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FrontLines

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 Retulersion 6into their organization ensag a rapid

return on investmentTo gve someonen idea of the ease in which implementation can be
done, one of our clients, a division of a well known Global 100 company, implemented a
earlier version of th&rontLines Returns solution jost 7 business days anfibllowing
implementationrecordedmmediate increases overall clientelesatisfaction.

Manufacturing clients, ranging from start tght through tadivisions withinboth Global

100 and Fortune 500 companies have enjoyed great succesisafitbntLines Returns
solution These @mpanies have been able to configure their implementations without the
need of costlyprogrammingcustomizationsThere iSNO requirement to have software
programming experience atite solutioncan be successfullynplementedvithout
impactinginternd IT resourcesThe most successful implementations are quite often
developedand implementedly the people who dealith returns on a daily basisthe
frontlinesof the organization

Typically setupscan be broken dowimto 3 stages those being; Plarmionfiguring and
Testing. Let us first look at the Planning stge

Planning Stage

Within organizations there murrentlyamethodology being used with regards to the
handling of returns or other post sales services such as calibratipaiss,advaned unit
replacement, maintenance contracts, etc. With FrontLines Returns yeutaarce your
current processde improve return turnaround timespmmunicatios to all stakeholders,
client satisfactionpost sales revenue margigsst reductionand rgorting abilitiesto name
a few

On the next page is a visual exampladfameworkon whichto structureyour RMA
processes or processes within the FrontLines Returns product and on the page following is a
generic example of an RMA process.

To get staed the first step i® take your existing RMA process processeand breakhem
into seps (states)Next determine theustom fields & workflow which would benefit the
RMA stakeholders at eadf thesestates. The workflow consists of email and higgtiting
actions which can be triggeradtomaticallyby either moving from state to stateb@sed on
a set of conditionthe RMA meets with regards to timing and / or field valuesr example
with regards to theendingof shipping instructionso your dientele different instructions
could beemaileddepenénton afield valuewhich determines their return eligibility status

If you are unsure of your planning requirements aagliire expert advice on designing a

appropriateeturns processtomeety r o r g a n i FrantLinescardpsovidebesed s
servicesas well we offer total Turnkey solutions.
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Once the Planning Stage is complete configuri
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FrontLines Returns Structuring Diagram

Take your existing RMA process and break it ingps{(states) define the custom fields & workflow which would benefit the stakeholders at
each tatei create the workflow triggering requirements (if requiredjeate the emadr highlightingactions for each of the RMA states or on
particular field values entered during the RMA Process (see diagram below). If there are different RMA prepesisiEs each process.

First step in RMA process
(For example Submid)

Define Custom Fiedls
& Field Groups

v

Next step in RMA process
(For example Received)

Define Workflow

Define Custom Fields
& Field Groups

v

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

Y

\

Next step in RMA process
(For example Inspected)

Define Workflow

Define Custom Fields
& Field Groups

B
>

v

Next step in RMA process
(For example Quote Sent)

Define Workflow

Define Custom Fields
& Field Groups

»
»

\

Additional states within RMA
process (For example Quote
Accepted, Work Completed,

Item returned, etc.)

Define Workflow

Define Custom Fields
& Field Groups

»
»
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Generic Example of the Return Process Diagram

States Custom Field&Sroups Workflows EmailHighlight Actions
. , Lookup fieldsPrice, Model, Description, On submission send shipping instructiens Email Shipping Instructions
SupmlttEdl Checks Exportation Date, Customer ID, Contact email border broker if the item being shipped / /
serial number and »| Info, Warranty Expiration »| from out of country ad email if not received —>/ Email Broker at Border <> USA /
Others: Level of Urgency, Shipping within 1 month.
Warranty date method, P.O- Groups/Fields Email i when not received
+ £ L2 Highlight Red
Received »| Ex. Create received notes section '—» Workflow regarding the item being received —>/ Email ltem has been received /
v _ .
Custom Feéld Group and Custom Fields
Inspec'[ed »| which reflects Inspection requirements - ) ) . - -
such as: Inspection Notes, Specific »| Workflow if there is an inspection issues —»/ Email appropriate person about /
problem areas, Inspector ID, time —
required to complete, any data
requirements for quote etc.
v =
Quote Sent Groups/Fields regarding Quote ’J—> After Inspection send instruction to Finance —b/ Email Finance to send Quote /
Quote Accepted » Groups/Fieldsdr Quote Acceptance Attach Quote and send through FrontLines —>/ Email Quote to Client /
Groups/Fidlls reflecting completion
Work Completed » requirements like: parts required - — - -
technician |D’ speciﬁc prob|em areas, > Workflow if there are repair issues _>/ Email approp”ate perSOn(S) about /
time requirements to complete, work =
completion notes, etc.
[
v
.| Groups/Fields reflecting shipping
Returned ”| requirements like: shipping method, — i i - -
shipping ID code, number of days in »| Send return shipping information to client —>/ Email to Client about return /
shipment etc. —
v
Closed »| E.g. Escalation after 1 year i——y Send annual maintenance or calibration alert —»/ Email to Client about yearly event /

www.frontlines247.com
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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 configuomtLines Returnand danges tothe
design can beonfiguredboth quicky andeasly eliminating costly customizations.

