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Getting Started 
The purpose of this manual is give the reader a step by step approach of how to both quickly 

and easily implement FrontLines Returns Version 6 into their organization ensuring a rapid 

return on investment.  To give someone an idea of the ease in which implementation can be 

done, one of our clients, a division of a well known Global 100 company, implemented an 

earlier version of the FrontLines Returns solution in just 7 business days and, following 

implementation, recorded immediate increases in overall clientele satisfaction.  

 

Manufacturing clients, ranging from start up right through to divisions within both Global 

100 and Fortune 500 companies have enjoyed great success with the FrontLines Returns 

solution. These companies have been able to configure their implementations without the 

need of costly programming customizations. There is NO requirement to have software 

programming experience and the solution can be successfully implemented without 

impacting internal IT resources. The most successful implementations are quite often 

developed and implemented by the people who deal with returns on a daily basis ï the 

frontlines of the organization. 

 

Typically setups can be broken down into 3 stages those being; Planning, Configuring and 

Testing. Let us first look at the Planning stageé 
 

Planning Stage 

Within organizations there is currently a methodology being used with regards to the 

handling of returns or other post sales services such as calibrations, repairs, advanced unit 

replacement, maintenance contracts, etc. With FrontLines Returns you can enhance your 

current processes to improve; return turnaround times, communications to all stakeholders, 

client satisfaction, post sales revenue margins, cost reductions and reporting abilities to name 

a few. 

 

On the next page is a visual example of a framework on which to structure your RMA 

processes or processes within the FrontLines Returns product and on the page following is a 

generic example of an RMA process. 

 

To get started the first step is to take your existing RMA process or processes and break them 

into steps (states). Next determine the custom fields & workflow which would benefit the 

RMA stakeholders at each of these states. The workflow consists of email and highlighting 

actions which can be triggered automatically by either moving from state to state or based on 

a set of conditions the RMA meets with regards to timing and / or field values. For example, 

with regards to the sending of shipping instructions to your clientele, different instructions 

could be emailed dependent on a field value which determines their return eligibility status.  

 

If you are unsure of your planning requirements and require expert advice on designing an 

appropriate returns process to meet your organizationôs needs FrontLines can provide these 

services, as well, we offer total Turnkey solutions. 
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Once the Planning Stage is complete configuring the product can beginé  
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FrontLines Returns Structuring Diagram 

 

First step in RMA process  

(For example Submitted) 

Next step in RMA process  

(For example Received) 

Next step in RMA process  

(For example Inspected) 

 

Next step in RMA process  

(For example Quote Sent) 

 

Email Shipping Instructions 

Take your existing RMA process and break it into steps (states) ï define the custom fields & workflow which would benefit the stakeholders at 

each state ï create the workflow triggering requirements (if required) ï create the email or highlighting actions for each of the RMA states or on 

particular field values entered during the RMA Process (see diagram below).  If there are different RMA processes repeat for each process. 

Additional states within RMA 

process (For example Quote 

Accepted, Work Completed, 

Item returned, etc.) 

 

Email Broker at Border 

Email ï 30 days not received 

Create email or 

highlight action 
E.g. On submission send client shipping 
instructions - email border broker if the 

item being shipped from out of country 

and email if not received within 1 month. 

 

 

 

Create email or 

highlight action 
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Define Workflow 

Define Custom Fields 
& Field Groups 

Define Workflow 

Define Custom Fields 
& Field Groups 

Define Workflow 

Define Custom Fields 

& Field Groups 

Define Workflow 

Define Custom Fields 
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Define Workflow 

Define Custom Fields 

& Field Groups 
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Generic Example of the Return Process Diagram 
 

Submitted ï Checks 

serial number and 

Warranty date 

Received 

Inspected 

Email Shipping Instructions 

Email Broker at Border <> USA 

Email ï when not received  
Highlight  Red 

Lookup fields-Price, Model, Description, 

Exportation Date, Customer ID, Contact 
Info, Warranty Expiration 

Others: Level of Urgency, Shipping 

method, P.O. - Groups/Fields 

Ex. Create received notes section 

On submission send shipping instructions - 
email border broker if the item being shipped 

from out of country and email if not received 

within 1 month. 

