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Information Technology Resource Centre
Internal Control Procedure for Sales, Marketing and Training Functions
Version 7.5
Updated 1 December 2011

Hardware/Software Sales

Pricing Stage

Customer Relationship Manager and Assistant Manager (Customer Relations) are
responsible for price negotiation with the selected vendor. Vendors are selected as
per Vendor Selection Guidelines and Procedures.

Customer Support Assistant keeps an updated price list for Product and Service Unit’s
reference, and also updates the product item list in Oracle Financial System. The
price list and the product list are updated from time to time to reflect the latest price
change in the market.

Customer Relationship Manager or his/her delegates to collect and to negotiate the
product prices according to individual customer’s requirements, volume and
preference so that s/he can propose the suitable products and negotiate the selling
price with his/her professional judgment.

Customer Relationship Manager or his/her delegates MUST provide at least two
quotations for the immediate supervisor’s discretion expect in the following

circumstances:

4.1 The customer expressed his/her preference on a particular brand of products, such as

Microsoft software, Lenovo personal computer. In such cases, the Assistant

Managers should notify the situation.

4.2 When there is a sole supplier for the particular products in the Hong Kong SAR.

Quotation Stage

1. Customer Relationship Manager and/or his/her delegates are responsible to prepare

quotation. Approval signature will be sought by the officer who prepares the
quotation with pricing details according to the following scheme:

Condition Approval Signature

Quotation under HK$20,000 with 5% or
more profit margin

Customer Relationship Manager

Quotation HK$20,001 — 300,000 and/or
profit margin between 2-5%

Chief Operating Officer

Quotation HK$300,001 or above and/or
profit margin under 2%

General Manager

U:\ResourcesSharing\CM\ADM\SQS\Service Quality Standard 7

November, 2011




2. All quotations must be numbered by Oracle Finance System and signed individually.
Quotations should be vetted by lower level personnel before submitting for
management’s approval.

3. Quotations should be scanned and the softcopies should be stored in ITRC server in
numerical sequence.

4. Electronic signature arrangement is acceptable. Password should only be kept by the
signatory personnel.

5. Afull set of scanned quotations will be kept in ITRC for surprise check and internal
audit by any delegate from HKCSS Administration Department.

Ordering Stage:

1. Upon receipt of duly signed and chopped quotations, Customer Relationship
Manager or Assistant Manager (Customer Relations) or Customer Relation Assistant
record the confirmed order in Oracle Finance System, which will general a Sales
Order number.

2. Immediate after the generation of Sales Order number, the responsible manager or
assistant manager records the Sales Order number to relevant Quotation number in
ITRC Trading system accordingly.

3. Responsible officer should check whether a quotation has been double recorded into
more than one sales order.

4. Responsible officer passes the Sales Order information with delivery and billing
details to Customer Support Assistant for order processing.

Purchasing:

1. Customer Support Assistant maintains a full list of supplier and updates the suppliers’
information from time to time in Oracle Financial Management System. A set of most
updated suppliers’ list has to be kept for surprise check and internal audit by any
delegate from HKCSS Administration Department.

2. Upon the receipt of sales order number and signed quotation with member
agencies’ chops and authorized signature, Customer Support Assistant or her
delegate is responsible to prepare Purchase Order (PO) accordingly.

3. Customer Support Assistant should check whether a quotation has been doubled
recorded into more than one sales order.

PO number must be generated by Oracle Finance System
Officers who prepared the PO will seek for approval by signature according to the
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following scheme:

Condition Approval Signature

PO amount HKS$5,000 or below Customer Relationship Manager

PO amount HKS5,001 to HK$300,000 Chief Operating Officer

PO amount HK$300,001 or above General Manager

6. Signed PO should be scanned by the Customer Support Assistant and the softcopy
should be filed in ITRC server together with the softcopy of the signed Quotation and
other relevant document.

7. Electronic signature arrangement is acceptable. Password should only be kept by the
signatory personnel.

8. Customer Support Assistant is responsible to update the PO number and amount in

ITRC Trading System.

Selection of distributor/dealer/reseller:

1.

Customer Support Assistant MUST source at least two quotations in view of price
comparison for a particular brand of product except the following situations:
The hardware vendor (manufacturer) designates a preferred
distributor/dealer/reseller for partnership.
ITRC opened a direct sales account with the particular hardware or software vendor.
Only sole distributor is available in Hong Kong SAR.
According to the Customer Support Assistant’s professional judgment, the selection
of a particular distributor/dealer/reseller/supplier is of ITRC’s best interest. In such
cases, Customer Support Assistant should take written note to explain the situations.
When a purchase order contains hardware and software, Customer Support Assistant
should group them to a single distributor/dealer/reseller in view of the ease of
handling and installation, provided all items are the lowest available price in the
market. Any exceptional case must provide Chief Operating Officer and his/her

supervisors with sufficient supporting reasons and documents for approval.

