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Craters

Certified
Women'’s Business Enterpris
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=
Freighters.

We Understand

that improperly handled returns can reduce
net profits for your business.

Our large network of company operated warehouses
allows for quick & flexible service. Craters & Freighters
Global Logistics provides packaging, crating, & shipping
for any logistics need. We package & crate items when
the original packaging materials are no longer available.

m Protect Sensitive ltems with Crates that
are Engineered to Prevent Abrasion, Vibration,
Shock, & More

m Skids are Designed & Engineered for Product
Specific Needs

m Take the Hassle Out of International Shipping
with ISPM-15 Certified Crates

m Custom Packaging & Crating

m Domestic & International Shipping

m Nationwide Network of Packaging Experts

m Reverse Logistics

m Asset Relocation

m Insurance Available

m Large Network of Locations

Put your REVERSE
LOGISTICS
in forward motion.

800.736.3335
Ext. GL

5th Annual RLA Conference
& Expo Amsterdam

At the Dorint Amsterdam Airport Hotel

June16-18, 2008

Over 500 RL Professionals

REVERSE LOGISTICS

ASSOCIATION™
CONFERENCE & EXPO

Reverse Logistics Association is offering three full days of RL
immersion starting with RL Workshops and Focus Committee
Discussions followed by two days of sessions and exhibition.

Workshops are offered on Monday, June 16 on a variety of topics
including Successful Outsourcing—RFQs, Contracts and SOW
and Managing Reverse Logistics To Improve Performance.

The Reverse Logistics Association Conference & Expo kicks off
on Tuesday with a Keynote address followed by sessions
presented by RL professionals, leading academics and also
includes panel discussions.

Session topics include "field service, returns management
authorization, repair and help desk/call centers.A wide range of

Reverse Logistics companies will be in attendance from
repair/refurbishing to recycling/e-waste and transportation
logistics.

Be sure to visit the Exhibition Hall where ODMs and OEMs will
be looking for Third Party Service Providers (3PSPs) that can

manage Reverse Logistics in Europe, along with identifying - 4l
solutions for Asia and the Americas.There will be many E"'TEHSEI.,;G .
exhibitors showcasing their Reverse Logistics services and = E;irul::s

solutions. This is a rich opportunity for OEMs and Branded
companies to identify future service partners.
For more information, visit: www.rltshows.com.
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Managing Returns for
Increased Reverse
Logistics Profits

by Hernan Vera, Ryder

In the highly competitive
electronics market, a great

deal of attention is paid to the
process of moving products out
the door and into the hands of
the buyer — quickly. This makes
a lot of sense; of course, as the
window of profitability on a new
product shrinks significantly the
longer the product is on the
market. Increasingly, however,
savvy electronics companies are
recognizing that the aftermarket
can no longer be an afterthought,
for reasons ranging from revenue
potential to regulatory. It’s there
— where a product needs to be
brought in from the field for
repair or replacement — that
reverse logistics takes its rightful
place as a strategic part of the
supply chain.
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Reverse Logistics: Strengthening the Forgotten Supply
Chain

by Bernie Hart, [JPMorgan

As business practices and globalization continue to evolve,
enterprises strive to expand the boundaries of integration to drive
business value. One way to achieve this is by deploying reverse
logistics strategies. These every day activities can have a profound
impact on the bottom line. However in order to capture this value,
there are unique barriers to integration that must be overcome.

Service Challenges in EMEA

by Mark Walker, The Service Business

The term “EMEA” has been used for many years and has estab-
lished itself within many job titles. However, over the last few
years the responsibilities for the typical EMEA service director
have increased substantially. Until recently, EMEA used to euphe-
mistically refer to a handful of developed countries in Europe. The
service model was consistent, the network stable and the issues
fairly well understood.

Integrating Reverse Logistics with Wireless Technology

by Joe Caston, Cadre Technologies

In today’s competitive marketplace, it’s not enough to simply offer
reverse logistics as a value-add to already existing warehouse ser-
vices. In fact, one of the most significant mistakes a company can
make with regards to reverse logistics is to consider the process
only as an afterthought, or assume that if the right components are
in place, the desired result will “magically” happen. Nothing could
be farther from the truth, but a balanced relationship between tech-
nology and forethought can propel any company offering reverse
logistics to the top of its industry.

Packaging: Is It the Missing Link in Your Logistics Chain?

by Diane Gibson, Craters & Freighters

It is true that almost anyone can package an item using a card-
board box, some bubble wrap, and a roll of tape, but is that enough
when items are heavy, valuable, oversized and awkward. The right
packaging is often hit-or-miss or even nonexistent in a company’s
supply chain, escalating the chances of damage, security breeches,
lost privacy and theft opportunities. With a few tips and the right
logistics partner, packaging should no longer be the missing link
when your leases expire, equipment breaks down or your data
center consolidates.
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Articles

Recalls—When the Worst Happens, Part I1

by Hannah Kain, ALOM and Gailen Vick, Reverse Logistics
Association

If not handled properly, recalls can be extremely detrimental to
both external and internal brand perception. In the January/Febru-
ary 2008 issue of RL Magazine, the first article in this two-part
series covered recall prevention and preparedness, as well as
customer impact. This issue’s article outlines operational response
options, communication strategies, long-term brand impact, and
the costs associated with various recall options.
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When thinking of reverse logistics,
we often think of major corporations
like Boeing replacing aircraft parts or
Hewlett-Packard harvesting printer
parts for repair or recycling products
no longer salvageable. However, RL
truly has an impact on the average
person.

A close friend teaches kindergarten

at our neighborhood elementary
school. Due to budget cuts, she spends
hundreds of dollars out of pocket

to purchase necessary supplies for
her students and classroom. Thank
goodness for organizations such as
Resource Area for Teaching (RAFT)
in San Jose, California, who collect
usable items such as computers, office
supplies, furniture, and manufacturing
by-products from personal and
business donors and provide to
teachers at very low cost. This is
reverse logistics.

Another example is RL Magazine
designer, Holly Reed. Holly is a
young mother of Robbie and recently

To Our Readers

A Letter from the Editor

told me about Freecycle.com. This
is a nationwide organization of
people who join regional internet
groups to post available items to
exchange as well as items they
need. All items are free and the
receiver need only drive by and
pick up the item. It’s all about
reuse and keeping usable items
out of landfills. Having a fast
growing toddler, Holly is able
to exchange baby clothes, toys,
and other items with other
mothers in her local community.

Swaptree.com is a similar
site for exchanges. It allows
members to “swap” books,
CDs, DVDs and games. This
also is reverse logistics.

These are two “personal RL”
sites; perhaps you use or know
of other sites for “commercial
RL” that we can share with
readers. Send me an email; I’d love
to hear about more opportunities for
reverse logistics.

Reverse Logistics Association Mission

ur mission is to educate and
Oinform Reverse Logistics
professionals around the world. RLA
focuses on all industries in the reverse
logistics process. No matter what
industry, High Tech, Automotive,
Medical/Pharmaceutical, Publishing,
Apparel, or Consumer, our goal is

to provide RL process knowledge

to all industries. We want to educate
everyone about the Reverse Logistics
Processes that are common to all
industries. We have been and will
continue to provide our services at a
moderate price to our members.

Managing the latest information

in repair, customer service,

parts management, end-of-life
manufacturing, service logistics, field
service, returns processing and order
fulfillment (just to name a few) can be
a little intimidating, to say the least.
Yet, that is exactly what the Reverse
Logistics Association provides with
our membership services. We serve
manufacturers and retailers in a variety
of settings while offering ongoing
updates on market trends, mergers and
acquisitions and potential outsourcing
opportunities to 3PSPs. We have

Robbie with his favorite toy - a
recycled Little Tikes van circa
1985.

gained the attention of 3PLs like
FedEx, DHL, USPS and UPS. 3PSPs
like Teleplan, Foxconn, Solectron,
Canon, Sony and Jabil, along with
small service providers have found that
the RLA resources help advertise their
services. OEMs like Microsoft, HP,
Palm, and Sony, along with Retailers
like Wal-Mart, Canadian Tire, Tesco
and Best Buy all participate at our
events. Our online RL Magazine and
Weekly News Clippings help OEM,
Branded and Retail companies find
service partners that were unknown to
them.
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Imagine Hundreds of BUYERS and SELLERS of Surplus Assets

All in the Same Place!

The Investment
Recovery Association

MAY 19-22, 2008
HOUSTON, TX
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The Place: The Investment Recovery Association
Spring Seminar and Trade Show, May 19-22, Houston.
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industry round-tables. Attend over a dozen world-class seminars. Go
on site visits together and participate in the industry’s ONLY trade
show specifically geared toward the professional management of sur-
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2> How much would those three days be worth to you in new
business, new contacts and new opportunities all over
North America and the world?

> How much would your company benefit by having a
booth at the Investment Recovery Trade Show?

Trash any other plans you may have and cash in on the biggest single
opportunity in the Investment Recovery industry this year.
Find out more online at www.InvRecovery.org.

SAVE $100! REGISTER BY APRIL 1.
Go to www.invrecovery.org

Call 816.561.5323
Or email info@invrecovery.org
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RECOVERY
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Promoting Professional Management of Surplus Assets.
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Message from President and Founder of RLA

What a time we had in Las Vegas at our 5th Annual RLA Conference & Expo!

On Sunday, I don’t think there was one moment during the football party that some group
wasn’t yelling for their team. The whole afternoon was tremendous. Everyone was on

their feet! And the game was projected on video screens any direction you looked. Planet
Hollywood really helped us have a great party! There was food and drink everywhere. And of
course the company was great! It was fun to see all the excitement.