Workflow regarding the item being received Email Item has been received 

 

Quote Sent 

Quote Accepted 

States Workflows Custom Fields/Groups Email/Highlight Actions 

Returned 

Closed 

Custom Field Group and Custom Fields 

which reflects Inspection requirements 

such as:  Inspection Notes, Specific 

problem areas, Inspector ID, time 

required to complete, any data 
requirements for quote etc. 

Groups/Fields regarding Quote 

 

After Inspection send instruction to Finance Email Finance to send Quote 

 

Workflow if there is an inspection issues Email appropriate person about 

issue 

Groups/Fields for Quote Acceptance Attach Quote and send through FrontLines Email Quote to Client 

 

Work Completed 
Groups/Fields reflecting completion 
requirements like:  parts required 

technician ID, specific problem areas, 

time requirements to complete, work 
completion notes, etc. 

Workflow if there are repair issues Email appropriate person(s) about 

issue 

 

Groups/Fields reflecting shipping 

requirements like:  shipping method, 

shipping ID code, number of days in 

shipment etc. 

Send return shipping information to client Email to Client about return 

 

E.g. Escalation after 1 year Send annual maintenance or calibration alert Email to Client about yearly event 
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Configuring Stage 

One of the great strengths of FrontLines Returns is its configurability.  There is no need to 

have software programming experience to configure FrontLines Returns and changes to the 

design can be configured both quickly and easily eliminating costly customizations. 

 

To configure the first step is to login as an administrator through the online web interface 

into the organizationôs copy of FrontLines Returns.   

Creating an RMA 

RMA Request Types 

Next open the folder óRMA Request Typesô and click on óCreateô to create a new RMA 

process. Note there are help files available throughout FrontLines Returns which are context 

specific i.e. related to the folder or file you are working on. Also note: For best results one 

process should be completed in its entirety prior to setting up any additional processes to 

both reduce confusion and enhance your ability to template your fully completed return 

process into another RMA Request Type. 

 

 
 

Give your new process a descriptive name. At this point you can determine the instructions 

you would like your clientele to see on the first and last pages of the RMA process when they 

go online to apply for a RMA or you can defer this to later in the configuration. Also it can 

be determined who will be able to see the return process. If you want to limit visibility to a 

specific group, you would first need to establish customer accounts (under the User Accounts 

folder) and add customers into a Specific Group (under the Specific Group Folder). A typical 

example of this would be having a Distributor Return Process only being visible to a client 
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logging in with Distributor privileges. Enter óNoô to field ó2 columns for the RMA displayô if 

you are using custom field groups as this view is created when creating custom field groups.  

 

Special Note: If a pre-existing RMA process exists it can be copied and used as a template 

for your new process. 

Editing the created RMA 

Once an RMA is created you next óEditô it (Click on óEditô and select Edit on the process you 

are creating). You can now structure RMA Options, Custom Fields, Custom Field Groups, 

Custom Screens, Reports, States, State Events, Escalation Events and Actions. 

RMA Options 

óOptionsô allows for the setting of some of the basic instructions for the RMA submission 

such as: 

¶ Issue RMA upon submission 

¶ Check Warranty 

¶ Use Serial Numbers 

¶ Check Serial Numbers 

¶ Show Custom Field Popups 

¶ Allow Multiple Items on one RMA (Customer Display & ServiceRep Display) 

¶ Allow Service Rep To Create Multiple Units at Once 

¶ Allow End User To Create Multiple Units at Once 

¶ Allow RMAs to be Highlighted 

¶ Table instructions (Database DSN, Table Name, Field Name, & Key Name) 

¶ RMA Number Prefix 
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To use the Check Warranty, Use Serial Numbers, and Check Serial Number features 

FrontLines needs to access a table of information provided by your organization. The 

addressing of where this table resides is also on this page starting with óDatabase DSNô. If 

you are using these features, please contact Technical Support at Frontlines directly to 

provide help in setting up this feature. 