Order Follow-up and Goods Receipt:

1. Customer Support Assistant is the major contact point to the suppliers. S/he should
follow up with outstanding orders periodically.

2. Upon receipt of delivery information, Customer Support Assistant should update the
Oracle Financial System within two days.
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Invoicing

Sales Executive to maintain an official sales invoice registers (soft copies) in sequence.

2. Sales Executive to issue invoice within seven calendar days after the receipt of
Delivery Note from the suppliers. Invoicing should be made in partial of the Purchase
Order unless upcoming delivery and/or installation will be completed within the next
two weeks. Any delay of invoicing customers should be approved by the Chief
Operating Officer with sufficient reason.

3. Sales Executive to mark the “due date”, which should be 21 calendar days after the
date of issuing invoice, on every sales invoice. Terms of reserving the right of charging
interest should be included in the invoice.

4. The items and amount on the invoice MUST be identical with corresponding
quotation(s).

5. There are also situations when special requests from customers warrant early issue of
invoice. In such situations, customers’ written request is required. Invoice due date
will also be 21 calendar days from invoice issuing date.

Only Chief Operating Officer and his/her delegate are eligible to sign sales invoice.
All invoices (except broadband invoices) must be scanned and stored to ITRC server in
numerical sequence.

Receive Payment -- Cheque

1. Assistant Manager (Sales Administration) records the receipt in Oracle Finance
system, then issue receipt to customer accordingly.

2. Assistant Manager (Sales Administration) generate Daily Collection Summary for
Chief Operating Officer’s checking and endorsement.

3. Assistant Manager (Sales Administration) deposit the cheques to bank at least twice
per week.

4. Sales Executive keeps a full set of Daily Collection Summaries for record.

Receive Payment — Autopay (for Broadband only)

1. Assistant Manager (Sales Administration) prepares monthly invoice to customers
according to signed contracts.

2. Assistant Manager (Sales Administration) prepares autopay summary for the
Accounts Department.

3. Accounts Department implement the autopay procedure and inform the payment
status to Assistant Manager (Sales Administration)
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Assistant Manager (Sales Administration) updates the Oracle Finance System for
payment.

Collection of Payment

A reminder will be issued 30 calendar days after the due date advising customers of
their unsettled payment. The reminder can be in the form of verbal notice or re-issue
of related invoices with the red chop “reminder”. The duty will be carried out by the

Sales Executive.

A formal written reminder should be issued 60 calendar days after the due date to
advise that interest on the unsettled amount should be charged 20 calendar days
after the due date. The duty will be carried out by the Sales Executive.

The first new invoice with interest shown should be issued 90 calendar days after the
due date by the Sales Executive, should the payment not been settled. The interest
should be calculated from the due date, i.e. that first invoice should indicate interest
for 90 calendar days. Interest at 2% per month will be imposed for all overdue
invoices. The process will be escalated to the Chief Operating Officer.

New invoices with the most updated interest accumulated will be issued every 30

calendar days until the payment is settled.

Staff members should be sensitive towards special needs of customers and/or time
lag due to long public holidays etc. Approval from General Manager should be sought

if there is a need to relax the rules related to the collection of payment.

Irrecoverable Debt Policy and Procedure

Payment overdue for 90 days will be classified as high risk. COO to follow up with
collection every 14 days.

Payment overdue for 180 days will be booked in as “bad debt written-off”. However
the collection effort will continue.

Bad debt written off will subject to the approval hierarchy as follows:

Invoice Amount To be approved by

Under 1,000 COOQ, ITRC
1,001 - 3,000 General Manager, ITRC
3,001 or above CE, HKCSS
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Purchase Payment

1. Allitems on the Purchase Order must be delivered to the customer, and the customer
had cleared payment to ITRC; otherwise NO PAYMENT will be made to the supplier.
Customer Support Assistant is responsible to confirm the delivery status, order
completion and customer payment BEFORE proceeding to payment procedure.

2. Sales Executive places the copies of POs and Sales Invoices to the corresponding
purchase invoices issued by the suppliers as supporting documents.

3. Delivery status, sales invoice number and member agencies’ payment status to be
marked on the purchase invoice for reference.

4. Individual purchase invoice should be checked and endorsed by the Sales Executive
and the Chief Operating Officer

5. Sales Executive prepares requisition with the above certified supporting document.
All requisition must be produced with a summary table.