Then on Monday all that participated in the Golf tournament
came back winners, other than having to purchase sock-hats to
stay warm! We raised $4,000 for “Gifts in Kind international.” What a good cause —their
mission as a 501(c)(3) organization, is to link donor resources to enhance, empower, and
restore communities and people in need. Thanks to everyone for helping us make this
successful.

For the Conference and Expo:
» 7 Workshop sessions with the most knowledgeable presenters on RL
¢ Industry Committee reports on real life issues
» Exhibit hall full of clients and exhibitors
* Presentations, case studies and panel discussion that really went
beyond the basics. They were current and filled with leading edge
issues.

And to top all that, our RLA Sales team tells me that they have already sold 60% of the booth
space for 2009!!!

What an unbelievable party Flextronics threw for everyone on Tuesday night. There was enough food to feed an army. Can
you believe that Paul Bruce (VP Global Services, Flextronics) was hiding out with the band? I couldn’t get over the bands
that rocked us all night long!

So, after each of our events, we sit down as a RLA team and ask if we are on track with our mission
and what else should we be doing, what should we do to improve? We ask for input from our
Advisory Board, we survey each of you for your thoughts and then we take some time

to think about what to do better in the future. It is apparent that Reverse Logistics
Professionals are being asked to take on more roles and assignments inside of the
reverse supply chain. Just look at the chart below to see how Joe Warren of
Canon has been tasked each year to take on more responsibilities.

Future Requirements

ISO 14001 Certification
24/7 Touch Point

Return Upgrade Programs
Waste Reduction/Recycling
Kitting for Operations

. . . 3 . Field Return Exchange
How will you keep up with the changing needs of RL this coming

?
[
e o
® 0 o
e 6 0O
e 6 06 0 O
e 6 06 0O
® ©®© ® ® ® O RLIntegrationin Ops
year? Where will you turn when you don’t have an immediate ® © ® ® ® ® © Sccurity Serial Tracking
answer? We hope that you will turn to the colleagues that ® © ®© ®© ® ® ® O Return Center Web Site
you meet at our events held around the world. These ® & 06 06 0 & O O Licrature Fulfillment
professionals are the only ones that are currently ° : : : : : : : : : ;Ifrloti:i);llzmspections
on the front lines of RL issues w1th. peer review © 000000 ® ® ® @ Advance Replacement
debate. We hope that you will continue to © © 0000 0© 0 ® ® ® ® Request for Destruction
support RLA through your participation and ® © © © © ®© ® ® ® ® ® O Parts & Accessories
by becoming a member of the Reverse ® © © © ® ®© ® ® ® @ ® O RLNewProduct Inspection
Logistics Association. ® © 0 0 © 0 0 0 0 ® @0 @ O Repar
® ©® ©® © © ©® © ©® @ ® ® ® O Rebox&nDelabeling Program
Gailen Vick ® © ®© © 0 0 ® ® @6 ® ®8 @8 ® O Recycling Program
Presid ® © © © © 0 © © @ 0 ®© @ @ O Refurhishing
resident. o . ® © © © © 0 © 0 © ®© ®© ®© ®© @ O RetunCenter
ReverseLogisticsAssociation.org R T T TS
ggg88gggeggeges g Canon
RLAShows.com A 0 O N ®© © &6 2 P 6 & & &6 I ®

Board of Advisors

A Board of Advisors comprised of industry experts has
been set up to monitor and assist the Reverse Logistics
Association management team in making informed

decisions. Advisors include:

John Benardino —
Hewlett-Packard

| Company

i John Benardino is
currently a Director of
Reverse Logistics for
HP’s Imaging and Printing Group.

In his position, John is responsible
for credit issuance, engineering,
remanufacturing, and all return related
costs. His product responsibilities
cover printing, digital imaging,

-~

supplies, scanners, and shared printing.

Dan Gilbert— Cisco
Systems

Dan Gilbert is Vice
President of Worldwide
Reverse Logistics at
Cisco Systems, Inc. His
charter when joining Cisco in 2005
was to define and create a world-
class reverse logistics organization.
Dan’s global team is responsible for
driving excellence in product recovery,
receiving, inventory, and recycling
operations, and for transforming
returned product into value for Cisco
shareholders.

Jose Garcia—
Microsoft Corporation
Jose Garcia is

Director — Repair

and Refurbishing at
Microsoft Corporation.
Jose joined Microsoft 4 years ago to
establish World Wide Repair of X-box
console from the ground up. Building
a world class team, he integrated
systems, processes and partnerships
with expert service partners.

Charles Johnston —
WAL-MART Stores,
Inc.

Charles Johnston is

General Manager at the Bentonville
Return Center, WAL-MART Stores,
Inc. Chuck has been with WAL-
MART for the past 13 years and

his responsibilities include Returns,
Imports, Exports, Tires and Printing
and Mailing Distribution.

Steve Jones — FedEx
Corporation
Managing Director
Supply Chain
Services & Reverse
Logistics. He is a
22-year veteran of the transportation
industry, with extensive experience
in sales and sales management of
transportation and logistics services
to corporate accounts. Steve was
selected to lead the Supply Chain
Services and Reverse Logistics sales
organization with responsibility for
new business development, base
business growth and supply chain
integration across all the FedEx
operating companies.

Hartmut Liebel—
Jabil Global Services
Hartmut Liebel was
named President,

2 _ Jabil Global Services
(JGS), in October 2004. He joined
Jabil as Executive Vice President

in July 2002 and was named Chief
Operating Officer in October 2003.

Larry Maye — Palm
Global

Larry Maye is
currently serving as
the Sr. Director of
Palm Global Reverse
Logistics. In this capacity he is
responsible for the global repair
and logistics for Palm to include
repair operations, customer service
fulfillment, vendor
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Board of Advisors, Continued

management, returns processing and
global strategy.

] D Dale Rogers is
¢ !k the Director of the
§l Center for Logistics
Management and
a Professor of
Supply Chain Management at
the University of Nevada. Dr.
Rogers is a frequent speaker,
a consultant to several leading
firms, has been published in
several logistics journals and
has published several books on
logistics and reverse logistics.
His current research interests are
focused on the following: reverse
logistics and returns, supply chain
technologies, e-business supply
chain management, and supply
chain management.

Howard Rosenberg
— eBay, Inc.
Howard has been
with eBay for over
4 years and runs
the Company’s Trading Platforms
business serving companies
interested in maximizing their
recovery rates on excess and
refurbished inventory through the
Reseller Marketplace or through
their own, private-label auction
marketplaces. He has 14 years of
experience in various capacities,
including operating, advising
and investing in, companies in
the consumer product, consumer
services and business services
sectors.

Doug Schmitt

serves as VP of
Dell’s Global Field
Delivery organization
with international

responsibility for global break\fix
field engineers, same day service
delivery, spare parts depots, parts
planning, service logistics, repair,
reverse logistics and Dell’s global
command centers. In addition to
Doug’s role as VP Global Field
Delivery he has responsibility

for Americas Support Services.
Previously, Doug held executive
and senior management positions
in service and finance at Dell, Inc.

Doug came to Dell in 1997 from
Sequent Computer Systems where
he held various senior level finance
positions. Before Sequent, Doug
worked in the banking sector.

Tony Sciarrotta —
s Philips Consumer
3 Electronics

m. Tony is Director of

Returns Management
at Philips Consumer Electronics
North America. In this position,
Tony leads returns reduction
and entitlement initiatives
for mainstream consumer
electronics, and is also currently
concerned with further driving
the implementation of electronic
registration for Philips products
at leading retailers. Working with
Philips Sales, Service, Marketing,
and the Philips Business
Excellence Group, Tony is helping
drive several teams to improve
the consumer experience and
subsequently reduce the high rates
of products returned with no defect
found.

Complete biographies of Advisory
Board Members are available from
the RLA site at
www.reverselogisticstrends.com/
company_advisory.php.
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Reverse
Logistics
Association
Focus &
Industry
Committees

Focus Sub-Committees were set up to
provide a standing forum for Reverse
Logistics Professionals to meet on a
regional and global basis and discuss
common Reverse Logistics issues

at the RLTS Conferences & Expos.
Focus Sub-Committees educate the
industry on reverse logistics:

“Best Practices”

¢ Consumer Satisfaction Issues

* Regulations on a Worldwide &
Regional Basis

¢ Processes that can reduce costs

Industries we currently monitor are:
High Technology
Wireless/Telecommunications
Chairperson — Larry Maye, Palm
Advisor — Gailen Vick, RLA
Committee Members:
» Art Teshima, Bell Tech.Logix
¢ John Coffield, GENCO
e Bob Sullivan, The Wireless
Source
* Al Mahesh, TOPP Service
Solutions
 Joseph Tarantino, Sprint Nextel
+ Bill Kenney, OnProcess
Technology
* Bryant Underwood, Foxconn

Notebook/PC
Consumer Electronics
Imaging

Printers

Data Storage
Chairperson — Ed Inal, Western
Digital
Advisor — Dave Whitley, RLA
Committee Members:
* Matt Fouts, [omega
» David Lick, Seagate Technology
+ Steve Maglior, Quantum

* Gary Gear, Toshiba
e Don Collier, Flextronics
* Glenn Grube, Moduslink

Information Technology Solutions
Chairperson — Lee Norman, ClearOrbit
Advisor/Secretary — Dave Whitley,
Reverse Logistics Association
Committee Members:

» Shawn McFay, DELL, Inc.
 Suresh Sundarababu, DELL, Inc.
» Len Wierzbicki, Black & Decker
* Matt Fouts, lomega

* Paul Rupnow, Andlor Logistics
Systems

» Anne Patterson, FreeFlow

+ Elliot Klein, Intellareturn

 Paul Trulove, Newgistics

+ Jason Orpe, Microsoft

 John Rinehart, Intel

Spare Parts Management
Chairperson — Michael Shelor, Shelor
Consulting Inc.

