
 

Retek® Customer Order 
Management™ 

11.0 

User Guide 
 
 





 

 

 
Corporate Headquarters: 

Retek Inc. 
Retek on the Mall 
950 Nicollet Mall 
Minneapolis, MN 55403 
USA 
888.61.RETEK (toll free US) 
Switchboard: 
+1 612 587 5000 
Fax:  
+1 612 587 5100 
 

European Headquarters: 

Retek 
110 Wigmore Street 
London 
W1U 3RW 
United Kingdom 
Switchboard:  
+44 (0)20 7563 4600 
Sales Enquiries: 
+44 (0)20 7563 46 46 
Fax:   
+44 (0)20 7563 46 10 

The software described in this documentation is furnished 
under a license agreement, is the confidential information of 
Retek Inc., and may be used only in accordance with the 
terms of the agreement.  
No part of this documentation may be reproduced or 
transmitted in any form or by any means without the express 
written permission of Retek Inc., Retek on the Mall, 950 
Nicollet Mall, Minneapolis, MN 55403, and the copyright 
notice may not be removed without the consent of Retek Inc. 
Information in this documentation is subject to change 
without notice. 
Retek provides product documentation in a read-only-format 
to ensure content integrity.  Retek Customer Support cannot 
support documentation that has been changed without Retek 
authorization. 
Retek® Customer Order ManagementTM is a trademark of 
Retek Inc.  
Retek and the Retek logo are registered trademarks of Retek 
Inc.  
This unpublished work is protected by confidentiality 
agreement, and by trade secret, copyright, and other laws. In 
the event of publication, the following notice shall apply: 
©2004 Retek Inc. All rights reserved. 
All other product names mentioned are trademarks or 
registered trademarks of their respective owners and should 
be treated as such.   
Printed in the United States of America. 

 



Retek Customer Order Management 
 

  

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: 

• Product version and program/module name. 

• Functional and technical description of the problem (include business impact). 

• Detailed step-by-step instructions to recreate. 

• Exact error message received. 

• Screen shots of each step you take. 

 

http://rocs.retek.com/
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Retek Customer Order Management 
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 

Backorder notifications 
Carrier maintenance 
Correspondence rules 
Event history type 
Return reasons 
Match code rules 
Order fulfillment 
Cancel reasons 
Pend maintenance 
No information returns 
Standard and pop-up scripts 
Marketing materials 
System/concept parameters 
Call centers 
Work lists 

Security 

Set up roles 
Maintain role assignments 
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Chapter 1 – 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. 

 
2. In the Password field, enter your password. 

3. Click OK or press Enter. The RCOM application window appears. 

Exit RCOM 
To exit RCOM, click the close button found on the upper right corner of the application window. 
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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 
• Yellow: Warning 
• 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. 

 
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. 

 
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. 
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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. 
 

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

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. 

 
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.  
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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. 

• 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. 

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

 
Records sorted by date/time and concept 

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 
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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. 

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 2 – 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: 

• View daily messages 

• Send daily messages 
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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. 

 
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. 
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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. 

 
2. In the Location field, select the location for which the message is intended. 

To send the message to all locations, select All Locations. 

3. 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.  
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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 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. 
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Chapter 3 – 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.  

• 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 

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

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

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

 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.  

4. 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. 

5. 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: 

• Enter mu* in the Last Name field to retrieve customers named Murphy, Murray, or Murdock.  

• Enter *rk in the City field to retrieve customers located in York or New York.  

• Enter 5*3 in the Zip field to retrieve customers whose zip code is 55123, 55403, or 55413.  
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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.  

 
1. In the Name block, enter the customer's name. 

2. 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. 
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3. 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. 

4. 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. 

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. 

 

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

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

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

 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.  

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

4. [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.  

5. Click Save. The address is added to the Address List block. 

6. Enter any additional customers or customer addresses. 

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

1. 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. 

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

3. 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. 

4. Click Apply. The fields in the Address Block are enabled. 

5. Edit the address as necessary.  

6. 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. 

