	Standard Meter Lab.
	



Review / Revision Record

	REVISION
	DESCRIPTION
	APPROVED
	DATE

	A
	Initial Release
	R.J. Smith
	12/31/2009

	B
	Update Par. 7.13, 7.14 & 7.15
	R.J. Smith
	02/06/2013

	C
	Remove Par. 8 Tracking & improvement
	R.J. Smith
	10/23/13

	D
	Job titles have been updated to reflect the new roles.
	Lavanya Chennupati
	11/15/2023

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     


	This document is for internal use only and may not be reproduced in any form or by any means, including electronic, without the prior written consent of Standard Meter Lab.




	When printed this document becomes uncontrolled.


1.0 PURPOSE
1.1  To define a system that will provide a standardized process for logging in customer complaints, assigning responsibility, and tracking quality improvements.     
2.0 SCOPE
2.1 This document establishes control over preparation, processing, evaluation and disposition of customer initiated returns. It also provides the process by which we track customer satisfaction.     

3.0 RESPONSIBILITY
3.1 Customer Service Group is responsible for receiving returned materials and completing all paperwork as defined in par. 7 Method below.

3.2 The Technical Services Group is responsible for evaluation and repairs of all service related returns.
3.3 Purchasing is responsible for evaluation and disposition of all new/distribution related returns.

3.4 Quality Assurance Coordinator is responsible for review of completed documentation and product disposition.
4.0
REQUIREMENTS

4.1
Customer service is a priority at Standard Meter Lab, so the processing of customer returns must take priority over normal day to day job tasks. All functions involved in processing customer complaints should keep this in mind when prioritizing their daily work load.

5.0
DEFINITIONS

5.1
None

6.0
RECORDS

	  RECORD
	  DESCRIPTION
	  LOCATION
	  RETENTION

	Warranty Action Form (SML-115)
Return Material Authorization Form (SML-135)
RMA LOG (SML-134)
	Record of non-conformance and disposition
Record of Customer Complaints & Returns
Record of RMA No’s Issued
	AR Files
Blue Binder
Blue Binder
	7 Years
2 Years
2 Years


7.
METHOD
7.1
Upon receipt of a customer complaint, a RMA (Return Material Authorization) number is issued by the customer service department and noted in the RMA Log (SML-134)

7.2
The top portion of the RMA form (SML-135) is then completed and a copy faxed to the customer to place in the box with the materials being returned. 
7.3
The original copy of the RMA Form is placed in the pending section of the blue RMA binder.

7.4
When the item is received, the receiving department will process per the requirements of 


INCOMING INSPECTION (SML-203) procedure.
CALIBRATION RETURNS: (Service)

7.1
For customer complaints, requiring equipment or product be returned for evaluation a RMA (Return Material Authorization) number is issued by the Admin. and noted in the RMA LOG (SML-134)
7.2
The top portion of the RMA FORM (SML-135) is then completed and a copy faxed to the customer to place in the box with the materials being returned. 

7.3
The original copy of the RMA Form is placed in the pending section of the blue RMA binder.

7.4
When the item is received, the receiving department will process per the requirements of 


INCOMING INSPECTION (SML-203) procedure.
7.5
A WARRANTY ACTION FORM (SML-115) is then completed and stapled to the front of the SERVICE REPORT FORM (SML-108)
7.6
The equipment is tagged with the system ID number and customer name.

7.7
The equipment is placed on the awaiting work shelf and paperwork packet in the shop in box. 

7.8
The Technical Services Group reviews the customer’s complaint, any previous work done and examines the returned equipment.

7.9
Based on this evaluation an analysis of failure is arrived at and noted on the warranty action form.

7.10
With that information a disposition for the returned materials is arrived at. This disposition will define the following:


7.10.1
Complaint verified?


7.10.2
Warranty status.


7.10.3
Assignment of responsibility.


7.10.4
Corrective action required?

7.11
At that point the unit is either repaired at Standard Meter Lab’s expense or the customer is contacted and a repair quotation is issued.

7.12
All completed service reports and warranty action forms are then forwarded to the Quality Assurance Department for final review and signature.

7.13
The Quality Assurance Coordinator then completes the original RMA form in the pending section of the blue binder. 

7.14
The warranty action form is approved signified by the signature of a QA Representative. Then both the service report form and warranty action form are forwarded to customer service for final processing.

7.15
Upon completion of processing (creation of the cert, sales order etc.) the Customer service department forwards the packet to Accounting for final processing. Accounting identifies the customer has requested warranty. By the warranty action form which is stapled to the service report form. This triggers a review of the RMA authorization form in the pending section of the blue binder. 

7.16
Accounting Processes per the instructions on the RMA Authorization form, completes the form and moves it to the completed section of the blue binder.

FOR NEW PRODUCT RETURNS (Distribution)

7.17
The Receiving Department Brings the RMA Authorization form that was received with the returned materials to the purchaser for processing. 

7.18
An evaluation of the materials will be conducted, making sure the materials were returned in the appropriate condition. 

7.18.1
For unused items they should be returned complete with all accessories, manuals etc. and in the original packaging, re-sellable condition. 

7.18.2
For items with quality problems there should be no signs of mishandling or improper use. 

7.19
Depending on the type of problem the materials may need to have some testing to verify the customers complaint.

7.20
With all information in hand a disposition for the returned materials is arrived at. This disposition will define the following:


7.20.1
Complaint verified?


7.20.2
Warranty status.


7.20.3
Assignment of responsibility.


7.20.4
Corrective action required?

7.21
All completed warranty action forms are then forwarded to the Quality Assurance Department for final review and signature.

7.22
Based on the evaluation findings one of the following will occur

7.22.1
For materials found to be SML or Factory Responsibility a credit will be issued. If requested a Sales Order will be generated to replace the returned materials.

7.22.2
For materials found to be the Customers responsibility, a call will be made to the customer explaining the findings and, if requested the materials will be returned to the customer. A quotation for replacements will be provided as well.

7.22.3
When materials were ordered by the customer in error and the customer simply wants to return the materials for credit. The instructions on the RMA form will be followed. 
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