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Preface

This document describes how to use Oracle Retail Returns Management.

Audience

This document is intended for Loss Prevention Operators, Customer Service
Operators, and Store Operators who use Oracle Retail Returns Management.

Related Documents

For more information, see the following documents in the Oracle Retail Returns
Management Release 1.0 documentation set:

Oracle Retail Returns Management Release Notes
Oracle Retail Returns Management Installation Guide

Oracle Retail Returns Management Operations Guide

Customer Support

https:/ /metalink.oracle.com

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

xi



Conventions

The following text conventions are used in this document:

Xii

Convention Meaning

boldface Boldface type indicates graphical user interface elements associated
with an action, or terms defined in text or the glossary.

italic Italic type indicates book titles, emphasis, or placeholder variables for
which you supply particular values.

monospace Monospace type indicates commands within a paragraph, URLs, code

in examples, text that appears on the screen, or text that you enter.
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Overview

This chapter provides an overview of the Oracle Retail Returns Management
application.

The following topics are discussed:
= "Application Overview"

»  "Getting Started"

= "User Interface"

= "Security and Errors"

Application Overview

Customers try to return many types of products, for a wide variety of reasons. The
procedure for managing this process may vary greatly from store to store and
manager to manager, and perhaps even from cashier to cashier.

Oracle Retail Returns Management is a proactive, centralized, multi-channel solution
that provides the ability to reduce overall return rates, prevent and catch return fraud,
and improve customer service. Oracle Retail Returns Management provides the
following benefits:

= Definition and enforcement of consistent policies about returns and other types of
transactions that may result in a customer refund.

s The customer, cashier, or manager can be informed of the reason why a return
received a particular response. This can be done through online messages or
printed receipts.

»  Patterns of customer return behavior can be studied to determine if a return merits
return denial, or at least a prompt for manager approval at the point-of-return.

s Online research of customer and cashier return activity.
s Customer service overrides for denied returns can be granted, if necessary.

For detailed information about Oracle Retail Returns Management, see Chapter 2.
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Getting Started

Getting Started

This section explains how to start Oracle Retail Returns Management, log in, and log
out.

Note: This user guide assumes that you are familiar with using a
web browser.

Starting the Application

To start the application, open a web browser. Enter the URL for your Oracle Retail
Returns Management web page:
http:/ /:<servername>:<portname>/returnsmanagement.

Logging In/Out

After the application is started, enter a valid user ID and password on the login screen.
Click Login.

Figure 1-1 Login Screen

RETURNS ORACLE

Help | About

Welcome to Returns Management

Enter a User ID and Password to log in.

Password: I:I

ORACLE
RETAIL

Copyright ® 2006, Oracle. All rights reserved.

Note: Passwords are case sensitive.

1-2 Oracle Retail Returns Management



User Interface

After you successfully log in, the Dashboard is displayed. For more information on the
Dashboard, see Chapter 3.

To log out from the application, click Logout at the top right of the application screen.
See Figure 1-2 for the location.

User Interface

This section provides an introduction to the application screen.

Screen Regions

The following figure shows the parts of the application screens. These names are used
throughout this user guide.

Figure 1-2 Example Showing Parts of the Application Screen

-=tatus Region Content Window Locator Links _
Subtabs

RETURNS ORACLE

Home Returns Data Management /Admin Help | About | Logout

Data Import

Import = Source > Schedule =
Matification > Complete =

Job Schedule

Import Select Run Date settings, enter run ftime(s) and press Add. et
Available Imports Press Next when complete.

Scheduled Imports
Run Date Schedules Post Processor
& Immediate
O Scheduled
il
Left Mavigation Action
LLinks Buttons

The layout of the screen is consistent for each feature:

Tabs

Click a tab to choose the feature you want to use.

Subtabs

Each feature has one or more functions available. The row of subtabs lists the available
functions. Click a subtab to choose the function you want to perform. The left
navigation links and content window are updated for that function.

Left Navigation Links

Each subtab has a set of links that show the functions that can be performed on the
data. Click a link to perform that function. The content window is updated for that
function.
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User Interface

Navigation

Action Buttons

Click a button to perform the action. The content window is updated as a result of
performing the action.

Content Window

This section of the screen changes when you click a tab, subtab, link, or action button.
The content is unique for each function. Depending on the selected function, you
perform different operations:

= View data
= Make choices by selecting items

s Enter data into fields

Locator Links

Some functions involve a sequence of steps. When this occurs, the locator links show
the steps in the process to complete that function. The step that you are currently on is
highlighted in bold.

For example, in Figure 1-2, this screen is the third step of the process to import data
into the corporate database. You can see that the next step in the process would be to
choose the users to be notified of the import job success or failure.

Status Region
The logged in user ID and current date are displayed.

This section provides a general description of each of the tabs. Clicking a tab displays
a new screen devoted to the tab’s features. The remaining chapters of this guide
provide detailed information on each tab. Table 1-1 lists the chapter that contains
more information for each tab.

Table 1-1 Main Tabs

Tab For More Information
Home See Chapter 3.
Returns See Chapter 4.
Data Management See Chapter 5.
Admin See Chapter 6.

Home

After you log in, the Home tab displays the Dashboard, the default screen in Oracle
Retail Returns Management. The Dashboard gives you access to real-time data:

= Returns summary data

m Tasks

1-4 Oracle Retail Returns Management



User Interface

Returns
Use the Returns tab to research, view, and manage the following data:

= Return Tickets

s Customer Exceptions

»  Cashier Exceptions

= Return Policy Definitions

»  Return Patterns to Watch

Data Management
Use the Data Management tab to manage store, operations, and retail transaction data:

» Import data between the corporate database and stores, third-party applications,
and data files

»  Schedule the Returns Dashboard Processor

Admin

Use the Admin tab to configure and maintain working data in the following
categories:

»  Store Directory
s Users

= Roles

= Job Manager

s Parameter Maintenance

Help

Use the Help tab to get information about the feature you are using. When you click
Help, a separate window is opened to display the information.

About

Use the About tab to view copyright and version information for Oracle Retail Returns
Management. When you click About, a separate window is opened to display the
information.
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Security and Errors

This section provides an overview of how security and errors are handled in Oracle
Retail Returns Management.

Roles

Oracle Retail Returns Management security restricts access to functions and data by
the use of security roles. Each role identifies those functions that a user is allowed to
perform. A security role is assigned to your user ID.

For example, your defined role might allow you to view return policies, but not edit
any of the policies.

If you are not allowed to use a function, the tab or link for that function is not
displayed on the screen.

For more information on roles, see Chapter 6.

Timeout Interval

If there has been no activity at your application screen for a specified period of time,
you must log in again before you can perform any functions. This prevents an
unauthorized person from getting access to your work. The period of time before you
have to log in again is set by your system administrator.

For example, you leave your desk after viewing a list return tickets. When you return,
you select a return ticket to see the details. The login screen is displayed, and after you
log in again, the details for the return ticket are displayed.

Error Handling

For errors in data entry, messages in red are displayed in a box at the top center of the
content window. If there are multiple errors on a screen, you see an error message for
each error.

If you enter criteria for a search that results in no matches, an error message is
displayed at the top of the content window.
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Returns Process Overview

Oracle Retail Returns Management is a proactive, centralized, multi-channel solution
that provides the retailer with the ability to reduce overall return rates, prevent and
catch return fraud, and improve customer service.

For specific information, see the following sections:

"Application Overview"
"Communication with the Point-of-Return"

"Return Policies"

Application Overview

The application is comprised of the following components:

Default return policies and multiple exception policies allow the retailer to
centrally manage returns, using configurable rules that can be evaluated at the
merchandise, customer, or location level to determine authorization. This provides
quick adaptation to changes in business and seasonal conditions.

Defined XML messages sent from the point-of-return or other channel trigger
action in Oracle Retail Returns Management and an appropriate response
message. This allows Oracle Retail Returns Management to be rapidly integrated
to work with existing store and channel systems.

An Analytic Engine checks Return Policies to evaluate the returnability of an item.
Item returnability is calculated by examining the item, customer, associate, and
store in question and then advising the point-of-return on the most appropriate
path to take.

The Exception File is a constantly evolving knowledge base for preventing
fraudulent returns by tracking which shoppers and cashiers have made exceptions
to the defined return policy and therefore are at a higher risk of fraud.

Return Tickets act as a Customer Service Record (CSR) that allows inquiry and
audit of the trail of return activity for a given customer, associate, item, or store.
This allows the retailer to handle customer service inquiries into which steps may
have been taken to prevent return fraud.

The Oracle Retail Returns Management Client provides a web-based interface for
Loss Prevention, IT, Store Operations, Call Center, and field personnel to
configure and manage the returns process.
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Communication with the Point-of-Return

The point-of-return communicates with the centralized Oracle Retail Returns
Management system through a series of XML messages:

Depending on the return steps that the point-of-return follows, the following
actions may be performed by the cashier:

Select a matching transaction from multiple potential transactions or confirm a
single matching transaction.

If receipted, enter or select the items for return from the transaction.

If the retailer uses a Validation Number on their receipts as an additional
proof of purchase in case the original transaction is unable to be retrieved, the
point-of-return may prompt for this validation number.

If nonreceipted, enter nonreceipted items for return.
Enter or select information such as the reason for the return.

Ask the customer for identification if required.

The point-of-return sends the Authorize Items for Return Request message to
Oracle Retail Returns Management. The message contains details about whether
each item attempted for return is from a particular original transaction or is
nonreceipted, information about the original transaction if provided, the reason
for return, customer Positive ID, and other details.

Oracle Retail Returns Management creates a Return Ticket to track the activity of
this return attempt.

The Oracle Retail Returns Management Analytic Engine evaluates the contents of
the Authorize Items for Return Request message to determine returnability of the
items to the customer, using the following information:

The Return Policies defined by the retailer, including the configured Response
Codes, Receipt Messages, Tenders, Customer Positive ID capture, and Penalty
Box settings.

The Return Pattern Watch file that looks for periodic purchase/return patterns
for high risk items.

The Customer Exception File that accumulates return history for the customer,
based on their Positive ID.

The Cashier Exception File that accumulates return history for the cashier,
based on the cashier ID.

The record of whether a Customer Service Override is available for this
particular customer Positive ID.
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Return Policies

Oracle Retail Returns Management forms and sends the Authorize Items for
Return Response message back to the point-of-return. The message includes an
Approval, Contingent Authorization, Manager Overrideable Denial, or Denial
response, a response code, a response description, receipt messages, and tender
designations, each by line item and overall for the return:

- If Oracle Retail Returns Management encountered a policy rule that required a
check of the customer's return history via Positive ID, and a Positive ID was
not provided, the point-of-return may prompt to collect the Positive ID
information and send another Authorize Items for Return Request message to
Oracle Retail Returns Management once the information is collected, so that
customer history may be checked.

The point-of-return consumes the contents of the response message and presents
appropriate screens or tender options. If any manager overrides are required, the
point-of-return is responsible for gathering the appropriate manager
authorizations to proceed.

After the transaction is tendered if necessary, and completed, the point-of-return
sends a Return Final Result message to Oracle Retail Returns Management, to log
the ultimate resolution of the return attempt and the tenders that were used.

When a customer tries to return an item, the retailer might want to consider these and
other questions:

Does the customer have a receipt?

What is the condition of the item?

How many days have passed since the item was purchased?
What is the customer's cumulative exception count?

Does the customer have a gift receipt?

Was the transaction a split tender?

In Oracle Retail Returns Management, these questions are called rules. The retailer
determines what action to take based on the answers to the questions:

Continue processing the return, stop and require a manager override, or deny the
return.

Send particular response codes or receipt messages that inform the cashier,
manager, or customer of the returnability of the return.

Limit the refund to certain types of tenders depending on the answer to the
question.

Require that a Positive ID is obtained from the customer so that the customer's
previous return history can be checked for similar situations and so that this and
subsequent return activity can be tracked.

If the customer has a significant history of return behavior, place them in a Penalty
Box for that particular type of behavior.

All of these settings are configured on the response to the rule.

A collection of rules used to determine returnability of a line item to a customer is
called a policy. The two types of policies that exist are default and exception.
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Default Policies

Default policies cover all return situations that are not specifically defined by an
exception policy. Default policies are always in effect. If Oracle Retail Returns
Management does not find a specific exception policy that covers a situation, the
analytic engine falls back to the appropriate default policy.

Two default policies must be defined, one for Receipted situations and one for
Nonreceipted situations.

Receipted Versus Nonreceipted

The retailer must decide what constitutes a Receipted situation versus a Nonreceipted
situation, so that the receipted /nonreceipted flag can be sent in the Authorize Items
for Return Request message.

For instance, if the customer does not have a paper receipt for a transaction, but the
transaction can be retrieved by search, the retailer may choose to treat this as a
Receipted return attempt.

Retailers usually treat returns using gift receipts as Receipted return attempts.

Some retailers print an encoded validation number on receipts, usually for use if the
customer has a paper receipt but the transaction is not successfully retrieved. The
validation number can be decoded by the point-of-return as a double check that the
paper receipt is a legitimate receipt, and to gain information encoded in the number
such as the transaction amount and primary tender used. The retailer may choose to
treat this return as a Receipted situation.

If the retailer accepts item returns without a paper receipt or other proof of purchase,
this is most often processed as a Nonreceipted situation.

Each line item attempted for return is considered separately as Receipted or
Nonreceipted, so that the retailer can mix different return situations within one return
attempt, if the point-of-return allows this.

Exception Policies

Exception policies can be defined to cover either items that must be processed
differently than normal, or stores for which special policies are in effect. Exception
policies are assigned to a combination of the following:

= Alocation, by node of the store reporting hierarchy, store group, or store number
= Anitem, by item number or merchandise hierarchy group

Exception policies might be defined for articles of clothing that cannot be returned
under any condition. They might also be assigned to certain stores that need a more
stringent return policy because of previous abuses, such as stores in areas that
encounter significant problems with short-term returns when the original tender was a
check, prior to the check clearing the bank.

Exception policies can have effective and expiration dates, unlike default policies that
are always in effect. Therefore, exception policies may be defined to be used instead of
the default policies on certain dates such as holiday seasons.

If the system does not find an exception policy that applies to the attempted return of
a line item, the system falls back to the appropriate Default Receipted or Nonreceipted
policy to evaluate returnability.

Each exception policy is also designated as covering Receipted or Nonreceipted
situations.
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How the System Determines Which Policy to Use

When the return of a line item is attempted at a point-of-return, the system determines
the appropriate policy to apply based on the item attempted for return, its

Receipted /Nonreceipted flag, the store where the return is being performed, and the
date on which the return attempt is occurring.

The item designation supersedes the store designation in the case where two policies
might ‘tie’.

If no exception policy is in effect that applies to that item, store, and return date,
Oracle Retail Returns Management falls back to the appropriate default policy
(Receipted or Nonreceipted).

When the returnability has been determined based on the appropriate policy, the
system checks for any other items that the customer is attempting to return at that
time. When the responses have been determined for all items in the attempted return,
the system sends the Authorize Items for Return Response message with the results of
the evaluation of the attempted return.

Examples of Policy Ties
For the following examples, these store and item assignments are used.

Sample store hierarchy definition:

s Texas contains the store reporting hierarchy nodes of Austin and Dallas (cities).
= Each node has specific stores, including store 01291 for Dallas.
Sample merchandise hierarchy definition:

= Kitchen Appliances >> Stoves and Ranges >> Gas Ranges

= Gas Ranges includes item 123456: the Gas Cooking Range

Example 1

Exception Policy 1 applies to:

= Store Hierarchy node or Store: Texas node of the store hierarchy and

= Merchandise Hierarchy or Item: Item 123456 (the Gas Cooking Range)
Exception Policy 2 applies to:

= Store Hierarchy node or Store: Store 01291 and

= Merchandise Hierarchy or Item: Kitchen Appliances

Customer returns item 123456 in store 01291.

Exception policy 1 would be used to evaluate the return of this line item because
Exception Policy 1 is more specifically defined on the item, as opposed to Exception
Policy 2 which is defined on the Merchandise Hierarchy node in which that item is
included.
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Example 2

Exception Policy 1 applies to:

= Store Hierarchy node or Store: Dallas node of the store hierarchy and

s Merchandise Hierarchy or Item: Kitchen Appliances (the Gas Cooking Range)
Exception Policy 2 applies to:

= Store Hierarchy node or Store: All Stores (top level of the store hierarchy) and
s Merchandise Hierarchy or Item: Kitchen Appliances

Customer returns item 123456 in store 01291.

Exception policy 1 would be used to evaluate the return of this line item, because the
items tie but the Dallas node of the hierarchy is more specific than the All Stores top
level of the store hierarchy.

Return Pattern Watch

The Return Pattern Watch file allows the retailer to define patterns of purchase and
return dates for items, in order to look for instances where customers are consistently
returning items after short-term use. For example, a retailer who sells televisions may
wish to define television items that are purchased shortly before sporting event
weekends and returned immediately after the weekend as a suspicious return pattern
for watch. A retailer who sells formal dresses may wish to define junior formals that
are purchased shortly before prom season and returned immediately after prom
season as a suspicious return pattern for watch. This type of behavior is often known
as renting or wardrobing.

When a customer Positive ID is collected with a return transaction, and an item is
returned that falls within the return pattern watch file items and dates, the system can
track the behavior. Rules can be included in return policies to watch for this behavior
and render a desired response such as Denial or require a Manager Override.

Since this type of behavior is a pattern over a long period of time, even as long as a
number of years worth of time, it is recommended that the retailer retain this
exception data so that Oracle Retail Returns Management can effectively evaluate
customer exception history.

Customer Exception File

The Customer Exception File is a collection of tables that hold the history of customers’
return activities, such as the occurrence of nonreceipted returns, the occurrence of
Return Pattern Watch returns, and the cumulative number of return activities.

The retailer selects the customer exceptions that they wish to track. Selection of a
customer exception to track causes that type of return activity to be stored for research
in Oracle Retail Returns Management.

Rules can be included in return policies that look for a particular type of return
activity. These rules can be included in return policies whether or not the exception
has been selected for tracking; however, the retailer loses the ability to see the
historical occurrences of the return activity if the exception is not selected for tracking,
although the return ticket is still available for view.

The customer's return activity is tracked based on the customer's Positive ID.
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Positive ID

Positive ID, also known as Personal ID, is used as the unique identifier for a customer,
for purposes of evaluating the customer's prior return activity. Since Positive IDs are
issued by state or government agencies, the Positive ID is generally reliable as a
unique identifier of a retailer's customer.

The Positive ID may be of any type that the retailer accepts as definitive proof of
identity, such as a Driver's License, Military ID, Passport, or State ID. Some retailers
may also choose to accept Student IDs, Green Cards, Picture IDs such as credit cards
that have a picture image, or other forms of identification as a Positive ID.

The Positive ID must consist of a Type, an Issuer such as the state or country, and a
unique number. Effective and expiration dates are optionally captured with the
Positive ID information, to further guarantee uniqueness.

Returns may be processed without collection of a Positive ID; however, the customer's
prior return activity cannot be verified without provision of a Positive ID. An indicator
can be set on a policy rule response that indicates whether a Positive ID is required in
order to check the rule, and the rule cannot be evaluated unless the Positive ID is
obtained. In this case, an additional roundtrip to Oracle Retail Returns Management
may be made, for another evaluation once the customer Positive ID is obtained.

Customer Cumulative Exception Count Override

If the rule “What is the customer’s cumulative count?” is included in the retailer’s
policies to evaluate a customer's cumulative exceptions, and the customer feels they
have earned an unjust cumulative count, an authorized Oracle Retail Returns
Management operator can freeze or reset the cumulative count. The cumulative count
stays at the count until the entered date, or resets to the entered cumulative count.

Customer Service Override

If a customer feels that they have been unjustly denied an attempted return, such as in
the case where a customer's Positive ID has been stolen from them, a Oracle Retail
Returns Management operator can grant the customer a Customer Service Override.

Retailers can choose to print receipt messages on returns describing why line items are
approved or denied for return. In the event that a return is denied, the retailer may
wish to include the phone number for their Customer Service department, so that the
customer can call for more information on why their return was denied.

Customer Service operators can be given access to research a customer's return activity
based on their Positive ID, and also to issue a Customer Service Override on the
customer's behalf. A Customer Service Override grants the next full return attempt, by
that customer's Positive ID, an automatic approval of all line items on that return.
Once the return is completed, the Customer Service Override is no longer available for
use.

Customer Service Overrides have an expiration date that is configured by a parameter
to be a number of days from the date the override was entered. The number of
Customer Service Overrides issued to each customer can be controlled by a parameter
as well.
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Penalty Box

The Penalty Box concept allows the retailer to suspend particular customer behaviors
due to a long-term pattern of undesirable behavior. A Penalty Box threshold is
configurable on some policy rules. The Penalty Box denotes that the behavior has
reached a point of violation and cannot be tolerated again for a certain number of
days. The Penalty Box is a separate threshold, usually set above the normal threshold,
with its own duration number of days.

The length of time spent in the Penalty Box can be configured for each type of
behavior. The system process that calculates exceptions for rule determination also
determines those customers that are newly entering the Penalty Box or emerging from
a Penalty Box. The system captures the customer Positive IDs that go into the Penalty
Box, and the exceptions for which they enter the Penalty Box, so that inquiries can be
performed.

Cashier Exception File

Like the Customer Exception File that tracks prior customer return activity, the
Cashier Exception File tracks cashier return activity using the cashier's unique ID. The
Cashier Exception File is a collection of tables that hold the history of cashiers'
activities on return transactions, such as the occurrence of nonreceipted returns and
the cumulative number of return activities.

The retailer selects the cashier exceptions that they wish to track. Selection of a cashier
exception to track causes that type of return activity to be stored for research in Oracle
Retail Returns Management.

Return Processing at the Line ltem Versus Transaction Level

Depending on the retailer's published policies, point-of-return capabilities, and
customer service considerations, the retailer may wish to allow a mix of line item
approvals and denials within a particular return attempt, or may wish to approve or
deny the complete return. The rules engine and messages accommodate both scenarios
by providing a response at each line item level and a “‘worst’ response at the whole
transaction level. The worst response is selected based on the worst response code at
the line item levels. The retailer can choose to use either level of response at their
point-of-return when implementing Oracle Retail Returns Management.
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Offline Processing

Multiple points of offline processing could occur in the communication between a
point-of-return and Oracle Retail Returns Management. Table 2-1 describes possible
solutions to handle offline situations. Your solutions architects can also provide
specifics on how offline situations are handled in your implementation.

Table 2—-1

Possible Offline Processing Situations

Offline Situation

Return Handling

Point-of-return cannot send the
Authorize Items for Return Request
message

Oracle Retail Returns Management
cannot receive the Authorize Items for
Return Request message

Oracle Retail Returns Management
cannot send the Authorize Items for
Return Response message

The point-of-return cannot receive the
Authorize Items for Return Response
message

The point-of-return could have the ability to
use any current checks for returnability, or
accept the return as is.

When Oracle Retail Returns Management
receives an Authorize Items for Return
Request message, the system creates a Return
Ticket, no matter the send success of further
messages, so that the information is available
for online research.

Exceptions are not recorded unless a Final
Result is received to tell Oracle Retail Returns
Management of the ultimate resolution of the
return attempt.

Even if no Authorize Items for Return
Request is received in Oracle Retail Returns
Management, if a Final Result message is
received then a Return Ticket is created and
the information is available for online
research and exception tracking.

Point-of-return cannot send a Final
Result to Oracle Retail Returns
Management

Oracle Retail Returns Management
cannot receive a Final Result

Exceptions are only recorded when a Final
Result is received to tell Oracle Retail Returns
Management of the ultimate resolution of the
return attempt.

If an Authorize Items for Return Request is
received, but a Final Result is not, then a
Return Ticket exists for online research but no
exceptions are recorded for the customer or
cashier.

Voided Transaction Processing

If a Return Ticket needs to be voided, because the return transaction at the
point-of-return was voided, the system receives notice of the void via the Final Result
message. Any exceptions recorded for that customer and cashier are reversed, and the
Return Ticket shows as voided on the Return Ticket screen.
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After logging in or when the Home tab is clicked, the Dashboard is displayed. The
Dashboard provides a central location for access to the latest returns data. If you do
not have a hierarchy assigned to you, the Dashboard is not displayed.

The Dashboard is divided into two sections:
s "Returns Summary"

s '"Tasks"

Returns Summary

The Returns Summary shows an overview of return activity across time periods. The
data is presented in a summary table.

Figure 3—-1 Returns Summary Section of the Dashboard

Dashboard

As of Thursday, November 2, 2006 11:22 AWM CST

Total Returns: Corporate
Returns (Line Item Level) Week to Date Year to Date
Total # of Atternpted Returns 4 10893917
Tatal # of Approved Returns 4 3741043
Tatal § of Approved Returns F1132.81 $1930404605555.72
Total # of Approved Returns with Receipt 3 2992849
Tatal § of Approved Returns with Receipt $162.33  $1544327235094.76
% of Approved Returns with Receipt 75.00% 80.00%
Total # of Approved Returns without Receipt 1 743194
Total § of Approved Returns without Receipt F970.45 F306077321760.96
% of Approved Returns without Receipt 25.00% 20.00%
% of Approved Returns with Positive 1D 100.00% 17.54%
Total # of Approved Returns with Tender Overrides ] 1870524
Total % of Approved Returns with Tender Owverrides 0.00% 50.00%
As of Wednesday, Movember 1, 2006 11:56 AM CST

The table shows returns summary numbers for all stores. The data is based on the
stores where the returns were performed. The return data is compared between the
previous week and the previous year from the current date.
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The summary table shows totals and dollar amounts for all returns, receipted returns,
nonreceipted returns, the percentage of returns on which a Positive ID was collected,
and the number and percentage of returns on which the customer requested a
different tender than the tender determined by the Oracle Retail Returns Management
rules engine.

The summary data is created by the Returns Dashboard Processor. The date and time
displayed at the bottom of the table shows when the Processor was last run. The date
and time displayed at the top of the table shows when the dashboard was displayed.
The Processor should be run on a repeating basis to get the latest returns data into the
summary table. For information on scheduling the Returns Dashboard Processor, see
Chapter 5.

Tasks

Current tasks and the status of each task is displayed in this list. The newest tasks are
shown at the top of the list.

Figure 3-2 Tasks Section of the Dashboard

Tasks

Select the browser's refresh hutton to see the latest tasks.

Select

ko Type Descripktion Date Status
Remove
Job  IMPORT PARAMETERS: Rh Master PARAMS 2?261342;8 Succeeded
Job  IMPORT_STORE DIRECTORY: RM only PARAMS 2?%%24538 Succeeded
Table 3-1 lists the information shown for each task in the list.
Table 3—-1 Tasks Column
Column Description
Select to Remove A checked box indicates the task may be removed. The box is
displayed only if you are allowed to remove the task.
Type Alert indicates the status has changed for a To Do task that you
created.

Job indicates either a notification from Oracle Retail Returns
Management about a job or a To Do that was assigned to you.

Review indicates that you need to approve the data distribution

job.
Description Brief description of the task
Date The date and time is determined by the status of the task
Status See Table 3-2 for a description of the possible statuses
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Working with To Do Tasks

An easy way to keep track of tasks that you or another user need to get done is to
create a To Do task. You can then track the progress on the task through the Tasks list
on your dashboard. To create a To Do task, you provide the description, category, due
date for completion, and list of assignees to complete the task. See "Adding a Task" for
details on creating a To Do task.

When you assign a To Do task to a user, a task is displayed on the assignee’s
dashboard. A To Do task is not removed from an assignee’s dashboard until the status
is Complete. A To Do task cannot be removed by an assignee, but that user can choose
other assignees for the task. The user is then the creator of the additional To Do tasks
and can then track the progress of those tasks.

For a To Do task assigned to you, you can edit the details about the task. The
information you change is retained only in the copy in the Tasks list on your
dashboard. Whenever you change the status of a To Do task, an alert task is displayed
on the dashboard of the user who created the To Do task. See "Updating the
Information for a To Do Task" for more information. Table 3-2 describes the possible

statuses.

Table 3-2 Possible Task Status

Status Description Date and Time
Approval Expired All required approvals were not When the approval expired
collected by the date and time
needed
Created Job was created When the job was created
Denied Approval for the job was denied When the job approval was
denied
Executing Job is currently executing When the job started
executing
Failed Job failed and requires attention When the job failure occurred
Needs Approval Approval is required before the job | When the approval is needed
runs
Submitted Job has been submitted for When the job was submitted
scheduling for scheduling
Succeeded Job completed successfully When the job completed
successfully
The following statuses are only used for To Do type tasks:
Complete Task has been completed by the When the task was marked
assignee Complete
Deferred Task has been deferred by the When the task was marked
assignee Deferred
In Progress Assignee is working on the task When the task was marked In
Progress
Not Started Task has been created When the task is due to be
completed
The following status is only used for Review type tasks:
Needs Approval Your approval is required for a data | When the approval is needed
distribution job
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Viewing the Task Details

Additional information about each task in the list is displayed.