Advisor/Secretary — Dave Whitley,
Reverse Logistics Association
Committee Members:

» Roy Steele, RoShar Associates
Mark Stetson, Hewlett-Packard
Tim Andreae, MCA Solutions
Traci White, Credence Systems
Matthew Cutone, Horizon
Technology
* Scott M. Oberg, Tektronix, Inc.

Recycling

Chairperson: Jade Lee, Supply-Chain
Services, Inc.

Robert Gallagher, Gallagher
Consulting

Standards

Acting Chairperson - Ken Jacobsen,
Connexus

Advisor/Secretary — Gailen Vick,
Reverse Logistics Association

www.RLmagazine.com

Committee Members:
* Dr. Dale Rogers, University of
Nevada, Reno
Holly Elwood, U.S. EPA
* Larry Maye, Palm, Inc.
 Paul Rupnow, Andlor Logistics
Systems
¢ Norman McEachron, Consultant
Larry Chalfan, Zero Waste
Alliance
Bill Guns, SRI Consulting
Clare Lindsay, U.S. EPA
Ken Purfey, AICPA
Emily Rodriguez, The Results
Group

e Paul Relis, CR&R Waste &
Recycling Services
* Anthony Schell, ValuLink, LLC.

Food & Beverage
Chairperson — Don Rombach, GENCO
Committee Members:
* Bruce Stevenson, SSI
e Carl Dubose, Quaker Oats
» Oliver Hedgepath, University of
Alaska
e Stacie Perez, HJ Heinz
* Lori Kleinschmit, ConAgra Foods
 Sharon Joyner-Payne, Carolina
Logistics

Aviation

Chairperson - Bernie Gagnon,
Kuehne+Nagel
Advisor/Secretary - Jeremy Vick,
Reverse Logistics Association

Retail Consumer Products
Chairperson - Christopher F. Fabian ,
Professional Service Solutions, LLC
Advisor - Michelle Warner , Reverse
Logistics Association
» Randy Collins, Thompson
Consumer Electronics, Inc.
» Edward Ross, Home Depot
* Randy Whitehead, National
Service Alliance

» Steve J. Miller, Advanced
Communications Technology, Inc.
Dave Keltner, Cerqa

Mary Ellen Smith, PanurgyOEM
Ananth Chaganty, ZSL Inc.

Ishak Kang, Vox UI, LLC

Liane Bandanza, Hewlett-Packard
Brian F. Eddy, SubCon Industries
Shima Adyorough, The Home
Depot

» Mark Blevins, Toshiba

Apparel
Chairperson - Matt McGrath, Carolina
Logistics Services

Medical/Pharmaceutical
Chairperson — Michael Blumberg,
Blumberg Advisory Group

Corporate Social Responsibility
Chairperson - John Mehrmann, Data
Exchange Corporation (DEX)
Adpvisor - Jeremy Vick, Reverse
Logistics Association

India Chapter
Chairperson — Sanjeev Kakar, RT
Outsourcing Service Limited

China Chapter
Chairperson - Haozhe Chen Ph.D.,
East Carolina University
Advisor/Secretary - Jeremy Vick,
Reverse Logistics Association
Committee Members:
* Glenn Norem, eecParts
* Yuan Xu, China Marketing
Association
* Meiping Liu , Bostar Consulting
Ltd., China
* Yu Tian, Ph.D. , Sun Yat-Sen
University

Automotive
Publishing
Aerospace
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Reverse Logistics:
Strengthening the
Forgotten Supply Chain

by Bernie Hart

As business practices and
globalization continue to evolve,

enterprises strive to expand the
boundaries of integration to drive
business value. One way to achieve
this is by deploying reverse logistics
strategies. These every day activities
can have a profound impact on the
bottom line. However in order to
capture this value, there are unique
barriers to integration that must be
overcome.

What is Reverse Logistics?

Reverse logistics is the supply chain
that flows opposite to the traditional
process of order, fulfillment and
customer delivery. It is the combined
processes of planning, implementing,
and controlling the flow of raw
materials, in-process inventory,
finished goods, and related information
from the point of consumption to
the point of 0rigin. Reverse logistics
activities include customer returns,
disposal of excess inventory, and the
return of obsolete inventory. Also
known as the aftermarket service

and supply chain, reverse logistics is
critical to organizational output. The

ability to control these processes for
the purpose of recapturing value or
proper disposal of scrap in an efficient
and cost-effective manner can yield
quantifiable savings for manufacturing
entities.

Reverse logistics is a very
complex process; it is NOt supply
chain backwards. Material

flow characteristics, supply and
demand dynamics, and technology
considerations are fundamentally
different than what their forward
logistics counterparts address. For
example:

* Irregular material flow: Return
processing is highly dynamic
and inconsistent. Factors such as
product variations and conditions,
processing requirements, warranty
and extended warranty provisions
dictate the workflow steps to which
a given return is subject. There is
no single supply chain flow; the
reverse logistics path can be very
complicated.

* Multi-condition inventory: Supply
chain management systems are
not designed to manage inventory
in various condition states, such

12 March/April 2008 e« Reverse Logistics Magazine

as repaired, remanufactured,
defective, damaged or obsolete.
These conditions are critical factors
in reverse logistics processes; often
reverse logistics consignments are
small volume/high value shipments
of goods which are often key
components to a network, hence
express delivery is often needed.

Additionally customs scrutiny is
much more acute when screening
remanufactured and defective units;
inventory forecasting, planning and
financial management specific to
valuation are also crucial factors.

To describe reverse logistics in action,
consider a telecommunications
carrier. Many carriers provide their
customers an “advance exchange
service” where an equivalent
functional unit is delivered to the

user before the defective unit is
returned. The carrier may source

the replacement from a 3PL that is
managed by the original equipment
manufacturer (OEM). Instead of
returning the defective unit to the 3PL
and then the OEM, the defective unit
is routed directly to a repair center for
disposition. Integrated reverse logistics

www.RLmagazine.com

in this context enables the remote
management of the reverse supply
chain.

Reverse Logistics Challenges
Typically, reverse supply chains

have little automation, and are
characterized by unknowns and poorly
managed assets that sit in warehouses,
where losses are typically accepted

or absorbed. It is estimated that
managing ‘return and repair’ processes
alone contribute to at least 10% of
overall supply chain costs. Ineffective
reverse supply chain processes
compound this cost and can reduce an
organization’s profit by approximately
30%. An opportunity of this
magnitude has driven many companies
to find new ways to optimize reverse
logistics practices and to streamline
operations and drive profits.

The pursuit of profit and competitive
advantage drive ever-evolving reverse
logistic models. Companies today
have shifted their reverse logistics
operations to business models that

Underpinning our strategic direction and business .
objectives is our philosophy, mission and vision which  We continually invest in our market leading solutions
is ""To understand the real and perceived needs of its

customers better than anyone else and to serve them

better than anyone else.”

Driven by a desire to understand your business,
your market, your drivers, your concerns and by
leveraging our experience in Lean Logistics Unipart
is able to develop bespoke solutions incorporating
inventory management, hardware support and

logistics management.

\/\/mmng
Partner

Our Supply Chain is our business; its competitive
advantage is our success and our business’s success.

require the coordination of multiple
tiers of administration and logistics
operations with outsourced partners

such as OEM, contract repair centers,

4PL networks etc. If an enterprise
lacks an integrated reverse logistics
process before outsourcing, an

that is both tactical and operational.
Tactical plans and schedules reverse
the supply chain in order to meet
supply and demand. The operational
team executes plans in the context
of dynamic and changing business

extended enterprise business ~

model will add complexity to
an already challenging business
environment.

Leveraging the Power of
Reverse Logistics

The key to successful reverse
logistics is the ability to
integrate business proposal
development, international
trade compliance, project
management, contract
administration and product
management into daily
operations across the enterprise.
This can only be achieved
through intelligent, dynamic
decision-making. To optimize
performance, reverse logistics
functions must operate in a manner

www.unipartlogistics.com

It is estimated that managing
‘return and repair’ processes
alone contribute to at least
0% of overall supply chain
costs. Ineffective reverse
supply chain processes
compound this cost and can
reduce an organization’s profit
by approximately 30%.

and during 2006 Unipart Technology Logistics :
opened the largest cellular phone repair centre in the Unipart House
UK. Accredited by all major handset manufacturers,
the Repair Centre has capacity to repair and
refurbish circa 100,000 handsets per month.

Our supply chain expertise and customer focus
makes Unipart Technology Logistics the ideal partner
for customer focused organisations seeking long
term partnerships and market leading solutions.

environments including frequent
technology updates, outsourcing
of manufacturing or the change of

the european
supply chain

exce ence

awards 2007

winner

For more
information contact:

Unipart Technology Logistics

Cowley
Oxford
OX4 2PG

+44 (0) 1865 383416
email: contactus@unipart.co.uk

or visit our web site:
www.unipartlogistics.com

UNIPART onocer




OEM suppliers, international trade
restrictions, foreign exchange controls,
etc. Tactical and operational level
decision-making functions are by
nature distributed across reverse
supply chains. As a result, these
functions must be optimized both
locally and across the extended
enterprise.