 

Also under óOptionsô is the ability to setup the creation of custom field help popups for all 

created custom fields, allow RMAs to be highlighted and, also, allow for multiple returns 

under one RMA number. 

 

With regards to multiple RMAs under on RMA number there are 3 options. Typically you 

would choose Yes under óMultiple Items on one RMAô when the person entering the RMA is 

working with a manageable number of RMAs and enters info on each one of them. All the 

returned items would then be created under the one RMA number.  

 

When the number of returns is a large quantity and you would like to minimize the amount of 

information gathered during the Submission phase then selecting óAllow ServiceRep to 

Create Multiple Units at Onceô and / or óAllow End User to Create Multiple Units at Onceô 

should be selected. Information can be entered about the group of items being returned and a 

quantity can be entered for the amount being returned. Use these selections when quantity 

returned number is high and information is added to individual units after they have been 

submitted. 

 

Special Note: Under the óAllow Multiple Items on one RMAô Customer Display & 

ServiceRep Display can be edited so, when initially reviewing any RMA, the key data can be 

configured in such a way as to show your customers and service reps the top level data they 

require without requiring them to drilldown into individual item information. 

 

Custom Screens 

For these Screens to be implemented Custom Field Groups must first be created for the RMA 

Request Type. Then select Use Custom Screens: Yes to replace the default screens with 

custom ones. Within óCustom Screensô you can limit the access of what your internal 

licensed users can view and edit with regards to the Custom Field Groups. Typically you 

would use this feature when you want to put limits on what your various service reps can edit 

and / or view.  

 

On the next page, the screenshot example shows view and edit abilities which were created 

for the Service Rep and Receivers. Once done you can restrict these Views and Edits to a 

particular Staff Profile (see óRMA Rep Permissionsô).  

 

Special Note: RMA Rep Permissions should be set prior to setting up Custom Screens.  
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Custom Screens Screenshot: 

 
 

Special Note: A good practice is to name the views and edits which are created descriptively 

i.e. a View created for receivers would be call Receiver Rep View. An Edit view for repair 

staff might be called Repair Staff Edit View. 

State Field Lists 

Allows you to define higher level data which will be shown to your internal reps. 
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The State List Fields define the higher level of information your internal reps will see on 

individual RMAs prior to them drilling down to find more detailed RMA information.  

 

Special Note: State List Fields can be reconfigured on the Rep interface to suit the individual 

needs of various licensed users which might vary from what was set in the Admin interface. 

Load Report Data 

Special Note: Use this function EVERY  time custom fields have been created or changed 

after the initial setup. 

 

Custom Fields 

Custom fields should be created to capture the information required to handle a RMA, 

enabling it to be both tracked and reported against throughout the entire return lifecycle. As a 

rule of thumb, create the custom fields which are required at each of the states created.  For 

example if there was a state called Received you might include a long text field called 

Receiving Notes and possibly a dropdown box regarding the condition in which the unit was 

returned. 

 

Special Note: The Ordinal Position of a custom field is not required if you are using Custom 

Field Groups. A good practice in this area is when creating a custom field under Description 

indicated what Custom Field Group it is associated with. Another good practice is prior to 

making your custom fields you should create the various óStatesô your RMAs could go 

through and, as well, the various Custom Field Groups titles the custom fields will be 

associated with. 
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Custom Field Groups 

 

Creating Custom Field Groups breaks down your data into easily managed groupings of 

information very much improving the presentation of information to your clientele & reps. 

 

Custom Field Groups Screenshot: 

 