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

1. 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. Select a reason and click OK. The address is updated. 

2. 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. 

 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. 

 
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. 

 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. 

 
2. In the Tender Type field, select the credit card requested by the customer. 

3. In the Date of Birth field, enter the customer’s birthdate, or click Cal and select the birthdate.  

4. In the 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. 



Retek Customer Order Management 
 

 

22 

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.  

 
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 
Season 

Do not send promotions by regular mail more than 
once per season.  

Do Not Share 
Address 

Do not share the customer's bill-to address with 
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 promotions.  

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

3. In the 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.  

 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. 

 
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. 

 
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. 
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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.  

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

1. To view the details of an event:  

• Double-click the event, or  

• Select the event and press the Enter key.  

2. 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. 

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. 

 
2. Enter a comment in the text field.  

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

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. 

 
2. In the 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. 
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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. 

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

3. In the SVC Pin Number field, enter the customer’s personal identification number. 

4. Click Get Balance. The remaining balance, card type, and concept are displayed. 

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 4 – 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.  
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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. 

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. 
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2. Select an address. 

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

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 redisplay the original set of fields. 

Procedures 

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

 
1. Enter the selling item number in the Selling Item field.  

2. In the description fields, select the appropriate characteristics of the item. 

3. 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. 
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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. 

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. 

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. The Monogramming Entry window is displayed. 

 

 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.  

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

5. In the Char 1 - 3 fields, enter the characters requested by the customer. 

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

7. 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. The Personalization Entry window is displayed. 

 

 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.  

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

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

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

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

8. 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. The Gift window is displayed. 

 
3. In the Wrap Type field, select the type of gift wrap requested by the customer. 

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

5. 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. 

 
3. 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. When you tab to the 
Quantity field, the Gift Certificate window is displayed. 

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

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

4. In the Amount field, enter the monetary value of the gift certificate requested by the 
customer. 

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

6. Click Apply to Order Line. The window is closed. 

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

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

9. Enter any additional order lines. 
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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. In the 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.  

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

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

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

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

7. Click Apply. The window is closed. 

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

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

10. Enter any additional order lines. 
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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.  

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. 

 
2. Select two or more order lines. Use the following methods to select multiple order lines:  

• To select all of the order lines, press Ctrl + A. 

• 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. 

• 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. 

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

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. 

 
• 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. 

 

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

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.  

 
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. 

 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. 

 
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.   
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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. 

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.  

 
1. In the 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. 
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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. 

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

• Item Accommodation: Make an adjustment to an order line. 

 
• 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. 
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2. In the Order Lines or Order Payment Summary blocks, select the order line or subtotal/total 

that you want to adjust. 

3. In the Tender field, select the method of reimbursement. 

4. In the Reasons field, select the reason for the accommodation.  

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

6. In the 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.  
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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. 

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

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

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

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

7. Click Authorize. The payment is added to the list on the Order Entry primary tab. 

8. Enter any additional credit card payments. 

9. 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 

summary appears on the left side of the Payment secondary tab.  

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

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

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

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

5. Click Authorize. The payment is added to the list on the Order Entry primary tab. 

6. Enter any additional voucher payments. 

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

8. Manually authorize the voucher payments. 

Enter a personal check 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 Personal Check. The Check Payment window is displayed.  

 
2. In the Check Number field, enter the check number from the customer’s personal check. 

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

4. In the Routing Number field, enter the routing number for the customer’s financial institution. 
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5. In the Account Number field, enter the customer's account number from which the check is 
drawn. 

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.  

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

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

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

5. Click Authorize. The payment is added to the list on the Order Entry primary tab. 

6. Enter any additional SVC payments. 

7. 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 Check Payment window is displayed.  

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

3. Click Authorize. The payment is added to the list on the Order Entry primary tab. 

4. Enter any additional cash payments. 

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

6. 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 accommodations, 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. 

 

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

Determine how you want to process the order: 

• 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.  

 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 Pending. The order is held 
until the issues are resolved. 



