
Illustrative example • Fictional scenario • Not client work

ILLUSTRATIVE DELIVERABLE 02

BUSINESS PRACTICE EFFICIENCY

Operational workflow map
Quote request to accepted order | Process owner: operations lead

01 Current state - a scenario to investigate

The sequence below is a fictional working hypothesis. Validate it by following representative quotes with the
people who do the work, including exceptions and returns for correction.

01 Sales
Receive the request

Email holds the customer requirement; missing fields trigger a return to the customer.

02 Sales / pricing
Check terms and price

Request is forwarded for review. Approval context may remain in an email thread.

03 Supply planning
Confirm availability

Availability is checked separately. Changes may not reach the same quote version.

04 Sales
Send and revise the quote

Customer revisions return to pricing or planning. The active version can be unclear.

05 Order
management

Create the order

Accepted details are entered again; discrepancies return to sales before release.

02 Observe before redesigning

Evidence to capture: handoff timestamps, missing information, correction reason, quote version, next owner
and customer update. Test where work waits; do not infer the bottleneck from one team’s perspective.

Actual engagement deliverables depend on evidence and agreed scope. 1 / 2
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ILLUSTRATIVE DELIVERABLE 02

BUSINESS PRACTICE EFFICIENCY

Proposed flow and controls
Pilot design | A named owner accepts each handoff before work moves forward

01 Sales
Log one request record

Required fields: customer, product, quantity and requested date. Sales resolves
missing inputs before release.

02 Pricing lead
Approve commercial terms

Record approver, price version and any exception. Out-of-policy terms route to the
authorized approver.

03 Supply planner
Confirm feasible promise

Record availability source and validity. Changed assumptions return to sales for
customer agreement.

04 Sales
Capture customer acceptance

Link the accepted quote version and conditions. A customer change reopens affected
approvals.

05 Order manager
Validate and release order

Match order to accepted quote. Resolve price or availability differences with the
accountable control owner.

03 Exceptions stay visible

The receiving team accepts or returns a handoff with a reason. Sales retains customer communication; the
operations lead resolves unowned or cross-team issues. Open exceptions remain visible until an owner records the
disposition.

04 Pilot review and continuation gate

Review evidence: end-to-end lead time, backlog age, first-pass completion and employee feedback, using agreed
definitions and a baseline.

Extend only when: representative orders reconcile to accepted quotes, exceptions have owners and affected roles
can use the process. Pause for an unapproved price, an unsupported promise or lost customer acceptance.

Actual engagement deliverables depend on evidence and agreed scope. 2 / 2