The challenge is for corporate
entities to overcome management
and execution barriers as they apply
to the value that integrated reverse
logistics delivers. First, bring reverse
logistics to the boardroom. The

lack of recognition for the strategic
importance of reverse logistics and
the cross-functional nature of reverse
logistics processes spans multiple
organizations within an enterprise.
Executive leadership is fundamental
to the alignment of people, process,
technology and financials that hinder
the path to integration. Secondly,
execute flawlessly at each point in the

o inability to export defective
goods due to customs
regulations requirements for
additional export licenses

o levy of additional duties and
taxes on definite restrictions
regarding the remittance of
foreign exchange related to
exports:

=  only permit Temporary
Exports for repair and
return

= typically impose time
limitation for the repair
cycle

=  requirement to track
serial numbers through
the repair process

= 1o allowance for
warranty provisions

=  require proof of prior
import

To build an integrated reverse logistics

enterprise it is essential that you

understand your customers and their
markets. You
need to:

Reverse Logistics is not new, the complexities

associated with international business,
manufacturer outsourcing, and remote logistics
management have added cost and time to

efficient execution.

process. The ability to execute well
across the reverse logistics lifecycle

is the foundation for achieving
integrated reverse logistics. Those
that are successful understand that

the dynamics of reverse logistics
integration requires a new approach to
execution that:

* Involves the enterprise as a
whole (sales & marketing,
finance, project management
supply chain operations, contract
administrations, customer service
etc.)

* Addresses the complexities of
today’s supply chain environments

* Understands the limitations
imposed by cross-border
transactions, such as:

e Involve
your customer
in the strategy
planning for
repairs and
returns
* Understand
constraints
imposed by customs in your
customer market
* Provide inventory to facilitate
efficient replenishment
* Identify the true costs associated
with the import of replacement
inventory
o Determine if re-manufactured
inventory is permitted
o Evaluate complexities
surrounding export permits
o Assure that defective or
obsolete inventory may
be recovered i.e. export of
inventory to destinations
other than initial origin
o Investigate if international
warranty provisions are
honored by local authority
o Determine if “like for like”
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operations are permissible

o Understand quality
certification requirements
imposed by local authority

o Clarify if duty reimbursement
is possible for DOA (dead on
arrivals) and if it is subject to
limitations

While the business of Reverse
Logistics is not new, the complexities
associated with international business,
manufacturer outsourcing, and remote
logistics management have added
cost and time to efficient execution.
Leading companies are finding

ways through the use of technology,
process improvements, and an
understanding of the restrictions
imposed by foreign customs to
continuously expand the boundary

of integration. Understanding and
provisioning for these factors will
assure customer satisfaction and
directly impact the bottom line. s

About the Author:

As the Global Product
Executive for the
Logistics product
suite with the Global
Trade Services group
at JPMorgan, Bernie
Hart leads a business
of 650+ employees
that delivers end-to-end global risk
management and operational solutions
that drive cost savings, increase
efficiency and provide best-in-class
compliance across physical and
financial supply chains.

Prior to its acquisition by JPMorgan,
Bernie Hart joined Vastera in October
1999 and created the company s
Managed Services business model
which enables manufacturers to
outsource all or portions of their
international trade and supply chain
operations. From 1985 to 1999,

Mpr. Hart held various management
positions at IBM, focused on
International Trade. As the Senior
Manager of IBM s North American
Distribution Systems, Mr. Hart was
responsible for the development and
maintenance of international logistics
applications with more than two
thousand users worldwide in support
of the movement of $20 billion of
goods annually.
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Read the Press

Full articles available from:
RLA News Center

Taking on the E-Waste Problem

Ongoing growth in volumes and
disposal rates of electronic waste and
scrap pose consumers, governments
and industry with a growing threat

to environmental health and safety.
In its 2002 report “Exporting Harm,”
the Seattle arm of the Basel Action
Network revealed that about 80
percent of electronic waste brought
to recyclers in the US is in fact not
recycled here but exported to Asia,
most likely China, where “it is melted
down in primitive, environmentally
damaging conditions including the
cooking and melting of computer
circuit boards in vast quantity.”

Five years on, governments,
international organizations and IT
industry leaders are now coming
together to address what is a complex
and intricate problem. In March,
United Nations University, United
Nations Environment Program,
United Nations Conference on Trade
and Development and a host of
government agencies and leading
electronics industry participants
established the Solving the E-Waste
Problem (StEP) program, a global
private-public sector cooperative

that aims to “help shape government
policies worldwide and address
issues related to redesign and product
life expectancy, reuse and recycling,
and help build relevant capacity in
developing nations.”

Mass Toy Recalls--a
Manufacturers’ Nightmare

Although this year’s presents have
long been opened, those who supply
them have concerns that just won’t go
away. “In the run-up to

www.RLmagazine.com

Christmas, there can’t have been
few more worrying issues for toy
manufacturers than the prospect
of having to recall an entire line,
especially if it is one of their more
popular brands,” concludes an
article on the Lloyd’s web site
(www.lloyds.com).

2007 will go down as the year

of product recalls, after a record
number of them took place.

As aresult Lloyd’s notes that
“leading industry participants™ are
reconsidering the potential impact
of such an occurrence.

Dell, Jabil and UNR Join
Reverse Logistics Association
Board of Advisors

Reverse Logistics Association is
pleased to announce the recent
appointment of three new Advisory
Board members.

* Mr. Hartmut Liebel is President
of Jabil Global Services.

* Mr. Doug Schmitt is Vice
President of Dell’s Global Field
Delivery organization.

* Dr. Dale Rogers is the Director
of the Center for Logistics
Management and a Professor of
Supply Chain Management at
the University of Nevada.

Call Center & Fulfillment Services
INTEGRATED SOLUTIONS THAT WORK

Call Center Services

e US-based provider of inbound,
outbound and e-care solutions

e Scalable to virtually any size
program

e Proven track record for accurate,

courteous customer service

Fulfillment Services

e Centrally located warehousing
close to major distribution lines

e Fully integrated order desk /
customer service support

e Scalable workforce solutions
guarantee consistent service
levels and unparalleled customer
satisfaction

marketing) (alternatives

tel: 847-719-5688

e-mail: gcostello@mktalt.com

www.mktalt.com
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156 Countries and over 160 he term “EMEA” has been Things have changed. The boundaries

Languages. used for many years and has of the average installed base have
established itself within many job become substantially broader and
titles. However, over the last few with it, the role of the Service

Is it any.wonder that few years the responsibilities for the Director has assumed new and diverse
companies really typical EMEA service director have challenges. The Europe Union (EU)
understand how to get the increased substantially. Until recently, = now comprises of 27 countries with a
most from EMEA? EMEA used to euphemistically refer further 18 countries in Europe that are

to a handful of developed countries not part of the union. These accession
in Europe. The service model was countries, together with the emerging
consistent, the network stable and countries of Africa and the rapidly
the issues fairly well expanding market in the Middle East,
understood. add their own challenges in languages,
customs, freight, taxes, border controls
and quality standards. Is it any wonder
. that the Service Supply Chain
needs urgent attention?

The significance of
countries currently
outside of the EU

such as Russia,
Turkey, Israel
and South

Africa are
already

impacting

the P&L

of »

Service
Challenges
in EMEA

E-RECYCLING.
DISPOSITION.
DESTRUCTION.

N/

MAXIMUM REVENUE
TOTAL SECURITY

PROFESSIONAL E-WASTE SOLUTIONS

CUSTOMIZED RECYCLING PROGRAMS

CERTIFIED MATERIAL HANDLING - LIVE DESTRUCTION

FULL ENVIRONMENTAL AND REGULATORY COMPLIANCE

REVERSE LOGISTICS

ACCOUNTABLE & SAFE

Partnerships In Managing Electronic Waste Streams M I

BEACON MANAGEMENT INC.

For More Information, please call: Corporate Office: Recycling Headquarters: On the web:

31 0-282-0330 1801 AVENUE OF THE STARS, SUITE 702 6025 SCOTT WAY WWW.BMIONLINE.US
CENTURY CITY, CALIFORNIA 90067 U.S.A COMMERCE, CALIFORNIA 90040 U.S.A.
310-282-0330 323-722-5587



Continued from page 16

many service organisations and it
is widely acknowledged that the
percentage of the annual service
budget provisioned to support these
regions will increase. This growth
can account for many of the new
challenges surrounding logistics,
inventory, repair as well as the
overall service strategy.

Questions are being asked by
European and EMEA service
professionals about how their
service organisations are meeting
the new challenges. Such questions
as: is my consolidated repair centre
and single source logistics contract
the optimal model? Are my
forward stocking locations in The
Netherlands and Czech Republic
still providing a cost advantage?

Do I have visibility of my material/
product flow and a true understanding
of the costs? Questions like these
are becoming more frequent and the
true optimal service model is more
complex than ever to determine.

The value of a visible service supply
chain has never been greater.

Fortunately, availability of

such a model is

A single logistics
network throughout
EMEA is a common
approach, but does
it provide a cost
advantage as well as

the flexibility? The key
question to be asked
is: Is it my service
network that is being
optimised, or that of
my logistics provider?

becoming more accessible, but there
are pitfalls. This simplest way is
through consolidation of all activities
with a single provider, but at what
cost? A single logistics network
throughout EMEA is a common
approach, but does it provide a cost
advantage as well as the flexibility?
The key question to be asked is: Is
it my service network that is being
optimised, or that of my logistics
provider?