Click the Description for the task details you want to see. The screen that is displayed
depends on the task type. Table 3-3 lists an example of the displayed screen for each

task type.
Table 3-3 Task Details Screen Displayed for Each Task Type
Task Type Task Details
Alert See Figure 3-3. The fields contain the current information for
the To Do task.
Job See Figure 34
Review See Figure 3-5

Viewing Details for a To Do Task

The details are shown in the Task Details screen.

Figure 3-3 Task Details Screen for a To Do Task

Task Details

To Do

Details:

schedule.

Description: Review next week's schedule Current Status: In Progress

Please review next week's Management

Category: Reminder

Due Date: 02/28/2005 11:27 A

For a detailed description of each field, see "Adding a Task".

Viewing Details for a Task Type of Job
The details are shown in the Scheduled Job Summary screen.
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Figure 3—-4 Task Details Screen for a Job Task Type

Scheduled Job Summary

Select Done when finished viewing o1
editing.

Done

Information

Task Name: Parameter Distribution
Job Name: PARAMETER
Job Description: Initial parameter set for new store opening.
Schedule: N/A
Recipients: Export:Retail Hierarchy >> Enterprise
Notifications: Dashboard: Img,
History

o !
272872005 11:40 AM Status changed from Created to Meeds Approval.

272872005 11:40 A Status changed from Meeds Approval to Approved.

272872005 11:40 AM Status changed from Approved to Executing.

272872005 11:40 AM Status changed from Executing to Submitted.

272872005 11:40 AM Status changed from Submitted to Succeeded.

Acknowledgements

Destination ID Status Status Date
01231 SENT 202872005 11:40 A
04241 SENT 2/28/2005 11:40 AM
04242 SENT 2728/2005 11:40 AM

Done

Table 3—4 describes the information shown in the Scheduled Job Summary screen.

Table 3—-4 Scheduled Job Summary Details

Detail Description

Information Type of task performed.

Name and description of the job.

runtime is shown.

the job’s progress.

If the job is scheduled on a repeating basis, the next scheduled

Recipients of the data distribution or file transfer.

Type of notification and the user IDs that receive notification of

History Log of the status changes that occurred and the data and time of

each change.

Acknowledgements For a data distribution job, Oracle Retail Returns Management
can receive an acknowledgement back from each store that the
data distribution was received. The acknowledgement includes
a text field that can be completed by the store with any type of
status information applicable to the job. The store ID number,
status, and the date and time the status occurred are shown on
this screen. Acknowledgements are only available for data

distribution jobs.
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Handling the Needs Approval Status

A task type of Review and a status of Needs Approval means that your approval, and
possibly others, is needed to allow a data distribution job to run. To approve or deny
the distribution, click the Needs Approval link in the Status column. The Approve by
Job screen is displayed.

Figure 3-5 Approve by Job Screen
Approve by Job

Enter comments or select to receive dashboard
o U are Approve | | Deny
notifications, and press Approve or Deny.

Job Summary

Job: Parameter Distribution Job Name: Mew Stare Setup Parameters for Grand

" Opening
Expart:Retail
Recipient: Hierarchy > Approval Deadline: 03/0772005 11:19 AM
Enterprise
Approval Routing: Sirnultaneous Approval Type: Whale Jab
Job Schedule to Run: Custom: One Time Date Effective: 02/25/2005 11:19 AM
Job Data
New Store Parameters
. v
Name:: |New Store Parameters | Description: Initial paramecer 3
set for new store e
Last Modified: 2005-02-25 11:40:01.471 by pos
| Group | ParameterMame | valwe |
Tax TaxRate 8.25
Approvals

LRI cperotor | Processbate | Resut | Comments |
030142005 10:21
A

Comments

Notifications

[ Id like to receive dashboard notification of further status changes for this data distribution.

Table 3-5 describes the information shown for the job.
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Table 3-5 Approve by Job Information

Detail Description

Job Summary Type and name of the job.
Intended recipient of the data distribution.

Date and time when all approvals for the job must be captured
in order to allow the data distribution to occur.

Approval routing which is to all reviewers at the same time.
Approval type which is to approve or deny all the parameter
updates.

If the job is scheduled on a repeating basis, the next scheduled
runtime is shown. If the job is scheduled to run immediately,
the date and time the job was submitted is shown.

Date and time that the data update should take effect on the
receiving system.

Job Data Parameter list name.
Date and time when the list was last modified.

The parameter group, parameter name, and chosen value for
each parameter in the list.

Approvals Approvals that have already been captured:

= First and last name of the reviewer

= Date and time the job was approved or denied

= Whether the job was approved or denied by that reviewer

s Comments from the reviewer

Comments Any comments you want to include regarding your approval or
denial.
Notifications A checked box means you want to receive notification on your

dashboard of status changes for the job.

To approve or deny the data distribution job:
1. Enter reviewer comments.

2. If you want to receive additional notices on your dashboard concerning the
progress of the job, click Notifications at the bottom of the screen.

3. Approve or deny the job distribution:

»  To allow the distribution, click Approve. When all needed approvals have
been done, the status is changed to Submitted.

» To prevent the distribution, click Deny. The status for the task is changed to
Denied. The job will not start.
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Adding a Task

To add a task, click Add. The Task Details screen is displayed.

Figure 3-6 Task Details Screen

Task Details

Update task information and press Save. Save

To Do

Description: |

a Current Status: | pjqt Started v

Details: *

Category: | |ssue v

Doy (021712005 o=
Due Time:
PR *

Assignees

Possible Assignees:

Michael Car
Brenda Cara
Scott Cara
Jennifer Card
Elizabeth Carn
Dan Carnett
Mike Raker
Roxanne Sern

L

Assignees: *

*= Required field

Table 3-6 describes the information shown for the task.

Table 3-6 Task Details Information

Detail

Description

To Do

Description of the task to be displayed on the dashboard.
Detailed description of the task.

Current status of the task. For the list of possible statuses, see
Table 3-2.

Category of the task. The possible categories are Issue,
Reminder, and Suggestion.

The due date and time is dependent on the status assigned to
the task.

Assignees

List of possible users that can be assigned to the task.

List of users to be assigned to the task.
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Set the Task Details
To set the task details:

1. Enter the description for the task:

a. Enter the description. This description is displayed in the Tasks list on the
dashboard.

b. Enter the details. This is more detailed information about the task.
2. Set the current status:
The default is Not Started.
a. Click Current Status. The list of possible statuses is displayed.
b. Click the status you want to use.
3. Set the category.
The default is Issue.
a. Click Category. The list of possible categories is displayed.
b. Click the category you want to use.
4. Set the due date and time.
These fields default to the current date and time.

a. Enter the date into the field or click the calendar button to bring up a calendar.
You can search through the calendar and select the date that you want.

b. Enter the time. The allowed time is in the range 00:00 to 23:59.

Set the Assignees
You must assign at least one user to the task.

To add an assignee:

1. Click the name you want to add in the list of Possible Assignees. You can also
select multiple names at the same time.

2. Click Add. The name is displayed in the Assignees list.
To remove an assignee:

1. Click the name you want to remove in the list of Assignees. You can also select
multiple names at the same time.

2. Click Remove. The name is removed from the Assignees list.

Save the Task
Click Save. The task is added to the Tasks list of the users you assigned to the task.
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Updating the Information for a To Do Task

The information for a To Do task can be changed. The changes you make are only
retained in the copy of the task on your dashboard.

To update the information:

1. Click the description of the To Do task that you want to update. The Task Details
screen is displayed with the current information about the task filled in.

2. Change any of the information. See "Adding a Task" for a description of the
information you can change.

3. To save the changes, click Save. If you changed the status, an alert task is set to the
dashboard of the user that assigned the To Do to you.

Printing the Task List

Click Print. Printing is handled by the web browser you are using.

Removing a Task

Only tasks that have a box in the Select to Remove column can be removed while
using the dashboard.

To remove a task:

1. If the task is not already selected to be removed, check the box in the Select to
Remove column.

2. Click Remove. All tasks that have a checked box in the Select to Remove column
are removed at the same time.
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Returns

The Returns feature provides the capability to search for return tickets, view
information for customer and cashier exceptions, and override customer exceptions.

For information on the following functions, see the following sections:

Return Tickets

"Return Tickets"

"Exceptions”

A return ticket is the record of a return attempt by a customer at a point-of-return. For
a return ticket, the following data is available:

The requesting store (or channel).

The register number where the return occurred.

The cashier number, and name if available, of the cashier performing the return.
The customer's Positive ID if captured.

Customer demographics of name, address, and phone number if captured.

The date and time that the Authorize Items for Return Request message was
received, if one was received.

The date and time that the Authorize Items for Return Response messages was
sent, if one was sent.

The Overall Return Authorization Response for use, if the retailer chooses to
process returns at the whole transaction level rather than line item level.

The item numbers, descriptions, and quantities attempted for return.
The reasons for the return.
If an original transaction was found for the item, the original transaction number.

The Return Authorization Response of Authorization, Manager Overrideable
Denial, Contingent Authorization, or Denial that the rules engine determined. This
field is a link to view details of how the rules engine derived the response.

The Response Code, Short Description, and Long Description that the rules engine
determined.

The Final Response of Authorized or Denial.
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The permission to search by certain data such as customer Positive ID is controlled by
the security role assigned to a user ID. If a user ID is not allowed to search by a certain
category of fields, the fields are hidden.

To work with return tickets, click Return Tickets.

Searching for Tickets

To search for return tickets, click Ticket Search. Table 4-1 describes the types of search
information that can be used.

Table 4-1 Types of Search Information

Ticket Information Description

Ticket Information Enter the return ticket ID. The dashes in the ID are
automatically added as you enter the number.

Hierarchy information Choose to search nodes in the store hierarchy or to search by
store number.

To search by node, click Use Hierarchy to search. Choose the
node in the store hierarchy. A check next to a node name
indicates that node is selected for the search. You can click a
triangle next to any node name to display the child nodes or to
hide the child nodes from view.

To search by store number, click Or search by store number.
Enter the start and end store numbers.

Cashier/Register Choose to find returns performed by a particular cashier and on
Information a particular register or range of registers.

The following information can be chosen:
s Cashier Number

»  Register Number Range (From Register Number and To
Register Number)

If you select to include cashier or register criteria in the search,
you must select to include Hierarchy Information as well, since
the same register number could be used in multiple stores.

Customer Positive ID Choose to find returns performed by a particular customer
based on customer Positive ID.

The following information can be chosen:

= IDType
=« Number
n  Issuer
Customer Information Choose to find returns performed by a particular customer

based on customer criteria other than Positive ID.
The following customer information can be chosen:
s Customer ID

s First and last name

= Address

s Telephone number
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Table 4-1 (Cont.) Types of Search Information

Ticket Information Description

Item Information Choose to find returns containing an attempted return of a
particular item.

The following item information can be chosen:
= Item Number
= UPC

If you select to include item criteria in the search, you must
select to include Hierarchy Information as well, since searching
by item only would produce a large result set.

Results Choose the maximum number of returns displayed on a page. If
more returns are found than this number, navigation is
provided at the bottom of the results list to allow you to select
the next, previous, or a specific page of data.

See Figure 4-1 for an example of a search selection screen.
You can search by using the Ticket Information only or any of the other criteria.

For each set of search information available, a checkbox allows you to choose if that
criteria should be used. When you check the box, more fields appear on the screen.
Enter any of the information. If a box is not checked, none of the fields are shown and
that information is not used for the search. By default, Ticket Information has the box
checked.

Only return tickets that meet all of the search criteria are displayed.

Click Ticket Search. The Customer Service Return Ticket Search screen is displayed.
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Figure 4-1 Customer Service Return Ticket Search Screen

Search > Results = Details

Customer Service Return
Ticket Search

Select the checkbox to include that area’s information in the search, I Sl l ’ Clear Search
enter criteria, and press Search.

[ Ticket Information

Return Ticket ID: |

Hierarchy Information
& Use Hierarchy to search

Retail Hierarchy
w Enterprise
¥ Marth
* Saouth
* Texas
* Austin
- 404241 - Lakeline Mall
Dallas

O 0Or search by store number:

Hierarchy node or store numhber must be entered above, in order to search by
cashier or register information.

Cashier Number: I:I
From Register To Register
Number: I:I Number: I:I
Customer Positive ID

DType: A v wamber| | lssuen[Us ]

Customer Information

Address Line 1: | | Address Line 2: | |

City: | | State/Province:
Postal Code: :I:I ! Country:
Telephone No.:

itype digits tively,
no dashes or parentheses)

Item Information

Hierarchy node or store numher must be entered above, in order to search by item.

Results

Show per page: *

*= Required field

[ Search ” Clear Search
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To search for return tickets:

1. Check the box to choose any of the information you want to use in the search.
Enter the information. If you want to reset all the fields to the default values, click

Clear Search.

2. Click Search. The Customer Service Return Tickets screen is displayed. If only one
return ticket is found that meets the criteria, the Return Ticket screen is displayed

instead.

Viewing Return Tickets

The Customer Service Return Tickets screen shows the list of return tickets that meet
all of the selection criteria.

Figure 4-2 Customer Service Return Tickets Screen

Customer Service Return Tickets

Select the appropriate action button or link to continue,

Search > Results = Details

Search Criteria

D

Return Ticket 1D:

Hierarchy
Information:

Cashier/Register
Information:

Customer Positive ID:

Customer .
X Julie Bonner
Information:

Item Number:

Return Ticket

Search Results: Showing 1 to 4 of 4 Returned

Store Store _ .
T

Retail Hierarchy=Enterprise>South=Texas

Customer | Positive ID

A 20029 -
424107 19- Lakeline Julie 12:00:00
O 50050000 04241 Mall 129 ggs;anna Baonner CARBA3TE D?I‘IBQDDSAM
) 20029 ’
4241-0719- Lakeline Julie 12:00:00
O 0050007 04241 Mall 129 ggicnanna Bonmer CERBAIFE  O7A2005 A
) 20001 ’
424107 21- Lakeline A Julie 12:00:00
O 30050002 04241 Mall 129 l(\:décrhael Banner 0By 2992 D?Q1QDDSAM
SALOBN: - oy Lakeline yog ﬁauigﬂ;m Julie 04672992 08172006 |2 000
2005-0000 Iall Car Baonner Al
Results 1-4 of 4
Export | | Dane
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The following information is shown for each Return Ticket:

Return Ticket ID

Store number and name

Register number

Cashier number and name if available

Customer number, name, and Positive ID if available

Date and time of the return attempt

To return to the Customer Service Return Ticket Search screen, click Done.

Viewing Return Ticket Details

To view return ticket details, click the Return Ticket ID. The Return Ticket screen is

displayed.

Figure 4-3 Return Ticket Screen

Within the screen information, links are provided to view other information that is
available. You can click the link on the Customer Positive ID to see the customer's
exceptions. For more information, see "Working with Customer Exceptions”. You can
click the link on the Return Authorization Response to see the details of how the rules

Return Ticket

Selectto Export the information, or select the appropriate link to see customer, Export | [Done
transaction, or response detail.

Return Ticket 4241-0719-2005-0000
Requesting Store: 04241 Lakeline Mall Request Message Received: 07/19/2005 02:26 PM
Register: 129 Response Message Sent: 07/19/2005 02:26 PM

Overall Return Authorization

Cashier: 20029 Roxanna Sem
Response:

Authaorization

Customer Positive 1D: C5689378

Customer
Demographics:

Il:em Item Quantity | o o Reason | Transaction [Return Authorization Final Response
Return Description [Attempted Retrieved Response P

11116 ESQDFM didn't like 042411290071 Authorization Authorized

12347 Julie Bonner, 11800 Stonehollow Dr Suite 100, Austin, TX 78758 512-491-2600

700 The return has been accepted.

engine derived the particular response. See Figure 4—4.

Click a link and the data is displayed. If the data is not available or you do not have

authority to view the data, the link is not displayed.
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Viewing Audit Log Information

The audit log is a journal of the policy rules that were used to arrive at the return
response for the line item. The rules are listed in the order in which they were applied.
If the item being evaluated encountered a stop action in the policy before the final rule
was reached, the audit log does not show the rules following the last rule processed.

Click the link on the Return Authorization Response. The Audit Log screen is
displayed.

Figure 4-4 Audit Log Screen

Audit Log
Select the appropriate action button to continue.

Log Type: Return lterm Authorization
Starting Date/Time: 07/19/2005 02:26 P
User ID:

Audit Journal

2005-07-19T14:26:05.241-05:00
Return Ticket Mumber: 4241-07 19-2005-0000

ITEW: 11116

POLICY IDENMTIFIED: DefaultReceiptedPalicy
What is the original Tender? Cash
What is the Refund Type? Return
Haow many cumulative exceptions does this customer have? ]
Does this item, and the DATETIME on which it is being returned, fall within the Return Patterns Watch file? Mo
Howe rany days have passed since this itern was purchased or deliverad? 56

RESFOMNSE: Authorization 700 The return has been accepted.

To return to the Customer Service Return Ticket Search screen, click Done.

Exporting the Ticket Information

Ticket information can be exported in order to be viewed in a supported output
format. You choose the output format and view the information using an application
intended for that format. The application reformats the data, if needed, before it is
displayed. Table 4-2 describes the available output formats.

Table 4-2 Output Formats

Format Description

RTF File to be used for a spreadsheet or database application
PDF File to be viewed using Adobe Reader

TXT Text file

Note: The ticket information can only be viewed in the chosen
output format if the application required is available.
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To export the ticket information you are viewing:
1. Click Export. The Export screen is displayed.
2. Enter the file name and select the output format.

3. Click Save. The application that is required for the selected output format is
started. The ticket information is displayed using that application.

Exceptions

Exceptions are the record of a return behavior performed by a customer or cashier on a
completed return. To work with exceptions, click Exceptions.

Working with Customer Exceptions

Customer Exceptions are the record of a return behavior performed by a customer, on
a completed return.

For a particular customer, the following data is available:

»  The customer identifier of the Positive ID for the current search
»  Other possible matches of the Positive ID

= The total exception count for this customer Positive ID

»  The Active, Past, All, and Voided exceptions recorded for this customer, including
the type of exception, the Return Ticket ID associated with the exception, and the
customer information collected with that Return Ticket

= Previous exception counter freezes that have been entered by an operator for this
customer Positive ID, including the type, date and time, freeze end date, and the
user ID of the entering operator

»  Previous Customer Service Overrides that have been entered by an operator for
this customer Positive ID, including the type, date and time entered, the override
expiration date, the user ID of the entering operator, and the comment entered by
the operator

»  The ability for an authorized user to enter a Cumulative Counter Freeze
s  The ability for an authorized user to enter a Cumulative Service Override

The permission to enter a Cumulative Counter Freeze and a Customer Service
Override is controlled by the security role assigned to a user ID. If a user ID is not
allowed to perform an operation, the section is hidden.

Searching for Customer Exceptions

Click Customer. The Customer Exceptions Search screen is displayed. The search
criteria that can be selected is Customer Positive ID and Customer Information. See
Table 4-1 for a description of the criteria.

To search for customer exceptions, choose the criteria and click Search. The Returns
Customer Search Results screen is displayed.
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Viewing Customer Exceptions

The Returns Customer Search Results screen shows the list of customers that meet all

of the selection criteria.

Figure 4-5 Returns Customer Search Results Screen

Returns Customer Search Results

Click Positive 1D link to view score.

Search Results: Showing 1 to 2 of 2 Returned

Last | Address Line | Address . y o Postal | Telephone -

Results 1-2 of 2

11800 . . )
) Suite . US_T¥ Driver's License
Julie  Bonner gtrunehnllow 100 Austin T4 78758 lo0Essms
1 1800 Suite
Julie Bonner Stonehollow 100 Austin T4 78758 T Driver's License 04672392
Dr

The following information is shown for each customer:
s First name and last name

= Address

s Telephone number

s Positive ID
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To view the customer's exceptions, click the Positive ID. The Customer Exceptions
screen is displayed.

Figure 4-6 Customer Exceptions Screen

Customer Exceptions

Select the appropriate action button te continue. Dane

Customer ldentifiers

Current match: based on KPls selected for
Driver's License 19055805 US_TX Mar 31, 2002 Aug 30, 2008 Excemiﬂ” watch
Possible matches:

Driver's License O4R7 25992 Ti har 31, 2002 Jun 30, 2008

Exceptions Active / Past / All / Woided Show exceptions a5 of: |

(MMAD DAY

M number of returns older than N days has 1991-0413-2006-0001 / Julie Bonner, 11800 Stonehollow Dr Austin,

the customer performed in i days TK, 78758
Total: 1
Exception Counter OverridesiFreezes Customer Service Overrides Remaining: 5
Freeze End Override
Apr13,  Dec3l, Rk Date
A0 007 my 5 subsequent Apr 13, hay 13, bing

return(s) granted 2006 2008
Allow next 5 overrides

Exception override until end of 2007

Actions

Cumulative Exception Counter Dverride Customer Service Override

O Calculate based on KPIs Automatically allow next EI return(s).

@ Freeze counter until: 12/31/2007 3

(MMIDDA) Comment

O Do Mot Count

Comment:

*= Required field

Dane

Within the screen information, links are provided to view other information that is
available. To see the customer exceptions for the other Positive IDs, click the link on
Possible matches for other Customer Positive IDs. To see the details of the particular
Return Ticket, click the link on the Return Ticket ID. For an example of the screen, see
Figure 4-3.

Click a link and the data is displayed. If the data is not available, or you do not have
the authority to view it, the link is not displayed.
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Overriding a Customer Exception

If exceptions have been accumulated in error, an authorized operator can reset or
freeze the customer's cumulative exception count. This feature might be used to reset a
customer's cumulative count if the following conditions are met:

s The customer’s Positive ID was stolen.

s The retailer has configured to include the rule “‘What is the customer's cumulative
exception count?’ in return policies. For more information, see Chapter 9.

s The legitimate customer is now being denied returns because of the cumulative
exception count for the Positive ID versus the range configured in the rule.

Conversely, the Cumulative Exception Count could be used to lock out a fraudulent
customer from performing returns, by doing the following;:

= Configure to include the rule “What is the customer's cumulative exception count?’
in return policies. For more information, see Chapter 9.

= Set the Exception Counter to a number that will be denied based on the range
configured in the rule.

To enter an Exception Counter Override:

1. Click Actions. The Cumulative Exception Counter Override area is displayed. See
Figure 4-6.

2. If you wish to reset the cumulative exception counter to a different number, enter
the number in the box at the top of the Cumulative Exception Counter Override
area.

3. Choose how to handle the override:

= To calculate the exceptions, that is, to continue to accumulate exceptions for
this customer, select Calculate based on KPIs.

»  To freeze the counter until a certain date, at which point exceptions begin to
accumulate again, select Freeze counter until and choose the date.

= To freeze the cumulative exceptions at the current Exception Count, select Do
Not Count.

4. Enter a comment describing why the override was entered.

5. Click Save Override.

Issuing a Customer Service Override

If a customer feels that an attempted return has been wrongly denied, and contacts the
retailer through a customer service department or other department that has
appropriate authority, the retailer can issue one or more Customer Service Overrides
that act as a ‘free pass’ on the customer's next attempted returns.

Note: In order to issue a customer service override, the customer's
Positive ID must be in the Exception File, either by collection on the
denied return or on previous attempted returns.

When the customer once again attempts to perform the return, and their Positive ID is
collected with the return, the rules engine checks whether a Customer Service
Override exists for that Positive ID, and automatically approves the complete return
attempt, if one does. The number of Customer Service Overrides remaining is then
decremented for that Positive ID.
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To enter a Customer Service Override:

1.

2
3.
4

Click Actions. The Customer Service Override area is displayed. See Figure 4-6.
Enter a number of subsequent returns to allow.
Enter a comment describing why the override was granted.

Click Save Override.

Working with Cashier Exceptions

Cashier Exceptions are the record of a return behavior performed by a cashier on a
completed return. For a particular cashier, the following data is available:

The cashier ID
The cashier name, if available
The total exception count for this cashier

The Active, Past, All, and Voided exceptions recorded for this cashier, including
the type of exception, the Return Ticket ID associated with the exception, and date
on which the return occurred

Searching for Cashier Exceptions
To search for cashier exceptions:

1.
2.

Click Cashier. The Cashier Exceptions Search screen is displayed. See Figure 4-7.

Enter the Cashier Number. To see a range of cashier numbers, you can enter part
of the number followed by an asterisk.

Click Search. All cashier numbers that match the cashier number selection are
displayed on the screen.
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Viewing Cashier Exceptions

The Cashier Exceptions Search screen shows the list of cashiers that meet the selection
criteria.

Figure 4-7 Cashier Exceptions Search Screen

Cashier Exceptions Search

Enter cashier search criteria and press Search. Search

Search Criteria

Cashier Number:
200+

Search Results: Showing 1 to 4 of 4 Returned

Cashier Number | FirstName | M.L_| __LastName | Total Exceptions

20001 Michael Car 25
20027 Brenda Cara 14
20028 Erik Guest 2
20029 Roxanne Sern 18

Results 1-4 of 4

The following information is shown for each cashier:
s Cashier Number
s Cashier name if available

s The total number of cashier exceptions accumulated

Returns 4-13



Exceptions

To view a cashier's exceptions, click the Cashier Number. The Cashier Exceptions

screen is displayed.

Figure 4-8 Cashier Exceptions Screen

Cashier Exceptions

Select the appropriate action button to continue.

Daone

Cashier Information

20028 Erik

Exceptions Active / Past / All
Multiple returns within the same day -
cashier

/ Woided

Return Ticket ID/Transaction

jie]
4241-0721-2005-0001
Refund tender overrides - cashier 4241-0721-2005-0000

Total: 2

Cashier ID m Middle Initial Total Exceptions
2

Dreyer

2005-07-21

2005-07-21

Daone

Within the screen information, links are provided to view other information that is
available. To see the details of the particular Return Ticket, click the link on Return
Ticket ID. To see an example of the screen, see Figure 4-3.

Click a link and the data is displayed. If the data is not available, or you do not have

the authority to view it, the link is not displayed.

To return to the Cashier Exceptions Search screen, click Done
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Data Management

Data Management provides the capability to manage and control the distribution of
critical information updates between the corporate office and stores. This ensures
timely update and consistent store policies. Data Management provides the following
benefits:

= Flexibility in configuring what data needs to be sent where and when
= Import of defined sets of data

= Scheduling of data distribution jobs

»  Process for handling approval of data distribution

= Notification of a job’s status to your dashboard or E-mail (Any hand-held device
that is able to receive E-mail can be used)

= Acknowledgement from stores of the receipt of data

Data Import

Click Data Import to work with the distribution of data. You can import defined sets
of data into Oracle Retail Returns Management. Click a left navigation link to choose
an import function.
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Importing Data

Table 5-1 describes the available import tasks.

Table 5-1 Description of Import Tasks

Task

Description

Import POSlog

Used for single instances of a POSlog import, such as after a
POSlog error has been corrected and a POSlog file must
now be manually imported.

Imports the XML representation of retail transaction data
using IXRetail’s version 1 and 2 schema with extensions by
Oracle Retail.

Writes to the centralized corporate database.

Import Electronic Journal

Used for single instances of an electronic journal import,
such as after an error has been corrected and an electronic
journal file must be manually imported.

Imports XML representation of electronic journal “blob”
with minimal key information per transaction, journal
entry, including store, register, date, and transaction
sequence number.

Writes to the centralized corporate database.

Import Parameters

Used whenever new parameters must be added to the
master set.

Must be performed initially when the application is
installed.

Imports XML divided into parameter groups. Defaults to
include the distributable and master set, both XML and
database-stored parameters.

Import Application
Parameters

Used whenever new parameters must be added to the
Oracle Retail Returns Management set.

Must be performed initially when the application is
installed.

Imports XML divided into parameter groups. Includes the
parameters used to control behavior in the Oracle Retail
Returns Management application.

For more information on specific parameters, see the
Parameter Names and Values Addendum in the _resources
directory provided with your Oracle Retail Returns
Management documentation.

Import Store Directory

Used whenever the store hierarchy is changed.

Imports XML of the store hierarchy definition, by hierarchy
nodes.

Note: A store hierarchy level is assigned to each user ID. This
import replaces the existing store hierarchy. If any users IDs
were assigned to hierarchy levels now removed, those user IDs
need to be reassigned to a different hierarchy level.

Transaction Post Processor

Creates summary data for use in reporting.

Should be scheduled to run on a repeating basis, after
system installation, so that the transactions coming in via
the POSlog are summarized for reporting.
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Table 5-1 (Cont.) Description of Import Tasks

Task

Description

Returns Dashboard
Processor Scheduler

= Creates summary data for use in the dashboard returns
summary report.

= Should be scheduled to run on a repeating basis, after
system installation, so that the return tickets coming in are
summarized for the dashboard report.

