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RETURN MATERIAL AUTHORIZATION PROCESS

1.0
PURPOSE AND SCOPE
The purpose of this document is to provide a guideline for the processing of products returned to Larson Davis by customers or representatives.  The procedure demonstrates the Larson Davis commitment to “Total Customer Satisfaction”.

Issues pertaining to RMAs are addressed in an effective manner and meetings are held as needed to identify trends and/or customer concerns.  RMAs and any associated trends are reviewed and reported in a weekly meeting between the Production manager and the Repair Associate. 
2.0
AFFECTED DEPARTMENTS
Accounting

Logistics

Manufacturing

Quality Assurance

Sales

Production
3.0
REFERENCE DOCUMENTS
D0001.0005 
Warranty Policy

D0001.1012 
Customer Communication

D0001.1068 
Purchasing

SM09 
           Return Material Authorization - PCB
SM010 
Credit Memo Instructions - TCS
4.0
RESPONSIBILITIES & AUTHORITY

4.1
Sales / Marketing:
· Authorizes the return of product.

· Informs customer and representatives in the return process.

· Responsible to document and maintain those records specified in the "RMA" procedure SM09 

· Responsible to communicate with the customer.

4.2
Logistics:
· Receives inventories and logs the returned product.


4.3
Manufacturing:
· Communicates to Sales the results of investigation and review of products returned from customers.

· Follows the process map and appropriate work instructions.

4.4
Accounting:
· Reviews requests for financial adjustments.

· Communicates customer finance issues with Sales.

· Processes Credit Memos per SM010.

· Works with Logistics to return products to inventory.

 4.5 Production:

· Matches Sales information (Newsalert Sales Force RMA task) with the product.

· Notifies Sales of receipt.

· Delivers product to Production or to a location indicated by Sales. 

· Returns product to shelves when instructed by process. (Return Material Authorization (RMA)).

5.0
DEFINITIONS
Credit:  The term credit may also be used interchangeably with the term refund or Credit Memo

CAR: Corrective Action Request

CSR:  Customer Service Representative
LD: Larson Davis a division of PCB Piezotronics, Inc.

BSD: Business System Database

RMA:  Return Material Authorization.  A process used to provide control over returned product, tracking, customer contact and customer satisfaction.

RMA #:  A number assigned to track any product coming back from a customer. 

QC:  Quality Concern
TCS: Total Customer Satisfaction

6.0
SAFETY PRECAUTIONS—N/A

7.0
EQUIPMENT & MATERIALS

Basic office equipment and supplies

8.0
INSTRUCTIONS

8.1
GENERAL PROCESS:

The RMA process is applicable to all products returned to Larson Davis.  Products may be returned for a number of reasons including but not limited to:

· Calibration

· Repair

· Warranty Repair / Replacement

· Credit

· Customer Dissatisfaction

Calibration and/or Repair is considered as routine maintenance.  This is the bulk of RMAs that are issued by LD.  

Customers are asked to call Sales for a RMA number prior to returning product to LD.  If LD receives products that do not have a RMA number and authorization then contact is made with a CSR who contacts the customer.

When the customer calls in for an RMA number or product is returned to LD—Follow  the process maps as listed below.

· Calibration, maintenance or repairs follow process map Section 8.2.  

· Warranty returns follow process map in Section 8.4.

· Total Customer Satisfaction (TCS) follow process map Section 8.5.

· Disposition of used equipment follow process map Section 8.6.

8.2
CALIBRATION, MAINTENANCE & REPAIR RMA PROCESS MAP
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8.3
Warranty / Replacement, Customer Satisfaction or Credit RMA's

A Technician evaluates product that has been returned from a customer due to functional faults while under warranty. The following guidelines are used to resolve the RMA. 

· If the condition is due to manufacturing or engineering bugs, the item(s) is repaired or replaced and then returned per the customer's instructions.

· If a customer receives an instrument that is non-functional on arrival (DOA), LD has the option to replace the non-functional instrument prior to receipt of the compromised unit from the customer.

· If the condition is due to customer actions, Sales is notified of the problem and given a quote for repairs.  Sales has the responsibility to communicate with the customer about the findings of the technician.  The Technician may request to be included in a conference call with Sales and the customer.

· Product that is returned by the customer, when the customer desires a refund for the product, is evaluated for its returned condition and any refund is based upon the condition of the returned product.  However, if the product is returned within the first year of ownership (new product sales) the customer is entitled to a full-refund.  Refunds are handled through the "Credit Memo" instruction (SM010) and according to the Warranty Policy (D0001.0005).

8.4
Warranty Process Map
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8.5
TOTAL CUSTOMER SATISFACTION (TCS)
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8.6
Used Product Processing / Disposition 
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8.7
RETURNED PRODUCT (WARRANTY/CREDIT) DISPOSITION
The purpose of this section is to bring closure to the customer and to provide information to Larson Davis that can then be used to improve processes and procedures.

