Complaints & Returns User Guide
Definition:

Complaints from customer as explained in presentation are handled
in system based on the various scenarios.

Here let's see how standard cycles for various scenarios are run in
system in this guide.

We will see one complete cycle and then move on to others

1. Subsequent Delivery Free of Charge

In this scenario customer had ordered for 2 PC of item however there
was a complaint logged that only one was physically received, hence
the remaining one is being sent free of charge.

Prerequisite:

Following master data is required
1. Customer master data.

2. Material master data.
3. Pricing condition records.

4. Existing sales order to be used as reference.

Menu Path:

Logistics — Sales and Distribution — Sales — Order — VAQ1 -Create
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Double click ‘VAO1 - Create’

Enter Order type, Sales Organization, Distribution Channel & Division
and click on |EI Create with Reference |




Create Sales Order: Initial Screen
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Create Sales Order: Initial Screen

I_@Create with Refarance
Qrder Type SDF Standard Order m
Order [18918
Sales Organization 3020)  USA Denver
g —— Requested deliv.date |_|
Distribution Channel 10 Final customer sales
Division 2]} Cross-division
Sales Office —| Pur. Qrder
Sales G
5 By Solta pary |
Delivery —|
YWBS element
(]

Sales order no 10918 was created earlier, this is used as reference

Click on -

Standard Order 10918: Selection List for Reference Document
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Standard Order 10918: Selection List for Reference Document

Standard Crder 10818

Sold-to party 20713 Brightan Ine

Flatscreen MS 17T5P

Change quantity to ‘1’ and click on -



Create Subs.DIv.Free of Ch.: Overview
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Create Subs.DIv.Free of Ch.: Qverview

Subs.DhvFree of Ch Netvalue [ 0.0 Jusp |
Sold-to party 300713 Brighton Inc f 225 SYCAMORE ROAD FVESTAL NY 13850
Ship-to party 300713 Brightan Inc ¢ 225 SYCAMORE ROAD FYESTAL MY 13850

FO Numper PO dats [ ] Fail

Req. deliv.date m m‘ Celiver.Plant _|

[ complete div. Total Weight . 28.50)ks |
Delivery block 5| valume g.eee) |
Billing hlock =1| Pricing date 21.12. 2006/

Payment terms E 14 Days 3%, 30/2..  Incoterms FDBHFrum the Plant |
Order reason

Sales area m ! ’ﬁ‘ ! ’D_D‘ LUSA Denver, Final customer sales, Cross-division

B
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10M-1 Flatscreen M5 1775F KLN 1220063200
D21 .12. 2006
Di21.12. 2006
D21.12.2006
Dj21.12 2008
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Data is copied on from Sales order, Enter the appropriate order
reason

Select item and click on Conditions icon

Create Subs.DIv.Free of Ch.: Item Data

Sales Document ltem 10 ltem category Free of Charge ltem
Material M-10 | Flatscreen MS 1775P

aty [ 1[FC | Net .00 [usp |
Tax 0.00
l_l—lil—l—l_ l— l_ l_
Gross 0.80 UsD 1P 0.00 USD ap ap 0.0
Rehate Basis 0.80 UsD 1PC 0.00 USD el apc 0.00
Met value for ltem 0.80 UsD 1PC 0.00 USD el apc 0.00
Metvalue 2 0.80 UsD 1PC 0.00 USD el apc 0.00
Total 0.80 Ush 1PC 0.00 USD PG apc 0.00
Total 0.80 UsD 1PC 0.00 USD el apc 0.00
WPRS Cost 38250 USD 1PC 382.50 LSO 1PC 1PC 0.00
EDI1 Custexpected price UsD 1PC 0.80 UsD 1PC 1PC 0.00
EDI2 Custexpected value o6 Ush o6 Ush o o o.oa




Price for item is not charged as pricing is not applicable for item
category KLN.

Click on '€ to go back to overview screen.

Click on to save order.

Following message is displayed.
&% Subs Dlv Free of Ch. 10921 has heen saved

Next step is Delivery for complaint item.
Menu Path:

Logistics — Sales and Distribution — Logistics Execution — Outbound
Process — Goods Issue for Outbound delivery — Create — Single
Document — VLO1N — With Reference to Sales Rrder
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Create Outbound Delivery with Order Reference
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Create Outbound Delivery with Order Reference

Shipping point 3200 Shipping Paint Atlanta

Sales order data

Selection date 2612 2006
Qrder 10921
From item

To itern

Fredefine delivery type

i

Delivery Type

Click

Delivery Create: Overview
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Delivery Create: Overview
Outhound deliv. Document Date 21.12. 2006
Ship-to party 300713 Brighton Inc § 225 SYCAMORE ROAD JWESTAL MY 13850

Picking

Pick Date/Time 21.12.2006| |O0:0.. CrwrllPickStatus ul Mot yet picked
Warehouse Mo, 320 Lean warehouse Atla .. CverallihlStatus &1 Wi Trosf order regd

10 -18 J208 {00611 FC @ PG AL21.12. 2006000

Click on Subsequent Functions — Create Transfer Order



[ = 1

Delivery was changed.
@ Cio wou weant to save your data?

