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Audience

Preface

The Oracle Retail Returns Management User Guide describes the application user
interface and how to navigate through it.

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 2.1 documentation set or Oracle Retail Strategic Store Solutions
Release 13.1.1 documentation set:

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

»  Oracle Retail Strategic Store Solutions Configuration Guide

Customer Support

To contact Oracle Customer Support, access My Oracle Support at the following URL:
= https://metalink.oracle.com

When contacting Customer Support, please provide the following:

= 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

xiii


https://metalink.oracle.com

Review Patch Documentation

If you are installing the application for the first time, you install either a base release
(for example, 13.1) or a later patch release (for example, 13.1.1). If you are installing a
software version other than the base release, be sure to read the documentation for
each patch release (since the base release) before you begin installation. Patch
documentation can contain critical information related to the base release and code
changes that have been made since the base release.

Oracle Retail Documentation on the Oracle Technology Network

In addition to being packaged with each product release (on the base or patch level),
all Oracle Retail documentation is available on the following Web site (with the
exception of the Data Model which is only available with the release packaged code):

http://www.oracle.com/technology/documentation/oracle_
retail.html

Documentation should be available on this Web site within a month after a product
release. Note that documentation is always available with the packaged code on the
release date.

Conventions

The following text conventions are used in this document:

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.

Xiv
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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.

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

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

The following topics are discussed:
»  "Getting Started"

s "User Interface"

=  "Security and Errors"

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

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.
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Starting the Application

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

Logging In

On the login screen, enter a valid user ID and password. Click Login.

Note: Passwords are case sensitive.

For information on how passwords are handled by Oracle Retail Returns
Management, see "Passwords".

Figure 1-1 Login Screen

ORACLE’ Returns Management

Home

UserID:

Date:  9/12/09 Welcome to Returns Management

Enter a User ID and Password to log in.

vermo:|

Copyright @ 2006, 200 e. All rights

If you entered a temporary password or a password that has expired, the Change
Password screen is displayed. See Figure 3-3. You must change your password before
you can access the application.

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

Note: When you are done using Oracle Retail Returns Management,
log out and close the browser window. This ensures that your session
information is cleared and prevents another user from accessing
Oracle Retail Returns Management with your login information.

To log out from the application:

1. Click Logout at the top right of the application screen. See Figure 1-2 for the
location.

The Logout Confirmation screen is displayed.

2. Tolog in to Oracle Retail Returns Management, click Login. If you are done
using Oracle Retail Returns Management, close the browser window.

User Interface

This section provides an introduction to the application screen.

Screen Regions

The following figure shows the parts of the application screen.

Figure 1-2 Example Showing Parts of the Application Screen

_Status Region Content Window Locatar Links
Subtabs Tabs

ORA(CLE Returns Management

Help  About Logout
Home | Retufns | Data Management | Admin
Data Import
UserID: pos
‘Date:  9/12/09  Job Schedule

Import = Source > Schedule =
Motification = Complete =

Import Select Run Date settings, enter run time(s) and press Next
__Available Add. Press Next when complete.
Imports
Scheduled Run Date Returns Dashboard Processor
Imports
® Immediate
O Scheduled
Next
Left Navigation 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.
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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.

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

Internal Navigation Links
These links are available on every screen. The links provide access to the following
functionality:

= Use the Help link to get information about the screen being displayed. When you
click Help, a separate window opens to display the information.

= Use the About link to view copyright and version information for Oracle Retail
Returns Management. When you click About, a separate window opens to display
the information.

= Use the Logout link to log out from Oracle Retail Returns Management.

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.
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Navigation

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 all the features of
Oracle Retail Returns Management and enables you to change your password.

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

»  Return Tickets

»  Customer Exceptions

»  Cashier Exceptions

= Return Policy Definitions

m  Return Patterns to Watch

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

= Import customer, parameter, and store hierarchy data into the corporate database
and data files

s Schedule the Returns Dashboard Processor

Admin

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

m  Store Directory

»  Users

= Roles

= Job Manager

s  Parameter Maintenance

n Tasks

Overview 1-5



Security and Errors

Locale Support

Locale support means tailoring the information displayed on a screen and accepting
user entered data in a format that meets the conventions of the locale, or geographic
region, where the application is being used. In Oracle Retail Returns Management,
limited locale support is provided to enable the date, time, currency, and calendar to
be displayed in the default locale chosen for the application. For more information, see
the Oracle Retail Returns Management Operations Guide. All screens and examples in this
guide use the English - United States locale.

Security and Errors

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

Passwords

Passwords are used to restrict access to Oracle Retail Returns Management. The
requirements for passwords are defined by the retailer. Requirements can include the
definition of password length and content. For example, you may need to enter a
password that is at least five but not more than ten characters and includes at least one
numeric character. For information on your password requirements, consult your
system administrator. For information on setting up password requirements, see the
Oracle Retail Returns Management Operations Guide.

Passwords can be set to expire within a specific number of days after being set. During
login, if you are warned that your password is about to expire, you can choose to
change your password at that time. If you do not change your password before it
expires, you may be locked out from logging into the application. If you are locked
out, a system administrator must reset your password. When your password is reset,
you are assigned a temporary password that you must change immediately at your
next login. You may also be locked out after a specific number of invalid login
attempts.

For information on changing your password, see "Change Password" in Chapter 3.

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 the tab or link for a function is not displayed on the screen, your role does not allow
you to use that function. If the Save or Done button is disabled, your role does not
allow you to edit the data 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.
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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"

Caution: The screens that are used for configuring policies and
selecting customer and cashier exceptions to track are not designed for
concurrent use by multiple users. Oracle Retail Returns Management
does not provide any locking to prevent multiple users from making
updates on the screens at the same time.

For example, if two users are editing the same return policy, the
changes that will be saved to the return policy are the changes that
were saved last.

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

s 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.

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 cannot 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.

s 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.

s Oracle Retail Returns Management creates a return ticket to track the activity of
this return attempt.

s 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, and customer positive ID capture settings.

—  The return pattern watch file that looks for periodic purchase and 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

— The record of the customer type assigned to this customer.

Customer type is used to group customers by loyalty status, return history, or
other types. It is sent from the point-of-sale, parameterized by Oracle Retail
Returns Management, and used with the 'What is the Customer Type' rule.

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 the 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.

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

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.

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:

= Texas contains the store reporting hierarchy nodes of Austin and Dallas (cities).
s 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: Gas Cooking Range

Example 1

Exception policy 1 applies to:

= Store hierarchy node or dtore: Texas node of the store hierarchy and
= Merchandise hierarchy or item: Item 123456 (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

= Merchandise hierarchy or item: Kitchen Appliances (Gas Cooking Range)
Exception policy 2 applies to:

= Store hierarchy node or store: All Stores (top level of the store hierarchy) 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 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 enables 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 customer
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 1D, 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.

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 user 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, an Oracle Retail
Returns Management user 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 users 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 denied 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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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 Item 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.

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 Situations Return Handling

These situations involve the Authorize Items | The point-of-return could have the ability to

for Return request and Authorize Items for use any current checks for returnability, or

Return request response messages: accept the return as is.

s The point-of-return cannot send the When Oracle Retail Returns Management
Authorize Items for Return request receives an Authorize Items for Return
message 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.

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

Exceptions are not recorded unless a final

result is received to tell Oracle Retail Returns

Management of the ultimate resolution of the

return attempt.

= 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

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.
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Table 2-1 (Cont.) Possible Offline Processing Situations

Offline Situations

Return Handling

These situations involve the final result:

»  The 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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Dashboard

Home

The Home tab provides access to the Dashboard and change password functionality.
Each of these functions can be accessed by clicking a left navigation link. For more
information, see the following sections:

s '"Dashboard"

= "Change Password"

After logging in or when the Home tab is clicked, the Dashboard is displayed. The
Dashboard provides access to all the features of Oracle Retail Returns Management.

The contents of the Dashboard depend on the permission defined for the logged in
user:

»  If the user is allowed to view returns summary data, the returns summary table is
displayed on the Dashboard. See "Returns Summary Table".

»  If the user is not allowed to view returns summary data, the welcome screen is
displayed. See "Welcome Screen".
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Returns Summary Table

The returns summary table provides a central location for access to the latest returns
data. It shows an overview of return activity across time periods.

Figure 3—-1 Dashboard with Returns Summary Table

ORACL.E’ Returns Management

Home | Returns | Data Management

UserID: pos
Date:  9/12/09 Welcome to Returns Management
Select the appropriate tab to access a feature.
Dashboard
Change Select Logout to exit the system.
Password

Total Returns: Corporate

Returns (Line Item Level) Week to Date Year to Date
Total number of Attempted Returns 4 4
Total number of Approved Returns 4 4
Total amount of Approved Returns 1,132.81 1,132.81
Total number of Approved Returns with Receipt 3 3
Total amount of Approved Returns with Receipt 162.33 162.33
% of Approved Returns with Receipt 75.00% 75.00%
Total number of Approved Returns without Receipt 1 1
Total amount of Approved Returns without Receipt 970.48 970.48
% of Approved Returns without Receipt 25.00% 25.00%
% of Approved Returns with Positive ID 100.00% 100.00%
Total number of Approved Returns with Tender Overrides 0 0
Total % of Approved Returns with Tender Overrides 0.00% 0.00%

As of September 12, 2009 10:49:29 AM CDT

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 tabulated from the start of
the current week, beginning with Sunday, and the start of the current calendar year.

The summary table shows totals and 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
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.
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Table 3-1 describes how each field is calculated.

Table 3—1

Returns Summary Table Rows

Field

Calculation

Total number of Attempted Returns

Total number of all returns, by line item, that were
authorized, denied, or not completed

Total number of Approved Returns

Total number of all returns, by line item, that were
authorized

Total amount of Approved Returns

Total amount of all returns that were authorized

Total number of Approved Returns with Receipt

Total number of returns with a receipt that were
authorized

Total amount of Approved Returns with Receipt

Total amount of returns with a receipt that were
authorized

% of Approved Returns with Receipt

Percentage calculated as the total number of returns
with a receipt that were authorized divided by the total
number of returns that were authorized

Total number of Approved Returns without Receipt

Total number of returns without a receipt that were
authorized

Total amount of Approved Returns without Receipt

Total amount of returns without a receipt that were
authorized

% of Approved Returns without Receipt

Percentage calculated as the total number of returns
without a receipt that were authorized divided by the
total number of returns that were authorized

% of Approved Returns with Positive ID

Percentage calculated as the total number of returns
which included a customer positive ID that were
authorized divided by the total number of returns that
were authorized

Total number Approved Returns with Tender Overrides

Total number of returns with a tender override that
were authorized

Total % of Approved Returns with Tender Overrides

Percentage calculated as the total number of returns
with a tender override that were authorized divided by
the total number of returns that were authorized
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Welcome Screen

The Welcome screen provides access to all the features of Oracle Retail Returns
Management.

Figure 3-2 Welcome Screen

ORACL.E’ Returns Management

About Logout
Home | Returns | Data Management

UserID: pos
Date:  9/12/00 Welcome to Returns Management
Select the appropriate tab to access a feature.
Dashboard
Change

Password Select Logout to exit the system.

«

ORACLE’

RETAIL

B, 2009, Oracle. All rights r
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Change Password
To change your password:
1. Click the Change Password left navigation link. The Change Password screen is
displayed.

Figure 3-3 Change Password Screen

Change Password

Enter your current Password, then enter your New Password and select Update.

User ID: pos

Current Password: sssssssss *

Enter New Password: (esesssessse |

Confirm New Password: sssssssssss |

* = Required Field

Enter your current password.

Enter your new password.

Enter your new password again to confirm the change.

Click Update. Your password is changed to the new password.
Click Enter.

@ o » w N
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Returns

The Returns feature provides the capability to search for return tickets, view
information for customer and cashier exceptions, override customer exceptions and
counts, and configure return policies and exceptions. For information on configuring
return policies and exceptions, see Chapter 10. For information on cashier exceptions,
see Chapter 8. For information on customer exceptions, see Chapter 7.

For information on the following functions, see the following sections:
s '"Return Tickets"

= "Exceptions”
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Return Tickets

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 1D, if captured.

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

The customer type assigned to this customer.

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 eenial 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.

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.
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Searching for Tickets

The Customer Service Return Ticket Search screen enables you to search for return
tickets. 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.

Store 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 ID, click Or search by store ID. Enter the
store ID number.

Cashier/Register
Information

Choose to find returns performed by a particular cashier and on
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 must be entered or selected from a
menu:

« IDType
s 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

»  First and last name

= Address

»  Telephone number

Item Information

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

The following item information can be chosen:
s 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.
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Table 4-1 (Cont.) Types of Search Information

Ticket Information

Description

Results

Enter 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 enables 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.

Note: The maximum number of return tickets that are displayed is
determined by the MaximumSearchResults parameter. This parameter
is defined in an XML file and cannot be changed through the user
interface. For information on changing this parameter, see the Oracle
Retail Strategic Store Solutions Configuration Guide.

