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Customer Returns Procedure: WI34

EN ISO 9001 2015 Authorised:

This procedure has been completely reviewed. Therefore no individual paragraphs have been
starred (*) to indicate changes.

1.

AIM

To define the actions, authority and responsibility within the company, necessary to ensure
customer returns are dealt with efficiently and courteously and corrective and preventative
action is taken when needed.

SCOPE

All products and services

RESPONSIBILITY

Returns Co-ordinator - Returns: for receipt and processing of returns. For contact with
Customers/Suppliers for arranging collection, collation of information to enable analysis to

be taken and action taken to prevent recurrence.

Managing Director, Finance & Operations Director, Operations Manager: to assist the
Returns Co-ordinator when a decision is required.

ADMINISTRATION

RMA Request Form — AX generated.

QUALITY RECORDS

Customer Returns Form - RMA

METHOD

Returns Procedure

The AX computer system will allocate an RMA Return Number and contact the customer to
arrange collection of the goods. Refer to Appendix 1 (attached) for AX process and

Appendix 2 (separate document) for Flowchart.

Where an amicable solution cannot be reached with the customer, the MD or Finance &
Operations Director will be requested to intervene and to finally resolve the problem.

The goods themselves may be scrapped, repaired, returned to the supplier or restocked as
first or second quality. If the goods are for restocking then the Stock Logistics Analyst is
advised by Warehouse.
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For replacement goods, a new order will be raised to ensure that the replacement is followed
through by the normal means of processing. For items to be repaired, a Works Order is also
raised by Production.
All action taken is recorded on the Return Order screen in AX together with reason codes by
whoever is dealing with the return. Additional correspondence with the customer, supplier
or carrier is also attached.

Credit Process

Any product returning to Plastica requiring a credit, is only given approval by the MD or
Finance & Operations Director in MDs absence.

Before that approval all associated paperwork is collated within the Finance Department and
then presented to the MD for authorisation.

Analysis

Monthly analysis will be carried out and reported to the Senior Management regarding
trends.

Cross References

Control of Non-Conforming Product Procedure
Corrective and Preventive Action Procedure



Appendix 1 WI13.4

Creating a return

Sales & Marketing > Common > Returns Orders > All Returns Orders
1. Click on Return Order

-
-

) PLA + Sassndmarteing + Commen + Retum sders Al etursorders | s o

Reumorder | General

O
- / = Editin gid Pl q [ Acknowledgement [}
3 g 7B o : ]
Retum | - Puchese  Edl Manage De Refish  Epotic  Attachments
order retum order = charges Microsoft Excel
N Msintsin etum  Charges Send Generste | Joumais L Aachmerts
<
4 Foveutes || % Al retumn orders (Unsaved filter) = Type tofiler e ) [TEE B[] etotsiesodens B~
5 My Frveurites 71/ R0 number | invoice account | Colection Requird | Collection Arranged | Collection Date. | Rebum Camer Name Retun ststus | Desdline | | Crostion deke | Soles ceder | Sal
o Sale and murketing RA0I0570 [STARE ] o St Account Open G ST CEmras O
Aoea page RMA2I0S7S  STARIZ No Ho Sail Acsount Closed oa1/2006 e
4 Common RMA-DIS74  DOUGH No Ho Doughboy UkLtd Crested onie e
» Contomers RMA-QISTS  FUNFDY [ Ho Fun Fantastic (Ul Lid Canceled  Q7AV2DIE S e
e RMA0IOS2  AAPODI Ne Ho A& Pools Crested 771172016, Lt Sl (B
e =||  mazowoss  ramm Mo o Fairmesther Pool Services Crested 1nozte = :
D) AMA-0I0352  I0WADT Yer W UK ool Store Ltd Crested wieze s
v rities e
RMA-0I0551  FLOWDY [ W Flowman Lek Wi .
(i 010351 LOW o o (ommen Leisure Lid Crested 11072016 fr—e——— = o
L RMAOIOEI  OASOT o Ho Ot Sudmming Pocts (encilad Crested w216 d
. hl“m’::ﬂ RMADIORZI  HYDRZ No Ho Hysrocare Home Leisure Created 1210216
e RMA-DION2  AQUAZS No Ho Blue Cube (Europel L1d /s Aquatech Pocl . Crested 104102016
e e RMA-DI0S1!  SHRODT No Ho Shropshire Pools & Spas Lt Crested 10102016
Open el RMA-DI0NT  TORCOT No Ho Allpools & Sgas Ltd Created 10102016
Open sakes orders for customers om hokd RMA-OICER2  CROSIT No Ho M P Croudi T/a Crosdil Lisure Closed 7ot
e e o] RMA-OIOEST  OASOT o He Qs Suimming Posts (Kent 14 Clesed ot
e — RMA-0I0ES  PETEDY No Ho Peters Poal Care: Crested oB10/2016
Backorderines RMA-DICETS  BLUETD o Ho Blue Fiband Pocks Crested AR
Delayed shipements RMAOIET2  TROPOE o Ho Tropical Swimming Pocls Ltd Clored osnots.
 Retum orders RMAQICET!  LENING! No Ho Lenno Liquids Lt Created oot =
[ Allretm orders RMA.OIOEST  OASIOT o Ho Ot Suimming Pooks (enciL 1 Closed oviots.
| Rmaoisss  Damant No Ho Damar Supplies imited Created Bots
G rome [ No o orsLeiuietta Coet @
3] porchaseeder RMA-010853  SCPPDN No Ho SCP (UK Lid Closed some
RMA-DIOES2  BPSLOT No Ho BPSLeisure Ltd Closed o020t
(3] setestedger RMA-OI0EST  RGROOT No Ho A6 Poos & Lesure Lid Closed o/t
& cenet AMA-0I0BS  KENTOS o He | FS8Suimming Pocis =2 Crested ss/20t8 ]
CHE== Cureney:
24, Cost accounting Memnumber  Productname  Salescategory  NonRemmable  Netamount  Quantity Hamdous Uit Retum stans
) e - - - -]~ -
= s T grd s emry
e
) Traved and expense. nd\
PaunEudlhe m:
| The customer accaunt to be invoiced | Ai7esssn | GEP | USR Model | pla | initial | AX2012Lve

