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Case Returns Plugin

At the moment the procedure for a customer return is to create an RMA, email it to the
customer, the customer returns the goods with the RMA number on it, then we decide to fix
the items and send back (so cancel the RMA) or credit the item putting them into good or
defective stock.

We may send the customer a new item(s) by raising a sales order, shipping out in the
normal way and invoicing them. So the credit note balances with the invoice when the
goods are returned. If you do an advanced replacement then there is an outstanding invoice
if they don't return the goods.

The above allows for replacements, advanced replacement, getting the stock back as good
or defective. You could also use Cases to log the problem to see if you can solve the
problem over the phone first, use that as an RMA number and then only create an RMA or
Credit as required.

This plugin allows for more detailed scenarios around returned goods.

Proposed Procedure using “"Case Returns” plugin

Log a Case for the customer wanting to return goods or has a problem with an
item.

- This allows us the chance to solve the problem over the phone and complete the case.

- This allows us to log all the calls from a customer so we can see how heavy on support
they are, who has a lot of returns and for what reason.

- This allows us to set an SLA (Service Level Agreement — Expected Resolve Date Time) so
we can see all outstanding cases and how old or overdue they are, using normal case
management.

- This allows us to print or email a case return layout for the return of the items that the
customer would display on the goods coming back. (this is instead of using the nhormal RMA)
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When the goods come back we match them to a case.

- s0 outstanding cases are our outstanding returns.

- this allows us to try and fix repair items and send them back to the customer

- for items that can't be fixed or repaired by our own workshop then we have the following
options:

1. Return to Supplier for Warranty Repair, Replacement or Out of Warranty Quote
Repair

2. Create a Quote for repair or replacement for Customer if chargeable
3. Create a PO to supplier for item if we don't have in stock.
4. Create SO to send out advanced replacement or replacement after received.

5., Create Credit to put them back into stock as good or defective when returned.

A case could be for 1 item or multiple items. The detail and workflow is by item line to allow
for this. i.e. each item line has a status and the above options within a case. Some items
maybe| repairable, some need to go back to supplier etc. You could of course just have 1
case far 1 item problem to keep it simple.

Case Form Changes
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We have added a Case Tab called “Case Returns”. This is a grid of items to be returned.

This is where we allow a user to add item lines manually or search posted invoice item lines

© Copyright Interprise Solutions LLP Page 2 of 4



interprise suite™

@ nctnty - u Subject 123

A

Mew SmvesdMes Save Sivesnd Unds  Fnd | Dete | Pt | Wite Creste Duate [ G | e

e Letier Calback _Acthity
General | Documents  botes | sstory | CeseRetuns bS] (ol (=] % =10
Create 50 for Create Suppler Retum for Crmsie Cred for cronts quans for Create PO for -
Selecaed tem Lres Selected trem Lnez Selected Tiem Lines ‘et liem Lines Selected ltem ez —

<
2] o]
Rckem s Soppler 19" SVGA Colour Moritor Bor-am2z3 ) 00007 2 0 5 ) ot Apkcable Lo |
Create Quote for Custo... BEEL mer-amzzs emym o000 1 [ o ot micabie 7o o
| | Create Purchase Order 1 15" SYGA Colou Mertor povamzzz e Ema0007 2 Bea(10) ot ksl P
|| Send Replacement 1 57 whasls ovomazz s M 000019 1 a0 ot icabla wo el [*
Credit Retumed Goods U 1 15" vt Colour werstor ovomzm 1324 rEm- 00017 2 Eox(z9) ot applcable 1000
| @ O eooou | 3 17 et -0z TEM.000028 1 10D 17 Wheels EC112345678% [ ot depicable ae Dl 2
197 SVGA Colou Meritor ovomais M 000017 2 S0.00 19" SVGA Colour Meritor EAcH Nt Apicable wmw  x
S orama1s Moo 1 100 17" Wheeks Eac ot Apkcable e o
|| 1 15" v Cokour Mortor 2er-amzs 000017 1 .00 19" 5VGA Color Morvor (= ot cabie me
1 15" 59 Colou Merton ooz Ema0007 z 100 15° SVGA Coowr Mot Bt ot ksl mz
L]0 7w povomzi7 M 000019 T 000 17 Whesks ECaATES Ao [ me ==
168 aam ocomzie e 000013 B 100 1GBRAM Eacn ot opiesble oo ——
115" UG Colour Meritor oromnae R M 000017 2 00 18" 5VGA Color Moritor Eatn ot opiesble o —
H o e ot wma oo R o e e —
19" SVGA Colour Morior eramaie osmn mEMco00ir 2 190 15" 5VGA Colou Moritor o Nt Aplcable 1800
|| 1 207 v Cokour Mortar vz Rz remo000s 3 100 20" VGA Colou Morvtor (7= ot Acabie mo
1 7 Wl poramzis aRn Ema00s 1 30 17 whesls EAC ot kcabie P
norsTOOC povomzia iz norsTOOK . 200 nomsTOOE Ao ot picabla o U
|| [ 2sheets00001000 Lengehx wich 18| Bav-anazis o3mapnz1 frEm-000113 1 100 2 Sheet6000N 1000 Length x WS TC SV ot agplcabie o
1 23mxma2 03210 TEM-000106 1 100 2 ImdmRev 2 Sheet(1) Mot Agpicable 31 —
23manaz evamzio M 000306 2 1,99 2 maam Rev 2 ) Nt Aicable w0 e
|| z3mamnz Bir-ama1e TEMc0006 3 100 2 amanRey 2 M Mot Aopicable sco
BEEE) er-amze ez Em-000s0s 1 100 2examcie mcdn s ot Aicabie oo _ o2
Select Al | Select hore o
B record 1 om0 1000 | £3 e

If there was a serial number or batch then this is also shown choosing the item. I.e. the
search is of invoice item lines, split by serial batch if applicable so a user can pick specific
serials. An item line can be any gty but for serial items it would be gty 1 per item line.

The “+" would open the options: as default all open. There are Icon buttons for, close all
and open all.
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You can create per item or tick multiple items and use the Overall toolbar buttons to create :

“Send Replacement / Create SO for Selected item lines”. This allows you to put multiple
items in a sales order in one go. It would update the individual item lines with same SO
code etc.
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-"Send to Supplier / Create Supplier Return for Selected Item lines”. If different suppliers
create multiple returns.

-"Credit Returned Goods/Create Credit for Selected Item Lines”

-"Create Quote for Selected Item lines”

-"Create PO for Selected Item Lines”

NB all SO or Returns created quote the Case and Item Line # in the Item Description and
Header References 1&2.

NB Supplier Returns are for a non stock "RETURNS" item so there is no movement of stock
as the supplier could just return it repaired, quote to repair it or write it off etc. To return an
item to a supplier otherwise it would have to be booked into stock first which is more admin
for no real gain, even more admin for a batch serial item. We enter these details into the
description field of the return. (The only Stock movements would come from a Credit Note
putting them back into good or defective stock and Send Replacement a new sales order. )

We have Assigned To, Team, Contact, overall problem text, solution, Due Date, etc. on the
case overall.

Any item line can be edited, add an item line and cancel status on an item line.

CRM - Cases - Find “"Case Returns” list

The plugin adds a new case returns find list based on all the item lines in the Case Returns
item grid. So one line in the list would be an item line from a case. Since we have different
statuses per item line in a case this allows us to see across all cases all items what is going
on. Filtering search grouping can all be done like below in the find columns :

Clicking on the hyperlink would open the case. We have Tabs for Open and Completed
Cancelled.
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