If the number of return tickets that meet the criteria is greater than the
number set by the MaximumSearchResults parameter, an error
message is 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

Customer Service Return Ticket Search Search > Results > Details

Select the checkbox to include that area’s information in the search,

P Search Clear Search
enter criteria, and press Search. l [

O Ticket Information

Store Hierarchy Information
@ Use Hierarchy to search
/04241 - Lakeline Mall

O Or search by store ID:

Cashier/Register Information

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

Cashier Number: |:|

From Register To Register
Number: I:I Number: I:I

Customer Positive ID

1D Type: Number:| ]*  Issuen

Customer Information

Customer ID: I:I
First Name: l:l Last Name: |:|
Address Line 1: ‘ | Address Line 2: | |
City: ‘ | State/Province:
Postal Code: ‘ |+| | Country:

Telephone No.:

ecutively

Item Information

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

Results

Show per page: *

* — Required field

Search ” Clear Search

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.

Returns 4-5



Return Tickets

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 Search = Results > Details

Select the appropriate action button or link to
continue,

Search Criteria

Return Ticket ID:

Store Hierarchy Commerce H

> ise> > > i
Information: ierarchy>Enterprise >South>Texas>Austin

Cashier/Register
Information:

Customer Positive
ID:

Customer
Information:

Item Number:

Julie Bonner

Search Results: Showing 1 to 3 of 3 Returned

Select
to R Ticki S S

Export S e e e Register Cashier Customer Positive ID Date Time

D Number Name
Select
AllC]
04241-179-0914- ) 20001 Michael 12347 Jule .

2007-011438234 04241  Lakelne Mal 129 Mann Bonner 04672992 9/14/09 10:41 AM
0O 04241-129-0914- 04241 Lakeline Mal 129 20001 Michael 12347 Julie 04672992 9/14/09 10:41 AM

2007-011458849 Mann Bonner

04241-129-0914- 04241 Lakeline Mal 129 20001 Michael 12347 Julie

2007-011477517 Mann Bonner 04672992 9/14/0910:42 AM

O

Results 1-3 of 3

The following information is shown for each Return Ticket:
s 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.
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Viewing Return Ticket Details
The Return Ticket screen shows detailed information on a return ticket.

To view return ticket details, click the Return Ticket ID on the Customer Service
Return Tickets Screen. The Return Ticket screen is displayed.

Figure 4-3 Return Ticket Screen

Return Ticket

Select to Export the information, or select the appropriate link to see customer,
transaction, or response detail.

Return Ticket 04241-129-0914-2007-011438234

Requesting Store: 04241 Lakeline Mal Request Message Received: 9/14/09 10:41 AM
Register: 129 Response Message Sent: 9/14/09 10:41 AM
Cashier: 20001 Michael Mann Overall Return Authorization Authorization
Response:
Customer POS't'I‘;;? 04672992 Customer Type: ConsumerBronze
Customer ; . ooner, 11800 Stoneholow Dr Suite 100, Austin, TX 78758. 512-491-2600
Demographics:
Item for Item Quantity Return Transaction Aut:(f:ilf;lion Final Response
Return Description Attempted Reason Retrieved po
Response
20020002 Chess set 1.00  Defective 042411290001 Authorization Authorized

300, Authorized, The return has been
accepted.

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 in the Return Authorization Response column to see the details of how
the rules 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.

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.

On the Return Ticket screen, click the link in the Return Authorization Response
column. The Audit Log screen is displayed.

Returns 4-7



Return Tickets

Figure 4-4 Audit Log Screen

Audit Log

Select the appropriate action button to continue.

Log Type: Return Item Authorization

Starting

Date/Time: 9/14/09 10:41 AM

User ID: System

Audit Journal
September 14, 2009
Return Ticket Number: 04241-129-0914-2007-011438234
ITEM: 20020002
POLICY IDENTIFIED: DefaulReceiptedPolicy
What is the amount to be returmned? 49.99
What is the condition of the item? Opened-Box
How many returns without receipt has the customer performed in the last M days? 0
RESPONSE: Authorization 300 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
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.

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.
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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

A customer exception is 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 a user for this
customer positive ID, including the type, date and time, freeze end date, and the
user ID of the entering user

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

The ability for an authorized user to enter a Cumulative Exception Counter
Override

The ability for an authorized user to enter a Customer 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.
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4-10

Searching for Customer Exceptions

Click Customer. The Customer Exceptions Search screen is displayed. The search
criteria that can be selected is Customer Positive ID or Customer Information.

Figure 4-5 Customer Exceptions Search Screen

Customer Exceptions Search

To search for customer exception activity, enter either a Customer
Positive ID Type and Number, with optional Issuer and Expiration Date, or | [ Search } [ Clear Search
enter the available Customer Information, and press Search.

© Customer Positive ID

ID Type: Number: I:l Issuer:

-Or-

® Customer Information

First Name: Last Name: l:l

Address Line 1: | | Address Line 2: |
City: | | State/Province:
Postal Code:| | 4 | |

Telephone Number: l:l
(type digits consecutively, no dashes or

parentheses)

Search ] [ Clear Search

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.

Note: The maximum number of customers that are displayed is
determined by the MaxCustomerSearchResults parameter. For
information on changing this parameter, see "Parameter Maintenance"
in Chapter 6.

If the number of customers that meet the criteria is greater than the
number set by the MaxCustomerSearchResults parameter, the system
displays an error message.
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Viewing Customer Exceptions Search Results

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

Figure 4-6 Returns Customer Search Results Screen

Returns Customer Search Results

Click Positive ID link to view score.

Search Results: Showing 1 to 2 of 2 Returned

First Last Address Address Postal Telephone

Name Name Line 1 Line 2 e Code  Number SIehina 1)
11800 512-491-

Juie  Bonner Stoneholow Suite 100 Austin TX 78758 2600 US TX Driver's license 04672992
Dr

Jules  Boranski L1019 Stone Austin TX 78758 212991 o X Driver's License 64148489
Gallow 2690

Results 1-2 of 2

The following information is shown for each customer:

First name and last name
Address
Telephone number

Positive ID

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

Viewing Customer Exceptions

The Customer Exceptions screen shows the return information for the positive ID
selected on the Returns Customer Search Results screen.
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Figure 4-7 Customer Exceptions Screen

Customer Exceptions

Select the appropriate action button to continue.

Customer ldentifiers

Expiration - Total Exception
Type  Number Issuer Date Customer Information Collected Counter
Current match: 8
Driver's Julie Bonner, 11800 Stonehollow Dr Suite 100,

04672992 US_TX Jun 30, 2009

License Austin, TX 78758. 512-491-2600

Possible matches:

Exceptions Actve / Past / Al / Voided ~ Show exceptionsas of: r [ Refresh
Exception e il Customer Information Collected

Transaction ID

Multiple retums within the same day 04241-129-0914-2007-  Julie Bonner , 11800 Stoneholow Dr  Austin,

011458849 / TX, 78758
Total: 1
Refund tender overrides 04241-129-0601-2008-  Julie Bonner , 11800 Stoneholow Dr Austin,
011517786 / TX, 78758
Refund tender overrides 04241-129-0602-2008-  Julie Bonner , 11800 Stoneholow Dr  Austin,
011519346 / TX, 78758
Total: 2

Refunds without receipt 04241-129-0914-2007-  Julie Bonner , 11800 Stoneholow Dr Austin,

011458849 / TX, 78758
Total: 1
N number of returns older than N days 04241-129-0914-2007-  Julie Bonner , 11800 Stonehollow Dr  Austin,
has the customer performed in M days 011438234 / TX, 78758
N number of returns older than N days 04241-129-0914-2007-  Julie Bonner , 11800 Stonehollow Dr Austin,
has the customer performed in M days 011477517 | TX, 78758
Total: 2

04241-129-0324-2008-  Julie Bonner , 11800 Stoneholow Dr Austin,
Same day returns as purchases

011460445 TX, 78758
Same dav returns as purchases 04241-129-0914-2007-  Julie Bonner , 11800 Stonehollow Dr Austin,
Y P 011516356 / TX, 78758
Total: 2
Exception Counter Overrides/Freezes Customer Service Overrides Remaining: 0
Freeze Override
s DEtE End Date Lz Type Date FExpiration User
Date
Actions
Cumulative Exception Counter Override Customer Service Override
Change count to: 190
Exception Counting Method: Automatically allow next EI retumn(s).
(&) Standard exception counting
0 Freaze counter until: Comment:

Midiy)
O Do Mot Count

‘Comment:

* = Required field
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Note the following about the information on this screen:

= Exceptions are displayed based on the date they are actually created on the Oracle
Retail Returns Management server and not on the business date on the return
ticket. The exception creation date is usually the same as the business date, but the
dates can be different if a return ticket is submitted off-line.

s When a date is entered in the "Show Exceptions As Of:" field, exceptions created in
the period on or up to 90 days (by default) before that date are displayed. The
number of days in the period is defined by the parameter
MaxActiveExceptionDays.

s The number of exceptions displayed is limited by the parameter
MaxCustomerExceptionsToDisplay.

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.

Overriding a Customer Exception

If exceptions have been accumulated in error, an authorized user can reset, freeze, or
stop counting 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 4-7.

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.
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3. Choose how to handle the override:

»  To calculate the exceptions, that is, to continue to accumulate exceptions for
this customer, select Standard exception counting.

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

s 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 a denied 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.

To enter a Customer Service Override:

1. Click Actions. The Customer Service Override area is displayed. See Figure 4-7.
2. Enter a number of subsequent returns to allow.

3. Enter a comment describing why the override was granted.

4

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
s 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
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Searching for Cashier Exceptions
To search for cashier exceptions:

1. Click Cashier. The Cashier Exceptions Search screen is displayed. See Figure 4-8.

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

3. C(lick Search. All cashier numbers that match the cashier number selection are
displayed on the screen.

Note: The maximum number of cashiers that are displayed is
determined by the MaxCashierSearchResults parameter. For
information on changing this parameter, see "Parameter Maintenance"
in Chapter 6.

If the number of cashiers that meet the criteria is greater than the
number set by the MaxCashierSearchResults parameter, the system
displays an error message.

Viewing Cashier Exceptions Search Results

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

Figure 4-8 Cashier Exceptions Search Screen

Cashier Exceptions Search

Enter cashier search criteria and press Search.

Search Criteria

Cashier Number:
200%

Search Results: Showing 1 to 4 of 4 Returned

Cashier Number First Name M. I Last Name Total Exceptions
20001 Michael Mann 60
20003 Char Boyd 50
20011 Chris Low 40
20036 Jack Sann 50

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

To view a cashier's exceptions, click the link in the Cashier Number column. The
Cashier Exceptions screen is displayed.
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Viewing Cashier Exceptions

The Cashier Exceptions screen shows exception information for the cashier selected on

the Cashier Exceptions Search screen.

Figure 4-9 Cashier Exceptions Screen

Cashier Exceptions

Select the appropriate action button to continue.

Cashier Information

Cashier ID First Name Middle Initial Last Name Total Exceptions
20001 Michael Mann
Exceptions Active | Past / Al / Voided

e Return TlcketII[[))! Transaction o

Refunds without receipt - cashier 04241-129-0914-2007-011458849 9/14/09
Same day retums as purchases - cashier 04241-129-0914-2007-011516356 9/14/09
N number of returns older than N days has the customer 04241-129-0914-2007-011438234 9/14/09
performed in M days - cashier
N number of returns older than N days has the customer 04241-129-0914-2007-011477517 9/14/09
performed in M days - cashier
N return type in M days - cashier 04241-129-0914-2007-011438234 9/14/09
N return type in M days - cashier 04241-129-0914-2007-01 1458849 9/14/09

Total: 6

Note the following about the information on this screen:

Exceptions are displayed based on the date they are actually created on the Oracle
Retail Returns Management server and not on the business date on the return
ticket. The exception creation date is usually the same as the business date, but the
dates can be different if a return ticket is submitted offline.

The number of exceptions displayed is limited by the parameter
MaxCashierExceptionsToDisplay.

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 import data. Data Management provides
the following benefits:

= Import of defined sets of data

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

Data Import

To work with imports, click Data Import. 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

On the Available Imports screen, you select the import task to be performed. Table 5-1
describes the available import tasks.

Table 5-1 Description of Import Tasks

Task Description

Import RM Customer Data | s Used to add customer returns to the database. Adds new
positive IDs or updates the exception count for existing
positive IDs.

= If the positive ID already exists, only the exception count is
updated. Whether the existing count in the database is
increased or decreased, replaced, or unchanged is
determined by the Returns Customer Import Duplicate
Record Action parameter. For information on the
parameter, see the Oracle Retail Strategic Store Solutions
Configuration Guide.

= Imports XML of customer data by positive ID. For each
positive ID, customer information, positive ID information,
and exception count are imported.

Import Parameters for = Used whenever new parameters must be added to the
Distribution 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 s Used whenever new parameters must be added to the
Parameters 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 Oracle
Retail Strategic Store Solutions Configuration Guide.

Import Store Directory = Used whenever the store hierarchy is changed.

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

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

Returns Dashboard = Creates summary data for use in the dashboard returns
Processor Scheduler 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.
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Figure 5-1 Available Imports Screen

Available Imports Import = Source = Schedule = Notification = Complete

Select a source to schedule the import
to run.

Import Task Name Task Description Source

Imports Returns Management customer data into the

Import RM Customer Data database. File
Import Parameters far Imports parameters to add to the master parameter Ele
Distribution set. —_
Import Application Parameters Imports the application spedific parameters. File
Import Store Directory Imports a store hierarchy definition. File
Returns Dashboard Processor Returns Dashboard Processor 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

Scheduling an Import
An import task can be chosen and then scheduled.

