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Customer Support

Customer Support hours
Customer Support is available 7x24x365 via email, phone, and Web access.

Depending on the Support option chosen by a particular client (Standard, Plus, or Premium), the
times that certain services are delivered may be restricted. Severity 1 (Critical) issues are
addressed on a 7x24 basis and receive continuous attention until resolved, for all clients on active
maintenance. Retek customers on active maintenance agreements may contact a global Customer
Support representative in accordance with contract terms in one of the following ways.

Contact Method Contact Information
E-mail support@retek.com

Internet (ROCS) rocs.retek.com
Retek’s secure client Web site to update and view issues

Phone +1 612 587 5800

Toll free alternatives are also available in various regions of the world:

Australia +1 800 555 923 (AU-Telstra) or +1 800 000 562 (AU-Optus)
France 0800 90 91 66

Hong Kong 800 96 4262

Korea 00 308 13 1342

United Kingdom 0800 917 2863

United States +1 800 61 RETEK or 800 617 3835

Mail Retek Customer Support

Retek on the Mall
950 Nicollet Mall
Minneapolis, MN 55403

When contacting Customer Support, please provide:

e Product version and program/module name.

e Functional and technical description of the problem (include business impact).
o Detailed step-by-step instructions to recreate.

e Exact error message received.

e Screen shots of each step you take.


http://rocs.retek.com/
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Chapter 1 — Overview

Chapter 1 — Overview

Retek Customer Order Management (RCOM) is designed and built as a dedicated business-to-
consumer solution and provides an integrated, Java-based solution for managing customer orders.

Business process

Message Center

View daily messages
Send daily messages

Customer Maintenance

Look up customers

Maintain contact information
Consolidate customers

Apply for private label credit cards
Maintain contact preferences

Enter requests for marketing materials
Review and update credit card history
Review and update customer history
Process stored value cards

Order Entry

Identify the customer

Enter order lines

Request special handling

Enter messages and comments

Enter payments and accommodations
Review and process the order

Order Maintenance

Look up an order

Edit order lines

Request special handling

Enter messages and comments

Enter payments and accommodations
Review historical information
Review and process the order
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Customer Service

Look up and research items

Enter and resolve activity requests
Review and resolve pended orders
Enter and resolve personal reminders

Mail Order Entry

Set up mail order batches
Enter mail orders
Reconcile and release batches

Reports

Review the flash report
Review mail order reports

Administration

System/concept parameters
Call centers

Cancel reasons

Return reasons

Order fulfillment

Match code rules

Work lists

Pend maintenance
Backorder notifications
Correspondence rules
Carrier maintenance
Marketing materials

No information returns
Standard and pop-up scripts

Security

Set up roles
Maintain role assignments
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Chapter 2 — Getting started

This chapter shows you how to log on to and exit the system. An introduction to navigation and
helpful tools is also provided.

Log on and exit RCOM

How you access RCOM depends on how it is set up at your location. Contact your system
administrator for instructions. After starting RCOM, you are prompted to log on.

Log on to RCOM

1. On the Log-in window, enter your user ID in the User ID field.

% Log-in: Retek Customer Order Management

@ e o |

Pamnrd:]

Ok | Cancel |

2. In the Password field, enter your password.
3. Click OK or press Enter. The RCOM application window appears.

Exit RCOM

e Toexit RCOM, click the close button found on the upper right corner of the application
window.

(2) Help Close Button
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Application window

All activities are accessible from the Retek Customer Order Management application window.
The application window appears after you log on to RCOM. It is be divided into the following
work areas:

Work area Purpose

Title bar Located at the top of the application window. The title bar
displays the product name. The three buttons at the far right on
the title bar allow you to minimize, maximize, and close the
application window.

Application toolbar Located below the title bar. The toolbar provides access to
commands that remain static across all tabs.

Primary tabs Located below the application toolbar. Many of the primary
tabs contain the information needed to process work on the
secondary tabs. Each primary tab has one or more secondary
tabs on which tasks can be completed.

Secondary tabs Located on the lower part of most primary tabs. The secondary
tabs provide an efficient and flexible workflow.

Folders Located on the left side of some primary tabs. The folders can
be expanded in order to access options. Tasks are completed
on the page that appears on the right side of the primary tab.

Status bar Located at the bottom of the application window and many of
the pop-up windows. The status bar displays informational
messages, warnings, and error messages to the user. The
messages are color-coded:

¢ Blue: Informational message or no message
o Yellow: Warning
e Red: Error message
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Navigation

The RCOM application window is divided into structured work areas. A series of primary tabs
appear just below the application toolbar. On several of the primary tabs, you see a series of
secondary tabs. You complete a task by navigating to the appropriate secondary tab. In several
areas, you select a record on the primary tab and update the record on the secondary tab.

& Recom ws-int-20041213-0846

Cugtomer Seaich | Claap | Jem Seareh | Fusonal Reminden | Catalog Request | (@) Hatp

Concapt [36 Banner E | Application Toolﬁar

Clmm(r.l

Messaga Canter m Ordat Endry  Ordar Main | Activity Request | Wedk List | Mail Order | Repors | Admin  Secuiity
Primary Tabs

Secondary Tabs

Freferences Credit Card History  Customer History VL

rContast i

Customer Ho: | Fhane Estension  Day  Evening  Inactive
Salulation  Fied Mame Middle  Last Marma Suffix | | r O r

| I N R -

Addeess |:I

Addiess 2:[ Email Addeair Piimasy  Inaebive
Addvess 3: [ = In
it State:|
Zip Code: [United States of Amerioa =1l

Inactivate Customes | AddressBook | Apply

On some primary tabs, a folder structure appears on the left side of the tab. You expand the folder

to access one or more options. When you select an option, a page is displayed to the right of the
folder structure. You can complete your task on the page.
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% Rcom ws-int-20041213-0846

Claag [ lem Saanch J Pamenal Remindsrs | Cataleg Request l @ Help

Concept: [68 Banner =]
Customen

| Page Name

et

Muessage Centar | Customar Main | Order Endy | Oirdar Main | ﬁcﬁ-lWaﬁ List | Mail Ordar | Reporis EEELAUN Sacurify |

- - o
—_l Admin Dptions Ellrin.f Carnier Senice Maintenance |
[ ] Backerdar Motific ation
[5 | Carier Maintenanoe Cartier Service ¥|Delivery Days | Detault Carier |efault Ruch Chasge [ Additional Canies |

L T ariier Senvice Maintenan ce Econamy z uspg [~ ez
e Caniar Maintenancs et Day 25 Fedx e es
[ ] Comespondence
-] Daily Messages Three Day e UFs r es
[ | Event History Types
B {5 Maintain Activity Request Types My ]
{B-I) Mainiaio Reason Codes Expanded Folders and Options
[ __| Match Code Maintenance
[F-[__] Order Fulfillment
[E- ] Ouder Managamant
[ __| Pend Maintenance
-] Returnz
[® | Seiipting
[ __| System Administration
-] Woddist

Notice that the active primary and secondary tabs appear blue and their labels are white. This
visual cue makes it more apparent as to which tabs you are working on.

Drop-down lists

Some fields can only accept values from a predefined list of values. Such fields have a down
arrow button to the right of the text field.

1. Click the down arrow button to display a list of values.
Cancel Reasnn:l ﬂ

F
Direct Ship Wendor Cancel —
Mo Longer Awvailable
Order Entry Error —
FPromation Benefit Cancel
Substitute e
Systemn Cancel - Pending Order -

2. Select a value from the drop-down list. The selected value is entered in the field.
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Calendars

The Cal (calendar) button allows you to view a monthly calendar and select a date. The button is
found to the right of a date field.

1. Click Cal. The current month, year, and day are displayed in the Select Date window.

x

IMarch

SUN WA TUE WELD THU FRI SAT

1 2 e 4 ] =]
7 g =] 10 11 12 13
14 15 16 17 12 19 20
21 22 23 249 25 26 27
28 28 30 31

2. Select the appropriate month and year.
= Choose a month from the drop-down list.
= To choose an earlier year, click the previous (<<) button.
= To choose a later year, click the next (>>) button.

3. Select a day on the calendar. The date is automatically entered in the appropriate date field.

Sort

Quite often the records in a table may be sorted in ascending or descending order by any column
you choose. An arrow appears in the selected column to indicate the direction of the sort.

e To sort the records in ascending order, click on the column title by which you want to sort. A
down arrow appears in the column title to remind you of the sort order.

e To sort the records in descending order, click a second time on the column title. An up arrow
appears in the column title.

Iltam Details hedia Codes Froduct Information
Caoncept &|Channel ltem Mumber Item Crescription ¥
BB Banner Catalog 100119025 BJdhd complex Pack, Orderable Wendar
BB Banner Catalog 100119025 BJdtd complex Pack, Orderable Wendar
BB Banner Catalog 100119025 BJdtd complex Pack, Orderable Wendar
BB Banner Catalog 100119025 BJdtd complex Pack, Orderable Wendar
BB Banner Catalog 100119025 BJdtd complex Pack, Orderable Wendaor
BB Banner Catalog 100119025 BJdtd complex Pack, Orderable Wendaor
BB Banner Catalog 100112014 bjm diff item
BB Banner Catalog 100112014 bjm diff item
BB Banner Catalog 1004418014 bjm diff item
FA Rannar ratalan nas hirm diff itam P hnnla
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Shortcuts and function keys

Shortcuts

Shortcuts provide you with a quick way to enter an expression in a text box rather than typing
whole words. Shortcuts can be used when entering a greeting card message, order line message,
packing slip message, warehouse message, and shipping label message.

To enter a shortcut, place the cursor in the text field. Press the Alt key and the Shift key
simultaneously. While the Alt and Shift keys are depressed, type the shortcut for the expression.

The following shortcuts are available for entering common expressions.

Shortcut Expression

BD Beware of Dog

HA Happy Anniversary
HB Happy Birthday

HF Happy Father’s Day
HH Happy Hanukkah
HM Happy Mother’s Day
HW Happy Halloween
LN Leave with Neighbor
MC Merry Christmas

NP No Packing Peanuts

Function keys

Function keys are used to navigate the application window without moving your hand from the
keyboard to the mouse. The following function keys are available for navigation.

Function Key Description

F2 Places the cursor on the primary tab. Use the arrow keys to
move from one primary tab to another. Press the Enter key to
activate the tab.

F3 Places the cursor on the secondary tab. Use the arrow keys to
move from one secondary tab to another. Press the Enter key
to activate the tab.

F4 Opens the Item Search/Product Information window and
displays the Search tab.

F5 Opens the Item Search/Product Information window and
displays the Product Information tab.

F6 Opens the Customer Search window.
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Function Key

Description

F7

Places the cursor in the Concept drop-down list on the
application toolbar. Use the arrow keys to scroll through the
list.

F8

On the Order Entry primary tab (Order Line secondary tab is
displayed), expands/collapses pack items in order to
display/hide their component items.

F9

Places the cursor on the Customer Search button on the
application toolbar. Use the arrow keys to move from one
button to another. Press the Enter key to activate the button.
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Chapter 3 — Message center

Daily messages may be sent to specific call centers, corporate headquarters, or all locations. By
default, associates see the messages pertaining to their own location when they log on to RCOM.

The types of messages that appear in the message center may concern event notices, promotion
reminders, and general information that management needs to convey to its associates.

You can perform the following tasks related to daily messages:
o View daily messages

e Send daily messages

11
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View daily messages

Overview

Your first view when logging on to RCOM is of the Message Center. Those messages pertaining
to your location and those marked for all locations are displayed. You can choose to view
messages for other locations.

Procedures

View messages

= Navigate: Click the Message Center primary tab. The messages for the default location are
displayed.

(PERENCINIM Customer Wain | Order Entry | Order Main | Activity Request | Waik List | Mail Order || Repors | Admin || Security

Sort By Date (*
Sort By Categony

Date: 05-07-2003 Categony: Promotions Location: All Locations
Haw Promotion

Date: 05-12-2003 Category: Holiday Reminders Location: All Locations
All locations closed for Mamorial Day.

Date: 05-12-2003 Categony: General Messages Location: All Locations
Flease submit time repors by end of the meek!

Date: 07-16-2003 Category: Christmas Location: All Locations
Happy Christmas from Guy.

4 |
Cambridge Camp Hill Corporate Houston LasVegas London Minneapolis | Cklahoma Pariz Spokane | All Locations

1. To view messages for a location, select the appropriate location tab positioned at the bottom
of the Message Center primary tab.

2. To sort the messages:
= By date: Select the Sort by Date option.
= By category: Select the Sort by Category option.

12
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Send daily messages

Overview
While all associates may view messages, only those with the appropriate security level have
permission to create, read, update, and delete daily messages.

Procedures

Add a message

= Navigate: On the Admin primary tab, expand the Daily Messages folder. Select the Maintain
Daily Messages option. Messages for all locations are displayed on the Daily Message
Maintenance page.

1. Click Add Message. The Add Daily Message window is displayed.

E%’,andd Daily Message ' x|

Lacatian:

All Loz ations

Categaony: I d

Furge Datel

Message Detail

[l | Cancel |

2. Inthe Location field, select the location for which the message is intended.
To send the message to all locations, select All Locations.

In the Category field, select the category in which you want to include the message.

4. In the Purge Date field, enter the expiration date of the message, or click Cal and select the
date.

5. In the Message Detail field, enter the text of the message.

6. Click OK. The message is added to the list of messages. The message becomes visible to
associates at the designated location.

13
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Edit a message

= Navigate: On the Admin primary tab, expand the Daily Messages folder. Select the Maintain
Daily Messages option. Messages for all locations are displayed on the Daily Message
Maintenance page.

1. Select a message. If you don't see the message that you want to edit, select a different
location or All Locations in the Location field.

2. Click Edit Message. The Edit Daily Message window is displayed.

=3 Edit Daily Message ' x|

Lacatian:

IE-:-rp-:-rate

L) Ll

Categorny: IF'r-:nrn-:nti-:nns

Furge DatE|n41a-2nn4 Cal

Message Cetail
Spring accessories 15% off this weak.

Ok Cancel

3. Edit the enabled fields as necessary.

4. Click OK. The message is updated. The updated message becomes visible to associates at the
designated location.

Delete a message

= Navigate: On the Admin primary tab, expand the Daily Messages folder. Select the Maintain
Daily Messages option. Messages for all locations are displayed on the Daily Message
Maintenance page.

1. Select a message. If you don't see the message that you want to edit, select a different
location or All Locations in the Location field.

2. Click Delete Message. The message no longer appears on the list. The message is no longer
visible to associates at the designated location.

14
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Chapter 4 — Customer maintenance

The customer maintenance tabs provide a central repository of all interactions with a customer.
The information stored under customer maintenance allows you to enhance the customer
experience, reduce call time, run efficient marketing programs, and reduce fraud.

You can accomplish the following customer maintenance tasks.
e Look up customers

e Maintain contact information

e Consolidate customers

e Apply for private label credit cards

e Maintain contact preferences

e Enter requests for marketing materials

e Review and update credit card history

e Review and update customer history

e Process stored value cards

When a customer is entered or retrieved in the Customer Maintenance area, the customer
information is displayed on the Order Entry and Activity Request tabs. You need not re-enter the
information just because you navigated to either of those areas.

15
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Look up customers

Overview

Rather than re-enter basic information about an existing customer, you can use the Search
function to look up a customer. A search is performed across all channel types and concepts.
Searches are not case sensitive. You can use either lowercase, uppercase, or mixed case letters in
the text fields. Wildcard searches are also applicable.

Procedures

Look up a customer

= Navigate: Select the Customer Main, Order Entry, or Mail Order primary tab.

1.

16

Click Customer Search on the application toolbar. The Customer Search window is
displayed.

Egitustomer Search x|
rSearch Criteria

Middle: Address Line 2:

Last Name: Address Line 3:
Phone: — City:

Email: State:
Credit Card # Zip

Search | Oj | Ear\call Iferge | Newl:u;tnmerl

# | First | M |Last ¥|Phone | Email |cc# |Address 1 [Address2 |Addres=3 | City |state  |2ip |

Enter criteria in one or more of the search criteria fields.

Click Search. The results are displayed in the Search results block.

L) Note: To terminate a search before the results are displayed, click Cancel Search.
You can then edit the criteria, or click Cancel to close the Customer Search window.

Select a customer record.

[ Note: If the customer is not found, click New Customer. The Create New Customer

window is displayed. Enter the new customer’s name and contact information in the

window. When you click Apply, the new record is saved and becomes available for
you to use.

Click OK. The customer record is retrieved for your use.
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As an alternative search method, you can enter search criteria on the Customer Main > Customer
Account tab. When you click Customer Search on the application toolbar, the results are
displayed in the Customer Search window.

Wildcard searches

Wildcard searches are permitted. The wildcard is an asterisk (*). You can place the asterisk
before, after, or between one or more characters. You must enter at least one character in addition
to the asterisk. Some examples of wildcard searches include:

e Enter mu* in the Last Name field to retrieve customers named Murphy, Murray, or Murdock.
e Enter *rk in the City field to retrieve customers located in York or New York.
e Enter 5*3 in the Zip field to retrieve customers whose zip code is 55123, 55403, or 55413.

Maintain contact information

Overview

A customer must have at least one mailing address and a telephone number. Should you enter one
address for a customer, it is marked as the primary bill-to and primary ship-to address.

Additional addresses for the current customer are entered in the address book. You can indicate
which address is the default ship-to address. The address book is accessible from several areas in
RCOM.

Multiple customers can be grouped under one household number. Household numbers are
assigned by an external system. Once a customer has a household number, you can add additional
customers to the household.

Procedures

Add a customer

= Navigate: On the Customer Main primary tab, select the Customer Account secondary tab.

Preferences Credit Card History | Customer History Ve

Contact

Salutation  First Name Middle LastName Sufix [ [ - - -

I [ I |

Addrass 2: Email Address Primary  Inactive

i State:|
Zip Code: [Uniteq States of America =

Apply

17
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18

In the Name block, enter the customer's name.
In the Address block, enter the customer's bill-to address.

By default, you skip the City and State fields and enter a zip code in the Zip Code field. The
system looks up the zip code and recommends a city and state.

= If only one location is valid for the zip code, the City and State fields are automatically
filled in.

= If multiple locations are valid, the results are displayed in the City/State Selection
window. Select a location and click OK. The City and State fields are automatically filled
in.

[&; City/State Selection x|

901 Tower Road
FOMD DU LAC, Wil 542935
County: FOMND DU LAC

City ¥| State |County |Countnr |
FOND DU LAC WISCOMSIN FOND DU LAC USA
HORTH FOND DU LAC WISCOMSIN FOND DU LAC USA
FEEELES WISCOMSIN FOND DU LAC (IE=T)
TAYCHEEDAH WISCOMSIN FOND DU LAC (IE=T)

Ok |

In the Contact Information block, enter the customer's telephone numbers and e-mail
addresses. Indicate which telephone number is the daytime number and which is the evening
number. If there are multiple e-mail addresses, indicate which is the primary e-mail address.

Click Apply. The customer record is saved.
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Add an address to the address book

= Navigate: On the Customer Main primary tab, select the Customer Account secondary tab.

N

Look up and select a customer. The customer's bill-to address is displayed on the Customer
Account secondary tab.

Click Address Book. All addresses associated with the customer are displayed on the
Address Book window.

Eginddress Book: Sydney Greenstreet x|
ress List:
Label ¥ First Last Addressi Ci State  |Zi Type
P P
Master Address Sydney Graanstreet Q01 Tower Road FOMD DU LAC il 54035 Primary ShiprBill
Sal. First Ml Last Suffix Edit: |
I I I_ I Imactivate I
Address W:I Day Phone: I Ext:l
Use:

AddressZ:I Ewening Phone I Ext:l —I
Address 3] Email: | Clear |
Cite S | Use Customer Info | Greate Hew Customer 7] save |
2ip Code: [l1nited States of America x| Close |

Note: The Address Book is accessible from several areas of RCOM. Generally, it is
accessible from wherever a customer address is needed.

Click Add. The data entry fields in the Address Book block are enabled.

Enter the shipping label, name, address, and contact information of the customer.

N

Note: To enter another ship-to address for the current customer, click Use Customer
Info. The name, telephone number, and e-mail address fields are automatically filled
in. Enter the shipping label and address. Update any default information as necessary.

[Optional] To indicate that the address should be the default ship-to address, select the
Default Ship-To check box.

[Optional] If you enter a new person in the address book, select the New Customer check
box. The new customer is recorded as an entry in the original customer’s address book and as
a unique customer with his/her own address book.

Click Save. The address is added to the Address List block.
Enter any additional customers or customer addresses.

When done, click Close.
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Add a customer to a household

=

L

Navigate: On the Customer Main primary tab select the Customer Account secondary tab.
Enter a household number in the Customer No field.

Note: If the household has more than one member, the Matched Customers window is
displayed.

Click Add New Household Member on the Customer Account tab or the Matched
Customers window if it appears. The primary bill-to address appears on the Customer
Account tab.

In the Name block, enter the name of the new customer.

In the Contact Information fields, enter the telephone numbers and e-mail addresses. Indicate
which telephone number is the daytime number and the evening number. If there is more than
one e-mail address, indicate which is the primary e-mail address.

Click Apply. The fields in the Address Block are enabled.
Edit the address as necessary.

Click Apply. If you updated the address, you are prompted to enter a reason for the address
change. Select the reason and click OK. The customer is added to the household.

Edit a customer

= Navigate: On the Customer Main primary tab select the Customer Account secondary tab.

20

Look up and select a customer. The customer's bill-to address is displayed on the Customer
Account secondary tab.

To edit the bill-to address:

a. Edit the enabled fields on the Customer Account secondary tab.
b. Click Apply. You are prompted to enter a reason for the update.
c. Selecta reason and click OK. The address is updated.

To edit other addresses for the current customer:

a. Click Address Book. The Address Book window is displayed.

b. Select an address in the Address List block.

c. Click Edit. The fields are enabled in the Address Book block.
d. Edit the enabled fields as necessary.

e. Click Save. The address is updated.

f. Click Close to close the window.
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Consolidate customers

Overview

Whenever you enter a new customer in Customer Maintenance, the system automatically
compares the customer name and contact fields against existing customer records.

L) Note: In order to use match code functionality, match code functionality must be made
active in the system parameters and rules must be set up.

If matches are found, the potential duplicates are displayed for you to review. You can choose an
existing customer or bypass the recommended matches and continue entering the new customer.
You can also choose to merge customers that appear in the Matched Customers window.

Customer records can also be merged from the Customer Search window. In either case, you are
entering a request to merge customers. The merge request is processed by an external system and
the results are returned to RCOM.

Procedures

Consolidate customers

= Navigate: On the Customer Main primary tab, select the Customer Account secondary tab.
1. Click Customer Search. The Customer Search window is displayed.

2. Enter search criteria in the Search Criteria block.

3. Click Search. The results are displayed in the Search Results block.

4

Select two or more records that you want to merge. Click Merge. The selected records are
displayed in the Choose Primary Customer window.

Egjl:hoose Primary Customer Xl

[Sydney 577 901 Tower Road FOND DU LAC il 54935
2 Wictoria Greenstreet (B20)922-7677 201 Tower Road FOND DU LAC L 54935

Ok | Cancel |

5. Select the customer record that you want to mark as the primary record.
6. Click OK. You are returned to the Customer Search screen.