2. Enter customer account number and click OK

G

Custerner accounf: | STAFO2

MNarme: Staff Account

Contact: | | v

> General % 5000078317

I- Customer Specific Information
» Administration %

The name of the contact




3. Click on Find Sales Order button

Generl ae
t-‘i o / 7 Delete % & @J
= L 55 Cancel order | (g Return order |
Return Edit & Header Find sales | Maintain - r Attachments
order view order | charges
New Maintain Show Return Charges Send Generate Joumnals Attachments
5000078313 : STAF02 - Staff Account Created Latest return orders (2R
© Return order header RMAnumber ~ Return status ¢
Lines - z
o RMA-010975  Created
=4 Addline [ 7 Retumline> g Stockv  [eUpdateline> 23| Kitting~ RMADD9T]  Closed
[J Kt hemnumber | Product name Quentity Unit  Unitprice Netamount Qtyretuned RetumReason = Retum Stage Retun status  Non Returnable | Hazardous Number RMA-DOTS34  Closed
. | - - - - - _ RMA-DOT0S2  Closed
[ 000 Awaiting R Expected O RMA-OUT41  Closed
Latest sales orders B~
Related information (5%
> Line details
[T B o \@_} | | tem number in arder line | QA1788561) | GBP | USR Model | pla | initial | AX2012Live Close |J

4. Now select the items being returned from the correct sales order, you can filter orders by product
code and a date range to help the customer find the correct order. You can also have multiple
items from multiple orders returned on the same RMA. For items that are serialised the serial
number must be quoted and the correct ordered used.

Reason code: Reason comment: |

Search criteria Quantity

Sales order: ‘ v | From date: [ | invert sign:
Item number: wll Todate: x|
| | e

Delete order lines: [

| Invoice | Show selected transactions |
Select all | Sales order  Invoice account  Delivery name Invoice Date Voucher Invoice amount  Currency A
~ STAFD2 - - - - - - -
O 5000076351 STAFO2 Staff Account SLO00GE59%  08/09/2016 SLV00DG66599 0.00 GBP
O SO00076496  STAFO2 Staff Account SLODOGETA4  12/09/2016 SLW00066744 1260 GBP
O 5000076662 STAFO2 Staff Account SLODDG6B6S  14/09/2016 SLVD0D66865 576 GBP
] 5000076850 STAFD2 Staff Account SLODD67010  16/09/2016 SLVDODETO10 66.73 GBP
O SO000T7177  STAFO2 Staff Account SLO00GT314  23/09/2016 SLV000G67314 0.00 GBP
| SO00077871  STAFO2 Leonardo Palmisano  SLODDG7863  07/10/2016 SLV00067863 2,12875 GBP |E|
v
Kit| Mark |item Sales category ~ Description Quantity to return  Unit  Unitprice  Amount  Discount  Discot &
- - - -
O I\RMO023CGT Reinforced Pale Beige 1.65m x 25m 100.00 Lm 1335  1,335.00
O IBRMO26 1.65m x 12.6m Wide Non Slip Sand per LM 500 Lm 19.04 93.20 _
O [ARMO24 Alkorplan 1.63m Wide, Persia Sand 700 Lm 17.54 122.78 =
O jacoie Alkerplan Beading Strip Cut Te 9mm Widths 200 ltem 348 6.96
O PLL550 100 Drive Rivets 23.5mm x 4.8mm 200 Pack 12.01 24.02
[ |PELCHG Delivery Charge 1.00  ltem 190.00
~
<| m >

Select the reason for the correction




5. Now enter the reason for return for each line, if you know what action will be required you can also

set this at the same time

Retumn order |~ General I'm )
t__] o 7 Delete ]ﬁ = H I Acknowledgement note @j
f Lhe Ei
j ﬁ L 58 Cancel order R Retur onder .
Retun Replacement  Purcha: Edit Header Find sales = Maintain Attachments
order il etum orde view order | charges
New Maintain Show Retun | Charges Send Geneate | Joumals Attachments
5000078311 : DOUGO1 - Doughboy Uk Ltd| Created Latest return orders B~
© Return order header RMA number  Retum status ¢
Lines = ad
. RMA-010974  Created
=HAddline “HRemove | 7 Retumline i, Stockv [4Updatelinev [33Kitting™ RMA-D09512  Closed
[] Kit ltemnumber  Product name Quantity Unit Unitprice Metamount Qty retumed | RetumReason  Return Stage Retumnstatus  Non Retunable  Hazardous Number RMA-009002  Closed
- - - - - - - RMA-004054  Closed
PWA224 AG Winter Debris for 12ft x 24ft Oval Pool 100 ftem 3207 Awalting Return Expected ] RMA-002881  Closed
Latest sales orders [ERY
Related information (2%
> Line details
| 1788561) | GBP | USR Model | pla | initial | AX2012Live Close