Choosing the Source Data to Import The Select Source - File screen is used to select the file
for the import. The source for the import 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

Select Source - File Import = Source = Schedule > MNotification = Complete
Enter file location and name, and Next
press Next.

Import Returns Customers

Import file path/ name: [Browse.. J*

* = Required field

Enter the path name of the file or click Browse. Your web browser provides a
window for searching for the file.
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2. Click Next. The Job Schedule screen is displayed.

Setting the Schedule for the Import The Job Schedule screen enables you to set the import
job to run immediately or set up a schedule for the job. The default is Immediate.

Figure 5-3 Job Schedule Screen

Job Schedule Import = S_our_ce Schedule
Motification = Complete =

Select Run Date settings, enter run time(s) and press Add. Next
Press Next when complete.

Run Date Import Returns Customers
O Immediate

® Scheduled

Begin Date: 9/14/07

Midiyy) i
Repeating
End - |9r14/08 =
Date: © I:?stRun Date: |2 B
O Duration: |0 Days

@& No End

Repeat: Daily  » || StarfTime

Run Time

Time: (457 PM v

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

Scheduled Times
O 6:00 PM

Next

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.
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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.

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 On the Notification screen, you can select users to be notified
whether the job succeeds or fails. You set the method and recipient for the notification.

Figure 5-4 Notification Screen

Notification Import = Source = Schedule = Notification = Complete =
Enter settings and press Add to add to Next
the notification list.
Add Notification Import Returns Customers
Notify of:| Success ~ | Method:| Email ~ | Recipient: Add

Existing Notifications

Remove

Select to Remove Nc:)tflfy Method Recipient
O Success Emal pos@oracle.com

Next
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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 Tasks, the notification is displayed in the Tasks list
under the Admin tab. If you choose Email, 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 Tasks list of the user
who scheduled the job.

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 The Distribution Summary screen provides a summary of

the information about the job to be scheduled and enables you to submit the job for
scheduling.

Figure 5-5 Distribution Summary Screen

Distribution Summary List = Values = Distribution = Complete

Select Submit Job to schedule the job. Submit Job

Task Information

Task Name: Fie Transfer
Job Name: |Customer data update

Job Description: A set of files for transport or importing
Next Scheduled Run: 09/14/2007 06:00 PM
Schedule: Repeating: Daily StartTime
Recipients: Import:1:Returns Management:04241
Notifications: Email: pos@orade.com

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.
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Confirming the Job Schedule The Distribution Confirmation screen shows the job ID and
name of the job to be scheduled.

Figure 5-6 Distribution Confirmation Screen

Distribution Confirmation List = Values = Distribution = Complete

The following is the JOB ID for the Customer data update:
4

Select to view job status and details.

To confirm the schedule, click 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.

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

- Run Immediatel Remove
button to continue. y ] [
Select to
Run . L - Job
N Description Scheduled Run Recipient Action Date
Immediately P P Status
or Remove
Customer data update
. N September 14, 2007 . September 12, 2007
Schedule: Repeating : ainT Import:1:Returns 110119 .
Daity/StartTime 2013 F?r’ﬂ Management:04241 ?é 11 'pur;‘ Subrnitted
Motifications: pos@oracle.com } :
Required Approval:
[ Run Immediately ] [ Remove ]

Table 5-3 describes the information shown for each available import.
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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 6-4 for a description of the possible statuses

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.

- To see a detailed description of the job, click the description. The Scheduled
Job Summary screen is displayed. See Figure 6-14 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".
s 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.

Removing a Job

You can remove any schedule jobs. To remove a job, select the check box in the Select
to Run Immediately or Remove column. 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.
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Figure 5-8 Confirm Task Removal Screen

Confirm Task Removal

Remove these tasks?

P - ; Job
Description Scheduled Run Recipient Action Date
Status
Customer data update
Schedule: Repesting : September 14, 2007 . September 12, 2007
Daiy/Start Time 5/14/07 r“gpng rt;;llﬁﬁﬁﬁg:; " 8/11/07 Submitted
Matifications: pos@oracle.com 6:00 PM gement: 1:51 PM

Required Approval:

s If you do not want to remove all the tasks, click No. The selected checked boxes
are deselected 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:

= 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
searches

= 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

s Creation and management of user tasks

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

»  "Users"

= "Roles"

= "Job Manager"

s "Parameter Maintenance"

s "Tasks"

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.
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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.

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.

Working with Store Groups

The Store Groups screen shows the list of defined store groups. A store group is an ad
hoc list of stores. 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

Stere Groups

Select a group to edit, or press Add
Group to define a new store group.

Select to Remove Store Group Name Number of Entries
| Test Store Group 2
O Mall Stores 2
QOutlet Stores 1

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

To change an existing store group, click the store group name. To add a new group,
click Add. See "Adding or Changing a Store Group". To remove a store group, see
"Removing a Store Group".
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Adding or Changing a Store Group

On the Define Group screen, you can define a new group or change an existing group.

Figure 6—2 Define Group Screen

Define Group

Enter the store group definition and 5
ave
select Save.

Store Group Information

Enter store(s) separated by commas, and press Add to
add to the list.

02378, 01291, 02445

Group Name: Franchise Group

Group Stores that are o
Description:|franchised | *
Add
Last
Modified:

Stores in Group

Select to Store
Remove Number

O 01235 Lake Creek Plaza

Store Name

* — Required field

To set the group definition:

1. Enter the group name.

2. Enter the group description.

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, select the check box in the Select to Remove
column. Click Remove. The store is removed from the group. More than one store
can be removed at same time.

4. Click Save. The group definition is saved.

Removing a Store Group
On the Store Groups screen, you can remove store groups. To remove a store group:

1. On the Store Groups screen, select the check 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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Users

On the User Administration screen, you can search for users and add new users. Click
the User tab. 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

Last Name: |Ja

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.

» To see all the user IDs, leave all the fields blank.
If you want to clear the entered criteria, click Reset.

2. Click Search. The User Search Results screen is displayed. See "Viewing User
Search Results".

If only one user ID is found, the User Details screen is displayed instead. See
"Adding or Changing a User ID".
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Viewing User Search Results

When more than one user is found when searching for users, the User Search Results
screen shows all the users found who match the search criteria.

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 First Name Middle Name User ID
Remove
O Jacobs Michael Stevens mjacobs
Jameson David Matthew diameson

For each user, the following information is displayed:

Remove

Status

Active
Active

Remove

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

removed
s 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.

To remove a user ID, see "Removing a User ID".
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Adding or Changing a User ID

On the User Details screen, you can add a new user ID or change an existing user ID.
For information on changing a user ID, see "Changing a User ID".

Figure 6-5 User Details Screen

User Details

Update user information and press

Save.
User Info

First Name: |Wilam *

Middle Name:

|

Last Name: Matthews Hierarchy Assignment

User ID: * Operator can access data for

hierarchy node:*

Status vOvracc):lrz;é—lleleralrch\;r
Preferred » North
Language: Engish &5 VSOL_JlEh

. w Texas
Role Assignments L. { Austin
“-Dallas

No Access

>

User has right |Administrator —

of: Power User
Minimal
Accountant

IS

* = Required field

To add a new user ID:

1. Enter the name of the user and user ID. Select the status.

Note: A user must have a status of Active in order to log in to Oracle
Retail Returns Management.

2. Select the preferred language.

Note: The only language currently supported for the preferred
language is English (United States).

3. Choose the role you want assigned to the user ID. See "Roles" for more
information.
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4.

Set the hierarchy assignment.

The hierarchy assignment determines the hierarchy node the user can specify for
searches through Transaction Tracker and 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.

Click Save. The user ID is added. The temporary password is displayed. It should
be written down and given to the user. This is the only time the password is
displayed.

An Employee ID is assigned to the new user. The Employee ID is displayed on the
User Details screen after the user has been added.

Changing a User ID

To change a user ID:

1.

On the User Search Results screen, click the user ID. The User Details screen is
displayed. See Figure 6-5.

Change the user name, user ID, hierarchy assignment, or role assignment.

Change the preferred language.

Note: The only language currently supported for the preferred
language is English (United States).

Change the status. The Confirm Status Change dialog is displayed.
= To confirm the change, click Yes.

= To not change the status or role assignment, click No.

Note: There is a lag time on some application servers for the change
in status to take effect.

To change the password, click Reset Password. The Reset Password dialog is
displayed.

= To confirm the password reset, click Yes. The temporary password is
displayed. It should be written down and given to the user. This is the only
time the password is displayed.

= Tonot reset the password, click No.

Click Save. The changes are saved.

Removing a User ID

To remove a user ID:

1.

On the User Search Results screen, select the check box in the Select to Remove
column for the user ID you want to remove.

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

Accountant
Administrator
AmericanExpress Users
Customer Service
DiscoverCard Users
Full Access

Loss Prevention
Manager

MasterCard Users

No Access

OooOoooooooooao

Bower User
Reports Only

Store Support
Visa User

&

oo

For each role, the following information is displayed:

m A selected checked box in the Select to Remove column indicates the role is to be
removed. See "Removing a Role".

s Name of the role

To view or change the settings for a role, click the name in the Role column. See
"Selecting the Role Settings".

To add a new role, click Add. See "Adding a New Role".
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Selecting the Role Settings

The Role Settings screen enables you to define the allowed access for a role.

Figure 6-7 Role Settings Screen

Role Settings for District Manager

Select All to grant access t!) al! features, or select specific features for access and
press Save. Select an Application and Module to work with a subset of the features.
Application Module
e e Returns Management ~ | | Return Tickets v Feature
| Returns Management Return Tickets return_tickets_exp
O Returns Management Return Tickets return_tickets_search_cshr-rgstr
O Returns Management Return Tickets return_tickets_search_custinfo
O Returns Management Return Tickets return_tickets_search_custposid
Returns Management Return Tickets return_tickets_search_hier
Returns Management Return Tickets return_tickets_search_iteminfo
O Returns Management Return Tickets return_tickets_search_tktid
O Returns Management Return Tickets return_tickets_ticket_search
| Returns Management Return Tickets returns_positive_id_view

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

Table 6-2 Role Settings Column

Column Description

Select All

assigned this role will not be able to use that feature.

A selected checked box indicates that this role is granted access to the feature.
If the check box is not selected, access to the feature is denied and a user ID

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 selected application and module. For the 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 of credit card numbers.

To choose the role settings:

1.

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

To deny access to a feature already selected, deselect the check box in the
Select All column.
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2. When you have made choices for all the applications and modules that you want,
click Save. The existing role is changed or the new role is added.

Adding a New Role

The Role Name screen is used to define the name for a new role. To add a new role,
click Add on the Roles screen.

Figure 6—8 Role Name Screen

Role Name

Enter a Role Name and press Next.

Role Name: |District Manager *
* = Required Field

Enter the name for the role. click Next. The Role Settings screen is displayed. See
"Selecting the Role Settings".

Removing a Role

To remove a role:

1. On the Roles screen, select the check 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.

= 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.
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Job Manager

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 1 to 1 of 1 Returned

Show jobs of type: | Import Returns Customers A

Select to
Run L . - Job
. Description Scheduled Run Recipient Action Date
Immediately P P Status
or Remove
Customer data update
Schedule:
Repeating :
Daity/ StartTime September 14, 2007 . September 12, 2007
O Notifications: 9/14/07 o 3/11/07 submitted
pos@oracle.com 6:00 FM gement: 1:51 PM
Required
Approval:
Resuks 1 of 1
[ Run Immediately ] [ Remave

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

To choose the jobs to be displayed:

1. Click Show jobs of type. Choose to display all jobs or just a certain type of job.
2. Click Refresh. The type of jobs selected are displayed.

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.
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Parameter Maintenance

A parameter is a value that sets an individual characteristic. For example, a parameter
called AcceptedTenderTypes 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 Oracle
Retail Strategic Store Solutions Configuration Guide.

Click Parameter Maintenance. The Select Parameters screen is displayed.

Selecting Parameters

The Select Parameters screen displays all the available parameters in the selected
parameter group.

Figure 6—-10 Select Parameters Screen

Select Parameters

Select a group to view its parameters
and their values.

Groups: |ReturnsManagement ¥

Parameter Name Value

Cash , Check , Coupon , Credit , Debit , E-Check , GiftCard ,
GiftCert , MaiCheck , MalCert , MoneyCrder ,
PurchaseOrder , StoreCredit , TravelCheck

Business , ConsumerGold , ConsumerSilver ,
ConsumerBronze , Employee

AcceptedTenderTypes

CustomerTypes

DaysLimitCustomerService Overrides

ItemConditions

ItemTypes

LeastRiskyTenderOrder

MaxActiveExceptionDays
MaxCashierExceptionsToDisplay
MaxCashierSearchResults
MaxCustomerExceptions T oDisplay
MaxCustomerSearchResults
MaxCustomerServiceOverrides

RefundTenderTypes

RefundTypes

ResponseCodesTolgnore

ReturnReasons

ReturnsCustomerImportDuplicateRecordAction

StartingCustomerScare
StartingEmployeeScore
ValidationAmountT axFactor
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Damaged , New , Out_of_Box , Opened , Worn ,
Missing_Parts

MNon_Merchandise , Delivery , Warranty , Gift_Wrap

Store_Credit , Credit , Check , Cash , Mai_Bank_Check ,
House_Account , Gift_Card

90
100
100
100
100
50

Store_Credit , Credit , Check , Cash , Mail_Bank_Check ,
House_Account , Gift_Card

Return , Layaway_Cancelation , Order_Cancelation ,
Price_Adjustment

Wrong_Size , Wrong_Color , Defective , Missing_Parts ,
Duplicate , Didn't_Like

Replace

0

0

08
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The following information is displayed:

= Name of the group

= Parameters in the group

= Value currently assigned to each parameter

To choose a different group of parameters:

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

3. Click Refresh. The parameters in that group are displayed.
4

To edit a parameter value, see "Editing a Parameter".