Establishing a visible service supply
chain with a true understanding
of the total cost of
\\ service and in the
right level of detail
will greatly assist
in developing a
solution to these

common issues.
Designing this

Russia and Turkey add an
additional population of
over 212 Million people.

level of data capture and control
points within the service model

is critical to success but rarely
achieved within the first few months
of a ramping program. However,
oftentimes it is never achieved at
all—particularly in dynamic market
conditions.

Regardless of whether the service

is delivering an acceptable level of
profit (we all target profit from our
service business, right?) our ability
to have an in-depth understanding of
our service network will ensure we
continue to stay ahead of the game
and make proactive changes to our
delivery model.

Introducing Russia and Turkey

into the EMEA fold has added

an additional population of over
212 Million people. Russia alone
represents a geographic area 1.8 times
larger than the US. Whilst the service
demands in these regions are largely
centralised to within major cities, the
expectation from the general public,
our customers, is fast catching up with
the ever increasing expectations of
consumers in the rest of Europe.

Whilst the changing face of Europe
and EMEA presents considerable
challenge, it also presents considerable
opportunity for profitable business
in new markets. Those that seize the
opportunities now have the most

to gain -providing they have the
appropriate knowledge. The key

to success is understanding local
market conditions and designing
“visible” solutions to meet customer
commitments at a profit.

Sounds simple doesn’t it? Well

even for us we get presented with

new challenges we haven’t found

the answer to yet - did I mention the
border control issues in Africa and that
there are over 2000 languages spoken
there? ...maybe next time.

Please drop by our booth at the RLTS
in Amsterdam and chat through your
issues with us. We’ll be happy to help.

RML

www.RLmagazine.com

Mark Walker is
General Manager,
Service Support at
The Service Business
Ltd based in the UK.
Prior to joining The
Service Business,
Mark was Director of
European Business Management for
the Aftermarket division of Celestica.
Mark has practical experience in
diversified markets including Eastern
Europe and has advised leading global
corporations and service providers.
Mark is responsible for the design of
end-to-end client solutions including
logistics, repair, call centre, inventory
finance, management controls and
reporting. Please email Mark at
mark.walker@theservicebusiness.com
or call him on +44 774 775 8132.
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The Service Business provides hands-
on support for the Service Supply
Chain in Europe and EMEA. We
drive value through Service Parts
Optimisation, Service Network
Optimisation and support for People
and Processes.
www.theservicebusiness.com

the world.

We specialize in sales of

inventory.

refurbished, excess and obsolete

CompuVest
Corp. is a global
platform connecting

OEM s with resellers around

With a unique customer base combining

end-users, small & medium resellers, and
large exposure on Google, we are the most
effective vehicle to move your inventory.

Our specialties are: Laptops, Networking,
CPUs, hard drives and VGA cards.

We have extensive operations throughout
Europe, S. Korea and Russia.

www.compuvest.com * marat@compuvest.com

[HE CARTRIDGE

Instead of tossing out old ink and toner
cartridges, bring them to Cartridge World.
Our expert technicians will give you a high
quality, 100% satisfaction guaranteed refill
that reduces landfill pollution, helps save
the environment and saves you money.
Reusing your printer cartridge can really
make a difference. So save your cartridge
and help save our planet.

24 Cartridge World

high quality ink & toner refills
100% satisfaction guaranteed

3948 Washington Blvd
Fremont, CA 94538
Tel: 510-226-6550
RL@cwfremont.com
cartridgeworldusa.com/store444
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Managing Returns

for Increased

Reverse

Logistics Profits

by Hernan Vera

n the highly competitive electronics
market, a great deal of attention is
paid to the process of moving products
out the door and into the hands of the
buyer — quickly. This makes a lot of
sense; of course, as the window of
profitability on a new product shrinks
significantly the longer the product
is on the market. Increasingly,
however, savvy electronics
companies are recognizing that
the aftermarket can no longer
be an afterthought, for reasons
ranging from revenue potential
to regulatory. It’s there — where
a product needs to be brought
in from the field for repair or
replacement — that reverse
logistics takes its rightful place
as a strategic part of the supply
chain.

What’s driving this need for
best-in-class reverse logistics?

In several segments of the
electronics industry, higher
expectations for reliability —
manifested in the adoption of
performance based-contracts

where customers only pay

the time they actually use a

product is a growing factor. The
ability to recover, repair and return to
operations in a timeframe measured
in hours or days instead of weeks, is
a critical differentiator for electronics

www.RLmagazine.com

manufacturers whose products are
considered mission-critical for
customers.

Marketers have long known that

a critical moment in a customer
relationship is when something

goes wrong. How the manufacturer
services the product plays a significant
role in the likelihood that when the

Imagine an
organization
where product
returns are not
only processed,
but information
about those
products is fed
back into many
functions within

the organization.

next purchase needs to be made, the
customer will buy again from the
manufacturer who delivered a positive
experience when a product wasn’t »

P=X

Integrated Services
Reverse Supply Chain Solutions

Infformation Management
Accessible Networks
Leveraged Infrastructures

Say goodbye to the complexity and risks
that come with managing reverse logistics
software and execution solutions. DEX has
taken traditional software one step further
by integrating multiple after-market supply
chain workstreams into one system.

Our customizable, Oracle®-based application
suites support retums processing,disposition
management, refurbishment, repair, reverse
engineering, fault analysis, warehousing,and
assetrecovery.

Licensed software bundles customizable by
application suite

DEX hosted, user-configured software
applications that minimize start-up costs,
eliminate ERP management,and reduce the
overall IT budget

Custom-designed web portals tailored to
the customer’s brand

BTIFIED :
ORACLE {5, rTNER

www.dex.com/DEXSystems

888-678-9201

DATA EXCHANGE CORPORATION

Oracle is a registered trademark of Oracle Corporation.
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You Lose.

Did you know Reverse Logistics accounts for 10% of your bottom line?
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working. While difficult to measure,
customer loyalty can be a compelling
advantage in markets where product
lifecycles are measured in months and

the margins shrink at exponential rates.

Adding to the mix, environmental
compliance has risen on the scale of
contributors to the need for a well-
planned and well-executed

reverse logistics strategy. The need

to reclaim and dispose of hazardous
materials in a responsible — and
auditable — process, puts new pressure
on logistics organizations to establish
state-of-the-art operations for
accepting and managing products that
have reached the end of life.

Identifying the Problem

Managing returns starts with the
answer to just one question: What’s
wrong with it? In retail, nearly 70
percent of products returned have
absolutely nothing wrong with them.
It’s a metric that most manufacturers
don’t have to deal with,

but it makes the point.
Determining the scope of the problem
sets the wheels in motion. The key
is to have a system in place that
diagnoses the problem quickly. Once
the problem is defined, immediate
action can be taken and opportunities
captured.
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Outsourcing Returns
Management: Who Controls
the Process?

Consumer and business technology
manufacturers have long outsourced
core pieces of their supply chain,
including aftermarket support.
Recognizing that the returns process is
a critical link to customer satisfaction
and brand loyalty requires that original
equipment manufacturers hold their
partners to the same high standards
they’d hold if they were doing the
work themselves.

While the partner may execute the
process, the strategy and metrics

for success need to be defined — and
measured — by the brand owner.
Ensuring that the outsourcing partner’s
own quality processes can support
rigorous principles for excellence
includes the evaluation of people,
processes and technology before the
contract is signed — and throughout the
relationship. After all, a plan is only as
good as the people who execute it.

Partners who work together to create a
reliable team that takes responsibility
for the plan — from the office to
loading dock — ensure that

everyone understands what’s at stake
and knows how they contribute to the
success of the process.

ogistics Magazine ¢

Building the World-Class
Reverse Logistics Process

The National Retail Federation
estimates that companies lose
hundreds of millions of dollars every
year on returns and repairs, and many
treat that as just part of doing business.
The reality is that many products can
be re-sold or repaired with minimal
investment — provided that:

* The return is evaluated and routed
for necessary action at the point

of acceptance, e.g. same day

return to the field, tear-down,
reconfiguration.

Inventory management systems are
updated to reflect availability of the
product in real-time for quick-turn
back to the field.

Training covers “if, then” scenarios
so that employees can act quickly
and efficiently to ensure that
returns are processed swiftly and
accurately.

Processes and protocols are
documented down to the SKU-
level to deliver near-automated
management, regardless of volume.

The Critical Junction Where
Production Meets the
Customer

Many companies only see three

possible actions when a product

is returned: resell, reclaim or
recycle. But there should be

many more. The returns stage
provides a unique opportunity for
manufacturers, who can design,
build and execute a strategy that
empowers the reverse logistics
process to act as a listening ear to
the customer.

Imagine an organization where product

returns are not only processed, but

information about those products is fed

back into many functions within the

organization.

Product development and design
teams gain information about field
failures, performance issues and more,

March/A



fueling improvements and innovation
grounded in real-world experience.

Call centers and sales offices know
about re-shelved inventory in real-time
so that viable products are put back
into the market quickly.

Finance and accounting have
immediate visibility into shipped
products for immediate invoicing.
Customer service gets additional data
about buyers’ satisfaction and can take
proactive measures in a timely fashion.

Demand information is available to
warehouse operations for immediate

visibility into market need for a
particular product — a critical factor in
establishing the timeline and urgency
for action.

It’s a finely tuned environment, firmly
rooted between production and the

REPEAT
COST EVERY
CYCLE

MADE IN THE

USA
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For electronics
OEMs, the ability
to turn the
returns process
from simply a cost
of doing business
to a profit center
may be the new
Holy Grail.

customer, where information captured
can fuel continuous improvement
across the entire enterprise.

