Simplified

Product no longer needed

Ordered wrong product

Received wrong product

Received extra product

Advanced

Instructions not followed on Purchase Order

Product / Packaging was damaged in transit

Product does not meet Purchase Order
specifications

Product arrived too early / late

Quality / Appearance is unacceptable




RMA FLOWCHART

Received Wrong Product

Eligibility

I

RMA Submission

Jason Burke

Dela Laddawn Assumes
y Responsibility 7

Worth It

# RMA Issued

Return Instructions

Credit & Guarantee

Credit Issued

Receiving

Modified: 8/7/2017 2:25 PM



RMA FLOWCHART

Received Extra Product

Eligibility

I

RMA Submission

Jason Burke

Dela Laddawn Assumes
y Responsibility 7

Worth It

# RMA Issued

Return Instructions

Credit & Guarantee

Credit Issued

Receiving

Modified: 8/7/2017 2:25 PM



RMA FLOWCHART

Product No Longer Needed

Jason Burke

[
- Determine
Eligibility RMA Submission Delay Approval # RMA Issued Restock Fee
Return Instructions
Credit Credit Issued Receiving
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RMA FLOWCHART

Ordered Wrong Product

Jason Burke

[
- Determine
Eligibility RMA Submission Delay Approval # RMA Issued Restock Fee
Return Instructions
Credit Credit Issued Receiving

Modified: 8/7/2017 2:25 PM



RMA FLOWCHART Eligibility

Invoice Age

> 2 Months ves

Start Here Shipped? Ye Customer.

Laddawn No

No. Eligible for Return Display "Return" Link

No

Invoice Age
> 365 Days

Yes
v

Not Eligible for
Return

"Return” Link Not
Visible

End Process

Jason Burke Modified: 8/7/2017 2:25 PM



RMA FLOWCHART Delay

Start Here No—s{ 'Next Day' Delay

Jason Burke Modified: 8/7/2017 2:25 PM



RMA FLOWCHART

Worth It

Jason Burke

Start Here

Does freight
exceed product
value?

Notify Customer to
Discard Product

Modified: 8/7/2017 2:25 PM



RMA FLOWCHART Receiving

No Yes

Has
Product RMA RMA reminder .
Start Here Received? No > 45 Days No. > 10 Days Yes already been No—s»| Reminder
sent?
Yes Yes
' '
Marked as
N A RMA Canceled RMA Cancelled End Process RMA Cancelled
Received
Fail_sl Update RMA
Reason
Pass
l —
Update RMA Email Sent to Queue CE Contacts Return to Yes—»{ RMA Canceled
Reason Customer Customer
No
Seek Manager Return to Customer

Approval
[

Declined
|

Jason Burke Modified: 8/7/2017 2:25 PM



RMA FLOWCHART

Approval

Invoice Age

Start Here > 60 Days

Request Approval

I

(Mark / Tina / Meme)

User Clicks Email Link

No

Product Value
Yes

> $5,000

No

Display Dashboard

|

Approval Not
Required

-Approved-

Was RMA
Request
Viewed?

NO—»

RMA Request
Remains
Unassigned

Yes

;

Assigh RMA
Request to User

Reassigned User Reassigns to Yes Reassign
Co-Worker
Y No
User Reviews |
RMA Request
- . CE Calls Customer
Decision Declined—»| Email Sent to Queue .
s e Q to Decline RMA
Concession
CE Calls
Email Sent to Queue Customer & Offers Rejected

Jason Burke

Concession

Accepted

End Process
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RMA FLOWCHART

Restock Fee

Jason Burke

Restock Fee
15%

No

Invoice Age
> 30 Days

Yes

Restock Fee
30%

Invoice Age
> 60 Days

Yes

Restock Fee
50%

Start Here

Product
Type

Replace
L —
Custom0w
No

Partial Credit
50%

Full Credit

A 4

Modified: 8/7/2017 2:25 PM