Editing a Parameter

The Edit Parameter screen is used to change the value of a parameter. The type of edit
screen displayed depends 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.
To change the value assigned to a parameter:

1. On the Select Parameters screen, 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: Selected Values show the default
Done
values.

Application Parameters
Parameter Group: ReturnsManagement
Parameter Name: RefundTenderTypes

Available Values: Selected Values:
Gift_Card Store_Cradit
House_Account Credit
Mail_Bank_Check Check
Cash Cash
Check Mail_Bank_Check
Credit e House_Account
Store_Credit Gift_Card
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2. Enter or select the new value for the parameter.

In this example, 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.

Tasks

Current tasks and the status of each task, are displayed on the Task Status and Event
Notification screen. The newest tasks are shown at the top of the list.

To work with tasks, click Tasks. The Task Status and Event Notifications screen is
displayed.

Figure 6—12 Task Status and Event Notifications Screen

Task Status and Event Notifications

Select Add to add an action item, print to
print the Task Status and Event
Motifications List and Remove to remove a
selected Alert. Select the browser's

refresh button to see the latest tasks and Add| | Print | | Remove

events.
Select
to Type Description Date Status
Remove
O Alert  Status Changed by pos for Customer Support Lunch 4;16;?;111:04 Alert
Job  Action Item: Customer Suppaort Lunch 4/16/08 7:59 AM Not Started
Job  Action Item: Office Assignments 4/16/08 7:41 AM Complete
Job  Action Item: Update contracts 4/16/08 7:34 AM In Progress
Job SCHEDULE POST PROCESSOR: Schedules Post 2/13/08 1:09 PM Succeeded
Processar
Job SCHEDULE POST PROCESSOR: Schedules Post 2/11/08 9:12 AM Succeeded
Processor
Job gCHEDULE POST PROCESSOR: Schedules Post 1/25/08 1:20 PM Succeeded
rocessor
Table 6-3 lists the information shown for each task in the list.
Table 6-3 Task Status and Notification Columns
Column Description
Select to Remove A selected checked box indicates the alert type task may be

removed. A check box is displayed only if you are allowed to
remove the task.

Type Alert indicates the status has changed for an action item task
that you created.

Job indicates either a notification from Oracle Retail Returns
Management about a job or an action item task that was
assigned to you.

Description Brief description of the task
Date The date and time is determined by the status of the task
Status See Table 64 for a description of the possible statuses
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Working with Action Item Tasks

An easy way to keep track of tasks that you or another user need to get done is to
create an action item task. You can then track the progress on the task using the Task
Status and Event Notifications screen. To create an action item task, you provide the
description, category, due date and time for completion, and list of assignees to
complete the task. See "Adding or Changing a Task" for details on creating an action
item task.

When you assign an action item task to a user, it is displayed in the assignee’s Task
Status and Event Notifications list. An action item task is not removed from an
assignee’s list until the status is Complete. The task cannot be removed by an assignee,
but that user can choose other assignees for the task. That user is then the creator of
the additional action item tasks and can then track the progress.

For an action item task assigned to you, you can edit the details. The information you
change is only retained in the copy in your Task Status and Event Notifications list.
Whenever you change the status of an action item task, an alert task is displayed in the
Task Status and Event Notifications list of the user who created the action item task.
See "Adding or Changing a Task" for more information. Table 6—4 describes the
possible statuses.

Table 6-4 Possible Task Status

Status Description Date and Time

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

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 action item 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
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Viewing the Task Details

Additional information about each task in the list is displayed.

On the Task Status and Event Notifications screen, click the Description for the task
details you want to see. The screen that is displayed depends on the task type.
Table 6-5 lists the section that describes the screen for each task type.

Table 6-5 Task Details Screen Displayed for Each Task Type

Task Type Task Details

Alert See "Viewing Details for an Action Item Task". The fields contain
the current information for the alert or action item task.

Job See "Viewing Details for a Task Type of Job". The fields contain
information on job type tasks that are not action item tasks.

Viewing Details for an Action Item Task

The Task Details screen shows detailed information about the action item task.

Figure 6—13 Task Details Screen for an Action Item Task

Task Details
Update task information and press Save.
To Do

Description: Meeting reminder
Details:

Please review next week's meeting
schedule.

Current Status: | I Progress v

Category: Reminder

Due Date: 9/28/07 11:00 AM

For a detailed description of each field, see Table 6-7.
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Viewing Details for a Task Type of Job

The Scheduled Job Summary screen shows detailed information about the task.

Figure 6—14 Task Details Screen for a Job Task Type

Scheduled Job Summary
Select Done when finished viewing or
editing.

Information

Task Name: Schedules Post Processor
Job Name: Schedules Post Processor
Job Description: SCHEDULE_POST_PROCESSOR
Schedule:
Recipients: Import:1:Back Office:04241
Motifications: N/A

History

Date
2/13/08 1:09 PM Status changed from Created to Submitted.
2/13/08 1:09 PM Status changed from Submitted to Executing.
2/13/08 1:09 PM Status changed from Executing to Succeeded.

Acknowledgements

Destination ID Status Status Date

Table 6-6 describes the information shown in the Scheduled Job Summary screen.

Table 6-6 Scheduled Job Summary Details

Detail Description

Information Type of task performed.
Name and description of the job.

If the job is scheduled on a repeating basis, the next scheduled
runtime is shown.

Recipients of the data distribution or file transfer.

Type of notification and the user IDs that receive notification of
the job’s progress.

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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Adding or Changing a Task

On the Task Status and Event Notifications screen, you can add a new task or change
an existing task:

» Toadd a task, click Add. The New Task Details screen is displayed.

= To change an existing task, click the description of the action item task that you
want to update. The Task Details screen is displayed with the current information
about the task filled in. This screen has the same format as the New Task Details
screen.

Figure 6-15 New Task Details Screen

New Task Details

Fill in task information and select Save.

Action Item
Description: |Review weekend scheduli * ~ Current Status: | not Started | v
Details: * Category: |Reminder ¥

Review the schedule for inventory check
this weekend

Due Date: 4;15/0g e *
Due Time: (40.0g AM v
Assignees
Possible Assignees: Assignees; *
Guest User Administrator

* = Required field

Table 6-7 describes the information shown for the task.

Table 6-7 Task Details Information

Detail Description

Action Item Description of the action item task to be displayed on the Task Status and
Event Notifications screen.

Detailed description of the action item task.

Current status of the action item task. For the list of possible statuses, see
Table 6-4.

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

The due date and time is dependent on the status assigned to the action
item task.
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Table 6-7 (Cont.) Task Details Information

Detail Description

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

List of users assigned to the action item task.

To set the task details:

1.

Enter the description for the action item task:

a. Enter the description. This description is displayed on the Task Status and
Event Notifications screen.

b. Enter the details. This is more detailed information about the task.
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.

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.

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 between 00:00 and 23:59.

Set the list of assignees for the action item task. You must assign at least one user
to the task.

= Toadd an assignee, click the name in the list of Possible Assignees that you
want to add. You can select multiple names at the same time. Click Add.

= Toremove an assignee, click the name in the list of Assignees that you want to
remove. You can select multiple names at the same time. Click Remove.

To save the task details, click Save. If you changed the status of an existing action
item task, an alert task is set to the Task Status and Event Notifications list of the
user that assigned the action item task to you.

Printing the Task List

To print the list of tasks shown on the Task Status and Event Notifications screen, click
Print. Printing is handled by the web browser you are using.
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Removing a Task

Only tasks that have a box displayed in the Select to Remove column on the Task
Status and Event Notifications screen can be removed.

To remove a task:

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

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

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 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 or it may be used as
data in a return evaluation where that type of exception is tracked. 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
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.
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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.

= It allows the exception data to be used in return evaluations where a rule is
present that looks at exception data.

= It adds one 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?

= 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.
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Table 7-1 Customer Exception Return Activities
Exception Track this
Description Details to Consider Exception?
Multiple returns | An excessive number of returns performed in multiple __Yes
within the same | stores or channels on the same day can be an indicator that No
day 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.
Refund tender = Do customers often request different tenders for refund | _ Yes
overrides than the tenders stated in your published return No
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.
Refunds with = Do you wish to track the occurrence of receipted __Yes
receipt returns? N
__No
= 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.
Refunds without |« Do you accept nonreceipted returns? _Yes
receipt = Do you suspect a problem with accepting unreceipted No

returns?

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

= Whatitems 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

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.

_ Yes
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For some exceptions, additional configuration is needed for tracking, beyond simply
selecting the exception. Also, some exceptions 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.

Table 7-2 Customer Exceptions Configurable Return Activities

Exception Track this
Description Details to Consider Exception?
Returns without This exception looks at the total non-receipted return _ Yes
receipt greater than amounts at the transaction level. No

or equal to N = Do you wish to track customer returns without B

receipt that are greater than or equal to N?

If you answer yes to this question, then you should
track Returns with without receipt greater than or equal to

N.
Returns with receipt | This exception looks at the total receipted return _ Yes
greater than or equal | amounts at the transaction level. No
toN = Do you wish to track customer returns with receipt B

that are greater than or equal to N?

If you answer yes to this question, then you should

track Returns with receipt greater than or equal to N.
Returns greater than | This exception looks at the total return amounts at the | __Yes
or equal to N transaction level. No

= Do you wish to track customer returns that are
greater than or equal to N?

If you answer yes to this question, then you should
track Returns greater than or equal to N.
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Table 7-2 (Cont.) Customer Exceptions 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 priced items that you
suspect as having a return problem?

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

= Do you suspect certain customers of abusing your
published policies for high priced 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
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 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 Amount

_ Yes
_ No

Expired receipts

= Do you have a published policy stating the time
frame allowed for returns?

= Do you wish to control allowed refund tenders for
returns that are older than this published policy?

If you answer yes to either of these questions, then you
should track Expired receipts.
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Table 7-2 (Cont.) 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 Is 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

Exception
Description

Details to Consider

Track this
Exception?

Engine response code
tracking

= Are there certain response codes configured in
Oracle Retail Returns Management and used on
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.

List the response codes that you wish to track.

_ Yes
No

Nonreceipted returns
from a configurable
merchandise
hierarchy

= Do you suspect a higher nonreceipted return rate
with certain types of 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 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

_ Yes
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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 suspect elevated levels of return of _ Yes
from a configurable particular items during certain seasons, such as N

. . _No
merchandise after holidays?
hierarchy purchased

= Has there been a recent break-in or significant store

and returned 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
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Customer Exceptions Spreadsheet

The following is an example of a spreadsheet used to define customer exceptions to
track. You may find that using a spreadsheet is helpful for drafting your exceptions to
track and distributing them for review or approval within your organization, to
operational, loss prevention, legal, or other departments.

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

The Customer Exceptions to Track screen is used to configure the system to track the
desired customer behaviors in order to record customer exceptions.

Using the information defined in Table 7-1 and Table 7-2, 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

Select the types of exceptions to be tracked. Press Save to S
ave
save the new settings.

Return Activities

Track Exceptions
Multiple returns within the same day

Refund tender overrides

Refunds with receipt

Refunds without receipt

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

HNOEOEE

Configurable Return Activities

Track Exceptions

O Returns without receipt greater than or equal to |500.00 Add

L] Returns with receipt greater than or equal to |500.00 Add

O Returns greater than or equal to |500.00 Add

0 Merchandise returns from Sales Reporting>Root>Multi-Media
greater than |300.00

Expired receipts (older than [30 days)

Refunds with a refund type of | Price_Adjustment 4

Refunds with a refund type of |[Return W

[l Engine response code tracking | 300 Authorized v

[J Nonreceipted returns from Sales Reporting>Root>Mutt-Media
Merchandise returns from Sales Reporting>Root>Multi-Media

O purchased and returned between |1/1/04 7=] and Add

1/2/04 A

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
s 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 customer exception that requires a Merchandise
Hierarchy entry, click Edit for the merchandise hierarchy. The Merchandise
Hierarchy screen is displayed. See "Selecting the Merchandise Hierarchy" in
Chapter 10.

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

Figure 7-3 Example of a Configurable Customer Exception that Requires an Amount

[ Returns with receipt greater than or equal to |500.00 Add

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

Figure 7-4 Example of a Configurable Exception that Requires a Date Range

0 Merchandise retumns from Sales Reporting>Root>Multi-Media purchased and returned
between |1/1/07 Tl and |1/2/07 i)

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 7-5 Examples of Configurable Customer Exceptions that Require Response
Codes

[ Engine response code tracking | 300 Authorized v Add

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".