7. Select the customer record that you want to use and click OK.
To close the window without selecting a customer, click Cancel.
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Apply for private label credit cards

Overview

Customers can apply for a private label credit card (PLCC) offered by the business group. When
customers use a PLCC for payment, they may earn reward certificates or become eligible for
promotional offers.

Procedures

Request a private label credit card

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the
Customer Account secondary tab.

L) Note: A credit card can be applied for during order entry from the Order Entry and Mail
Order primary tabs.

1. On the Customer Account secondary tab, click Credit Application. The Apply for Credit
window is displayed.

E%’,j'npply for Credit il

Mame:

Sydney Greenstraet

Addresz 111901 Tower Road
Address 2:

Address 3:

City: FOND DU LAC StﬂtEi|mr|

Zip Code: |)njtad States of America ;”54935

FPhone Humber: IQZDQEZB???

Fre-Approval Code: |

Date of Birth: | Cal

La=t 4 digits of SSN:I

Applyl Cancel |

2. Inthe Tender Type field, select the credit card requested by the customer.
In the Date of Birth field, enter the customer’s birthdate, or click Cal and select the birthdate.

4. Inthe Last 4 Digits of SSN field, enter the last four digits of the customer’s social security
number.

5. Click Apply. A message appears on the status bar of the Apply for Credit window indicating
whether the application was approved or declined. If approved, the customer can begin using
the credit card to pay for orders.
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Maintain contact preferences

Overview

Customers can indicate how and when they prefer to be contacted. They may state whether they
want their mail or e-mail address shared with entities that are unrelated to the company. They
may also indicate whether they prefer to receive mailings only once per season. The customer’s
choice to decline a private label credit card (PLCC) can also be noted.

Since a customer can have multiple mailing addresses, telephone numbers, and e-mail addresses,
you should verify which are the primary bill-to and ship-to addresses, daytime and evening
telephone numbers, and primary e-mail address.

Procedures

Maintain contact preferences

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the
Preferences secondary tab.

Credit Card History | Customar History sve
Concept Mail only once per season Do not share address Do not share email Do not mail Do not call Do not email Preferred Contact Method Preferred Contact Time  Credit card np’j
A Great Banner map - ' I [ [ [ s = []
AM Mock Test Banner I I - n r r = = u
AM Test 2 for Del BI I ' - u r r = = M
EFF Test Banner n ' - n r - M
May 28 Test I 1 I [ [ [ : : ]
Miks's Banner Test r m r ul ul = = = =
Mike's banner st 2 r m I— ul ul = = = =
Miks's Test Banner r m I— ml ul = = = B =
J s

Apply

1. Select the check box for each preference the customer wants to activate. To deactivate a
preference, clear the check box.

Preference Description

Mail Only Once Per | Do not send promotions by regular mail more than

Season once per season.
Do Not Share Do not share the customer's bill-to address with
Address entities that are not part of the retailer's organization.

Do Not Share E-mail | Do not share the customer's e-mail address with
entities that are not part of the retailer's organization.

Do Not Mail Do not mail promotions to the customer.
Do Not Call Do not telephone the customer regarding promaotions.
Do Not E-mail Do not send promotions to the customer by e-mail.

Credit Card Opt Out | Do not offer a private label credit card to the
customer.

2. In the Preferred Contact Method field, select the method by which the customer prefers to be
contacted.

23



Retek Customer Order Management

3. Inthe Preferred Contact Time field, select the time of day when the customer prefers to be
contacted.

4. Click Apply. The customer’s preferences are updated.

Enter requests for marketing materials

Overview

Customers may request marketing materials, such as catalogs, brochures, and newsletters. The
customer can request the documents without placing an order. You can provide the customer with
an estimated customer delivery date for each document. Requests are batched together and
transmitted to a publisher for fulfillment.

Procedures

Request marketing materials
= Navigate: Look up and select a customer.

LI Note: If the customer is new, you can enter the new customer directly on the Catalog
Request window.

1. Click Catalog Request on the application toolbar. The Catalog Request window is displayed.

[E3catalog Request x|
Salutation First Name Middle Last Name Suffix rCatalog Request
fr. || Michael I‘Llll' Perushek =
I _” I I J ECCD
rCustomer Addr
Address 1: 8603 Zachary Lane North [ Clhenoee [pz-12-2004
Addrezs 2: I— Heold Everything 02-07-2004
Address 3: Wil s
) illiams Sonema |02_|34_20|34
City: MAPLE GROVE State: [y u
Zip Code: United States of America ;"55359
[ay Phone: (7 555-5555 E:d:
Evening Fhone: (763 555-5555 Exd:
Email:
Shipping Label: [y aopar Address
Address Book Submit Request Close

2. Select the check box next to each document that the customer requests.
3. To make any changes to the customer’s ship-to address:

a. Click Address Book. The customer’s contact information is displayed on the Address
Book window.

b. Select the customer address that you want to use.
c. Click Use. You are returned to the Catalog Request window.

4. Click Submit Request. The requests are exported to the fulfillment center.
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Review and update credit card history

Overview

When a customer uses a credit card to pay for an order, the credit card information is stored for
future reference. You can view all the credit cards associated with a customer. You do not see the
full credit card number displayed on the page. Instead the first 12 digits are displayed as asterisks
(*) and the last four digits are valid numbers from the credit card.

Credit cards are added to a customer record during order entry or order maintenance. The
cardholder name and expiration date can be modified during order entry and order maintenance.
Credit cards are inactivated as part of the customer maintenance process. Once inactivated, a
credit card is no longer visible and, therefore, is no longer available for use.

Procedures

Inactivate credit cards

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the
Credit Card History secondary tab. The customer's credit card information is displayed on the
Credit Card History secondary tab.

Customer Histary sVC

Concept Crecit Card Type  Credit Card Number Exiration Date Name of Cardholder Inactive
BB Banner Viga  mmmen 4242 2007-12 [Bamabus [ Thundzrbelt [ r
e gy z r

1. Select the Inactive check box next to each credit card that you want to inactivate.
2. Click Apply. The customer’s credit card history is updated.

Review and update customer history

Overview

Each time an associate interacts with a customer, an event is recorded. You can view a high-level
summary of the events that are associated with a customer. The summary provides the type of
event, the associate who created or updated the event, and the date, time, and details of the event.

Should you need additional information or want to update an event, you can jump to the
appropriate primary and secondary tab.
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Procedures

View customer history

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the

Customer History secondary tab. All events pertaining to the customer are displayed on the
Customer Main primary tab.

& Rcom rcom11int-20041018-1252 (=163}
Cugtomer Search | Clear | Item Search | Personal Reminders | Catalog Request ‘ ) Help
Concept: [NEXECONM |
Customen |
Message Center m Order Entry | OrderMain | Astivity Request | Work List | Mail Order | Repors | Admin | Security
Date / Time &Concept ¥|Channel User [Event Type [Event Details
Comments
Custamer Account Freferences Credit Card History Customer Histony BT

L Note: The secondary tabs move to the bottom of the Customer Main primary tab.

1.

2.
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To view the details of an event:

= Double-click the event, or

= Select the event and press the Enter key.

To sort the events in ascending or descending order:

= Click the column heading by which you want to sort.

= Click the column heading a second time in order to sort the records in the opposite
direction.
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Add a comment

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the
Customer History secondary tab. All events pertaining to the customer are displayed on the
Customer Main primary tab.

1. Click Comments. The Customer Comments window is displayed.

§§ Customer Comments il

(h: I Cancel |

2. Enter a comment in the text field.

3. Click OK. The comment is added to the customer history as an Associate Comments event.

Process stored value cards

Overview

Customers with stored value cards (SVC) can inquire as to the remaining balance of such cards.
There are two types of stored value cards: gift cards and merchandise cards. Merchandise cards
may be issued to customers for a return, an exchange, or as a customer service courtesy. The
customer can use the card only within the same concept for which it was issued. A merchandise
card can not be cashed out. That means the customer can not exchange the card for cash.

Customers can purchase gift cards for a predefined or customer-defined amount. Should the
customer desire, the gift card can be exchanged for cash. To cash out a gift card, the customer
must provide a personal identification number (PIN). A personal check is sent to the customer for
the balance remaining on the card.

Cash out functionality is enabled only for those associates with the appropriate security
permission. If you do not have such permission but must enter a cash out request for a customer,
you can do so on the Activity Request tab. Submit a general request with the necessary
information.
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Procedures

Look up the balance of an SVC

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the SVC
secondary tab.

1. Click Balance Inquiry. The Balance Inquiry window is displayed.

E%%Balance Inquiry x|

Femaining Balance: I

zet Balance I Cancel |

2. Inthe SVC Number field, enter the ID of the stored value card.
3. Click Get Balance. The balance is displayed in the Remaining Balance field.

4, To close the window, click Cancel.

Cash out a gift card

= Navigate: Look up and select a customer. On the Customer Main primary tab, select the SVC
secondary tab.

1. Click Cash Out. The Cash Out window is displayed.

f3 Cash Out x|

5WEC Pin Number: I

Remaining Elalance:l

Card Type: I

Concept: I

Get Balance Cask [t Cancel

2. Inthe SVC Number field, enter the ID of the stored value card.
3. Inthe SVC Pin Number field, enter the customer’s personal identification number.
4. Click Get Balance. The remaining balance, card type, and concept are displayed.
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5. If the card type is Gift Card, click Cash Out. A message appears on the status bar of the Cash
Out window indicating that a personal check will be sent to the customer for the remaining
balance on the Gift Card.
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Chapter 5 — Order entry

The primary task in Order Entry is to enter customer orders as they are received by telephone.
During the order entry process you perform the following tasks:

Identify the customer

Enter order lines

Request special handling

Enter messages and comments

Enter payments and accommodations

Review and process the order

If the order cannot be completed for any reason, it can be pended for completion at a later time.
Pended orders are revised and completed in Order Maintenance rather than Order Entry.

Identify the customer

Overview

Customer contact information may be entered in a variety of ways:

The customer might not be new. Look up and select a customer. The customer's primary bill-
to and ship-to addresses are automatically filled in.

The customer is new. Enter the customer on the Customer Main > Customer Account tab.
When you return to the Order Main > Customer tab, the customer's primary bill-to and ship-
to addresses are automatically filled in.

The customer is not new and can provide a customer number or household number. After
entering the number, the customer's primary bill-to and ship-to addresses are automatically
filled in. If more than one customer is associated with a household number, you are prompted
to select the desired customer.
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Procedures

Select a different bill-to address

The bill-to address is selected while working on the Customer secondary tab. The ship-to address,
however, is selected while working on the Order Line secondary tab. While an order has one bill-
to address, there can be multiple ship-to addresses. Each order line on a customer order could

have a different ship-to address.

= Navigate: On the Order Entry primary tab, select the Customer secondary tab. Look up and
select a customer. The primary bill-to and ship-to address are automatically filled in on the

Customer secondary tab.

1. Click Address Book in the Bill-To Address block. All known addresses for the customer are

displayed in the Address Book window.

Eganddress Book: Sydney Greenstreet x|
Address List
| |Address1 |ty state |zip | Type |
[ 1o 001 Tower Road FOND DU LAC [t 59935 Primary Ship/Bill
Shipping Label{iaster Address Default Ship-Tio ¥ Add I
Sal. First Ml Last Suffix Edit |
I ;" Sydney I IGleenstreet I ;I
Imactivate I
Address ‘1|Qm Tawar Road Day Phone: |(an)gzz-ﬁ777 E>¢| T
Address2:[ Evening Phone: [20)a22.6777 et =
Address 3| Email: I Claur I
City: [FonD pu Lac State: [un Uize Eustomerinfa) | Create Hew Customer [0 Save |
Zip Code: [1niteq States of America || 54935 Close I

2. Select an address.

3. Click Use. The window is closed and the selected address is entered in the Bill-To Address

block.
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Enter order lines

Overview

An order consists of one or more order lines. As you add an item to an order line, you also state
the size, color, fabric, or other characteristics in order to fully describe the item. When you enter
the quantity requested by the customer, the extended price and any additional charges are
automatically calculated. Although default shipping information is automatically filled in, you
can select a different ship-to address, carrier service, and carrier per the customer's request.

After adding an item to the order, you can provide the customer with an estimated customer
delivery date. The reserved and backordered quantities are calculated. If the customer decides not
to order an item, you can cancel the order line.

Personalization, monogramming, and gift services may be added to some order lines, depending
on the item and the customer’s needs. Special instructions can be entered for each order line as
necessary.

As order lines are added to the order, they appear on the Order Entry primary tab. Since more
information is provided than can be displayed at one time, you can click Additional Information
to view the hidden fields. Click Previous Information to display the original set of fields.

Procedures

Add an order line

= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.

Order History

Line  Selling ltem Description Descripti Deseripti Deserip Deseripti
| [ [ =1} =] =} =]
4 Quandity Price Extended Price
JJq’_l | ‘ ‘ Clear For New Entry |
ional Line ipping Cancallati
Item Status: I “—
ECDD: I Samvice Level: I |
Resenved Oty | Carrier, -
Shipped Oty | Additional Charges: [ || Reasen: e
Backardared Oty: |
=
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1. Enter the selling item number in the Selling Item field. If you enter an item number with
multiple styles, the Select Item from Multi Style dialog is displayed.

£ Select ltem From Multi Style

Item

BB Pers & Mano itemn
BB Regularitem

Cancel

a. If the select item from Multi Style dialog appears, click on the item you want.

b. Click Apply. The item number and description appear on the Order Line secondary tab.
2. Inthe description fields, select the appropriate characteristics of the item.

In the Quantity field, enter the number of units that the customer requests.

4. If the item is eligible for personalization or monogramming services, you may be prompted to
enter the necessary information. Enter the customer’s instructions or click Cancel to bypass
the prompts.

5. If the item is eligible for gift services and the customer requests them, click the gift icon.
Enter the details in the Gift window.

6. If any special instructions need to be entered for the item, click Warehouse Message. Enter
the instructions in the Order Line Instruction Message window.

7. If the customer orders an item for delivery to someone else and the item is backordered, the
Backorder Notice to Ship-To check box is enabled. Select the check box if the customer
wants a backorder notice sent to the recipient.

8. Enter any changes to the shipping instructions in the Shipping Info block.
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9. Click Apply to Order. The item is added to the order. The order line is displayed on the
Order Entry primary tab.
10. Enter any additional order lines.

L Note: If you previously entered a multi-style selling item number, the MS button will be
enabled. Click MS to open the Select Item from Multi Style dialog again. You can select
another item from the dialog to apply as the next order line without re-entering the selling

item number.

£ Select ltem From Multi Style

Item

BB Pers & Mano itemn
BB Regularitem

Cancel
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Request a monogramming service
= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.

1. Enter or select an item that is eligible for monogramming.

2. Click the monogramming icon J The Monogramming Entry window is displayed.

Comments:

E%'Munugramming - Entry il
FerstonolGift - Julie 2:Ceramic

Tz IEmbloidering ;I

Location:l,_”

Frice: I F0.00

Char1 Char2 Char2 Font Color

Apply Cancel Cloze

L) Note: The Monogramming Entry window automatically pops up when you enter an

eligible item that is not a direct ship item. The Component block appears on the window

if the selected item is a pack.

3. If the selected item is a pack, select the component item that the customer wants to
monogram.

In the Type field, select the type of monogramming requested by the customer.
In the Char 1 - 3 fields, enter the characters requested by the customer.

In the Font and Color fields, select the font and color requested by the customer.

N o g &

In the Comments field, enter any additional instructions regarding the monogramming
request.

8. Click Apply. The instructions are saved with the order line.
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Request a personalization service
= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.
1. Enter or select an item that is eligible for personalization.

2. Click the personalization icon J The Personalization Entry window is displayed.

Egapersonalization - Entry ﬂ
DS Perz- Mono and Gifting:Small
P|

Type: Engraving

Location:l LL

Frice: I

FPerzonalization Text Mum Char. Fant Calar

| = | =i =l

| |22 | | =

Comments:

Apply Cancel Cliose

L) Note: The Personalization Entry window automatically pops up when you enter an
eligible item that is not a direct ship item. If the item is eligible for both monogramming
and personalization, the Monogramming Entry window is displayed first. The
Component block appears on the window if the selected item is a pack.

3. If the selected item is a pack, select the component item that the customer wants to
personalize.

In the Type field, select the type of personalization requested by the customer.

In the Personalization Text fields, enter the text requested by the customer.

In the Font and Color fields, select the font and color requested by the customer.

In the Comments field, enter any additional instructions regarding the personalization request.

© N o g &

Click Apply. The instructions are saved with the order line.
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Request gift services
= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.

1. Enter or select an item that is eligible for gift services.

2. Click the gift icon ~H. The Gift window is displayed.

fedirt X
ift Card and h=g ==

Wrap T'g.rpe:l ;I Wrap Price:

Gift Card hessage:

Applhy I Cancel | Close

In the Wrap Type field, select the type of gift wrap requested by the customer.
4. Inthe Card Type field, select the type of greeting card requested by the customer.

If you selected a card type, enter the message to be printed on the card in the Gift Card
Message field. You can use shortcut keys to enter common expressions.

6. Click Apply. The instructions are saved with the order line.

Cancel an order line

= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.
1. On the Order Entry primary tab, select an order line.

2. Click Cancel Order Line. The Order Line Cancel Reasons window is displayed.

E’,ﬂ'ﬂrder Line Cancel Reasons x|

) = | Cancel |

In the Reasons field, select the reason for the cancellation.

4. Click OK. The status of the order line changes to Cancelled and the reservation for the
requested quantity is released.
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Add a gift certificate

Additional information is needed to process requests for gift certificates. The customer must
provide the names of the sender and the recipient, as well as the message to be printed on the gift
certificate. Since the default value of the gift certificate is zero, the customer must state the
amount.

= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.
1. Enter the item number of a gift certificate in the Selling Item field.
2. Click Gift Certificate. The Gift Certificate window is displayed.

& Gift Certificate

Fru:um:l

Meszage

Apply To Order Line

a. Inthe To field, enter the name of the recipient as designated by the customer.
b. Inthe From field, enter the name of the sender as designated by the customer.

c. Inthe Amount field, enter the monetary value of the gift certificate requested by the
customer.

d. Inthe Message field, enter the text of the customer's message for the recipient.
e. Click Apply to Order Line. The window is closed.
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3. Click Warehouse Message. The Order Line Instruction Message window is displayed.

Eéf’,i'l]rder Line Instruction Message 5[

Special Handling I_ Apply Cancel Elose

a. Enter a message in the field.
b. Select the Special Handling checkbox if necessary.
c. Click Apply. The window is closed.
4. In the Shipping Info block, edit any of the shipping information as necessary.

5. Click Apply to Order. The gift certificate is added to the order. The order line is displayed
on the Order Entry primary tab.

6. Enter any additional order lines.

Add a gift card

When ordering a gift card, the customer can choose from one or more designs. If the card has
predefined values, the customer must select the value of the card. If there is no predefined value,
then an amount must be entered. The customer must provide the names of the sender and the
recipient, as well as the message to be printed on the gift card.

= Navigate: On the Order Entry primary tab, select the Order Line secondary tab.
1. Enter the item number of a gift card in the Selling Item field.

2. Inthe Description fields, select the design of the gift card and the monetary value of the gift
card. When you tab to the next field, the Gift Card window is displayed.
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d.

€.

x

Fru:-m:l
Amount: I F50.00

leszage

Apply | Cancel |

In the To field, enter the name of the recipient as designated by the customer.
In the From field, enter the name of the sender as designated by the customer.

If the gift card does not have a predefined monetary value, enter the amount in the
Amount field.

In the Message field, enter the text of the customer's message for the recipient.

Click Apply. The window is closed.

In the Shipping Info block, edit the shipping information as necessary.

4. Click Apply to Order. The gift card is added to the order. The order line is displayed on the
Order Entry primary tab.

5. Enter any additional order lines.

Request special handling

Overview

After identifying the items to be ordered, the customer can request that items be processed
together and wrapped together. If the estimated customer delivery date differs between items that
must be processed together, the earlier items will be held for the later items. These requests
cannot be applied to direct ship items.

A hold can be placed on items for special events or until a specified date. Holds can be placed on
items whether or not they are direct ship items.
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Procedures

Request that items be processed together

= Navigate: On the Order Entry primary tab, select the Special Handling secondary tab. The
ship-to addresses are displayed on the Order Entry primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

Order Messages || Payment | Summary | Order History

Selling Item Desc ¥|ECoD |Ditect Ship_|P.T. [W.T. |wirap Type |wirap Price |Card Type |Card Price | Event Hold Date Hold
01 0.0

Frocess Together Event Hold | Date Hold |

Clear

2. Select two or more order lines. Use the following methods to select multiple order lines:
e Toselect all of the order lines, press Ctrl + A.

e To select consecutive order lines, select one order line. Press and hold the Shift key.
Select the last order line in the series. Release the Shift key.

e To select non-consecutive order lines, select one order line. Press and hold the Ctrl key.
Select each additional order line. Release the Ctrl key.

3. To request that items be shipped together:
a. Select two or more order lines.

b. Click Process Together. Notice in the PT column that the same character appears for
each of the selected order lines. This indicates that the order lines must be processed
together.

LL)  Note: If the order lines have different estimated customer delivery dates (ECDD),
they are all updated to the latest ECDD.

4. To request that items be gift wrapped together:
a. Select two or more order lines.

b. Click Wrap Together. Notice in the WT column that the same character appears for
each of the selected order lines. This indicates that the order lines must be wrapped
together.
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Place a hold on items

= Navigate: On the Order Entry primary tab, select the Special Handling secondary tab. The
ship-to addresses are displayed on the Order Entry primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

2. Indicate whether the customer wants to delay a shipment due to a special event:

=  Predefined event: Select one or more order lines. Click Event Hold. The Event Hold
window is displayed. Select the event. Click Apply. The event appears in the Event Hold
field for the selected items.

f=3Event Hold x|
M aster Address
Apply I Cancel |

= Customer-defined date: Select one or more order lines. Click Date Hold. The Personal
Hold window is displayed. Enter a date, or click Cal and select a date. Click Apply. The
date appears in the Date Hold field for the selected items.

k=3 Personal Hold x|

Ml aster Address

Fersonal H-:uld:l

Apply Cancel

L) Note: The estimated customer delivery dates are updated accordingly.

Clear special handling requests

= Navigate: On the Order Entry primary tab, select the Special Handling secondary tab. The
ship-to addresses are displayed on the Order Entry primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

2. Select one or more order lines.
3. Click Clear. The special handling instructions are cleared.
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Enter messages and comments

Overview

You can enter messages that will appear on documents made available to customers (packing
slip), warehouse personnel (pick instructions), and carriers (shipping labels). You can also append
a comment to the order for future reference.

Procedures

Enter messages

= Navigate: On the Order Entry primary tab, select the Order Messages secondary tab. The
ship-to addresses are displayed on the Order Entry primary tab. Select the ship-to address that
you want to process.

Customer | OrdarLine | Special Handling m Payment | Summary | Order History | Batch SetupiUpdate | Batch Summary/Release
Packing Slip Message arshouse Message

Show Prices on Packing SIP? s £ o (5 Shipping Label Message

Apply.

1. To have a message printed on the packing slip, enter the message in the Packing Slip
Message field. You can use shortcut keys to enter common expressions.