Mo« > M| 2 ([E] ]9 | Unittheitem s soldin

6. If the product is faulty or has any other issues these can be entered on each line

Retum order | General
§ 8 « Z0-. 00 5 Koo =
| L 58 Cancel order R Retur onder .
Retum Replacement  Purcha Edit Heade Find sales | Maintain Attachments
oder  orcer etum orde view order  charges :
New Maintain Show Retum | Charges Send Generate Joumals Attachments
5000078311 : DOUGO1 - Doughboy Uk Ltd Crested Latest return orders B~
© Return order header RMA number  Return status ¢
Lines = z
- RMA-D10974  Created
=HAddline “HRemove | 7 Retumline i, Stockv [4Updatelinev [33Kitting™ RMA-D09512  Closed
[ Kit Itemnumber  Product name Quantity Unit  Unitprice Netamount Qtyretumed Retum Reason Return Stage Retum status  Non Retumnable  Hazardous Number RMA-009002  Closed
- - - - - - - RMA-004054  Closed
PWAZ24 A G Wintes Debris for 12ft x 24t Oval Pool -1.00 ttem -3207 Awaiting Return  Expected Ll RMA-002881  Closed
Latest sales orders o~
Related information B v
4 Line details.
Fault Reported:
Inspection Report:
Returns Information  General ./ Product  Foreign trade

| [1788561) | GBP | USR Model | pla | initial | AX2012Live Close

4| 9] | Toggle the form between view and edit modes




7. If the customer requires Plastica to arrange collection this can be set in the header screen

Return order General

o 7 Delete
22 / 5% Cancel order
7 Edit

Maintain

ﬁ ﬁ a ﬁ :'::iﬂt;umwdu == B

Header | Line  Find sales  Maintain
view | view  order | charges

Show Return Charges Send Generate | Journals

D
Attachments

Attachments

S000078311 : DOUGO1 - Doughboy Uk Ltd

4 General
Return order
RMA number:

Customer account: | DOUGOT
Name: Doughboy Uk Ltd

Replacement

Replacement reference: | SO00078312

Up-front replacement: (/]

Created Latest return orders. |2
07/11/2016 | SO00078311 | DOUGO! | 1A nlimber, 1 Rems siis 16

RMA-010974  Created
RMA-009512  Closed

Retum reason code: Invoice account: | DOUGOT v RMA-00002  Closed

Deadiine: o7/11/2016 | i o] Srmpe RMA-0D4054  Closed

Sales order: [so007s3i1 | E-mail: chis.doughboy@btconnectcom |53  Site: M FNS: G02BE1 S Claserd

CRM Case No. [ ] reumstns Latest sales orders o~
4 Setup GBP B~

Administration Intercompany Date and time

Sales taker: Daniel Sawyer [v] Autocreate intercompany orders: [ Created date and time: @

Language: @ Direct delivery: [m]

ey [ ] orsin [—

Allow indirect creation:

Carrier:

Collection Required:

Collection Amranged: [No v

Collection Date:

‘ollection name: ica

Collection address:

Address: Perimeter House ~
Napier Road j
St Leonards-on-sea =
East Sussex
TN3E INY <
Collection contact:

Telephone Number:

Plastica Ltd [v] ] B8

M <= >

> |

1 | @ | Toggle the form between view and edit modes

| A1788561) | GBP | USR Model | pla | initial | AX2012Live Close

8.

Now you can confirm the RMA by clicking on the ‘Return Order’ button to generate the customers

paperwork.

General

0@

t_.lj {‘EE!‘] - / 7 Delete ]@ =™ q note Mj
‘ BS 58 Cancel order »
Return Replacement  Purchase Edit eader Find sales = Maintain Deliver Attachments
order order return order view order charges note
New Maintain Show Return Charges Send Generate Journals Attachments
5000078311 : DOUGO1 - Doughboy Uk Ltd Created Latest return orders [
I Return order header RMA number  Return status = (
Lines d hd
RMA-010974  Created
“HAddline  ARemove | 7 Retumline™ jflyStock~ 4 Updateline™ [ Kitting™ T —
[] Kit Hemrnumber  Product name Quantity Unit  Unitprice Netamount Ofyreturned Return Reason  Retumn Stage RMA-000002  Closed
hd A M hd hd RMA-004054  Closed
PWAZ24 A G Winter Debris for 12ft x 24ft Oval Pool -1.00 | ftem -3207 Awaiting Retur RMA-002881  Closed
Latest sales orders B v
Related information B ~
< [ []
I Line details
1| 1 | Unit the item is sold in. | A1788561) | GBP | USR Model | pla | initial | AX2012Live Close i




Upfront Replacement
1. If the customer requires an upfront replacement for something that has arrived damaged or faulty

you generate this through the RMA by clicking on ‘Replacement order’