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 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.

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.
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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?

Most of the cashier exceptions are the same as customer exceptions. There is one
significant difference:

= Refund authorization override is available as a cashier exception but not 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.
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Table 8—1 Cashier Exception Return Activities

Exception Track this
Description Details to Consider Exception?
Authorization = When you configure return policies, will you allow _ Yes
overrides some judgment by an authorized cashier or manager No

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.

Refund tender = Do customers often request different tenders for Yes
overrides 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.

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.

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.
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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

Same day
returns as
purchases

An excessive number of same day returns as purchases by
a customer, with or without a receipt, in the same or
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.

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.
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Table 8-2 Cashier Exception Configurable Return Activities

Exception Track this
Description Details to Consider Exception?
Returns without This exception looks at the total non-receipted return | __Yes
receipt greater than amounts at the transaction level. No
or equal to N . . . —
= Do you wish to track cashiers performing
customer returns without receipt that are greater
than or equal to N?
If you answer yes to this question, then you should
track Returns with without receipt greater than or equal to
N.
Returns with receipt | This exception looks at the total receipted return _ Yes
greater than or equal | amounts at the transaction level. No
toN . . . —
= Do you wish to track cashiers performing
customer returns with receipt that are greater
than or equal to N?
If you answer yes to this question, then you should
track Returns with receipt greater than or equal to N.
Returns greater than | This exception looks at the total return amounts at the | __Yes
or equal to N transaction level. No
= Do you wish to track cashiers performing o
customer returns that are greater than or equal to
N?
If you answer yes to this question, then you should
track Returns greater than or equal to N.
Merchandise returns | s Do you have certain high priced items that you _ Yes
from a configurable suspect as having a return problem? No

merchandise
hierarchy greater
than N

= Do you have different return tolerances for lesser
priced items than higher priced 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
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 Amount
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Table 8-2 (Cont.) Cashier Exception Configurable Return Activities

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 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.
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Table 8-2 (Cont.) Cashier 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.
= What other types of transactions result in a __Yes
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
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Table 8-2 (Cont.) Cashier Exception Configurable Return Activities

Exception
Description

Details to Consider

Track this
Exception?

Engine response code
tracking

= Are there certain response codes configured in
Oracle Retail Returns Management and used on
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.

List the response codes that you wish to track.

Response Codes

_ Yes
No

Nonreceipted returns
from a configurable
merchandise
hierarchy

= Do you suspect a higher nonreceipted return rate
with certain types of items?

= Has there been a recent store break in, suspected
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
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Table 8-2 (Cont.) Cashier Exception Configurable Return Activities

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 . C g
and returned between | ™ Has there been a recent break-in or significant

: ; o
configurable dates 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
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Cashier Exceptions Spreadsheet

The following is an example of a spreadsheet used to define cashier exceptions to
track. You may find that using a spreadsheet is helpful for drafting your exceptions to
track and distributing them for review or approval within your organization, to
operational, loss prevention, legal, or other departments.

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

Cashier Exceptions

Exceptions are instances of a behavior that a retailer has selected to track for a Customer or Cashier. Exceptions hald 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 return activity. An
"exception” is any activity that can be discerned fram Return Ticket data, such as a nonreceipted return, a return of an item
contained in the Return 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 Y

Refunds with receipt

Sarne day returns as purchases A

Returns of iterms in the Return Pattern Watch file A

Refund tender overrides A

Refund Authorization overrides A

Configurable Return Activities Track?  Values

Refunds with a refund type of X A Price Adjustments
MNonreceipted returns from X A Home
Merchandise returns from X greater than §Y ' Electronics, $500
lerchandise returns from X between (date) and (date) A Holiday

Engine response code tracking response code X A 093-Out of Box Electronics
Expired receipts (older than M days) Y 30
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Configuring the Cashier Behaviors to Track

The Cashier Exceptions to Track screen is used to configure the system to track the
desired cashier behaviors in order to record cashier exceptions.

Using the information defined in Table 8-1 and Table 8-2, 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

Select the types of exceptions to be tracked. Press Save to

N Save
save the new settings.

Return Activities

Track Exceptions
Authorization overrides

Multiple returns within the same day

Refund tender overrides

Refunds with receipt

Refunds without receipt

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

FEOROROR

Configurable Return Activities

Track Exceptions

i
(=}
(=}

O Returns without receipt greater than or equal to |500.00

O Returns with receipt greater than or equal to [500.00 Add
O Returns greater than or equal to |500.00 Add
0 Merchandise returns from Sales Reporting>Root>Mult-Media
greater than |300.00
Expired receipts (older than [30 days)
Refunds with a refund type of | Price_Adjustment v
Refunds with a refund type of |Return ¥ Add
[] Engine response code tracking 300 Authorized ~ | Add
O Nonreceipted returns from Sales Reporting>Root>Mutti-Media Add
Merchandise returns from Sales Reporting>Root>Mult-Media
O purchased and returned between |1/1/04 T and Add

1/2/04 e

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. See "Selecting the Merchandise Hierarchy" in
Chapter 10.

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

Figure 8-3 Example of a Configurable Cashier Exception that Requires an Amount

0 Merchandise returns from Sales Reporting=Root>Multi-Media greater than Add
300.00

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

Figure 8—4 Example of a Configurable Cashier Exception that Requires a Date Range

0 Merchandise retumns from Sales Reporting>Root>Multi-Media purchased and returned
between |1/1/07 7=l and | 1/2/07 -

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 8-5 Example of a Configurable Cashier Exception that Requires a Response
Code

[ Engine response code tracking | 300 Authorized v Add

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 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.

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.

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.

Policy Spreadsheets

The following is an example of a spreadsheet used to define a default receipted policy.
You may find that using a spreadsheet is 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 infarmation in this document represents a sample policy configuration.

Instructions: Specifu which of the Fallowing rules vou wish to uze on the Default policy For Receipted line
iternz as well as the order you wish to evaluate the rules in.

For Range rules, decide the values and each value's response code. An unlimited nurber of values can be
included and the values can be set as needed.

See the Response Code tab for more information.
Replace = replace
tenders from previous
The Flesponse rule response and
Tupes inarder specifiy the default.
are: Yesila Maintain = Maintain
Range values| 1. Denial |z customer | tenders from the
are 2 Manager Positive 0 | previous ule response.
configurable. Ouverideable | 'Within the required and | Add = Add the tender ta
Boolean Action is Denial Rezponse if so checkif |the list from the previous
values are Continue, 3 Contingsnt | Tupe, a it's nat rule response (if the Add
Yesiflo. Continue At, Autharization | priority 1 Caodes and Flaceipt providedin | tender is tobe the
Discrete iz or Stap 4, overridesa  |Descriptions are  |Message  [therequest | defual, itmustbe
tent Processing, Authorization | pricrity 2. fully configurable. |Indicatar | message spesified (bald]).
A Reszponse R Receipt | Capture | Tenders [default
. . . esponse esponse -
# | Policy Rule Yalue Action Continue At Tp Code C dp Meszage | Customer | is bold, others are
] . ode - -
S Priority # Postive ID| override tenders].
Was the transaction
Cortinue Authorization m 700 - Authonzed

a =plit tender?

Allowed refund

Does the tenders in preferred
customer arder [least rizky
Yes Continue At |have a gift Avthorization il 700 - Autharized tenders; evaluated for
receipt far this refunds applied fram
itern? prior returns against
this tranzaction)]
Does the - .
what is the original | Debit as ) custamer - - Add: Credit. Ma”
. Cortinue At Avthaorization m 700 - Authorized Bark Check. Gift
tender? Credit have a gift Card
receipt far this
Does the
custormner Add: Cash, Mail
Cazh Continue At |have a gift Avthorization il 700 - Autharized Bark Check, Gift
receipt far this Card
itern?®
Does the
\ customer Add: Cash. Mail
Traveler's . . - . .
Check Continue At |have a gift Avthorization il 700 - Authorized Bark Check, Gift
receipt for this Card
itern?
Does the
. custormer . ]
S;l::tlflcate Cortinue At hav - a gift ) Athorization il 700 - Authorized g::l.(lé:;cliard, Mail
rece ot far this
itern?
How many days Cioes the
g (hevepassedsinee (<1 [Day oo ooy SUSIOTET L rization 1l 700 - Acthorized 4dd: Gift Card
the itern was 0] have a gift
purchased? receipt for this
!:rg;:z:(]lender ;__5? [Day Cartinue Avthorization n 700 - Authorized g::gg:;;fﬂd Ml
>8 Add: Cash, Msil
[Over Day Cortinue Avthorization il 700 - Authorized
51 Bark Check
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Figure 9-2 Sample Default Receipted Policy Spreadsheet, Page 2 or 2

What is the amount . . . Replace: Cash, bail
4 ko b returmed? <= $50 Contire Althorization 1 00 - Authorized Bark Chck
!Drglnal tender <= $500 Cortirue Autharization 1 700 - Authorized Add: Mail Bark
is check) Check
. . . Feplace: Mail Bank
» $500 Contine Authorization 1 700 - Authorized Check  Gift Card
Doesz the customer
5 | have agiftreceipt | Yes Continue Authorization il 700 - Authorized Feplace: Gift Card
For the itern?
] Contire Althorization 1 700 - Authorized haintain
Howe rmany
. Order davs have T4 -
Fi tw‘ha; i the refund Cancellatio |Continue At | paszed since | Authorized 7 Cancellation Feplace: <noner
et n thie itern was Transaction
purchazed?
. 713 - Sales
Price . . . .
Contire Althaorized E Adjustrnent hMairtain
Adjustrment X
Transaction
wihat is the
8 | customer's <=0 Contine Authorization 1 700 - Authorized Maintain
curnul ative count?
_ hanager 107 - Curnul ative
< Forfinue Overrideable 3 Count threshold Maintain

>0 Stop Dienial E Ot - Curnulative hairtain
Count excesded

Does this itern, and
the date on which
it's being returned,

9 L Yes Contire Althorization 1 00 - Authorized s haintain
Fall within the
Rieturn Pattern
wiatch list?
How mhar
days have
Mo Cantinue At |passed since | Autharization 1 700 - Authorized hairtain
the itern was
purchased?
How mhar return
pattern watch
0 sxceplions does the | <=Tin 1001 Contiriue Authorization il 700 - Authorized airtain
customer have days
within the last b
days?
. PAanager 119 - Return
<=3in 1000 . .
" Contire Overrideable 12 Pattern W atch 5 Iaintain
days
Degial Exceeded
040 - Return
> 3in 1000 Contire Denial a Pattern Wwatch Mairtain
days
E xceeded
Hows mmany days
n hav? passed since Stop Avtharization 1 700 - Authorized hairtain
the itern was
purchased?
[expired receipt <=190 Stop Authorization il 700 - Authorized belaintain
check)
705 - Expired
»>30 Continue Authorization 5 Receipt s Fieplace: Gift Card
Threshold
Howe many receipted
12 relum.s older than ) <= Sin 10 Stop Authorization 1 700 - Authorized Maintain
dausz inthe last b days
daug?
= 10inl hanager m- Explred o
[M=30]) daus Stop Overrideable 1 Receipts haintain
” Denial threshold
Customer

Service Override
Check for Ticket
I return received

. 710 - Custarner
dernial, or manager

R - Althaorization 3 Service 1]
overridable denial, Override Appl
AMD Custorner
Service Override
Available
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Policy Flowcharts

Flowcharts may assist with evaluating the progress of an attempted line item return
through the policy. 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.

Figure 9-3 Sample Default Receipted Policy Flowchart

ad RM-ReceiptedPolicy

How many days have passed
dnce the item was purchased?

What isthe
Criginal Tender?

[Check' Tender -
Auth 700011,
Mone)

[&ll Tenders except ‘Ched!
Auth 70041, OT, MBC, GC)

Mo - Auth 700/11]

Refund Transaction -
Receipted

Wasthe transaction a slit tender?

[Yes Auth T00M1]

Doesthe cugom er have

<1 -Auh 7001, GC]

[«= § Auth 700111, GC,
MBC. = 5 - Auth 70041,
CSH, MBC.]

= $350 Auth 700111 C3H, MBC

or == §500 Auth 70041, MBC
or = $500 Auth 70011, MBC,
GC]

‘What isthe amount to be

a git receipt for the item?

[Ves- futh 700411, GC. No -
Auth 700411, 0T, MBC, GC]

older than M days
inthe lag N days?

retumed?
What isthe Refund Type?
[Order N )
Cancellation - {Layawey Cancellation mthe@
Auth 71407, 0T, 71244, 0T MBC, GC. STOP]
MBEC, 5] Auth
- [Retum - Auth 70041, 7124
OT,MBC, GC, Price Adj
- Auth 713/, 0T, MBC,
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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 user 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.
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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 establishes 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. For an example, see Figure 9-3.
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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 overrideable 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.
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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.

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 first response code based on the
answer to the rule. It moves on to the second rule. If that results in a higher response
type or the same response type with a higher priority, it selects that response code.
This continues until the evaluation process is complete.

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 amanager 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 user 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.
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= 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

= Do you need specific codes to convey information to the point-of-return? You can
use response codes at the point-of-return to control reductions in return prices or
to suggest or require a restocking fee.

= 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?

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 the 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.”
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= 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?"