Chapter 4 – Order entry 
 

 

49 

• 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. 

• 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 5 – 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: 

• 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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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. In the 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.  



Chapter 5 – Order maintenance 
 

 

53 

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:  
•  The customer no longer wants an item that has not yet 

been shipped. 
•  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. 

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

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

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.  

 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. In the Tender Type field, indicate how the customer’s payment will be refunded. 

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

 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. 
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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. 

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

4. 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. 
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5. In the Carrier field, select the carrier who will provide the service. 

6. In the Comment field, enter any additional information.  

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

7. Click Apply. The request for pickup is routed to where it will be processed. 

8. Schedule any additional pickups. 

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

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. 

⇒ 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 Exchange Order Line. The Exchange Order Line window is displayed. 

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

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

3. In the description fields, select the characteristics of the item. 

4. In the Quantity field, enter the number of units requested by the customer. 

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

6. Enter any instructions for warehouse personnel if necessary. 

7. In the Shipping Info fields, edit the default recipient, carrier service, and carrier as necessary. 
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8. Click Apply. The exchange request is added to the order lines on the Order Main primary tab. 

9. Enter any additional exchange requests. 

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

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. 

 
2. In the 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.  

 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. In the Reason field, select the reason for the replacement request. 

6. In the Quantity field, enter the number of units the customer intends to replace. 
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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. 

9. In the Order Comments field, enter any additional information regarding the request. 

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

10. 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. 

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

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

13. Enter any additional replacement requests. 

14. 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. 

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

customer. 

3. In the description fields, select the characteristics of the part. 

4. In the Quantity field, enter the number of units requested by the customer. 

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

 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. 

 
3. 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. 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 a dummy order for returns or partial item orders 
Enter a dummy order for customers who want to return items that they received as gifts. 

⇒ 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.  

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

 
2. In the Item # field, enter the selling item number of the item that was shipped to the customer.  

3. In the description fields, select the characteristics of the item. 

4. In the Quantity field, enter the number of units to be returned. 

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

6. Click Apply. An order line in Shipped status is displayed on the Order Main primary tab.  

7. Enter any additional order lines. 

8. 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. 

 
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. 

 Note: If 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: 

• 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. 

 
• 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. 

 

 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.  

 
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. 

 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. 

 
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. 
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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. 

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. 
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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. 

 
1. To cancel a payment: 

 Note: You can not cancel a payment in the following statuses: Pre-settled, Settled, 
Cancelled, and Manually Approved. 

a. Select a payment. 

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

2. To add a payment: 

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

b. Enter the required information in the payment window. 

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

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

3. To authorize a payment that requires manual authorization: 

a. 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 accommodations are displayed on the right side. Payments and refunds are displayed on 
the Order Main primary tab. 

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

 
2. In the Order Lines block, select an order line. 

3. In the Tender field, select the method of reimbursement.  

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

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

6. 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 accommodations 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 

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

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

 
2. In the Order Payment Summary block, select a subtotal or the order total. 

3. In the Tender field, select the method of reimbursement.  

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

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

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

7. 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. 

8. Enter any additional accommodations. 

9. 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 accommodations 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 

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. 

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

• 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 
Authorization 

The validation process must be performed manually.  

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

Pre-Settled • Items were shipped to the customer, but the payment is not 
yet settled.  

• Items were returned to the warehouse, but the refund is not 
yet settled. 

Referral The associate must contact the credit card provider for 
resolution.  

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

• 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.  
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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.   

 
Determine how you want to process the order: 

• 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. 



Chapter 5 – Order maintenance 
 

 

77 

• 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 6 – 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: 

• Look up and research items 

• Enter and resolve activity requests 

• Review and resolve pended orders 

• Enter and resolve personal reminders 
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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. 

Procedures 

Look up items 
⇒ Navigate: On the application toolbar, click Item Search. The Item Search/Product 

Information window is displayed.  

 
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. 

 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 Apply. The item is entered on the Order Line secondary tab.  
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4. To clear the results and the search criteria, click Clear. You can then enter criteria for another 
search. 

