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Control of Customer Equipment – Service & Repair

1.0
PURPOSE AND SCOPE
This document establishes a method for the control and handling of equipment returned to Larson Davis for the purpose of evaluation, certification, calibration, and/or repair.

2.0
AFFECTED DEPARTMENTS
Production

Logistics
Sales
3.0
REFERENCE DOCUMENTS
D0001.1044

Logistics

D0001.1068 

Purchasing - General Receiving & Distribution Section

D0001.1068-4 
Receiving Log

D0001.1068-5 
Shipping Damage Form

D0001.1150 

Return Material Authorization (RMA) Process

D0001.1012

Customer Communication

4.0
RESPONSIBILITIES & AUTHORITY
Production has the responsibility to protect, track, and monitor customer equipment that is received for evaluation, certification, calibration and/or repair. 

Logistics or a Repair Associate has the following responsibility and authority with respect to customer equipment:

· Receiving

· Routing 

· Protecting

· Shipping

Sales has the responsibility to ensure that Logistics and Production are notified that a customer is returning equipment for evaluation, certification, calibration, and/or repair. This is usually handled through the RMA system. Details of the customers’ needs, equipment being returned and application information are documented in the Customer Resource Management software (CRM), on the RMA or on a Quality Concern form (SM012) for warranty returns.

5.0
DEFINITIONS
LD: PCB Piezotronics, Inc / Larson Davis Division

RMA: Return Material Authorization

CRM: Customer Resource Management software 
6.0
SAFETY PRECAUTIONS

Follow the safety precautions as outlined in the employee handbook and per safety policies.

7.0
EQUIPMENT & MATERIALS


Computer
8.0
INSTRUCTIONS

8.1
CUSTOMER EQUIPMENT 
A Repair Associate is responsible when a customer returns equipment to Larson Davis for evaluation, calibration, certification and/or repair to:
· Make a copy of the CRM notes, RMA or the Receiving form contains the details of who, what, where, when and why information on the received item.

· Compare the returned equipment the information provided by the CSR in the CRM notes or on the RMA and edit it as necessary to match what was really returned.

· Evaluate and assign the equipment to a technician or calibration area.
Customer equipment is controlled and protected from damage while it is at Larson Davis.

8.2
DAMAGE FROM SHIPPING
If a customer’s equipment is damaged from shipping prior to receipt by Larson Davis, the following process is followed:

· A "Shipping Damage Form" is completed to document the damage. (D0001.1068-5)

· A picture of the damage is taken and sent to the CSR along with any additional questions or information.

· The CSR contacts the customer to determine if damage was present prior to shipping or if damage occurred during shipping.

· Customer files claim with the shipping company if damage is due to shipping.

· Customer instructs LD as to the disposition of the damaged equipment (repair, scrap, replace, return)

8.3
DAMAGE AT LARSON DAVIS
If the equipment is damaged while at Larson Davis:

· The customer is notified of the damage and Larson Davis has the responsibility to either repair or replace the item.  

· A “Shipping Damage" form is completed by either the Logistics Supervisor or the Production Manager indicating how the damage occurred and how it could have been prevented.

· The damage report is retained by Logistics; a copy of the report is given to the QA Manager and to the General Manager.

9.0
INSPECTION
Customer equipment is inspected for shipping damage upon receipt per the "General Receiving & Distribution" section of the "Purchasing" procedure (D0001.1068). Customer equipment is verified against the CRM notes or RMA notes, when present, at receiving and then again prior to return shipment to the customer to ensure that all equipment is returned and that requested services have been completed.

10.0
RECORDS

The receiving logbook and shipping damage records are maintained per the Quality Records Matrix, D0001.1126-1.  Equipment records are maintained in the LD database by model and serial number.

11.0
DISTRIBUTION

This document is maintained online in the Document Control area of the company intranet and is available to employees.  

12.0
ATTACHMENTS
No attachments with this document.
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