= 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.
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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

= Maintain the list accumulated thus far

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.
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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 users 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.

9-16 Oracle Retail Returns Management User Guide



Determining Your Exception Policies

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, 2007 to February 1, 2008. 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

How many days Does the
havepassed (<1 DAY |1y o gy CHSIOTET YR 1y o M |700- Authorized 4dd Gift Card
zince the item 1]} gift receipt For the
was purchased? itermn?
[orginal tender <=5 [Day . . . Add: Gift Card.
Cont ALtk I il 700 - ALtk d
iz check) 1-5] erinqe henzation henze Mail Bk Check,
E):P 5';:'““ Contirue Althorization il 700 - Authorized ;::kE;Z:k Mail
What is the . . . Replace: Cash,
4 <= $50 Cont ALtk I il 700 - ALtk d
arnount to be y eringe Hihenzaian Hihenze tail Biank Check
[orginal tender <= $500 Continue Althorization ! 700 - Avthorized &dd: Mail Bank.
. . . Feplace: Mail
> $500 Cont ALth I il 700 - Avth d
2 ontinue Lithorization Lithorizes Bank Check,
Does the
cgstomer hiave & Yes Contirue Avtharization il 700 - Avthorized Replace: Gift
gift receipt for the Card
itern?
Mo Continue ALthorization il 700 - Avthorized Faintain
How mary days -
Whatis the Circler Continue At have passed Authorized T Cancellation Feplace: <nones
refund tppe? Cancellation zince the item
Tranzaction
wasz purchased?
Price Contiriue Autharized 3 713 - Sales taintain
Layaway Stop Authorized 4 - Laya.wau Pairtain
Cancellation Cancellation
Beturn Continue Authorized i 700 - Avthorized Pdairtain
What ig the
" .
cusiamers <=h Contirue Althorization il 700 - Avthorized taintain
curmul ative
count?
_ . Manager 101 - Curnulative .
=0 Eentinue Overrideable 3 Count threshold Mairtain
>0 Stop Dieial E 011 - Curnulative Ilaintain
Dioes this itern,
and the date on
which it's being
9 returned, fall Yes Continue Althorization il 700 - Avthorized s hairtain
within the Return
Fattern watch
list?
How many days
Mo Continue At h.ave pass.ed Authorization il 700 - Authorized aintain
since the item
was purchased?
How many return
pattern watch
0 exceptions does | <=Tin 1000 Contirue Authorization il FO0 - Authorized aintain
the custarmer days
have within the
last b days?
¢<=3in 1000 . kanager 119 - Return .
Cont 12 5 faint,
days N9 Overrideable Pattern Watch anan
;:ylsn oon Continue Denial 8 gt?t;rie\tv\ufrar:ch hairtain
Haow rany days
h. d
1 .ave passe Stop Avtharization il F00 - Avthorized Fairtain
since e item
was purchased?
[expired ¢=120 Stop Authorization il 00 - Authorized Paintain
> 120 Cantinue Avtharization 5 705 - Expired ks Replace: GiFt
Haw rnany
receipted returns = 5in 10
12 older than M days davs Stop Avtharization il 700 - Authorized hdairtain
inthe last M i
days?
¢=10in10 kanager 1 - Expired .
M=120] S il raint.
( ) days o Overrideable Receipts arian
> 10in 10 Stop Dierial q 029 - Expired Ilaintain
Customer
Service
Override
Check For
Ticket
IF return received
denial, or manager Authorization 3 D= CslEmmey a

- Service
overridable denial,

AND Customer
Service Override
Available

Override Appl
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Figure 9-8 Sample Exception Policy: Holiday Returns Policy Flowchart

ad RM-E xception Holiday Retumns - Receipted /

What isthe
Original Tender?

Hawmany dayshave passed
Snce the item wa s purchased?

<1 - futh TO0M 1, GC)

[#= 5 Auth 7001, GC

MBC, =5 - Auth TOOAT,
CEH, MBC.]

[« $50 &uth 700411 ,CSH, MBC

or <= $500 Auth 70041, MBC
oF = $500 Auth 700111, MBC,
&)

What izthe amount to be

retumed?

[Ched: Tender -
Auth 700011, Mo - futh 700411]
Mone]

[&11 Tendersexcapt 'Ched!
Auth 700M11, 0T, MBC, GC]

Refund

Transaction -
Heliday Retum -
Receipted

Wasthe transact on & it tender?

[es Auth 700#1)

Doesthe cugomerhave
a git receipt for the item?

[fes - Auth 70041, 3¢, No -
Auth T00H1, OT M BE,GC)

What i sthe Remund Type?

=Git Cand

CS0P= Customer Service
Overfide Process

CSH = Cash

0T  =0Original Tender
MBC = Mail Bank Check
GC

A,
Huoliday Policy appliesto
all mesipted returns
between 12262005 and
21 2008

[Crcler .
Cancellation - \ {Layaway Cancellation Aulh%()
Auth 71477, OT, 71244, 0T MBC, GC. STOP] o
MBC, B [Retum - duth 70041, 7126
OT, MBC, GC, Price Ad)
- Auth 713/, OT, MBC,
GC) @
H daysh d What izthe Cudomer Cumulative Count? /"
owmany dayshave passe
sncethe item was purchassd . ed  CE0 A
10 or<=120 - =10 - Denial 01146 71043
Auth TO0A 1, T, MBC, 6C. STOP]

Athr OT, MBC, GC. Mo

Stop STOR] [2=5 - Auth 700411, OT,
MBC, GC or<=10.MOD [»=15 sugoend for 30 days. Denial
[?":J"-‘d;ﬁ“‘gT 1018, 07, MBC, 5C] Denial 08540, 0T, MBC, 3C. o1
! ! STOP
[=120 - duth F055, MEe, 66] !
6e] /@
[«=1 in 1000 days- Auth Doesthisitem, and the date on ﬂes} ;:fg;uth
TO00#11, OT, MBC, GC. ==3 which it'sbeing retumed fall within
in 1000 days-MOD 119112, the Retum Pattem Walch lig?
0T, MBC,6GC) ]
[==5in 10 days - How i any %
Auth TOOMT, GC receipted returns Denial
STOP] alderthan M days 08510

Auth inthe lad N days? [Wes- Auth 700M1,

700411 [==101n 10 days OT.MBC, GC]

oc 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
-
P 1101010 days - the lad M days?
Denial 028/, GC,

@ STOP) [veg™ cs0 Auth
MoD ) </—¢=3 in 1000 days- Denial nqms. 71083
111011 @ =D OT.MBC, GC. STOP] <

[Me]
[feg o] [fes]  (ue)
CE0 Auth Denial CS0 Auth Denial 086112 04058
71003 02909 moe
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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 or the end of the policy. 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 or 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

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 first response code based on the
answer to the rule. It moves on to the second rule. If that results in a higher response
type or the same response type with a higher priority, it selects that response code.
This continues until the evaluation process is complete.
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Adding a Response Code

The Response Codes screen is used to add a response code:

1. Click the Response Codes left navigation link under the Configuration subtab.
The Response Codes screen is displayed.
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Figure 10-1 Response Codes Screen

Response Codes
Add response codes by entering Code, Response Type, Response Priority, and Short

Description and press Add, or update current response code descriptions and press
Save.

Add Response Code

Code: I:I *

Response Type: |———Se|ect——— hd ‘ *
Response Priority: D *
Short Description: | | *
Long Description:
Add
Response Codes
Response Response . Long
Code = Priority Short Description Tt i
. - - . | There is insufficient quanticy of this tem for return  #
10 Denal L |InsuFﬁcnent quantity | based on original and subsequent transactions. v
50 Denial 2 |Exception fle match |x The customer is heing monitored for risky behavior.
20 Denial 3 |Va|idati0n amount exceaded |x This attempted return is of an amount that would &
be greater than the original transaction amount b
Mgr - - -
100 Overridable 1 |N0 receipt |x The return has been denied because a receiptis ~ *
Denil required but none was provided. >
Mgr - - -
110 Overndabie 2 |Transacti0n nat found |x The return has been denied because the original &
Denial transaction is unable ta be retrieved. he
Mar 3
120 Overndabie 3 |Cust0mer not found |x The return has been denied because the forms of *
Denial id provided by the customer have not been b
Mgr ; B
130 Overridable 4 |Item not on file |x The ftem for return is not on fie.
Denial
Mar ; PS
140 Overriabie 5 |Return tmeframe exceeded |x The return has exceeded the return timeframe for &
Denil this item within this store. b
Magr - - - -
150 Overidable 5 |Excepti0n fle match |x The customer is being monitored for risky behavior,
Denial
200 Contingent 1 |Exce tion fle match |x The associate is being monitored for risky behavior.
Authorization P
Contngent : . |The tem has a high frequency of returns and is k|
210 Authorization 2 |Except|0n fie match | being monitored for risky behavior. hd
Contingent - . |The store has a high frequency of returns and s~ *
220 Authorization 3 |Except|0n fie match | heing monitored for risky behavior. b
230 Contingent 4 |Transacti0n nat found |x The transaction was not found. Manager approval
Authorzation must be obtained. b
2qq  Contingent 5 |Cust0mer Information Required |x Customer information must be obtained before the &
Authorization return can be approved. hd
300 Awthorization 1 |Auth0rized |x The return has been accepted.

* = Required field
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N o a M Db

Enter a code.

Select a response type.

Enter a response priority.

Enter a short description.

Enter a long description if you want to include one.

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.

2.
3.

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

The Receipt Messages screen is used 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 below 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 box, and then clicking

Remove. Any rules and policies with that receipt message will be reset to Add| | Save Remove
use the default message.

Add a Receipt Message

This retum is outside our 14 ~
Message: day return policy. The — | Status
exception is subject to b/
Edit Current Receipt Messages
Select to Message Last
Remove Number AEENICE Modified S EUE
You wil be issued a refund A
O 3 check for this retum. A check = 9/13/07
should be maied to you within %
This tem was not received A
O 4 with its original receipt or = 9/13/07
packaging and may not be hd

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 remove 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.
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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 more information on this file, see "Return
Pattern Watch" in Chapter 2.

Adding a Pattern

The Item /Merchandise Return Pattern Watch screen is used 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

Item/Merchandise Return Pattern Watch

To count return activity of certain items within date ranges over time,

select the level of the Merchandise Hierarchy, enter date range, and

press Add.
Add to Pattern Watch

Merchandise
Hierarchy: Sales Reporting>Root

Date Range: Purchase occurring between |9/13/07 E and|9/13/27 =
Return occurring between 9/13/07 Bl and|9/13/27 =

Included in Pattern Watch
Select to

Merchandise Hierarchy Purchase Date Range Return Date Range
Remove
O ﬁ_f‘e'?aRepm'”g>R°°t>N“'t" 9/13/07 - 9/13/27 9/13/07 - 9/13/27
Sales 4 it s s
O 9/13/07 - 12/31/07 9/13/07 - 12/31/07

Reporting>Root>Hardware

Remove

For each pattern included in the pattern watch, the following information is
displayed:

= 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
s Beginning and ending dates to watch for returns

2. To select entries representing the desired levels of the merchandise hierarchy, click
Edit. The Merchandise Hierarchy screen is displayed. See "Selecting the
Merchandise Hierarchy".

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.
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Selecting the Merchandise Hierarchy
The Merchandise Hierarchy screen is used to select the merchandise hierarchy level for
an item.

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:

Merchandise Hierarchy functions Sales Reporting v
Sales Reporting Root v
Root Gardening v

To select the hierarchy level:

1. Select the appropriate levels of the merchandise hierarchy. To see the next level of

the hierarchy, click Expand.

2. Click Done. The Item/Merchandise Return Pattern Watch screen is displayed.

Removing a Pattern

To remove 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.
2. Check the box in the Select to Remove column for the entry you wish to remove.
3.

Click Remove. The Confirm Return Pattern Watch Removal screen is displayed.

= If you want to remove the selected patterns, click Yes. The patterns are
removed.

= If you do not want to remove all the patterns, click No. The patterns are not
removed.
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Configuring Policies

The Return Policies screen is used to edit, add, copy, and remove policies.

= For a description of return policies, see Chapter 9.

»  For information on editing a policy, see "Editing a Return Policy".

= For information on adding a policy, see "Adding a Policy".

= For information on copying a policy, see "Copying an Existing Policy".

= For information on removing a policy, see "Removing an Existing Policy".

Figure 10-5 Return Policies Screen

Return Policies

Edit Default return policies or Exception
policies. Add a new policy by pressing
Add, or select an existing policy and
press Copy.

Default Return Policies
Select

Policy List = Edit Policy = Change Rules = Edit Rule

; Effective - Last
to Default Policy Name Locations Effective Items Modified Status
Copy
B . 9/12/07
DefaultReceiptedPolicy .
[0 DefaultReceiptedPoli Corporate (Al) Al 6:40 PM Active
] DefaultNonReceiptedPolicy Corporate (Al) Al 2&5"’3:1 Active
Exception Policies
Select
toCopy  Exception Effective . Effective Last
or Policy Name Locations Effective Items Dates Modified SLaE
Remove
Franchise 9/12/07 12:00
o Sales 9/13/07
Store >Commerce : _ AM - . :
] Nonreceint T 52%?;t|ng>Root>Mult\ 12/30/26 11:23 AM Active
Return Policy 11:59 PM
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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

= Items covered by the policy

= For exception policies, the effective date for the policy
= When the policy was last modified

= Status of the policy

Editing a Return Policy

The Edit Return Policy screen is used to change the information that defines a policy.
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Figure 10-6 Edit Return Policy Screen

Edit Return Policy Policy List = Edit Policy = Change Rules = Edit Rule
View or edit the rules that comprise the Return Policy for your enterprise.