Retum order | General ae
88 | e 80 8 K 2 - 0
s — 5 Cancel order J "¢ Return order = )
Return | Replacement | © Edit Header | Line Find sales = Maintain D Attachments
order | order view | view | oder | charges
New Maintain Show Return Charges Send Generate Joumnals Attachments
S000078313 : Craatareglacememwdenndassocme it with the return order. Gt e O~
© Return order header RMAnumber  Retum status ~ {
Lines ad ad
~ RMA-010975  Created
=#Addline = Remove 7 Retumlinex  § Stock> (& Updateline~ 3 Kitting™ RMA-0099T1  Closed
[ Kit Itemnumber  Product name Quentity Unit  Unitprice Netamount Qtyretumed ReturnReason  Retum Stage Return status  Non Retumable | Hazardous Number RMA-007994  Closed
- - - - - - - RMA-007052  Closed
PRDO0003 Slidelock Steering Wheel 200 ltem 4150 -55.61 ] | Awaiting Retum  Expected H] RMA-D070M1  Closed
PVHO05 Deluxe Triangular Weighted Vac... 100 Item 0.00 Awaiting Retun Expected ]
Latest sales orders. (2%
Related information (Y
> Line details
(L B o ] l _1 | 1] | Create replacement order and associate it with the retum order, | QA1788561) | GBP | USR Model | pla | initial | AX2012Live Close. |-|

If it is a direct replacement with no other changes then just click OK, if you want to send an
alternative item then untick ‘copy return order lines’ At this point you can also amend delivery

2.

address and add any references.

STAF02 |
Staff Account
| w
Delivery name: Staff Account Address: Perimeter House Z
Mapier Road
ST LEOMARDS-ON-SEA
TN38 9NY
United Kingdom v |
Drelivery address: Staff Account | v | Delivery contact:

Contact Tel No.

Alt Contact Tel No.

Contact Email:

Delivery Instructions:

4 General 5000078314
Sales order References Storage dimensions
Sales order: @l Customer requisition: —l Site: PLAHAST v
Order type: @ Customer reference: Warehouse: W
Invoice account: STAFOZ—| CRM Case No. Intercompany
MName: Staff Account Sales agreement 1D: Intercompany: [] l:l
Currency
Currency: GEP | W

I Customer Specific Information

|- Shipping

I» Administration

The customer accol

unt to be invoiced




3. Inthe returns header screen it will now show that there is a replacement order

E Return order General

88 & =@ X N
! BE 5% Cancel order 5 Retumn order
Return 7 ment Py Edit Header | Line  Findsales  Mintain | Attachments
order jer retum orde view | view  order | charges
New | Maintain Show Retun | Charges | Send
S000078313 : STAFO2 - Staff Account Created Latest return orders. B~
4 General 08/11/2016 | SO00078313 | STAFD2 | PLAHAST | A nuovher, |- Retuan statis § ¢
Return order Customer account: | STAF02 [Repiacement e 010975. e a
- reats
RMA number: Replacement reference:
Name: Staff Account s RMA-009911  Closed
Rletum reason code: v Invoice account: [ STAFO2 v Up-front replacement: RMA-007994  Closed
Deadiine: 08/11/2016 | o ¥'s RMA-007052  Closed
Sales order: 5000078313 E-mail: cale@plasticapools.net 8 Site PLAHAST  |v 4006, Chced
Customer reference: Status Warehouse:
CRM Case No. Return status: Latar ses et (£
4 Setup G8p B
Administration Intercompany Date and time
Sales taker: Daniel Sawyer [v] Autocreate intercompany orders: [1] Created date and time: | 08/11/2016  11:41:07
Language: g |v Direct delfivery: [m]
Currency: G v Origin: [:|
Allow indirect creation: L
4 Collection address
Collection Required: |No v Address: Perimeter House [~
) Napier Road
Collection Arranged: [No v St Leonards-on-sea L
Carrier: v East Sussex
TN38INY v
EolectionOate 2 Collection contact:
Collection name: [ Plastica Ltd Telephorie N
Collection address: ~ Plastica Ltd |v =
o< 1| £} | Unique number issued to authorise the retum. | 1788561) | GBP | USR Model | pla | initial | AX2012tive | Close u




Organising a collection

1. Inthe returns order overview screen you can now filter by orders that need collection

b PLA b Sales and marketing b Common b Retur orders b All return orders 43 Seat P