To import data, click Available Imports. The Available Imports screen is displayed.

Figure 5-1 Available Imports Screen

Available Imports

Import > Source > Schedule = Motification > Complete

Select a source to schedule the import to

nn.

Irmport POSlog

Import Electranic Journal
Impart Pararmeters

Import Application
Parameters

Import Store Directory

Transaction Post
Processar

Returns Dashboard
Processar

e T S
Imports transaction and signature capture data into the File
database. —
Imports electronic journal infarmation into the database. File
Imports parameters to add to the master parameter set. File
Imports the application specific parameters. File
Imports a store hierarchy definition. File
Past Pracessor Scheduler. Schedule
Returns Dashboard Processar Scheduler. Schedule

Table 5-2 describes the information shown for each available import.

Table 5-2 Available Imports Columns

Column

Description

Import Task Name

The task that is performed

Task Description

The type of data that will be imported

Source

File means you first choose the source file to be used for the
import and then set the schedule for the distribution

Schedule means you do not choose a source file, you only need
to set the schedule
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Scheduling an Import
An import task can be chosen and then scheduled.

Choosing the Source Data to Import The source for the export is either File or Schedule. If
the source is File, you first choose the source file for the import. If the source is
Schedule, you do not select a file.

To choose a file to be imported:

1. Click File in the Source column for the data you want to import. The Select Source
- File screen is displayed.

Figure 5-2 Select Source - File Screen

Import > Source > Schedule = Motification > Complete

Select Source - File

Enter file location and name, and press Mext
Next.

Import Electronic Journal

Import file path/name: |C:\imports\DailyJournal *

*= Required field

Enter the path name of the file or click Browse. Your web browser provides a
window for searching for the file.

2. Click Next. The Job Schedule screen is displayed.
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Setting the Schedule for the Import Set the distribution job to run immediately or set up a
schedule for the job. The default is Immediate.

Figure 5-3 Job Schedule Screen

Import > Source > Schedule = Motification =
Job Schedule . Completo
Select Run Date settings, enter run time(s) and press Add. Press Next
when complete.

Run Date Import Electronic Journal
O Immediate

® Scheduled

Begin Date: 05/24/2005 I
(MMID DAY

Repeating

End - Last Run Date: [13/24/2005 |
Date:
(MMED DAY
O Duration: l:l Days
() Mo End
Repeat: |Dai|y v|| StartTime V|

Run Time

l":.'lfm |12:DD | [ Remave

Choose Add to add a new scheduled time, or to remove a scheduled time
select the checkbox and choose Remove.

O 05:00

If you want the job to run immediately, click Immediate and then click Next. The
Notification screen is displayed.

To set a schedule for the job:
1. Click Scheduled. Additional fields appear on the screen.
2. Set the Begin Date.

The default is the current date.

Enter the date into the field or click the calendar button to bring up a calendar.
You can search through the calendar and select the date you want.

3. If you want the job to run on a repeating basis, click Repeating.
Additional fields appear on the screen.
a. Set the End date.
The default is No End.
b. Set when you want the job to repeat.

The default is to repeat Daily at a specific Start Time.
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You can set the import to repeat Daily at a specific Start Time or Interval,
Weekly on a specific day, or Monthly on a specific week and day.

4. Set the Run Time for the job.
The allowed time is in the range of 00:00 to 23:59.
a. Add or remove scheduled times from the list.

If you specified the job to run on a daily interval, enter the interval and click
Add. For example, if you want the job to run every five minutes, enter 00:05.

Otherwise, enter the time you want the job to run and click Add. You can
specify multiple times.

If you want to remove a time from the list, check the box by the time and click
Remove.

b. Click Next. The Notification screen is displayed.

Setting the Notification Users can be selected to be notified whether the job succeeds or
fails. Set the method and recipient for the notification.

Figure 5-4 Notification Screen

NOtiﬁCEltion Import = Source = Schedule = Notification > Complete
Enter settings and press Add to add to M
: t
the notification list.
Add Notification Import Electronic Journal

Notify of: Method: Recipient: |

Existing Notifications

O Success  [Dashboard

To set the notification:
1. Add or remove notifications.

To add a notification, choose whether to Notify of Success, Failure, or All. Choose
the method. If you choose Dashboard, the notification is displayed in the Tasks list
on your dashboard. If you choose E-mail, enter the full E-mail address of the
recipient, for example, pos@oracle.com. Click Add. The notification is added to the
list of Existing Notifications.

By default, notification of job success or failure is sent to the dashboard of the user
who scheduled the job.
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To remove an existing notification, check the box in the Select to Remove column.
A check in the box means the notification is set to be removed. Click Remove. All
the entries that have a checked box in the Select to Remove column are removed at
the same time.

2. Click Next. The Distribution Summary screen is displayed.

Completing the Job Scheduling Submit the job for scheduling.

Figure 5-5 Distribution Summary Screen

DiStl‘ibthiOl‘l Sl.ll'l'll'l'la |“_'," List = Values > Distribution = Complete
Select Submit Job to schedule the job. Submit Job

Task Information

Task Name: File Transfer
Job Name: |Corrected Ejournal from Store 04241
Job Description: A set of files for transport or importing
Schedule: M/A
Recipients: Impart:1:Central Office
Notifications:

Submit Job

To complete the job scheduling:

1. If you want to change the Job Name, enter a new name. It is easier to track the job
progress if you enter a job name that specifically describes the purpose of the job.

2. Click Submit Job to submit the job for scheduling.

Note: If you do not click Submit Job, the job is given a status of
Created. You then need to schedule the job through the Scheduled
Imports screen. See "Working with Scheduled Imports" for more
information.

The job will run when all the required approvals are obtained. The Distribution
Confirmation screen is displayed. This screen shows the job ID and name of the
job to be scheduled.
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Figure 5-6 Distribution Confirmation Screen

DiStI‘ibLItiOI‘l Confil‘ I.nation List = Walues = Distribution > Complete

Done

The following is the JOB ID for the Corrected Ejournal from Store 04241:
86

Select to view job status and details.

Done

3. C(lick Done.

Working with Scheduled Imports

Imports that have been scheduled to run are shown on the Schedule Imports screen.
From this screen, you can set a job to run immediately, remove a job from the
schedule, and change the run date and notifications.
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To work with scheduled imports, click Schedule Imports. The Scheduled Imports

screen is displayed.

Figure 5-7 Scheduled Imports Screen

Scheduled Imports

Select the appropriate link or action button to
continue.

Run Immediately ” Remaove

Select to

ao Description Scheduled Run

Immediately
or Remove

A set of files for transport or importing

Schedule: Custom: One Time
Motifications:
pos@oracle.com

Required Approval:

A set of files for transport or importing

m Schedule: Custom: One Time
MHotifications:
Required Approval:

A set of files for transport or importing

O Schedule: Custom: One Time
Motifications:
Required Approval:
Corrected Ejournal from Store 04241
Thu, Mar 24, 2005
O Schedule: Repeating : DailwStadTime 0372452005
Blotifications: 05:00 A
Required Approval:

Post Processor Scheduling
Schedule: Custam: One Time

MHotifications:
Required Approval

Post Processor Scheduling
O Schedule: Custom: One Time

Matifications:
Required Approval:

Recipient Action Date

Thu, Feb 17, 20048
02172005 Succeeded
04:50 PM

Impart1:Central
Office

Thu, Fek 17, 2005
02172005 Succeeded
04:51 PM

Import1 :Central
Office

Fri, har 4, 2005
03i04/2005 Created
09:33 A

Irnpart:1:Central
Office

Thu, Mar 10, 2005

Import1:Central " os  he0n5  Submitted

OlimeE 11:04 AM
- Tue, Mar 1, 2005
g’]‘,rffe”'1'aa°k 03i01/2005 Created
11:24 AM
Tue, Mar 1, 2005
Import:1 :Back ! !
o 03/01/2005 Created

11:24 AW

Run Immediately ” Rermove

Table 5-3 describes the information shown for each available import.

Table 5-3 Scheduled Imports Columns

Column Description

Select to A checked box indicates the import can be selected to run

Run Immediately or immediately or removed

Remove

Description Description of the import, schedule defined for the job, and the
method of notification of job success or failure

Scheduled Run Date and time when the job will next run

Recipient Application that will receive the import

Action Date Date and time is determined by the status

Job Status See Table 3-2 for a description of the possible statuses
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5-10

Note: When you select Run Immediately or Remove, all jobs with
the checked box are processed as you selected.

= You can view and change the description of the job.

— Tosee a detailed description of the job, click the description. The Scheduled
Job Summary screen is displayed. See Figure 3—4 for an example of the screen
and description of the content.

— To change the schedule, click Schedule. See "Setting the Schedule for the
Import".

— To change the notification, click Notifications. See "Setting the Notification".
= To submit the job, click Run Immediately.

The job is submitted. It will run when the required approvals are obtained. See
"Completing the Job Scheduling" to follow the steps to complete the job
submission.

= Toremove a job, click Remove. Multiple jobs can be removed at the same time.

The Confirm Task Removal screen is displayed. A list of the jobs you selected to
remove is shown.

Figure 5-8 Confirm Task Removal Screen

Confirm Task Removal

Remove these tasks?

A set of files Tor transport or importing

Schedule: Custom: One Time . Thu, Feh 17, 2005
Notifications: 'Cr)';rfc”e”""ce””a' 0241 7/2005 Succeeded
pos@oracle. com 04:50 FM

Required Approval

Post Processor Scheduling

Tue, Mar 1, 2005
03/01/2005 Created
11:24 AW

Schedule: Custom: One Time Impart:1:Back
Matifications: Office
Required Approval:

- If you do not want to remove all the tasks, click No. The checked boxes are
cleared on the Scheduled Imports screen.

- If you want to remove the tasks, click Yes. The tasks are removed.
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Admin

The Admin feature provides the administrative functions to manage user security and
operations data for the enterprise. Admin provides the following benefits:

s Import of XML to update the store hierarchy definition
s Creation and management of store groups for data distributions

= Assignment of a hierarchy level to each user ID to control that user’s access for
transaction searches and data distributions

= Definition of security roles and assignment of a specific role to each user ID
= Management of all types of scheduled jobs

= Maintenance of individual parameters for consistent implementation of Oracle
Retail Returns Management policies

For information on each available function, see the following sections:
= "Store Directory”

s "Users"

= "Roles"

= "Job Manager"

s 'Parameter Maintenance"

Store Directory

The store directory, or store hierarchy, defines where stores fit in the retailer’s
enterprise. The hierarchy levels can be ordered in a way that makes the most sense for
reporting, security, or data distribution purposes. For example, stores may be
arranged by regions of the country and then the states within each region. Any
number of hierarchy levels can exist, stores can exist at any level of the hierarchy, and
one level of the hierarchy can contain both stores and lower levels, allowing flexibility
in hierarchy definition.

The store hierarchy is defined in an XML file. Whenever any changes are made to the
store hierarchy, the XML file is edited, and that file is then imported to Oracle Retail
Returns Management.

Individual stores can be chosen from any part of the store hierarchy and defined as a
store group. Store groups are used for data distributions. For example, all the stores
that are in malls could be placed in one group and then that group can be used for
distributing data specific to mall stores.

Click Store Directory to work with store groups or to import a new store hierarchy.
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Working with Store Groups

A store group is an ad hoc list of stores for use in data distributions. For example, a
group may be defined for mall stores and another group for stand-alone stores. Stores
within one group do not have to be on the same arm of the store hierarchy. There is no
limit to the number of groups in which a store can be included.

To work with store groups, click Store Groups. The Store Groups screen is displayed.

Figure 6—1 Store Groups Screen

Store Groups
Select a group to edit, or press Add 2ad| [ R
: ernove

Group to define a new store group.

O Test Store Group 2

all Stores 3

O Pilot Store Grougp 1

Qutlet Stores 2

Table 6-1 describes the information shown for each store group.

Table 6-1 Store Groups Column

Column Description

Select to Remove A checked box indicates the group is selected to be removed
Store Group Name Name of the group

Number of Entries Number of stores in the group

Changing a Store Group Definition
To change the group definition:

1. Click the name in the Store Group Name column. The Define Group screen is
displayed with the current definition of the group. See Figure 6-2.

2. Change the group name.
3. Change the stores in the group.

4. Click Save. The new group definition is saved.

Removing a Store Group
To remove a store group:

1. Check the box in the Remove column for the group you want to remove.

2. Click Remove. The group is removed. More than one group can be removed at a
time.
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Adding a Store Group

To add a new store group:

1. Click Add. The Define Group screen is displayed.
Figure 6—2 Define Group Screen

Define Group
Enter the store group definition and press

Store Group Information

Group| : » Enter store(s) separated by commas, and press Add to add to the
|Franch|se Group .
Name: list.
02378,01645, 04312
Last
TRPTRY
Modified:

Stores in Group

Selectto Remove | StoreNumber
O 01235 Lake Creek Plaza

04241 Lakeline Mall

*= Required field

Save | | Remove

2. Enter the group name.
3. Choose the stores for the group.

To add a store to the list, enter the store number from the store hierarchy. Click
Add. The store is added to the Stores in Group list. Multiple stores can be added at
the same time.

To remove a store already in the list, check the box in the Select to Remove
column. Click Remove. The store is removed from the group. More than one store
can be removed at a time.

4. Click Save. The new group is added.

Importing a Store Hierarchy

When the store hierarchy is changed, click Store Hierarchy to import the updated
XML file.

Note: A store hierarchy level is assigned to each user ID. The import
replaces the existing store hierarchy. If any users IDs were assigned to
hierarchy levels now removed, those user IDs need to be reassigned to
a different hierarchy level through the Users subtab.
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To import a new store hierarchy definition:
1. Click Store Hierarchy. The Import Store Hierarchy Data screen is displayed.

2. Enter the name of the XML file containing the store hierarchy definition or click
Browse. Your web browser provides a window for searching for the file.

3. Click Import. For information on scheduling the job, see "Setting the Schedule for
the Import" in Chapter 5.

Users
User IDs can be added or removed. The settings for a user ID can be changed.

Click Users. The User Administration screen is displayed.

Figure 6-3 User Administration Screen

User Administration

Enter either a user id or characters of
the first and last name to search.
Leaving the fields blank will return all
current users.

Press Add to add a new user.

Search for Users
User ID:
_OR-.

First Name:

Last Name: |Ja

On this screen, you can search for users by entering the user ID or first and last name
of the user. You can also choose to add a new user.

Searching for a User

To search for user IDs:

1. Enter a user ID or name.

Note: The criteria entered for the search is case sensitive.

= If you want to search for a specific user ID, enter the entire user ID.

= If you want to search by name, enter a full name or some of the characters in
the name. All the user IDs that have those characters in the name are found.

m To see all the user IDs, leave all the fields blank.

If you want to clear the entered criteria, click Reset.
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2. Click Search. The User Search Results screen is displayed. If only one user ID is
found, the User Details screen is displayed instead.

Figure 6—4 User Search Results Screen

User Search Results

Select a User ID to continue
Search criteria
First Name:
Last Name: Ja

Search results: Showing 2 of 2

Select
to Last Name Middle Name
Remove
O

Jacohs Michael Steven mjacobs Active

Jamesaon Dawid hlatthew diameson Active

Remove

For each user, the following information is displayed:

m A checked box in the Select to Remove column indicates the user is to be
removed

m First, middle, and last name of the user
s UserlID
m  Status of the user

To view the user details, click the user ID. The User Details screen is displayed.
See Figure 6-5.

Changing User Details

To change the user details:
1. Click the user ID. The User Details screen is displayed. See Figure 6-5.
2. Change any of the user information.

3. Click Save. The changes are saved.

Removing a User ID

To remove a user ID:
1. Check the box in the Select to Remove column for the user ID you want to remove.

2. Click Remove. The user ID is removed. Multiple user IDs can be removed at the
same time.

Admin 6-5



Users

Adding a New User ID

To add a new user ID:

1. Click Add. The User Details screen is displayed.

Figure 6-5 User Details Screen

User Details

Update user information and press Save.

User Info
First Name:
Middle Name:
Last Name:
User ID:

Password:

Retype
Password:

Status:

User has right
of:

—"
FETR—"
TR

&+

all

Inactive

Role Assignments

\No Access

Loss Prevention
Store Support
Customer Senice

Hierarchy Assignment

Operator can access data for hierarchy node:*

Retail Hierarchy
w Enterprise
¥ Marth
w South
w Texas
- Austin
i - £ 04241 - Lakeline Mall
» Dallas

* = Reqguired field

The following information is displayed:

s First, middle, and last name

s UserID

s Password

s Status

» Hierarchy assigned to the user

= Role assigned to the user

2. Enter the user information.

Save

Note:

Retail Returns Management.

A user must have a status of Active in order to login to Oracle

3. Choose the role you want assigned to the user ID. See "Roles" for more
information.

4. Set the hierarchy assignment.
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The hierarchy assignment determines the hierarchy node the user can specify for
data and parameter distributions.

Click the node name in the store hierarchy. A check next to a node name indicates
that node is selected. You can click a triangle next to any node name to display the
child nodes or to hide the child nodes from view.

5. Click Save. The user ID is added.

Roles

To reduce the administrative time required to set up security for users, a role can be
defined for each security level and the functions that role may and may not access can
be specified. Each user ID is then assigned to one role and has access to all functions
allowed for that role. Different roles may have identical function accessibility.

If a role is changed, any user IDs assigned to that role are not affected until the next
time the user logs in.

Note: There is a lag time on some application servers for the security
changes to become visible. Consult your system administrator if you
do not see the changes take effect immediately.

Click Roles. The Roles screen is displayed.

Figure 6-6 Roles Screen

Roles
Select to work with a security role.
Select to
Remove
O Mo Access
O Full Access
O Loss Prevention
Stare Suppart
O Customer Service

For each role, the following information is displayed:

m A checked box in the Select to Remove column indicates the role is to be removed

s Name of the role

To view the settings for a role, click the name in the Role column. The Role Settings
screen is displayed. See Figure 6-8.
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Changing a Role

To change the features selected for a role:

1. Click the name in the Role column. The Role Settings screen is displayed. See
Figure 6-8.

2. Choose the features to be added or removed for this role.

3. Click Save. The changes are saved.

Removing a Role

To remove a role:
1. Check the box in the Select to Remove column for the role you want to remove.
2. Click Remove. The Confirm Role(s) Removal screen is displayed.

= If you want to remove all the selected groups, click Yes. The roles are
removed.

s If you do not want to remove all the selected groups, click No. The role is not
removed and the Select to Remove box remains selected.

Adding a New Role
To add a role:

1. Click Add. The Role Name screen is displayed.

Figure 6—7 Role Name Screen

Role Name
Enter a Role Name and press Next.
Role Name: |District Manager =
*= Required field
TN et
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2.

Enter the name for the role. Click Next. The Role Settings screen is displayed.

Figure 6—-8 Role Settings Screen

Role Settings for District Manager

Select All to grant access to all features, or select specific features, and select Save.

Ooooao

O E OE

[ tobeton [ vodde |
(AN IReturn Tickets I

Returns Management Return Tickets return_tickets_exp

Returns Management Return Tickets return_tickets_search_cshr-rgstr
Returns Management Return Tickets return_tickets_search_custinfo
Returns Management Return Tickets return_tickets_search_custposid
Returns Management Return Tickets return_tickets_search_hier
Returns Management Return Tickets return_tickets_search_iteminfo
Returns Management Return Tickets return_tickets_search_tktid
Returns Management Return Tickets return_tickets_ticket_search
Returns Managerment Return Tickets returns_positive_id_view

Save

Table 6-2 describes the information shown for each feature.

Table 6-2 Role Settings Column

Column Description

Select All

A checked box indicates that this role is granted access to the
feature. If the box is not checked, access to the feature is denied
and a user ID assigned this role will not be able to use that
feature. If the Select All box at the top of the column is checked,
a user ID assigned to this role has access to all the features.

Application Available applications from which the functions can be selected.

Module Sets of functions available for an application. For the Oracle
Retail Returns Management, this corresponds to the available
subtabs.

Feature Features available for the application and module. For the

of credit card numbers.

Oracle Retail Returns Management, this corresponds to the left
navigation links and action buttons available for each subtab. In
some cases, additional fields can be secured such as the viewing
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Job Manager

Choose the features that can be accessed:
a. Click Application. Click the application whose features you want to choose.

b. Click Module. Click the module whose features you want to choose. The
features available for that function are shown.

To grant access to all the features, check the Select All box. To grant access to a
specific feature, check the box in the Select All column.

To deny access to a feature already selected, check the box in the Select All
column. The check is cleared from the box.

When you have made choices for all the applications and modules that you want,
click Save. The new role is added.

The Job Manager function provides the capability to work with scheduled jobs. The
types of scheduled jobs are parameter distributions, file transfers, and data imports.

To work with scheduled jobs, click Job Manager. The All Scheduled Jobs screen is
displayed.

Figure 6-9 All Scheduled Jobs Screen

All Scheduled Jobs

Select the appropriate link or action button to continue. Run Immediately ] ’ Remove

Search Results: Showing 21 to 22 of 22 Returned

Show jobs of type: |A|| V| [ Refresh ]

Select to
R"":' Description Scheduled Recipient Action Date Job Status
Immediately Run
or Remoye
Post Processor Scheduling

ost Processor Schedulin

: : i - Fri, Feb 25, 2005
O Schedule: Custom: One Time Impoart:1:Back 022512005 Craated

Motifications: Office .
Reguired Approval: 01:20PM

A set of files for transport or importing

Schedule: Custam: One Time A PGl 2, AN

O Motifications: 02125.1’2005 Created
e ——— . 01:21 PM
Required Approval;
Results 21-22 of 22 [== Prev] 1 2 [Mext =]
[ Run Immediately ” Remove

For a description of each column, see Table 5-3.

To choose the jobs to be displayed:

1.
2.

Click Show jobs of type. Choose to display all jobs or just a certain type of job.
Click Refresh. The type of jobs selected are displayed.
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The functions available on this screen are the same as the Scheduled Imports screen.
See "Working with Scheduled Imports" in Chapter 5 for more information.

Parameter Maintenance

A parameter is a value that sets an individual characteristic. For example, a parameter
called AcceptedTenderlssuers could list all the tenders that are accepted for payment.

A parameter group is a set of parameters that are grouped together by category. This
makes it easier to find a specific parameter. A parameter is part of only one parameter
group. For example, a group called Discount could contain all the parameters used for

applying discounts. If you needed to change a parameter relating to discounts, you
could easily find the parameter.

Note: For more information on specific parameters, see the
Parameter Names and Values Addendum in the _resources directory
provided with your Oracle Retail Returns Management
documentation.

Click Parameter Maintenance. The Select Parameters screen is displayed.
Figure 6—-10 Select Parameters Screen

Select Parameters

Select a group to view its parameters and
their values.

Groups: | Retumshanagement

| ParameterName [ Yalee |
DayslimitCustomerSericeCverrides 30

LeastRiskyTenderOrder StoreCredit | Credit , Check |, Cash

MaxActiveExceptionDays 30

MaxCustormerSearchResults 100

MaxCustormerSericeCverrides 50

RefundTenderTypes StoreCredit | Credit , Check |, Cash

Return , Layaway_Cancellation , Order_Cancellation ,

RefundTypes Price_Adjustment

ResponseCodesTolgnore 240, 400
StartingCustarmerScaore ]
StartingEmployeeScore ]
WalidationAmountTaxFactor 0a

To choose a different group of parameters:

1. Click Groups. The list of the available groups is displayed.
2. Click a group.

3. Click Refresh. The parameters in that group are displayed.
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Editing a Parameter

The choices that can be made depend on the parameter:

» If the parameter uses a value field, enter the new value. The minimum and
maximum allowed values are displayed on the edit screen.

»  If the parameter uses one value chosen from a list of possible values, select the
new value from the list.

» If the parameter allows more than one value from a list, select a value from the list
and click Add. Repeat this for each value you want to choose.

»  If the parameter uses a created list, enter the new values separated by commas.

In the following steps, a parameter that allows more than one value chosen from a list
is used as the example for editing a parameter.

To change the value assigned to a parameter:
1. Click the name in the Parameter Name column. The Edit Parameter screen is
displayed.

Figure 6—11 Edit Parameter Screen

Edit Parameter

Select a value from the Available Values
to add to the Selected Values, or remove a
value from the Selected Values.

Note: New Values show the default values.

Application Parameters

Parameter Group: Returnshanagement

Parameter Name: RefundTenderTypes

Available Values: Selected Values;
Cash StoreCredit
Credit
Check

Daone

2. To add a value for the parameter, click the value in the Available Values list and
click Add. To remove a value, click the value in the Selected Values list and click
Remove.

3. When you have made all your changes, click Done. The parameter value is
changed.
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Selecting Customer Exceptions to Track

This chapter describes how to configure Oracle Retail Returns Management to track
customer exceptions. Before you configure the customer exceptions you want to track
online, you must first consider the types of customer return problems that you are
trying to track and solve.

The following information is presented in a workbook style, with two steps:

= How to determine the desired outcomes. See "Deciding which Customer
Behaviors to Track".

= How to use the screens necessary for the configuration of the system. See
"Configuring the Customer Behaviors to Track".

A Sample Configuration Guide spreadsheet is available in Excel format to help
determine the exceptions for tracking and the policies for configuration. You may find
the spreadsheet helpful for drafting selections and distributing them for review or
approval within your organization to departments that review return policies and
procedures, for example, operational, loss prevention, or legal departments. See the
Sample Configuration Guide in the _resources directory provided with your Oracle
Retail Returns Management documentation. See "Using the Sample Configuration
Guide" for information about the Sample Configuration Guide.

Deciding which Customer Behaviors to Track

A customer exception is a record created in Oracle Retail Returns Management of the
occurrence of a particular type of customer behavior. A customer behavior can be any
customer activity, for example, the performance of a nonreceipted return.

You must select the customer exceptions to track. In some cases, you must set
merchandise hierarchies, date ranges, or dollar amounts to track.

When a customer exception is selected for tracking, the system saves a record of each
occurrence of customer behavior for which a Positive ID is collected for the customer.
The system creates this record after an attempted return is accepted and completed at
the point-of-return, and the information about that return is received in Oracle Retail
Returns Management by way of the Final Result message. The occurrence of that
customer behavior is then available to be researched on screen. For more information
on researching customer exceptions, see "Working with Customer Exceptions" in
Chapter 4.

How the System Tracks Customer Behaviors and Creates Exceptions

The system records one customer exception for each distinct behavior that occurs
within a return attempt, for each type of customer exception that is selected. One
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return transaction can include more than one distinct customer behavior. For instance,
a line item on a return attempt that is receipted but also occurs within the dates and
items defined in the Return Pattern Watch file is both a refund with receipt and a
return of item in the Return Pattern Watch file. If a second line item on this return is
receipted, but does not occur within the Return Pattern Watch file, then the total
number of exceptions recorded for that return is still one refund with receipt and one
return of item in the Return Pattern Watch file.

Selecting to track a customer exception does not trigger the denial of return activity
based on that behavior or even the evaluation of that behavior during an attempted
return. The rules that can be included in policies (See Chapter 11) determine the
behavior evaluated during an attempted return and the way the system processes that
return.

The system keeps a cumulative exception counter for the customer exceptions that are
selected for tracking, for each customer Positive ID that is collected. A rule that
evaluates the customer's cumulative exception count can be included in policies in
order to trigger a particular response to an attempted return, based on the customer's
overall activity (See Chapter 10). Only accepted or authorized activity is considered
when the system counts exceptions, unless otherwise noted in the specific exception.

In short, selecting to track a customer exception initiates the following activities:

= It makes that exception available for research on a customer, using the customer’s
Positive ID.

s Itadds 1 to the Customer Cumulative Exception Counter for each unique
exception logged on a customer based on the customer’s Positive ID.

Customer Exception Catalog

This section describes customer behaviors that you can select to track as customer
exceptions in Oracle Retail Returns Management.

Before deciding on the customer exception behavior that you wish to track, consider
the following:

= What are the patterns of the average customer today?
- How many returns does the average customer perform?
- How frequent are the returns?
— What is the percentage of receipted versus nonreceipted returns?

— What are the other types of refund-producing transactions that the average
customer performs?
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= What are the patterns of the ideal customer?

— What are the desirable returns? Are they receipted? Are they within a certain
time frame?

- How many returns does the ideal customer perform?

- How frequent are the returns?

— What is the ideal percentage of receipted versus nonreceipted returns?

—  What are the acceptable numbers for other types of refund-producing
transactions that the ideal customer performs?

Table 7-1 lists possible customer exception return activities and details about the
exception that can be used to determine if the exception should be tracked. For each
exception, review the details to consider for the exception, decide whether to track the
exception, and in those cases where additional information is needed, complete the
additional information if you choose to track the exception.

Table 7-1

Customer Exception Return Activities

Exception
Description

Details to Consider

Track this
Exception?

Refunds without
receipt

= Do you accept nonreceipted returns?