2. To request that warehouse personnel provide special handling, enter the instructions in the
Warehouse Message field. You can use shortcut keys to enter common expressions.

L Note: The message applies to the selected shipment. To enter a warehouse message
for a specific order line, enter the message from the Order Line secondary tab.

3. To indicate whether prices should be printed on the packing slip, select either the Yes or No
option.

4. To have a message printed on the shipping label, enter the message in the Shipping Label
Message field. You can use shortcut keys to enter common expressions.

5. Click Apply. The instructions are saved. To determine whether a ship-to address has
messages or the show price option, look at the Messages and Show Price fields on the Order
Entry primary tab.
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Enter a comment
= Navigate: On the Order Entry primary tab, select the Order History secondary tab.

| Note: The secondary tabs move to the bottom of the primary tab page.

1. Click Comments. The New Order Comments window is displayed.

EEENEW Order Comments E[

Salling Hem: I ;I ok I Cancel |

2. Enter the text of your comment in the text box.

3. [Optional] In the Selling Item field, select the item with which you want to associate the
comment.

4. Click OK. The comment is saved as an Associate Comments event. It is displayed on the
Order Entry primary tab.

Enter payments and accommodations

Overview

Customers can use one or multiple tender types to pay for an order. As you enter each payment,
you indicate the monetary amount of the payments. When the order balance reaches zero, you
have completed the payment process.

Credit card payments are authorized by an external system. Vouchers and personal checks must
be manually authorized. After entering payments that require manual authorization, you must
enter an authorization number. If any payments are not authorized when the order is submitted,
the order is automatically pended until the authorization issue is resolved.

Should you need to adjust the extended amount for any order line, order subtotal, or order total,
you can enter an order line accommodation or order accommodation. You also have the option of
canceling a payment.
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Procedures

Enter payments

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order
summary appears on the left side of the Payment secondary tab.

Merchandise $280.00
Semice $20.00
Gifting: $10.00
Sub-Total: $310.00

Type ¥| Description | Amount

Standard Shipping:  $10.00
Additional Charges:  $2.00

ush Shipping: El
Shipping Total:  $12.00

Order Total: $338.10
Applied Payments: ~ $0.00

Order Balance: $338.10

1. Inthe Create Payment block, click the button associated with the method of payment. The
payment window appears.

2. Enter the required information in the payment window.

3. Click Authorize. The payment is saved. The fields are cleared for entry of another payment.
4. When done entering payments on a payment window, click Close.
5

Enter any additional payments until the order balance equals zero.

Manually authorize a payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. All payments
appear on the Order Entry primary tab.

1. Select a payment that has a status of Manual Authorization.
2. Enter the authorization number in the Enter Authorization # field.
3. Click Authorize. The status of the payment changes to Manually Approved.

Cancel a payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. All payments
appear on the Order Entry primary tab.

1. Select a payment.

2. Click Cancel Payment. The status of the payment changes to Cancelled. The order balance is
adjusted.
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Enter accommodations

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order
summary appears on the left side of the Payment secondary tab.

1. Inthe Payment Adjustment block, click the button associated with the type of
accommodation.

= |tem Accommodation: Make an adjustment to an order line.

ggﬂrder Line Accommaodation x|
rrder Line
# ISeIIing Itam IDegcriptiu:-n IF'rice
1 232-100353031 PesfManofGift - Julie... $2IIIIII.IIIIII|;
Tax 0.00 .
2 017- 100242025 035 Pers- Mono and .. F55.00 j
Tender: I ;I
Reason: I ;I
Fercent Off [ | Dollar Off [+
p‘l‘xm-:uunt:l
Apply To Erdern Kine Close

= Order Accommodation: Make an adjustment to the merchandise, service, shipping, or
order total. Accommodations can be made at the order level only if all the items on the
order are cancelled or shipped.

E%’,i'l]rder Accommodation x|
rOrder Payment Summany

herchandise F280.00

Gifting F10.00

Farsonalization Fz20.00

Shipping F1z2.00

Order Total 33210
Tender I ;I
Heasun:l ;I

Fercant Off [ | Dollar Off [w]
Am-:-unt:l
Apply T @rder Claose
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2. Inthe Order Lines or Order Payment Summary blocks, select the order line or subtotal/total
that you want to adjust.

3. Inthe Tender field, select the method of reimbursement.
4. In the Reasons field, select the reason for the accommodation.

Indicate whether the accommodation is based on a percentage (Percent Off) or a monetary
amount (Dollar Off).

6. Inthe Amount field, enter the percentage or monetary amount.

7. Click Apply to Order Line or Apply to Order. The accommodation is added to the list of

payments on the Order Entry primary tab. It also appears in the Promotions/Accommodations
block on the Payments secondary tab.

8. Enter any additional accommodations.
9. When done, click Close.

Enter a credit card payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order
summary appears on the left side of the Payment secondary tab.

1. Click Credit Card. The Credit Card Payment window is displayed. If the system has a record
of the customer's credit cards, they are listed on the right side of the window.

Eg_;;l:redit Card Payment 5'
Aceount Number: [ Type ¥ | Accoun t# |Exp ate_a&|First M |Last | Sufti_|

Credit Card Tvpe:l
Month  “rear
Expiration Date:

PaymentAmount:I $238.10
First Ml Last Suffix

Card Halder IS_Vdnev l_laeenstreet | |
CVWR/CVORITID: I—

Authorze, I Clear I Close |

2. If the credit card already exists in the system, double-click the credit card record on the right
side of the window. Otherwise, enter the credit card number in the Account Number field.

3. Inthe Expiration Date fields, enter or edit the expiration date of the credit card. Enter a two-
digit month and a four-digit year.

In the Payment Amount field, edit the default amount if necessary.

In the Cardholder fields, enter or edit the cardholder's name.

[Optional] In the CVV2/CVC2/CID field, enter the security code.

Click Authorize. The payment is added to the list on the Order Entry primary tab.
Enter any additional credit card payments.

© © N o a &

When done, click Close. The Credit Card Payment window is closed.
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Enter a voucher payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order

1.

© N o gk~ 0N

summary appears on the left side of the Payment secondary tab.
Click Voucher. The Voucher Payment window is displayed.

Eﬁf’i?uucher Payment x|

Tender Type: Reward Cerificate

Account Number: I

Paymentﬁxmnunt:l F135.10

Authorize | Clear | Close |

In the Tender Type field, select the type of voucher.

In the Account Number field, enter the ID of the voucher.

In the Payment Amount field, edit the default amount if necessary.

Click Authorize. The payment is added to the list on the Order Entry primary tab.
Enter any additional voucher payments.

When done, click Close. The Voucher Payment window is closed.

Manually authorize the voucher payments.

Enter a personal check payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order

1.

o~ w D

summary appears on the left side of the Payment secondary tab.
Click Personal Check. The Check Payment window is displayed.

E%’,g[heck Payment x|
Paymentﬂmnunt:l F1322.10

Fouting Humber: I

Account Mumber: I

Authorize I Clear I Close I

In the Check Number field, enter the check number from the customer’s personal check.
In the Payment Amount field, edit the default amount if necessary.
In the Routing Number field, enter the routing number for the customer’s financial institution.

In the Account Number field, enter the customer's account number from which the check is
drawn.
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6. Click Authorize. The payment is added to the list on the Order Entry primary tab.
7. Enter any additional personal check payments.

8. When done, click Close. The Check Payment window is closed.

9. Manually authorize the personal check payments.

Enter a stored value card payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order
summary appears on the left side of the Payment secondary tab.

1. Click Gift/Merch Card. The Gift/Merchandise Card window is displayed.

Eéf’,i'ﬁift,.-"Merchandise Card x|

FIN: I

Amount: I $132.10

Balance: I

Card Type: I

Concept: I

Futhorize Claar Cloze

In the SVC Number field, enter the ID of the stored value card.

In the PIN field, enter the customer’s personal identification number.

In the Amount field, edit the default amount if necessary.

Click Authorize. The payment is added to the list on the Order Entry primary tab.
Enter any additional SVC payments.

N o gk~ w D

When done, click Close. The Gift/Merchandise Card window is closed.
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Enter a cash payment

= Navigate: On the Order Entry primary tab, select the Payment secondary tab. An order
summary appears on the left side of the Payment secondary tab.

1. Click Cash. The Cash Payment window is displayed.

E%%Eash Payment x|
Fayment Amount: I 138,10

Authaorize | Clear | Claze |

In the Payment Amount field, edit the default amount if necessary.

Click Authorize. The payment is added to the list on the Order Entry primary tab.
Enter any additional cash payments.

When done, click Close. The Cash Payment window is closed.

o o~ w b

Manually authorize the cash payments.
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Review and process the order

Overview

After identifying the customer, entering order lines, requesting services, providing shipping and

handling instructions, and applying payments and financial accommaodations, the order is ready
for review and submission.

An invoice is created for each ship-to address/ship method on the order. The invoice includes the
ship-to name and address, the order lines, subtotals, and the grand total for the designated ship-to
address/ship method. Order-level totals and payments are displayed after the last invoice.

Procedures

Process the order

= Navigate: On the Order Entry primary tab, select the Summary secondary tab. The invoices
and summaries are displayed on the Order Entry primary tab.

Messags Center | Customer Main I LIARRRl) Crder Main | Activity Requast | Wiok List | Mail Order | Reperis | Admin | Security |
Order Humber. [121256 Order Type: [Standard | Order Status [new Order Credit Card Application Dizplay Prometions Cancel Order
2 Nommal Sale  Gift Card and Msg - No Wirap:Lamenant 1 $5.00 $500  $10.00 $2.00 $0.86 Wiarehouse Reserved 02-03-2004 UFS Ground RCOM =
SERVICE  Gift Card - Balloon Bithday Gift Card F10.00
Ship-To Totals
Merchandise Total  $260.00
Semice Total $30.00
Shipping Total $7.00 (Standard - $5.00, Addl. - $2.00, Rush - $0.00)
Tax Total $14.85 (Merch - $13.00, Service - $1.50, S&H - $0.35)
Accommodations (30000 (Amount- (50.00), Tax- (§0.00)
Fromotional Sawings  ($0.00)
Ship-To Total $311.85
Ship-To Deaghter (2 of 2
Fetra Greenstreet, 01 Tower Road, FOND DU LAC, Wil 54935
# Type Hem Desc. Created Oty  Price ExtPrice Service AddlS&H  Line Tax Status ECDD Carrier  Carrier Service
4 Mommal Sale  FB SWC20:Stars 1 $z000 $20.00 $0.00 $0.00 $1.00 arehouse Resewed 02032004 UPS Owernight - RCOM
Ship-To Totals
Merchandise Totsl  $20.00
Seniice Total $0.00
Shipping Total $5.00 (Standard - $5.00, Addl. - $0.00, Rush - $0.00)
Tax Total $125 (Merch- $100, Service - 50.00, S&H - $0.28)
Aeocommo dations  ($0.00) (Amount- (50.00), Tax- ($0.005)
Promational Savings (80.00)
Ship-To Total $26.25
Order Totals Payments
Merchandise Total $28000 # Type Humber Amount
Senice Total $2000 1 Viga e 2220 $100.00
Shipping Charge $1200 2 Personal Check 3024957073 $100.00
Tax Total F16.10 3 Gift Card 5672123467800111 $138.10
Aocommodations (0.00)
Fromotional Sawings ($0.00)
Order Total $338.40 -
Pend Order | Submit Order
\ Customer "‘DrdelLir\_g__," Special Handling H Order Meszages H Fayment ‘ Order History |

L Note: The secondary tabs move to the bottom of the primary tab page.
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Determine how you want to process the order:

e To submit the order, click Submit Order. The status of the order changes from New Order to
Submitted. The order is released to the location where it can be fulfilled.

LI Note: I certain conditions are not met based on system parameters or fraud rules, the
status of a submitted order may be automatically changed to Pending. The order is held
until the issues are resolved.

e To manually place the order on hold, click Pend Order. You are prompted to provide a
reason for the hold. The status of the order changes from New Order to Pending. The order is
held until any issues are resolved.

e To cancel the order, click Cancel Order. You are prompted to provide a reason for the
cancellation. The status of the order changes from New Order to Cancelled. The order is no
longer valid, although it is saved for future reference.
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Chapter 6 — Order maintenance

Once a new order is submitted, you can no longer access it from Order Entry. If the order was
entered as part of a mail order batch, you can not access it from Mail Order seven days after the
batch was released. Instead orders are edited under Order Main. You can perform the following
order maintenance tasks:

e Look up an order

o Edit order lines

e Request special handling

e Enter messages and comments

e Enter payments and accommodations
e Review historical information

e Review and process the order

Look up an order

Overview

There are multiple ways for you to access a customer order. You can access orders directly on the
Order Main primary tab. Or you can access orders indirectly from the Customer Main >
Customer History or Work List > Order Worklist tabs.

Procedures

Enter a known order number

= Navigate: Select the Order Main primary tab.

1. Inthe Order Number field, enter an order number.
2. Tab to the next field. The order is retrieved.

Look up an order number for a known customer

= Navigate: On the Customer Main primary tab, look up and select a customer. Select the
Customer History secondary tab. The events pertaining to the customer are displayed on the
Customer History secondary tab.
Double-click a Create Order event. The system navigates to Order Main and the order is
retrieved.

Access a pended order

= Navigate: On the Work List primary tab, select the Order Worklist secondary tab. Enter
search criteria in the Order Number, Order Task Type, or Order Task Subtype fields. The
results are displayed on the Order Worklist secondary tab.
Double-click the order that you want to access. The system navigates to Order Main and the
order is retrieved.
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Edit order lines

Overview

Open, pended, and closed orders are edited under the Order Main primary tab. You can cancel
order lines that have not yet been shipped. If an order line is not yet fulfilled, you can update it to
include personalization, monogramming, and gift services if such services are available for the
item. You can also enter special instructions at the order line level.

Once customers receive items, they may request additional service regarding the item, such as the
activities described in the following table.

Activity Description
Cancellation An order line is cancelled because:
e The customer no longer wants an item that has not yet
been shipped.
o An order line has been entered in error.
Exchange The customer makes a request to return an item in exchange

for a different item. You must enter a return request before
you can enter an exchange request.

No Information
Return

An unidentified return is matched to an item on an existing
order. After the return is matched to the order, it can be
processed as a return.

No Original Order
Return

The customer makes a request to return an item, but the
original order is not known. For example, a gift recipient does
not have an order against which the return request can be
made. An order with no charges is created for the customer
against which the item can be returned.

Partial

The customer requests a part instead of an item. If the part has
a selling SKU, you can enter it on the Order Line secondary
tab. If it does not have a selling SKU, you would enter the
request as a Partial Request under the Activity Request
primary tab.

Replacement

The customer makes a request to return an item for another of
the same item. The return request is automatically created
when you enter the replacement request.

Return

The customer makes a request to return an item in exchange
for a refund, a replacement, or a different item. Depending on
the value of the item, the customer might not be required to
return the item.

Schedule Pickup

The customer makes a request to return or exchange an item.
If the value of the item is such that it must be returned,
arrangements can be made for a carrier to pick it up from the
customer.
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Procedures

Enter a return request

Enter a return when the customer asks to return an item for a refund or in exchange for a different

item.

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary

tab. The order lines are displayed on the Order Main primary tab.

1. Click Return Order Line. The Create Return Order Line window is displayed.

E%‘:Ereate Return Order Line |
Return e m: S e SR L H
Return Qt‘y:l i ltem Humber: ||:|4Q_1|:||:|353|:|31
Reason: I ;I Feturn Required: “Was (& Mo
Refund Recipient: o ¢ & Ship To -
Andrenwy b
950 Nicollet Mall
Retek on the Mall
MIMHEAPOLIS, MM 55403
Tender Type: I d
Aoddress Book I
Comment:
Appli Close

In the Return Item field, select the item to be returned by the customer.

In the Return Qty field, enter the number of units the customer wants to return.

2
3
4. In the Reason field, select the reason for the return.
5

To indicate whether the item must be returned, select the Yes or No option.

LI Note: If the value of the item is above a predefined limit, the customer is required to
return the item. If the value is below a predefined limit, you can choose whether to
require a return. The status of a required return is Pending Return until the item is

received from the customer.
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6. Inthe Tender Type field, indicate how the customer’s payment will be refunded.

7. In the Comment field, enter any additional information regarding the request.

L Note: Comments are appended to the event recorded in Customer History and Order
History.

8. Click Apply. The return request is added to the order lines on the Order Main primary tab.
9. Enter any additional return requests.

10. When done, click Close to close the window.

Enter a pickup request

You can arrange for a pending return to be picked up by a carrier. The pickup request option is
not available until a return or an exchange has been entered on the order.

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary
tab. The order lines are displayed on the Order Main primary tab.

1. Select an order with a status of Pending Return.

2. Click Schedule Pickup. The Schedule Pickup window is displayed.
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E%Echedule Pickup EI

Order Humber: |9541a

| elllng Shu I escription IDuantlH | rice | Ext. Frice |

Ferftonofzift - Julie 2:Cara...

Customer Name:lﬁ.ndrew 1

Address 1: | 2424 Street

Address 2: I

Address 3 I

City: | SCHENECTADY

Zip Code: I 12345 State: INY

Day Phone:  |i512)321-3212

Ewvening Phone: |(512)321.3212

Email: Imail@mail.com

Address Book
Carrier: IUPS —
Mumber of Eloxeg:l 1
Comment:
Apphy Close

In the Selling SKU block, select the item that will be picked up.

If the default pickup location is incorrect, click Address Book. Enter or select another
address in the Address Book window. Then click Use. The selected address replaces the
default address on the Schedule Pickup window.

In the Carrier field, select the carrier who will provide the service.

In the Comment field, enter any additional information.

L Note: Comments are appended to the event recorded in Customer History and Order
History.

Click Apply. The request for pickup is routed to where it will be processed.
Schedule any additional pickups.
When done, click Close to close the window.
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Enter an exchange request

Enter an exchange request when the customer requests a different item in exchange for a pending
return. The exchange request option is not available until a return has been entered on the order.

=

1.

o

6
7.
8.
9

Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary

tab. The order lines are displayed on the Order Main primary tab.

Click Exchange Order Line. The Exchange Order Line window is displayed.
x|

e [tem:

Selling tem:

Lrescription:

Description:

Description:

Description:

| | K | K

Description:
Qluantity:

Price:

Extended Price:
J q: 1larehouse Message

rAdditional Line Inffo———— ~Shipping Info

Item Status: Address Book "

ECDD: Carrier Senvice:

Ledll

Reserved Qty: Carriar;
Backorderad Gty Addt] Delivery Charges:

Tl i I Close I

In the Selling Item field, enter the selling item number of the item requested by the customer.

L Note: To look up an item, you can click Item Search on the Exchange Order Line
window.

In the description fields, select the characteristics of the item.
In the Quantity field, enter the number of units requested by the customer.

For an eligible item, enter personalization, monogramming, or gift services as requested by
the customer.

Enter any instructions for warehouse personnel if necessary.
In the Shipping Info fields, edit the default recipient, carrier service, and carrier as necessary.
Click Apply. The exchange request is added to the order lines on the Order Main primary tab.

Enter any additional exchange requests.

10. When done, click Close to close the window.
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Enter a replacement request

Enter a replacement request if the customer requests the same item in exchange for an item to be
returned. The replacement request creates both the return request and the new sale.

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary
tab. The order lines are displayed on the Order Main primary tab.

1. Click Replacement Order Line. The Replacement window is displayed.

x
rMew ltem

Replace ltem:  [oo omono/Gitt - Julie 2:Ceramic |z] Retumn Required: yog (& o

Selling ltem: 040- 10035302 1 Pl oGzl r. gy Mo

Finish of Froduct: | -aramic Reason: Damaged

Quantity: 1

FPrice: 55 56
Extended Price: F55.56 J M q: Warehouss Message

rOrder Comments

rAdditional Line Info Shipping Info
Itemn Status: News Order Line “ e
. Address Book i
S I el Carrier Senrice:
Ressrved Cty: [ : Dvernight - REON =l
Carriar: p—
Backordered Qty: [ 5 UFS _I
Addtl Delivery Charges: F1.00
Backorder Motice To Ship-To |-
Apply Cloze |

2. Inthe Selling Item field, select the item that the customer wants to replace.

3. To indicate whether the item must be returned, select the Yes or No option.

LI Note: If the value of the item is above a predefined limit, the customer is required to
return the item. If the value is below a predefined limit, you can choose whether to
require that an item be returned. The status of a required return is Pending Return
until the item is received from the customer.

4. If the return is required, indicate whether the replacement item should be sent immediately or
after the return is received.

5. Inthe Reason field, select the reason for the replacement request.
6. In the Quantity field, enter the number of units the customer intends to replace.

7. For an eligible item, enter personalization, monogramming, or gift services as requested by
the customer.

8. Enter any instructions for warehouse personnel if necessary.
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10.

11.

12.

13.
14.

62

In the Order Comments field, enter any additional information regarding the request.
L Note: Comments are appended to the event recorded in Customer History and Order
History.

If the customer orders an item for delivery to someone else and the item is backordered, the
Backorder Notice to Ship-To check box is enabled. Select the check box if the customer
wants a backorder notice sent to the recipient.

In the Shipping Info fields, edit the default recipient, carrier service, and carrier as necessary.

Click Apply. A pending return and a reserved or backordered order line are added to the
order lines on the Order Main primary tab.

Enter any additional replacement requests.

When done, click Close to close the window.
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Enter a partial request

Enter a partial request when the customer requests a part rather than an item. To enter a partial
request on the Order Main tab, the partial item must have a SKU. If the partial item does not have
a SKU, navigate to the Activity Requests tab to enter the request.

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary
tab. The order lines are displayed on the Order Main primary tab.

1. Click Partial Order Line. The Create Partial Order Line window is displayed.

Egﬁl:reate Partial Order Line x|

—Fartial Line Info

Lescription:

Deszcription:

Lescription:

Lescription:

[ {3 | KN

Lescription:
Quantity:

Frice:
Extended Price:
Reazson Code: ﬂ

—Additional Line Info rShipping Info
ltem Status:

ECDD: Address Book "

Semvice Lewvel:
Reserved Cty:

Backordered Qhy:

Ll

Carrier:

Add'l Delivery Charge:

Backorder Notice to Ship-to |_

Genearic SKU Description:

Comment:

Apply T Erder | Close |

2. Inthe Selling Item field, enter the selling item number of the partial item requested by the
customer.

In the description fields, select the characteristics of the part.
4. In the Quantity field, enter the number of units requested by the customer.

In the Reason field, select the reason for the request.
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6. If the customer orders a part for delivery to someone else and the part is backordered, the
Backorder Notice to Ship-To check box is enabled. Select the check box if the customer
wants a backorder notice sent to the recipient.

7. In the Shipping Info fields, edit the default recipient, carrier service, and carrier as necessary.
8. Enter any special instructions for warehouse personnel in the Generic SKU Description field.
9. Inthe Comment field, enter any additional information regarding the request.
L) Note: Comments are appended to the event recorded in Customer History and Order
History.

10. Click Apply to Order. The partial request is added to the order lines on the Order Main
primary tab.

11. Enter any additional partial requests.

12. When done, click Close to close the window.

Cancel an order line

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary
tab. The order lines are displayed on the Order Main primary tab.