6. Upon the approval from the Chief Operating Officer or his/her supervisors, Sales
Executive can use buffer money to clear the purchase invoice which sales invoice has
not been cleared by the customer. The buffer is not allowed to exceed HK$200,000 at

any time.

Electronic Filing Structure:

File Name Description

ITRC Trading System Quotation

Relevant Sales Order

Relevant Purchase Order
Relevant Invoice

All prices of the above document

Master Sales Invoice Sales Invoice*
File Note: This file will include all quotations from IT supplies and
On-site Maintenance

Hardcopy Filing (compulsory)
Tender documents

Contract (System Development, Secondment, Broadband etc.)

Training and Workshop

Planning Stage
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1. Customer Relationship Manager is responsible for the planning of training, including

the selection of vendor, venue booking and content arrangement. The training plan

should be prepared for COO’s endorsement including content, tutor’s information,

class size, venue and budget.

Recruitment and Supporting Stage

1. Customer Relationship Manager submits the training plan to the Chief Operating
Officer for vetting and approval.

2. Upon approval, Customer Support Assistant will start marketing and the
dissemination of information.

3. Sales Executive or Customer Support Assistant will be responsible for enrollment,

registration, payment collection and payment receipts.

Prepared by Shirley Kiang, Chief Operating Officer, ITRC
30 November 2011
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Organizational Chart (Sales)

Chief Operating Officer
Shirley Kiang

Customer Relationship Manager
Katat Se

TBA

Assistant Manager

(Customer Relations)

Assistant Manager

(Customer Relations)

Felix Wong

Customer Support Assistant
Edwina Yick

U:\ResourcesSharing\CM\ADM\SQS\Service Quality Standard 7

November, 2011

16



HKCSS/SQS/C.7.03

Information Technology Resource Centre
Supplier/Vendor Selection Guideline and Procedure
Version 3.0
Updated 1 December 2011

Selection Criteria

Supplier/vendor must be reputable with proven track record of providing product /
service / system in the related field.

It is a preferable to enter relationship with more than one supplier/vendor for the
same product / service so as to provide more choice and introduce competition.
Preference should be granted to those vendors/suppliers who are willing to provide
special discount to the social service sector.

Preference should be given to companies with local incubation.

Preference should be given to companies with major employment force in Hong

Kong, when the prices are of similar level.

Procedure

ui.h W

Related staff to meet with supplier /vendor for product / service briefing and
introduction. Special attention should be paid on company profile.

Negotiate payment terms and set workflow.

Negotiate business model if necessary.

Get approval from the General Manager of ITRC via email.

Forward the approved email to Customer Support Assistant for the update of the
Vendor / Supplier List on the Oracle Financial System

Customer Support Assistant keeps a full set of Vendor / Supplier List for Finance and
Administration Director’s surprise check.

Only the Chief Operating Officer and his/her supervisor are eligible to sign any
supplier’s document such as credit account application, non-disclosure agreement,

or account opening form.
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Backlist Criteria

Vendor / Supplier will be blacklisted for the following consideration:
1. Misconduct or providing false and partial information.
2. Unable to deliver requested product / service on time or up to ITRC’s standard

Backlist Procedure

Warning Letter should be issued for at least once to communicate the dissatisfaction.
Deadline for product / service improvement should be set.
Formal Letter should be issued by the General Manager or the Chief Operating
Officer to inform the vendor / supplier.

4. Customer Support Assistant put the blacklist mark on the supplier list for reference
and record.

5. Customer Support Assistant notifies HKCSS Accounts Department for the change.
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HKCSS/SQS/C.7.04

THE HONG KONG COUNCIL OF SOCIAL SERVICE

Accounting Guidelines on the Use of Flowing Cash for HKCSS-HSBC Social Enterprise

Business Centre

Purpose of Use

The fund should be used solely for money transaction. The amount set for the
transaction of the Business Centre is $800 since February 2009.

Storage
The amount of flowing cash should be kept in the cash register, safe or cash deposit box

with key lock where applicable and should be kept secured at all times.

Checking System

A checking system should be operated and in order, such that the total amount of cash
should be kept and maintained the same in each day. A log book should be kept and
signed by the operator and the checker weekly.

Violation

The operator who handles the flowing cash shall be held fully responsible for the
handling of the money. Any violations on the use of the money should be reported and
be dealt with in accordance with the Councils rules and regulations.

Inspections
The Accounts Office shall carry out surprise on-site inspections of the flowing cash and

log book record from time to time to ensure that such is being handled appropriately.

November 10, 2011
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