Yes ﬂ Mo || x® Cancel

Click on ‘Yes’
Here delivery requires a transfer order, which will be confirmed, and

then Post Goods Issue of delivery posted.

There is no Billing document generated in this case as complaint item
is delivered on basis of delivery document.



2. Returns

In this scenario customer complains that goods sent were faulty and
sends back the goods. A return order is created with reference to
original billing document and investigated. Return delivery is created
and goods are taken back in block stock.

A credit memo is created with reference to Return order and
customer is credited.

Prerequisite:

Following master data is required
1. Customer master data.

2. Material master data.
3. Pricing condition records.

4. Existing billing document to be used as reference.

Menu Path:

Logistics — Sales and Distribution — Sales — Order —» VAO1 -Create
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Double click ‘VAO1 - Create’

Enter Order type ‘RE” and click on



Create Sales Order: Initial Screen
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Create Sales Order: Initial Screen

r. S K K
III?«'Create with Reference
Order Twpe RE m
Billing Document Q@035185

Sales Organization [ ]
Distribution Channel | |
Division |—|
Sales Office |_|
Sales Group |_|

Click on -

Create with Reference
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Create with Reference
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Click on
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Create Returns: Overview

Returns Metvalue 1,334,008 |USD

Sald-to party 200713 Brighton Inc | 225 SYCAMORE ROAD / VESTAL Ny 13850 Ol
Ship-to party 200713 Brighton Inc | 225 SYCAMORE ROAD / VESTAL MY 13850
PO MNumber 90035185 PO date

ﬁ Iterm averview Item detail Qrdering party Frocurement Shipping Configuration Reasan for rejection

Req. deliv.date Dl j21.12. 2006

[ complete div. Total ¥eight 41.60)|KG
Delivery hlock | Volume o.oea
Billing block 08 Check creditmemo | Pricing date 21.12.2006
Payment terms ZBO1| 14 Days 3%, 3002 Incoterms FOB| From the Plant
Order reason 102 Damaged in transit s
Sales area 3020 4 (10 4|0 LUSA Denver, Final customer sales, Cross-division
Allitems
[ tem [Material Order quantity |SU |Description |a [custamer Material Murmb [itca [D6G..HoLvit [CFirst date
10M-18 2PC Flatscreen MS 1775P REN 021,12, 2006
[21.12. 2006
[21.12. 2006
[21.12. 2006
[21.12. 2006
DT
Sl o

Enter the PO number for reference and Order reason

Click on to save the return order.

€% Returns G0000031 has heen saved

Next Step is to create the return delivery to take material in stock

Menu Path:

Logistics — Sales and Distribution — Logistics Execution — Outbound
Process — Goods Issue for Outbound delivery — Create — Single
Document — VLO1IN — With Reference to Sales order



SAP Easy Access
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SAP Easy Access

=~ 8 Create
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Enter Shipping Point and Return order number.
Create Outbound Delivery with Order Reference
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Create Outbound Delivery with Order Reference

Shipping point 3200 Shipping Point Atlanta
Selection date 26.12.2006
Order GEEDOEA1
From item
To itern
Delivery Type




Click

Returns delivery Create: Overview
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Returns delivery Create: Overview
Cuthound deliv. Document Date 21.12. 2006

Ship-to party 300713 Brightan Ine i 225 SYCAMORE ROAD fWESTAL NY 13850
Picking
Pick DatefTime |21 .12 2006] [o0:0..| OvrllPickStatus [ | MotRelvtfor Fick.
Warehouse Mo. CrverallitStatus |_| Mo WM trnsfard regd

21.12. 2006

I e ——

As seen above the material would be taken in Plant 3200, Storage

Location 0001. Click on _

Delivery of type ‘LR- Returns delivery’ is saved.
|_Q Returns delivery 84000033 has been saved

The stock can be checked as follows:

Menu Path:



Logistics — Materials Management — Inventory Management —
Environment — Stock — MMBE — Stock Overview.
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Double click ‘MMBE — Stock Overview’



Stock Overview: Company Code/Plant/Storage Location/Batch
| ] @] | e [

Click on ﬂ
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Stock Overview: Basic List

Material M-10 Flatscreen MS 1775P
hatl Type HAM A Trading goods
Unit of Meas. PC Base Unit of Meas. PC

Stack Overview

Zlal 57| [EXDetaied Display

ClientCompany CodelPlantStorage Location/BatchiSpecial Stock I Transfer (SLoc)l GR blocked Stockl Schd for deliveryl Returnsl
=~ (& Tatal 5.000 2.000
= 3000 IDES LS INC E8.000 2.000

= [y 2200 Atlanta E8.000 2.000

A 0001 warehouse 0001 68.000 2.000

The display shows returns quantity of 2 PC. The following options

exist for material

1. If Stock is inspected and found ok, it is taken back in

‘Unrestricted Use’ via material movement in transaction MB1B.