For electronics OEMs, the ability to
turn the returns process from simply
a cost of doing business to a profit

2 CYCLES

23215 EARLY AVENUE, TORRANCE, CA 30505 « TEL 866.934.2556 «ouee) » 310.326.4700 « FAX 310.326.3311 « WWW.PELICANOEM.COM/RLO
Al trademarks and logos displayed herein are registered and unregistered trademarks of Pelican Products, Inc. and others.

center may be the new Holy Grail.
After years of improving operations
performance through smarter sourcing,
lean manufacturing, outsourcing and
risk management, it appears that the
supply chain is coming full circle.
Leaders are looking as never before
for ways to apply the lessons learned
in other areas of the supply chain to
reverse logistics. Those who succeed
will find there are many opportunities
in what was once considered the end
of the road.

Hernan Vera is the
Group Director of
Marketing Supply
Chain Solutions
at Ryder. He can
be reached at
hvera@ryder.com.

PELICAN

If you're involved with Reverse Logistics you already know
the name of the game is cutting costs and saving Money.

So consider the benefits of a Pelican Protector™ Case with
a lifetime guarantee; one durable case that gives you an
endless number of shipping legs and significantly reduces
your packaging “cost-per-use” (when compared to
expendable packaging). In addition, Pelican Cases are
crushproof and waterproof so
you protect your assets by
eliminating shipping damage.
And there are environmental
benefits too as Pelican’s
multiple use cases reduce
packaging disposal and its
associated waste.

It's simple math: how many
shipments of expendable packaging will pay for a Pelican
case? When you add together the total costs of
expendable packaging usage it's an easy decision.’

To learn more, call us toll free at 866.934.2556 or visit us
online at www.PelicanOEM.com/rlo
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You break it, we replace it... forever.

THE PELICAN UNGONDITIONAL

LIFETIME GUARANTEE
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Amsterdam 2008

Dorint Airport Hotel
June 16 - June 18,2008

Join us for the Fifth Annual RLA
Conference & Expo in EMEA.
Companies from throughout Europe
as well as many other international
delegates will be in attendance.
ODMs and OEMs will be looking
for 3PSPs that can manage Reverse
Logistics in Europe, along with
identifying solutions for Asia and
the Americas.

Third Party Service Providers
(3PSPs) will be exhibiting their
Reverse Logistics services and
solutions at the Dorint Airport Hotel
in Amsterdam. The focus of 3PSPs
will be to help European OEMs

and Branded companies become
aware of RL support on a global
basis. This is a rich opportunity for
companies to identify future service
partners. Here is an opportunity

for 3PSPs to sit down face-to-face
with the key outsourcing decision
makers from the major OEMs and
Branded Companies.

Pre-conference workshops will

be held on Monday, June 16 with
topics such as “Managing Reverse

www.RLmagazine.com

RLA Conference & Expo

Logistics To Improve Performance”
and Successful Outsourcing - RFQs,
Contracts and SOWs. Tuesday
morning sessions start with Gailen
Vick, RLA President, providing
Industry Overview Size and
Forecast followed by the keynote
address. Speaker sessions will
commence after lunch and continue
throughout the day and also on
Wednesday.

Listen to industry leaders and

top academics as they share their
ideas on such hot topics as returns
and loss prevention, revenue
opportunities within the reverse
logistics process, outsourcing and
regulatory requirements. See the
conference schedule for a full
listing of session topics.

A wide range of reverse logistics
companies will be in attendance
from recycling/e-waste to repair
and transportation logistics. RLA
Conference & Expo Amsterdam
provides a great opportunity to
network and share best practices.
Don’t miss it.

TEST

TECHNOLOGY
INC.

Your Complete
Outsource Resource
For electronic equipment OEMs

who need top quality, world class

repair and refurbishment services,
and third party logistics.

State of the Art
ISO 9001: 2000 Registered
Facilities

Highly Skilled Technical Staff
Processing product returns and other
forms of reverse logistics
have been at the core of the services
we’ve provided for over two decades.

oM TEST
TT TECHNOLOGY
INC.

Call Kelley Dunleavy
(800) 443-5860, ext 237
info@testtech.com

www.testtech.com




REVERSE LOGISTICS ASSOCIATION CONFERENCE & EXPO REVERSE LOGISTICS ASSOCIATION CONFERENCE & EXPO

MONDAY - JUNE 16, 2008 EXPO Floorplan
9:00AM - Pre-Conference Workshops
4:00PM P
Dorint Sofitel Amsterdam Airport Hotel
Wireless Communications | Data Storage Industry | Spare Parts Information Technology
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Integrating Reverse
Logistics with Wireless
Technology

by Joe Caston, CEO & President of Cadre Technologies

In today’s competitive marketplace, it’s not enough to
simply offer reverse logistics as a value-add to already-
existing warehouse services. In fact, one of the most
significant mistakes a company can make with regards

to reverse logistics is to consider the process only as an
afterthought, or assume that if the right components are in
place, the desired result will “magically” happen. Nothing
could be farther from the truth, but a balanced relationship
between technology and forethought can propel any
company offering reverse logistics to the top of its industry.

One of the best ways to streamline any reverse logistics
operation is by employing wireless technology. Radio
frequency identification technology (RF) is the latest and
most advanced wireless application, particularly when

it’s used in conjunction with a sophisticated warehouse
management system (WMS). The initial investment in
wireless technology, along with any necessary upgrades

to your company’s WMS, will pay off quickly in the
competitive advantage these features provide. After all,
who would you rather hire: a vendor who has the foresight
to take your company to the next level, or one that is barely
keeping up with the latest technology?

There are several benefits of investing in wireless
technology to employ reverse logistics. First, cost
efficiency. Think of the man-hours currently being

used to hand-inspect each item that comes back to your
warehouse. That time and energy translates into dollars
that could be better used in other parts of your company’s
operational system, or eliminated altogether to cut

down on the bottom line. Second, by utilizing wireless
technology, human error is taken out of the equation.
The returned item will more likely be sent to the correct
department or division, eliminating the backtracking that
could result from misplaced merchandise. Again, this
saves money and manpower. Third, wireless transactions
leave a complete paper trail that can be necessary for
audits and for administering credits to customers. And
lastly, but just as importantly, telling potential customers
that your warehouse uses wireless technology is an

www.RLmagazine.com

Warehouse workers use a
headset with a microphone
and a speaker connected

to a holster-supported
mobile computer on their
belt. The benefit is that the
worker’s hands and eyes
are completely focused

on performing the desired
task, not on typing or
transmitting information.
Workers connect in real-
time to the company’s main
database, and can verbally
communicate with the host
application to confirm when
a return has been processed

and receive another

assignment. In addition,

they can switch between
methods to use the headset,

a keyboard or scanner.
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impressive statement. Not only will
new business prospects know that
your company will be a partner in
ensuring its efficiency with reverse
logistics, but they will also understand
your commitment to exploring and
investing in advanced technologies.
That’s a competitive edge that speaks
louder than any sales pitch.

Once the decision is made to join the
wireless technology wave, there are
a few features your company should
look for. As mentioned earlier, RF

is an invaluable tool in maximizing
efficiency and reducing warehouse
errors. Beyond bar-code scanners,
advanced warehouse management
systems integrate voice-directed RF
as part of the solution. The advantages
of voice-directed technology are
tremendous. First, the technology
allows for hands-free communication
with the system, allowing the worker

INTEGRATED REPAIR,

WARRANTY AND
LOGISTICS

Jabil Aftermarket Services is a world-class

provider of end-to-end reverse supply

chain solutions to some of the world’s

to focus entirely on his or her task.
Also, working hands-free improves
safety by eliminating the juggling
act that happens when an employee
is carrying around a receiver or
paperwork and begins handling
merchandise. In addition, the learning
curve involving voice-operated
technology has been shown to be
shorter; for most people, it’s a more
intuitive method of communication.

Beyond voice-directed RF, inventory
visibility is another feature you’ll want
to look for. Depending on the type of
reverse logistics being managed at
your warehouse, your business may
need total inventory visibility, from
the moment the product arrives at the
warehouse until a decision is made
as to whether it will be refurbished,
resold or disposed of. Merchandise
typically spends much more time

Continues »

leading OEMs and ODMs. Visit us online or

schedule an appointment to find out how

we can deliver real value to your business.

JABIL

WWW.JABIL.COM
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One of the best ways to streamline any reverse logistics
operation is by employing wireless technology. Radio
frequency identification technology (RF) is the latest and
most advanced wireless application, particularly when

it’s used in conjunction with a sophisticated warehouse

management system (WMS).

in the warehouse once it’s returned
than it does before it leaves the
distribution facility, so for cost and
space reasons, it is essential that your
company’s tracking system be up-to-
date to eliminate any delays in finding
merchandise once it arrives at your
warehouse.

In addition to standard merchandise
returns, a major stressor on a
reverse logistics system is in the
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case of a product recall. Recalls
make headlines, but what’s rarely
considered are the logistics behind
routing thousands or millions of units
of a product from around the country
to one location. And once they

arrive at that location, they must be
catalogued and addressed. Efficiency,
organization and technology must

all come together quickly when
consumer safety is in question. Once a
company has decided to issue a recall,
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management and unprecedented RoHS:WEEE services.
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technology takes over.
Advanced warehousing
systems that have
invested in wireless
technology have the
edge when time is of the

€ssence.