1. Select the order line to be cancelled.
2. Click Cancel Order Line. The Order Line Cancel Reasons window is displayed.

E’,ﬂ'ﬂrder Line Cancel Reasons x|

) = | Cancel |

In the Reasons field, select the reason for the cancellation.

4. Click OK. Depending on the status of order line, either the status changes to Cancelled or the
order line is removed.
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Resolve a no information return

A customer may return an item without authorization or without sufficient identification as to
who the customer is. Should the customer inquire about the return, you can look up the customer
order and match the unidentified return with the customer’s order.

= Navigate: Look up an order. On the Order Main primary tab, select the Order Line secondary
tab. The order lines are displayed on the Order Main primary tab.

1. Select the order line that you want to match with a return.

2. Click No Info Return. If items matching the customer inquiry were received, they appear on
the No Info Return window.

&3 Mo Info Return x|
Invantar tam | Description ¥|Return Qty | Disposition |Return Reason Cods  |Date Retumned &|Commen te |
Returm |

Cancel |

3. Select the item that matches the selected order line.

4. Click Return. The unidentified return is matched to the item on the customer’s order. The
order is updated to reflect the return.
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Enter adummy order for returns or partial item orders

Enter a dummy order for customers who want to return items that they received as gifts.

=

1.

o~

S
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Navigate: Look up and retrieve a customer or enter a new customer under the Customer
Main primary tab. On the Order Main primary tab, select the Order Line secondary tab.

Click No Original Order Return. The No Original Order Return window is displayed.

E%Nu Original Order Return : x|
Item #: _ Descriptinn:l
Description: | =]
Description: =]
Description: =]
Description: =]
Quantity: |
Frice: I
E:t FPrice: I JJ
Apply | Close |

In the Item # field, enter the selling item number of the item that was shipped to the customer.
In the description fields, select the characteristics of the item.
In the Quantity field, enter the number of units to be returned.

For an eligible item, enter personalization or monogramming services if they were originally
applied to the item.

Click Apply. An order line in Shipped status is displayed on the Order Main primary tab.
Enter any additional order lines.

When done, click Close to close the window. You can then enter the customer’s request to
return, exchange, or replace an item or order a partial item.
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Request special handling

Overview

For items that have not yet been shipped to the customer, you can enter or remove special
handling requests. This includes indicating which items should be shipped and wrapped together
or placing a hold on a shipment.

Procedures

Request that items be processed together

= Navigate: Look up an order. On the Order Main primary tab, select the Special Handling
secondary tab. The ship-to addresses are displayed on the Order Main primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

FFLCTUPM  Order Messages Payment Payment History | Shipment Histary Summary Order History Woklist

Selling ltem Description ¥|ECDD |Ditect Ship  |P.T. [WAT. [Wiap Type Wrap Frice | Card Type |Card Price |Event Hold Date Hold
180- 100237241 Care CardiLarge 11-17-2003 [ $0.00 $0.00
180- 100237030 Nightstands: Large:ihite:1... 11-17-2003 O 30,00 $0.00
180- 10024203 1 Persanalization Birect Shi.. 11-17-2003 |7 $0.00 $0.00

2. To request that items be shipped together:
a. Select two or more order lines.

b. Click Process Together. Notice in the PT column that the same character appears for
each of the selected order lines. This indicates that the order lines must be processed
together.

L) Note: I the order lines have different estimated customer delivery dates (ECDD), they
are all updated to the latest ECDD.

3. To request that items be gift wrapped together:
a. Select two or more order lines.

b. Click Wrap Together. Notice in the WT column that the same character appears for
each of the selected order lines. This indicates that the order lines must be wrapped
together.
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Place a hold on items

= Navigate: Look up an order. On the Order Main primary tab, select the Special Handling
secondary tab. The ship-to addresses are displayed on the Order Main primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

2. Indicate whether the customer wants to delay a shipment due to a special event:

o Predefined event: Select one or more order lines. Click Event Hold. The Event Hold
window is displayed. Select the event. Click Apply. The event appears in the Event Hold
field for the selected items.

f=3Event Hold _ x|
M aster Address
Apply I Cancel |

e Customer-defined date: Select one or more order lines. Click Date Hold. The Personal
Hold window is displayed. Enter a date, or click Cal and select a date. Click Apply. The
date appears in the Date Hold field for the selected items.

k=3 Personal Hold _ x|

Ml aster Address

Apply | Cancel |

L) Note: The estimated customer delivery dates are updated accordingly.

Clear special handling requests

= Navigate: Look up an order. On the Order Main primary tab, select the Special Handling
secondary tab. The ship-to addresses are displayed on the Order Main primary tab.

1. Select a ship-to address. The order lines for the selected ship-to address are displayed on the
Special Handling secondary tab.

2. Select one or more order lines.
3. Click Clear. The special handling instructions applied to the items are cleared.
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Enter messages and comments

Overview

You can enter messages that will appear on documents made available to customers (packing

slip), warehouse personnel (pick instructions), and carriers (shipping labels), if the items have not

yet been shipped.
Procedures

Enter messages

= Navigate: Look up an order. On the Order Main primary tab, select the Order Messages

secondary tab. The ship-to addresses are displayed on the Order Main primary tab. Select the

ship-to address that you want to process.

Customer | Order Line Specia\Hand\inngaymem Summary | Order History | Batch Setup/Update | Batch SummandRelesse

Packing Slip Message arshouse Message

Show Prices on Packing SIP? s £ o (5 Shipping Label Message

Apply.

1. To have a message printed on the packing slip, enter the message in the Packing Slip
Message field. You can use shortcut keys to enter common expressions.

2. To request that warehouse personnel provide special handling, enter the instructions in the

Warehouse Message field. You can use shortcut keys to enter common expressions.

L Note: The message applies to the selected shipment. To enter a warehouse message

for a specific order line, enter the message on the Order Line secondary tab.

3. To indicate whether prices should be printed on the packing slip, select either the Yes or No

option.

4. To have a message printed on the shipping label, enter the message in the Shipping Label

Message field. You can use shortcut keys to enter common expressions.

5. Click Apply. The instructions are saved. To determine whether a ship-to address has

messages or the show price option, look at the Messages and Show Price fields on the Order

Main primary tab.
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Enter a comment

= Navigate: Look up an order. On the Order Maintenance primary tab, select the Order History
secondary tab.

1. Click Comments. The New Order Comments window is displayed.

EﬁNew Order Comments _ E[

Sealling tem: I ;I ok I Cancel |

2. Enter the text of your comment in the text box.

3. [Optional] In the Selling Item field, select the item with which you want to associate the
comment.

4, Click OK. The comment is saved as an Associate Comments event. Events are viewable
when an order is retrieved on the Order Main > Order History tab.

Enter payments and accommodations

Overview

You may need to reconcile payments when changes are made to an order. If the order balance is
greater than the amount tendered by the customer, the customer must provide additional payment.
On the other hand, if the order balance is less than the amount tendered, you may need to process
a refund for the customer. Refunds are automatically calculated when you enter an overpayment
from the customer during order entry or after a mail order batch is processed. Refunds are also
automatically calculated when you enter a return, replacement, exchange, or cancellation for the
customer during order maintenance.

When possible refunds are paid to the customer using the same tender type provided by the
customer. The exceptions are that a payment by gift certificate is refunded by merchandise
voucher and cash payments are refunded by check. If the customer used multiple tender types, the
refund is paid in the following order:

1. Credit card: The debited amount can be for no more than the original amount paid by credit
card.

2. Check: The refunded amount can be for no more than the original amount paid by personal
check. Cash payments are also refunded by check.

3. Merchandise voucher: The balance of the refund not covered by credit card or check is
refunded by merchandise voucher. If the balance is less than a predefined amount, it is paid
by check.
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Adjustments can be made to payments in order to promote goodwill. Such accommodations may
be a fixed amount or a percentage of an order line, order subtotal, or the order total amount.
Accommodations at the order line level can be made only to shipped or cancelled items.

Procedures

Enter payments

= Navigate: Look up an order. On the Order Main primary tab, select the Payment secondary
tab. An order summary appears on the left side of the Payment secondary tab. Promotions and
accommodations are displayed on the right side. If any previous activities caused the order
balance to change, the automatically calculated refunds are displayed on the Order Main
primary tab.

Custamer

Order Line

Special Handling | Order Messages

rOrder T

Payment History | Shipment History

Summary

Order History

iaklist

Gitting:
Subtotal:
Standard Shipping
Additional Charges:
ush Shipping:
Shipping Total:
Merchandise Tax:

Shipping Tax
zzzzzzz

Accommodations:

Order Total:
Applied Payments:

Order Balance:

$181.08
3226
$0.00
$183.31

$15.00
$21.00

$0.00
$36.00

$234.00
$0.00

$234.08

[P ayment Adjustment———

rCreate P,

Hem Accommodation |

Order Acoommedation |

rPromotions i

¥ | Description

Amount |

Tax- Tax Cradit

(§0.37)

1. To cancel a payment:

N

a.

Cancelled, and Manually Approved.

Select a payment.

Note: You can not cancel a payment in the following statuses: Pre-settled, Settled,

b. Click Cancel Payment. The payment changes to Cancelled and the order balance is

2. To add a payment:
a.

d.
3. To authorize a payment that requires manual authorization:
a.

adjuste

d.

In the Create Payment block, click the button corresponding to the tender type. The
payment window appears.

Enter the required information in the payment window.

Click Authorize. The payment is saved and the fields are cleared for entry of another
payment.

When done entering payments on the payment window, click Close.

Select a payment.

b. Enter the authorization number in the Enter Authorization # field.

C.

Click Authorize. The status of the payment changes to Manually Approved.
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Enter order line accommodations

= Navigate: Look up an order. On the Order Main primary tab, select the Payment secondary
tab. An order summary appears on the left side of the Payment secondary tab. Promotions and
accommaodations are displayed on the right side. Payments and refunds are displayed on the
Order Main primary tab.

1. Inthe Payment Adjustment block, click Item Accommodation. The Order Line
Accommodation window is displayed.

E‘-E’,%Drder Line Accommaodation x|

rOrder Line
#_ISelling Item IDegcriptiun IPrice
1 042- 100252021 PersfMona/Gift - Julie... $55.5l3|;
Tax 474 [
2 049- 1002237208 Fers with Zifting:Med... F1z.00 j
Tender: I ;I
Reazon: I ;I

Fercent Off [ | Dollar O [+

Am-:uunt:l

Apphy To Erder Line Close

In the Order Lines block, select an order line.
In the Tender field, select the method of reimbursement.

In the Reason field, select the reason for the accommodation.

o &~ WD

Indicate whether the accommodation is based on a percentage (Percent Off) or a monetary
amount (Dollar Off).

In the Amount field, enter the percentage or monetary amount.

©

7. Click Apply to Order Line. The accommodation is added to the list of payments. It is also
added to the list of promotions and accommaodations on the Payments secondary tab.

8. Enter any additional accommodations.
9. When done, click Close.
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Enter order accommodations

= Navigate: Look up an order. On the Order Main primary tab, select the Payment secondary

o &~ WD

©

tab. An order summary appears on the left side of the Payment secondary tab. Promotions and
accommaodations are displayed on the right side. Payments and refunds are displayed on the
Order Main primary tab.

In the Payment Adjustment block, click Order Accommodation. The Order Accommodation
window is displayed.

E%’,i'l]rder Accommodation x|
[ ~Order Fayment Summany ]
Merchandise H178.28
Gifting F0.00
FPerzonalizatian F2.25
Shipping F36.00
Tax F15.62
Order Total F232.21
Tender I‘Jisa :::::::::::: a4z ;I
Reasun:l ;I
Fercant Off [ | Dollar Off [w]
Aml:-unt:l
Fopply T Erder | Close |

In the Order Payment Summary block, select a subtotal or the order total.
In the Tender field, select the method of reimbursement.
In the Reason field, select the reason for the accommodation.

Indicate whether the accommodation is based on a percentage (Percent Off) or a monetary
amount (Dollar Off).

In the Amount field, enter the percentage or monetary amount.

Click Apply to Order. The accommodation is added to the list of payments. It is also added
to the list of promotions and accommodations on the Payments secondary tab.

Enter any additional accommodations.
When done, click Close.
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Review historical information

Overview

You can review historical information pertaining to specific parts of an order. This includes:

Shipment history

You can track the shipped order lines on the current order. Shipment confirmations are
provided by a warehouse management system (WMS) and by direct ship suppliers. Tracking
IDs and proofs of delivery are provided by carriers.

Payment history
You can review all payment authorization attempts and accommaodations for the current
order.

Order history

You can review all of the events that have been entered for the current order. Such events
concern changes to the status of the order and order lines, correspondence sent to the
customer, and comments appended to the order.

Procedures

Track shipments
= Navigate: Look up an order. On the Order Main primary tab, select the Shipment History

74

secondary tab. Any shipments are displayed on the Order Main primary tab.

Select the shipment that you want to review. The contents of the shipment are displayed on
the Shipment History secondary tab.
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Review payment history
= Navigate: Look up an order. On the Order Main primary tab, select the Payment History

secondary tab. All payment authorization attempts are displayed on the Order Main primary

tab.

To view the contents of a shipment, select a pre-settled or settled payment that has a ship

date. The shipped items are displayed on the Payment History secondary tab. Subtotals and

totals for the shipment are displayed below the list of items.

Message Center | Customer Main DrdelEnlrymActivityRequesl Wotk List | Mail Order | Reports | Admin | Security

.. PRE_SETTLED
APPROVED

02.04-2004 2:43 FM C... AFFROVED

02.04-2004 2:55 PM C... APPROVED

02.04.2004 248 PM C

Order Humber. |954|a Type: |Standard S(-in-| Closed Cancel Pended Order Dale.l F’lwrltv||_°w =
Pended Reason |
Transaction Date ¥| Transaction Type | Tender Type T 1 Deatails | Amount [No. of Shipments | Ship Date |
11-21-2003 434 PM ©... APPROVED Visa o e 4242 $07.17
11242003 407 PM C... AFPROVED Visa 24z (9037
11-24-2003 407 PM ©... SETTLED Visa 242 (037
12- 12 40 AM © hoiga | 24z 2 11-21-2003 12

Visa
isa
American Express

American Express 279

Customer Order Line Special Handling | Order Messages Payment ETLCTIECIO  Shipment History Summary Ordar History roklist
Selling Hem Item Desoription ¥ Oty Ext. Price | Add SH | Tax |PZ Senvices | Gift Services |
100237208 Fers with Gifting:Medium 1 F12.00 $1.50 $2.349 $075 $4.00
100353031 PerzbonaiGift - Julie 2:Ceramic 1 $55.56 $1.00 $4.41 $2.25 $0.00

Merch  Shipping  Taxes FZ Gift Wrap

Grand Total: $08 50 $7455 F780  $7.03  §a00 $4.00
Addt] S/H §2.50
Standard 5H:  $5.00
Rush S/H:  $0.00

The status of the payment varies depending on where it is in the settlement cycle. The following
table describes the payment statuses (status is also referred to as transaction type and

authorization status).

Status

Description

Approved

o The validation process determined that the payment was
valid and the requested amount is available. This applies
to credit cards only.

o Refunds are automatically approved.

Authorization Failed

The validation process failed before determining whether the
payment should be approved.

Authorizing The validation process has not yet determined whether a
payment is valid. This applies to credit cards only.
Cancelled The payment or refund was cancelled by an associate. This

applies to all payment methods.
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Status Description

Declined The validation process determined that the payment was
invalid. This applies to credit cards only.

Expired The validation process determined that the payment was
invalid. This applies to tender types that have passed their
expiration date.

Fraud The validation process determined that the payment might be
fraudulent based on preset fraud parameters.

Manual The validation process must be performed manually.

Authorization

Manually Approved

The validation process was performed manually. The payment
was approved.

Pre-Settled

o |tems were shipped to the customer, but the payment is
not yet settled.

e |tems were returned to the warehouse, but the refund is
not yet settled.

Referral

The associate must contact the credit card provider for
resolution.

Settled

o Items were shipped to the customer, and payment was
received for the shipment.

e Returned items were received at the warehouse, and the
refund was sent to the customer.
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Review and update the order history

= Navigate: Look up an order. On the Order Main primary tab, click the Order History
secondary tab. Any events associated with the order are displayed on the Order Main primary
tab.

Message Center | Customer Main | Order Entry Activity Request | Wotk List | Mail Order | Reports | Admin | security

Order Humber: [o5415 Tvee:[standard Status: [Closed Cancel Pandad Order Date:| e L =l [cancel order
Pended Reason: I
Date/Time a|User |Event Typs |Event Details |
11-24-200% 407 PM CST validusenLas Vegas) Customer Accomodation Acustomer accommadation of $0.37 was created on 11-24-2003. Reason = Tax Credit
11-24-2003 407 PM CST validusenLas Vegas) Customer Accomodation A customer accommodation of $0.37 was created on 11-24-2002. Reason = Tax Credit
11-21-200% 4:37 FM CST s Closed Drder Order #95415 was closed on 11-21-200F
11.21.2003 437 FM CST o= Customer Conespandence Ship Confimmation was created and sentto custamervia Email for arder number 95418 and s number
100 4
11.21-2003 436 FM CST . Customt Comsspandsncs Ship Confirmation was sreated and sentto customer wia Email for order number 95416 and sku number
100 094
11-21-2003 435 PM £5T validusenLas Vegas) Create Order Order #95415 was created on 11-21-2003
11.21-200% 4:35 PM £ST . Customer Conaspendance (rder Confimalion maz oreated and senitts cusfomervia Both for order number G841 and dh numbers

Comments

Customer | OnderLine | SpecialHandling | OtderMessages |  Payment | PaymentHistory | ShipmentHistory |  Summany
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Review and process the order

Overview

After making any changes to the order, you can review and submit the order.

An invoice is displayed for each ship-to address/ship method. The invoice includes the ship-to
name and address, the order lines, subtotals, and the grand total for the designated ship-to
address/ship method. Order-level totals and payments are displayed after the last invoice.

Procedures

Process the order

= Navigate: Look up an order. On the Order Main primary tab, select the Summary secondary
tab. The invoices and summaries are displayed on the Order Main primary tab.

Message Centar | Customer Main | Order Entry w Activity Request | WotkList | Mail Order | Repors | Admin | Security |

Order Humber: [35315

Tvee:[Standard

Status: [Tlosed

Bancel Pended Drder Date:

o | Pt Lo

| Girder

=1} Eance

Pended Reason: |

Andrew W Mogendorfi, 2484 Street, SCHENECTADY, NY 12345

Summary View: |Curent Order Detail T

# Type ttem Desc. Created Oty Price ExtPrice Service Addl.5&H Line Tax Status ECOD Carrier  Carrier Service
1 Hommal Sale Pers/hono/Gitt- Julie ZiCeramic  11-21-200% 1 5556 $5556  $225 $1.00 $4.41 Shipped 11212003 UPS Cwernight- RCOM
SERVICE Monagram - tam $2.25
ACCOM Merchandise - Scratched 3278
2 Momal Sale Pers with Gifting:Medium 11212008 1 F1209 $1399 ¥674 $1.50 3234 Shipped 11212008 UPS @round RCOM
SERVICE FiftNirap - Baby Gift Wirap $a00
SERVICE Monogram - tam $075
ACCOM Tax- Tax Credit (F0.27)
3 Exchange Return  Perswith Gifting:Medium (1) §1289  ($1880) (FO.75) ($1.50) ($1.97) Fending Return
SERVICE GittUiirap - Baby GiftUirap (F4.00)
SERVICE hionagram - tam (30.75)
ACCOM Tax Adjustment $0.37
Ship-To Totals Ship-To Return Totals
Merchandise Total  $55.56 Merchandise Total $18.89)
Semvice Total $2.25 Service Total #5749
Shipping Total $6.00 (Standard - $5.00, Addl. - $1.00, Rush - $0.00) Shipping Total (F1.50) (Standard - (B0.00), Addl. - (31.50), Cust Rin - ($0.00))
Tax Total $479 (Merch - $4.18, Service - $0.17, S&H - $0.98) Tax Total (B2.34) (Merch - (F1.80), Senice - (50.43), S&H - 30.11)
Accommo: dations  ($2.78) (Amount - ($2.78), Tax - (H0.00)) Accommo: dations $0.37 (Amount- $O.00, Tax - $0O.37)
Fromotional Savings ($0.00) Framotional Sawings $0.00
Ship-To Total $65.82 Ship-To Return Total ($26.20)
order Totals order Return Totals Payments
Merchandise Total F181.06 herchandise Total 518.99) # Type Humber Amount
Servics Total 3225 Semvice Total #5.79) 1 isa 3037
Shipping Charge $38.00 Shipping Total (51500 2 American Express §2.78)
Tax Total F15.68 Tax Total 234 3 Visa F07.17
Accammo datians ($2.78) Accomma: dations $0.37 a American Express $132.10
Framotional Sawings (50,00} Fromotional Savings $0.00 5 Visa (¥08.20)
Order Total $232.21 Order Return Total ($28.20) 5 Visa (#0.37) =
Fend Order | Submit Drder
| cusomer | owerline | SpecialHandling | OrderMesagss | Payment | PaymentHistory | Shipment History |

Determine how you want to process the order:

N

To submit the order, click Submit Order. The status of the order changes to Open. The order
is released to the location where it can be fulfilled.

Note: If certain conditions are not met based on system parameters or fraud rules, the

status of a order may be automatically changed to Pending. The order is held until the
issues are resolved.

To manually place the order on hold, click Pend Order. You are prompted to provide a

reason for the hold. The status of the order changes to Pending. The order is held until any
issues are resolved.
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e To cancel the order, click Cancel Order. You are prompted to provide a reason for the
cancellation. The status of the order changes to Cancelled. The order is no longer valid,
although it is saved for future reference.
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Chapter 7 — Customer service

Besides placing orders, customers may request additional services. Customers may want
additional information about a product. They may want you to research an issue regarding a past
order. Some orders are pended, either systematically or manually, due to missing information or
possible fraud. Such orders must be researched and either released after the issues are resolved or
cancelled if fraudulent. As an associate, you can enter personal reminders in order to track
activities that require follow-up.

You can perform the following customer service tasks:
e Look up and research items

e Enter and resolve activity requests

e Review and resolve pended orders

e Enter and resolve personal reminders

Look up and research items

Overview

You can use a variety of search criteria in order to find a particular item or a group of items that
share some characteristic. In the On Hand column, you can determine the availability of the item.

Searches are not case sensitive. You can use either lowercase, uppercase, or mixed case letters in
the text fields. Wildcard searches are also applicable.

When looking up an item, you can view additional information about the item on other tabs in the
Item Search/Product Information window. You can also see which media exist for the current
concept or for all concepts.
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Procedures

Look up items

= Navigate: On the application toolbar, click Item Search. The Item Search/Product
Information window is displayed.

& Item Search / Product Information

Gearch Medis Cades

Concept [Channel [item Number [item Description ¥ |Cesciption! [Descii Descii Descii Collection [0 Hand |

Price Range
Low High

Selling tem Number Item Description

Description 1 Description 2 Description 3 Description 4
Collestion Depatment Class Subclas
Concept Channel UDA

|BB Banner = =l

Search | | Cleag | On-Hand | | Close

1. On the Search tab, enter search criteria in one or more of the search criteria fields.

2. Click Search. The results are displayed above the search criteria.

L Note: If you want to cancel a search before the results are displayed, click Cancel.

