5.2 Process
1. Return the unit in its evaluated condition.
2. Tag as “RAI – Unrepaired.”
3. Do not reverse teardown unless previously agreed.
4. If the article is still in quote, Account Manager shall delete all discrepancies beyond squawk #1, convert it to a Work Order, and inform Inspection that the article is to be returned “as is” to the customer.
5.3 Charges
·  RAI units will be charged based on Time and Materials used during the evaluation process
· Any reassembly or packaging costs will be communicated in advance.
5.4 Shipping & Documentation
· Follow standard shipping procedures.
· System notes and work order must state “RAI – Customer Declined Repair.”

6. Scrap Policy
	See WI 8.3.B 
6.1 Definition
Scrap includes parts determined to be BER or unrepairable per OEM or regulatory standards.
6.2 Customer Authorization
· Written approval required before scrapping (unless pre-authorized).
· If the article is still in the quote, Account Manager shall delete all discrepancies beyond squawk # 1, convert it to a Work Order, and inform Inspection that the article is to be scrapped per customer request. Once the Teardown Report is complete, Inspection will forward it to the Account Manager for communication with the customer. 
· All approvals must be documented in CRM/ERP.
6.3 Disposal
· Scrapped parts are mutilated per FAA/EASA or other applicable regulations.
· Disposal must be documented with logs, QA signatures, and photos.
6.4 Scrap Return Option
Customers may request scrapped parts be returned at their expense.
6.5 Record Retention
All records retained for at least two years or per contract/regulatory requirements.

7. Customer Acknowledgment
By submitting parts or requesting a quote, customers acknowledge and agree to this Sales Quote, Evaluation Fee, and Scrap Policy.
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