5. When done, click Close to close the Item Search/Product Information window. 

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: 

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

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

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

 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.  

 
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 
attributes (UDA) 

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

 

 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. To view 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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3. Click Close to close the All Product Information window. 

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.  
 
To view the media associated with all concepts, click View All Concepts. 
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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/ 
Refund Check 

A customer wants to know the remaining value of a gift 
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.  

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

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

Address Book window. 

3. In the 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.  

 
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.  
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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.  

Look up activity requests using the main work list 

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

 
1. In the Task Type field, select Activity Request. The outstanding activity requests are 

displayed on a grid by task subtype and concept.  

2. 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. 

3. 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. 

4. 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. 

5. When done, click Close on the Main Work List window. 
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Resolve activity requests 
⇒ Navigate: Look up and retrieve an activity request. The details of the activity request are 

displayed on the Activity Request primary/secondary tab. 

1. Review the request and take whatever action is necessary to complete the assigned task. 

2. 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.  

Route activity requests to a print file 
⇒ Navigate: On the Work List primary tab, click Print File. The Print File Admin window is 

displayed.  

 
1. 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). 

 Note: Tasks that have exceeded a predefined expiration date are not displayed. 

2. Select one or more tasks. 

3. To look up a file destination: 

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

b. In the 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.  

4. 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.  

5. 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.  

 
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 

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

 
1. 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.  

2. 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. 

3. 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. 

4. 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. 

5. 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. 

 
3. To resolve failed pend rules: 

a. In the 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. In the Correspondence block, select the type of correspondence. 

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

c. In the 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. 

 
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. 

3. 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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5. 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. 

6. Enter any additional information in the Comments field.  

7. Click Save. The personal reminder is added to the list. 

8. Add, edit, or resolve any additional reminders. 

9. 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 

not yet been closed are displayed in the Personal Reminders window. 

1. Select a personal reminder. 

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

3. Update the details as necessary. 

4. Click Save. The personal reminder is updated. 

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

5. Add, edit, or resolve any additional reminders. 

6. 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. 

1. Select a personal reminder. 

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

3. Add, edit, or resolve any additional reminders. 

4. When done, click Close. The Personal Reminders window is closed. 
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Chapter 7 – 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: 

• Set up mail order batches 

• Enter mail orders 

• 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.  

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

3. In the 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. In the # 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. In the 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.  

 
3. Edit the enabled fields as necessary. 

4. Click Apply. The batch header is updated. 
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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.  

 
1. In the Current Batch field on the Mail Order primary tab, enter the batch number that the 

order is associated with. 

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

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

• In the 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. 

• 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. 

• If 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.  

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

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

6. If the default bill-to address is not correct, click Address Book. Select the correct address 
from the Address Book window.  
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Enter the order lines 
⇒ Navigate: On the Mail Order primary tab, select the Order Line secondary tab.  

1. Enter the selling item number in the Selling Item field.  

2. In the Description fields, select the appropriate characteristics of the item. 

3. In the Quantity field, enter the number of units requested by the customer. 

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. 

 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. 

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. 

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

 Note: If for some reason you don't want to add the item to the order, click Clear for New 
Entry instead of Apply to Order. The Order Line fields are cleared without saving the 
order line. 

10. 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 a gift 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. 

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

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

4. In the Amount field, if it is enabled, enter the monetary value of the gift card/gift certificate.  

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

6. Click Apply or Apply to Order Line.  
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Cancel an order line 

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

1. On the Mail Order primary tab, select an order line. 

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

 
3. 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.  

Enter special handling requests 
⇒ 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.  

 
1. To indicate that two or more items should be processed together or wrapped together, select 

the items.  

• To process the items together, click Process Together. A character appears in the P.T. 
column for the selected items. 

• To wrap the items together, click Wrap Together. A character appears in the W.T. 
column for the selected items.  

 Note: Instructions will be sent to the warehouse regarding the marked items. 