3. To place an item on the current order:
a. Navigate to the Order Line secondary tab on the Order Entry or Mail Order primary tab.
b. Select an item from the results list on the Item Search/Product Information window.

c. Click On Hand, to view the number of items on hand. The number appears in the On
Hand column next to the item.

d. Click Apply. The item is entered on the Order Line secondary tab.

3. To clear the results and the search criteria, click Clear. You can then enter criteria for another
search.

4. When done, click Close to close the Item Search/Product Information window.
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Wildcard searches

Wildcard searches are permitted when looking up selling items. The wildcard is an asterisk (*).
You can place the asterisk before, after, or between one or more characters. You must enter at
least one character in addition to the asterisk. Some examples of wildcard searches include:

o Enter night* in the Item Description field to retrieve items described as Nightstands.

e Enter *999 in the Department field to retrieve all selling items associated with departments
1999, 2999, and 3999.

e Enter 1*cup in the Item Description field to retrieve selling items described as 12 oz cup and
16 oz cup.

L) Note: When searching by selling item number you must enter at least the first four digits
of the selling item number. The first three digits represent the media code.
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Look up an item’s status

= Navigate: On the Item Search/Product Information window, look up and select an item. Click
the Item Details tab.
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You can view the following details regarding the status of an item.
Detail Description
Availability Provides the earliest estimated customer delivery date and the

backordered quantity. If applicable, indicates whether the item
is a direct ship item or no longer available.

Shipping Lists the default carrier service and shipping restrictions.

Employee discount Lists the discount percentage that would be applied to the
regular price and to the sale price of the item.

Purchase orders Click View POs to see a list of active purchase orders
containing the item or the component items of a pack item.
POs for direct ship items are not included in the list.

User-defined Click View UDAs to see a list of user-defined attributes

attributes (UDA) associated with the item.

Components Click View Components to see a list of the component items
that make up a pack item.

Online messages Lists the online messages, by media, that pertain to the item.
These are the pop-up, product messages that have been set up
for the item.

Options Click the personalization, monogramming, and gift icons to

see the value-added services associated with the item.

Media Lists the media in which the item is featured.
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Look up product information

= Navigate: On the Item Search/Product Information window, look up and select an item. Click
the Product Information tab.

Egjgltem Search / Product Information ;IEIZI

Search Item Details Medis Codes FProduct Information

ttem: [fo0z37 188 Diffarertiator 1: [5ize A= SE [ Ealen

Item Description: | Hightstands: Small:BlackZ Feet:Ceramic Differentiator 2: | Size Type 2 Ditferentiator 4: | Finish of Product

Adtribute ¥|Product Information |
U_CARE_INSTRUCT_IND

U_COLLECTION

U_CONSTANT_DIMENSION_FLAG false

U_HANDLING_SENSITITY_CODE

U_ITEM_DESCRIPTION Nightstands

U_ITEM_GRANDFARENT_ID

U_STANDARD_DELIVERY_CHARGE_FLAG true

rDynamic Product Informat
U_TAX_CLASSIFICATION 7| |Lsm custem adtributes 001 =
2.26% Extra knobs ¢an be ordered separately for the nightstand drawers.

L) Note: From the Order Line secondary tab, you can click Product Information as an
alternative method for accessing product information. The Order Line secondary tab can
be found under the Order Entry, Order Main, and Mail Order primary tabs.

Static product information appears on the upper part of the window. Dynamic product
information can be accessed from the drop-down lists on the lower part of the window.

1. If the information you need does not appear in the upper part of the window, select the
desired attribute from either drop-down list. Product information pertaining to the selected
attribute is displayed below the drop-down list.

2. Toview all the available attributes in one list, click All. The attributes and their values are
displayed on the All Product Information window.
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Adtribute

12% All Product Information for Nightstands: Small:Black:2 Feet:Lamenant x|

¥|Product Information |

LS Custom Attributes 001
U_CARE_INSTRUCT_IND
U_COLLECTION
U_CONSTANT_DIMENSION_FLAG
U_HANDLING_SEMSITIVITY_CODE
U_ITEM_DESCRIFTION
U_ITEM_ZRANDPAREMT_ID
U_SHORT_DESCRIPTION
U_SHORT_DESCRIPTION_35
U_STANDARD_DELIMWERY_CHARGE_FLAG
U_TAX_ATTR
U_TAxX_CLASSIFICATION

Extra knobs can be ardered separately for the nightstand dra...

false

Mightstands

Mightstands

true

2.25%

3. Click Close to close the All Product Information window.
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Look up media

= Navigate: On the application toolbar, click Item Search. The Item Search/Product
Information window is displayed. Select the Media Codes tab. The media associated with the

current concept are displayed.

e To view the media associated with all concepts, click View All Concepts. The media are
displayed on the Media Codes tab

& Item Search f Product Information

Search Media Codes
Concept 'lSub-Cor\cept hiedia Code |Media Description Frice Eff. Start Date & | Frice Eff. End Date ‘
BB Banner Bath Subconcept ong Hugh test pack v rush owertaxed bug 11-19-2004 11-18-2005
BB Banner Bath Subconcept o0z Testing Media 10-22-2004 10-28-2005
BB Banner Bath Subconcept o0z BB - BJdM Int 11.1 Media 10-26-2004 10-26-2005
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Enter and resolve activity requests

Overview

Miscellaneous requests from customers or associates can be handled as activity requests. The
request may be associated with a specific order, but that is not always the case. A request may be
entered by one associate and resolved by another.

The following activity requests can be entered on the Activity Request primary tab.

Activity Request Description

Care Card A care card is a printed document that explains how to care for
or maintain an item.

Forward Address A customer’s address needs to be updated because the current
address is temporarily or permanently invalid.

General A general request is a miscellaneous request that is not
covered by any other type of activity request. An example is a
request from the customer to cash out the remaining balance

on a gift card.
Gift Certificate/ A customer wants to know the remaining value of a gift
Refund Check certificate or the status of a refund.
Item Instructions An item instructions document is a printed document that

provides assembly instructions for an item that must be
assembled by the customer.

Label A call tag or label is a printed document that instructs a carrier
to pick up a return from a customer and deliver the return to
the warehouse.

Partial If a part is missing or broken, the customer may order just the
part instead of the item. If the item has a selling SKU, the
request is entered under Order Main. If the item does not have
a selling SKU, it is requested under Activity Request.

Return A customer wants to know the status of a return. It may be the
customer did not send any information with the return that
associates it with the customer’s original order.

Special Order A customer requests an item not normally available. If the
item can be found, it will be ordered for the customer.
WISMO Where IS My Order. Either the customer did not receive an

order and requests an update on its status or the customer
wants to cancel a previous request.
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Procedures

Enter an activity request
= Navigate: Look up a customer or a customer order. Select the Activity Request primary tab.
The customer information is displayed on the Activity Request secondary tab.
L) Note: Much of the information is automatically filled in for you depending on which tab
you were on prior to accessing the Activity Request tab.

1. Onthe Activity Request secondary tab, select the type of activity request that you want to
enter.

Activity Reques
[seneral Request K}
Customer Customer C
Hame
e gs;n:n:y Gle:ns:eet R P O
oooooo
E Fhi Ext:
Addremz | || Evenin g Phone (320) 9226777
Email
Address 3
Praferad Contact Time: =
City: FOND U LAC State: [uj|
i Mail Fax Fhone Email
e iy United States of Amarica - || 59936 = u| O O
User Date Location
DayFhone:  [@zo)ezz6777 Bt breated | I T
Evening Phone: [gz0) 8226777 Bt | Lot Modifid
Email I I I
Shipping Label: [hacter Addrass
Select Address
Order Selling ltem Selling Item
Clear Request
Enter Supensisor: l— Submit Requast

2. If the default address is not correct, click Address Book. Select the correct address from the
Address Book window.

3. Inthe Customer Contact block, select the preferred contact time and methods of contact.

4. The required information may be defaulted from the Customer Main, Order Entry, or Order
Main tabs. Enter any additional information needed to process the request.
In most cases, it is necessary to enter comments.

5. Click Submit Request. The activity request is added to the list on the Activity Request
primary tab.
Look up activity requests

There are several ways to look up an activity request. You can use search criteria to look up a
specific activity request or all activity requests grouped by task subtype. Activity requests for a
specific customer can be looked up and reviewed. A third method is to look up activity requests
by concept and task subtype on the main work list.
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Look up one or more activity requests

= Navigate: On the Work List primary tab, select the Activity Request Work List secondary
tab.

i [~ - B I v 5] AstemBegeen Tan . [ famend

Basnbw 'i
=

1. Enter or select criteria in the search criteria fields on the Activity Request Work List
secondary tab. The results are displayed below the search criteria.

2. Double-click an activity request. The system navigates to the Activity Request
primary/secondary tab where the details of the activity request are displayed.

Look up activity requests for a specific customer

= Navigate: On the Customer Main primary tab, look up and select a customer.

1. Select the Customer History secondary tab. The events pertaining to the customer are
displayed.

2. Double-click an Activity Request Created event. The system navigates to the Activity
Request primary/secondary tab where the details of the activity request are displayed.
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Look up activity requests using the main work list
= Navigate: On the Work List primary tab, click Main Work List. The Main Work List

5.

window is displayed.

&
I ——

T _Febamse BEIEIRG | Tedees.n | Peip

Fharsp it

.............

In the Task Type field, select Activity Request. The outstanding activity requests are
displayed on a grid by task subtype and concept.

Select the cell where the desired concept and task subtype intersect. The number of
outstanding activity requests and the date of the oldest activity request are provided for the
concept/task subtype combination.

Click Next. The system navigates to the Activity Request primary/secondary tab where the
details of the oldest activity request are displayed. The Main Work List window is
automatically minimized.

To view the next activity request for the selected concept/task subtype:
a. Maximize the Main Work List window.

b. Click Next. The next activity request is displayed on the Activity Request
primary/secondary tab.

When done, click Close on the Main Work List window.

Resolve activity requests

= Navigate: Look up and retrieve an activity request. The details of the activity request are

1.
2.

displayed on the Activity Request primary/secondary tab.

Review the request and take whatever action is necessary to complete the assigned task.
Determine how you want to process the activity request:

= To save any changes made to the activity request without changing the status to Closed,

click Submit Request. The status of the activity request changes from New to In Process.

= To close the activity request, click Resolve. The status of the activity request changes
from New or In Process to Closed.
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Route activity requests to a print file

=

92

Navigate: On the Work List primary tab, click Print File. The Print File Admin window is
displayed.

|
|=

fw bpedlecon _._____I g |

In the Task Filter window, indicate whether you want to view tasks that have not yet been
exported (New), tasks that have been batched for export (Existing), or both (All).

LI Note: Tasks that have exceeded a predefined expiration date are not displayed.
Select one or more tasks.

To look up a file destination:

a. Click Browse. The Select Directory window is displayed.

b. Inthe Look In fields, navigate to the desired drive and folder.

c. Click Select Directory. You are returned to the Print File Admin window. Note that the
Create Date and Batch Number fields are automatically filled in.

Click Export File. The selected tasks are exported to a print file. If the assigned task is auto-
resolvable, the Resolved Date field is automatically filled in.

When done, click Cancel. The Print File Admin window is closed.
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Review and resolve pended orders

Overview

Orders may be pended manually or systematically. When pended manually, the associate is
prompted to enter a reason for pending the order. When pended systematically, the system
provides a reason. Since pended orders cannot be fulfilled, you must investigate and resolve the
issues that caused an order to be pended. This is done from the Work List primary tab.

Procedures

Look up pended orders

There are a couple of ways to look up a pended order. You can enter search criteria to look up a
specific pended order or pended orders grouped by task type and task subtype. Another method is
to look up pended orders by task type, concept, and task subtype on the main work list.

Look up one or more pended orders
= Navigate: On the Work List primary tab, select the Order Work List secondary tab.

Activity Requast Wolist
Ordar Humber [ Order Task Type - OvderTaskSub Type: | = Refresh

St Ta% beserpll_|vessiiption oo GO Lovation [Dider Numbier [ Ordar Dot ¥ Order Source_|Bilfs Fisst_[Bills Last [ip ode [Laxt Update bate [Last Updated By_[ECDD

G|

1. Enter or select criteria in the search criteria fields on the Order Work List secondary tab. The
results are displayed below the search criteria.

2. Double-click a pended order. The system navigates to the Order Main primary tab where the
details of the order are displayed.
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Look up pended orders using the main work list

=

94

Navigate: On the Work List primary tab, click Main Work List. The Main Work List
window is displayed.

[E5Main Worklist -1o] x|
e Type:IGeneral Fend 'I

Text Banner- 5 TextBanner- 6 Text Banner- 7 Text Banner- 8 Text Banner-9 Williams Sonoma

Iy

Andy's Tash

Change tashk

efp tazh

efp task - a.r.

efp task - s.a.

erinn test

general fraud

Jeremy Tazk Description

Julie supendzor task

Julie task desc

marnal nand . nan ;I

Next Close |

In the Task Type field, select Additional Review, General Pend, or Supervisor Approval. The
outstanding pend orders are displayed on a grid by task subtype and concept.

Select the cell where the desired concept and task subtype intersect. The number of
outstanding pended orders and the date of the oldest order are provided for the concept/task
subtype combination.

Click Next. The system navigates to the Order Main primary tab where the details of the
oldest order are displayed. The Main Work List window is automatically minimized.

To view the next order for the selected concept/task subtype:
a. Maximize the Main Work List window.
b. Click Next. The details of the next order are displayed on the Order Main primary tab.

When done, click Close on the Main Work List window.
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Resolve pended orders

= Navigate: Look up and retrieve a pended order. The details of the order are displayed on the
Order Main primary tab.

1. Review the order and take whatever action is necessary to complete the assigned task.
2. On the Order Main primary tab, select the Work List secondary tab.

Customar Crdar Line Special Handling | Order Messages Payment Payment History || Shipment History Summary Order History m
Pend rt

Failed Pend Rules ¥|Rule Type

Failed Payment Authorization Systematio
Comespondence Type I =l
Eomespondence Templates: | =
Delivery Method I =

Rasolve
Submit Order

3. Toresolve failed pend rules:
a. Inthe Pend Rules block, select one or more of the failed pend rules.
b. Click Resolve. The resolved pend rules are removed from the list.
4. [Optional] To request that correspondence be sent to the customer:
a. Inthe Correspondence block, select the type of correspondence.

b. Inthe Correspondence Templates field, select the template to be applied to the
correspondence.

c. Inthe Delivery Method field, indicate whether the correspondence should be sent as an e-
mail or hard copy.

d. To send the request for correspondence, click Submit in the Correspondence block.

5. Click Submit Order in the Pend Rules block. When all failed pend rules are resolved and the
order is submitted, the order can be then be fulfilled.
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Enter and resolve personal reminders

Overview

You can enter personal reminders that remain visible only to you. Personal reminders can be
linked to an order or an activity request. To create this optional link, you first access the order or
activity request, then open the Personal Reminders window. You establish the link by selecting
the Associate Order/AR check box when adding or editing a reminder. Once the link is
established, you can double-click a reminder in order to navigate to the order or the activity
request.

Procedures

Add a personal reminder

= Navigate: On the application toolbar, click Personal Reminders. Any reminders that have
not yet been closed are displayed in the Personal Reminders window.

:a Personal Reminders =10l x|

Create [rate |Last Updated O ate |0rder.l’AR Number IDue [ ate TIResoI\red L ate TlReminder Desc |

Include Closed Lists [

Reminder Description:l .

Edit |
Due [ate: I al

Elear |
[0 Azzociate Orderan

Sawe |

Resalve I

Close |

Comments:

1. To view closed reminders in addition to the other reminders, select the Include Closed Lists
check box.

2. Click Add. The data entry fields are enabled.
In the Reminder Description field, enter a title for the reminder.

4. In the Due Date field, enter the date on which the reminder is due or click Cal and select the
date.
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6
7
8.
9

Select or clear the Associate Order/AR check box to indicate whether the personal reminder
should be associated with the customer order or activity request that you are reviewing.

Enter any additional information in the Comments field.
Click Save. The personal reminder is added to the list.
Add, edit, or resolve any additional reminders.

When done, click Close. The Personal Reminders window is closed.

Edit a personal reminder

= Navigate: On the application toolbar, click Personal Reminders. Any reminders that have

1
2.
3.
4

not yet been closed are displayed in the Personal Reminders window.
Select a personal reminder.

Click Edit. The details are displayed in the data entry fields.

Update the details as necessary.

Click Save. The personal reminder is updated.

L) Note: To clear the data entry fields, click Clear.

5.
6.

Add, edit, or resolve any additional reminders.
When done, click Close. The Personal Reminders window is closed.

Resolve a personal reminder

= Navigate: On the application toolbar, click Personal Reminders. Any reminders that have

not yet been closed are displayed in the Personal Reminders window.
Select a personal reminder.

Click Resolve. The status of the reminder changes to closed. It disappears from the list unless
the Include Closed Lists check box is selected.

Add, edit, or resolve any additional reminders.

When done, click Close. The Personal Reminders window is closed.
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Chapter 8 — Mail order entry

Mail orders are handled somewhat differently than orders received by telephone. You open all the
incoming orders and place them in batches of whatever number is most efficient for your
organization. Generally a batch contains 50 orders. The orders are stacked by concept and tender
type. For each batch of orders, you create a batch header in RCOM. A batch number is generated
for each batch. The batch number is used to identify each batch of orders.

The next step is to enter the orders. First you enter the batch number associated with the orders.
Then you enter the orders. No validation of the orders occurs during order entry. After all the
orders in the batch are entered, you review the batch summary. If there are no variances regarding
the number of orders in the batch and the physical tender amount, you can release the batch.

When a batch is released, the system verifies that the necessary information was entered for each
order. All monetary calculations, such as taxes, shipping and handling charges, and discounts, are
performed. The estimated customer delivery dates are determined.

The status of orders that pass the validation tests changes to Open. The status of orders that fail
any of the validation tests becomes Pending. You can look up pended orders on the Work List tab
and edit the orders on the Order Main tab.

The following tasks are performed for mail order entry:
e Set up mail order batches
o Enter mail orders

e Reconcile and release batches
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Set up mail order batches

Overview

The batch header provides basic information about the orders in the batch. This information is
used to recognize any variances between the number of orders expected and the number of orders
entered. If physical tender, such as cash, checks, and money orders, is included with the orders,
the system verifies that the amount entered equals the amount expected.

Procedures

Create a batch header

= Navigate: On the Mail Order primary tab, select the Batch Setup/Update secondary tab. The
batches are displayed on the Mail Order primary tab.

1. Click Create Batch. The New Mail Order Batch window is displayed.

[23New Mail Order Batch x|
Batch Humber: [ ga022000 # Batch Orders: ID
Date Time: 02-02-2004 1:54 Ph CST Physical Tendear: I_
Concept: _3 Expected Amount Received: [gn og
Order Type: ;I Crepasit [T
Order Source: ;I
Apply Cancel

2. Inthe Concept field, select the concept to be associated with the batch.

3. Inthe Order Type field, indicate whether the batch will contain employee orders (Employee)
or non-employee orders (Standard).

4. In the Order Source field, indicate whether the orders were received in the mail (Mail Order)
or from some other source.

5. Inthe # Batch Orders field, enter the number of orders that will be entered for this batch.

6. If physical tender was received with the orders (such as cash, checks, and money orders),
select the Physical Tender check box.

7. If the Physical Tender check box is selected, enter the total monetary value of the tender in
the Expected Amount Received field.

8. Inthe Deposit ID field, enter the ID of the bank deposit record.
9. Click Apply. The window is closed and the batch is added to the list.
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Edit a batch header

= Navigate: On the Mail Order primary tab, select the Batch Setup/Update secondary tab. The
batches are displayed on the Mail Order primary tab.

To filter the batches, select a status in the Status field.
1. Select a batch or enter a batch number in the Current Batch field.
2. Click Edit Batch. The Edit Mail Order Batch window is displayed.

AT ]

| Bateh Wemass [Fan>o000 # Eateh Oiders [50
| pate Tama 0 8:20-2004 5:30 PM CET Plysead Tandar
Coneapl Conozat Hame =] Expa i Ssantl Haoaived lﬂm
5 e Typwe (oo T] besssitic [
| Oedad Saunda; iE-Iﬂ FReglsey =]

] cosens |

Edit the enabled fields as necessary.
4. Click Apply. The batch header is updated.

Enter mail orders

Overview

You can use the same method to enter mail orders as you do when entering telephone orders. The
difference is that telephone orders are validated as you enter the data. Since you are
communicating with the customer, you can verify the data as it is entered. Mail orders are
validated after you enter an entire batch of orders. If any errors or missing data are detected, it
may be necessary for an associate to contact customers in order to resolve the issues.

Procedures

Identify the customer

= Navigate: On the Mail Order primary tab, select the Customer secondary tab.

oorer | D | e e | B | oo | it | Sty | e || e T |

Customer Number: Source Code Catalog Season. Store:

rBill To rShip To
Name: Hame:

Address 1 Address 1

Address2 Address 2

Address3 Address 3

City. state: | City: State |
iy Gl United States of America || iy (Bl United States of America _—||

Day Phone B | Day Phone: Bt |
Ewening Phone: B | Evening Phone: Bt |

Shipping Label: [ Shipping Label:

Adiress Hooli

1. Inthe Current Batch field on the Mail Order primary tab, enter the batch number that the
order is associated with.

2. Inthe Order Type field, indicate whether the order is an employee order (Employee) or a
non-employee order (Standard).
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Ent
=
1.

2
3.
4

Use one of the following methods to look up and select a customer:

e Inthe Customer Number field on the Customer secondary tab, enter the identifying
number (customer or household number) for the customer. If the number identifies more
than one customer, select the customer from the Matched Customer window.

o Click Customer Search on the application toolbar. In the Customer Search window,
enter criteria and search for the customer. Select a customer from the results.

e |f no customer matches the criteria entered in the Customer Search window, click New
Customer in the window. Enter the customer name and bill-to address in the Create New
Customer window.

If the default source code is not correct, enter the correct one in the Source Code field.

If the order is from a store, enter the ID of the store in the Store field.

If the default bill-to address is not correct, click Address Book. Select the correct address
from the Address Book window.

er the order lines

Navigate: On the Mail Order primary tab, select the Order Line secondary tab.

Enter the selling item number in the Selling Item field.
In the Description fields, select the appropriate characteristics of the item.
In the Quantity field, enter the number of units requested by the customer.

If the item is eligible for personalization or monogramming services, you may be prompted to
enter the necessary information. Enter the customer’s instructions or click Cancel to bypass
the prompts.

Note: These windows are not automatically displayed if the items are direct ship items.
In that case, you apply the value-added services after saving the item. Select the item on
the Mail Order primary tab. Click the personalization or monogramming button to
display the appropriate window. The buttons are enabled only for items that were set up
with these attributes.

If the item is eligible for gift services and the customer requests them, click the gift icon.
Enter the details in the Gift window.

If any special instructions need to be entered for the item, click Warehouse Message. Enter
the instructions in the Order Line Instruction Message window.