Retumorder  General FUS
o g o Edtingsd | [= = =2
€ B s S0 B Mo B
Retum B Concendes | TSI Mg
order order e
New Maintsin Retum | Charges | Send Generste | Joumais
a Favourites ;‘ W Al return orders (Unsaved filter) ~ Type tnfilter \mﬂ—i\& FEEB[®|  Latestsslesorders B~
5 My Frvourites "] RMAnumber | Inwoiceaccount | Collecion Required  Collection Arranged  Collection Date | Retum Carier Hame. Rewmsta.. Desdline (5] L Cremion dae| Salesord.. | S
4 Sales and marketing RMA-0I0574 | DOUGHT No Ho foughboy Uk Ltd Crested 071172016 R
rea page RMAOIOS73 U v Ho i Fantacic (U 113 Conceled 971772018 COIZh S [
4 Common RMA-010572 Mo Ho Pools Creted 071172016 AL D Ll
D RMA 010861 Mo Ho inweather Pool Services Created 102016 o
b b ] RMA-010852  JDWAD1 Yes. Mo K Pool Store Ltd Created /1072016 EEE ST
b Leads =| mvaocest  Aower No Ho flonman Leisure Lid Creaed 14102016
S RMA-0I0ST  OASIOT No Ho §asi Suimming Pook (entitd  Crested 1241072016 Latest return orders
. c.““m"":m RMA-OIOR!  HYDR2 No He Hyérocare Home Lesure Crested 121072016 = o
A RMA-0IN2  AQUAZS No Ho e Cube (Europe) Ld T/e Aqu.. Crested 1071072016
S RMA-DICETT  SHROOT No Ho hropshicPocs & Spesled  Crested 1007016
e RMA-0I001  TORCD! o Ho Atpoots & Spas Lt Crested 1071072016
e RMAICE2  CROSI! No Ho 0P Crosdd T/a Crosdil e Closed 0741072016
Open saes onders RMAOIGEST  OASIOT No Ho §asis Suimming Pooks (Gencilsd  Closed 071072016
e sabe e for mborins i hokd RMADIOEE!  PETED! No Ho eters Pool Care Crated 06102016
e o] RMA-OICET  BLUETD No Ho e Riband Paas Creaed  05/10/2016
Saiae sopuarnante RMA-0I0872  TROPO6 No Ho opicsl SwimmingPocks Lt Clesed 0511072016
e RMA-DIET!  LENNGT No Ho fenno Liguids Lt Creaed 03102016
Délayed shipments RaA-OI0ES  OASOT No Ho §asi Suimming Book (entiltd  Closed  O4/1072016
+ Retum arders AMA-0I0ESS  DAMADI o He famar Suppies Limaza Cremea o308
Al retum orders S| maonest  eemor Mo o | Cosed w0706
| mmaowess  scrpon No Ho P (UK Led Cloed  G¥I072016
@ ome oA o Ho {rsLesuretsa ot owiorams
] Porchctodger RMAOI0ES!  RGPODI No Ho & Pooks & Leisure Lid Closed 0341072016
RMA-OIOB4S  KENTOS No Ho §58 Swimming Pools 82 Crsted 300972006
2} satesedger RMADICHZ  TROPOH No Ho ropic Lesure Closed 304092016
R RMA-OICBAT  AVOND! No Ho  fonscennicuna Closed 0072016 v
&8 vesgeny Curreney:
2l Cont accounting Hem number | Product name Sales category b Netamount  Quantity | F| Unit Retum stat
U/ Ths ard s emty.
! Cash and bank management
] Teavel and expeme: ndo
®e Y Halfe -
7] | Custemer account that generated the order. | Qr7easen) | Gep | UK Model | pia | initil | Ax2012Lne

2. Once a collection has been arranged with a carrier the returns order can be updated with
information about who will collect the goods and when.

Return order General

é"é /;:::::deﬂ ﬁ @ a K ;:zmmordu = : ﬂ—\'

Return : Edit Header| Line  Findsales | Maintain Attachments
order view | view | oder | charges
New Maintain Show Return | Charges Send Generate | Journals | Attachments
S000078311 : DOUGO1 - Doughboy Uk Ltd Created Latest return orders B -
4 General 07/11/2016 | SO00078311 | DOUGOT | | A Rlimber, | Remi siis |6

Return order Customer account: | DOUGOT Replacement N

RMA-010874 _ Created
RMA number RMA-010974 | Replacement reference: [SO00078312
Ij‘l Name: Jotophey Ll ® RMA-009512  Closed

Retum reason code: Invoice account: | DOUGOT ‘v Up-front replacement: [/ RMA-009002 Closed
Deadiine: o7/11/2006 |

Contact [¥] storage dimensions RMA-004054  Closed
Sales order: 5000078311 i chis doughboy@btconnectcom |53 Site D RMA-002881  Closed

Customer reference: Status idomms Ij
CRM Case No. Return status: Latest sales orders B

4 Setup =y B v
Administration Intercompany Date and time
Sales taker: Daniel Sawyer [v] Autocreate intercompany orders: []] Created date and time: [07/11/2016  13:51:22
Language: en-gb v Direct delivery: o

Currency: G |v Origin: I:

Allow indirect creation:

Collection Required: [No Address: Perimeter House
) Napier Road
Collection Arranged: [No v St Leonards-on-sea
Carrier ?’u&fm
Lliecion Date: Collection contact:
TMecton name | Plastica Teléphaiie Nl

Collection zddress: [ Plastica Ltd [v] ] B8

1| 91 | Toggle the form between view and edit modes | (1788561) | GBP | USR Mode! | pla | initial | AX2012Live Close




Processing Returns

Stock and warehouse management > Periodic > Arrival overview

m

This screen is used to see what orders are waiting to arrive at Plastica, to see return orders change
the setup name to ‘return order’ and then click update

Now you can find the RMA you want to start the arrival process on, mark the order or line if the
whole returns order hasn’t yet arrived. Then click ‘start arrival’

