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Delist or BAU Suspension

I am unable to order a product 
from the catalogue due to 

this message

Speak with your Customer Service 
Advisor to discuss other 

alternatives possibly available

Are the 
alternatives 
suitable?

Product is suspended due to 
'supplier request/temporary supply 

issue/no longer available’

Check the catalogue and ICN  
suggested alternative product

Customer places an order for 
the alternative product

Yes

No

Are the 
alternatives 
suitable?

Yes

No

Customer completes their 
individual alternative product 

review

Are the 
alternatives 
suitable?

YesNoEscalate to CPSN Clinical 
Alternative Products Support Call

Monitor ICN updates 

Order product when available
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Speak to your Customer Services 
Advisor to discuss other 

alternatives possibly available

Are the 
alternatives 
suitable?

Check the catalogue and ICN  
suggested alternative product

Product is suspended due to 
limited supply requiring demand 

allocation (Control demand 
management)

Customer places an order for 
the alternative product

Yes

No

Are the 
alternatives 
suitable?

Yes

No

Customer completes their 
individual alternative product 

review

Are the 
alternatives 
suitable?

YesCheck for Mutual Aid in your local 
area/region

Are the 
alternatives 
suitable?

Suitable product is  
not available

No

Escalate to Resilience Team

Suitable product is available Customer receives product 
through Mutual Aid

Contact Customer Services who 
can raise a raise a “Control 

Product Allocation Request” and 
submit for review

Product 
allocated?

Receive resolution 
within 2 working days 
of submission

No

Customer Services places order 
for product

Yes

I am unable to order a product 
from the catalogue due to 

this message

Control Suspension
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Customer receives a 
partial order

Check the catalogue and ICN 
information for suggested 

alternative product

Have you 
received a 

‘Protect’ demand 
management 

advisory email?

The PAN says I have been sent 
and charged for less product than I 
ordered. The order for that product 
may have been manually amended 

down

Customer places an order for the 
alternative product

No

Are the 
alternatives 
suitable?

No

Customer completes their 
individual alternative product 

review

Are the 
alternatives 
suitable?

Contact Customer Services to 
complete and submit the 

Escalation Webform.

Are the 
alternatives 
suitable?

Your threshold limit cannot be 
increased at this time

Product 
allocated?

Receive resolution in 
2 working days 
following form 

submission

No

I have received less than the PAN 
says I have been sent and 

charged for. This could be due to a 
picking error at the depot

Call Customer Services to 
record the discrepancy and 

reorder

The product may have been 
unsatisfied or denied at the point 

of picking. Call Customer 
Services to talk you through next 

steps

Yes

Has your 
threshold 
limit been 

increased?
No

Customer places order within 
new threshold limit

Yes

Review delivery 
detail in PAN for 

that product.

Contact your Supplies/Materials 
Management/Procurement 

Teams to check if any product 
can be shared from elsewhere 

within trust

Can product be 
shared within 

trust?

Yes

No

Yes

Yes

No

Partial Order
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Stock Out

I am unable to order a product 
from the catalogue due to 

this message

Speak with your Customer Service 
Advisor to discuss other 

alternatives possibly available

Are the 
alternatives 
suitable?

Product is suspended due to 
'supplier request/temporary supply 

issue/no longer available’

Check the catalogue and ICN  
suggested alternative product

Customer places an order for 
the alternative product

Yes

No

Are the 
alternatives 
suitable?

Yes

No

Customer completes their 
individual alternative product 

review

Are the 
alternatives 
suitable?

YesNoEscalate to CPSN Clinical 
Alternative Products Support Call

Order product when available
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