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Start

Customer 
submits 
enquiry

Web 
form

Email Phone

Internal Triage 
– Hire Desk

Complete On 
Hire form 

LF223

Acknowledge 
enquiry by 

response [1]

Contact 
suppliers to 

request 
quotation [2]

Quote via 
phone

Quote via 
email

No 
response

Review quotes – 
price, availability & 

quality [3]

Select Supplier & add 
% re-hire increase [4]

Raise quote on Syrinx 
and send to customer

Quote 
accepted?

Hire lost
Customer accepts 
quote and sends 

order number

NO YES

Raise purchase order 
on Syrinx [5]

Send PO to supplier

Supplier will arrange 
dispatch [6]

On hire reference

Equipment 
receivd

Scan all received 
documents on to 

Syrinx

File paper copies in 
Live Hire file

END

END

[1]
Response 

within 1 hour?

[2]
Which suppliers 

were 
considered?

[3]
No suppliers 
approached

[4]
Target % mark 

up – 15% 
achieved?

[5]
Arranged 

within SLA

[6]
Profit 

margin

Page 2
Off Hire

ON HIRE PROCESS

Customer 
repeats 
order

Customer 
uses open 

order
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Start

Customer submits 
off hire

Web 
form

Email Phone

[1]
Off hired 

within SLA?

[2]
Charges 

confirmed and 
hire closed within 

SLA?

OFF HIRE PROCESS

Confirm details of off 
hire equipment – date 
& collection address 

[1]

Auto off 
hire

Supplier arranges 
collection as 

advised 

Send request to Off 
Hire

Log off hire on Off 
Hire Board and un-
confirm on Syrinx

Equipment collected 
within 3 days from date of 

Off Hire? 

Equipment 
collected

YES

Chase supplier by 
phone

NO

Request details of any off hire charges:
-Fuel

-Damage
-Complete cost of hire

Supplier provides evidence of 
costs:

-Damage photos
-Collection/Delivery notes

- Fuel notice

Any agreed charges to 
be added?

Send advisory to 
customer

YES

Costs accepted?

Amend PO 
and re-issue 
to supplier

YES

See dispute 
process

NO

Amend hire contract.

Submit final invoice to 
customer

Close hire [2]

Scan all documents to 
Syrinx, remove from Live file 

and shred documents
END

NO
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