To configure theifst step is to login as an administrator through the online web interface
into the organizationds copy of FrontLines Re

Creating an RMA

RMA Request Types

Next open the foldeiRMA Request Typesa nd cl i ck on O6Created to cr
processNote there aréelp files available throughout FrontLines Returns which are context

specific i.e. related to the folder or file you are wogkon.Also note For best resultene

processhould be completed its entirety priotto setting up any additional processes to

both reduce confusion and enhance your ability to temptatefully completedeturn

process int@mother RMA Request Type

= Untitled - Windows Internet Explorer E”E‘E‘

—
@\",/‘ [ nttp: . frontlines247.com frontinesRetuns_Ve/default.asp o [#] (] | |28

b x{ﬂ? [{éumued I_} P - B - & v [Epage - £ Took -

Topic: Category:

Interface: Admin | RMA | End User Welcome - coadmin

FrontLines

& Admin I Edit RMA Request Type RepairsBoston

Name: |RepairsBoston

Description

Customer Instructions - | a5 viiem ¥|B 7 U E=E = ISiSELE

EEStSCIsen Here is Repairs Boston screen 1 test 1

T Oy | — e @I O <>

Customer Instructions - [xa  v|18p) v|B 7 U | E==| =1

Eastlesen This is help on very last screen (assigned rma)

i T —=@pOdo

Visibility @ ajl ysers

© Spaciic Goup

Use 2 Columns for RMA ONo @ Yes

B Configuration Settings Display

Disabled [

—— . r
7y start | ZhjFrontin e {Z Untitied - Windows In... €T TR o s2iam

o
-
ik

Give your new procesa descriptive namét this point you can determine the instructions

you would like your clientele to see on the first and last pafjbee RMA processvhen they

go online to apply for a RMA oyou candefer this to later in #hconfigurationAlso it can
bedeterminé who will be able to see threturnprocessif you want to limit visibility to a

specific group, you woulfirst need to establish customer accounts (under the User Accounts
folder) and add customeirsto a Specit Group(underthe Specific Group FolderA typical
example of this would be having a Distributor Return Process only being visible to a client

www.frontlines247.com Mark Taylor i Director of Business Development 7 0f 28
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l ogging in with Distribolocopuimnisl ¢ geist hEn RMPA

you are usingustom field groupss this view is created when creating custom field groups

Special Nde: If a pre-existing RMA processxists itcan be copiednd usd as a template
for your new process.

Editing the created RMA
Once an RMA is crietat(eC iycoku onn&diboR tha Frdoessagoud

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

@ptiondallows for thesetting of some of the basic instructions for the R&AMission
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 UseiTo Create Multiple Units at Once

Allow RMAs to be Highlighted

Table instructions (Database DSN, Table Name, Field Name, & Key Name)
RMA Number Prefix

= =4 =42-5_9_9_95_°5_4_-2._-2-

(= Untitled - Windows Internet Explorer

[ ] httosfpwwm frontines247.com/frontinesReturns_Vs/default.asp (%] [] [ |E2E

G

)
& [{éumuad I | P - B - & v [Epage - £ Took -

Topic: Category:

FrontLines Interface: Admin | RMA | End User Welcome - coadmin

Options for RMA Request Type RepairsBoston ]
Issue RMA Number on Submission ONo @ Yes

Check Warranty ®MNo O Yes
Proceed if ltem Not Under Warranty @ No O Yes

Not Under Warranty Msg [noc under warranty here

Use Serial Numbers @No O Yes
Check Serial Number ®Ho O Yes

Serial Number Invalid Msg |invalid serial number here

Show Custom Field Help Popups OMNo @ Yes

Allow Multiple Items on One RMA OMo @& Yes Customer Display SenviceRep Display

B Configuration Settings

Allow Service Rep To Create Multiple Units at

Once @No OYes

Allow End User To Create Multiple Units at Once @ No O Yes
Allow RMAs to be Highlighted Mo @ Yes

P = —
75 start | @l Fronttines Returns G... /7 Untitied - Windows In... R TR w u21M
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To use the Check Warranty, Use Serial Nens, and Check Serial Numbeatures

FrontLines needs to access a table of information provided by your organiZigon
addressing of wherethisid e resi des is also on thifs page s
you areusing these features, pleasmtactTechnical Support at Frontlinesrectly to

provide help irsetting up this feature

Al s 0o und eisthetahlpyttoi setup shé creationafstom field help popugpfor all
created custom fields, allow RMAs to be highlighteud, also, allowdr multiple returns
under one RMA number.

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

would chooseresunder O6Mul ti ple Items on one RMAO6 whe
working with a manageable number of RM&sd enters info on each one of them. All the

returned itemsvould then bereated 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 phaseshen ect i ng O6Al |l ow Ser vi
Create Multiple Units at Onced and / or OAl Il o
should be selected. Information can be entered about the group of items being returned and a
guantity can be entered for the amountpgeieturned. Use these selections when quantity

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

submitted.