Grerview | Seup
Dispay options
Show lines: o Setup n.m1 Return order v |
£ Runge
Doy back Worhowes | Accountramber [o] tode o ey o] Hamber
Do tomart || epptesrlrnce | — To] mosmber | =
Seectall Clesrall  Showallsclcted  Journais~
[FeTTorseil] Stsusdste | Releence | Mumber | Lines | Quantiy  Volume Weight Guerminecontrol | Receiptinprogress | AMAmumber -
[m] 26/03/2015 Sales order 5000042895 5 000 [T [ MNone. RMA-006174
[} 23/00/2015 Sales order  SO00036588 1 100 000 1575 [ MNene. RMA-00T922 o
[l MWOUNE  Sslesorder | 000064 1 100 sessse 1120 T None AA-009394
(] 03/05/2006 Sales order  SO00065244 4 20 sssssss 5620 () None RMA-009232
[N} 005016 Salesorder | SO0S5244 1 000 om0 [ Mone RnA-000432
& TREENE (S e | SO0 [ ¥ MR I Nome e
O 1001 Slesseter S0000STO7S 1 a0 w2 [ nene A 00952
(] 22/03/2016 Sales order 5000067288 1 0.00 000 0.00 °c MNone RMA-009601
O 2052006 Sslesorder 000087680 3 20 sossams 40 [ Hone A 009831
[} 26/05/2016 Sales order  SOQD067T74 1 100 000 0.00 L MNone RMA-009644
[} 02/06/2016 Sales order  SO00068315 1 0.00 0.00 0.00 [ MNone RMA-D09682
(=] 02/06/2016 Sales order  SO0D06B362 1 200 532000 029 [ MNone. RIMA-009684 v
Site: PLAHAST Account number: | WOWL13 Supplier reference:
[ ] Hame Viodd of Ve i cete) | Moo ofdelvery 02
lnes
Kit [ Select for arival | Reference | Number | Status date | Site Wiarehouse | tem number | Direct regisuation  Quantty Volume | Weight in proge i i Gutof ange | In progress | Disposiion code
o [m] lesorder  SO00A2835 25/01/2015  PLAHAST 20 U513 ] [T o0
L4 (m) alesorder | SO0M42E95 282015 PLAHAST 40 Lawooe. [u] 00 oo oo
L 3 a les order 5000042895 26/03/2015  PLAHAST 20 KNODO2 o 000 000 00:00
" o lesorser SOOIDRE 26015 PLAHAST GTCPONDL.. oo e
o [m] [oales order  S000042895  26/03/2013  PLAHAST 40 GIC1155 000 000 00:00
& Dirext registration details
Totorsctnes  Qustty [ 0| vohme [ 0] wegne[ 0] anctngiime [o ]
Totalfor lines in progress. Cuartity: 000]  Volume:| 00| Weght | 000 Hinﬂhngnma
M4 i B P[] ) Seectwhich receipts o show | 178E561) | GBP | USR Modl | pla | iital | AXCOT2Live | Close |

An item arrival journal will now be created and can be found under Stock and warehouse
management > Journals > Item arrival > Item arrival select the journal for your returns order and
then click on lines.

%k- MNew X Delete Lines  Validate  Post  Create new i @

Show:

Overview | General | Default values | Blocking | History |

[] MName Journal Description Lines Posted Inuse
- ] v v MNo .
| JICYN | ARJ-001000 Stock Arrival journal 1
Stk Ar..  ARMDD0S99 Stock Arrival journal 3
Stk_Ar... ARJ-000992 Stock Arrival journal
Sth_Ar.. ARJ-000979 RMA-B681
Sth_Ar.. ARJ-0D0942 rmas353
Stk_Ar... ARJ-000904 rmad192
Sth_Ar... ARJ-000857 returnrma3dn?
Stkc_Ar... ARJ-000850 returnrma32g2
Stk_Ar... ARJ-000842 returnrma32 1l
Sth_Ar... ARJ-000805 returnrmal 946l

ODOoOoOoOooooOodd

[2]] B | identfi.. | 1788561) | GB | USR Model | pla | inital | AX2012Live | Close |




*—New XDE|E1:E Validate  Pest o Functions™  Stock™

Chrerview | General | Dimension |

[] Kit EAN128/UCCI28  Item number  Quantity Leg

: EPU1OD 1.00

[Z]] @) |eaN128barcode | (1788561) | GBP | USR Model | pla | initial | AX2012Lve | Close | .

4. Next click on the General tab, here is where you decide what will happen with the item next. If the
item is damaged and to be scrapped or going back to stock you get set the disposition code at this
point. If the item needs to be inspected we will want to start a quarantine order, tick quarantine
management and then go to the Dimensions tab and set the warehouse and location to QUA

View ended: [+

Overview | General | Financial dimension| Stock dimensions |

Stock dimensions Quarantine stock dimensions

Configuration: Configuration:
Size: Size:

Colour: Colour:

Style: Style:

Site: Site:
Warehouse: Warehouse:

Batch number: Batch number:

Location: PACKING Location:

Serial number: Serial number:

4« i > B[ 2]] B | Descripti.. | D1788561) | GBP | USR Model | pla | initial | Axz012Lve | Close |



5. Then click Post to complete the journal, for non-quarantine management orders go straight to

Completing the returns order section

Validate

ENew X Delete

Functions*

Stock~

m General | Dimension

Identification
Journal:

Line number:

Date: 08/11/2016 | [

Journal line

Reference

Account number: | MERMOT

Reference:
MNurnber:

Lot ID:

[tem number: | EPUTOD

Quantity:

Mode of handling

Check picking location: [

Cuarantine management: ¥

Return order
RMA number:

|Sa|5 order

5000056588

STLOT-0021 545| w

Disposition code:

<|

[]>

| ) | Identification of th... | _JL(1788561) | GBP | USR Model | pla | initial | AX2012Live

6. If you selected quarantine management then the system will create a quarantine order to manage
this part of the process. To find the quarantine order go to Stock and warehouse management >
Periodic > Quality Management > Quarantine Orders



7.

Find the relevant quarantine order and assign it to the name of the person who will be responsible
for it. You will also need to go to the returns order and update the return status to show what

department is currently dealing with the returns order.