= Do you suspect a problem with accepting unreceipted
returns?

If you answer yes to either of these questions, then you
should track Refunds without receipt.

Refunds with
receipt

= Do you wish to track the occurrence of receipted
returns?

= Do you have a published policy for the number of
receipted returns acceptable within a certain time
frame?

= Do you wish to set tolerance thresholds for the number
of receipted returns accepted within a certain time
frame?

If you answer yes to any of these questions, then you
should track Refunds with receipt.

Same day
returns as
purchases

An excessive number of returns on the same day as the
purchases, with or without a receipt, in the same or
multiple stores, can be an indicator that the customer is
performing fraudulent behavior.

= Do you wish to track multiple returns within the same
day?

If you answer yes to this question, then you should track
Same day returns as purchases.

Multiple returns
within the same
day

An excessive number of returns performed in multiple
stores or channels on the same day can be an indicator that
a customer is returning stolen merchandise.

= Do you wish to track multiple returns within the same
day?

If you answer yes to this question, then you should track
Multiple returns within the same day.
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Table 7-1 (Cont.) Customer Exception Return Activities

Exception
Description

Details to Consider

Track this
Exception?

Returns of items
in the Return
Pattern Watch
file

= Do you suspect a problem with purchase/return of
items within a short time frame? This is sometimes
called “renter” or “wardrobing” behavior.

If you answer yes to this question, then you should track
Returns of items in the Return Pattern Watch file.

For configuring the Return Pattern Watch file, consider the
following questions:

= What items are often purchased and returned in a
short time frame?

s What are the merchandise hierarchies that contain
those items?

= What are the likely purchase date ranges for this and
subsequent years?

= What are the likely return date ranges for this and
subsequent years?

List the merchandise hierarchies, optional purchase date
ranges, and required return date ranges for the items you
wish to track.

Note: There is no limit on the number of entries that can be
included in the Return Pattern Watch file.

Configuration of the Return Pattern Watch file is described
in Chapter 10.

Return Date
Range

Purchase Date
Range

Merchandise
Hierarchy

_ Yes
_ No

Refund tender
overrides

= Do customers often request different tenders for
refund than the tenders stated in your published
return policy?

= Do you wish to research and report on the occurrence
of customers requesting different tenders for refund
than those specified in the stated policy?

= Do you suspect a problem with nonreceipted returns
of stolen goods for cash-equivalent tenders?

If you answer yes to any of these questions, then you
should track Refund tender overrides.

_ Yes

For some exceptions, additional configuration is needed for tracking, beyond simply

selecting the exception. The exception can be cloned to track multiple different inputs.
Table 7-2 lists possible configurable return activities and details about each exception
that can be used to determine if the exception should be tracked.
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Table 7-2 Customer Exceptions Configurable Return Activities

Exception Track this
Description Details to Consider Exception?
Refunds by refund = Do you allow customers to receive a price _ Yes
type difference refund if merchandise goes on sale after No
they have purchased and departed with it? -
= Do you allow employees to receive a price
difference if merchandise goes on sale after they
have purchased it?
= Do you wish to measure either occurrence?
= Do you wish to limit either occurrence?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Price
Adjustment.
= Does your enterprise accept layaways on _ Yes
merchandise?
__No
= Do you suspect a problem with customers
canceling layaways, after the merchandise has
been removed from the sales floor?
= Do you wish to measure either occurrence?
= Do you wish to limit either occurrence?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Layaway
Cancellation.
= Does your enterprise allow ordering of _ Yes
merchandise or services that are not sold in the N
__No
store channel?
= Do you suspect a problem with customers
canceling orders after merchandise orders have
been placed with vendors or delivery has been
scheduled?
= Do you wish to measure either occurrence?
= Do you wish to limit either occurrence?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Order
Cancellation.
= What other types of transactions result in a refund | __Yes
to the customer? No

s [s there significant cost to you for processing these

refunds?

= Do you suspect a problem with refunds due to any

of these types of transactions?

If you answer yes to any of these questions, then you

have other types of refund transactions that you should

track.

List the other transaction types.

Transaction Types
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Table 7-2 (Cont.) Customer Exceptions Configurable Return Activities

in-store theft, warehouse theft, inventory count
discrepancy, or inventory receiving discrepancy of
certain types of items?

If you answer yes to any of these questions, then you
should track Nonreceipted returns from a configurable
merchandise hierarchy.

Note: There is no limit on the number of entries that
can be included. This exception can be cloned.

What return items are of a particular concern to your
enterprise, when they are returned without a receipt?

List the merchandise hierarchies.

Merchandise Hierarchies

Exception Track this
Description Details to Consider Exception?
Expired receipts = Do you have a published policy stating the time _ Yes
frame allowed for returns? No
= Do you wish to control allowed refund tenders for B
returns that are older than this published policy?
If you answer yes to either of these questions, then you
should track Expired receipts.
Nonreceipted returns | = Do you suspect a higher nonreceipted return rate | __Yes
from a configurable with certain types of items? No
merchandlse = Has there been a recent store break in, suspected
hierarchy
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Table 7-2 (Cont.) Customer Exceptions Configurable Return Activities

Exception Track this
Description Details to Consider Exception?
Merchandise returns | = Do you have certain high dollar items that you _ Yes
from a configurable suspect as having a return problem? N

. __No
merchandise

= Do you have different return tolerances for lesser

hierarchy greater dollar items than higher dollar items?

than $N
= Do you suspect certain customers of abusing your
published policies for high dollar items?

= Has there been a recent store break in, suspected
in-store theft, warehouse theft, inventory count
discrepancy, or inventory receiving discrepancy of
certain types of items?

If you answer yes to any of these questions, then you
should track Merchandise returns from a configurable
merchandise hierarchy greater than $N.

List the merchandise hierarchies and minimum dollar
amounts that you wish to track.

Note: There is no limit on the number of entries that
can be included. This exception can be cloned.

The definition of $N is determined by the retailer when
mapping data to message contents, hence it can be a
regular price, promotional price, selling price, or price
after all discounts are applied, and it can include or
exclude tax. All dollar amounts transmitted to Oracle
Retail Returns Management must be consistent in the
factors that are included and excluded.

For this exception, the system compares the $N value
defined in the exception with the amount provided by
the point-of-return in the Return Request message.

Merchandise Hierarchy Minimum Dollar Amount
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Table 7-2 (Cont.) Customer Exceptions Configurable Return Activities

return attempt response authorizations that you
wish to track?

This exception can be used for customization without
development/coding, if you configure a particular
response code to be used on rules in the rules engine
and need to track the pattern of occurrence of that
behavior. For instance, if the rules engine is configured
to always authorize a "gift receipt present” transaction
with a 999 Gift Receipt response code and you wish to
evaluate the number of times the customer Positive ID
has returned with a gift receipt in subsequent
transactions in order to determine returnability, this
can be accomplished using response code
configuration coupled with this exception and a rule in
policies.

Note: There is no limit on the number of entries that
can be included. You can return and configure this
exception later, after setting up response codes as
described in Chapter 10.

Because the system bases exceptions on hard facts that
have occurred, only those response codes used on
authorized returns can be set on this particular
exception.

List the response codes that you wish to track.

Response Codes

Exception Track this
Description Details to Consider Exception?
Merchandise returns | = Do you suspect elevated levels of return of _ Yes
from a configurable particular items during certain seasons, such as
. . _No
merchandise after holidays?
hierarchy purchased =  Has there been a recent break-in or significant
and returned store damage involving looting?
between configurable & & &
dates = Has there been a recent store break in, suspected
in-store theft, warehouse theft, inventory count
discrepancy, or inventory receiving discrepancy of
certain types of items?
If you answer yes to any of these questions, then you
should track Merchandise returns from a configurable
merchandise hierarchy purchased and returned between
configurable dates.
List the merchandise hierarchies and date ranges that
you wish to track.
Note: There is no limit on the number of entries that
can be included.
Merchandise Hierarchy Date Range
Engine response code | = Are there certain response codes configured in _ Yes
tracking Oracle Retail Returns Management and used on No
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Using the Sample Configuration Guide

If you wish to define your exceptions in the Sample Configuration Guide spreadsheet,
use the sheet labeled Customer Exceptions.

Figure 7-1 Customer Exceptions Sheet of the Sample Configuration Guide

Customer Exceptions

Exceptions are instances of a behavior that a retailer has selected to track for a Customer or Cashier. Exceptions hold an
exception counter for a customer or cashier that is incremented based on return activity. If an exception (behavior) is selected
for inclusion in the exception counter, the system defaults to add one to the exception count for each retum activity. An
"exception” is any activity that can be discerned from Return Ticket data, such as a nonreceipted return, a return of an item
contained in the Retum Pattern Watch file, or a particular type of refund transaction such as a Price Adjustment. When an
exception occurs, a record is written to the "exception file" and the activity is available for research on that customer or cashier
via the Exception Inguiry search and display screens. All exceptions are based on Return Ticket data.

Return Activities Track?

Refunds without receipt i

Refunds with receipt Al

Expired receipts {older than N days) A

Same day returns as purchases Al

Multiple returns within the same day A

Returns of items in the Return Pattern Watch file Y

Refund tender overrides i

Configurable Return Activities Track?  Values

Refunds with a refund type of X A Price Adjustments
Monreceipted returns from X i Horne
Merchandise returng from X greater than §Y Y Electronics, $500
herchandise returns from X between (date) and (date) Al Haliday

Engine response code tracking response code X A 093-0ut of Box Electronics|
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Configuring the Customer Behaviors to Track

Using the information defined in Table 7-1 and Table 7-2, follow these steps to set the
system to track the desired customer behaviors in order to record customer exceptions.

To configure customer behavior tracking:

1. Click the Customer left navigation link under the Configuration subtab of the
Returns tab. The Customer Exceptions to Track screen is displayed.

Figure 7-2 Customer Exceptions to Track Screen

Customer Exceptions to Track

Seln.acl the types of exceptions to be tracked. Press Save to save the new Cave
seftings.

Return Activities

tultiple returns within the same day

[ Refund tender overrides

[ Refunds with receipt

Refunds without receipt

Returns of iterns in the return pattern watch file

Same day returns as purchases

Configurable Return Activities
0 Merchandise returns from Sales Reporting=Root=Multi-Media greater than §
300.00
Expired receipts (older than days)
Refunds with a refund type of| Price_Adjustment V|
Refunds with a refund type of| Order_Cancellation v |
Engine resporise code tracking | 100 No receipt |
Engine resparise code tracking | 10 Insufficient quantity |
Monreceipted returns from Sales Reporting=Root=Multi-Media
) ) ce s Edit

0 Merchandise returns from Sales Reporting=Root=Multi-Media purchased and

returned hetween |01/01/2004 ]

=) and |01/02/2004

Save

The exceptions that can be tracked are displayed. For each exception, the
following information is shown:

s A checked box in the Track column indicates the exception is to be tracked
s Exception description
= For configurable return activities, the values being tracked for an exception

2. Check the box to the left of each of the behaviors you wish to track.
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3. Ifyou select a configurable customer exception that requires a Merchandise

Hierarchy entry, click Edit for the merchandise hierarchy. The Merchandise
Hierarchy screen is displayed.

Figure 7-3 Merchandise Hierarchy Screen

Merchandise Hierarchy

Select merchandise hierarchy levels and select Done to return to the previous

screen
Select Merchandise Hierarchy
Merchandise Hierarchy functions |Sales Repatting v|
Sales Reporting
Root |Gardening V|
a.

Select the appropriate levels of your merchandise hierarchy. To see the next
level of the hierarchy, click Expand.

b. Click Done. The Customer Exceptions to Track screen is displayed.

If you select a configurable customer exception that requires an amount, enter a
whole dollar amount.

Figure 7-4 Example of a Configurable Customer Exception that Requires an Amount

Merchandise returns from Sales Reporting=Root=>Multi-Media greater than §

5. If you select a configurable customer exception that requires a date range, type the

date range in MM/DD/YYYY format or select the date using the calendar icon.
Figure 7-5 Example of a Configurable Exception that Requires a Date Range

Merchandise returns from Sales Reporting>Root>Multi-hedia purchaszed and
retumed between 01/01/2004 |72l ang 01022004 |75

&

6. If you select a configurable customer exception that requires a response code,

select the response code from the menu. See Chapter 10 for more information
about configuring response codes.

Figure 7-6 Examples of Configurable Customer Exceptions that Require Response
Codes

Engine respanse cade tracking | 100 Mo receipt v
Engine response code tracking | 10 Insufficient quantity v
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Note: Because the system bases exceptions on hard facts that have
occurred, only those response codes used on authorized returns can
be set on this particular exception example.

7. To add another instance of a configurable customer exception, click Add for the
exception you want to add.
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Selecting Cashier Exceptions to Track

This chapter describes how to configure Oracle Retail Returns Management to track
Cashier Exceptions. Before you configure the cashier exceptions you want to track
online, you must first consider the types of cashier return problems that you are trying
to track and solve.

The following information is presented in a workbook style, with two steps:

= How to determine the desired outcomes. See "Deciding which Cashier Behaviors
to Track".

= How to use the screens necessary for the configuration of the system. See
"Configuring the Cashier Behaviors to Track".

A Sample Configuration Guide spreadsheet is available in Excel format to help
determine the exceptions for tracking and the policies for configuration. You may find
the spreadsheet helpful for drafting selections and distributing them for review or
approval within your organization to departments that review return policies and
procedures, for example, operational, loss prevention, or legal departments. See the
Sample Configuration Guide in the _resources directory provided with your Oracle
Retail Returns Management documentation. See "Using the Sample Configuration
Guide" for information about the Sample Configuration Guide.

Deciding which Cashier Behaviors to Track

A cashier exception is a record created in Oracle Retail Returns Management of the
occurrence of a particular type of cashier behavior. A cashier behavior can be any
cashier activity, for example, performing a nonreceipted return.

You must select the cashier exceptions to track. In certain cases, you must set
merchandise hierarchies, date ranges, or dollar amounts to track.

When a cashier exception is selected for tracking, the system saves a record of each
occurrence of cashier behavior. The system creates this record after an attempted
return is accepted and completed at the point-of-return, and the information about
that return is received in Oracle Retail Returns Management by way of the Final Result
message. The occurrence of that cashier behavior is available to be researched on
screen. For information on researching cashier exceptions, see "Working with Cashier
Exceptions" in Chapter 4.
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How the System Tracks Cashier Behaviors and Creates Exceptions

The system records one cashier exception for each distinct behavior that occurs within
a return attempt, for the types of cashier exceptions that are selected. One return
transaction may include more than one type of cashier behavior. For instance, a line
item on a return attempt that is receipted but also occurs within the dates and items
defined in the Return Pattern Watch file is both a refund with receipt and a return of
item in the Return Pattern Watch file. If a second line item on this return is receipted,
but does not occur within the Return Pattern Watch file, then the total exceptions
recorded for that return is still one refund with receipt and one return of item in the
Return Pattern Watch file.

Selecting to track a cashier exception does not trigger denial of return activity based on
that behavior or even evaluation of that behavior during an attempted return. The
rules that can be included in policies (see Chapter 11) determine the behavior
evaluated during an attempted return and how the system processes that return.

The system keeps a cumulative exception counter for the cashier exceptions that are
selected for tracking, for each cashier ID that is used on a return. Only accepted or
authorized activity is considered when the system counts exceptions, unless otherwise
noted in the specific exception.

In short, selecting to track a cashier exception initiates the following activities:
= It makes that exception available for research on a cashier, using the cashier ID.

s Itadds 1 to the Cashier Cumulative Exception Counter for each unique cashier
exception logged on a cashier based on the cashier ID.

Cashier Exception Catalog

This section describes cashier behaviors that you can select to track as Cashier
Exceptions in Oracle Retail Returns Management.

Before deciding the cashier exception behavior that you wish to track, consider the
following:

= What are the patterns of the average cashier today?
- How many returns does the average cashier perform?
- How frequent are the returns?
— What is the percentage of receipted versus nonreceipted returns?

— What are the other types of refund-producing transactions that the average
cashier performs?

- Are all cashiers authorized to perform returns, or only managers?
— Is there a return desk through which all returns are processed?
= What are the patterns of the ideal cashier?

—  What are the desirable returns? Are they receipted? Are they within a certain
time frame?

- How many returns does the ideal cashier perform?
- How frequent are the returns?
- What is the ideal percentage of receipted versus nonreceipted returns?

—  What are the acceptable numbers for other types of refund-producing
transactions that the ideal cashier performs?
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Most of the cashier exceptions are the same as customer exceptions. There are two
significant differences:

= Refund authorization override is available as a cashier exception but not available
as a customer exception.

= Multiple returns within the same day is not available as a cashier exception but is
available as a customer exception.

Table 8-1 lists possible cashier exception activities and details about the exception that
can be used to determine if the exception should be tracked. For each exception,
review the details to consider for the exception, decide whether to track this exception,
and in cases where additional information is needed, complete the additional
information if you choose to track this exception.

Table 8-1 Cashier Exception Return Activities

Exception Track this
Description Details to Consider Exception?
Refunds without | = Do you accept nonreceipted returns? _ Yes
receipt = Do you suspect a problem with certain cashiers _No

accepting nonreceipted returns?

= Do you suspect a problem with cashier processing
receipted returns as nonreceipted returns, in order to
skip implemented processes and checks against the
original transaction data?

If you answer yes to any of these questions, then you
should track Refunds without receipt.

Refunds with = Do you wish to track the occurrence of receipted Yes
receipt returns?

= Do you wish to gauge the rate of cashiers processing
receipted returns versus nonreceipted returns?

= Do you wish to set tolerance threshold for the number
of returns accepted within a certain time frame?

If you answer yes to any of these questions, then you
should track Refunds with receipt.

Same day An excessive number of same day returns as purchasesby | __Yes
returns as a customer, with or without a receipt, in the same or

. 1 . _ No
purchases multiple stores, can be an indicator that the customer is

performing fraudulent behavior. A cashier who accepts
these returns could be working with customers to commit
this type of fraud.

= Do you wish to track same day returns as purchases?

If you answer yes to this question, then you should track
Same day returns as purchases.
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Table 8-1 (Cont.) Cashier Exception Return Activities

Exception
Description

Details to Consider

Track this
Exception?

Returns of items
in the Return
Pattern Watch
file

= Do you suspect a problem with purchase/return of
items within a short time frame? This is sometimes
called “renting” or “wardrobing.”

If you answer yes to this question, then you should track
Returns of items in the Return Pattern Watch file.

For configuring the Return Pattern Watch file, consider the
following questions:

= What items are often purchased and returned in a
short time frame?

s What are the merchandise hierarchies that contain
those items?

= What are the likely purchase date ranges for this and
subsequent years?

= What are the likely return date ranges for this and
subsequent years?

List the merchandise hierarchies, optional purchase date
ranges, and required return date ranges for the items you
wish to track.

Note: There is no limit on the number of entries that can be
included in the Return Pattern Watch File.

One Return Pattern Watch file is configured. The file is
used as the input for tracking both customer and cashier
exceptions.

Configuration for the Return Pattern Watch file is
described in Chapter 10.

Return Date
Range

Purchase Date
Range

Merchandise
Hierarchy

_ Yes
No

Refund tender
overrides

= Do customers often request different tenders for
refund than the tenders stated in your published
return policy?

= Are all cashiers, or only certain cashiers or managers,
allowed to offer a wider choice of tenders to customers
who are dissatisfied with the defaults?

= Do you wish to research and report on the occurrence
of customers requesting different tenders for refund
than the stated policy, where a particular cashier ID
(manager ID) is granting the overrides?

If you answer yes to either of these questions, then you
should track Refund tender overrides.

Authorization
overrides

= When you configure return policies, will you allow
some judgment by an authorized cashier or manager
in allowing returns that are in question?

= Do you wish to track the frequency and identify of
those cashiers (managers) who are making return
authorization overrides?

If you answer yes to either of these questions, then you
should track Authorization overrides.

_ Yes
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For some exceptions, additional configuration beyond simply selecting the exception
is needed for tracking. The exception can be cloned to track multiple different inputs.
Table 8-2 lists possible configurable return activities and details about each exception
that can be used to determine if the exception should be tracked.

Table 8-2 Customer Exception Configurable Return Activities

Exception Track this
Description Details to Consider Exception?
Refunds by refund = Do you allow customers to receive a price _ Yes
type difference refund if merchandise goes on sale No
after they have purchased and departed with it? | —
= Do you allow employees to receive a price
difference if merchandise goes on sale after they
have purchased it?
= Do you suspect a problem with cashiers
retrieving transactions without the customer
present, in order to pocket a price difference
when they know an item is now on sale?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Price
Adjustment.
= Does your enterprise accept layaways on _ Yes
merchandise?
_ No
= Do you suspect a problem with customers
canceling layaways, after the merchandise has
been removed from the sales floor?
= Do you suspect a problem with cashiers
canceling layaways in order to pocket a refund?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Layaway
Cancellation.
= Does your enterprise allowing ordering of _ Yes
merchandise or services that are not sold in the N
_ No
store channel?
= Do you suspect a problem with customers
canceling orders after merchandise orders have
been placed with vendors or delivery has been
scheduled?
= Do you suspect a problem with cashiers
canceling orders in order to pocket a refund?
If you answer yes to any of these questions, then you
should track Refunds with a refund type of Order
Cancellation.
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Table 8-2 (Cont.) Customer Exception Configurable Return Activities

inside warehouse theft, or suspected inside store
theft of certain types of items?

If you answer yes to either of these questions, then
you should track Nonreceipted returns from a
configurable merchandise hierarchy.

Note: There is no limit on the number of entries that
can be included. This exception can be cloned.

What return items are of a particular concern to your
enterprise, when they are returned without a receipt?

List the merchandise hierarchies.

Merchandise Hierarchies

Exception Track this
Description Details to Consider Exception?
Refunds by refund = What other types of transactions result in a _ Yes
type, continued refund to the customer? No
= Are those types of transactions retrievable by -
search options available to the cashier, so that the
customer need not be present?
= Do you suspect a problem with refunds due to
any of these types of transactions?
List the transaction types.
Transaction Types
Expired receipts = Do you have a published policy stating the time | __Yes
frame allowed for returns? No
= Do you wish to control allowed refund tenders o
for returns that are older than this published
policy?
If you answered yes to either of these questions, then
you should track Expired receipts.
Note: The time frame for expired receipts is
configurable.
Nonreceipted returns | s Do you suspect a higher nonreceipted return rate | _ Yes
from a configurable with certain types of items?
merchandise . —No
. = Has there been a recent store break in, suspected
hierarchy
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Table 8-2 (Cont.) Customer Exception Configurable Return Activities

Exception
Description

Details to Consider

Track this
Exception?

Merchandise returns
from a configurable
merchandise
hierarchy greater
than $N

= Do you have certain high dollar items that you
suspect as having a return problem?

= Do you have different return tolerances for lesser
dollar items than higher dollar items?

= Has there been a recent store break in, suspected
inside warehouse theft, or suspected inside store
theft of certain types of high ticket items?

If you answer yes to any of these questions, then you
should track Merchandise returns from a configurable
merchandise hierarchy greater than $N.

List the merchandise hierarchies and minimum dollar
amounts that you wish to track.

Note: There is no limit on the number of entries that
can be included. This exception can be cloned.

The definition of $N is determined by the retailer
when mapping data to message contents, hence it can
be a regular price, promotional price, selling price, or
price after all discounts are applied, and it can include
or exclude tax.

For this exception, the system compares the $N value
defined in the exception with the amount provided by
the point-of-return in the Return Request message.

Merchandise Hierarchy Minimum Dollar Amount

_ Yes
_ No

Merchandise returns
from a configurable
merchandise
hierarchy purchased
and returned
between configurable
dates

= Do you suspect elevated levels of return of
particular items during certain seasons, such as
after holidays?

= Has there been a recent break-in or significant
store damage involving looting?

= Has there been a recent suspected inside theft?

If you answer yes to any of these questions, then you
should track Merchandise returns from a configurable
merchandise hierarchy purchased and returned between
configurable dates.

List the merchandise hierarchies and date ranges that
you wish to track.

Note: There is no limit on the number of entries that
can be included.

Merchandise Hierarchy Date Range

Yes
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Table 8-2 (Cont.) Customer Exception Configurable Return Activities

return responses that you wish to track?

This exception can be used for customization without
development/coding, if you configure a particular
response code to be used on rules in the rules engine
and need to track the pattern of that behavior
occurring. For instance, if the rules engine is
configured to always authorize a "gift receipt present"
transaction with a 999 Gift Receipt response code and
you wish to evaluate the number of times the
customer Positive ID has returned with a gift receipt
in subsequent transactions in order to determine
returnability, this can be accomplished using response
code configuration coupled with this exception and a
rule in policies.

Note: There is no limit on the number of entries that
can be included. You can return and configure this
exception later, after setting up response codes in
Chapter 10.

Because the system bases exceptions on hard facts
that have occurred, only those response codes used
on authorized returns can be set on this particular
exception.

List the response codes that you wish to track.

Response Codes

Exception Track this
Description Details to Consider Exception?
Engine response code | = Are there certain response codes configured in _ Yes
tracking Oracle Retail Returns Management and used on No
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Using the Sample Configuration Guide

If you wish to define your exceptions in the Sample Configuration Guide spreadsheet,
use the sheet labeled Cashier Exceptions.

Figure 8—1 Cashier Exception Sheet of the Sample Configuration Guide

Customer Exceptions

Exceptions are instances of a behavior that a retailer has selected to track for a Customer or Cashier. Exceptions hold an
exception counter for a customer or cashier that is incremented based on return activity. If an exception (behavior) is selected
for inclusion in the exception counter, the system defaults to add one to the exception count for each retum activity. An
"exception” is any activity that can be discerned from Return Ticket data, such as a nonreceipted return, a return of an item
contained in the Retum Pattern Watch file, or a particular type of refund transaction such as a Price Adjustment. When an
exception occurs, a record is written to the "exception file" and the activity is available for research on that customer or cashier
via the Exception Inguiry search and display screens. All exceptions are based on Return Ticket data.

Return Activities Track?

Refunds without receipt i

Refunds with receipt Al

Expired receipts {older than N days) A

Same day returns as purchases Al

Multiple returns within the same day A

Returns of items in the Return Pattern Watch file Y

Refund tender overrides i

Configurable Return Activities Track?  Values

Refunds with a refund type of X A Price Adjustments
Monreceipted returns from X i Horne
Merchandise returng from X greater than §Y Y Electronics, $500
herchandise returns from X between (date) and (date) Al Haliday

Engine response code tracking response code X A 093-0ut of Box Electronics|
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Configuring the Cashier Behaviors to Track

Using the information defined in Table 8-1 and Table 8-2, follow these steps to set the
system to track the desired customer behaviors in order to record customer exceptions.

To configure cashier behavior tracking:

1. Click the Cashier left navigation link under the Configuration subtab of the
Returns tab. The Cashier Exceptions to Track screen is displayed.

Figure 8-2 Cashier Exceptions to Track Screen

Cashier Exceptions to Track

Seh.act the types of exceptions to be tracked. Press Save to save the new Save
settings.

Return Activities

Authorization Overrides

Refund tender overrides

Refunds with receipt

Refunds without receipt

Retums of items in the Return Pattern Watch file
Same day returns as purchases

HORORE

Configurable Return Activities

Track Exceptions
O Merchandize retums from Sales Reporting=Root=Multi-Media greater than $
Expired receipts (older than days)
Refunds with a refund type of| Ratum V|
Erigine respanse code tracking | 20 Exception file match v
Monreceipted returns from Sales Reporting=Root=Multi-Media i
0 Merchandise returns from Sales Reporting=Root=hMulti-Media purchased and add

5] and |01/02/2004

returned hetween |01/01/2004 G|

Save

The exceptions that can be tracked are displayed. For each exception, the
following information is shown:

= A checked box in the Track column indicates the exception is to be tracked
= Exception description
= For configurable return activities, the values being tracked for an exception

2. Check the box to the left of each of the behaviors you wish to track.
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3. If you select a configurable cashier exception that requires a Merchandise

Hierarchy entry, click Edit for the merchandise hierarchy. The Merchandise
Hierarchy screen is displayed.

Figure 8-3 Merchandise Hierarchy Screen

Merchandise Hierarchy

Select merchandise hierarchy levels and select Done to return to the previous
screen
Select Merchandise Hierarchy

Merchandise Hierarchy functions |Sales Repatting v|

Sales Reporting

Root |Gardening V|

a.

Select the appropriate levels of your merchandise hierarchy. To see the next
level of the hierarchy, click Expand.

b. Click Done. The Cashier Exceptions to Track screen is displayed.

If you select a configurable cashier exception that requires an amount, enter a
whole dollar amount.