SpecialNote:Under the OAlIl ow Multiple Items on one
ServiceRep Display can be &=ti sQ when initially reviewing any RMAthekey data can be

configured in such a way as to show your customers and service reps the top level data they
require withoutequiringthem to drilldown into individual item information.

Custom Screers

For theg Screes to be implemented Custom Field Groups must first be created for the RMA

Request Type. Then select Use Custom Scréfasto replace the default screens with

customonesVi t hin 6Custom Screensd® yoiternalan | i mit t |
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 pagehe screenshot exampshowsview and editabilitieswhich were created
for the Service Rep and Receivers. Once done you can restrict these Views and Edits to a
particular Staff Profiled e RMARe@Permission§.

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

www.frontlines247.com Mark Taylor i Director of Business Development 90f 28
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Custom Screens Screenshot:

= Untitled - Windows Internet Explorer

@\-7 5 = | 2] http: s, frontines247. com frontinesReturms_V/default2sp < [#+][x] | [[2]-
W & [@ummad I | D v B - v [ page - £ Took -

Topic: Category:
Interface: Admin | RMA | End User Welcome - coadmin

FrontLines

TUse Custom Screens: @ Yes OHNo

Edit and preview what the End User will see when looking at one of their own RMA's

End User Display Screen: Edit  View

Custom RMA Display Screens For Service Reps

Edit/Preview/Delete/Create any created Custom Display Screens that will be used for Service Reps.

Screen Name Description View Edit Delete

ReceiverDisplay View Edit Delete
SeniceRepDisplay View Edit Delete
Create Custom Display Screen
Custom RMA Edit Screens For Service Reps
Edit/Preview/Delete/Create any created Custom Edit Screens that will be used for Senvice Reps.

L Screen Name Description View Edit Delete
ReceiverEdit View Edit Delete
SeniceRepEdit iew Edit Delete

Create Custom Edit Screen
Service Rep Profile Screen Options

Choose which screens each Senvice Rep Profile will see when viewing and editing an RMA. This is done to limit the amount of data a specific Senvice Rep (Profile) can see
when viewing an RMA and what they can Edit when editing one. Specify a Default Screens for Profiles that have not been customized.

Service Rep Profile Display Screen Edit Screen

| @ Frontlines Retums G... | [ Untitled - Notepad [ /7 Untitled - Windows In...

>

/2 Untitied - Windows In...

SpecialNote: A good practice is to name the views and edhgch arecreateddescriptively
i.e. aView created for receivers would be call Receiver Rep ViewEdi view for repair
staff might be calld Repair StafEdit View.

State Field Lists
Allows you to define higher level data whialill be shownto your internal reps.

= Untitled - Windows Internet Explo

@\ 5 = | 2] http: pwanw. frontines247. comfrontinesReturms_V/default2sp > [#+][x] | [[2]-
W [@ummad I } Sl v B & - [ page - £ Took -
Topic: Category:

Interface: Admin | RMA | End User Welcome - coadmin

FrontLines

Specify Fields for Display on RMA State Lists for RmaRequest Type RepairsBoston

For Sats List

Display Field1 |Cumpany MName Vl
Display Field2 |CumaclName Vl
Display Field3 |City v/
Display Field4 |DateSubmitted ~|
Display Field5 |Requesled Service Vl
Display Field6 |Exped\led Service Vl

Display Field? |Furma\ Failure Evaluation Report V|

Display Field8 |Perfurmance Certificate Vl
Display Fieldd |Repa\rCeniﬁcaI\on Vl
Display Field10 |None v

T@ v 9:30 AM
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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 tarfd more detailedRMA 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 functiofEVERY time custom fields have beereated ochanged
after the initial setup.

= Untitled - Windows Internet Explorer E”E‘E‘

v B e ) rrs_6/default.asp < [#+][x] | [[2]-
W H | Bunted ] P B ® v [srraoe - G Toos -
Topic: Gategory:

Interface: Admin | RMA | End User Welcome - coadmin

Load Report Data

FrontLines

This function may take a long time depending on the number of RMASs of this selected RMA Tvpe.
Only execute this after you have created a new custom field for this RMA Request Type.

Are vou sure vou wish to continue?

Continue Cancel

—_ . —
74 start | il Frontiin s /7 Untitied - Windows In... BT @ w37

Custom Fields

Custom fields should be created to capture the information required to hdaidig,

enabling it to béothtracked and reported against throoghthe entire return lifecycléds a
rule of thumb, ceate the custom fieldshich are required at each of the states credted.
example if there was a state called Received you rmightdealong textfield called
ReceivingNotes and possibly a drdpwn box regarding the condition in which the unit was
returned.

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

Field Group. 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
through and, as well, the various Custom Field Groups titles the custom fields will b

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 clie&tedps

Custom Field Groups Screenshot:
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