More and more
companies realize it
is imperative to have
a handle on the latest technology to
manage their oftentimes complex
reverse logistics process. Dealing
with returns and recalls after the
fact is a surefire method to get
behind the curve. Smart warehouse
providers take advantage of advanced
wireless tools like bar code scanning
and voice-directed RF to manage
logistics and inventory control. The
right combination of technology
and planning will improve the
bottom line and guarantee
a streamlined approach to
reverse logistics. rwm

About Joe Caston and Cadre
Technologies
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President Joe Caston is an
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management, finance and
general management in the
data networking, software
and telecommunications
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Technologies is the leading
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management software for

the warehouse, fulfillment,
logistics and manufacturing
industries. Cadre’s sofiware
packages offer versatile, on-
demand, real-time information
that streamlines the fulfillment
operation, making the process
more flexible, productive

and profitable. For more
information, visit Cadre’s Web
site at www.cadretech.com or
call 866-252-2373.

1-866-744-9860
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Packaging: Is It
the Missing Link
in Your Logistics
Chain?

by Diane Gibson

It is true that almost anyone can package an item
using a cardboard box, some bubble wrap, and
a roll of tape, but is that enough when items are
heavy, valuable, oversized and awkward. The
right packaging is often hit-or-miss or even non-
existent in a company’s supply chain, escalating
the chances of damage, security breeches, lost
privacy and theft opportunities. With a few tips
and the right logistics partner, packaging should
no longer be the missing link when your leases
expire, equipment breaks down or your data
center consolidates.

Product and Transportation Analysis
Packaging concerns are not exclusive to any
particular company. Every business has leases,
returns, exchanges and end-of-life assets to deal
with. When selecting a logistics provider, ask
for an on-site product and transportation analysis
that includes the handling, distribution, mode

of transportation and origin and destination
factors needed to develop product specific
engineered packaging. Product characteristics
requiring review include size, weight and weight
distribution, susceptibility to abrasion and
corrosions, effects of compression, vibrations and
fragility.

With a completed analysis in hand, a company
has greater flexibility to make the right cost-
effective packaging choice whether it is a custom
wooden crate or a standard size cardboard box.
Take the example of a large multi-location call
center company. On any given day the company
may need to move 50 high-value computers

over 2,300 miles of bumpy highways to another
center, while sending 50 other computers to the
scrap heap 30 miles away. By understanding p
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the type of product that is going to
be shipped, where it is going and
why it is being moved, gives the
call center the flexibility to make
different packaging choices and
dispels the idea that one package
solution fits all.

Custom Packaging versus One-
Size-Fits-All

Protective packaging solutions,
including custom engineered
containers, cushioning,
waterproofing and support that
meet specific product fragility and
shipping requirements, can ensure
safe travel to the final destination.
Companies often fail to fully
anticipate the impact of shock and
vibration or how far a package
can be dropped, leading to a high
probability of damage.

By properly accounting for the size,
footprint, weight, and sensitivity of
the item being shipped, the correct
foam densities and other packing
materials can be selected. If there
are a number of packages being
shipped as a unit, skids and pallets
should be considered as platforms
to handle and transport the items
safely.

Reusable containers are sometimes
a good option if a company ships

a lot of the same size and kind of
assets frequently. These containers
can be refurbished and repaired to
curb costs and are environmentally
friendly. Although, fractionally
more expensive on the front-end,
the ability to re-use the same
container saves money in the long
run.

Standards

Even though custom packaging
options are available, it is important
to know packaging standards exist
when needed. What standards are
used might depend on the security,
size or value of the shipment.
Logistics providers should be able
to explain what standards and
practices they follow for packaging.

cs Magazine

For instance, vapor barriers

are essential for crates being
transported internationally.
Packages being shipped offshore
are subject to the International
Standards for Phytosanitary
Measures No. 15 (ISPM-15). This
requires that all solid wood packing
material be heat-treated and
stamped with an official mark.

Documentation, Security and the
Chain of Custody

Several options are available to
ensure proper tracking and security
control of a shipment. Packages
should be clearly labeled with
information that is important and
meaningful, including purchase
order or serial numbers. This
same information should appear
on packing lists so that packages
can be checked-off at their

origin, destination, and points in
between to minimize theft and
losses. Always ask about real-time
tracking options.

Package bar codes create greater
handling efficiency and accuracy.
They are especially effective for
large logistic projects. One reseller
recently returned 1,200 crated
servers to its 100,000-square-foot
warehouse. If it were not for
labeling and bar coding, crates
would have to be opened to check
the contents, as well as determine
their origination or destination
point.

Package security can be customized
depending on the level of security
required. Sometimes packages can
only be sealed or opened within
view of witnesses or sealed with
tapes that will show if they have
been opened or tampered. Drivers
can be denied access to locked
trailers while in route and tracking
systems can set off alarms if a truck
stops for more than 20 minutes.

Chain-of-custody is always an
important packing question.
Some Internet providers have
no consistent chain of control
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over packaging. This can lead

to security breakdowns. When
initiating a logistics project, ask

the provider what they handled
in-house, what assurances and
insurance are available, and where
they are “really” located. Packaging
partners with actual “brick and mortar”
locations, instead of virtual sites,

can provide true shipping chain-of-
custody.

Hire Experience or Do-it-Yourself
Trust is built on experience. When
seeking a logistics provider, look for
a history of shipping “like” assets.
For instance, a finance company
may need assurance safeguarding
proprietary information such as
social security numbers, while

an electronics manufacturer may
require antistatic packaging options.
Each client and their industry have
their own packaging and crating
needs. Packaging solutions must
take into account that hospitals

www.RLmagazine.com

Protective packaging solutions that meet specific

product fragility and shipping requirements, can
ensure safe travel to the final destination.

have potential biohazards while

the aerospace industry works with
hazmat. Remember to inquire about
a provider’s international skills
whenever offshore packaging is
involved.

If a company decides to do the
packaging themselves, the big question
to ask is what are the potential losses
and gains in terms of costs, security
and safety? Should the company’s
highly trained technicians be used to
package equipment? Is a package just
a box and cushioning or is it more than
that? Does one size really fit all?

Safe and secure. Damage-free. On-
time. Cost-savings. These are all the
results of proper packaging. By asking

the right questions when putting
together a logistics plan, companies
can transform packaging from the
missing to the strongest link in their
supply chains.

Diane Gibson is

the President and
Founder of Craters &
Freighters. Craters &
Freighters, founded in
1990, is headquartered
in Golden, Colorado
and is the national leader in specialty
freight solutions, providing expert
packaging, crating and shipping
services from locations nationwide.
The company expanded nationally
through franchising beginning in 1991.
For more information, visit

www. CratersandFreighters.com.

customer interface.

Returns, Rework, Refurbishment,
Recycling, Re-shipping - and

Results

Are returns impacting your bottom line? Do you fight cash flow
drain due to usable product stuck in a returns backlog? Are your
customers complaining about your returns processing?

Our 14 strategically located facilities worldwide will process your
returns fast, accurately and painlessly. We manage reverse logistics
as well as the inbound and outbound supply chain worldwide,
setting the world-class standard.

ALOM’s Advanced Returns Management System (ARM)
takes returns flawlessly through the entire cycle: receipt and
classification; advanced reporting; repair; final disposition and

Call 510-360-3618 today or email returnhelp@alom.com to learn
the secret to minimizing your returns challenges.

[4ALOM

48105 Warm Springs Blvd., Fremont, CA 94539-7498 USA
800-500-9991 www.alom.com
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echnical Trends

L. B. Underwood

Test
Equipment;
Product or
Feature?

Bryant Underwood

ver the Christmas Holiday, it
was amazing to see the growth

that cell phone products experienced
as what could be called the gift of
choice, in 2007. There are countless
stories in the media tracking this
market shift. Essentially, if you were
in the 3rd Grade or higher, you wanted
a new cell phone “under the tree.”
At least you did if it had all the right
features... It is that word features that
I want to focus on. I can think of no
product in history that has devoured
so many other product segments and
transformed them into “features.”
Consider the list below. All of these
items were once ONLY stand-alone
products.

¢ Text Pager

¢ 2-Way Pager

* Voice Mail/Voice recorders

* Calculator

* Pay Phone

* PDA/Calendar/Organizer

* Email Client

* Camera (still and video)

* Web Browser

* Fax Client

* Access Point

* GPS/Navigator

* MP3/Media Player

* Bar-code Scanner

* Child/Employee Tracker

* Game Console

For many of these products, being
incorporated as various features into

a cell phone, generated very negative
market impacts to the existing product
lines. Many were able to change

their lineup and capabilities and still
remain stand-alones. Others have
not. Regardless—the pressure and
disruptive affect from becoming a
“cell phone feature” is undeniable.

What Could Be Next?

I want to make the case that one of
the next product lines I want to see
become a cell phone feature is the test
equipment needed for its own repair
and diagnostics. Yes, [ heard what
you just said. I heard that incredulous
thought, “What are you thinking!!!”
OK making test equipment a feature
on a phone is crazy, right? Maybe,
maybe not. First let me tell you

why you want to do this. For RL,

the single biggest product segment
that gets repaired is cell phones. On
average the cost per repair for the test
equipment in a repair depot is $0.80
-$1.10 per phone. That cost is much
greater in other markets, like Asia,
where there are often suites of test
equipment used in retail locations to
test and screen the simpler repairs.

In these retail service locations, the
equipment costs can reach $3-5 per
repair, due to equipment cost and
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lower utilization rates. This is a huge
per-repair cost for RL service that
really needs to be addressed.