Return Policy Information

Return Policy |Ma|| Stare Receipted Returns Last Sep 12, 2007
Name: Modified:

Return Policy Policy to be used for receipted returns in mal By: pos
Description: stores.

Status: Active

Effective sep 12, 2007
Date:

(MMM d, yyyy)
Receipted: Receipted v End |pec 30, 2026
Date:
(MMM d, yyyy)
Policy
Rules [ ChangeRules/Order |
Require .
. Value/ : Response L Available
# Policy Rule Maximum  Action  Response Code POS]r:ItIVe T T
Cash CONTINUE Authorization 300 . false IVaintain tender(s)
Authorized
. - . CONTINUE . |300 _— .
W ? (di ‘ . \ |
0 | What is the original tender? (discrefe) Check AT 2 Authorization Autharized false IWaintain tenderis)
CONTINUE . |300 e
Default AT3 Authorization Autharized false Iaintain tender(s)
Replace tender
{s) : Cash
250 COUTHUE Authonzation Sl false
AT 3 Authorized
Default
) tender-Cash
1 | What is the amount to be retumed? (range)
Replace tender
(s) : Check
Mo Max COUTHUE Authonzation Sl false
AT 3 Authorized
Default
tender:Check
Replace tender
300 (s} : Cash
100 CONTIMUE Authorization - false
Authorized
Default
. tender-Cash
2 | What is the amount to be returned? 2 {range)
Replace tender
300 (s} : Check
Mo Masx CONTINUE Authorization - false
Authorized
Default
tender:Check
30 STOP Authorization L false Maintain tender(s)
Authorized
3 How many days have passed since this item Replace tender_
was purchased or delivered? (range) IMgr 140 Return (s} - StoreCredit
Mo Max CONTINUE Overridable | timeframe | false
Denial exceeded Default
tender:StoreCredit

Heuristic Note: If af rules resolve to "Continue’, then the response code sent wil be the last, most cautious

response type evaliated.
Applies to the Following Locations

Select to Remove Location
0O Commerce Hierarchy>Enterprise > South>Texas >Austin
Applies to the Following ltems
Select to Remove Ttem
O Lg Trvir Dl Bag
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Note: Only the name, description, and policy rules can be changed
for the default return policies.

To edit the policy:
1. Enter the return policy name.
2. Enter the return policy description.
3. Choose whether the policy is receipted or nonreceipted.
4. Enter or select an effective date (optional) and end date.
5. To change the policy rules, see "Changing the Rules in a Policy".
6. Select the stores to which this policy applies in the Applies to the Following
Locations section.
Note: At least one store is required.
= To add stores to the list, click Add. The Add Location to Policy screen is
displayed.
s Toremove a store from the list, check the box in the Select to Remove column
and click Remove.
7. 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.
» Toremove an item from the list, check the box in the Select to Remove column
and click Remove.
8. Click Save. The new policy is created.
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Adding Locations to a Policy

The Add Location to a Policy screen is used to add a hierarchy node, individual store,
or adhoc group of stores to a policy.

Figure 10-7 Add Location to Policy Screen

Add Location to Policy Policy List = Edit Pelicy = 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 © Ad-Hoc Groups © Individual Store

Select the level of hierarchy

~ Commerce Hierarchy
w Enterprise
» North
* South
v Texas

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.
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Adding ltems to a Policy

The Add Item to Policy screen is used to add individual items or a level of the
merchandise hierarchy to a policy.

Figure 10-8 Add Item to Policy Screen

Add Item to Policy Palicy List = Edit Policy = Change Rules = Edit Rule

Select to apply this policy to a level of the
Merchandise Hierarchy or Individual Items. Press

Save after you have set the appropriate entry.
Mall Store Receipted Returns
© Merchandise Hierarchy ® Individual Items

Enter item SKU and press Add to add to the list.

6151

Items included on policy

Remove

Select to
Remove

O 7463 Lg Trvir Dl Bag

Item Number Item Description

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.

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.

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. See "Editing a Return
Policy".

10-14 Oracle Retail Returns Management User Guide



Configuring Policies

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.

2. Check the box in the Select to Copy or Remove column for the exception policy
that you wish to remove.

3. Click Remove. The Confirm Policy Removal screen is displayed.

= If you want to remove the selected policies, click Yes. The policies are
removed.

s If you do not want to remove all the policies, click No. The policies are not
removed.

Configuring Return Policies 10-15



Configuring Policies

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.

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
Locations 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.

Changing the Rules in a Policy

The Change Rules and Execution Order screen is used 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

Change Rules and Execution Order Policy List = Edit Policy = Change Rules = Edit Rule
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: Franchise Store Nonreceipt Return Policy Last Modified: Sep 13, 2007
Return Policy Description: Default policy for non-receipted returns. By: pos

Status: Active
Effective Date: Sep 12, 2007
End Date: Dec 30, 2026

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 retumns without receipt has the customer performed in the last M days? (range) Add
How many same day returns has the customer attempted 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) ha

Execution order for the policy
Selected Rules for this Policy

What is the amount to be returned? (range)
What is the condition of the tem? (discrete)
How many returmns without receipt has the customer performed in the last M days? (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.

s 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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Editing a Return Policy Rule

On the Edit Return Policy screen, you can select a policy rule that you want to change.
For information on editing a return policy rule, see the following sections:

s To edit a boolean rule, see "Configuring a Boolean Rule"
s To edit a discrete rule, see "Configuring a Discrete Rule"

s To edit a range rule, see "Configuring a Range Rule"
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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 Policy Rule Policy List = Edit Policy > Change Rules > Edit Rule

Select the appropriate Action, Response Type, Response Code, and Available Tender Types for each
value indicated.

Franchise Store Nonreceipt Return Policy

# 0 Policy Rule : Is the original transaction number provided?

Receipt Require .
M\fal_uef Action Response Message Positive Available Tender
aximum Number D Vs

Action on
accumulated list of
tenders:

O Replace tender(s)
O Add tender(s)

@ Maintain tender(s)
Response:

CONTINUE |+ [Mgr Overridable Denial v Specify the new

false Rule 0 tenders to add or
Response Code: replace with:

| 100 No receijpt v |

If one of the selected
tenders is the default
tender, select it here.

Action on
accumulated list of
tenders:

O Replace tender(s)
O Add tender(s)

® Maintain tender(s)
Response:

STOP b |Mgr Overridable Denial| v ‘ Specify the new

true Rule 0 tenders to add or
Response Code: replace with:

| 100 No receijpt v |

If one of the selected
tenders is the defaul
tender, select it here.
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4. For each of the true and false responses:

a.
b.

a o

=h

h.

Select the appropriate action: Continue, Continue At, or Stop Processing.
If you select to Continue At a particular rule, select the name of the rule.
Select a response.

Select a response code.

Select a receipt message number.

Check whether this rule requires the collection of positive ID information from
the customer.

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.

5. 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.

2. Click the policy name. The Edit Return Policy screen is displayed. See Figure 10-6.

3. 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

Edit Return Policy Rule

Select the appropriate Action, Response Type, Response Code,
and Available Tender Types for each value indicated.

Franchise Store Nonreceipt Return Policy

# 2 Policy Rule : What is the condition of the item?

Select
to
Remove

Value/Maximum Action Response

Response:

Policy List = Edit Policy = Change Rules = Edit Rule

Add Value ] [ Delete Value ] [ Done I

Receipt Require
Message Positive
Number D

STOP v

|Mgr Overridable Denial |+ ‘

Out_of_Box || Rule

Response Code:

| 150 Exception fle match v |

Available Tender
Types

Action on
accumulated list of
tenders:

O Replace tender(s)
C 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.

Response:

CONTINUE v

| Authorization

Default Rule

Response Code:

300 Authorized |+

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 defauk
tender, select it here.

4. Add or delete responses for the rule:

Add Value ] [ Delete Value ] [ Done ]

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.
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5. 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.

Select a response.

a o

Select a response code.

e. Select a receipt message number.

=h

Check whether this rule requires the collection of positive ID information from
the customer.

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.

6. Click Done.
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Configuring a Range Rule

To configure 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.

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 Policy = Change Rules = Edit Rule

Add Range I [ Delete Range I [ Done ]

Franchise Store Nonreceipt Return Policy

# 1 Policy Rule : How many returns without receipt has the customer performed in the last M days?

Days90 |

Select
to
Remove

Value/
Maximum

I

STOP
Rule

Action

Response

Response:

| Authorization A ‘

Response Code:

300 Authorized |

Receipt Require
Message Positive
Number D

Available Tender
Types

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 defaul
tender, select it here.

No Max

STOP
Rule

Response:

Denial A4

Response Code:

|20 Exception file match |+ |

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 defaul
tender, select it here.

Add Range I [ Delete Range I [ Done ]
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4. If the rule includes variables, such as M or X, enter the values for the variables. In
the above figure, the 90 in the Days field is the value for M in the "last M days" in
the rule.

If a rule has more than one variable, multiple fields are shown for entering the
variables. The fields are shown in the same order as the variables appear in the
rule.

5. 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.

6. 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 positive ID information from
the customer.

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.

7. 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

This is the question that is asked about the attempted line item return or the return
transaction as a whole.

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.

n  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 - the 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.
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

Attribute

Description

Rule

Does this item and the date on which it is being returned fall within the Return Pattern
Watch file?

Details to Consider
(Identify Behavior)

When deciding whether to use this rule, consider the following:

= Do you suspect a problem with the purchase and return of items within a short time
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 categories of items are often purchased and returned in a short time frame?
= What are the merchandise hierarchies that contain those categories of 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 the rule: "How many Return
Pattern Watch exceptions does the customer have in the last M days?”

Rule Type

Boolean

Use this Rule in
Default Receipted
Policy?

Yes

No

Use this Rule in
Default Non-receipted
Policy?

_ Yes
_ No

Use this Rule in
Exception Policies?

Yes

No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

How many days have passed since the item was purchased?

How many days have passed since the item was purchased or delivered?

Details to Consider

Two rules can cover similar situations.

(Identify Behavior) = If your organization sells items on order for later pickup or delivery, and you do not
wish to consider receipts to be expired 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:

= "How many same day returns has the customer attempted in the last M days?"

= "How many returns older than M days has the customer performed in the last M
days?"

Rule Type Range

Use this Rule in _Yes

Default Receipted _ No

Policy?

Use this Rule in _ Yes

Default Non-receipted N

) _No

Policy?

Use this Rule in _ Yes

Exception Policies? No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

How many (of a certain refund type) has the customer performed in the last M days?

Details to Consider

This rule can be included more than once for different refund types. This is a count of

(Check Exception those transactions that resolved to an authorized state and is based on the type of

History) transaction being performed at the point-of-return.
To see the specific exceptions that are counted for this rule, you should select to track 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

Use this Rule in _Yes

Default Receipted N

Policy? —No

Use this Rule in _ Yes

Default Non-receipted N

) _No

Policy?

Use this Rule in _ Yes

Exception Policies? No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute Description

Rule How many Return Pattern Watch exceptions does the customer have in the last M days?
Details to Consider This rule checks how many times a customer has performed a return on an item in the
(Check Exception date ranges that are in the Return Pattern Watch file.

History)

M days may be a period extending from days up to several years of history.

You should use this rule in all policies where you choose to use the rule: "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:

s Customer Exception—Returns of items in the Return Pattern Watch file

»  Cashier Exception—Returns of items in the Return Pattern Watch file

Details to Consider
(Identify Behavior)

You may also wish to use the rule: "How many refunds without receipt has the customer
performed in the last M days for a particular merchandise hierarchy?". Use of a
nonreceipted exception policy for the particular merchandise hierarchy is the identifier
for the rule.

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

Use this Rule in
Default Receipted
Policy?

_ Yes
No

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;:

s Authorization?
= Contingent Authorization?
= Manager Override?

s Denial?

Use this Rule in
Default Non-receipted
Policy?

Use this Rule in
Exception Policies?

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

How many returns from a particular merchandise hierarchy and within a set date range
have been performed by this customer?

Details to Consider
(Check Exception
History)

When deciding whether to use this rule, consider the following:

= 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 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

Details to Consider

Use of a nonreceipted exception policy for the particular merchandise hierarchy is the

(Identify Behavior) identifier for the rule: "How many refunds without receipt has the customer performed
in the last M days for a particular merchandise hierarchy?"
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

Use this Rule in _Yes

Default Receipted _ No

Policy?

Use this Rule in _ Yes

Default Non-receipted N

) _No

Policy?