If the customer orders an item for delivery to someone else and the item is backordered, the
Backorder Notice to Ship-To check box is enabled. Select the check box if the customer
wants a backorder notice sent to the recipient.

Enter any changes to the shipping instructions in the Shipping Info block.

Click Apply to Order. The item is added to the order. The order line is displayed on the Mail
Order primary tab.

L) Note: I for some reason you don't want to add the item to the order, click Clear for New

10.

102

Entry instead of Apply to Order. The Order Line fields are cleared without saving the
order line.

Enter any additional order lines.
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Add a gift card/gift certificate

Gift cards and gift certificates require additional information when added to an order. Depending
on how the item is set up, you may be prompted for the information or you may need to open a
window in order to add the information.

= Navigate: On the Mail Order primary tab, select the Order Line secondary tab.
1. For agift card, the Gift Card window pops up automatically after you enter the selling item
number and select the characteristics of the item, such as design and monetary value.

For a gift certificate, you must first add it to the order. Then select the order line on the Mail
Order primary tab. Click Gift Certificate on the Order Line secondary tab. The Gift
Certificate window is displayed.

Gift Certificate _ x|

Ta: I
Fru:-m:l
Amount: I F50.00
hMeszage

Apply Te Order Line |

EmE x

Fru:-m:l
Amount: I F10.00

leszage

Apply Cancel
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o gk~ D

In the To field, enter the name of the recipient as designated by the customer.

In the From field, enter the name of the sender.

In the Amount field, if it is enabled, enter the monetary value of the gift card/gift certificate.
In the Message field, enter the text of the customer’s message for the recipient.

Click Apply or Apply to Order Line.

Cancel an order line

=
1.
2.

Navigate: On the Mail Order primary tab, select the Order Line secondary tab.
On the Mail Order primary tab, select an order line.
Click Cancel Order Line. The Order Line Cancel Reasons window is displayed.

Order Line Cancel Reasons x|

| Cancel |

In the Reasons field, select the reason for the cancellation.

Click OK. The status of the order line changes to Cancelled and the reservation for the
requested quantity is released.

Enter special handling requests

=

104

Navigate: On the Mail Order primary tab, select the Special Handling secondary tab. The
ship-to addresses are displayed on the Mail Order primary tab.

Select a ship-to address. The items for the selected ship-to address are displayed on the
Special Handling secondary tab.

Customer | Order Line m Order Messages | Payment | Summany | Order History | Batoh Setup/lipdate | Batoh SummanyRelease

5 ¥|ECDD Direct Ship _|P.T. [W.T. [Wrap Type Wrap Price | Card Typs Card Frice |Event Hold Date Hald

5 mPoo ] 0 ™ 200000000000 soo 0000000000 sw0 00000000 |
[ 0.00 $0.00

Process Together Event Hold | Date Hold |

Clear

To indicate that two or more items should be processed together or wrapped together, select
the items.

e To process the items together, click Process Together. A character appears in the P.T.
column for the selected items.

e To wrap the items together, click Wrap Together. A character appears in the W.T.
column for the selected items.

Instructions will be sent to the warehouse regarding the marked items.
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2. To place a hold on the one or more items, select the affected items.
e Predefined event: Click Event Hold. Select the event in the Event Hold window.

e Customer-defined date: Click Date Hold. Select the date in the Personal Hold window.

L) Note: The estimated customer delivery dates are updated accordingly.
3. To clear special handling instructions:
a. Select the affected items.

b. Click Clear. The special handling instructions are cleared.

Enter messages and comments

You can enter messages that will appear on documents made available to others. A message can
be sent to the customer via the packing slip. Pick instructions can be sent to warehouse personnel
by adding a warehouse message. Information can be sent to carriers by entering a message
intended for the shipping label.

Enter messages

= Navigate: On the Mail Order primary tab, select the Order Messages secondary tab. The
ship-to addresses are displayed on the Mail Order primary tab. Select the ship-to address that
you want to process.

Customer | Order Line | Special Handling Payment | Summary | Order History | Batch SetupiUpdate | Batch Summary/Release

Packing Slip Message arshouse Message

Show Prices on Packing SIP? s £~ o (57 Shipping Label Message

Apply

1. To have a message printed on the packing slip, enter the message in the Packing Slip
Message field. You can use shortcut keys to enter common expressions.

2. To request that warehouse personnel provide special handling, enter the instructions in the
Warehouse Message field. You can use shortcut keys to enter common expressions.

L) Note: The message applies to the selected shipment. To enter a warehouse message
for a specific order line, enter the message on the Order Line secondary tab.

3. To indicate whether prices should be printed on the packing slip, select either the Yes or No
option.

4. To have a message printed on the shipping label, enter the message in the Shipping Label
Message field. You can use shortcut keys to enter common expressions.

5. Click Apply. The instructions are saved and the Messages and Show Price fields are updated
on the Mail Order primary tab.
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Enter comments

=

N

1.

106

Navigate: On the Mail Order primary tab, select the Order History secondary tab.

Note: The secondary tabs move to the bottom of the primary tab page.
Click Comments. The New Order Comments window is displayed.

EﬁNEW Order Comments El

Sealling tem: I ;I [k I Cancel |

Enter the text of your comment in the text box.

[Optional] In the Selling Item field, select the item with which you want to associate the
comment.

Click OK. The comment is saved as an Associate Comments event. It is displayed on the
Mail Order primary tab.



Chapter 8 — Mail order entry

Enter payments

Customers can use one or multiple tender types to pay for an order. As you enter each payment,
you indicate the monetary amount of the payments. When the order balance reaches zero, you
have completed the payment process.

If the batch was identified as having physical tender, the physical payment options, such as Cash
and Personal Check, are available. Otherwise, the nonphysical tender options, such as Credit
Card, are available.

Credit card payments are authorized by an external system. Vouchers and personal checks must
be manually authorized. After entering payments that requirement manual authorization, you
must enter an authorization number.

= Navigate: On the Mail Order primary tab, select the Payment secondary tab.

Customer | OrderLine | Special Handling | Order Messages [GEMUENS Summary | Order History || Batoh Setup/Update | Batoh SummaniRelease

rOrder T rManual rCreate P rPromotions /.

"
Marfenizs oo l% Type | Desoription Amount
$0.00

Gitting:
Sub-Total: $0.00
Standard Shipping:  $0.00
Additional Charges:  $0.00 |
Rush Shipping: $0.00 Payment
Shipping Total:  30.00
$0.00 —I
$0.00
$0.00
$0.00
Accommo dations: §0.00) —I
Savi

Promati

ings: (30.00)

Order Total: $0.00 _—
Applied Payments:  $0.00 psell L
Order Balance: $0.00

1. Inthe Create Payment block, click the button corresponding to the tender type. The
appropriate Payment window is displayed.

In the Payment window, enter the details of the payment.
Click Authorize. The payment is saved. The fields are cleared for entry of another payment.
Enter any additional payments.

When done entering payments on a payment window, click Close.

o gk~ w D

To manually authorize a payment:

a. Select a payment that has a status of Manual Authorization.

b. Inthe Enter Authorization # field, enter the authorization number.

c. Click Authorize. The status of the payment changes to Manually Approved.
7. To cancel a payment:

a. Select a payment.

b. Click Cancel Payment. The status of the payment changes to Cancelled. The order
balance is adjusted.
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Review and process the order

After providing all the information required for a customer order, the order is ready for review
and submission. An invoice is created for each ship-to address/ship method on the order. The
invoice includes the ship-to name and address, the order lines, subtotals, and the grand total for
the designated ship-to address/ship method. Order-level totals and payments are displayed after
the last invoice.

Process the order

= Navigate: On the Mail Order primary tab, select the Summary secondary tab. The invoices
and summaries are displayed on the Mail Order primary tab.

Message Center | CustomerMain | Order Entry | Order Main | Activity Request Wom_istmnepms Admin || Security

Order Number:  [123g20 Order Type: [standard 7] Order Status: [aw Order Cradit Card Application Cancel Order
Cunent Batch l—
2 MNormalSale  PB SVC:100:Stais 1 §10000 310000 $0.00 $0.00 $0.00 Mail Drder upPs Overnight- RCOM =
Ship-To Totals
$0.00
of $0.00
Shipping Total $0.00 (Standard - $0.00, Addl. - $0.00, Rush - $0.00)
Tax Total $0.00 (Merch - §0.00, Service - $0.00, 53H - $0.00)
Accommodations  ($0.00) (Amount - (50.00). Tax - (50.00)
Promational Savings (§0.00)
Ship-To Total $0.00
Ship-To Deaghter (2 of 2)
Petra Greenstreat, 001 Tower Road, FOND DU LAC, W 54636
# Type Item Dese. Created Oty Price ExtPrice Service Addl.S&H Line Tax Status  ECDD Carrier Carrier Service
1 Homal Sale  Gift Cedificate Item:Black 1 $3.00 $2.00 $0.00 $0.00 $0.00 Mail Order urs Ground RCOM
3 Momal Sale  Photo Storage Boxes:Large:Deep Red 3 $35.00 $105.00 $0.00 $0.00 F0.00 Mail Order urs Ground RCOM
Ship-To Totals
Mershandise Total  $0.00
Serice Total $0.00
Shipping Total $0.00 (Standard - $0.00. Addl. - $0.00. Rush - $0.00)
Tax Total $0.00 (Merch-$000, Sewice - $0.00, S&H - $0.00)
ACCommo dations ($F0.00) GAmount - (FO.0D), Tax - (30007
Frometional Savings (§0.00)
Ship-To Total $0.00
Order Totals Payments
Merchandise Total $0.00 # Type Humber Amount
Senice Total $0.00
Shipping Charge $0.00
Tax Total $0.00
Accommodations (50.00)
Promotional Savings (30.00)
Order Total $0.00 =
Pend Order | Submit Order

Customer || OrderLine | Special Handling | Order Messages | Fayment WECHUNUEUMN Order History | Batch Setupillpdate | Batoh SummaryiRelease

L) Note: The secondary tabs move to the bottom of the primary tab page.
Determine how you want to process the order:

e To submit the order, click Submit Order. The status of the order changes from New Order to
Submitted. The order is released to the location where it can be fulfilled.

L) Note: If certain conditions are not met based on system parameters or fraud rules, the
status of a submitted order may be automatically changed to Pended. The order is held
until any issues are resolved.

e To manually place the order on hold, click Pend Order. You are prompted to provide a
reason for the hold. The status of the order changes from New Order to Pending The order is
held until any issues are resolved.

e To cancel the order, click Cancel Order. You are prompted to provide a reason for the
cancellation. The status of the order changes from New Order to Cancelled. The order is no
longer valid, although it is saved for future reference.

108



Chapter 8 — Mail order entry

Reconcile and release batches

Overview

Batches cannot be released until the Number of Orders (#) variance equals zero. If the batch
contains physical tender, such as cash, checks, and money orders, the Amount ($) variance must
also equal zero. To reconcile the batch, you may need to edit the batch header and the orders
associated with the batch. After reconciling the variances, you can release the batch.

Procedures

Reconcile a batch

= Navigate: On the Mail Order primary tab, select the Batch Summary/Release secondary tab.
The orders associated with the current batch are displayed on the Mail Order primary tab. The
batch details are displayed on the Batch Summary/Release secondary tab.

Customer || OrderLine || Spesial Handling | Order Messages Summary | Order History | Batoh Setup/Uipdate |JEIIECHUG RV HIEE

Batch Humber:  [n3asz001 Batch Totals i Batch Totals Vari

o Mumbar of Orders in Bateh: [T Humbar of Ordats in Bateh: [ B
atus Tpen

L Tender Amount Received: S[gaon Tender Amount Recelved: 5 (505 5[se.00
Createbate:  [Tzrzz008 = § =
Cancept [F1

Order Type: Standard
Order Source:  [wiail Ordar

Fhysical Tender? [

Pend Batch

N

Note: If a batch is not automatically displayed, enter the 1) batch number in the Current
Batch field or 2) select a batch from those displayed on the Batch Setup/Update
secondary tab and return to the Batch Summary/Release tab.

1. To update an order:

a.

b

Select an order on the Mail Order primary tab. The details of the order are displayed on
the order entry secondary tabs under the Mail Order primary tab.

. Navigate to the appropriate secondary tab and update the order as necessary.

2. To edit the batch header:

a.
b.

C.

On the Batch Setup/Update secondary tab, select the batch to be edited.
Click Edit Batch.

In the Edit Mail Order Batch window, edit the necessary fields.

Click Apply. The batch header is updated.
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Release a batch

= Navigate: On the Mail Order primary tab, select the Batch Summary/Release secondary tab.
The orders associated with the batch are displayed on the Mail Order primary tab. The batch
details are displayed on the Batch Summary/Release secondary tab.

L1 Note: If a batch is not automatically displayed, enter the 1) batch number in the Current
Batch field or 2) select a batch from those displayed on the Batch Setup/Update
secondary tab and return to the Batch Summary/Release tab.

Determine how you want to process the batch:

e To release the batch, click Release Batch. The orders associated with the batch are validated
by the system. The status of the batch changes from Open to Released. The status of the
orders that pass the validation tests changes from New to Open. The open orders are released
to the location where they can be fulfilled.

LI Note: I certain conditions are not met based on system parameters, or fraud rules or
missing information, the status of an order may be automatically changed to Pended.
Pended orders can be reviewed and resolved from the Work List primary tab.

e To manually pend the batch, click Pend Batch. The status of the orders in the batch changes
to Mail Order Prebatch. The orders can not be validated or released to the warehouse for
fulfillment until you release the batch.
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Chapter 9 — Reports

Reports pertaining to gross demand and to mail orders are available. These reports are easily
generated online.

Review the flash report

Overview

The flash report provides information in two areas:

e Market: Summarizes gross demand at the order level.

e Inventory: Summarizes gross demand at the order line level.

Flash values are calculated hourly for a 24-hour period. Values are also rolled up to the day-to-
date (DTD), week-to-date (WTD), and life-to-date (LTD) levels. Life to date refers to the life of
the active or released media. Each day begins at midnight, each week begins on a predefined day.
DTD refers to the current day up to the most recent hour.

The flash report provides the following details:

Column Value

# Orders The total number of orders submitted during the specified
timeframe.

Total Order $ The total monetary value of the orders submitted during the

specified timeframe. Only the merchandise amounts are
included in the calculation.

Average ($) The average monetary value of the orders submitted during the
specified timeframe. Only the merchandise amounts are
included in the calculation.

# Units The total number of units ordered during the specified
timeframe.
Total OL $ The total monetary value of the order lines submitted during

the specified timeframe. Only the merchandise amounts are
included in the calculation.

Average OL $ The average monetary value of the order lines submitted
during the specified timeframe. Only the merchandise
amounts are included in the calculation.
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Procedures

Generate the flash report

= Navigate: On the Reports primary tab, expand the Flash Reporting folder. Select the Demand
Flash option. The Flash Reporting page is displayed.
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1. Inthe Concept and Media fields, select the elements for which you want to generate a report.
The results are displayed in the Market Flash and Inventory Flash blocks.

2. When done viewing the report, click Clear Report. The results and the criteria are cleared.
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Review mail order reports

Overview

The mail order reports provide you with information regarding orders received by mail. The
following reports are available:

Mail order detail: Lists each mail order that matches the designated criteria. Each record
includes the batch number, order number, customer name, payment information, and status.

Mail order subtotals: Summarizes the payment amount attributed to each unique account
number. If cash was received the account number is left blank. Amounts paid are subtotaled

by tender type.

Deposit summary: States the number of checks included in one deposit (identified by

deposit ID) and the number of orders associated with those checks.

Procedures

Generate the mail order details report

= Navigate: On the Reports primary tab, expand the Mail Order folder. Select the Mail Order

Details option. The Mail Order Detail page is displayed.

Bigd e Belad

Bt 8

ELIET ) ¥ Puin#

Cvas Fotoeo | (R Appit |

Enter criteria in one or more of the report criteria fields.
Click Generate Report. The results are displayed below the criteria.

When done viewing the report, click Clear Report. The results and the criteria are cleared.
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Generate the mail order subtotals report

= Navigate: On the Reports primary tab, expand the Mail Order folder. Select the Mail Order
Summary option. The Mail Order Subtotals/Deposit Summary page is displayed.

1. Inthe Mail Order Subtotals block, enter criteria in one or more of the report criteria fields.
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2. Click Generate Report. The results are displayed below the criteria. Be sure to scroll
through the results as only one tender type at a time is displayed on the page.

3. When done viewing the report, click Clear Report. The results and the criteria are cleared.

Generate the deposit summary report

= Navigate: On the Reports primary tab, expand the Mail Order folder. Select the Mail Order
Summary option. The Mail Order Subtotals/Deposit Summary page is displayed.

1. Inthe Deposit Summary block, enter criteria in one or more of the report criteria fields.
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2. Click Generate Report. The results are displayed below the criteria.
3. When done viewing the report, click Clear Report. The results and the criteria are cleared.
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Chapter 10 — Administration

A variety of miscellaneous tasks are covered under the Admin tab. These include the following:
e Backorder notifications
e Carrier maintenance

e Correspondence

o Daily Messages

e Event History Types

e Reason Codes

e Match code rules

e Order fulfillment

e  Order Management

e Pend maintenance

e Returns

e Scripting

e Catalog Request

e System parameters

e Call centers

e Work lists

Backorder notifications

Overview

Pending backorder notifications

Backorder notifications are systematically sent to customers when one or more items on an order
are not readily available from inventory. There is a 24-hour waiting period from the time a BO
notification is requested before it is submitted for fulfillment. If the backordered items become
available within that 24-hour period, you can cancel the request for a BO notification. The
following procedures are available:

e Look up pending BO notifications

e Cancel a pending BO notification
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NLA items

When an item becomes no longer available (NLA), it is necessary to cancel all of the order lines
where the NLA item is currently in backorder status. Correspondence will be sent to the affected

customers in order to notify them that the item is no longer available.

available:

Cancel items that are no longer available
Procedures

Look up pending BO notifications

The following procedure is

= Navigate: On the Admin primary tab, expand the Backorder Notifications folder. Select the

Pending BO Notifications option. The Pending BO Notifications

page is displayed.
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1. Enter search criteria in one or more fields in the Search Criteria block.

2. Click Search. The results are displayed below the search criteria.
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Cancel a pending BO notification
= Navigate: Look up and select one or more pending backorder notifications.

Click Cancel Notification. The request is removed from the list.

Cancel items that are no longer available

= Navigate: On the Admin primary tab, expand the Backorder Notifications folder. Select the
Cancel NLA Items option. The Cancel NLA Items page is displayed.

Imventany tem: I

Cancel Reas-:nn:l TI

Apply I

1. Inthe Inventory Item field, enter the item number of the item that is no longer available.
2. In the Cancel Reason field, indicate why the item is no longer available.

3. Click Apply. The status of the item changes to cancelled on all orders where the item is
currently on backorder.

Carrier maintenance

Overview

Carriers

On the Carrier Maintenance page, you can update account, pickup, and tracking information for
the carriers with which you do business. The carriers appearing in the list of carriers are imported
into RCOM from an external system. The following procedure is available:

e Edita carrier

Carrier services

Carriers and services are maintained elsewhere and imported into RCOM. Once imported, it is
necessary to indicate which carriers provide each service. If more than one carrier provides a
service, you must indicate which carrier is the default provider of the service.

Associates can override the default carrier and service when adding order lines to a customer
order.

The following procedure is available:

e Edita carrier service
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Procedures

Edit a carrier

=

118

Navigate: On the Admin primary tab, expand the Carrier Maintenance folder. Select the
Carrier Maintenance option. The carriers are displayed on the Carrier Maintenance window.

Select a carrier

Click Edit. The Carrier Maintenance window is displayed.

Egﬁtarrier Maintenance E[

Carrier: ILISF'S
Account: 13295
Crefault Pickup: IF Walid Pickup: |7

Cut-off Time: I

Tracking URL: | hitpff. usps. gowRE TEK_TRACK

Submit | Cancel |

In the Account field, enter the account number that you have established with the carrier.

To indicate the carrier is the default carrier for order pickups, select the Default Pickup check
box. Only one carrier may be designated as the default carrier.

To indicate the carrier will pick up orders, select the Valid Pickup check box.

In the Cutoff Time field, indicate at what time the day ends as far as the carrier is concerned.
Orders taken after the cutoff time will be dated for the next business day.

In the Tracking URL field, enter the address of the carrier’s web page on which shipments
can be tracked.

Click Submit. The window is closed and the record is updated.
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Edit a carrier service

= Navigate: On the Admin primary tab, expand the Carrier Maintenance folder. Select the
Carrier Service Maintenance option. The services are displayed on the Carrier/Carrier Service
Maintenance page.

1. Select a service.
2. Click Edit Carrier Service. The Edit Carrier Service window is displayed.

E%Edit Carrier Service x|
Carrier Senice [a Default Carmier
[Ovemight- REon E_|UPS
Carriers Available Associated Carriers
Ahd Camrier 14 Aszociated Carmiers |Rush Celivery Charge |
EFF Shipping Senvice Fed Ex IV
USPS
UFS vl
=5 |
- |
44 |
< |
Set Default Carrier Set Rush Deliveny | Clear Rush Deliveny |
Ok | Cancel |

3. Inthe Days field, enter the number of days required for merchandise to be shipped from the
source (warehouse or direct-ship supplier) to the ship-to address. This assumes that the
merchandise is available for shipment.

4. Select one or more carriers that will provide the selected service:

e Click > to move the selected carriers from the Carriers Available list to the Associated
Carriers list.

e Click >> to move all the carriers from the Carriers Available list to the Associated
Carriers list.

e Click < to move the selected carriers from the Associated Carriers list back to the
Carriers Available list.

e Click << to move all the carriers from the Associated Carriers list back to the Carriers
available list.
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120

To indicate that rush delivery charges should be added to the cost of the service:
a. Select one or more carriers in the Associated Carriers list.

b. Click Set Rush Delivery. The Rush Delivery Charge check box is automatically selected
next to the desired carriers.

L1 Note: To clear the Rush Delivery Charge check boxes, select the carriers and click
Clear Rush Delivery.

To indicate which carrier is the default carrier:
a. Select a carrier in the Associated Carriers list.
b. Click Set Default Carrier. The carrier is displayed in the Default Carrier field.

Click OK. The window is closed and the record is updated.
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Correspondence rules

Overview

Correspondence rules make it possible for the system to generate correspondence requests to a
third-party system for fulfillment. When a predefined event occurs in RCOM, a message is sent to
the third-party system. The message indicates that correspondence must be sent to the designated
customer using the designated template and delivery method.

Procedures

Add a correspondence rule

= Navigate: On the Admin primary tab, expand the Correspondence folder. Select the Set Up
option. The rules are displayed on the Correspondence Type/Template Relationship page.

1. Click Add Relationship. The Correspondence Type/Template Relationship window is
displayed.

Eﬁf’i[urrespundence Type,/Template Relationship _ El

—Template Detail

Carrespondence Type: d
Template Name: ;I Default Template: [~

—Celiveny bMethod

Celivery Method Forailable Crefault

Eath o -

Email | |

Hard Capy |- |-
Ok | Cancel |

2. Inthe Concept field, select the concept that you want to associate with the correspondence
type.
In the Correspondence Type field, identify the trigger for the correspondence.