2. To place a hold on the one or more items, select the affected items. 

• Predefined event: Click Event Hold. Select the event in the Event Hold window. 

• Customer-defined date: Click Date Hold. Select the date in the Personal Hold window. 

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

 
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. 

 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 

⇒ 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.  

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

 
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 
Mail Order primary tab. 
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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.  

 
1. In the Create Payment block, click the button corresponding to the tender type. The 

appropriate Payment window is displayed. 

2. In the Payment window, enter the details of the payment.  

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

4. Enter any additional payments. 

5. When done entering payments on a payment window, click Close.  

6. To manually authorize a payment: 

a. Select a payment that has a status of Manual Authorization. 

b. In the 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. 

 

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

Determine how you want to process the order: 

• 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.  

 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. 

• 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. 

• 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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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.  

 

 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. 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. 

b. Navigate to the appropriate secondary tab and update the order as necessary. 

2. To edit the batch header: 

a. On the Batch Setup/Update secondary tab, select the batch to be edited.  

b. Click Edit Batch.  

c. In the Edit Mail Order Batch window, edit the necessary fields. 

d. 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. 

  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: 

•  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.  

 Note: If 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.  

•  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 8 – 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: 

• Market: Summarizes gross demand at the order level. 

• 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. 



Retek Customer Order Management 
 

 

110 

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.  

 
1. In the 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. 

 
1. Enter criteria in one or more of the report criteria fields. 

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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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. In the Mail Order Subtotals block, enter criteria in one or more of the report criteria fields. 

 
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. In the Deposit Summary block, enter criteria in one or more of the report criteria fields.  

 
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 9 – Administration 
A variety of miscellaneous tasks are covered under the Admin tab. These include the following: 

• Backorder notifications 

• Carrier maintenance 

• Correspondence 

• Daily Messages 

• Event History Types 

• Reason Codes 

• Match code rules 

• Order fulfillment 

• Order Management 

• Pend maintenance 

• Returns 

• Scripting 

• Catalog Request 

• System parameters 

• Call centers 

• Work lists 
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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: 

• Look up pending BO notifications 

• Cancel a pending BO notification 

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. The following procedure is 
available: 

• Cancel items that are no longer available 
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Procedures 

Look up pending BO notifications 
⇒ Navigate: On the Admin primary tab, expand the Backorder Notifications folder. Select the 

Pending BO Notifications option. The Pending BO Notifications page is displayed.  

 
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. 

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.  
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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.  

 
1. In the 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. 
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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: 

Edit a 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: 

Edit a carrier service 

Procedures 

Edit a carrier 
⇒ 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. 

1. Select a carrier 

2. Click Edit. The Carrier Maintenance window is displayed. 

 
3. In the Account field, enter the account number that you have established with the carrier. 

4. 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.  

5. To indicate the carrier will pick up orders, select the Valid Pickup check box. 
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6. 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. 

7. In the Tracking URL field, enter the address of the carrier’s web page on which shipments 
can be tracked. 

8. Click Submit. The window is closed and the record is updated. 

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. 

 
3. In the 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. 
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4. Select one or more carriers that will provide the selected service: 

• Click > to move the selected carriers from the Carriers Available list to the Associated 
Carriers list. 

• Click >> to move all the carriers from the Carriers Available list to the Associated 
Carriers list. 

• Click < to move the selected carriers from the Associated Carriers list back to the 
Carriers Available list. 

• Click << to move all the carriers from the Associated Carriers list back to the Carriers 
available list. 

5. 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. 

  Note: To clear the Rush Delivery Charge check boxes, select the carriers and click Clear 
Rush Delivery. 

6. 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. 

7. 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.  

 
2. In the Concept field, select the concept that you want to associate with the correspondence 

type. 

3. In the Correspondence Type field, identify the trigger for the correspondence. 

4. In the Template Name field, select the format to be associated with the correspondence. 

5. If the template you've selected is the default template for the correspondence type, select the 
Default Template check box. 

6. In the 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. 



Chapter 9 – Administration 
 

 

121 

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. Select a rule. 