Figure 8—4 Example of a Configurable Cashier Exception that Requires an Amount

Merchandise returns from Sales Reporting=Root=Multi-Media greater than § |300.00

5. If you select a configurable cashier exception that requires a date range, type the

date range in MM/DD/YYYY format or select the date using the calendar icon.
Figure 8-5 Example of a Configurable Cashier Exception that Requires a Date Range

terchandise returns from Sales Reporting=Root=kulti-tedia purchased and
returned between 01/01/2004 |75 and 01/1202004  |(75)

6. If you select a configurable cashier exception that requires a response code, select

the response code from the menu. See Chapter 10 for more information on
configuring response codes.

Figure 8-6 Example of a Configurable Cashier Exception that Requires a Response
Code

Engine respanse code tracking | 20 Exception file match v

7. To add another instance of a configurable cashier exception, click Add for the

exception you want to add.
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Overview

Determining Return Policies

The sections in this chapter will assist you in determining your return policies.

"Overview"

"Determining Your Default Receipted Policy”"

"Choosing the Rules to be Used in the Policy"

"Determining the Order of the Rules"

"Determining the Values for the Rule Responses"
"Determining the Actions for the Rule Responses”
"Determining the Response Types for the Rule Responses"
"Determining the Response Codes for the Rule Responses"
"Determining the Receipt Messages for the Rule Responses”
"Determining Whether the Customer Positive ID is Required by a Rule Response"
"Determining the Desired Tenders for the Rule Responses”
"Determining Penalty Box Settings"

"Determining Your Default Nonreceipted Policy"

"Determining Your Exception Policies"

When a customer tries to return an item, you might want to consider these and other
questions:

Does the customer have a receipt?

What is the condition of the item?

How many days have passed since the item was purchased?
What is the customer's cumulative exception count?

Does the customer have a gift receipt?

Is the (original) transaction a split tender?

In Oracle Retail Returns Management, these questions are called rules.
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You can determine what action to take based on the answers to the questions. Your
options include the following possible actions:

= Continue processing the return, stop and require a manager override, or deny the
return.

= Send particular response codes or receipt messages to inform the cashier,
manager, or customer of the returnability of the return.

s Limit the refund to certain types of tenders depending on the answer to the
question.

= Require that a Positive ID be obtained from the customer so that the customer's
previous return history can be checked for similar situations and so that this and
subsequent return activity can be tracked.

»  If the customer has a significant history of a particular return behavior, place him
or her in a Penalty Box for that particular type of behavior.

All of these settings are configured on the response to the rule.

A collection of rules used to determine returnability of a line item to a customer is
called a policy. Two types of policies exist:

s Default

s Exception

Default Policies

Default policies cover all return situations that are not specifically defined by an
exception policy. Default policies are always in effect. If Oracle Retail Returns
Management does not find a specific exception policy that covers the situation, the
engine falls back on the appropriate default policy.

Two default policies must be defined, one for receipted situations and one for
nonreceipted situations.

Receipted Versus Nonreceipted

You must decide what constitutes a receipted situation versus a nonreceipted
situation, so that the receipted /nonreceipted flag can be sent in the Authorize Items
for Return Request message. For instance, if the customer does not have a paper
receipt for a transaction, but the transaction can be retrieved by search, you may
choose to treat this as a receipted return attempt. Retailers usually treat returns using
gift receipts as receipted return attempts. If you accept item returns without a paper
receipt or other proof of purchase, this is most often processed as a nonreceipted
situation.

Some retailers print an encoded validation number on receipts, for situations where
the customer has a paper receipt but the transaction is not successfully retrieved. The
validation number can be decoded by the point-of-return as a double check that the
paper receipt is a legitimate receipt. The number may also contain information that is
deemed critical for use in engine evaluation, such as the total value of the transaction
and a primary original tender used. You may choose to treat this return as a receipted
situation.

Each line item attempted for return is considered separately as receipted or
nonreceipted, so that the retailer can mix different return situations within one return
attempt, if the point-of-return allows this.
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Determining Your Default Receipted Policy

This section helps you determine your default receipted policy.

Sample Policy Spreadsheets

The following sample Default Receipted Policy is taken from the Sample
Configuration Guide provided in spreadsheet form in the _resources directory
provided with your Oracle Retail Returns Management documentation.

You may find the spreadsheet helpful for drafting your return policies and
distributing them for review or approval within your organization, to operational, loss
prevention, legal, or other departments that review your return policies.

Figure 9—-1 Sample Default Receipted Policy Spreadsheet, Page 1 of 2

Refund Transaction - Receipted
The information in this document represents a sample policy configuratian.

pecly U wish 10 USR N v DIRFAE palkcy For MONMRCRERRd ANE KR 35 wall 25 e Order 50U wish 10 SUalate 1he nies in
ForRange ndes, decide the values and each value’ de. An of vl be included and the values can be set as needed.
ForBooksn ks, decids the Yes and Mo espanse codes.

Fua the Rrecponza Cods tab for mars information.
ThoFhzpanse T TTepTae = ropTees Tondors Frem
Types in order are: Is customer | previous rule response and
1. Drenial Fasitive 1D the default
Fiange values are | Action is 2. Manager “Within the required and if = Maintain tenders
canfigurable. Continue, Qverrideable Denial | Rezponss 5o check if it's | From the previous rle
Eioclean valusz are | Continue ¢, | MOTE: Targatin | 5. Contingent Tupa, 3 priority | Codas and Fracsipt nat pravided inf recpance.
Tesillo. Discrete is] or Stop productUlis | Auchorization toverrides s |Descriptions are | Message | the request | Add = Add the tender to the
bt Processing. | name of rule 4. Authorization | pririty 2. fully configurable. | Indicatar message st from the previous rule
Response Receipt | Capture | Tenders [defaultis
- - - Response Response
# | Policy Rule ¥alue Action Continue At Tepe Code Code Message | Customer bold, others are
el Priority %+ |PostiveID| override tenders).

1 AE_Ri_RULE_g5 /2sthe transaction |y Continue Butharization 0 00 - Authorized
- =" 5 oplit tender?

Bllamed refund tenders in
preferred arder [least risky

AERBLALLE . horization i 700 - Authorized tenders; eualusted for

a2 refurds applisd From prioe
returns against this
transaction]

Yes Continue At

2 AE_RO_RULE_28 ::::‘e';"‘e original | popit as Credit Continue At _A‘EZ—HQ—HULE Authorization i 700 - Authorized g::;f’;;‘é:::" Bk
) AE_RE_RULE . i ) Add: Cash, Mail Bank.
Cash Continue At | 5 Putharization 0 00 - Authorized Cneck Gt e
- ) AE_RE_RULE o i ) Add: Debit, Cash, M
Debituith FIN  Continue &t | Butherization 0 700 - Authorized Bk G G Cond
Traveler's Check Continue At AE_RG_RULE Authorization n 00 - Authorized Add: Cash, Mai Bank

Check, Gift Card

4z
AE_RG RULE Add: GiFe Card, Mail
42

Gift Certificate Continue AF Autharization il T00 - Authorized
_ Bank Check.
Mall Gift " AE_RG_RULE - R : Add: Gift Card, Mail
Certificate Continue At 2 Authorization il 00 - Authorized Bank Check,
. " AE_RG RULE - R . Add: Wisa, Mail Bank
Yisa Continue At 2 Authorization il 00 - Authorized Check, Gift Card
. AE_RG_RULE - . Add: Mastercard, Mail
Pastercard Continue At a Autharization Ll 700 - Autharized Eank. Check, Gift Card
American Continue At AE_RQ_RULE Authorization f TO00 - Authorized Add: American
Enpress 42 Express, Mail Bank
" AE_RG RULE - : Add: JCB, Mail Bank
JCE Continue At 2 Authorization il 00 - Authorized Check. Gift Card
. " AE_RG_RULE - ~ : Add: Diner™s Club, Mail
Diner's Club Continue At 2 Authorization il 00 - Authorized Eank, Chieck, Gift Card
. AE_RG_RULE - . Add: House Account,
House Agcount | Continue At a Autharization Ll 700 - Autharized Pl Eiank Check, Gift Card
Gift Card Cantinue &t | *FI-FUE | aupariztion o 700- Authorized Add: Gift Card
Store Credit Continue At A“EZ—HGLHULE Authorization il 00 - Authorized Add: Store Credit
Purchaze Order | Continue At A;—HQ'HULE Authorization il 00 - Authorized Add: Mail Bank Check
Check. Continue B Authorization n T00 - Authorized
How many days have
3 AE_RQ RULE_T7 passedsincethe <1 [Day0]  Continue At A‘EZ—F‘Q—F‘ULE Authorization il 700 - Authorized Add: Gift Card
item was purchased? -
[orginal tender is | " " - R N Add: Gift Card. Mail
cheok) <=5 [Day1-5] Continue Authorization il 700 - Authorized Bank Chech
::lﬁa; [5?“9' Continue Autharization n 700 - Autharized 2::‘05“"' Wi Bank
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Figure 9-2 Sample Default Receipted Policy Spreadsheet, Page 2 or 2

Wihat iz the amount

Fieplace: Cash, Mail Bank

4 AE_RO_RULE_E to be returned? <= 360 Continue Autharization 1 700 - Authorized Check
i:?'::]" tenderis | s500 Continue Authorization o 700- Authorized A Wil Bank Check
- . Feplace: Mail Bank
» $600 Continue Authorization 1 700 - Authorized Check. Gitt Card
Dioes the customer
5 AE_RO_RULE_42 have agift receipt for | Ves Contirnue Authorization 1 700 - Authorized Replace: Gift Card
the item?
Mo Continue Authorization 1 700 - Authorized Paintain
7 E_RO_AULE 53 Whatisthershund - Drder Continue At | *E-FOPUE ] 4 horized 7 714 Cancellation Fieplace: cnones
type? Cancellation _17 Transaction
. T12- Sales
Price .
) Continue Authorized B Adjustment Maintain
Adjustment
Tranzaction
Ly 712 - Layaway
paE Stop Authrized + Cangellation Maintain
Cancellation
Trans
Feturn Continue Autharized 11 700 - Autharized Paintain
Whatis the
8 AE_RO _RULE_1  customer's 4=5 Continue Authorization 1 700 - Authorized Maintain
cumulative count?
Manager
=10 Cantinue COwerrideable k] 101 Cumulative TMaintain
" Count threshald
Denial
" 011 - Curmulative "
» 10 Stop Deenial & Count sxceeded Maintain
IFcustomer's
cumulative countis 15 .
PEMALTY aresterthan M, then  suspend for 30 Denial 0 W3 ST Maintain
BOX Count Limit
suspend customer  days
activiey For ¥ days.
Dioes thiz item, and
the date on which it's
9 AE_RO_RULE_SS being returned, fall es Continue Authorization il T00 - Authorized Maintain
within the Fieturn
Pattern ' atch list?
[ Continue At A]?—RQ'HULE Autharization 1 700 - Authorized Plaintain
How many return
pattern watch
10 AE_RG_RULE_50 exceptions doesthe | ¢=1in 1000 days  Continue Authorization i T00 - Authorized Maintain
customer have within
the last M days?
Manager 113 - Return
<=3in1000 days  Continue Owerrideabls 12 Pattern watch Maintain
Dienial Eiceeded
040 - Return
» 3in1000days | Continue Dienial & Fattern watch Maintain
Enceeded
How many days have
M AE_RO_RULE_I7 paszsed since the o Stop Autharization 1 T00 - Authorized Plaintain
item was purchased?
(ezpired receipt <= 390 Stop Authorization i T00 - Authorized Maintain
check)
705 - Expired
» 30 Continue Authorization 5 Receipt Feplace: Gift Card
Threzhold
How many receipted
12 2E_ R RULE_gg "ms alerthan M g e srep Authorization n 700 - Authorized Maintain
days inthe last b
days?
Manager 11 - Expired
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he IFreturn received
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Ru SERYICE overiidable denizl, or 710 - Customer
le O¥ERRIDE  contingent auth, Authorization 3 Service Ouerride

5 CHECKFODR ANDCustomer
Pr TICKET Service Override
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Sample Policy Flowcharts

Flowcharts that assist with evaluating the progress of an attempted line item return
through the policy are also included in the _resources directory provided with your
Oracle Retail Returns Management documentation. You may find the flowcharts
helpful for drafting your return policies and distributing them for review or approval
within your organization as well as for developing test cases and user acceptance
criteria. A flowchart is provided for each of the sample policies in the Sample
Configuration Guide spreadsheet.
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The flowchart included here matches the Default Receipted Policy that is shown in
spreadsheet form in the previous figures.

Figure 9-3 Sample Default Receipted Policy Flowchart

ad RM-ReceiptedPolicy
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Choosing the Rules to be Used in the Policy

The first step in policy configuration is deciding which rules you wish to use in
evaluating returnability of a line item in an attempted return transaction. Repeat this
process for each type of policy you wish to configure.

For information on available rules, see Chapter 11.

Determining the Order of the Rules

The next step is determining the order of the rules. During this process, consider the
following features of rules:

= Any rule that results in an abrupt response, regardless of any other rules that
could be evaluated, should be placed earlier in the policy. For instance, if no
returns with receipt after 180 days are accepted, the rule "How many days have
passed since the item was purchased?" should be placed early in the policy, with
the range value of 181 (for 181 days) set to a Stop and Denial.

= Some rules act specifically to determine appropriate tender response. These can be
placed at any appropriate position in the policy.

= A rule can be included in a policy more than once. This is appropriate under the
following conditions:

— Arrule checks for a condition in a particular merchandise hierarchy or other
configurable input. For example, "How many times has the customer
attempted to return merchandise from a particular merchandise hierarchy,
with an item price greater than $N, in the last M days?" can be included
multiple times in a policy for each merchandise hierarchy that you want to
check.

- Aruleis used for two different purposes within one return policy. For
example, "How many days have passed since the item was purchased?" can be
used to determine whether the receipt is older than the allowed number of
days as well as to determine whether a potential check fraud problem exists, if
it is used in conjunction with the rule "What is the original tender?" and the
value "check."

Determining the Values for the Rule Responses

Your next step is to determine the values that you wish to evaluate for response for
each of the rules that you include in the policy.

Determine the action to take based on the answer to the question. Based on the type of
question being asked, the answer may be yes or no (Boolean), a certain numeric or
currency number (Range), or one possible response from a valid list of responses
(Discrete). For instance, "Does the customer have a receipt?" would have a yes or no
response. "What is the customer's cumulative exception count?" would have a numeric
response that would fall within a range that you can configure. "What is the condition
of the item?" would require the point-of-return operator to choose from a list of
possible responses such as Excellent, Good, Fair, Poor, Open Box, Damaged, Used,
Worn, Tags Removed, and so forth. The analytic engine can use these to decide
returnability or provide a suggested reduction in return price.
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Determining Values for Boolean Rules

When determining values for boolean rules, consider the following issue:

Is there another rule that is evaluated based on the choice of yes or no?

Determining Values for Range Rules

When determining values for range rules, consider the following issues:

Do you have a published policy in effect today that established limits for numeric
values, for example, the number of days during which a return is allowed?

Have you already identified possible patterns of potential fraud for which you
need to set limits?

Are there limits on customer behaviors that you wish to put in place?

What tolerance is your organization comfortable setting and publishing?

You can choose to track customer exceptions for some time before configuring range
rules, in order to help you determine the ranges that you wish to tolerate. You can also
change the values on the range rules later, as you use the system to tune your values
and return policies.

Determining Values for Discrete Rules

When determining values for discrete rules, consider the following issues:

Do you want to configure specific actions for types of refunds or item conditions?

Are there different responses or tenders that you want to use in different
circumstances, for example, do you want to use a different tender for a return than
for a layaway cancellation?

Determining the Actions for the Rule Responses

Three possible actions can occur based on the answer to the question:

Continue—This instructs the system to proceed on to the next rule within the
policy.

Continue At—This instructs the system to proceed to a particular named rule
name within the policy.

Stop Processing—This instructs the system to discontinue any further processing.

When determining what action should occur, consider the following issues:

Some rules ask a question to determine if the current line item return attempt is a
particular type of behavior. These rules should be set to Continue At other rules
that determine how many times this particular customer (identified by Positive
ID) has performed this same behavior in the past. Rules can work together to
identify behavior and check the customer's exception history for occurrences of
that behavior.

Any rule with a value that should trigger an absolute approval or denial without
regard to any other rule should have a Stop Processing action.

The system does not check for potential loop situations. Therefore, it is a good idea
to model each policy in a flowchart, to determine whether there are any potential
loops. See the example flowcharts provided in the Sample Configuration Guide.
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If the rules engine reaches the end of the return policy without encountering a Stop
Processing, the response for the last rule is the response that is returned to the
point-of-return.

Determining the Response Types for the Rule Responses

A response type is the decision on returnability that is sent to the point-of-return for
each line item attempted for return and for the overall return transaction. The
response type assigned to the overall transaction is selected from the response types
for the individual line items; it is the one that most constrains the return.

The response types, in order of most to least constraining of the return, are as follows:
1. Denial

2. Manager Overrideable Denial—The engine has denied the item but the denial can
be overridden at the point-of-sale/point-of-return by a properly authorized user.

3. Contingent Authorization—The engine has approved the item contingent upon
capture of an override at the point-of-sale or point-of-return by a properly
authorized user.

4. Authorization

When determining the appropriate response types for rules, consider the following
issues:

1. What are the behaviors that you want to train your customers to perform? What
are the behaviors that are within the limits of your published return policy? These
can be set as authorizations.

2. Are there situations that you wish a manager to approve? Are there situations in
your published return policy that state that a manager approval must be
captured? These can be set as manager overidealize denial or contingent
authorization.

3. If you intend to allow overrides of responses at the point-of-return, are there
always managers available who are authorized to enter the overrides, or can
cashiers do so? In smaller stores, if no users have approval to override, you may
want to send only denial and authorization responses, or configure a separate
exception policy for those stores.

4. Are you comfortable denying returns? The system does not require use of any
particular response types, so you do not have to set any rules to justify denials.

You can always change the response types on the rules later, as you use the system to
tune your values and return policies.

Determining the Response Codes for the Rule Responses

You can set a configurable response code either to carry on with the Continue or
Continue At rule action or to record based on the Stop Processing action.
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Determining the Response Codes for the Rule Responses

Responses consist of the following:

= A required numeric code

= Aresponse type

= A response priority within that type
= A short description

= An optional long description that can be used for scripting customer service
responses to customer inquiries

The response type for each response code is selected from the following (listed in
priority order):

1. Denial

2. Manager Overrideable Denial—The engine has denied the item but the denial can
be overridden at the point-of-return by a properly authorized user

3. Contingent Authorization—The engine has approved the item contingent upon
capture of an override at the point-of-return by a properly authorized user

4. Authorization

Response codes are prioritized within response types. No two response codes of the
same response type can have the same priority. The analytic engine evaluates policy
rules. After evaluating the first rule, it selects the highest priority response code within
the response type. It moves on to the second rule. If that results in a higher response
type, with a higher priority, it selects that response code. This continues until the
evaluation process is complete. You can control whether the most favorable or least
favorable response is returned to the point-of- return.

Response codes must be configured in the system before they can be selected for use
with policy rules. See Chapter 10.

When determining the response codes to configure for policy rules, consider the
following issues:

= How much information do you wish to show:
— On screen to the cashier at the point-of-return?
- To a manager at the point-of-return?
— On any other manager-paging devices?
- To a customer on an e-commerce point-of-return?

- To a customer service operator handling a phone-initiated return or customer
service inquiry?

= How fine grained do you wish the responses to be? You can have as few as one
authorization response code, or as many denial, manager or overrideable denial,
contingent authorization, or authorization response codes as you need.

= What level of reporting do you wish to be able to generate? Which of the following
do you want to see:

— 100 Denials

— 50 Denials for expired receipts, 20 Denials for an excessive number of layaway
cancellations, and 30 Denials for nonreturnable open box or worn items

= Once the full set of response codes is configured in the system, what response do
you wish to use on each rule action in a policy?
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You can either let the rules you choose help you build the response codes you should
use, or let the responses you want to send to the point-of-return drive the rules you
want to use in your policies. As necessary, you can change the response codes
configured for the rules.

Determining the Receipt Messages for the Rule Responses

Each rule response can be tied to a specific configurable receipt message. The
point-of-return can handle the receipt messages in several different ways:

= Print the messages on receipts
= Show the messages on-screen to cashiers or customers

= Show the messages on customer points of interaction associated with registers
such as PINPad devices or customer-facing kiosks

= Show the messages on-screen if the return is being processed through an
e-commerce site

The message can contain information useful for shaping the customer's return
behavior, such as informing a customer why a return was denied or why the return
required a manager override or warning a customer that he or she is approaching a
limit on return behavior.

Receipt messages must be configured in the system before they can be selected for use
on policy rules. See Chapter 10. The identifier for the receipt message is then
configured for the rule response. As the rules engine processes the attempted line item
return and selects the most constraining response code along the way;, it also selects
the identifier for the receipt message that was configured for the rule response that
picked up the response code. The receipt message picked up for each attempted line
item return is sent to the point-of-return in the Items for Return Authorization
Response message. The point-of-return determines how to use those messages.

Each rule response requires a receipt message identifier, even if that identifier is 0 (no
message).

When determining the receipt messages to use for rules, consider the following issues:

= Do you wish to provide positive reinforcement for desirable return behavior? For
example, for an approved, receipted return, you can configure a receipt message
that states the following: "This return has been accepted. Thank you for providing
the original receipt so that we could process this return quickly."

»  If there are range rules for a behavior, do you wish to warn the customer that he or
she is approaching the limit for the behavior? For instance, if five nonreceipted
returns in ten days is your limit for nonreceipted returns, you can configure a
receipt message that states the following: "You are approaching the limit for
allowable nonreceipted returns. The next nonreceipted return may be denied."
You can use this receipt message for the value 4 configured for the range rule
"How many refunds without receipt has the customer performed in the last M
days?"
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= Do you wish to inform the customer why a manager approval was required for a
return? For instance, if all price adjustments require a manager approval because
they can involve cash coming out of the drawer and therefore can be a source of
cashier fraud if the cashier is reprinting original receipts for purposes of taking the
difference, you can configure a receipt message that states the following: "This
price adjustment required a manager override for security purposes. Thank you
for your patience." You can use this receipt message for the value Price
Adjustment for the rule "What is the refund type?"

= Do you wish to inform the customer why a return was denied? For instance, for
nonreceipted items that have a condition of Out of Box, you can configure a
receipt message that states the following: "Nonreceipted items with no packaging
are not accepted for return.” You can use this receipt message for the value of Out
of Box for the rule "What is the item condition?"

Determining Whether the Customer Positive ID is Required by a Rule
Response

A rule response can include an indicator that requires a Positive ID; in other words,
the rule cannot be evaluated unless a Positive ID is obtained. In that event, an
additional roundtrip to Oracle Retail Returns Management is made from the
point-of-return for a second evaluation once a Positive ID is obtained from the
customer.

If a Positive ID is not provided in the Items for Return Authorization Request message
and the rules engine reaches a rule that requires a Positive ID, an indicator that a
Positive ID must be collected is sent in the Items for Return Authorization Response
message. The system skips the evaluation of that rule and continues through the
policy to the next rule. The need to collect a Positive ID does not stop policy
evaluation, because another rule response can cause the return to be denied regardless
of whether the Positive ID is used to check customer history.

When determining which rules require a Positive ID to be collected, consider the
following issue:

= All rule responses that concern a behavior for which you wish to check the
customer's history should require collection of a Positive ID. For example, for the
rule "Does this item, and the date on which it's being returned, fall within the
Return Pattern Watch file?", the rule response Yes should be set to collect Positive
ID. The rule that checks the customer's history, "How many Return Pattern Watch
exceptions does the customer have in the last M days?", should also be set to
collect Positive ID.

Determining the Desired Tenders for the Rule Responses

You also determine the tenders that are allowed for the return. When the response to a
particular rule is Continue or Continue At, the tenders set for that rule response carry

forward to the next rule response. If there is no following rule for evaluation, then the

tenders collected as a response to the last rule evaluated are the available tenders that

are returned to the point-of-return in the response message.

For each rule response, you decide the appropriate action of the rules engine:
= Replace the tenders accumulated thus far with a new set of tenders
= Add specific additional tenders to the list accumulated thus far

m  Maintain the list accumulated thus far
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Determining the Desired Tenders for the Rule Responses

You can also select a default tender and establish that all other tenders be used as
override tenders. This enables the point-of-return to limit the return tender to a small
set of preferred tenders.

When determining which tenders to configure, consider the following issues:

= Do you wish for Oracle Retail Returns Management to control allowed tenders?
= What are the allowed tenders stated in your published return policy?

= What tenders do you wish to allow for return?

= What tenders would you never allow for return?

= Are there any situations in which you want to limit the allowed return tender to a
tender that does not leave the store, for example, limiting nonreceipted returns to
gift cards or store credits?

= Are there any situations in which you want to limit the tender to one that allows
time for more investigation or reconciliation, for example, a mail bank check?

= Do you have problems with customers writing bad checks on an original purchase
and then returning quickly to try to receive a cash or cash-equivalent refund?

Because the ultimate decision of returnability is performed at the point-of-return when
the engine response is Manager Overrideable Denial or Contingent Authorization, you
should consider configuring tenders on each rule response, regardless of response
type. The point-of-return should discard the tenders for any line items that are not
ultimately authorized by a manager override.

Least Risky Tender Order on Split Original Tenders

On a receipted return where the original transaction was split tendered, the system
uses a Least Risky Tenders order to determine the appropriate refund tenders. The
tenders of the refund, and the amount of each tender, are determined by the original
tenders used, the amount of each tender used in prior returns, and the order of tender
risk as defined by the retailer. Thus, you can control the order in which original
tenders are backed out.

If no tender amounts are provided in the Authorize Items for Return Request or are
otherwise made available to the rules engine, then no tender amounts are provided in
the Authorize Items for Return Response.

Note: You may wish to use Credit rather than order credit card types
by riskiness. Not all point-of-return systems can split a tender
between multiple credit cards, although some can. If the tender is not
split between credit card types, then the original amounts applied to
various types of credit cards are combined for engine evaluation and
split again to include in the message, using the names of the original
credit tenders used.

For example, the Least Risky Tender order is configured to be the following;:
1. House Account (least risk)

2, Visa

3. Mastercard

4

Discover
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5. American Express

6. Gift Card

7. Store Credit

8. Gift Certificate

9. Cash

An original purchase transaction for $160 is tendered with the following;:
= $100 on house account card

= $50 on gift card

= $10 cash

An initial return is attempted and authorized, for a total refund of $50.

Of the tenders used on the original transaction, the amount available to be returned to
each, in least risky order, is the following:

= $100 to House Account

= $50 to Gift Card

s $10to Cash

Result: $50 is refunded to the House account card.

A subsequent return is attempted and authorized, for a refund of $75 on the
transaction.

Of the tenders used on the original transaction, the amount available to be returned to
each, in least risky order, is the following:

= $50 to house account

= $50 to Gift Card

= $10 to Cash

Result: $50 is refunded to the house account card. $25 is refunded to the gift card.

A subsequent return is attempted and authorized, for a refund of $30 on the
transaction.

Of the tenders used on the original transaction, the amount available to be returned to
each, in least risky order, is the following:

= $0 to house account

= $25 to gift card

= $10 to cash

Result: $25 is refunded to gift card. $5 is refunded in cash.

9-14 Oracle Retail Returns Management User Guide



Determining Your Default Nonreceipted Policy

Determining Penalty Box Settings

When a customer reaches the threshold for a rule, he or she can be placed in the
Penalty Box for that rule. The Penalty Box indicates that the behavior has reached the
point of violation and will not be permitted for a specified period of time. The Penalty
Box has a separate threshold, usually set above the normal rule threshold, with a
specified time period (in days). While a customer is in the Penalty Box for a rule, the
customer's count for that rule activity is frozen.

The length of time spent in the Penalty Box can be configured for each rule that has an
associated Penalty Box. The system process that calculates exceptions for rule
determination also determines customers entering or emerging from the Penalty Box.
The system captures the customer’s Positive ID and the exception for which he or she
is put into the Penalty Box so that reports and inquiries can be performed.

When determining how to configure your Penalty Box settings, consider the following
issues:

= Are there behaviors for which you wish to suspend customer activity?

= What are those behaviors? Refer to the Rule Catalog for the rules for which you
can configure Penalty Box settings. See Chapter 11.

Determining Your Default Nonreceipted Policy

To draft your default nonreceipted policy, repeat the same steps you used to draft a
default receipted policy.

When determining your default nonreceipted policy, consider the following issues:
= Do you accept nonreceipted returns?
= What are your published policies for accepting nonreceipted returns?

= Are there different behavior tolerances, time frames, and tenders that you wish to
enforce for nonreceipted returns?

= Do you wish to limit all nonreceipted return activity to a particular tender?
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Figure 9-4 Sample Default Nonreceipted Policy Spreadsheet
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Figure 9-5 Sample Default Nonreceipted Policy Flowchart
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Determining Your Exception Policies

After drafting your default receipted and default nonreceipted policies, draft your
exception policies. Repeat the same steps to configure exception policies that cover
items, stores, or time frames that differ from the default policies.