*New }\’ Delete Start Functions™  Stock™

ion | Stock di

Overview | General I Financial di ions |

Status

En.. + -

reated

Responsible Disposition code

Quantity|
- -

1.00

[] GQuarantine number ltem number

QUA-001446 110-0120 Ade Perry

i M |[Z2]] B | showol.. | (1788561) | GBP | USR Model | pla | initial | Ax2012tve [ Close | .

Retum order | General ae
- 4‘5- - 7 Delete = [} = B [}
oz X =] A
Lo 2 Cancel ord & Return ord
Return  © P Edit ﬂ eeelorder Header Find sales = Maintain ' Returnorder D ﬂ Attachments
order view order charges
New Maintain Show Return | Charges Send Generate | Joumals Attachments
5000078311 : DOUGO1 - Doughboy Uk Ltd Created Latest return orders B ~
> Return order header RMAnumber  Retum status ~ {
Lines - .
- = 5 > RMA-010974  Created
“HAddline =Remove | Retumline~ g Stock> [ Updateline~ [3Kiting~ T T
[ Kit Itemnumber  Product name Quantity Uit Unitprice Metamount Qtyretumed | RetumReason  Return Stage Retum status Mo Returnable  Hezardous Number RMA-D09002  Closed
A - A A - A RMA-D04054  Closed
PWA224 A G Winter Debris for 12ft x 24ft Oval Pool 100 item -32.07 Awaiting Return  [Expected ] RMA-002881  Closed
Latest sales orders. (2%
Related information (5%
> Line details
LI B H'/‘_ilElUnmme\hmiim‘din. | A1788561) | GBP | USR Model | pla | initial | AX2012Live Close |-|




Managing the Quarantine Order

1. To view what items have been assigned to you go to Stock and warehouse management > Periodic
> Quality Management > Quarantine Orders and filter by ‘Responsible’

-4/ Quarantine orders (1 - pla) - Quarantine number: QUA-001446, 3/8in Clear Vinyl Tubing (.. = | @ -

{.’:’} Mew ?‘( Delete Start Functions = Stock™ E @I
Overview | General | Financial dimension | Stock dimensions |
[] Quarantine number ltem number  Cuantity] Responsible Status Disposition code
- - - - BN o -
QUA-001446 110-0120 1.008 Ade Perry reated

I

> |

| ||/|| 5 | Showol... | M(1788561) | GBP | USR Madel | pla | initial | AX2012Live

Under the general tab you will find the RMA number, go to the returns overview screen Sales &
Marketing > Common > Returns Orders > All Returns Orders and click on the RMA. You will then
find details of the reported fault or issue under line details of the relevant item line

eg) Return order - RMA number: RMA-010974, Doughboy Uk Ltd (1 - pla) - Sales order: 5000078311, Doughboy Uk Ltd, Order type: Returned order == -
Retum order | Geneal e
6{. . / 7 Delete B (B f"@‘ J : e @
‘ 5 Cancel order | o* ' & Return order " B
Return Edit | Header | Line | Findsales Maintain Attachments
order view | view | order | charges
New Maintain Show Retum  Charges Send Generate | Joumals Attachments
5000078311 : DOUGO1 - Doughboy Uk Ltd Created Latest return orders [EJEY
Return order header RMA number  Retur status ¢
Lines = -
974 Created
“#Addline A Remove Retumline” i, Stock™ [ Updatelinev  [3%]Kiting~ —
] Kit ltemnumber  Product name Quantity Unit  Unitprice Netamount Qtyretumed RetumReason Return Stage Retumnstatus  Non Retunable  Hazardous Number Closed
- v - - - - - Closed
PWA224 A G Winter Debris for 12ft x 24ft Oval Pool 100 ftem 3207 AwaitingReturn Expected Closed
Latest sales orders 0~
Related information ) v
4 Line details
Fault Reported:
Inspection Report
Returns Information ¢ Genesal . Product  Foreign trade
MoA o 2] 1) 9| Toggle the form betwesn view and edit modes | u(1788561) | GBP | USR Model | pia | initial | AX2012Live

3. Inspect the item and then enter your report in the RMA Inspection Report field, also update the
‘Return Stage’ to indicate what needs to happen next



4. Now complete the Quarantine order, under the General tab you will find a dropdown box called
disposition code. Choose what needs to happen with the item, then click Report as finished and

5.

then End

%;I-New

7< Delete

Report as finished

Functions~

Stock~

View ended: []

Overview | General | Financial dirnension | Stock dimensions

Identification

Quarantine numben

Quarantine order

Itermn number:
Mame:
Status:

Quarantine date:

Stock
Lot ID:
Dimension Mo.

Quarantine dimension numben

UA-001447

‘ PLLS50 ‘

‘ 100 Drive Rivets 23.5mm x 4.8mm ‘

(Started |

e | @

STLOT-0026
DIMO16930
DIMO16025

Quantity
Quantity:

Remaining quantity:

Reference
Type:
MNumber:

Reference lot:

Return orders
RMA number

Disposition code:

RMA-01097!

}epl & cre | v

4 «

If after inspection a replacement is required go to the next section otherwise go straight to

Completing the returns order.

» M |[Z]| B | dentifica... | A1788561) | GBP | USR Model | pla | initial | AX2012Live | Close | .