Sales indicate the disposition of the returned product(s).  Disposition is dependent on the condition of the product(s) and may include restocking, repairing, placing in the Sales Demo or (in extreme circumstances) scrapping.  Note: Any product that shows evidence of use or that has been repaired to like new condition cannot be restocked or sold as a new product.  It is sold as used product.

The customer is contacted to provide feedback concerning their return as well as confirming the amount of any credit.

Advise the affected departments of the action taken:

	Group to Notify
	Action Taken

	
	

	Logistics
	Notify CSRs when restocking of item(s) is completed and reference RMA PC number. 

	Accounting
	Instructions to process Credit Memo (SM010)

	Production
	Approval of repairs needed to restore item(s) to "like new" condition.

	Sales
	Notify appropriate Sales personnel and/or representatives of customer interaction.  

	
	


9.0
INSPECTION
A review of the Warranty-Credit RMAs is included as part of the Quality Review meeting. (Scheduled by the QA Manager)  The purpose for reviewing the Warranty-Credit RMAs is to:

· Determine the effectiveness of the Warranty-Credit RMA process

· Review information for trends in the process and opportunities for continuous improvement.

Findings requiring corrective action are addressed through the CAR/QC, ECO and/or DCO processes.

10.0
RECORDS
The Sales Department records are maintained as specified in the RMA policy (SM09)

Completed QCs are maintained per the Corrective – Preventive Action Process (D0001.1020).

11.0
DISTRIBUTION

Distribution of the procedure is via the online Document Control area.  Hard copies may be printed as needed for reference but the controlled revision is the current revision posted online.

12.0
ATTACHMENTS--None
13.0
REVISION HISTORY
	DCO #
	REV
	DATE
	INITIALS
	CHANGES MADE

	
	C
	6/12/03
	JEB
	Total re-write of the procedure.  Added embedded flowcharts to simplify the procedure.  Made consistent with work instructions and CAR process.

	704
	D
	2/10/04
	JEB
	Corrected Section 10.0 to reference the Quality Records Matrix (D0001.1126-1)

	1108
	E
	6/2/08
	DAR
	Bring in line with changes to Sales.

	1878B
	G
	4/2/19
	AGB
	Have updated to fit with Repair Associate’s job responsibility 

	
	
	
	
	

	
	
	
	
	


Sales follows SM09 Process Map and issues RMA #.





Returned product (s) arrive at LD dock





Contact Sales with details and applicable repair cost estimate





Complete work. Give to Repair Associate





Sales contacts customer for direction.  Include the Technician in the call per request or as needed.





Verify and record what was returned. (per D0001.1068-4 D) Receiving Log Form





Customer approves work?





Customer Contact





Product requires repair or replacement?





Return to Logistics





QA Final Inspection





Return to customer





Follow customer instructions





Yes





Yes





No





Put information in Syteline and make jobs








Production evaluation of product(s)





Sales notifies Production to proceed





No





Repair Associate notifies Sales of Receipt








Check certifications if applicable and paperwork. Notify sales when done





Sales follows SM09 Process Map and issues RMA #.





Returned product(s) arrive at LD dock.





Production completes repair work per Sales instructions.





Verify and record what was returned. (per D0001.1068-4 D) Receiving Log Form








Used equipment?





Customer Contact





Return to customer?





Complete work.Give to Repair Associate





Check certifications if applicable and paperwork. Notify sales when done








Return to customer





Disposition per section 8.6





Yes





No





Repair Associate notifies Sales of Receipt





Production evaluation of product(s).  Notify Sales of findings.





No





Give to Production Manager





Yes





Put information in Syteline and make jobs








Sales notifies customer





Return to Logistics





QA final inspection





Sales follows SM09 Process Map and issues RMA #.





Product arrives at LD dock.





Verify and record what was returned. (per D0001.1068-4 D) Receiving Log Form








Product opened or used?





Customer Requests Total Customer Satisfaction





Product shipped over 1 year ago?





Recertify product (as appropriate) and return to stock





No





Repair Associate notifies Sales that product has been returned.





Process TCS refund per D0001.0005 and SM010





No





Go to section 8.6





Yes





Yes





Product returned via warranty replacement, credit return, trade-in, etc. (Inputs from sections 8.4 or 8.5)





Issue to Technician for repair and calibration evaluation.





Is product worth repairing?





Product returned per TCS?





Logistics completes paperwork





No





Technician recertifies product as appropriate





No





Scrap





Yes





Is product in useable condition?





Sales contacts customer





Submit repair and calibration costs to Sales





Sales contacts customer, processes and issues credit memo per SM010





Deliver product to Logistics





Yes





Yes





No
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