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	                   Sales Terms and Definitions
Owner/ Department: IBU-BAH, Sales



	Brief
	SMSA Express Sales terms and definition initiated to identify measure and communicate in common terms.

	Purpose
	To ensure a common understanding of key concepts and terminology particularly if the term is unusual or not widely known.

	Persons Affected
	All Sales Staffs 

	Responsibilities
	Sales Executive / Sales Coordinator / Sales Manager are responsible to know the common Sales term and definitions 

	Terms & Definition 
	Lost Customer
· Customers who have not traded for over 6 months are considered as lost customers 

· For Calculation Unique Month to Month Lost customer not traded will be considered and Sales to update reason of non-trading.
 Lost Revenue 

· Will be the total of unique lost revenue previous month over month (Unique) 

· Revenue losses are only for those who have traded over the previous month and not traded the current month.

Half Yearly Lost Revenue & Customer Analysis.

A Half Yearly review to be conducted for all customers for the period of accounts opened that has not traded. All the non-trading customers over 6 months for whatever reason will be moved to Tele Sales for further calling and attempt to regain the account. This exercise needs to have a proper analysis and Sales Manager to review & analyze the reason for customer lost revenue and take up the necessary internal or strategic actions to prevent further losses.
At Risk Customer  
· A potential risk found on a product or services that does not meet the quality standards and requirements.
Down Trading 
· Any customer revenue is below than the forecasted revenue threshold will be consider as down trading customer
Up Trading 

· Any customer revenue above and beyond the forecasted revenue threshold will be consider as up trading customer
Non trading    

· Sales Manager to re-allocate the account as per territory segmentation.
Half Yearly up-trading and down-trading Analysis.

A Half Yearly review to be conducted for all customers forecasted volumes and current shipping profile. This exercise needs to have proper analysis and Sales Manager to review and analyze the reasons for down-trading customers. Necessary internal or strategic actions need to be taken into consideration. The following reason needs to be look at and evaluate the reasons for down trading.  
· RFR profiling (needs to be reviewed)   
· Lost due to service issues - Needs to be look at the business and do the necessary to regain the customer.
· No Business post-anticipated - If there is no business potential no commercial action to be taken  
· Market situation - No commercial action
 For Upgrading customer no commercial review to be taken until and unless there's a situation needs to be addressed.
Activated Wins & New Business

· Activated and New business will be considered on 1st month traded regardless date opened 
· Accounts over 6 months not traded and start trading will be considered New Business and Activated wins
Re- activated Accounts 
· Any accounts not traded over 6 months and traded again will be consider as re activated accounts 
Rejected Proposal 
· Any proposal, a request, or an offer rejected by potential customer/prospect as per the defined criteria
· Rates

· Service

· Reputation

· Requirements

· Sales Person

· Location

· Products 

· Others 
Rejected Quotation
· Any quotation request rejected by potential customer/prospect as per the defined criteria
· Rates

· Service

· Reputation

· Requirements

· Sales Person

· Location

· Products 

· Others

Monthly Analysis Rejected Proposal and Quotation.
· Data base to be created and monthly analysis to be review and evaluate.
Sales Pipeline – defines as in two categories: 

· Active pipeline -Any pipeline that can be activated within 45 days
· Strategic Pipeline -Any pipeline that can be close between 45 days to 90 days
Transfer of Accounts
· Official request form of transferring of account from one Sales Executive to another. Transfer of Accounts criteria to be define by management.
Accounts Re-allocations – defines as follows;
Any Revenues from                                                             

· BHD up to 100 - Telesales                                                                 

· BHD 101 to 500 - Account Executive                                                  
· BHD 500 to 1500 above -Territory Manager     
· BHD 1,000+ - Key Accounts & Industry  
· Sales Managers - Strategic Accounts  
Review and re allocations of accounts will be done yearly.
Request for Rate (RFR)
Rates request for all international and domestic rates beyond the authority matrix of the Sales person.
Management Discount Approval (MDA)
· For customer special requirements such as rates, service, special handling. Special projects and/or heavy or regular shipments asking for special rates or service requirements.
Scope of Work
· Scope of work provides information on details of work, responsibilities, liabilities and all necessary information needed in a specific project being requested. MDA will be attached if necessary.
Authority Matrix
· Approved discount level of individual sales persons and management provided on the basis of customer business profile
Cash Customer
· Any customer traded on cash basis and no business registration.
COD 

· Cash on delivery is type of transaction where the recipient pays for a good at the time of delivery. 
Warehouse Management System (WMS)

· Warehouse management system (WMS) is a solution that offers visibility into 

a business entire inventory and manages supply chain fulfillment operations form distribution to store shelf.

SKU’s
· Stock Keeping Unit -assign to products to keep track of stock levels internally.
GPA

· Government Postal administration charge defined at the origin country for all export shipments.
FSI

· Fuel surcharge Index differs on monthly basis and percentage variation will be informed by finance on monthly basis. 
VAT
· Value added tax applied for all import shipments at the destination county VAT % will be defined and imposed by the government if any.

Adhoc customers - Shipments

· One off shipment, not regular shipping customers, any sales can sell Adhoc shipment under their cash account.

· Lead qualifier should be on communication when rate submitted to the customer

· Lead qualifier should keep record for all Adhoc rejected quotation.
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