Use this Rule in _ Yes

Exception Policies? No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute Description

Rule How many returns older than N days has the customer performed in the last M days?
Details to Consider When the answer to the rule: "How many days have passed since the item was

(Check Exception purchased?" is larger than your published or desirable return policy, this rule can be
History) used to check the frequency of the customer performing returns that are older than the

desired number of days. The response to the rule "How many days 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:

s Customer Exception—Expired receipts

»  Cashier Exception—Expired receipts

Details to Consider

If you also use the rule, "How many refunds without receipt has the customer

(Identify Behavior) performed in the last M days?", consider the following behavior:
»  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

Use this Rule in _ Yes

Default Receipted N

; _No

Policy?

Use this Rule in _ Yes

Default Non-receipted N

; _No

Policy?

Use this Rule in _ Yes

Exception Policies? No

Which exception policies?

11-8 Oracle Retail Returns Management User Guide




Rules that Identify Behavior and Check Exception History

Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute Description

Rule How many returns without receipt has the customer performed in the last M days?
Details to Consider When the attempted line item return is nonreceipted, this rule can be used to check the
(Check Exception frequency of a customer performing refunds without a receipt. To see the specific
History) exceptions that are counted for this rule, you should select to track the following:

»  Customer Exception—Refunds without receipt

= Cashier Exception—Refunds without receipt

Details to Consider

When deciding whether to define specific exception policies for merchandise

(Identify Behavior) 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
Use this Rule in _ Yes
Default Receipted _ No
Policy?
Use this Rule in _Yes
Default Non-receipted
. _No
Policy?
Use this Rule in _ Yes
Exception Policies?
No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

How many returns without receipt has the customer performed in the last M days for a
particular merchandise hierarchy?

Details to Consider
(Check Exception
History)

The identifier of this behavior is the fact that the nonreceipted exception policy for a
particular merchandise hierarchy was used to evaluate an attempted line item return.

Because this rule looks at nonreceipted behavior, it should be used in nonreceipted
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 Consider

If you also use the rule, "How many times has the customer attempted to return

(Identify Behavior) merchandise from a particular merchandise hierarchy with an item price greater than N
in the last M days?", consider the following behavior:
= Use of a nonreceipted exception policy for the particular merchandise hierarchy.
= Use of the rule: "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

Use this Rule in _ Yes

Default Receipted _ No

Policy?

Use this Rule in _ Yes

Default Non-receipted N

) _ No

Policy?

Use this Rule in _ Yes

Exception Policies? No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

How many same day returns has the customer attempted in the last M days?

Details to Consider

When the answer to the rule: "How many days have passed since the item was

(Check Exception purchased?" is 0, indicating a same day return, this rule can be used to check the
History) frequency of the customer performing same day returns, which can be an indicator of
potential theft-return patterns. The response on the rule "How many 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
Use this Rule in _ Yes
Default Receipted N
; o
Policy?
Use this Rule in _ Yes
Default Non-receipted N
; o
Policy?
Use this Rule in _Yes
Exception Policies? No

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

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?

Details to Consider
(Check Exception
History)

The identifier of this behavior is the combination of the fact that the nonreceipted
exception policy for a particular merchandise hierarchy was used to evaluate an
attempted line item return and the rule: "What is the amount to be returned?"

When deciding whether to use this rule, consider the following:

= Do you have certain high priced 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 priced items than higher priced
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
priced 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 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

Use this Rule in
Default Receipted
Policy?

Use this Rule in
Default Non-receipted
Policy?

Use this Rule in
Exception Policies?

Which exception policies?
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Table 11-2 (Cont.) Rules that Identify Behavior and Check Exception History

Attribute

Description

Rule

What is the refund type?

Details to Consider

The behavior for the rule: "How many (of a certain refund type) has the customer

(Identify Behavior) performed in the last M days?" is identified by this rule. This rule would normally
Continue At a specific instance of that rule for each 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
Use this Rule in _ Yes
Default Receipted _ No
Policy?
Use this Rule in Yes
Default Non-receipted
. No
Policy?
Use this Rule in _ Yes
Exception Policies? N
[¢)

Which exception policies?

Rules that Usually Stand Alone

The rules itemized in Table 11-3 are generally used alone rather than in conjunction
with other rules.

Rule Catalog 11-13



Rules that Usually Stand Alone

Table 11-3 Rules that Usually Stand Alone

Detail

Description

Rule

Are the past and current returns against this transaction greater than the validation
amount?

Note: This rule and the rule "Is the validation amount present?" work together.

Details to Consider

An amount that is rounded up to the nearest whole amount can be encoded in a
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 user 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.

When deciding whether to use this rule, consider the following:

= Do you print validation numbers containing the original transaction amount on
retail receipts?

= Did you choose to include in policies the rule: "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 your should use this rule in policies.
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail Description
Rule Type Boolean
Use this Rule in _ Yes
Default Receipted

. _No
Policy?
Use this Rule in _ Yes
Default Non-receipted N

) _No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail Description
Rule Does the customer have a gift receipt for the item?
Details to Consider This rule can be used to automatically approve a gift receipted return or to limit a

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
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

. _No
Policy?
Use this Rule in Yes

Exception Policies?

Which exception policies?

Rule How many cumulative exceptions does this customer have?

Details to Consider The customer cumulative exception count is a value whose calculation is determined 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
Use this Rule in _ Yes
Default Receipted N
Policy? —No
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in Yes

Exception Policies?

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail Description
Rule How many returns have been attempted against this transaction today?
Details to Consider The transaction may be deemed valid by a validation number check at the

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 the rule: "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
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

. _No
Policy?
Use this Rule in Yes

Exception Policies?

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

How many returns has the customer attempted on this day?

Details to Consider

This rule watches for customers attempting returns, potentially at different stores, of
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:

s Customer Exception—Multiple returns within the same day.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in Yes
Default Non-receipted

. __No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail Description
Rule How many returns have been accepted against this transaction today?
Details to Consider The transaction may be deemed valid by a validation number check at the

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 the rule: "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
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

. _No
Policy?
Use this Rule in Yes

Exception Policies?

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

How many tender overrides have been performed for this customer in the last M days?

Details to Consider

This rule is not normally used to authorize or deny an item return, but can be used to

(Check Exception prevent a tender override from occurring by setting a particular response code in Oracle

History) Retail Returns Management that is recognizable to the point-of-return as disallowing a
tender override.
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

Use this Rule in _ Yes

Default Receipted _ No

Policy?

Use this Rule in _ Yes

Default Non-receipted N

. _ No

Policy?

Use this Rule in Yes

Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

How many times has the particular response code been used for this customer in the last
M days?

Details to Consider

When considering whether to use this rule, consider the following:

%—(I?slteocf fxceptlon = Do you have a particular response code used for a behavior, and do you need to
y track the pattern of that behavior? For instance, if the user always authorizes 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 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.
Rule Type Range
Use this Rule in _ Yes
Default Receipted _ No
Policy?
Use this Rule in _ Yes
Default Non-receipted N
; _No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?

Rule

Is the customer positive ID provided?

Details to Consider

This rule can be used to stop or deny a transaction if the customer positive ID is not
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
Use this Rule in _ Yes
Default Receipted N

) _ No
Policy?
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

Is the original transaction number provided?

Details to Consider

The point-of-return may have already searched for and found the transaction locally
(register or in store server) or in a central search.

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
Use this Rule in _ Yes
Default Receipted No
Policy? -
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?

Rule

Is the validation amount present?

Note: This rule and the rule: "Is the validation amount plus factor greater than the past
and current returns against the transaction?" work together.

Details to Consider

This rule is most often used to help determine the total returns thus far against a
validated-but-not-retrieved transaction in conjunction with the rule: "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
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

Is there quantity left to allow return of the quantity requested?

Details to Consider

Often the point-of-return can check for quantity remaining to return, but the system 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
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

. _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?

Rule

Is this transaction a split tender?

Details to Consider

This rule invokes refund of an original split tender transaction in order of tender
riskiness, from least to most. The retailer defines the least risky order through the Oracle
Retail 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
Use this Rule in _ Yes
Default Receipted No
Policy?
Use this Rule in _ Yes
Default Non-receipted

. No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the amount to be returned?

Details to Consider

You may wish to limit refunds to certain refund tender types based on the amount to be
returned. For example, cash for $10 or less, gift card for $10 to $1000, store credit for
greater than $1000 might be used. Therefore, it is usually used in conjunction with other
rules such as the following:

= "What is the original tender?"

= "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 priced items that you suspect as having a return problem?

= Do you have different return tolerances for lesser priced items than higher priced
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
Use this Rule in _ Yes
Default Receipted N
Policy? —°
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the condition of the item?

Details to Consider

Any number of conditions can be evaluated to determine action by the rules engine.
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 Oracle Retail Strategic Store Solutions
Configuration Guide.

Rule Type Discrete
Use this Rule in _ Yes
Default Receipted N
Policy? —°
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the Customer Type?

Details to Consider

This rule is designed to evaluate the customer type returned in the return request
message from the point-of-sale. The customer type is established at the point-of-sale and
parameterized for use in Oracle Retail Returns Management. Customer Type can be
used to group customers by loyalty status, return history, or other types.

When deciding to use this rule, consider the following;:

= Would you wish to approve or manager override a return solely based on Customer
Type? If, for example, the customer was a 'platinum'’ level customer, you might
want to approve a return that would normally not fall within the Return Policy. If,
for example, the customer type was 'employee’, you might wish to have a manager
approve the return.

= Would you extend your policy to offer different return criteria to customers based
on Customer Type? You might allow 60 days for a receipted return instead of 30 for
a loyalty type customer.

If you answer yes to any of these questions, then you should use this rule in policies.

Rule Type Discrete
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted

. __No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the item type?

Details to Consider

This rule can be used to treat a particular type of item in a different manner from the
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 Oracle Retail Strategic Store Solutions Configuration
Guide.

Rule Type Discrete
Use this Rule in _ Yes
Default Receipted
Policy? —No
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the original tender?

Details to Consider

This rule allows control of tenders such as credit to be returned only to credit, gift 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 Oracle Retail
Returns Management Configuration Guide.

Rule Type Discrete
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted

. __No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the reason for the return?

Details to Consider

Any number of reasons for return can be evaluated to determine action by the rules
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 Oracle Retail Returns Management
Configuration Guide.

Rule Type Discrete
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

; _No
Policy?
Use this Rule in _Yes
Exception Policies? No

Which exception policies?

Rule

What is the total amount of returns for this customer in the last X days?

Details to Consider

This rule is designed to check the total amount of approved returns by a specific
customer during the last specified X days. This rule does not include the current return
request amount.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in the last X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted

. __No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the total amount of returns, including this return request, for this customer in
the last X days?

Details to Consider

This rule is designed to check the total approved return amount history plus the current
return request amount for a specific customer during the last specified X days.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in the last X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

. _ No
Policy?
Use this Rule in Yes
Exception Policies? No

Which exception policies?

Rule

What is the total amount of returns with receipt for this customer in the last X days?

Details to Consider

This rule is designed to check the total amount of approved receipted returns by a
specific customer during the last specified X days. This rule does not include the current
request amount.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in the last X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

; _No
Policy?
Use this Rule in Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the total amount of returns with receipt, including the returns with receipt on
this return request, for this customer in the last X days?

Details to Consider

This rule is designed to check the total approved receipted return amount history plus
the current receipted return request amount for a specific customer during the last
specified X days.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in the last X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted N

) [¢)
Policy?
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?

Rule

What is the total amount of returns with receipt on this return request?

Details to Consider

This rule is designed to check the current receipted return request amount at the
transaction level.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the total amount of returns without receipt for this customer in the last X days?

Details to Consider

This rule is designed to check the total amount of approved non-receipted returns by a
specific customer during the last specified X days. This rule does not include the current
request amount.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted N
Policy? —0
Use this Rule in _ Yes
Default Non-receipted N

. _ No
Policy?
Use this Rule in Yes
Exception Policies? No

Which exception policies?

Rule

What is the total amount of returns without receipt, including the returns without
receipt on this return request, for this customer in the last X days?

Details to Consider

This rule is designed to check the total approved non-receipted return amount history
plus the current non-receipted return request amount for a specific customer during the
last specified X days.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N in X days?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted N

) _ No
Policy?
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What is the total amount of returns without receipt on this return request?

Details to Consider

This rule is designed to check the current non-receipted return request amount at the
transaction level.

When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in _ Yes
Default Non-receipted

. __No
Policy?
Use this Rule in _ Yes
Exception Policies? N

[¢)

Which exception policies?

Rule

What is the total amount of this return request?

Details to Consider

This rule is designed to check the current return request amount at the transaction level.
When deciding to use this rule, consider the following;:

= Do you wish to take action, for example, denying the return or issuing a manager
override, if the total amount is greater than N?

If you answer yes to this question, then you should use this rule in policies.

Rule Type Range
Use this Rule in _ Yes
Default Receipted No
Policy? —
Use this Rule in Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

Which exception policies?
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Rules that Usually Stand Alone

Table 11-3 (Cont.) Rules that Usually Stand Alone

Detail

Description

Rule

What percent is the attempted price adjustment (new price) against the original sellin
! ?P pted p ) p g g g
price?

Details to Consider

This rule can be used, for example, to deny an attempted price adjustment that 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
Use this Rule in _ Yes
Default Receipted
Policy? —No
Use this Rule in _ Yes
Default Non-receipted N

) _ No
Policy?
Use this Rule in _ Yes
Exception Policies? No

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 the 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.

Glossary-1



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.

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.

»  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.



Tenders

= 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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Validation Number

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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