When determining your exception policies, consider the following issues:

= Are there items that you need to treat in a manner different from the majority of
your items?

What are those items?

Are they related to each other within the merchandise hierarchy?
What are the published return policies for those items?

Are there return-guaranteed items, such as house brand items?

Are there items that are problematic or under recall by the vendor, so that they
are always accepted for return?

Are any items never accepted for return?

Are there items that are not accepted based on condition, such as worn
swimwear or out-of-box small electronics?

Are there items for which you need to control the return tender?

= Are there stores that you need to treat in a manner different from the majority of
your stores?

What are those stores?

Are they related to each other within the store hierarchy? If not, are they
defined together as a store group? (For information on setting up the store
hierarchy, see the Oracle Retail Returns Management Operations Guide.)

Are there stores that should be watched more closely because they have more
Manager Override points than the defaults?

Are there stores that could be watched less closely because they have fewer
Manager Override points than the defaults?

Are there stores that do not always have operators with manager access on
duty?

= Are there time frames, such as holiday seasons, that you wish to configure in a
manner different from the defaults?

What are those time frames?

What is different about those time frames?

Do you need fewer manager override points?

Do you need more or fewer authorization or denial points?
Do you need more relaxed tolerances?

Do you need more stringent tolerances?

Are you changing your published return policies as of a set date?

Two examples of exception policies are shown on the following pages. Additional
examples are available in the Sample Configuration Guide spreadsheet and the sample
policy flows.
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Example Exception Policy: Holiday Returns - Receipted

This sample policy copies the sample Default Receipted Policy, but allows for a longer
return period. The policy applies from December 26, 2005 to February 1, 2006. Expired
receipt parameters contain more days.

Figure 9-6 Sample Exception Policy: Holiday Returns - Receipted, Page 1 of 2
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Figure 9—-7 Sample Exception Policy: Holiday Returns - Receipted, Page 2 of 2
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Figure 9-8 Sample Exception Policy: Holiday Returns Policy Flowchart

ad RM-E xception Holiday Retumns - Receipted /

Refund
Transaction -
Heliday Retum -
Howwmany dayshave passed What isthe Receipted
gnce the item waspurchased? Original Tender?
AE_RG_RULE_17 AE_RG_RULE_28&

[Ched: Tender - Wasthe tansaction & it tender?
Auth TO0A 1. @ Mo - Auth FOON1] AE_RG_RULE_45

Mone]

[& Tendersexcept 'Cheet'  [Yes Auth 700411)

Auth 700411, OT  MBC, GC]

Doesthe cugomerhave
a git receipt for the item?
AE_RGQ_RULE 42

<1 - futh TO0M 1, GC)
[¢= 5 Auth 700011, GC

MBC. =5 - Auth TOOA1,
CEH, MBC.]

[« $50 Auth 700411 ,CSH, MBC
or <= $500 Auth 70041, MBC
of > $500 Auth 70011, MBE,
&)

What izthe amount to be
retumed? AE_RQ_RULE 6

[fes - Auth 70041, 3¢, No -
Auth T00H1, OT M BE,GC)

What i sthe Remund Type?

[Order \ AE_RG_RULE 53
Cancellation - 53
Auth 7147, 0T,
MBC, B [Retum - Auth 70061,
OT, MBC, GC, Price Ad)
- Auth 713/, OT, MBC,
GC)
What izthe Cudomer Cumulative Count?
Howmany dayshave passad AE_RQ _RULE 1
[0 ore=120 dnce the item was purchassd. - =
- - AE_RGQ_RULE_17
Buth 700M 1 ,—<r - -
sumy | OT.MBEC,0C.
Stop STOR] [==5 - Auth 700411, OT,
MBC, GC or<=10-MOD [>=15 mpend for 30 days.
Mo - uth 10148, 0T, MBC, 1 bonia 08540, 0T, MBE, GC.
T00M1, OT Tl '
H ' STOP
[=120 - Auth 70545, MEe, 66] ]
]
[e=1 in 1000 days- Auth 55 Doesthisitem, and the date on
70011, OT, MBC, GL. <=3 which it'sbaing retumed fall within
in 1000 days-MOD 119112, the Retum P altem Walch li 27
OT. MBC,GC) AE_RQ_RULE_55
[==5in 10 days - How i any
Auth TOOMT, GC 4a receipted returns
ETOP] olderthan M days
Auth inthe lad N days? [Wes- Auth 700M1,
700111 [==101in 10 days 2E_RG_RULE 49 0T, MBC, 5C]
[l MOD 11101, 6C
STOPR]
®"\‘_‘x [20 older than 120 daysin the
" lad 30 sumnend for 30 days -
cso a\utﬂ”sl Denial 080A5 601 Howmany rstum pttem vatch
TIWE exceplions doesthis cudomer have in
-
ZNDJ 15101010 davs - the lad M days? AE_RO_RULE_S0
Denial 028/, GC,
@ sToP)
MOD : <so/—1=3 in 1000 days-Denlal 040/5.
11141 @ =D OT.MBC, GC. STOP]
129&1 [Mo] Lresl o)
C20 Auth Denial CEO Auth Penalty Boxl
7103 02918 7108 Denial 08612

{Layaway Cancallation Aulhﬂ
71244, 0T ,MBC,GC. STOP)]

=10 - Denial 0115 LALLE
OT, MBC, GC. STOP] N
o

4 71003
—e)

CS0P= Customer Service
Overfide Process

CSH = Cash

0T  =0Original Tender
MBC = Mail Bank Check
GC =Git Camd

A,
Huoliday Policy appliesto
all mesipted returns
between 12262005 and
21 2008

\@

Ves CS0 Auth

[Yes™ CS0 Auth

o]

®

Denial
04008
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Determining Your Exception Policies

Example Exception Policy: Multi-Media Equipment - Receipted

This sample policy copies the Sample Default Receipted Policy, but sets more stringent
controls on return of multi-media equipment by checking the serial number of the
item.

Figure 9-9 Sample Exception Policy: Multi-Media Equipment - Receipted, Page 1 of 2

Refund Transaction - Multi Media - Receipted
The information onthis sheet represents a sample policy configuration

This sample policy copies the Sample Defzult Receipted Policy, but sefs more stringent confrols an return of Mult-Media Equipment by checking the Senial Mumber of the ifem,

Assign 10 store’stor e hierarchy: None (Al
Asslign to ftemimerchandise Merarcly: Merchandise Higrarchy Group: Multl-Media > Equipment
kems 1MLV, and 113 are fram ik e data are pait of thi e atchy B oup.
Specily which L 31 10 st 01 e iy 5 el a5 the ceder o wish 16 evsiuate the iules in

For Range sules, decide the walues and cach value's esponse cade,

See the Frasponse Gode tab For mars infarmation.

The Fezponse Tee [ TepTecs = repTecs tandars From
Range values are | Action is Types in orderare: | within the Iz customer | previous rule responze and
canfigurable. Continue, 1. Derial Fezponse Pazitive IO
Boolean values are | Gontinue &1, | NOTE: Target in | 2. Manager Type, a priority | Codes and Fieceipt required and if | Maintain = Maintain tenders
“estMo. Discrete is] or Stop product Uliz Qwerrideable Denial |1 averrides 2 Deseriptions are Mezzage so checkif it's | from the previous rule
bzt Procezcing. | name of ruke 3. Contingant pricrity . fully configurable. | Indicatar | not provided inf racpance.

Response Receipt | Capture | Tenders [default is
_ _ - Response Response -
# | Policy Rule Yalue Action Continue At Code Message | Customer | the first one. others
Tupe P Code N N
Priority [ Postive ID| are ovemide tenders).
1 AE_FE_RULE_zg WhEtEEREMS g Centinue Authorization 1 700 - Authorized £dd: Gift Card, Mail
- ~ condition? Bank Check.
Manager
. AE_RQ_FRULE . 121 - Opened Box .
Opened Centinue At R Overrideable 13 P Add: Gift Card
1 N Return

Denial

Ot of Box Stop Dienial 20 093 - e of Biow

Return

3 | AE_FiG_RULE_¢5 W35 thetransaction Continue Authorization 1 700 - Authorized
! —* & splittender?

Allowed refund tenders in
preferred arder [least risky

Yes Continue At AER_RULE Autharization 1 700 - Authorized tenders; eua!uated for :
42 refunds spplied from prior
retums against this
tranzaction)
What is the original . " . AE_RG_RULE . ) . Add: Credit, Mail Bank.
4 |AE_RG _RULE_28 render? Diebit a5 Credit | Continue At i Authorization 1 700 - Authorized Check, Gift Card
; AE_RC_RULE " " Add: Cash, Mai Bank
Cash Continue At 2 Autharization 1 700 - Authorized Check, Gift Card
- . AE_RQ_FRULE . . Add: Debit, Cagh, Mail
Diebit with FIN | Continue At m Authorization 1 700 - Authorized Bark Check, Gift Card
y . AE_RG_RULE . . Add: Cash, Mail Bank.
Traueler's Check  Continue At e Authorization 1 TO0 - Authorized Check, Git Card
Gift Centicars | Continue At | “E-PELPULE 4 ciearicn i 700 - Autharized Add: Gift Card, Mail
_42 Eank Check.
Ml Gift ; AE_RC_RULE " " Add: Gkt Card, Mail
Certificate Continue At 2 Autharization 1 700 - Authorized Biank Check,
: . AE_RQ_FRULE . . Add: Wisa, Mail Bank
Visa Continue At m Authorization 1 700 - Authorized Check, Gift Card
. AE_RG_RULE . . Add: Mastercard, Mail
Mastercard Continue AL e Authorization 1 TO0 - Authorized Eusnk. Check, Gift Card
American . AE_RG_RULE . ) . Add: American
Enpress Continue At i Authorization 1 700 - Authorized Eapress, Mai Bank
; AE_RC_RULE " " Add: JCB, Mail Biank.
JEE Continue At 2 Autharization 1 700 - Authorized Check, Gift Card
- . AE_RQ_FRULE . . Add: ers Club, Mail
Diner's Club Continue At m Authorization 1 700 - Authorized Bark Check, Gift Card
. AE_RG_RULE . . Add: House Account,
Houze Account | Continue At e Authorization 1 TO0 - Authorized il Eiank Check, Gift Card
Giift Card Continue At A‘EZ—HGLHULE Authorization 1 700 - Authorized Add: Gift Card
Store Credit Continue At AFEHG“HULE Autharization 1 700 - Authorized Add: Store Credit
Purchase Order | Continue At AEERQ-HULE Authorization 1 700 - Authorized Add: Mail Bank Check
Check Continug B Authorization n 700 - Authorized <nonex
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Figure 9-10 Sample Exception Policy: Multi-Media Equipment - Receipted, Page 2 of 2

AE_RG_RULE_17

How many days have
passed since the
itern was purchased?

[orginal tender is

<1 [Day0]

Continue At AE_HQ_HULE

Authorization

F00 - Authorized

Add: Gift Card

Add: Gift Card. Mail

check) <=5 [Day 1-5] Continug Autharization 1 T00 - Authorized Buank Check,
:Ji; [5?“' Continue Authorization 1 700 - Authorized 2::0:"35"‘ Ml Eank.
B | AE_FD_RULE g Whatisthesmount | ugn Continue Authorization 1 700 - Authorized Replace: Cash, Mail Bank
to be returned? Check
[orginal tender is | <= $500 Continue Authorization 1 700 - Authorized Add: Mail Bank Check
. - . Replace: Mail Bank
= 3500 Continue Authorization 1 700 - Authorized Check, Gift Card
7 | BE_RG_RLLE_s2| oo thesustomer [y Continue Authorization 1 700 - Authorized Feplace: Gift Card
hawe a gift receipt for
Mo Continue Authorization 1 700 - Authorized Maintain
9 |AE_RE RULE 1 | Whatisthe <=5 Continue Authorization 1 700- Authorized Maintain
customer's
. Manager 101 - Cumulative -
=10 Conti a hAaint.
¢ ontinue Overrideable Count threshald antain
=10 Stop Denial B 01 - Cumulative Maintain
IF customer's
cumulative countis 16 3
A A greater than M, then  suspend for 30 Dienial n - Cu.ml..llatlue Maintain
BOX Coount Limit
suspend customer  days
activity for ¥ days.
Does thisitem, and
10| nE_Ro_puULE_gg e date onwhichits Cantinue Authorization Ll 700- Autharized Maintain
- ~ being returned, fall
within the Feturn
Mo Continue At A;—RQ—RULE Autharization 1 700 - Authorized MAaintain
How many returm
1 | AE_FiG_RULE_50 Pattem watch <=1in 1000 days | Continue Autharization 1 700- Autharized Iaintain
evceptions does the
customer haue within
. . Manager 113 - Return P
<=3in 1000 days | Continue Ovenideable 12 Battem Watch Maintain
> 3in 1000 days  Continue Denial g 040 - Return Maintain
How many days have
12 AE_RQ_RULE_17 passed since the 0 Stop Authorization 1 700 - Authorized Maintain
itern was purchased?
(expired receipt | <= 130 Stap Autharization 1t 700 - Autharized Kainkain
> 180 Continue Authorization 5 705 - Enpired Feplace: Gift Card
How many receipted
13 AE_RG_RULE_43 returns older thanf | <= 5in 10 days Stop Authorization 1 700 - Authorized Maintain
days in the last M
B Manager M- Expired .
M=90] = 10in 10 d. St 1 Maint.
( ) = Winfheays | stop Owerideable Firceipts aintain
» in 10 days Stop Dienial a 024 - Expired hAaintain
If mare than % 20lder than 90
receiptedretumsin o oo
PENALTY the last M daysin S ) 086 - Expired o
days Deial 12 P Maintain
BOX the last M days, then Receipts Limit
suzpend For 30
suspend customer
antivity for ¥ days. E
W
he IF return received
n CUSTOMER denial manager
Ru SERYICE overridable denial, or 710 - Customer
le O¥ERRIDE contingent auth, Authorization 3 Service Override
s CHECK FOR AND Customer Appl
Pr TICKET Service Override
oc Aailable
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Figure 9-11 Sample Exception Policy: Multi-Media Equipment Returns Policy Flowchart

ad RM-E xc eption Multi Media - Receipted

What isthe ifem's condition?
AE _ROQ_RULE 26

Howmany dayshave passd
since the item was purchased?
AE_RQ_RULE 17

Whatisthe
Original Tender?
AE_RQ_RULE_28

é Mo - Auth 7001] 45

[411 Tendersexcept 'Check
Auth 70041, 0T, MBC, GC]

['Check Tender -
Auth TO0AA
None]

[e= 5 Auth 70041, GC,
MBC. =5 - Auth 700411,
CSH,MBC.]

[=1 -Auth 700511, GC]

[= $50 Auth 700411,CSH, MBC
s or <= §500 Auth 70041, MBC
or = §500 Auth 70041, MBC,

GC)
What isthe amount to be
retumed? AE_RO_RULE B

[Yes- Auth 70011,GC. No-

Auth 700A1, OT,MBC, GC]

How many days have passed
gnce the tem waspurchased.
AE_RG_RULE 17

[Unopenad - Auth 70041, GC, MBC]

[ves Auth T00/11]

Refund Transaction -
Multi Media -Receipted

[Out of Box - Deny.

Wasthe transaction a gilit tender?
AE_RQ_RULE _45

093/20 STOP]

Denial 09320

CSOP= Customer Service
Oweride Process

CSH = Cash

QT = Original Tender

MBC = Mail Bank Check

GC = Gift Cand

Appliesto items 11111,
11116, 11118 from Multi
Media=Equipment

[Opened - MOD 121#13, 5C]

Doesthe cudomer have
a gitt receipt for the item 7
AE_RO_RULE_42

%

CS0 Auth

Winat isthe Customer “es]
[0 or<=180 - Cumulative Count? [=10 - Denial 0115, /I AR
-Auth 70041, AE_RG_RULE 1 OT.MBC, GC, STOP] csop
0T, MBC, GC. Tne)

Authi STOP) &@
Stop No - Auth [<=5 - Auth T00/1, OT,

70011, 0T, MBS G ol ==l 0 MOD [==15 suspend for 30 days. Denial
MBC, GC) 10158, 0T, MBC, GCl  penia 085010, OT, MBC, GC. 01158
[=180 - Auth 7055, STOR]
[=1s]
Lyes €SO Auth
[==1in 1000 days- Auth 5 Doesthizitem, and the date on 71053
700411, OT, MBC, GC. <=3 which itsbeing retumed fall vithin
in 1000 days-MOD 118412, the Retum Paltem Watch lig? [No]
OT,MBC, GC) AE _RG_RULE_55 &(:)
Penalt
[==3in10 days- Howmany Box! Y
Auth 700A1,GC. receipted returns Denial
STOP) olderthan M days 0ESHO

Auth inthe lag N days? [Yes- Auth 70011,

7001 [<=5 in 10 days- AE_RQ_RULE 49 0T, MBC, GC)

Ge MOD 11111, GC.

STOR]
®R / [6 older than 90 daysin the

. lag 30 suspend for 30 days.

cso Aut[,‘"eg Denial 086412, G Heowmany return patiern watch

71063 exceptions doesthis customer have in
-

z{m] 15 In 10 cays- the lag M days? AE_RG_RULE_S0
Denial 0229,

@ GC.STOP] Yed ™ cso muth
MOD s 50%{>3 in 1000 days - Denial o-:ors. 7B
11141 @ @ oT MBS, GC. STOP]

[Ma]
Ied o) [fes] o)
@ @ g Denial
S0 Auth Denial CSO Auth Penalty Boxf 04048
71003 0299 7106 Denial 086/12
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Configuring Return Policies

Before performing the steps in this chapter, work through Chapter 9 to determine your
return policies.

The following three sections describe data that should be configured prior to
configuring return policies:

= "Configuring Response Codes"
= "Configuring Receipt Messages"
s "Configuring the Return Pattern Watch File"

The remaining section describes how to configure these and other elements for the
return policies:

s "Configuring Policies"

Configuring Response Codes

Response codes are the configurable responses that the rules engine carries forward
when it proceeds with a Continue or Continue At rule action and records when it hits
a Stop Processing action. Responses consist of a required numeric code, response type,
response priority within that type, short description, and optional long description
that can be used for scripting customer service responses to customer inquiries.

Select the response type for each response code from the following list:
1. Denial

2. Manager Overrideable Denial—The engine has denied the item but the denial can
be overridden at the point-of-sale/point-of-return by a properly authorized user.

3. Contingent Authorization—The engine has approved the item contingent upon
capture of an override at the point-of-sale/point-of-return by a properly
authorized user.

4. Authorization

Response codes are prioritized within response types. No two response codes of the
same response type can have the same priority. The analytic engine evaluates policy
rules. After evaluating the first rule, it selects the highest priority response code within
the response type. It moves on to the second rule. If that results in a higher response
type, with a higher priority, it selects that response code. This continues until the
evaluation process is complete. You can control whether the most favorable or least
favorable response is returned to the point-of-return.
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Adding a Response Code

To add a response code:

1. Click the Response Codes left navigation link under the Configuration subtab.
The Response Codes screen is displayed.

Figure 10-1 Response Codes Screen

Response Codes

Add response codes by entering Code, Response Type, Response Priority, and Short Description and Save
press Add, or update current response code descriptions and press Save.

Add Response Code

Code: l:l*

Response Type: |--—Se|ect--—

Response Priority: D*

<
e

Short Description:

Long Description:

Response Codes

Code e Res_po_nse Short Description Long Description
Type Priority
1 1

0 Denial Insufficient quantit There is insufficient guantity of this item &
4 ¥ for return based on original and subseguent e
. . The customer is being monitored for risky A
20 Denial 2 Exception file match =
d hehavior. v
Mar -

0 o b 1 The return has heen denied bhecause a ~
VS’H .aJ, o o receipt receipt is reguired but none was provided. w

23,
Mgr Th t has b denied kb th ~
10 Overridable 2 Transaction not found = TEturn has heen cenis soause = =
Denial original transaction is unahle to he retrieved. s

2Na,
Mg : e
120 Overidable a3 Custarner not found The return has been denied because the —
Denial forms of id prowvided by the customer hawe not V)
Contingent " The associaste is being monitored for risky A
200 == 1 Exception file match . —
Authorization d behavior. w
i 3 . . ~
210 Com""?ge"_?f 2 Exception file match _The 1.t,ern has. a high frequency of r.et,urns )
Authorzation and is being monitored for risky hehawvior. bl
Contingent - i -~
220 _Q ! 3 E}(Ceptlon file match _The ;tore hgs & high frgquency of .returns M|
Authornzation and iz being monitored for risky behavior. V)
Contingent The return way ke denied hecause the e
230 Authorization 4 Transaction not found original transaction is unsable to he retrieved. s
s
300 Authonzation 1 Authorized —
The return has been accepted. e

*= Required field

Save

2. Enter a code.
3. Select a response type.

4. Enter a response priority.
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5.

Enter a short description.

6. Enter a long description if you want to include one.

7.

Click Add.

Editing a Response Code

Note: Some response codes cannot be edited. Response codes cannot
be edited if they are flagged as noneditable in the database.

Only the short description and long description for a response codes can be edited.

To edit a response code:

1.

Click the Response Codes left navigation link under the Configuration subtab.
The Response Codes screen is displayed. See Figure 10-1.

Edit the short description, long description, or both.
Click Save.

Configuring Receipt Messages

Each rule response can be tied to a specific configurable receipt message. The
point-of-return can handle a receipt message in several ways:

Print the message on a receipt
Show the message on-screen to cashiers or customers

Show the message on customer points of interaction associated with registers such
as PINPad devices or customer-facing kiosks

Show the message on-screen if the return is being processed through an
e-commerce site

A message can contain useful information to shape the customer's return behavior,
such as informing the customer why a return was denied or why the return required a
manager override, or warning the customer that he or she is approaching a limit on
return behavior.

Note: A message number is automatically assigned when a receipt
message is created. If a receipt message is removed, the message
number is not reused.
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Adding a Receipt Message

To add a receipt message:

1. Click the Receipt Messages left navigation link under the Configuration subtab.
The Receipt Messages screen is displayed.

Figure 10-2 Receipt Messages Screen

Receipt Messages

Enter a new receipt message helow and select Add.

Edit an existing receipt message and select Save. Editing the status of a
receipt message from Active to Inactive will reset all rules (in all policies)
with that receipt message to use the default receipt message.

Delete a message by checking its Select to Remove hox, and then clicking
Remove. Any rules and policies with that receipt message will be reset to use

the default message.

Add a Receipt Message

This item was not received
Message: with its original receipt or
packaging and may not be

O 1
O 2
O 3
O 4

Edit Current Receipt Messages

~ | Status

Select to Message Message Last Modified
Remove MNumber

Tou will be issued a refund
check for this return. L
check should be wailed to

e

Tou have been issued a store
credit for this return. Your
store credit is walid

|>

Ain exception was made for
you today. Based on the
information in our system,

This return is outside our
14 day return policy. The
exception iz subject to

A

2

04/08/2006
04/08/2006
04/08/2006
04/08/2006

2. Enter a message.
3. Select a status.

4. Click Add.
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Editing a Receipt Message

Only the message text and status on receipt messages can be edited. Message number
0 cannot be edited or removed. If you remove a message, all policy rule responses that
used the message you delete are reset to use message number 0 (no message).

To edit a receipt message:

1. Click the Receipt Messages left navigation link under the Configuration subtab.
The Receipt Messages screen is displayed. See Figure 10-2.

2. Edit the message of the receipt.
3. Select a status.

4. C(Click Save.

Removing a Receipt Message

To removing a receipt message:

1. Click the Receipt Messages left navigation link under the Configuration subtab.
The Receipt Messages screen is displayed. See Figure 10-2.

2, Check the box in the Select to Remove column for the message you wish to
remove.

3. Click Remove. The Confirm Receipt Messages Removal screen is displayed.

s If you want to remove the selected messages, click Yes. The messages are
removed.

= If you do not want to remove all the messages, click No. The messages are not
removed.

Configuring the Return Pattern Watch File

The Return Pattern Watch file enables you to define patterns of purchase and return
dates for items so that you can look for instances where customers are consistently
returning items after short-term use. For example, a retailer who sells televisions may
wish to define television items that are purchased shortly before sporting event
weekends and returned immediately after the weekend as a suspicious return pattern
for watch. A retailer who sells formal dresses may wish to define junior formals that
are purchased shortly before prom season and returned immediately after prom
season as a suspicious return pattern for watch. This type of behavior is often known
as "renting" or "wardrobing."

When a customer Positive ID is collected with a return transaction and the return
transaction fits an entry in the Return Pattern Watch file, the system can track the
behavior. Rules can be included in return policies to watch for this behavior and
render an appropriate response, for example, a denial.

Because this pattern of behavior only becomes apparent over a long period of time,
even as long as several years, it is recommended that you retain this exception data so
that Oracle Retail Returns Management can effectively evaluate customer exception
history.
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Adding a Pattern

To add a pattern to the Return Pattern Watch file:

1.

Click the Item/Merchandise left navigation link under the Configuration subtab.
The Item/Merchandise Return Pattern Watch screen is displayed.

Figure 10-3 Item/Merchandise Return Pattern Watch Screen

10-6 Oracle Retail R

ltem/Merchandise Return Pattern Watch

To count return activity of certain items within date ranges over time, select -
. . Save
the level of the Merchandise Hierarchy, enter date range, and press Add.

Add to Pattern Watch

Merchandise -
Hierarchy: =ales Reporting=Root m

]

T3 and[12302010

Date Range: pyrchase ocourring between |U4f0?f2005

- - Add
Return occurring between [04/07/2006 T and |12/30:2011 E -

Included in Pattern Watch
Remove

Sales Reporting=Root>Gardening 04052006 - 12/30/9999 04/05/2006 - 12/30/2299

Category
O Management>Root>Gardening 04/05/2006 - 12/30/9929 04/05/2006 - 12/30/9999

Save

For each pattern included in the pattern watch, the following information is
displayed:

»s A checked box in the Select to Remove column indicates the pattern is to be
removed

= Selected level in the merchandise hierarchy
= Beginning and ending dates to watch for purchases

= Beginning and ending dates to watch for returns

eturns Management User Guide
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2. To select entries representing the desired levels of the merchandise hierarchy, click

Edit. The Merchandise Hierarchy screen is displayed.
Figure 10-4 Merchandise Hierarchy Screen

Merchandise Hierarchy

Select merchandise hierarchy levels and select Done to return to the previous

screen
Select Merchandise Hierarchy
Merchandise Hierarchy functions |Sales Repatting v|
Sales Reporting
Root |Gardening V|
a.

Select the appropriate levels of the merchandise hierarchy. To see the next
level of the hierarchy, click Expand.

b. Click Done. The Item/Merchandise Return Pattern Watch screen is displayed.

3. Enter purchase dates or click the calendar button to select dates from the calendar.
4. Enter return dates or click the calendar button to select dates from the calendar.
5. Click Add.

Removing a Pattern
To removing a pattern from the Return Pattern Watch file:

1. Click the Item/Merchandise left navigation link under the Configuration subtab.

The Item /Merchandise Return Pattern Watch screen is displayed. See Figure 10-3.

Check the box in the Select to Remove column for the entry you wish to remove.

3. Click Remove. The pattern is removed from the list.

Configuring Policies

For a description of return policies, see Chapter 9.

Copying an Existing Policy

Note: Changes to original default or exception policies do not

propagate to policies that were created through copying.

To copy an existing policy:
1. Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed.
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Figure 10-5 Return Policies Screen

R etl"'n POIiCieS Policy List = Edit Policy = Change Rules = Edit Rule

Edit Default return policies or Exception

policies. Add anew poli::y by pressing Add,

or select an existing policy and press Copy.

Default Return Policies

Seéeol;zto Default Policy Name Effective Locations Effective Items Last Modified m

DefaultReceiptedPoli Corporate (Al Al Active

Y  DefauliReceiptedPolicy P i%raapﬁnma
efaultNonReceiptedPoli orporate o Cclive

[] DefaultNonReceiptedPolicy C Al Al fzpﬁ F,QEEE Acti

Exception Policies

Last

Exception Policy

Effective Locations Effective Items Effective Dates Modified
Apr 7, 2006
. =3E0Commerce 12:00 Ak - Dec L .
[] testpolicy i —— CoolBox 30, 9995 12:00 %DREE 8:17  Active
Al

A list of default return policies and a list of exception policies is shown. For each
policy, the following information is displayed:

s  For default return policies, a checked box in the Select to Copy column
indicates the policy is selected to be copied

= For exception policies, a checked box in the Select to Copy or Remove column
indicates the policy is selected to be copied or removed

= Policy name

s Locations covered by the policy

s Items covered by the policy

= For exception policies, the effective date for the policy

s When the policy was last modified

= Status of the policy
2. Check the box in the Select column for the policy that you wish to copy.
3. Click Copy. The Edit Return Policy screen is displayed.
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Figure 10-6 Edit Return Policy Screen

Policy List > Edit Policy > Change Rules > Edit Rule

Edit Return Policy

View or edit the rules that comprise the Return Policy for your

enterprise.