2. If Stock is inspected and found damaged it can be scrapped or

kept in Blocked stock for scrapping later.
Next step is to Issue Credit memo to Customer.
Menu Path:

Logistics — Sales and Distribution — Sales — Order — VAO02 -
Change



Change Sales Order: Initial Screen

Order 6E000ETT |

Search Criteria
Purchase Order Mo, | |

Sold-to party [ ]
Delivery |—|
Billing Docurment |—|
WBS Element |

Enter Return Order number and Click

(= Information Pq

ﬂ Considerthe subsequent documents

Click on .



Change Returns 60000091: Overview
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Change Returns 60000091: Overview

%% & e & [l orcers |

Returns 60008631 et valug | 1,334.00 |UsD
Sald-to party 300713 Brighton Inc / 225 SYCAMORE ROAD { VESTAL MY 13850 (]
Ship-to party 300713 Brighton Inc/ 225 SYCAMORE ROAD f VESTAL NY 13850

PO Number B0N35185 PO date [ ]

Req. delivdate [0 [21.12.2008

] Complete div. Total Weight | 41.00]KG |

Delivery hlock El| valurne o.aea) |

Billing block 08 Check credit memo | Pricing date 21.12.2006|

Payment terms ﬁ‘ 14 Days 3%, 302, Incoterms |FOB|From the Plant |

Order reason 102 Damaged in transit ]

Sales area lﬁ‘ ! W f lﬁ‘ LISA Denver, Final customer sales, Cross-division

ltern  |Matarial order quantity  [SU_[Description 5 _|customer Material Numb tca |DG...|Holvit

|1 1om-1e | 2PC Flatscreen M3 1775P | [ REN | @

Remove the Billing block '08 — Check credit memo’ and click on =
Next is creation of Credit Memo
Menu Path:

Logistics — Sales and Distribution — Billing — Billing Document —
VFO1 — Create
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Double click ‘VFO1 — Create’

Create Billing Document
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Create Billing Document

Billing Type | EI| Serv rendered
Billing date Pricing date

lil—l—l—l_

GROa0091

[+]




Enter the Return order number and click on

‘RE — Credit for Returns’ is Billing type used for creating the credit
memo in standard system.
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Credit for Returns (RE) Create: Overview of Billing ltems

i Billing documents

RE Creditfor Returns )| $000000001 Metvalue 1,334.00 |USD
Payer 300713 Brighton Inc f 225 SYCAMORE ROAD FUS - 13850 VE..
Billing date 21.12 . 2006
Slitern |Descripti0n |EIiIIed Cuantity |SU |Netva|ue |r-naterial |Ta}{ armount
1a Flatscreen M3 17758 _2PC 1,334.00 M-10 0.00
K1Y KD
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Check for amount and click on to save Credit Memo.

&% Document 90035187 has heen saved

Go to Display Billing Document menu option to check on Accounting
document.
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Display Billing Document

@I|£ Billing iterms ||£ Accounting |

Billing docurment QQpE35187

Maore Search Criteria

Document Mumber
Company Code
Fizcal ear
Reference

|[H] Search

Click on

I= B

Documents in Accounting

Chject type text |D|:u:. Number|
Accounting docurment 0100000009
Profit center doc. QOo0zyos2y
Spec. purpose ledger 1000268941
Contralling Document 0200062653
Profitab. Analysis M O000467 RS

| COriginal document |

Click on Accounting Document number ‘0100000009’ and click on
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Document Overview - Display
&2« &[] 3][F] = |- 2] 3] B @ choose |[B save | [T @[] [E [ Taxoata | [H]

Doc.type @ RY ( Billing doc.transfer ) MNormal document

Doc. Wumber 1B0A0RERS Company code e ez Fiscal year 2006
Doc. date 21.12 . 2006 Posting date 21.12 . 2006 Period 12
Ref.doc. 0E90035185

Doc.currency ush

Itm|PK|CoCd [Account |Account short fext Amount in LC|LCurr Amount (Crcy LCZ amount|LCurz|Cost Ctr
1(11]3000)| 300713 |Brighton Inc 1,334.00-[USD 1,334.00- |USD
2(40]| 3000800000  |Sales revenues - dom 1,334 .00 [USD 1,334.00 |USD
3000 0.00 |UsSD
0.00 |UsSD

Here as seen above Customer account is credited and Sales revenue
is debited.

The cycle for Credit Memo request & Debit Memo request is similar to
Returns minus the step for Return delivery creation.

The Standard order type used for Credit Memo request is ‘CR’ and for
Debit Memo request is ‘DR'.