2. Click Edit Relationship. The Correspondence Type/Template Relationship window is 
displayed. 

3. 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: 

• Edit event history type descriptions for both systematic and external events. 

• Add/Modify external events 

• 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. 

1. Click Add/Edit History Event Type. The History Event Type Maintenance window is 
displayed. 

2. In the Visibility field, select the visibility you want the history event type to have. 

3. In the Description field, enter the description for the history event type. 

4. Click Submit add the history event type. 

Edit a systematic 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. 

1. Select an event type from the list. 

2. Click Add/Edit History Event Type. The History Event Type Maintenance window is 
displayed. 

3. Edit the description for the history event type. 

4. Click Submit to save changes. 

Inactivate an external event 

⇒ 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. 

1. Select an external history event type from the list. 

2. Click Add/Edit History Event Type. The History Event Type Maintenance window is 
displayed. 

3. Deselect Active to inactivate the external history event type. 

4. 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. 
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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. 

 
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. 
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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:  

• Activate match code functionality: This is done on the System Parameters and Concept 
Parameters page (Admin > System Administration > System Parameters).  

• 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. 

 
1. In the Rule 1 column, select the check box next to each field that is a criterion for matching 

customer records on the first pass. 

  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 Fulfillment 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. 

 
2. In the Country field, select the country for which you want to set up postal code ranges.  

3. In the 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. 

5. 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 Fulfillment 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. 

 
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. 

 
2. 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. 

3. Select one or more zip code ranges from the available block and move them to the assigned 
block.  

• 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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4. Select the Default check box next to the range that you want to mark as the default.  

 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.  

5. 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 

⇒ 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. Select the one or more records for the same country. 

2. Click Edit Priority. The Warehouse Priority window is displayed. 

3. Move any ranges to the assigned block for which you want to edit warehouse priorities.   

4. Select the Default check box next to the range that you want to mark as the default. 

5. In the Warehouse block, select the warehouses in order of priority for the selected ranges.  

6. Click Apply. The warehouses are associated with the selected ranges.  

7. Update the warehouse priorities for any remaining ranges. 

8. When done, click Close.  
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Set up non-business days 

Add 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. Click Add. The Add Non Business Date window is displayed. 

 
2. In the Country field, select the affected country. 

3. In the Description field, indicate why the business will be closed.  

4. In the 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 a record. 

2. Click Edit. The Edit Non Business Date window is displayed. 

 
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. 

 
2. In the Cancel Reason Type field, select the type of cancel reason. The type indicates which 

event caused an order line to be cancelled.  

3. 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. 

 
3. Edit the type and description as necessary. 

4. Click OK. The window is closed and the record is updated. 
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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: 

• Set up negative files 

• Set up high-risk zip codes 

• 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.  

 Note: Negative files that are marked as inactive are not used for fraud validation. 

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. 

1. Click Add Negative File. The Add Negative File window is displayed.  

 
2. In the Customer # field, enter the customer number that identifies the customer. 

3. In the Reason field, select the reason for the negative file. 

• Customer alert: The customer or address might be fraudulent. Further investigation is 
necessary. 

• Fraud: The customer or address has been determined to be fraudulent. 

5. Select or clear the Inactive check box to indicate whether the negative file should be 
activated.  

6. In the Comment field, enter any supporting information. 

7. In the Customer Information fields and Order Information fields, enter as much information 
as is known.  

 Note: The following fields are required: Address 1, City, State, and Zip Code.  

8. Click OK. The window is closed and the record is added to the negative file list. 
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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. 

1. Click Edit Negative File. The Edit Negative File window is displayed.  

 
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.  

 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.  

 
2. In the Zip Code field enter a 5-digit zip code.  
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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. 

5. 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. 

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.  

 
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. 

 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 
Rule Maintenance option. The rules are displayed on the Pend Rules page. 

1. Click Add Pend Rules. The Add Pend Rule window is displayed.  

 
2. In the Pend Reason field, select the reason to be applied to customer orders that fail the 

validation process. 