Save

Return Policy Information

Return Policy |Ma|l store receipted returns

Last 04/06/2006

Name: Modified: 04:358:01
Return Policy |perauit policy for receipted returns in By: pos
Description: mall stores.
Status: Active
Eff&[;‘-ﬁ\f& 04/05/2006
ate: =
H
Receipted: DEnd 12402010
ate: =
H
Policy
Rules [ Change Rules / Order
Require Available
Policy Rule Yalue /Maximum Action Response Reégggse Positive Tender
jie] Types
) 230 L
COMTINUE | Contingent . Maintain
o ) false AT Authorizati Trangaction |false 4
|5 the original transaction nurmber dtharization| e nd tender(s)
pravided? (boolean) —
true CONTINUE | Authorization | 2o falge | Maintain
Authorized tender(s)
... | 300 Maintain
] COMNTINUE | Authorization Anthorized false tender(s)
Howe many returns have been accepted
1 ” - ; 10
against this transaction today? {range) Maintain
Mo Max COMTINUE | Denial Insufficient | false
. tender(s)
guantity
.| 300 taintain
20 COMTINUE | Authaorization Autharized false tender(s)
Mar 150 taintain
How many cumulative exceptions does |50 COMTINUE | Overridable | Exception  |false tender(s)
this customer have? {range) Denial file match Bnaens
2 24 taintain
Mo hax STOR Denial Exception |false
tender(s)
file match
Penalty Box Denial 20 Renlace
100 STOP Suspend 90 | Exception  |false P
tender(s)
Days file match
.| 300 taintain
] STOP Authorization Authorized false tender(s)
How many retumns has the custamer =
attempted today? frange) ot
Mo hax STOP Denial Insufiicient | false Ml
3 ) tender(s)
guantity
Penalty Box Denial 20 Renlace
300 STOP Suspend 90 | Exception  |false P
tender(s)
Days file match

O
O

O

response type evaluated.

Cactus Shopping Emporium

Applies to the Following ltems
[ sckctioRemoe | qem |

Sales Reporting=Root=Gardening

Heuristic Note: If alf rules resolve to "Gontinue”, then the response code sent will be the last, most cautious

Applies to the Following Locations
T S S

Lakeline Mall
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Enter the return policy name.

Enter the return policy description.

Choose whether the policy is receipted or nonreceipted.
Enter or select an effective date (optional) and end date.

To change the policy rules, see "Changing a Policy".

© ® N o o &

Select the stores to which this policy applies in the Applies to the Following
Location section.

Note: At least one store is required.

s To add stores to the list, click Add. The Add Location to Policy screen is
displayed.

Figure 10-7 Add Location to Policy Screen

Add Location tO P-C."C}.l Palicw List = Edit Policy = Change Rules = Edit Rule
Select to apply this policy to a node of the Hierarchy, Individual

Stores, or an Ad-Hoc Group. Press Save after you have set the
appropriate entry.

Mall store receipted returns
® Hierarchy O Ad-Hoc Groups O Individual Store

Select the level of hierarchy

w Retail Hierarchy
w Enterprise
b Marth
w South
» fTexas

Save

You can add stores by selecting a part of the store hierarchy, selecting store
groups from the list of defined groups, or adding individual stores by entering
the store numbers.

When you have selected the stores, click Save.

For information on store groups, see "Working with Store Groups" in
Chapter 6.

s To remove a store from the list, click Remove.

10. Select the items to which this policy applies in the Applies to the Following Items
section.

Note: At least one item is required.
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To add items to the list, click Add. The Add Item to Policy screen is displayed.

Figure 10-8 Add Item to Policy Screen

Add Itel’n tO POIle Policy List = Edit Policy = Change Rules > Edit Rule
Select to apply this policy to a level of the Merchandise Hierarchy

or Individual ltems. Press Save after you have set the appropriate
entry.

Mall store receipted returns
O Merchandise Hierarchy @® Individual ltems

Enter item SKU and press Add to add to the list.

Iltems included on policy

Select ko Remove m Item Description

O 11111 17 inch Color TV

Save

You can add items by selecting a part of the merchandise hierarchy or adding
individual items by entering the item numbers.

When you have selected the items, click Save.

To remove an item from the list, click Remove.

11. Click Save. The new policy is created.

Removing an Existing Policy

Note: Only exception policies can be removed. Default policies
cannot be removed.

To remove an existing exception policy:

1.

Click the Policy Definition left navigation link under the Configuration subtab.

The Return Policies screen is displayed. See Figure 10-5.

Check the box in the Select to Copy or Remove column for the exception policy

that you wish to remove.

Click Remove. The existing policy is removed.
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Adding a Policy

Note: Only exception policies can be added. Default policies cannot
be added.

To add a new exception policy:

1.

N o a M Db

9.

Changing a Policy

Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

Click Add. The Edit Return Policy screen is displayed. See Figure 10-6.
Enter a return policy name.

Enter a return policy description.

Choose whether the policy is receipted or nonreceipted.

Enter or select an effective date (optional) and an end date.

Select the stores to which this policy applies in the Applies to the Following
Location section.

Note: At least one store is required.

= To add stores to the list, click Add. The Add Location to Policy screen is
displayed. See Figure 10-7. You can add stores by selecting a part of the store
hierarchy, selecting store groups from the list of defined groups, or adding
individual stores by entering the store numbers. When you have selected the
stores, click Save.

s Toremove a store from the list, check the box in the Select to Remove column
and click Remove.

Select the items to which this policy applies in the Applies to the Following Items
section.

Note: At least one item is required.

s To add items to the list, click Add. The Add Item to Policy screen is displayed.
See Figure 10-8. You can add items by selecting a part of the merchandise
hierarchy or adding individual items by entering the item numbers. When you
have selected the items, click Save.

s Toremove an item from the list, check the box in the Select to Remove column
and click Remove.

Click Save. The new policy is added.

To change the rules in a policy:

1.

Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

Click the policy name. The Edit Return Policy screen is displayed with the current
values for the policy shown. See Figure 10-6.
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3. (Click Change Rules / Order. The Change Rules and Execution Order screen is
displayed.

Figure 10-9 Change Rules and Execution Order Screen

; . . Policy List = Edit Policy > Ch Rules > Edit Rul
Change Rules and Execution Order oley List > Bt Poliey > Change Rules > Bt Rue
Select rule(s) to include in your Return Policy and select Add. Select a rule and choose the up or
down arrow to change the execution order. Select Done to continue.

Return Policy Information

Return Policy Name: Mall store receipted returns Last Modified: 04/06/2006 04:38:01
Return Policy Description: Default policy for receipted returns. By: pos

Status: Active
Effective Date: 04,/05/2006
End Date: 12/30/5959

Rules available to include in policy

Available Rules

Is the original transaction number provided? (boolean) ~
How many cumulative exceptions does this customer have? (range)

How many times has the response code 020 been used for this customer in the last M days? (range)

How many returns without receipt has the custormer performed in the last M days? (range)
How many same day returns has the customer atternpted in the last M days? (range)

How many returns have been attempted against this transaction today? (range)

How many times has the response code 010 been used for this customer in the last M days? (range) b

Execution order for the policy

Selected Rules for this Policy

Is the original transaction number provided? (boolean)

How many returns have been accepted against this transaction today? (range)
Howe rany cumulative exceptions does this customer have? (range)

How many returmns has the customer attermpted today? (range)

4. Make any changes to the included rules and execution order:

= Toadd a new rule to the policy, choose a rule from the Available Rules. Click
Add. The rule is added to the Scheduled Rules for this Policy.

= Toremove an existing rule from the Scheduled Rules for this Policy, choose
the rule to be removed and click the X button. You can also choose more than
one rule to remove at the same time.

= To change the order of the rules in the Scheduled Rules for this Policy, choose
the rule to be moved and click the Up or Down arrow.

When you have made all your changes, click Done.

5. Click Save.
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Configuring a Boolean Rule

To configure a boolean rule:

1. Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

2. Click the policy name. The Edit Return Policy screen is displayed. See Figure 10-6.

3. To configure a boolean rule, click the rule in the Policy Rule column that is a
boolean type. The Edit Return Policy Rule screen is displayed.

Figure 10-10 Edit Return Policy Rule: Boolean Screen

Edit Return P0|icy Rule Palicy List > Edit Palicy = Change Rules > Edit Rule
Select the appropriate Action, Response Type, Response Code, and Available Tender Types for
aach value indicated.

Mall store receipted returns

# 4 Policy Rule : Was the transaction a split tender?

Receipt Require
¥alue/Maximum Action Response Message  Positive Available Tender Types
Number (1]

Action on
accumulated list of
tenders:

® Replace tender(s)
O Add tender(s)
O Maintain tender(s)

Response:

CONTINUE ~ » Specify the new

falze Rule: O tenders to add or
Response Code: replace with:

StoreCredit

10 Insufficient quantity Credit

Check
Cash

If one of the selected
tenders is the default
tender, select it here

o[~

Action on
accumulated list of
tenders:

® Replace tender(s)
O Add tender(s)
O Maintain tender(s)

Response:

TP~ Specty he nov

true Fule i tenders ta add or
Response Caode: replace with:

StoreCredit

10 Insufficient quantity Credit

Check
Cash

If one of the selected
tenders is the default
tender, select it here

Ol v

Done

4. For each of the true and false responses:
a. Select the appropriate action: Continue, Continue At, or Stop Processing.

b. If you select to Continue At a particular rule, select the name of the rule.
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5.

Select a response.

a o

Select a response code.
e. Select a receipt message number.
f. Check whether this rule requires the collection of a Positive ID.

g. Select whether to replace tenders with the particular tenders, to add tenders
with the particular tenders, or to maintain the list of tenders accumulated thus
far.

h. Check and select a default tender, if necessary.

Click Done.

Configuring a Discrete Rule

To configure a discrete rule:

1.

Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

Click the policy name. The Edit Return Policy screen is displayed. See Figure 10-6.

To configure a discrete rule, click the rule in the Policy Rule column that is a
discrete type. the Edit Return Policy Rule screen is displayed.
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Figure 10-11 Edit Return Policy Rule: Discrete Screen

Ed|t R etl"'n Pohcy R llle Policy List = Edit Policy = Change Rules > Edit Rule

Select the appropriate Action, Response Type, Response Code, and Available Tender

Types for each value indicated. aihals ] [ DI ] [Done ]

Mall store receipted returns

# 5 Policy Rule : What is the original tender?

Receipt
Yalue /Maximum Action Response Message P Available Tender Types|
Number
Action on
accumulated list of
tenders:

@ Replace tender(s)
O Add tender(s)

Response: © Maintain tender(s)

O ||cash v Rula : [ | tenders to add or

|Is the original transaction number provided? V| Response Code: replace with:
Store Credit
Cro
Check
Cash

If one of the selected
tenders is the default
tender, select it here.

o~

Action on
accumulated list of
tenders:

& Replace tender(s)
O Add tender(s)
O Maintain tender(s)

Response:

CONTINUE ~ + Specify the new
O Rule : [] | tenders to add or

Response Code: replace with:
StoreCredit

300 Authaorized Credit
Check
Cash

If one of the selected
tenders is the default
tender, select it here.

1]

Action an
accumulated list of
tenders:

® Replace tender(s)
O Add tender(s)
O Maintain tender(s)

Response:
CONTINUE AT ~ Specify the new
Default Rule : [] | tenders 1o add or
i - Respanse Code: replace with:
| Is the original transaction number provided? V| -
StoreCredit
300 Authorized v Credit
Check
Cash

If one of the selected
tenders is the default
tender, select it here.

o[~

Add Yalue I [ Delete Yalue ] [Dune ]
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Add or delete responses for the rule:

Note: The Default response is required. It cannot be deleted.

To add another possible response for the rule, choose Add Value.

To delete a possible response for the rule, choose Remove Value.

For each of the possible responses to the rule:

a. Select the appropriate action: Continue, Continue At, or Stop Processing.

b. If you select to Continue At a particular rule, select the name of the rule.

c. Select a response.

d. Select a response code.

e. Select a receipt message number.

f. Check whether this rule requires the collection of a Positive ID.

g. Select whether to replace tenders with the particular tenders, to add tenders
with the particular tenders, or to maintain the list of tenders accumulated thus
far.

h. Check and select a default tender, if necessary.

Click Done.
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Configuring a Range Rule

To configure a range rule:
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1. Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

2. Click the policy name. The Edit Return Policy screen is displayed. See Figure 10-6.

3. To configure a range rule, click the rule in the Policy Rule column that is a range
type. The Edit Return Policy Rule screen is displayed.

Figure 10-12 Edit Return Policy Rule: Range Screen

Edit Return Policy Rule

Select the appropriate Action, Response Type, Response Code, and Available Tender

Types for each value indicated.

Policy List = Edit Palicy = Changs Rules = Edit Rule

Add Range ] [ Delete Range ] [Done ]

Select
to
Remove

Yalue/
Maximum

[=1
I

Mall store receipted returns

STOP b

Rule :

# 3 Policy Rule : How many returns has the customer attempted today?

Action

Response

Response:

Authorization %

Response Code:

300 Authorized v

Receipt Require
Message Positive Available Tender Types
Number

Action on
accumulated list of
tenders:

O Replace tendar(s)
O Add tender(s)
® Maintain tender(s)

Specify the new
[] |tendersto add or
replace with:

If one of the selected
tenders is the default
tender, select it hera.

Mo Max

STOP b

Rule :

Response:

Denial hd

Response Code:

10 Insufficient quantity

Action on
accumulated list of
tenders:

O Replace tender(s)
O Add tender(s)
® Maintain tender(s)

Specify the new
tenders to add or
replace with:

If one of the selected
tenders is the default
tender, select it here.

Add Range ] I Delete Range ] IDone I
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Add or delete range values for the rule:

Note: The No Max response is required. It cannot be deleted.

= To add another possible value for the rule, choose Add Range.

= To delete a possible value for the rule, choose Delete Range.

For each of the possible responses to the rule:

a. Select the appropriate action: Continue, Continue At, or Stop Processing.
b. If you select to Continue At a particular rule, select the name of the rule.
c. Select a response.

d. Select a response code.

e. Select a receipt message number.

=h

Check whether this rule requires the collection of a Positive ID.

g. Select whether to replace tenders with the particular tenders, to add tenders
with the particular tenders, or to maintain the list of tenders accumulated thus
far.

h. Check and select a default tender, if necessary.

Click Done.
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Configuring a Penalty Box

To configure the Penalty Box on a range rule:

1.

Click the Policy Definition left navigation link under the Configuration subtab.
The Return Policies screen is displayed. See Figure 10-5.

Click the policy name. The Edit Return Policy screen is displayed. See Figure 10-6.

To configure a range rule, click the rule in the Policy Rule column that is a range
type. The Edit Return Policy Rule screen is displayed. See Figure 10-12.

Select a range rule.

Scroll down through the range rule until the Associated Penalty Box area is
shown.

Figure 10-13 Associated Penalty Box Area

Associated Penalty Box

Active

Receipt
Message
Number

Penalty Box Parameters Response Available Tender Types

Action on accumulated list
of tenders:

@ Replace tender(s)
O Add tender(s)

Response: O Maintain tender(s)

Denial v

Response Code:

Howe rany returns has the custormer attempted today?

If mare than then suspend for days

Specify the new tenders to
add or replace with:

Credit
Check

Cash
StoreCredit

If one of the selected tenders
is the default tender, select

it here.
O

|20 Exception file match v|

10.
11.

12.
13.

Check the Active box to enable the Penalty Box for the rule.

Enter variables for the Penalty Box including the tolerable limit, the number of
days, and the suspension days.

Select a response.
Select a response code.
Select a receipt message number.

Select whether to replace tenders with the particular tenders, to add tenders with
the particular tenders, or to maintain the list of tenders accumulated thus far.

Check and select a default tender, if necessary.

Click Done.
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Rule Catalog

This chapter describes the rules available for the configuration of Oracle Retail Returns
Management. It consists of the following sections:

"Rule Catalog Legend"
"Rules that Identify Behavior and Check Exception History"
"Rules that Usually Stand Alone"
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Rule Catalog Legend

Table 11-1 describes the attributes shown for each rule in the Rule Catalog tables.

Table 11-1 Rule Catalog Legend
Attribute Usage
Rule Number This is a quick way to reference the particular rule. These reference numbers are used
in the Sample Configuration Guide.
Rule This is the question that is asked about the attempted line item return.

Details to Consider

These details help you determine whether the rule should be included in policies
and, if so, which ones. Some rules work in conjunction with another rule or an
exception policy to do the following:

=  Identify behavior—Identify whether the current line item being returned and
other factors about that return attempt are evidence of a particular behavior. The
identifier rules are most often Yes/No Boolean type of rules. Sometimes the
inclusion of an exception policy that covers a particular merchandise hierarchy
node or item number is the identifier of behavior.

s Check exception history—Check whether the customer Positive ID has previous
exceptions that are evidence of this type of behavior. You may not want to check
exception history for a behavior that is not currently being performed, although
you can configure policies to do so if you wish. Therefore, you should model
your policies to Continue or Continue At the complimentary rule that checks
exception history, if a behavior is identified.

In the following tables, the behavior identifier has statements like the following:
"When deciding whether to use this rule, consider the following:" and "If you answer
yes to this question, then you should include this rule in policies."

The check exception history rule has the following statement: "To see the specific
exceptions that are counted for this rule, you should select to track the following:"

Other rules are independent of behavior and usually stand alone; for example, "What
is the amount to be returned?" could be used to determine refund tender. A second
table describes those rules. Applicable related rules are cross referenced using the
following format: rule AE_RQ_RULE_##: "Rule question as it appears in the
application?"

Rule Type Boolean rules have Yes/No responses.
Range rules have an unlimited number of numeric responses.
Discrete rules have a list of textual responses.
Penalty Box This indicates whether the customer can be placed in a Penalty Box for this type of
behavior.
Where Penalty Box functionality exists for a rule, the following information helps
you complete the Penalty Box settings:
= Do you wish to stop customers from performing this type of behavior after
reaching a certain number of occurrences? If Yes, what is the limiting number of
occurrences of this behavior? ___ in the last days
=  How many days does the ban on this behavior last?
Use This Rule in Default | This enables you to indicate whether all receipted returns should use this rule.
Receipted Policy?
Use This Rule in Default | This enables you to indicate whether all nonreceipted returns should use this rule.
Nonreceipted Policy?
Use This Rule in This enables you to indicate whether exception policies that cover particular items or

Exception Policies?

a merchandise hierarchy node, stores or a store hierarchy node, or date ranges
should use this rule. It provides a space to note the appropriate exception policies.
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Rules that Identify Behavior and Check Exception History

The rules itemized in Table 11-2 are rules or exception policy setups that work
together to identify behavior and check exception history.

Table 11-2  Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule Does this item and the date on which it is being returned fall within the Return
RULE_55 Pattern Watch file?
Details to When deciding whether to use this rule, consider the following:
(Cljggrs&(itlfer = Do you suspect a problem with purchase/return of items within a short time
Behavig;) frame, and do you wish to control the behavior or limit allowed tenders? This is
sometimes called "renting" or "wardrobing."
If you answer yes to this question, then you should include this rule in policies.
For configuring the Return Pattern Watch file, consider the following questions:
= What items are often purchased and returned in a short time frame?
s What are the merchandise hierarchies that contain those items?
= What are the likely purchase date ranges for this and subsequent years?
= What are the likely return date ranges for this and subsequent years?
= What merchandise hierarchies, optional purchase date ranges, and required
return date ranges do you wish to track?
Note: There is no limit on the number of entries that can be included in the Return
Pattern Watch file.
Configuration of the Return Pattern Watch file is described in Chapter 10.
You may want to use this rule in all policies where you use AE_RQ_RULE_50: "How
many Return Pattern Watch exceptions does the customer have in the last M days?”
Rule Type Boolean
Penalty Box No
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | __ Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many Return Pattern Watch exceptions does the customer have in the last M
RULE_50 days?
Details to This rule checks how many times a customer has performed a return on an item in
Consider the date ranges that are in the Return Pattern Watch file.
(Check . . .
Exception M days may be a period extending from days up to several years of history.
History) You should use this rule in all policies where you choose to use rule AE_RQ_RULE_
55: "Does this item and the date on which it's being returned fall within the Return
Pattern Watch file?"
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Returns of items in the Return Pattern Watch file
= Cashier Exception—Returns of items in the Return Pattern Watch file
Details to Use of a nonreceipted exception policy for the particular merchandise hierarchy is the
Consider identifier for rule AE_RQ_RULE_37: "How many refunds without receipt has the
(Identify customer performed in the last M days for a particular merchandise hierarchy?"
Behavior) When deciding whether to define specific exception policies for merchandise
hierarchies, consider the following:
= Do you suspect a higher nonreceipted return rate with certain types of items,
and do you wish to control the behavior or limit allowed tenders?
= Has there been a recent store break in or warehouse theft of certain types of
items?
If you answer yes to either of these questions, then you should define specific
exception policies covering the concerned merchandise hierarchies.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___ in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted -
Policy? If Yes, how many Return Pattern Watch exceptions do you wish to allow a customer
to perform with the return response as each of the following:
= Authorization?
= Contingent Authorization?
= Manager Override?
= Denial?
Use this Rule | __Yes
in Default No
Non-receipted
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many returns without receipt has the customer performed in the last M days for
RULE_37 a particular merchandise hierarchy?
Details to The identifier of this behavior is the fact that the nonreceipted exception policy for a
Consider particular merchandise hierarchy was used to evaluate an attempted line item return.
%Check. Because this rule looks at nonreceipted behavior, it should be used in nonreceipted
xception lici lth h h to include it i inted policies if ish
History) policies, although you can choose to include it in receipted policies if you wish.
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Nonreceipted returns from a configurable merchandise
hierarchy
= Cashier Exception—Nonreceipted returns from a configurable merchandise
hierarchy
Details to The behavior for the next rule, AE_RQ_RULE_34: "How many times has the
Consider customer attempted to return merchandise from a particular merchandise hierarchy
(Identify with an item price greater than $N in the last M days?", is identified by the following:
Behavior) = Use of a nonreceipted exception policy for the particular merchandise hierarchy.
s Use of the rule AE_RQ_RULE_6: "What is the amount to be returned?" in that
exception policy.
When deciding whether to define specific exception policies for merchandise
hierarchies, consider the following:
= Do you suspect a higher return rate with certain types of items, and do you wish
to control the behavior or limit allowed tenders?
= Has there been a recent store break in or warehouse theft of certain types of
items?
= Do you wish to treat higher priced items with more scrutiny within the
merchandise hierarchy?
If you answer yes to any of these questions, then you should define specific exception
policies covering the concerned merchandise hierarchies.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___ in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | _ Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | _ Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many times has the customer attempted to return merchandise from a
RULE_34 particular merchandise hierarchy, with an item price greater than $N, in the last M
days?
Details to The identifier of this behavior is the combination of the fact that the nonreceipted
Consider exception policy for a particular merchandise hierarchy was used to evaluate an
(Check attempted line item return and rule AE_RQ_RULE_6: "What is the amount to be
Exception returned?"”
History) L1 . . .
When deciding whether to use this rule, consider the following:
= Do you have certain high dollar items that you suspect as having a return
problem, and do you wish to control the behavior or limit allowed tenders?
= Do you have different return tolerances for lesser dollar items than higher dollar
items, and do you wish to control the behavior or limit allowed tenders?
= Do you suspect certain customers of abusing your published policies for high
dollar items, and do you wish to control the behavior or limit allowed tenders?
If you answer yes to any of these questions, then you should include this rule in
policies.
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Merchandise returns from a configurable merchandise
hierarchy greater than $N.
= Cashier Exception—Merchandise returns from a configurable merchandise
hierarchy greater than $N.
The definition of $N is determined by the retailer when mapping data to message
contents; hence it can be a regular price, promotional price, selling price, or price
after all discounts are applied, and it can include or exclude tax. All dollar amounts
transmitted to Oracle Retail Returns Management must be consistent in the factors
that are included and excluded.
For this rule, the system compares the $N value defined in the rule with the amount
provided by the point-of-return in the Return Request message.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___ in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | __Yes
in Default No
Non-receipted | —
Policy?
Use this Rule Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many days have passed since the item was purchased?
RULE_17
AE_RQ_ How many days have passed since the item was purchased or delivered?
RULE_58 yday p P :
Details to Two rules can cover similar situations.
Consu;ler = If your organization sells items on order for later pickup or delivery, and you do
(Identify ish d . b ired 1 ber of d frer th
Behavior) not wish to consi ler receipts to be expire until a number of days after the
customer has received the merchandise, then you should use the rule "How
many days have passed since the item was purchased or delivered?", which
checks for a delivery date in the incoming Items for Return Authorization
Request message.
= If you do not sell items on order for later pickup or delivery, you can use the rule
"How many days have passed since the item was purchased?" to determine
whether the customer has passed your time limit for return.
When deciding whether to use one or both of these rules, consider the following;:
= Do you have a published time frame for accepting receipted returns that you
wish to enforce?
= Do you wish to deny the return or limit the tender for returns that exceed that
time frame?
= Do you wish to give customers leeway on items that are placed on order and
later picked up or delivered?
If you answered yes to any of these questions, then you should include this rule in
policies.
This rule can be the identifier for multiple other rules, including the following;:
= AE_RQ_RULE_30: "How many same day returns has the customer attempted in
the last M days?"
= AE_RQ_RULE_49: "How many returns older than M days has the customer
performed in the last M days?"
Rule Type Range
Penalty Box No
Use this Rule Yes
in Default No
Receipted
Policy?
Use this Rule | _ Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many same day returns has the customer attempted in the last M days?
RULE_30
B Details to When the answer to the rule AE_RQ_RULE_17: "How many days have passed since
Consider the item was purchased?" is 0, indicating a same day return, this rule can be used to
(Check check the frequency of the customer performing same day returns, which can be an
Exception indicator of potential theft-return patterns. The response on the rule "How many
History) days have passed since the item was purchased?" for value of 0 should be set to
Continue At this particular rule in the policy.
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Same day returns as purchases
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | __Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many returns older than M days has the customer performed in the last M
RULE_49 days?
Details to When the answer to the rule AE_RQ_RULE_17: "How many days have passed since
Consider the item was purchased?" is larger than your published or desirable return policy,
(Check this rule can be used to check the frequency of the customer performing returns that
Exception are older than the desired number of days. The response to the rule "How many days
History) have passed since the item was purchased?" for the value that is beyond your
allowed return time frame should be set to Continue At this particular rule in the
policy.
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Expired receipts
s Cashier Exception—Expired receipts
Details to The behavior for rule AE_RQ_RULE_36: "How many refunds without receipt has the
Consider customer performed in the last M days?" is identified by the following:
g;iﬁ;?iz) = Use of the default nonreceipted policy and nonreceipted exception policies.
When deciding how to define nonreceipted exception policies, consider the
following:
= Do you accept nonreceipted returns?
= Are there certain merchandise hierarchies that treat nonreceipted and receipted
situations differently?
= Are there certain stores that need a more restrictive nonreceipted policy for
certain merchandise hierarchies?
If you answer yes to any of these questions, then you should use the nonreceipted
default policy and possibly define specific exception policies covering nonreceipted
situations.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | _ Yes
in Default No
Non-receipted | —
Policy?
Use this Rule Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many returns without receipt has the customer performed in the last M days?
RULE-36
Details to When the attempted line item return is nonreceipted, this rule can be used to check
Consider the frequency of a customer performing refunds without a receipt. To see the specific
(Check exceptions that are counted for this rule, you should select to track the following:
E)fceptlon s Customer Exception—Refunds without receipt
History)
= Cashier Exception—Refunds without receipt
Details to The behavior for rule AE_RQ_RULE_40: “How many returns from a particular
Consider merchandise hierarchy, within a set date range, have been performed by this
(Identify customer?” is identified by the following:
Behavior) = Use of an exception policy for a merchandise hierarchy, possibly with effective
and end dates.
When deciding whether to define specific exception policies for merchandise
hierarchies, consider the following:
= Do you accept nonreceipted returns?
= Are there certain merchandise hierarchies that treat nonreceipted and receipted
situations differently?
= Are there certain stores that need a more restrictive nonreceipted policy for
certain merchandise hierarchies?
If you answer yes to any of these questions, then you should define specific exception
policies covering the concerned merchandise hierarchies.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?
Use this Rule | __Yes
in Default No
Receipted —
Policy?
Use this Rule | __Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many returns from a particular merchandise hierarchy and within a set date
RULE_40 range have been performed by this customer?
Details to When deciding whether to use this rule, consider the following:
Consider = Do you suspect elevated levels of return of particular items during certain
(Check h frer holidavs?
Exception seasons, such as after holidays?
History) = Has there been a recent break-in or significant store damage involving looting?
= Has there been a recent store break in, suspected in-store theft, warehouse theft,
inventory count discrepancy, or inventory receiving discrepancy of certain types
of items?
If you answer yes to any of these questions, then you should include this rule in
policies.
To see the specific exceptions that are counted for this rule, you should select to track
the following:
= Customer Exception—Merchandise returns from a configurable merchandise
hierarchy between configurable dates
= Cashier Exception—Merchandise returns from a configurable merchandise
hierarchy between configurable dates
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___ in the last days
How many days does the ban on this behavior last
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | __Yes
in Default No
Non-receipted | —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule What is the refund type?
RULE_53 - X X
Details to The behavior for the next rule AE_RQ_RULE_54: "How many (of a certain refund
Consider type) has the customer performed in the last M days?" is identified by this rule. This
(Identify rule would normally Continue At a specific instance of AE_RQ_RULE_54 for each
Behavior) type of refund transaction.
When deciding whether to use this rule, consider the following:
= What other types of transactions at the point-of-return can result in a refund to
the customer?
Possible refund type: Price Adjustments
= Do you allow customers to receive a price difference refund if merchandise goes
on sale after they have purchased and departed with it?
= Do you allow employees to receive a price difference if merchandise goes on sale
after they have purchased it?
= Do you wish to limit either occurrence?
Possible refund type: Layaway Cancellations
= Does your enterprise accept layaways on merchandise?
= Do you suspect a problem with customers canceling layaways after the
merchandise has been removed from the sales floor?
= Do you wish to limit either occurrence?
Possible refund type: Order Cancellations
= Does your enterprise allow ordering of merchandise or services that are not sold
in the store channel?
= Do you suspect a problem with customers canceling orders after merchandise
orders have been placed with vendors or delivery has been scheduled?
= Do you wish to limit either occurrence?
If you answer yes to any of these questions, then you should include this rule in
policies.
Rule Type Discrete
Penalty Box No
Use this Rule | __Yes
in Default No
Receipted —
Policy?
Use this Rule | __Yes
in Exception
Policies? —No
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Rule
Number | Attribute Description
AE_RQ_ | Rule How many (of a certain refund type) has the customer performed in the last M days?
RULE_54
h Details to This rule can be included more than once for different refund types. This is a count of
Consider those transactions that resolved to an authorized state and is based on the type of
(Check transaction being performed at the point-of-return.
Ih:;ceptlon To see the specific exceptions that are counted for this rule, you should select to track
istory) L
the following:
= Customer Exception—Refunds by refund type for each configurable refund type
= Cashier Exception—Refunds by refund type for each configurable refund type
Each Return Request and Return Result only has one type of refund transaction.
Transaction type is at the header level, not the item level.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last
Use this Rule | __Yes
in Default No
Receipted -
Policy?
Use this Rule | _Yes
in Exception
Policies? —No
Use this Rule | __Yes
in Exception
Policies? —No

Which exception policies?
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Rules that Usually Stand Alone

The rules itemized in Table 11-3 are generally used alone rather than in conjunction
with other rules.