Replacement Order after Inspection

1. If areplacementitem is required go to Sales & Marketing > Common > Returns Orders > All

Returns Orders and access the RMA. On the line that requires a replacement click on Return Line >

Setup > Replacement Item

Return order | General 'm ]
Y 2 o x = [} Adknowledgement . I
E B & A B | J ;5 @j
=2 7 = [ Return order B
Return Purchase | Edit Header | Line Maintain Delivery Attachments
order retum order view | view charges note
New Maintain Shaow Retum Charges Send Generate Journals
5000078315 : STAF02 - Staff Account Open Latest return orders. [ZIEY
+ Return order header RMA number ~ Return status ¢
Lines d z
23 . . RMA-010976  Open
= ZiRemove dlstock™ 4 Upaste ine~ [} Kirsing > RMA-010975  Closed
[J Kit Itemnumber  Prodt uantity | Unit  Unitprice  Netamount Qty retumed Return Reason ~ Return Stage Retun status  Non Retumnable  Hazardous Number RMA-009911  Closed
- Replacement item - - - v hd hd RMA-0079%4  Closed
PLLS50 10001 Charges 200 Pack 1201 2402 ~2.00 Warrenty Claim |[Inspection Requir | Registered RMA-007052 Closed
Maintain charges
(5 Latest sales orders B v
Attachments.
5 Related information o~
Display
Dimensions
» Line details
4 <4 > M \\_1| ] | Unit the item is sold in. | An7sess1) | GBe | USR Model | pla | initial | Ax2012Live Close

2. You can replace the item with the same item or an alternative, enter the quantity required and

then click Apply

Identical item | Alternative item | All items |
|

[] Item number Site Sales quantity  Awailable physical
PLL550 - -

PLL550 PLAHAST | 2.00 I 31

Sales quantity | Awailable physical
Available physical

[] Configuration Size  Colour Style

- - - -

This grid is empty.

P

Oty to allocate: Oty allocated: 2

CW gty allocated:

CW gty to allocate: 0

=

| Cancel || Reset

Apply \

Updated physical quantity available.




Completing the Returns Order

1. Go to Sales & Marketing > Common > Returns Orders > All Returns Orders and access the RMA.
Now click on Delivery Note button and then click OK to generate the document.

EEE Return order General

§8 « /i A0 B KAl O

Purchase | Edit Header | Line | © Maintain Delivery Attachments
order retum order view | view charges note
New Maintain Show Retum  Charges Send Generate Joumals Attach

Open Latest return orders [P

5000056588 : MERMO1 - Mermaid Limited
RMAnumber  Retumstatus ¢

¢ Return order header
Lines - -
N RMA-010284  Closed
Bad = Remave } Retumline* M Stockv [&jUpdateline”  [33Kitting~ RMA-010283  Closed
[] Kit Iemnumber Product name Quantity Unit  Unitprice  Netamount Qtyretumed Retum Reason  Return Stage Retumn status  Non Retumable  Hazardous Number RMA-D10304  Open
- - - - - - - RMA-010303  Closed
EPUT0D hp Endurance Duo Pool Pump 100 item 56000 -560.00 100 7dayretum  EBack to Stock Registered J RMA-010302  Closed
Latest sales orders (2%
Related information B~
4 Line details.
Fault Reported:

Inspection Report:

| Retums Information “General  Product  Foreign trade

| 1788561) | GBP | USR Model | pla | initial | AX2012Live Close

1| ] | Category from the sales category hierarchy

LI R

2. If areplacement order was required after inspection go to the header view and click on the Sales
order number, now you can confirm the replacement sales order

Retum order | General ae
't_*: 1ﬁ - / Fal ﬁ == [ Acknowledgement [ Delivery note D
e . - i3
el 4 s ™ o [5g Return order = B
Return  © Purchase Edit Header Line F Maintain D Attachments
order retum order view | view charges
New Maintain Show Return Charges Send Generate Joumnals Attachments
Latest return orders 0B o~

5000078315 : STAF02 - Staff Account

Open
4+ General Ls.m.,,dm SODD07E316, Staff Account })mo?s;ws | STAF0Z | PLAHAST | WA aumber | Reham status | 8
Customer account: STAFOZ Replacement L - "~ I

Return order

RMA number: RMA-010976 Name: Staff Account Replacement reference: RMA-010976  Open
Return reason code: Invoice account:  STAFO2 [Ty s RMA-D10075  Closed
Deadline: 08/11/2016 Contact: RMA-009911  Closed
Sales order: 500007831¢ E-mail: net S i RMA-0079%4  Closed
Customer reference: Status Sitex PLAHAST RMA-007052  Closed
CRM Case No. Return status: Open Warehouse:

+ Setup GBP | Latest sales orders (=Y
Administration Intercompany Date and time T S o~
Sales taker: Daniel Sawyer Autocreste intercompany orders: [ Created dateand time: 08/11/2016  11:50:17
Language: en-gb
Cuency: ep Direct delivery: O

Origin:
Allow indirect creation: O

4 Collection address
Collection Required: No Adress: Perimeter House -

Collection Arranged: M Napier Road
: o e S Leonards-on-sea Ll
erer East Sussex
Collection Date: TN3EONY o
Collection name:  Plastica Ltd Collection contact:

Telephone Number:

Collection address: ~ Plastica Ltd

LS B o N \_1 | 18] | Reference to the replacement order. | QA1788561) | GBP | USR Model | pla | initial | AX2012Live Close

3. Paperwork can now be passed to the Finance department for credit.