3. 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.  

5. In the Rule Description field, enter a description for the pend rule.  

6. In the Pend Rule Type field, select the category in which you want to group the pend rule. 

 Note: The criteria listed in the criteria block changes depending on which pend rule type 
you select. 

7. 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. 

8. Enter or select one or more of the following criteria. 



Retek Customer Order Management 
 

 

140 

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 quantity 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. 

Order Header 
Accommodations 

If the monetary value of an accommodation entered at the 
order header level is equal to or greater than the amount 
entered, the order will be pended.  
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Field Description 

Order Line 
Accommodations 

If the monetary value of an accommodation entered at the 
order line level is equal to or greater than the amount entered, 
the order will be pended. 

 

9. 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. 

 
3. Edit the details and criteria as necessary. 

4. Click OK. The window is closed and the record is updated.  
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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 it to 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.  

 
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: 

• 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. 

• 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.  

 
2. In the Concept and Channel fields, select the concept and channel type associated with the 

script. 

3. 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. 

 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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5. In the Prompt field, select the element that triggers the script.  

6. In the Prompt Condition field, enter or select the value of the prompt.  

7. In the 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.  

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. In the Concept and Channel fields, select the concept and channel type associated with the 

script. 

3. 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. 

 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. In the Prompt field, select the element that triggers the script.  

6. In the Prompt Condition field, enter or select the value of the prompt.  

7. In the 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. 

 
2. In the Description field, enter the description or name of the marketing material. 

3. In the 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.  

 
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 
Parameters 

Description 

Match Code 
Functionality Active 

Select the check box to turn on match code functionality. To 
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. In the 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. 



Retek Customer Order Management 
 

 

148 

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.  

 
2. In the 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.  

3. 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. In the 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.  

 
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: 

• Pended orders that required require research, editing, and approval. 

• Activity requests from associates that require research on items and orders. 

• Activity requests from customers requesting additional information or collateral. 

• 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: 

• Set up tasks 

• Assign tasks to pend reasons 

• 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 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. Click Add. The Task Admin window is displayed. 

 
2. In the Task Type field, select the type of task. 

3. To more precisely categorize the task, enter a subcategory in the Task Subtype field. 

4. In the Routing field, indicate where the task should be routed by the system. 

5. Click Submit. The window is closed and the task is added to the list. 
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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 a task. 

2. Click Edit. The Task Admin window is displayed. 

 
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.  

 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 

⇒ 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. Click Add. The Pend Reason Admin window is displayed. 

 
2. In the Description field, enter the text of the pend reason. 

3. In the Task field, select which task you want to assign to the pend reason. 

4. To indicate whether the task should be cancelled automatically after it is routed, select the 
Auto Cancellable check box.  

5. 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. 

 
3. Edit the pend reason (Description), task, and auto-cancel option as necessary. 

 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. 

 
3. In the 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 10 – 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: 

• Set up roles 

• 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 a role 
⇒ Navigate: On the Security primary tab, select the Maintain Roles secondary tab.  

1. Click Create Role. The Create Role window is displayed.  

 
2. In the Role Name field, enter a unique name for the role. 

3. In the Application block, select the check box next to each application for which you want to 
authorize access. 

4. In the 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 a role 
⇒ 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. 

Delete a role 
⇒ 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 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.  

 
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.  

 
2. Select one or more roles that you want to assign to the selected user: 

• Click > to move the selected roles from the available roles list (Roles) to the assigned 
roles list (User Roles). 

• Click >> to move all the roles from the available roles list to the assigned roles list. 

• Click << to move the selected roles from the assigned roles list back to the available roles 
list. 

• 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: 

• Enter anders* in the Last Name field to retrieve users with last names such as Anderson or 
Andersen.  

• Enter *son in the Last Name field to retrieve users with last names such as Anderson, 
Carlson, and Thompson.  

• Enter s*n in the First Name field to retrieve users named Steven, Stephen, Susan, and so on.  
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