Table 11-3 Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule How many cumulative exceptions does this customer have?
RULE_1
B Details to The customer cumulative exception count is a value whose calculation is determined
Consider by the retailer, based on customer exceptions selected for tracking.
When deciding whether to use this rule, consider the following:
= Do you wish to consider all of the customer's recorded return activity on every
return rather than, or in addition to, focusing on behavior-specific counts?
If you answer yes to this question, then you should include this rule in policies.
To see the specific exceptions that are counted for this rule, you should select to
track customer exceptions (any selections).
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule _ Yes
in Exception
Policies? —No
Use this Rule _ Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Is the original transaction number provided?
RULE_2
- Details to The point-of-return may have already searched for and found the transaction locally
Consider (register or in store server) or in a central search triggered by a prior message and
not require re-search of the centralized database.
This rule can be useful in non-cash register return situations such as customer
service call center returns or web returns. If the incoming information does not
include an original transaction number and the retailer requires it, this rule can be
used to send a response requesting the information.
When deciding whether to use this rule, consider the following:
= Do attempted returns originate from a channel through which transaction
lookup cannot be performed?
If you answer yes to this question, then you should use this rule in policies.
Rule Type Boolean
Penalty Box No
Use this Rule __Yes
in Default
; _No
Receipted
Policy?
Use this Rule _ Yes
in Exception
Policies? —ho
Use this Rule __Yes
in Exception
Policies? —-No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule

Number | Detail Description

AE_RQ_ | Rule What is the amount to be returned?

RULE_6 - - . -
Details to You may wish to limit refunds to certain refund tender types based on the amount
Consider to be returned, such as cash for $10 or less, gift card for $10 to $1000, store credit for

greater than $1000. Therefore, it is usually used in conjunction with other rules such
as the following;:

s AE_RQ _RULE_28: "What is the original tender?"

= AE_RQ_RULE_17: "How many days have passed since the item was
purchased?"

When deciding whether to use this rule, consider the following:

= Do you have certain high dollar items that you suspect as having a return
problem?

= Do you have different return tolerances for lesser dollar items than higher
dollar items?

= Are there any situations that you wish to limit to a tender that allows time for
more investigation or reconciliation, for example, a mail bank check?

= Do you have problems with customers writing bad checks on an original
purchase and then returning quickly to try to receive a cash or cash-equivalent
refund?

= Is there an amount below which you automatically process the refund, possibly
to a specific tender?

If you answer yes to any of these questions, then you should include this rule in

policies.
Rule Type Range
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule _ Yes
in Exception
Policies? —-No
Use this Rule _ Yes
in Exception
Policies? ~-No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Is there quantity left to allow return of the quantity requested?
RULE_18
- Details to Often the point-of-return can check for quantity remaining to return, but the system
Consider can look up the transaction trail when the messaging reaches Oracle Retail Returns
Management to check again for return quantity remaining.
When deciding whether to use this rule, consider the following:
= Does your point-of-return already provide this functionality for you?
= Does your point-of-return retrieve transactions locally so that cross store returns
might not be up to date?
If you answer yes to either of these questions, then you should include this rule in
policies.
Rule Type Boolean
Penalty Box No
Use this Rule _Yes
in Default No
Receipted -
Policy?
Use this Rule _Yes
in Exception
Policies? —No
Use this Rule Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule What is the condition of the item?
RULE_26 - — - - -
Details to Any number of conditions can be evaluated to determine action by the rules engine.
Consider Each condition is text configured in Oracle Retail Returns Management, to match
conditions provided in the Items for Return Authorization Request message.
When deciding whether to use this rule, consider the following:
= Do you wish to take action, such as denying the return or reducing the return
price, based on item condition? Reduction of return price can be performed by
the point-of-return based on a particular response code.
= Do you wish to use a particular receipt message such as "Thank you for
returning the item unopened?" for compliance with return policies?
If you answer yes to either of these questions, then you should use this rule in
policies.
Note: The list of item conditions is configured with the parameter ItemCondition.
For more information on the parameter, see the Parameter Names and Values
Addendum in the _resources directory provided with your Oracle Retail Returns
Management documentation.
Rule Type Discrete
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted —
Policy?
Use this Rule Yes
in Exception
Policies? ~-No
Use this Rule _ Yes
in Exception
Policies? —No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule What is the original tender?
RULE_28 - - - —
Details to This rule allows control of tenders such as credit to be returned only to credit, gift
Consider card to be returned only to gift card, and so on.
When deciding whether to use this rule, consider the following:
= Do you wish to limit return tenders based on purchasing tender?
= Do you wish to control certain original tenders, such as purchase orders, to
particular tenders, such as mail bank checks, that allow time for accounting
research into whether to actually pay?
= Do you suspect a problem with fraudulent written checks returned in a short
time frame for cash?
If you answer yes to any of these questions, then you should use this rule in policies.
Note: The list of acceptable original tenders is configured with the parameter
AcceptedTenderTypes. For more information on the parameter, see the Parameter
Names and Values Addendum in the _resources directory provided with your
Oracle Retail Returns Management documentation.
Rule Type Discrete
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule Yes
in Exception
Policies? No
Use this Rule _ Yes
in Exception
Policies? —o

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule How many returns have been attempted against this transaction today?
RULE_31
- Details to The transaction may be deemed valid by a validation number check at the
Consider point-of-return, but the transaction is not found in the transaction database. If your

validation number contains enough information to recreate a unique transaction
number, then a counter can be started against that transaction number in Oracle
Retail Returns Management, to gauge how many returns have occurred against a
not-found-but-proof-of-purchase-provided transaction.

This rule is similar to rule AE_RQ_RULE_43: "How many returns have been
accepted against this transaction today?" although that rule looks at the number of
authorized rather than attempted returns.

When deciding whether to use this rule, consider the following:

= Do you print a validation number, different from the barcoded transaction
number, on your sales, exchange, order, or layaway receipts?

= Has there been a recent whole register theft, so that someone could be
generating receipts that print a validation number in order to perform
fraudulent returns?

If you answer yes to either of these questions, then you should include this rule in
policies.

Because the tracking occurs against the transaction, regardless of the identity of the
customer or cashier, there are no specific cashier or customer exceptions
recommended for tracking.

Rule Type Range
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted

Policy?

Use this Rule _ Yes
in Exception

Policies? —No
Use this Rule _ Yes
in Exception

Policies? —No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule How many returns has the customer attempted on this day?
RULE_29
- Details to This rule watches for customers attempting returns, potentially at different stores, of
Consider merchandise that may be recently stolen.
When deciding whether to use this rule, consider the following:
= Do you suspect a problem with customers returning batches of stolen
merchandise?
»  Has there been a recent store break in or suspected inside theft?
If you answer yes to either of these questions, then you should include this rule in
policies.
To see the specific exceptions that are counted for this rule, you should select to
track the following:
»  Customer Exception—Multiple returns within the same day.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___ in the last days
How many days does the ban on this behavior last?
Use this Rule __Yes
in Default No
Receipted —
Policy?
Use this Rule _ Yes
in Exception
Policies? —ho
Use this Rule __Yes
in Exception
Policies? —-No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule How many times has the particular response code been used for this customer in the
RULE_32 last M days?
Details to When considering whether to use this rule, consider the following:
Consider = Do you have a particular response code used for a behavior, and do you need to
(Check . - .
. track the pattern of that behavior? For instance, if the operator always
Exception . "o . " . . . .
History) authorizes a "gift receipt present" transaction with a 999 Gift Receipt response
y code, and you wish to evaluate the number of times the customer Positive ID
has returned with a gift receipt in a subsequent transaction in order to
determine returnability, this can be accomplished using response code
configuration coupled with this rule.
= Do you have a receipt response code, and do you wish to evaluate the number
of times the customer Positive ID has returned with a gift receipt in a
subsequent transaction in order to determine returnability, this can be
accomplished using response code configuration coupled with this rule.
To see the specific exceptions that are counted for this rule, you should select to
track the following;:
= Customer Exception—Engine response code tracking for each particular
response code that you wish to track.
= Cashier Exception—Engine response code tracking for each particular response
code that you wish to track.
Because the system bases exceptions on hard facts that have occurred, only those
response codes used on authorized returns can be set on this particular exception.
Rule Type Range
Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule _ Yes
in Exception
Policies? —No
Use this Rule _ Yes
in Exception
Policies? -

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule What percent is the attempted price adjustment (new price) against the original
RULE_35 selling price?
Details to This rule can be used, for example, to deny an attempted price adjustment that
Consider would drop the selling price of the item, if this price adjustment were to be
authorized, to less than 10% of the original selling price of the item. The calculation
is as follows:
((original selling price of the item) - (sum of adjustments so far))
divided by original selling price of the item.
When deciding whether to use this rule, consider the following:
= Do you allow customers to receive a price difference refund if merchandise goes
on sale after they have purchased and departed with it?
= Do you allow employees to receive a price difference if merchandise goes on
sale after they have purchased it?
= Do you have a published policy regarding the monetary or time (measured in
days) limit on price adjustments?
The original selling price is typically the PLU (Price LookUp) price minus
adjustments on the original sale, but the retailer defines this.
Rule Type Range
Penalty Box No
Use this Rule __Yes
in Default No
Receipted —
Policy?
Use this Rule _ Yes
in Exception
Policies? —ho
Use this Rule __Yes
in Exception
Policies? —-No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule

Number | Detail Description

AE_RQ_ | Rule How many tender overrides have been performed for this customer in the last M
RULE_38 days?

Details to This rule is not normally used to authorize or deny an item return, but can be used

Consider to prevent a tender override from occurring by setting a particular response code in

(Check Oracle Retail Returns Management that is recognizable to the point-of-return as

Exception disallowing a tender override.

History) This rule does not have an identifier complimentary rule because at the time of rules
engine evaluation, the rules engine does not know if a tender override has been
requested.

When deciding whether to use this rule, consider the following:

= Do you wish to limit the number of tender overrides that a customer can
request?

If you answer yes to this question, then you should include this rule in policies.

To see the specific exceptions that are counted for this rule, you should select to

track the following;:

s Customer Exception—Refund tender overrides

= Cashier Exception—Refund tender overrides

Rule Type Range

Penalty Box Yes
Do you wish to stop customers from performing this type of behavior after reaching
a certain number of occurrences? If Yes, what is the limiting number of occurrences
of this behavior? ___in the last days
How many days does the ban on this behavior last?

Use this Rule | __Yes

in Default

: _No

Receipted

Policy?

Use this Rule | __Yes

in Exception

Policies? —No

Use this Rule | __Yes

in Exception

Policies? —No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Does the customer have a gift receipt for the item?
RULE_42 . . . . . .
Details to This rule can be used to automatically approve a gift receipted return or to limit a
Consider refund to a particular tender based on the presence of a gift receipt. This is most
often used in receipted return policies.
When deciding whether to use this rule, consider the following:
= Do you issue gift receipts for original purchase?
= Do you have a published policy regarding gift receipt returns?
= Do you wish to offer more lenient returns when a gift receipt is present?
= Do you wish to control tenders on a gift receipt return, for example, limiting the
tender to a gift card, so that the money remains with your business?
If you answer yes to any of these questions, then you should use this rule in policies.
Rule Type Boolean
Penalty Box No
Use this Rule _Yes
in Default No
Receipted —
Policy?
Use this Rule __Yes
in Exception
Policies? —o
Use this Rule _Yes
in Exception No

Policies?

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule How many returns have been accepted against this transaction today?
RULE_43
- Details to The transaction may be deemed valid by a validation number check at the
Consider point-of-return, but the transaction is not found in the transaction database. If your

validation number contains enough information to recreate a unique transaction
number, then a counter can be started against that transaction number in Oracle
Retail Returns Management, to gage how many returns have occurred against a
not-found-but-proof-of-purchase-provided transaction.

This rule is similar to rule AE_RQ_RULE_41: "How many returns have been
attempted against this transaction today?" although that rule looks at the number of
attempted rather than authorized returns.

When deciding whether to use this rule, consider the following:

= Do you print a validation number different from the barcoded transaction
number, on your sales, exchange, order, or layaway receipts?

= Has there been a recent whole register theft so that someone could be
generating receipts that print a validation number in order to perform
fraudulent returns?

If you answer yes to either of these questions, then you should include this rule in
policies.

Because the tracking occurs against the transaction, regardless of the identity of the
customer or cashier, there are no specific cashier or customer exceptions
recommended for tracking.

Rule Type Range
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted

Policy?

Use this Rule _ Yes
in Exception

Policies? —No
Use this Rule _ Yes
in Exception

Policies? —-ho

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Is this transaction a split tender?
RULE_45 . . . . . .
Details to This rule invokes refund of an original split tender transaction in order of tender
Consider riskiness, from least to most. The retailer defines the least risky order through the
Returns Management parameters under the Admin tab. For more information, see
"Least Risky Tender Order on Split Original Tenders" in Chapter 9.
When the original transaction on an attempted line item return had a split tender,
and this rule is included in the policy, the Yes answer to the Boolean question backs
out the original tenders in the least risky order as defined by the retailer.
Note: The retailer's definition of the order of least risky tenders supersedes the
tenders set on the Yes value for this rule.
When deciding whether to use this rule, consider the following:
= Does your point-of-sale allow split tendering?
= Do you wish to control the order in which those tenders are returned, such as
returning first to a gift cards or credit account and returning cash last?
If you answer yes to either of these questions, then you should use this rule in
policies.
Rule Type Boolean
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted —
Policy?
Use this Rule __Yes
in Exception
Policies? ~No
Use this Rule _ Yes
in Exception
Policies? —No

Which exception policies?

Rule Catalog 11-27



Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule What is the reason for the return?
RULE_51 - . .
Details to Any number of reasons for return can be evaluated to determine action by the rules
Consider engine. Each reason code is text configured in Oracle Retail Returns Management, to
match reason codes provided in the Items for Return Authorization Request
message.
When deciding whether to use this rule, consider the following:
= Do you wish to take action, for example, denying the return or reducing the
return price, based on the reason for return?
= Do you wish to use a particular response code to designate appropriate action
to the cashier or manager, for example, returning a damaged item to the
vendor?
= Do you wish to include a particular receipt message with the item to encourage
the customer to continue shopping in the store?
If you answer yes to any of these questions, then you should use this rule in policies.
Note: The list of reasons for return is configured with the parameter ReturnReasons.
For more information on the parameter, see the Parameter Names and Values
Addendum in the _resources directory provided with your Oracle Retail Returns
Management documentation.
Rule Type Discrete
Penalty Box No
Use this Rule _ Yes
in Default
; __No
Receipted
Policy?
Use this Rule _ Yes
in Exception
Policies? —No
Use this Rule _ Yes
in Exception No

Policies?

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule What is the item type?
RULE_57 - : . . . .
Details to This rule can be used to treat a particular type of item in a different manner from the
Consider norm, for example, approving all miscellaneous account item types or denying
refund of service item types such as gift wrap.
When deciding whether to use this rule, consider the following:
= Do you wish to take action, for example, denying the return of the item, based
on the item type?
= Do you wish to use a particular response code to designate appropriate action,
for example, verifying whether a service has been performed, to the cashier or
manager?
= Do you wish to include a particular receipt message with the item to encourage
the customer to continue shopping in the store?
If you answer yes to any of these questions, then you should use this rule in policies.
Note: The list of item types is configured with the parameter ItemTypes. For more
information on the parameter, see the Parameter Names and Values Addendum in
the _resources directory provided with your Oracle Retail Returns Management
documentation.
Rule Type Discrete
Penalty Box No
Use this Rule __Yes
in Default No
Receipted —
Policy?
Use this Rule _ Yes
in Exception
Policies? —ho
Use this Rule __Yes
in Exception
Policies? —-No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Is the validation amount present?
RULE_59 Note: This rule and AE_RQ_RULE_52 work together.
Details to This rule is most often used to help determine the total returns thus far against a
Consider validated-but-not-retrieved transaction in conjunction with rule AE_RQ_RULE_52:
"Is the validation amount plus factor greater than the past and current returns
against the transaction?"
When deciding whether to use this rule, consider the following:
= Do you print validation numbers containing the original transaction amount on
retail receipts?
If you answer yes to this question, then you should use this rule in policies.
Rule Type Boolean
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule _ Yes
in Exception
Policies? —No
Use this Rule _ Yes
in Exception
Policies? -

Which exception policies?
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Are the past and current returns against this transaction greater than the validation
RULE_52 amount?
Note: This rule and AE_RQ_RULE_59 work together.
Details to An amount that is rounded up to the nearest whole dollar can be encoded in a
Consider validation number that the point-of-sale prints on appropriate transactions. This

amount represents the total of the purchase, either including or excluding tax. The
point-of-return evaluates the validation number according to its requirements,
usually in cases where the transaction is not successfully retrieved although all
appropriate database search points are online or where the register is known to be
offline to the appropriate databases for search. This evaluation in essence
determines if the receipt represents a valid proof-of-purchase.

As part of the evaluation, the point-of-return can determine the amount of the
purchase if it is included in the validation number. The amount of the purchase can
be passed to Oracle Retail Returns Management as part of the Items for Return
Authorization Request message.

The Return Request message indicates that the transaction is not found but that the
validation was valid. A counter is started to track the number of returns against that
transaction. The data includes, once the final result is received, the items approved
on that return and the amounts that were refunded.

This rule evaluates whether the validation amount + factor is greater than the past
and current returns against the transaction. The factor is a parameterized percentage
buffer that allows for variations in tax between taxing jurisdictions. This is a
parameter set at the system level. It can be a whole number percentage from 00 to
100.

The calculation for "past and current” =

total amount for the items authorized for return against that transaction thus far
(that is, past)

plus total amount for the items the customer is attempting to return against that
transaction in this return attempt (spanning line items) (that is, current)

If the answer is No, the retailer can set the response to Deny on this Boolean rule or
to another response if appropriate.

The retailer can configure a specific response code, specifying that "This attempted
return is of an amount that would be greater than the original transaction amount
and previously authorized returns against that transaction.”

Upon the response from Oracle Retail Returns Management, the register
functionality controls the following: If two line items would push this return
attempt over the validation amount + factor, but one would not, the operator at the
register can remove a line item or restart the return attempt so that only one item is
attempted for return. This is fully controlled by the capabilities of the register and by
business rules/flows.

Note: The amount of the purchase from a successfully retrieved transaction, rather
than the validation amount, can be used for the validation amount in order to
leverage this functionality across retrieved and nonretrieved situations on the same
transaction, for example, situations retrieved during a time period in which the
transaction is available from a centralized database plus situations after the
transaction has been purged from the centralized database.

Rule Catalog 11-31




Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Details to When deciding whether to use this rule, consider the following:
RUL.E—SZ’ Conglder, = Do you print validation numbers containing the original transaction amount on
continued | continued ) .
retail receipts?
= Did you choose to include in policies AE_RQ_RULE_52: "Is the validation
amount plus factor greater than the past and current returns against the
transaction?"
If you answer yes to either of these questions, then you should use this rule in
policies.
Rule Type Boolean
Penalty Box No
Use this Rule Yes
in Default No
Receipted -
Policy?
Use this Rule _ Yes
in Exception
Policies? —No
Use this Rule _ Yes
in Exception
Policies? —No

Which exception policies?
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Rule
Number | Detail Description
AE_RQ_ | Rule Is the customer Positive ID provided?
RULE_60 . ; .. . .
Details to This rule can be used to stop or deny a transaction if the customer Positive ID is not
Consider provided.
When deciding to use this rule, consider the following;:
= Would you consider denying a return if the customer Positive ID was not
provided?
If you answer yes to this question, then you should use this rule in policies.
Rule Type Boolean
Penalty Box No
Use this Rule _ Yes
in Default No
Receipted -
Policy?
Use this Rule Yes
in Exception
Policies? —-ho
Use this Rule _ Yes
in Exception
Policies? —-ho

Which exception policies?
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Glossary

Action

A setting on a rule that determines whether the rules engine, upon determination of
the answer to that rule, continues to the next rule in the policy, continues at a
particular rule in the policy, or stops and renders a response.

Analytic Engine

A rules-based engine that takes flexible input from XML Messaging, policy definition,
and customer history, to evaluate the returnability of a line item.

Behavior

A customer or cashier activity such as performing a nonreceipted return.

Boolean Rule

A Yes/No type of rule, such as ‘Does the customer have a gift receipt?’ or ‘Is the item a
delivery/send item?’.

Cumulative Count

The total number of exceptions accumulated for a particular customer or cashier.

Discrete Rule

A rule that can have multiple configurable string type of answers to the question. For
example: The rule “What is the refund type?’ can have answers of Return, Layaway
Cancel, Order Cancel, Price Adjustment, and so on.

Exception

A record created in Oracle Retail Returns Management for the occurrence of a
customer behavior or cashier behavior which is specifically being tracked.

Exchange

A transaction that transfers control or possession of goods from a customer to a
retailer, in exchange for other goods. For the purposes of Oracle Retail Returns
Management, exchanges are to be processed as returns.

Line Item

For purposes of Oracle Retail Returns Management, a line item is a description of the
item attempted for return. The description includes data such as item number and
quantity. A split or combination of line items for processing through Oracle Retail
Returns Management depends on how the point-of-return splits or combines line
items for creation of the Items for Return Request message.
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Nonreceipted

Glossary-2

Nonreceipted

A line item is considered by the retailer to be ‘without a receipt’ or ‘nonreceipted’ if
there is no original proof of purchase, an original or preceding transaction is unable to
be retrieved through alternate searches, and if the retailer uses a Validation Number,
that number has not passed validation. The determination of receipted versus
nonreceipted is made at the point-of-return, prior to policy evaluation in Oracle Retail
Returns Management.

Penalty Box

A concept that allows the retailer to suspend particular customer behaviors due to a
long-term pattern of undesirable behavior. It includes a threshold for the undesirable
behavior and a suspension number of days.

Point-of-return

Any channel through which a customer can return merchandise to a retailer, cancel a
delivery, order, or layaway, or request a transaction that could result in a monetary
refund to that customer. The channel could be a physical cash register or returns desk
in a store, a telephone call to a customer service center, or a request on an e-commerce
website.

Point-of-sale

Any channel through which a customer can purchase or order merchandise from a
retailer, such as a physical cash register, a telephone order to a customer service center,
or an e-commerce website.

Policy

A collection of rules that apply to a receipted or nonreceipted situation.

Positive ID

A customer's Positive ID is an officially-issued unique identifier such as a driver's
license, military ID, or state ID. Required information consists of the type of ID, issuer,
and unique number.

Range Rule

A rule with a numeric answer whose responses can be configured in ranges, such as
‘How many nonreceipted returns has the customer performed in the last N days?’.

Receipt Message

Configurable text that can be sent with a line item's response from the rules engine to
the point-of-return. It is information regarding why the line item was approved,
denied, or required a manager override.

Receipted

A line item is considered by the retailer to be ‘with a receipt’ or ‘receipted” if an
original purchase or preceding transaction was successfully retrieved. The
determination of receipted versus nonreceipted is made at the point-of-return, prior to
policy evaluation in Oracle Retail Returns Management.

= A preceding transaction may not necessarily be an original sale transaction, for
instance if the chain of valid transactions begins with an exchange rather than an
original sale.

s The preceding transaction could also be an order creation or layaway creation,
depending on the types of transactions that the retailer performs.



Tenders

= Successful retrieval may have been by presentation and successful scan or manual
entry of a transaction number from a receipt or paper confirmation, or successful
search for a transaction by other means such as customer or tender information.

= Some retailers may also use a Validation Number as an additional check on the
validity of a receipt if the transaction is unable to be retrieved due to data
unavailability.

= A gift receipt usually constitutes a receipted situation.

Response Code

A numeric designation of the response to a rule. The response code is returned in XML
Messaging to the point-of-return.

Response Type

The Approval, Denial, Contingent Authorization, or Manager Overrideable Denial
rendered based on the answer to the rule question.

Return

A transaction that transfers control or possession of goods from a customer to a
retailer, in exchange for a monetary refund or credit for those goods.

Return Attempt

An attempt to perform a transaction that can result in a refund to the customer at a
point-of-return. The refund could be due to a return against an original sales
transaction, refund upon cancellation of an order, refund upon cancellation of a
layaway, refund upon performance of an after-the-fact price adjustment, or other
types of potential refund-triggering transactions that are specific to the retailer's
operations. One return attempt can contain one or more line items. The line items can
be a mixture of receipted and nonreceipted, if the point-of-return allows a mixed
situation.

Return Pattern Watch

A file containing items by merchandise hierarchy, purchase date ranges, and return
date ranges that allow the retailer to watch for customer patterns of purchase and
return over a number of years.

Return Ticket

The record that Oracle Retail Returns Management creates when it receives its first
XML message of a return attempt or a concluded return.

Returnability

The decision by the Analytic Engine of whether a line item should be approved for
return, prompted for a manager override at the point-of-return, or be denied for
return, based on the information available to the Analytic Engine.

Rule

The evaluation of a single type of data about an attempted return of a line item.
Usually phrased in the form of a question such as ‘Does the customer have a gift
receipt?” or ‘'How many nonreceipted returns has the customer performed in the last N
days?’.

Tenders

The monetary medium exchanged for goods and services, such as cash, gift card, or
credit card.
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Glossary-4

Validation Number

Some retailers may choose to print a Validation Number on purchase transactions at
the point-of-sale, as an additional check on the validity of a receipt in the event that
the purchase comes back as a return and the original or preceding transaction is
unable to be retrieved. The Validation Number encrypts original transaction data that
is deemed critical to the retailer for use in engine evaluation, such as the total value of
the transaction and a primary original tender used. When a return is performed, the
Validation Number undergoes a decryption process at the point-of-return to validate
that the proof of purchase is legitimate and to get the values needed for rules engine
evaluation.

XML Messaging

Data is transmitted between the point-of-return and Oracle Retail Returns
Management using Extensible Markup Language (XML), which is a flexible and
extensible method of tagging data in a manner customized to the application that uses
the data. A schema file describes the data contained in each message file.
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