4. Inthe Template Name field, select the format to be associated with the correspondence.

If the template you've selected is the default template for the correspondence type, select the
Default Template check box.
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6. Inthe Delivery Methods block:

a. Indicate whether the correspondence can be delivered by e-mail, hardcopy, or both
methods.

b. Select the Default check box next to the preferred delivery method.

7. Click OK. The record is added to the list on the Correspondence Type/Template Relationship
page.

Edit a correspondence rule

= Navigate: On the Admin primary tab, expand the Correspondence folder. Select the Set Up
option. The rules are displayed on the Correspondence Type/Template Relationship page.

1. Selectarule.

2. Click Edit Relationship. The Correspondence Type/Template Relationship window is
displayed.

Edit the enabled fields as necessary.
4. Click OK. The record is updated.
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Event history type

Overview

Event History Types allows you to:

e Edit event history type descriptions for both systematic and external events.
e Add/Modify external events

e Inactivate existing external events.

Procedures

Maintain history event types

Add an external history event type

= Navigate: On the Admin primary tab, expand the Event History Types folder. Select the
Maintain Event History Types option. The history event types are displayed on the Maintain
History Event Type page.

Vremsge s | o | o | v | acoos s [t | v | e RSl e

[ | Admin Options
(] Backorder Notitioation

Carrier Maintenanee

] Conespondense
e | Daily Messages

&

Evvent History Types
o I

Maintain Reasen Codes
Match Code Maintenance
] Otder Furfiliment

Crder Management
] Pend Maintenanee

Retumns
:]I Seiipting

System Administration
) wokdist

o]
Maintain Activity Request Types

[intain History Event Type

Active ¥[History Event Type Deseription Ll [visibility |

[V Activity Request Created System atic Bath

[7 Addition tor 4B Systematic Drder Onty

[V Associate Comments Systematic Customer Only
[7 Assaciate Comments System atic Drder Onty

[¥  BO Notifisation Systematic Drder Onty

[V Call Tag Record Created Systematic Both

[7  Cancel Order System atic Drder Onty

[¥ Gancel Order Line Systematic Drder Onty

[V Cancellation Attempt Systematic Order Oty

[7 Catslog Request System atic Customer Only
[¥  GE Manual Authorizatian Systematic Drder Onty

[V Closed Order Systematic Order Oty

[7 Component ratumed on pack System atic Drder Only

[V Greste Drder Systematic Both

[V Custemer Avcommadation Systematic Both

[7 Customer Corespandence System atic Bath

[V Customer Created Systematic Customer Only
[¢  Custemer Prefersnces Updated Systematic Customer Only
[7  Customer Updated System atic Customer Only
[V Exchange Sale Line Systematic Both

[V Ewehanged Retum Order Line Systematic Both

[7 it Cettificate System atic Both

[V @it Recipient Resard Systematic Both

[#  Mail Order Reoeived Systematic Both

[V Manual Release Systematic Order Ony

[¥ Missellaneous Systematic Both

[¢  OrderHold Systematic Order Only

[¥  OrderLine Quantity Changed Systematic Order Ony

[¢ Patial Drder Line Systematic Both

[#  Pick Exception Systematic Order Only

[V Replacement Created Systematic Both

[¥ Retum Drder Line Systematic Both

[¢  Retum Quantity Discrepency Systematic Order Only

[V Stored Value Card Cashed Dut Systematic Customer Only

Add/Edit History Event Type
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1.

2.
3.
4.

Click Add/Edit History Event Type. The History Event Type Maintenance window is
displayed.

& History Event Type Maintenance

Usage: |Ex‘ternal
Wizibility: Both :

Drescription: |

Active [

Submit Close

In the Visibility field, select the visibility you want the history event type to have.
In the Description field, enter the description for the history event type.
Click Submit add the history event type.

Edit a systematic history event type

=

4.

Navigate: On the Admin primary tab, expand the Event History Types folder. Select the
Maintain Event History Types option. The history event types are displayed on the Maintain
History Event Type page.

Select an event type from the list.

Click Add/Edit History Event Type. The History Event Type Maintenance window is
displayed.

Edit the description for the history event type.

Click Submit to save changes.

Inactivate an external event

=

124

Navigate: On the Admin primary tab, expand the Event History Types folder. Select the
Maintain Event History Types option. The history event types are displayed on the Maintain
History Event Type page.

Select an external history event type from the list.

Click Add/Edit History Event Type. The History Event Type Maintenance window is
displayed.

Deselect Active to inactivate the external history event type.
Click Submit to save changes.
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Return reasons

Overview

Return reasons are maintained elsewhere and imported into RCOM. Within RCOM, you can
indicate which monetary values are to be refunded to a customer for each return reason. An
associate is prompted to enter a return reason when entering a return request for a customer.

Procedures

Maintain refund options

= Navigate: On the Admin primary tab, expand the Maintain Reason Codes folder. Select the
Maintain Return Reason option. The return reasons are displayed on the Maintain Return
Reasons page.

[Mfaintain Return Reasons
Return Reason Description  Refund S&H  Refund YAS  Refund Gifting
Broken Seal ¥ I u
Carrier Deliverad Late ¥ N v
Color Mot As Shown [ v B
Customer changed mind n [ u
Damaged v v v
[refactive O v u
Did Mot Like Color n - u
Exchange Fulfillment [ N u
Expiration [rate Expired [ v B
Gift Wirap iswrong colar [ u v
Mizjudged Size - Too Large p r r
Misjudged Size - Too Small n u u
Monogram Mot As Requested [ ] u
Foor Quality v v v
Refused Shipment u n u
Returning ift u v g
Taste n n r
WMirang Address u I u
WMirang ltem Shipped ™ u u
Wirang Size Shipped ™ v B
Submit |
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1. Select the appropriate check boxes next to each return reason.

» Refund S&H: Shipping and handling charges will be refunded to the customer. Charges
for rush delivery are not included in the refund.

= Refund VAS: Value-added service fees for personalization and monogramming will be
refunded to the customer.

= Refund Gifting: Gifting fees for gift wrap and cards will be refunded to the customer.

2. Click Submit to save any changes.

Match code rules

Overview

Match code functionality causes the system to query existing customers for records that might
match a new customer. The query is performed as an associate enters customer contact
information into RCOM.

The query uses predefined criteria to determine whether a match exists. If matches are found, the
results are displayed for the associate. The associate can choose a matching record or continue
entering the new record.

To set up match code functionality, you must:

e Activate match code functionality: This is done on the System Parameters and Concept
Parameters page (Admin > System Administration > System Parameters).

e Set up match code rules: This is done on the Match Code Maintenance page (Admin >
Match Code Maintenance > Match Code Maintenance).
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Procedures

Maintain match code rules

= Navigate: On the Admin primary tab, expand the Match Code Maintenance folder. Select the
Match Code Maintenance option. The rules are displayed on the Match Code Maintenance

page.

[Mateh Code Maintenance

Search Fields
First Name:

Middle Hame:
Last Mame:
Addresz Line1:
Addresz Line2:
Addresz Line3:
City:

Caunty:

State:

Zip:

:
3
3

Fhone:

0 5
I 5 8 Y
3% S

Email:

Submit |

1. Inthe Rule 1 column, select the check box next to each field that is a criterion for matching
customer records on the first pass.

|L!!| Note: Each rule is treated as an OR condition.

2. [Optional] In the Rule 2 column, select the check box next to each field that is a criterion for
matching customer records on the second pass.

3. [Optional] In the Rule 3 column, select the check box next to each field that is a criterion for
matching customer records on the third pass.

4. Click Submit to save any changes.
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Order fulfillment

Overview

Operational costs related to fulfillment can be reduced by using regional warehouses. You can set
up rules that control which warehouses are used to support one or more regions of a country.
Rules-based fulfillment impacts the customer order from capture to distribution.

A three step process is involved in setting up regional warehouses for fulfillment:
1. Set up zip code ranges

2. Set up warehouse priorities

3. Set up non-business days

By setting up zip code (or postal code) ranges, you break up a country into regions based on their
zip code. After defining the zip code ranges, you can then assign one or more warehouses to each
each zip code range. You assign the warehouses in order of their priority. As a result, order lines
will be routed to the priority 1 warehouse if the merchandise and value-added services are
available there. If the merchandise and value-added services are not currently available, the order
line is route to lower priority warehouses for fulfillment.

In order to accurately calculate estimated customer delivery dates, you must identify the days on
which merchandise is not shipped from the warehouses. For example: If shipments are not made
on holidays and weekends, you should identify those dates as non-business days.
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Procedures
Set up zip code ranges

Add zip code ranges

= Navigate: On the Admin primary tab, expand the Order Fulfiliment folder. Select the Zip
Code Ranges option. The zip code ranges are displayed on the Zip Code Ranges Maintenance

page.
1. Click Add Zip Code. The Zip Code Maintenance window is displayed.

i Zip Code Maintenance x|
—fip Code Table
From Zip Code Tao &ip Code Lefault
| | T
Submit | Cancel |

2. Inthe Country field, select the country for which you want to set up postal code ranges.

3. Inthe From Zip Code and To Zip Code fields, enter the lowest number and highest number of
the range.

4. Continue adding ranges until all have been added.
Select the Default check box next to the range that you want to mark as the default.
6. Click Submit. The window is closed and the ranges are added to the list.
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Edit zip code ranges

= Navigate: On the Admin primary tab, expand the Order Fulfiliment folder. Select the Zip
Code Ranges option. The zip code ranges are displayed on the Zip Code Ranges Maintenance

page.
1. Select a country (or any range listed under the country record) that you want to edit.

2. Click Edit Zip Code. The ranges associated with the country are displayed in the Zip Code
Maintenance window.

@Zip Code Maintenance x|
Countt: |United States of A |
—fip Code Table
From Zip Code Tao &ip Code Lefault
o000 20000 [w!
2000 1 40000 o
40001 90099 |
Submit Cancel

3. Edit the ranges as necessary.
4. Select the Default check box next to the range that you want to mark as the default.
5. Click Submit. The window is closed and the ranges are updated for the selected country.
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Set up warehouse priorities

Add warehouse priorities

= Navigate: On the Admin primary tab, expand the Order Fulfillment folder. Select the
Warehouse Priorities option. The priorities are displayed on the Warehouse Priorities page.

1. Click Add Priority. The Warehouse Priority window is displayed.

QWErehnuse Priority

Zip Code Range

Y| sx |
|

|
< |

x|

Priaritized Ranges TIDefauIt I

flake Lrefault |

Friarity  Warehouse

rs

1

o o < M th B W R

=]

4

| I K [ K

Apphy | Cancel | Close I

In the Country field, select the country for which you want to set up priorities. The predefined

zip code ranges for the selected country are displayed in the available block.

Select one or more zip code ranges from the
block.

available block and move them to the assigned

To move all ranges from the available block to the assigned block, click >>.
To move all ranges from the assigned block to the available block, click <<.
To move only the selected ranges from the available block to the assigned block, click >.

To move only the selected ranges from the assigned block to the available block, click <.
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Select the Default check box next to the range that you want to mark as the default.

L Note: When you create a zip code range under the Zip Code Ranges option on the
Admin primary tab, the range inherits the warehouse priorities assigned to this
default range.

In the Warehouse block, select the warehouses in order of priority for the ranges in the
assigned block.

= Click Apply. The warehouses are associated with the selected ranges.
= Assign warehouse priorities to any remaining ranges for the current country.
= When done, click Close.

Edit warehouse priorities

=

O N o gk~ w0 Dh e

Navigate: On the Admin primary tab, expand the Order Fulfillment folder. Select the
Warehouse Priorities option. The priorities are displayed on the Warehouse Priorities page.

Select the one or more records for the same country.

Click Edit Priority. The Warehouse Priority window is displayed.

Move any ranges to the assigned block for which you want to edit warehouse priorities.
Select the Default check box next to the range that you want to mark as the default.

In the Warehouse block, select the warehouses in order of priority for the selected ranges.
Click Apply. The warehouses are associated with the selected ranges.

Update the warehouse priorities for any remaining ranges.

When done, click Close.

Set up non-business days

Add a non-business day

=

1.

132

Navigate: On the Admin primary tab, expand the Order Fulfillment folder. Select the Non
Business Days option. The dates are displayed on the Non Business Days page.

Click Add. The Add Non Business Date window is displayed.

E%’,andd Mon Business Dakte : El

Crescription:

[rate:

Cal

Submit I Cancel |
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2. Inthe Country field, select the affected country.

In the Description field, indicate why the business will be closed.

4. Inthe Date field, enter the date on which the business will be closed, or click Cal and select

the date.

5. Click Submit. The date is added to the list.

Edit a non-business day

= Navigate: On the Admin primary tab, expand the Order Fulfillment folder. Select the Non
Business Days option. The dates are displayed on the Non Business Days page.

1. Select arecord.

2. Click Edit. The Edit Non Business Date window is displayed.

E%’,%Edit Mon Business Dakte

X

Lountne inited States of America

Crescription:

Date: | 12-25-2007%

Submit

Cancel

-

Cal

3. Edit the description (or reason for the closure) and date as necessary.
4. Click Submit. The record is updated.
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Cancel reasons

Overview

When associates cancel an order line or an order line is processed as an exchange, partial,
replacement, or return, they are prompted to enter a reason for the change. While some reasons
are defined during system installation, you can set up additional reasons for associates to choose
from.

Procedures

Add a cancel reason

= Navigate: On the Admin primary tab, expand the Order Management folder. Select the
Maintain Cancel Reasons option. The cancel reasons are displayed on the Create/Maintain
Cancel Reasons page.

1. Click Add Cancel Reason. The Cancel Reason window is displayed.

x

Cancel Reazon Type: [ ancEL d
Drescription:

Ok Cancel |

2. Inthe Cancel Reason Type field, select the type of cancel reason. The type indicates which
event caused an order line to be cancelled.

In the Description field, enter the reason.
4. Click OK. The window is closed and the cancel reason is added to the list.
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Edit a cancel reason

= Navigate: On the Admin primary tab, expand the Order Management folder. Select the
Maintain Cancel Reasons option. The cancel reasons are displayed on the Create/Maintain
Cancel Reasons page.

1. Select a cancel reason.

2. Click Edit Cancel Reason. The Cancel Reason window is displayed.

x
Cancel Reason Type: FSESErom n

Description: IDisc-:-ntinued

Ok I Cancel |

3. Edit the type and description as necessary.
4. Click OK. The window is closed and the record is updated.

Pend maintenance

Overview

Pend parameters are set up in order to systematically validate customer orders during order entry
and order maintenance. If customer orders fail the validation process, they are automatically
pended for further review. A customer order may fail for one or multiple reasons.

The pended customer orders can be reviewed by an associate on the Work List primary tab. From
there, the associate can access the order, resolve the issues, and resubmit the order.

In order to set up pend parameters, the following tasks must be performed:
e Set up negative files
e Set up high-risk zip codes

e Set up pend rules
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Procedures

Set up negative files

Negative files consist of customer, customer contact, and order-related information that were
determined to be fraudulent. Negative files can be imported from a third-party system or entered
systematically and manually in RCOM. One or more negative files must be set up before they can
be used effectively as a pend rule criterion.

If an associate cancels a customer order, the associate is prompted to enter a reason for the
cancellation. Should the associate select fraud as a reason, a negative file is automatically created
for the customer.

L Note: Negative files that are marked as inactive are not used for fraud validation.

Look up a negative file

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the
Negative File option. The negative files are displayed on the Negative File List page.

Message Center | Customer Main | Order Entry | Order Main | Activity Request | Work List | Mail Order | Reports [ EERNUM Security

‘\dmé"af:‘z"';: . [F=gative Fils List ]
] Carier Maintenance File # [First Name |Last Hame Address 1 ¥ Address 2 |Address3 |city [state[zip Code ¥[Order Humber |
b

Corresy pondence 16802 Jane
Daily Messages

Event History Types
Maintain Activity Request Types
Maintain Reason Codes
Match Code Maintenance
Order Fulfillment
Order Management
[=]-__| Pend Maintenance

7@ Pend Reason Maintenance
i@ Pend Rule Maintenance

18802 Joe Smith 123 Street City us 56655

Seripting
System Administration
) Womist

(| Add Negative File

1. Click Search Negative File. The Search Negative File window is displayed.

& Negative Customer Record Search ﬁl
rSearch Criteria

risiane: | Adas L 1

Middla: — Address Line 2:|

LastName: | City: ‘

File Number: [~ State —

rder Number: zip: —

Search ‘ Cancel |

2. Enter search criteria in one or more fields in the Search Criteria block.

3. Click Search. The results are displayed on the Negative File List page.
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Add a negative file

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the
Negative File option. The negative files are displayed on the Negative File List page.

Mazintain Reason Codes
Match Code Maintenance
Order Fulfillment

Order Management

B 5 O L

QLINCEREaR R EaR gt REag IR ]

L

System Administration
wiotklist

(| Add Negative File

Message Center | Customer Main | Order Entry | Order Main | Activity Request | Witk List | Wiail Order | Reports [WCCRNCM Security
|_1 Admin Options ) [Hegative File List ]
Backorder
| Carier Maintenance File # [First Name |Last Hame Address 1 ¥ Address 2 |Address3 |city [state[zip Code ¥[Order Humber |
{5 g“f"“&”"“"“ 16893 Jane Doe 4321 fve Towr us
aily Messages
Event History 1 e 16882 Joe Smith 123 Street City us 55555
Waintain Activity Request Types

1. Click Add Negative File. The Add Negative File window is displayed.

Ez_andd Negative File

x|
Negative File ID# Source Custormer # Reason Inactive
I I <o alart = r
Comment
rCustomer Inform ati rOrder Informati
irst i Last Order #:
Fay Method: =
Sl Account#: _I
Address 2:
Address 3: rAssociate Informati
City: State:l
Zip Code: ate
Day Phone: Created By:
Evening Phone: WUppeleied BV:I
Email Address:

Ok | Cancel |

In the Reason field, select the reason for the negative file.

n
necessary.

Fraud: The customer or address has been determined to be fraudulent.

In the Customer # field, enter the customer number that identifies the customer.

Customer alert: The customer or address might be fraudulent. Further investigation is
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4. Select or clear the Inactive check box to indicate whether the negative file should be

activated.

5. In the Comment field, enter any supporting information.

6. Inthe Customer Information fields and Order Information fields, enter as much information

as is known.

L Note: The following fields are required: Address 1, City, State, and Zip Code.

7. Click OK. The window is closed and the record is added to the negative file list.

Edit a negative file

= Navigate: On the Admin primary tab, expand the Fraud folder. Select the Negative File

option. The negative files are displayed on the Negative File List page.

Message Center | Customer Main | Order Enty | Order Main | Astivity Request | Work List | Mail Order | Reports

admin [ERANL

|| Admin Options

[Hegative File List

Mintain Activity Request Types
Mazintain Reason Codes

Match Code Maintenance
Order Fulfillment

Order Management

Fend Maintenance

# Pend Resson Maintenance

o, B 5 I

T

# Pend Rule Maintenance
# High Risk Zip Codes

‘(.lu

System Administration
Wioist

i

[EERESREE

us 56655

e aich Wegative File Add Negative File

Backorder
(2 sintenance File # _[First Name Last Hame Address 1 ¥[Address 2 [State[zip Code ¥[Order Humber |
(- " noence 18893 Jane Do 4521 A us 43444
essages
Event History Types 16802 Joe Smith 123 Street

1. Click Edit Negative File. The Edit Negative File window is displayed.

&4 Edit Negative File

x|

Megative File ID # Source Customer # Reason Inactive
[50z [System 10060 [Fraud =l I
Comment
rCustomer Inform ati rOrder Informati

irst bl Last Order #: 41871

Gy [T [Cangiey Pay Method: =
Address 1: 5757 Owenzmouth Avenue Focount #:
Address 2: 214
Address 3: Woodland Hills rAssociate Informati
City: WOODLAND HILLS State:[cp
Zip Code: 21367 ate

. —_— Created By: ] T

Day Phone: SEacE y: I\rallduser 07-17-2003
Evening Phene: (5184157576 pEsEs Bv.|
Email Address:

Ok | Cancel |
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2. Edit the details as necessary.

3. Select or clear the Inactive check box to indicate whether the negative file should be
activated.

4. Click OK. The window is closed and the record is updated.

Set up high-risk zip codes

The high-risk zip code file contains a list of zip codes for locations that have been determined to
have a high proportion of fraudulent orders. Records can be imported from a third party system or
entered manually. The high-risk zip code file must be set up before it can be used as a fraud rule
criterion.

L Note: High risk zip codes that are marked as inactive are not used for fraud validation.

Add a high risk zip code

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the High
Risk Zip Codes option. The zip codes are displayed on the High Risk Zip Codes page.

1. Click Add Zip Code. The Add High Risk Zip Code window is displayed.

f£3 add High Risk 2ip Code X|

Zip Code: _+ I—

Descriptinn:l

Inactive: I—

Ok I Cancel

2. Inthe Zip Code field enter a 5-digit zip code.

3. [Optional] To be more precise as to which zip code is a high risk, enter the 4-digit extension
to the zip code in the + field.

4. In the Description field, enter a description or reason for the high risk zip code.

Select or clear the Inactive check box to indicate whether the high risk zip code should be
activated.

6. Click OK. The window is closed and record is added to the list.
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Inactivate a high risk zip code

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the High
Risk Zip Codes option. The zip codes are displayed on the High Risk Zip Codes page.

1. Select a zip code.
2. Click Edit Zip Code. The details are displayed in the Edit High Risk Zip Code window.

[E3Edit High Risk Zip Code x|

Zip Code: IEDEUE + I

Description:lauanﬁ high risk
Imactive: }I-

Ok Cancel

3. Select the Inactive check box.
4. Click OK. The window is closed and record is updated.

Set up pend rules

By setting up pend rules, you make it possible for the system to determine which customer orders
might be fraudulent or require additional investigation. Validation occurs when an associate
submits a customer order. If a customer order fails the validation check, it is automatically
pended for further review. If the order is entered as part of a batch of mail orders, the order is
validated when the batch is released.

Each pend rule is treated as an OR condition. If a pend rule has multiple criteria, each criterion
within the rule is treated as an AND condition.

L) Note: In order to use the high risk zip codes and negative files as pend rule criteria, they
must first be set up. Go to Admin > Pend Maintenance > High Risk Zip Codes or Admin
> Pend Maintenance > Negative File.
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Add a pend rule
= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the Pend

1.

4.
5.

Rule Maintenance option. The rules are displayed on the Pend Rules page.
Click Add Pend Rules. The Add Pend Rule window is displayed.

Egindd Pend Rule x
o R A Great Banner WOD
ls \DEsEs '°“'| AN Mock Test Banner
. A Test 2 for Del BI
T ash: -
I —I EFFP Test Banner ;I
Fend Rule TYPe:IDrderHeader ;I

Multiple Pand: ves - Mo %

AWS Codes: Equals: -

Payment Type: Equals: T
Order Source; Equals: T
Order Type: Equals: T
Order Line Type: Equals: T
Return Required: Equals: h
User Role: Equals: ﬁ
Order Line Quantity: Equal To or Greater Than: -
Order Total Tolerance: Equal To or Greater Than:

QOrder Line Total: Equal To or Greater Than:

High Risgk Zip Codes: ez € Mo (+
Additional Security Codes: ez £ Mo (*
Megative File Match: ves € Mo
Differant Bill to and Ship to: ez Mo {+
Order Header Accommodations Amount: Equal To or Greater Than:

Order Line Accommodations Amount:  Equal To or Greater Than:

Ok Cancel I

In the Pend Reason field, select the reason to be applied to customer orders that fail the
validation process.

In the Concept field, select the concepts that you want to associate with the fraud rule.

= To select consecutive concepts, select the first concept in the series. Press and hold the
Shift key. Scroll to and select the last concept in the series. Release the Shift key.

= To select non-consecutive concepts, select a concept. Press and hold the Ctrl key. Scroll
to and select each additional concept. Release the Ctrl key.

In the Rule Description field, enter a description for the pend rule.
In the Pend Rule Type field, select the category in which you want to group the pend rule.

L) Note: The criteria listed in the criteria block changes depending on which pend rule type

6.

you select.
In the Multiple Pend field, indicate whether you want to allow multiple pends.

= Yes: The system will pend an order again if the same pend reason occurs again. It is
strongly recommended that you do not use this option when setting up fraud rules.

= No: The system will not pend an order more than once for the same pend reason.
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7. Enter or select one or more of the following criteria.

142

Field Description

AVS Codes The meanings of the address verification system (AVS) codes
vary depending on which payment vendor is used. If the
selected AVS code is applied to a credit card payment, the
order will be pended.

Payment Type If the selected tender type is used to make a payment on an

order, the order will be pended.

Order Source

If the order was entered by the selected source, the order will
be pended.

Order Type

The options are Employee and Standard. If an order type is
selected, orders of that type will be pended.

Order Line Type

If one or more order line types match the selected order line
type, the order will be pended.

Department

If one or more items are sourced from the selected department,
the order will be pended.

Return Required

If the option is Yes or No, an order is pended depending on
whether the customer is required to return an item (Yes) or not
(No).

If the option is Ignore, the order will not be pended for this
reason.

User Role

If the order is entered by an associate who is a member of the
selected user role, the order will be pended.

Order Line Quantity

If the number of units entered for any order line is equal to or
greater than the guantity entered, the order will be pended.

Order Total
Tolerance

If the grand total of an order is equal to or greater than the
amount entered, the order will be pended.

Order Line Total

If the total for any order line on an order is equal to or greater
than the amount entered, the order will be pended.

High Risk Zip Codes

When Yes is selected, the zip codes on the bill-to and ship-to
addresses are compared to predefined, high-risk zip codes. If
there is a match, the order will be pended.

Additional Security
Codes

When Yes is selected, an order will be pended if it has a credit
card payment with no security code.

Negative File Match

When Yes is selected, the customer information is compared
to predefined customer information in the negative file. If
there is a match, the order will be pended.

Different Bill-to and
Ship-to

When Yes is selected, the order will be pended if the bill-to
and ship-to addresses differ in any way.
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Field

Description

Order Header

If the monetary value of an accommodation entered at the

the order will be pended.

Accommodations order header level is equal to or greater than the amount
entered, the order will be pended.

Order Line If the monetary value of an accommodation entered at the

Accommodations order line level is equal to or greater than the amount entered,

8. Click OK. The window is closed and the pend rule is added to the list.

Edit a pend rule

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the Pend
Rule Maintenance option. The rules are displayed on the Pend Rules page.

1. Select a pend rule.

2. Click Edit Pend Rules. The Edit Pend Rule window is displayed.

Ok

B3 Edit Pend Rule x|
Pend Reason: IPend Reason ;I Conecept: |n)) Banners ﬂ
REPTR A Great Banner WOD
Rule I::'esc”'l:'t“"""-lRuleE Ahd Mack Test Banner
. A Test 2 for Del BI
T ash: -
|Change task =] EFP Test Banner LI
Fend Rule Type: IAccommodation ;I
Multiple Pand: e No (F
Uzer Rale: Equals: vl
Order Header Accommodations Amount: Equal To ar Greater Than: F0.00
Order Line Accommodations Amount:  Equal To or Greater Than: F0.00

Cancel

3. Edit the details and criteria as necessary.

4. Click OK. The window is closed and the record is updated.

143



Retek Customer Order Management

No information returns

Overview

When returns are received without customer or order information, they are held in the system
until resolved or purged. If a customer calls about the return, you can then research which order
the return should be associated with. This is done by looking up the customer history and then

accessing the order. The return is then resolved on the Order Main > Order Line tab.

Usually you want to match a no info return with a customer order. If for some reason that is not

feasible or desirable, you can manually resolve the no info return without matching itto a

customer order.
Procedures

Resolve no information returns

= Navigate: On the Admin primary tab, expand the Returns folder. Select the No Customer

Info option. The unresolved returns are displayed on the No Customer Info page.

No Customer Info

Total Return Qty: |5

Total Retail Price: |$1BB.85

#_ |inventory tem  a|Description | Retum 0 Retumn Date  ¥|Disposition |Return Reasan Code |Camments
3100237734 Photo Storage Boxes:Large:D...2 06-13-2003 Broken Did Mot Like Calar Mo Comment
1100237734 Fhoto Storage BoxesLarge D...2 07-03-2003 Disposed Customer... Damaged Mo Comment
2100237042 Mightstands:Larga:Black:10 F... 1 06-04-2002 Broken Damaged Mo Comment

Rezolve |

1. Select one or multiple returns.
2. Click Resolve.

3. When prompted to resolve the returns, click OK. The returns no longer appear on the list.
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Standard and pop-up scripts

Overview

Scripts provide associates with prepared text or additional information that they can present to
customers. A script becomes visible when an associate enters or selects an element that has been
defined as a prompt. For example, if the prompt is a selling SKU, the script or online message
appears when the designated selling SKU is added to a customer order.

Scripts can be displayed to associates in one of the following ways:

e Standard: When triggered, the script is displayed on the right side of the application toolbar
during order entry. Once triggered, the script remains visible until an order line is cancelled
(if the order line was the trigger) or the customer order is cleared, submitted, pended, or
cancelled. Scripts are displayed only when the Order Entry primary tab is displayed. If
another script is triggered, it is appended to the previous script. An associate can scroll
through the active scripts.
Scripts may also appear in the Personalization Entry window and the Monogramming Entry
window. These windows are accessed when an item for which these attributes exist is added
to an order line.

o Pop-up: A pop-up script is also referred to as an online message or a product message. When
triggered, the script is displayed in a small pop-up window.

Procedures

Set up standard scripts

= Navigate: On the Admin primary tab, expand the Scripting folder. Select the Standard
option. The standard scripting messages are displayed on the Standard Scripting page.

1. Click Add Message. The Scripting Message window is displayed.
2l

e T
ENamal f i O :| wriow i [ Fred i e |
o Lt

saap

-] Eanid

2. Inthe Concept and Channel fields, select the concept and channel type associated with the
script.

In the Description field, enter a description for the script.

4. In the Start Date and End Date fields, enter the period of time during which the script is valid.
Enter the dates, or click Cal and select the dates.

L Note: If you select a prompt that has a predefined start and end date, those dates
become the default start and end dates for the script. You can overwrite the default
dates if necessary.
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o

In the Prompt field, select the element that triggers the script.
6. Inthe Prompt Condition field, enter or select the value of the prompt.

7. Inthe Script field, enter the text that will be displayed to associates when the script is
triggered.

8. Click OK. The window is closed and the record is added to the list of scripts.
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Set up pop-up scripts

= Navigate: On the Admin primary tab, expand the Scripting folder. Select the Pop-Up option.
The pop-up scripting messages are displayed on the Pop-Up Scripting page.

1. Click Add Message. The Scripting Message window is displayed.

2|

[T
El it | o [ FERE L e |

2. Inthe Concept and Channel fields, select the concept and channel type associated with the
script.

3. Inthe Description field, enter a description for the script.

4. In the Start Date and End Date fields, enter the period of time during which the script is valid.
Enter the dates, or click Cal and select the dates.

L Note: If you selected a prompt that has a predefined start and end date, those dates
become the default start and end dates for the script. You can overwrite the default
dates if necessary.

5. Inthe Prompt field, select the element that triggers the script.
6. In the Prompt Condition field, enter or select the value of the prompt.

7. Inthe Script field, enter the text that will be displayed to associates when the script is
triggered.

8. Click OK. The window is closed and the record is added to the list on the Pop-Up Scripting
page.
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Marketing materials

Overview

Associates may enter requests from customers for a variety of marketing materials. This can
include catalogs, coupons, brochures, newsletters, and so on. It is necessary to identify which
materials should be made available to customers.

Procedures

Add marketing materials

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the
Catalog Request Maintenance option. The available marketing materials are displayed on the
Catalog Request Maintenance page.

1. Click Add Catalog. The Add Catalog window is displayed.

@Add Catalog EI

Concept: I ;I Suhcuncept:l ;I

Creliveny DayE:I Inactive: I—

QO Cancel I

2. Inthe Description field, enter the description or name of the marketing material.

3. Inthe Concept and Subconcept field, select the concept and subconcept that the marketing
material is restricted to.

4. In the Delivery Days field, enter the number of days it takes for the marketing material to be
delivered from the day it is requested.

| Note: The system uses this number to calculate the estimated customer delivery date.

5. Click OK. If active, the marketing material becomes visible and available to associates.
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Inactivate marketing materials

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the
Catalog Request Maintenance option. The marketing materials are displayed on the Catalog
Request Maintenance page.

1. Select a marketing material.
2. Click Edit Catalog. The Edit Catalog window is displayed.

B Edit Catalog . X
Drescription: Hold Everything

Concept: I ;I Subcnncept:l ;I
Creliveny Day‘s:lg Inactive: I-

3. Select the Inactive check box.

4. Click OK. The window is closed and the record is updated. The marketing material is no
longer visible to associates.
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System/concept parameters

Overview

The system parameters allow you to optimize how the system must work in order to provide the
most value. While system parameters affect the entire system, concept parameters are limited to

controlling specific concepts. This provides some degree of flexibility across the system.

Procedures

Set up system parameters

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the

System Parameters option. The System Parameters and Concept Parameters page is

displayed.

1. Select or enter data in the appropriate fields of the System Parameters block.

2. When finished, click Submit System Parameters.

The following parameters are available on the System Parameters block.

System Description
Parameters
Match Code Select the check box to turn on match code functionality. To

Functionality Active

set up match code rules, you must go to the Match Code
Maintenance page.

Shipping & Handling
Tax Code

Enter the code used to communicate shipping and handling
charges to a third-party tax application.

Gifting Tax Code

Enter the code used to communicate gifting charges to a third-
party tax application.

Personalization Tax
Code

Enter the code used to communicate personalization and
monogramming charges to a third-party tax application.

Default Fulfillment
Value

Set up concept parameters

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the

System Parameters option. The System Parameters and Concept Parameters page is

displayed.

1. Inthe Concept field of the Concept Parameters block, select the concept whose parameters
you want to set up.

2. Select or enter data in the appropriate fields of the Concept Parameters block.

3. When finished, click Submit Concept Parameters.
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Call centers

Overview

Daily messages can be sent to any call center that is known to the system. You can maintain the
name, address, and telephone number of each call center. After a call center is set up, it appears as
a separate secondary tab under the Daily Messages primary tab. Daily messages can be sent
specifically to the new call center. The call center also receives any messages designated for all
locations.

Procedures

Add a call center

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the
Call Center Locations option. A list of call centers is displayed on the Call Center Locations

page.
1. Click Add Call Center Location. The Add Call Center window is displayed.

@Add Call Center x|

Location 10 I 1

Address 1:

Address 2: :

City: I State: I
|
|
|

County: Zip I:-:n:le:l

Countny: United States of America ;I

Fhone:

Ok I Cancel |

2. Inthe Location Name field, enter the name of the call center. This is the name that appears on
the call center secondary tabs on the Message Center primary tab.

Enter the address of the call center in the appropriate fields.

4. You can skip the City and State fields. When you enter a zip code in the Zip Code field, the
city and state are automatically entered. If the zip code refers to more than one location, you
can select the desired location from the City/State Selection window when it appears.

5. Inthe Country field, select the country in which the call center is located.
6. In the Phone field, enter the primary phone number of the call center. Enter the digits only.

7. Click OK. The call center is added to the list. The call center becomes visible to associates
when they access the Message Center primary tab.
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Edit a call center

= Navigate: On the Admin primary tab, expand the System Administration folder. Select the
Call Center locations option. A list of call centers is displayed on the Call Center Locations
page.

1. Click Edit Call Center Location. The Edit Call Center window is displayed.

=
Location 10 I 1009

Location Name:
Address 1; | 950 Nicollet Mall

Addraszs 2: I

City: IMinneap-:-IiE State: IMN

Cournty: [HENNEFIN Zip Code: | 55403

Country: IUnited States of America ﬂ
Fhane: | (512)587-5555

Ok Cancel |

2. Edit the enabled fields as necessary.
3. Click OK. The record is updated.
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Work Lists

Overview

There are a variety of tasks unrelated to capturing and maintaining orders that must be completed
in order to satisfy customer expectations. These tasks are typically not addressed while on the
telephone with the customer. They do, however, need to be managed, prioritized, and resolved.
The tasks belong to one of the following categories:

e Pended orders that required require research, editing, and approval.
e Activity requests from associates that require research on items and orders.
e Activity requests from customers requesting additional information or collateral.

e Personal reminders entered by associates, which may be associated with orders and activity
requests but could be for other reasons.

In order to activate worklist functionality, it is necessary to:
e Set up tasks
e Assign tasks to pend reasons

e Assign tasks to activity request types
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Procedures

Set up tasks

By setting up tasks, you associate a task with a task type. The task types include Personal
Reminder, Activity Requests, Additional Review, General Pend, and Supervisor Approval. While
Personal Reminder and Activity Request are self-explanatory, the remaining task types are related
to pended orders.

In addition to associating a task with task types, you indicate where the task should be routed to.
Tasks can be routed to the appropriate worklist (based on the task type), the Personal Reminders
window, or to a print file.

Add atask

= Navigate: On the Admin primary tab, expand the Worklist folder. Select the Task
Maintenance option. The tasks are displayed on the Worklist Task Maintenance page.

1. Click Add. The Task Admin window is displayed.

EgﬁTask Admin x|

Tashk Sub Type: I

Task Drescription: I

Systematic Tage [

Raouting: I ;I

Submit Cancel

In the Task Type field, select the type of task.

To more precisely categorize the task, enter a subcategory in the Task Subtype field.
In the Routing field, indicate where the task should be routed by the system.

Click Submit. The window is closed and the task is added to the list.

o &~ w b
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Edit a task

= Navigate: On the Admin primary tab, expand the Worklist folder. Select the Task
Maintenance option. The tasks are displayed on the Worklist Task Maintenance page.

1. Select atask.
2. Click Edit. The Task Admin window is displayed.

Eokamn x

Task Type: IGeneraI Fend ;I

asos abalvEe:

Task Description: Imanal pend - gen.

Systematic Tashk: I_

Routing: [ List =l

Submit | Cancel

3. Edit the subtype, description, and routing as necessary.
4. Click Submit. The window is closed and the record is updated.

Assign tasks to pend reasons

When associates pend orders, they must provide a reason. Some pend reasons are installed with
the program. However, you can manually add pend reasons which become visible to associates.
In addition to naming the pend reason, you assign a task to it. The pend reason inherits the routing
attribute of the task assigned to it. When the associate selects a reason for pending an order, the
pended order is routed to where it can be acted on and resolved.

L Note: Although you can not add systematic pend reasons, you can edit them.

Routing attributes are assigned to tasks elsewhere on the Admin primary tab (Admin > Worklist >
Task Maintenance).
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Add a pend reason

=

156

Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the Pend
Reason Maintenance option. The pend reasons are displayed on the Pend Reason
Maintenance page.

Click Add. The Pend Reason Admin window is displayed.

E:’;f’,g'Pend Reason Admin x|

Type: Ih.ﬂanual
T ash: I ;I

Auto Cancellable: I—

Submit Cancel

In the Description field, enter the text of the pend reason.
In the Task field, select which task you want to assign to the pend reason.

To indicate whether the task should be cancelled automatically after it is routed, select the
Auto Cancellable check box.

Click Submit. The window is closed and the pend reason is added to the list.
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Edit a pend reason

= Navigate: On the Admin primary tab, expand the Pend Maintenance folder. Select the Pend
Reason Maintenance option. The pend reasons are displayed on the Pend Reason
Maintenance page.

1. Select a pend reason.
2. Click Edit. The Pend Reason Admin window is displayed.

E%%Pend Reason Admin x|

Twpe: ISy‘stematic
e IEhangetask =

Auto Cancellable: I—

Submit | Cancel |

3. Edit the pend reason (Description), task, and auto-cancel option as necessary.

L) Note: The Auto Cancellable check box is enabled for manual pend reasons but not
for systematic pend reasons.

4. Click Submit. The window is closed and the record is updated.

Assign tasks to activity request types

A task must be assigned to each type of activity request. The activity request type inherits the
routing attribute of the task assigned to it. When associates enter an activity request, they first
select the type of activity request. The activity request is routed to where it can be acted on and
resolved based on the task assigned to the activity request type.

Routing attributes are assigned to tasks elsewhere on the Admin primary tab (Admin > Worklist >
Task Maintenance).
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Maintain activity request types

= Navigate: On the Admin primary tab, expand the Maintain Activity Request Types folder.
Select the Maintain Activity Request Types option. The types of activity request are
displayed on the Activity Request Type Maintenance page.

1. Select an activity request type.
2. Click Edit. The Activity Request Type Admin window is displayed.

E’inctivity Request Type Admin El

Activity Request T‘:‘F'E:I ltem Instructions Request

Task Frint Task Test 1- a.r.

Submit Cancel |

3. Inthe Task field, select which task you want to associate with the activity request type.

4. Click Submit. The window is closed and the activity request type is updated.
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Chapter 11 — Security

Associates, or users, can perform only those tasks for which they have permission. The security
administrator is responsible for assigning roles to users. Before assigning a role, you must create
the role and associate a set of permissions with the role. Users are then assigned a role, and can
then perform the tasks associated with it.

One or a select few users must have permission to maintain security. That user, or security
administrator, is responsible for setting up roles and assigning the appropriate roles to other users.

Users are set up and maintained in a third-party application. New and updated user information is
shared with RCOM.

As a security administrator, you can perform the following tasks:
e Setup roles

e Maintain role assignments
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Set up roles

Overview

The Maintain Roles secondary tab allows you to create and edit the roles for users. A role is one
or more permissions assigned a name. After adding roles, you must assign roles to a user.

Procedures
Add arole
= Navigate: On the Security primary tab, select the Maintain Roles secondary tab.
1. Click Create Role. The Create Role window is displayed.
x|
—Ral rFPermizzian
rApplication Parmizzion Granted
#pplication Access  prppg [ Cancel All Order Line Types [ =
Rt [ Cash Out SVC [
- Create Accommodations |—
rinherited Ral
Tifbet Role:l ;I Craate and Maintain Alternative Selling Lists '
Create And Maintain hems and Customers [
Create and Maintain Media DropfSource Codes [
Create and haintain hledia Header |—
Craate And Maintain Media Shipping Rates Table '
Create and Maintain Product Information [
Create and Maintain Selling ltems [
Create Cash Payments |—
Create Check Payments [
Create Credit Card Payments [
Create Fift Card Fayments [
Create Gift Certificate Payments |—
Create Merchandise Card Payments [
Create Merchandize Woucher Payments [
Create Partial Order Lines [
Create Return. Replacement. Exchanae Order Lines n ;I
Submit I Cloze I
2. Inthe Role Name field, enter a unique name for the role.
3. Inthe Application block, select the check box next to each application for which you want to
authorize access.
4. Inthe Inherited Role field, select an existing role that you want to copy to the new role, if
any.
5. [Optional] In the Application field, select an application in order to filter which permissions
are displayed.
6. Select the Granted check box next to each permission that you want to grant to the role.
7. Click Submit. The role is saved.
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Edit arole

= Navigate: On the Security primary tab, select the Maintain Roles secondary tab. The roles
are displayed on the Security primary tab.

1.

Select a role.

2. Click Edit Role. The Maintain Role window is displayed.

3. Edit the permissions as necessary.
4. Click Submit. The role is updated.

WLEHIGEIEY | <14 Azcociate Role 001

Create and haintain Alternative Selling Lists
Create And Maintain ltems and Customers
Create and Maintain Media DropfSource Codes
Create and Maintain Media Header

Create And Maintain Media Shipping Rates Table
Create and Maintain Product Information
Create and Maintain Selling ltams

Create Cash Fayments

Create Check Payments

Create Cradit Card Payments

Create Gift Card Fayments

Create Gift Cerificate Payments

Create Merchandize Card Payments

Create Merchandise Woucher Payments

Create Partial Order Lines

Create Return. Replacement. Exchanaoe Order Lines

[E3Maintain Role x|

rRal rFermission

Role Name:[| st Associate Role 002 Bl | =1
rApplication Fermission Granted

Application Access: ooy [l Cancel &l Order Line Types -

Rt [oel Cash Out SWC
. Create Accommodations

rinherited Ral

3 1 B N o o B B e

=l

Submit I

Close

Delete arole

=

Navigate: On the Security primary tab, select the Maintain Roles secondary tab. The roles
are displayed on the Security primary tab.

Select a role.

Click Remove Role. The role no longer appears on the Security primary tab.
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Maintain role assignments

Overview
The User Roles secondary tab allows you to control the roles assigned to users. Before assigning
roles, you must set up roles.

Procedures

Look up users
= Navigate: On the Security primary tab, select the User Roles secondary tab.

1. Enter search criteria in one or more fields in the User Search block on the User Roles
secondary tab.

Maintain Roles

Usar User D Usar
First Name: Call Center,

Last Name: Address:
Call Center: =] || e

Phone Humber.

Hodify Foles

2. Click Search. The results are displayed on the Security primary tab.

3. Select the user that you want to edit. The details are displayed on the User Roles secondary
tab.

Contact information about the user appears in the User Details block. The roles assigned to the
user are displayed in the User Roles block.
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Assign roles to users

= Navigate: On the Security primary tab, select the User Roles secondary tab. Look up and

select a user.

1. Click Modify Roles. The Modify User Roles window is displayed.

E%Mudify User Roles

rRale

Createi/tdaintain Alt Sell Lists
L5M Associate Role 001
L5M Associate Fole 002

ia st roles

.
|
=
< |

rUzer Role

Submit

| Cancel

2. Select one or more roles that you want to assign to the selected user:

e Click > to move the selected roles from the available roles list (Roles) to the assigned

roles list (User Roles).

e Click >>to move all the roles from the available roles list to the assigned roles list.

e Click << to move the selected roles from the assigned roles list back to the available roles

list.

o Click < to move all the roles from the assigned roles list back to the available roles list.

3. Click Submit. The roles are updated for the user.

Wildcard searches

Wildcard searches are permitted when looking up users. The wildcard is an asterisk (*). You can
place the asterisk before, after, or between one or more characters. You must enter at least one
character in addition to the asterisk. Some examples of wildcard searches include:

o Enter anders* in the Last Name field to retrieve users with last names such as Anderson or

Andersen.

e Enter *son in the Last Name field to retrieve users with last names such as Anderson,

Carlson, and Thompson.

e Enter s*n in the First Name field to retrieve users named Steven, Stephen, Susan, and so on.
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