Let me walk you through my thinking
on how this can work. Back in “the
day” when cell phones operated on
the AMPS standard, a great deal about
the function and the air interface

was analog. Anything that needs to
evaluate analog signals tends to be
very complex. Plus the processing
power in the phones at that time

was very limited. Just the circuitry
required for communication with the
network would often be located in
state-machines that were etched in
silicone because the micro-controllers
were just too slow or too power
hungry to support the system and the
UL

How is it different today? First,
everything is digital. The
measurement of digital signals is
much easier than the ‘shades of

gray’ complexity of analog signal
measurement. This is because

so much of the work in decoding
information from the digital (CDMA/
GSM/LTE/Etc...) data stream is based
on statistical calculations. So all we
really need to assess digital signals,

is something to do the math for us.
And, you guessed it—we have huge
processing power in the phones today.

www.RLmagazine.com

The speed is so fast that no longer

do we need a lot of complex silicon

to manage the air interface. For a
number of simple phones, the air-

interface control is a little more than a
chunk of code that is a shared load on
the processor along with the UI. So,

we clearly have the processing power,

so how would this work?

What Can Be Done Today

There are three players in wireless that
are making technology moves in cell
phone/wireless that will undoubtedly

lead to a significant level of test
capability residing in the phones;

Nokia, Qualcomm and Google are of
special note. Let me outline why I say

this.

For Nokia they are acting on a

strategy that ties the user experience
of Nokia product to the functionality
of the phone and the size of the data

pipe. For that plan to work, Nokia
recognized they needed to expand

the range of applications that ran on

phones. There are two recent apps
that will give us some insight as to

just how close we may be with service

functionality existing as a feature.

PC and generates summary data
to facilitate communication with

the future, the notes on the Nokia
web site advise that new versions

Customer Care for resolution. In

could have capability to connect
directly with Nokia for virtual
diagnostics and Care Support.
How powerful would it be for a
repair center to have a complaint
code that was meaningful because
it was gathered from Customer
Care and function testing in the
phone?

Another application that [ am
really excited about is the Nokia
Energy Profiler Tool . This

tool was intended to provide
programmers with an easy way

to optimize SW functions to use
the least power possible from the
cell phone’s battery. But the real
power of this tool is in its possible
use in repair troubleshooting. To
understand how this could be
used as a troubleshooting tool,
consider the power up process

for almost all modern electronics.
When you press the power button,
there is an interrupt that starts a
sequence of steps. During these steps,

160ms

ewQg

A

The first is the new Nokia
DeviceStatus Tool . With this
application working in a Nokia
cell phone, there are a whole set of
parameters that are gathered from
the phone and a connected PC. If
something goes wrong, this tool
assesses the general health of your

www.RLmagazine.com

each section of the phone is enabled in
a chained process. If you measure the
current consumed during this ‘wake
up’ process, you can identify a failed
sub-section. To make this process a
little easier to visualize, refer to the
diagram below.
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you just lost money.

Want to turn in to green?

Call Reverse Logistics Magazine
at +1 510-440-8565
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In this chart you will see four
landmarks identified at (A, B, C and
D). Each of these landmarks represents
a point where one of a cell phone’s
electronic subsections is turned on;

A = Reference Oscillator

B = Power Amplifier

C = LCD Initial power

D = End of LCD Power up

The yellow line represents a

properly functioning phone’s current
consumption over time during a
‘wake-up’ sequence. The pink line
represents the current consumed for a
unit under test. From this graph it is
easy to see that landmark B is where
the problem is and that the power
amplifier subsection is the place to
look for trouble. This information
combined with a complaint from the
Customer of ‘dropped-calls’ makes the
initial diagnosis a slam dunk.

Then there is Qualcomm’s
MobileView Technology. >
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Released in December of 2007, this
product allows engineers to monitor
and optimize wireless networks based
on diagnostic data gathered from
various cell phone handsets working
on the Wireless Carrier’s Network.
The performance data that is combined
with GPS information from the cell
phone, is used to benchmark and

tune wireless networks. Clearly very
cool, but how does this help repair?
What if the network was already
benchmarked and its performance was
defined? The data gathered from the
phones would then be an indication of
the phone’s performance rather than
the network’s. Also since the system
gathers GPS data, cell phones that are
near each other can be polled and that
data used to verify a poor performing
unit as the source of the problem
rather than the network. Consider

the power and positive impact on
Customer Satisfaction if a Wireless
Carrier could respond right now to a
Customer’s concern with their phone’s
performance by connecting directly

to the phone and measuring various

Recycling Today’s June Cc
recyclers with meast

Blair Brown
V.P, All American Recycling
Columbus, Ga.

parameters and then validating the data
to be in-line with other nearby phones.
As an added benefit the Wireless
Carrier could run periodic off-line
diagnostics on the handsets and email
the Customer the results—talk about
Great Customer Experience!

Then there is Google. Since
December, I have been driving
everyone around me crazy with my
delight over the new beta version of
Google Maps with the “My Location”
feature. With this free tool in your
phone, even without GPS, Google
Maps will locate you. How? Google
retrieves the data from what cell site

is being used and combines this with
RSSI information to establish a circle
designating your probable location.
From a repair point of view, this is a
layer of functionality that could be
leveraged for diagnostics. Rather than
just get RSSI, why not query the tower
for Rho, FER, Freq Offset, etc... With
Google launching its wireless service
based on the very open Android
platform they are leveraging a huge

. i

cadre of very talented programmers to
develop the next ‘killer-app’. To prove
they are serious, Google is offering
$10M in prize money to promote the
development. With this kind of open
access and developer focus its just a
matter of time until embedded testing
tools make it to the forefront. Are
these all the pieces that we need to
get this idea going? Well, there are a
couple of other challenges, but they
are solvable.

Some Barriers need to be Bridged
The start, that the tools noted above
provides, is fantastic and we can see
some solid progress is forthcoming.
However, for this to be a reality, there
are several issues to bridge before ALL
aspects of self-test as a feature can be
deployed. I want to keep away from
going into too much detail on some of
the very technical aspects of this. But
I will cover one barrier as an example
and give you a sense of how these
gaps can be closed. Power control is
one of the more important metrics to
measure for all digital networks. This

Blair Brown has helped lead his family business into new markets and new
sectors of plastics recycling throughout this decade, and Recycling Today’s June

Conferences have helped him get there.

“There is a very high percentage of people there to trade and share
information,” says Blair. “The networking is worth every penny—

that’s why I go.

“Every conference we have attended that has been put on by Recycling Today has

led to additional business and greater success for our company,” says Blair. “We’ve
developed many good leads from the conference, and those leads have resulted in

many successful transactions.”

Hyatt Regency O’Hare, Chicago

is because, so much of the density of
the data rates and loading, depends
greatly on keeping transmitted power
as low as possible. So how could
a mobile phone measure its own
transmit power? Simple, get a couple
of values, perform some calculations
and generate the result. The external
data needed would be requested by the
phone from the connected tower. An
oversimplified explanation would use
two data points:
1: What is my location (used to
calculate path loss)?
2: What is the measured signal level
the tower is receiving from this phone?
The phone then internally measures
the current from its power amplifier.
Now we know:

¢ Path loss in db

* Current consumption

* The tower and phone RSSI levels

* Plus some more rarified data to

indicate multi-path fading, etc...

We can then crunch those numbers
together with a little math and Voila

' A
RECYCLING TODAY'S

Electropics
Recycling

CONFERENCE &
TRADE SHOW

Paper
Recycling
CONFERENCE &
TRADE SHOW

you have the average transmit power.
Anyway, you get the idea. There is

a huge piece of RL supply chain cost
that can be greatly reduced if not
outright eliminated. The first benefits
of this will be seen in the various
markets worldwide that use some
form of retail service to at least screen
repairs from the end user. Other
benefits will be the better level of
complaint/failure data for the repair
depots to use during repair and then
the depots themselves may begin using
the internal test functionality, outright.

What will be the response of current
test equipment manufactures? My
guess is that just as Google first
defined their wireless product with

a SW stack and a developer kit, the
test equipment vendors will likely

do the same. Most of the equipment
vendors also build or partner in some
way in the manufacturing of cell-sites.
Why not augment the function of the
cell-site with functions protected by
intellectual property rights that can

Plastics
Recycling
CONFERENCE &
TRADE SHOW

be called by the phones? The test
equipment manufacturers can then
license the use of the functionality.
Lower costs are still passed on and the
overall industry continues to benefit.
This is truly an amazing time for
disruptive change.

1. www.nokia.com/betalabs/devicestatus

2. www.forum.nokia.com/main/resources/
development process/power management/
nokia_energy profiler/

3. www.qualcomm.com/press/
releases/2007/071206_Qualcomm
Announces_Availability of MobileView.
html

L. Bryant Underwood
is Director, North
Americas Service at
Foxconn Technology
Group. Bryants past
positions include GM,
Director and VP level
assignments in support
of Operations, CRM,
Materials and IT.

Visit

www.RecyclinglodayEvents.com

for programming and
registration updates.
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Recalls—When the Worst Happens, Part Il

If not handled properly, recalls

can be extremely detrimental to

both external and internal brand

perception. In the January/
February 2008 issue of RL

Magazine, the first article in this

two-part series covered recall
prevention and preparedness,
as well as customer impact.
This issue’s article
outlines operational
response options,
communication
strategies, long-
term brand
impact, and the
costs associated

with various

recall options.

by Hannah Kain and Gailen Vick

Long-Term Impact on Brand

Recalls have always had

a negative effect on

brand equity. However, as

viral marketing—and online
communities—are taking on a life
of their own, the brand can suffer
irreparable damage within just
weeks or even days. Even false
accusations can have that effect,
as Wendy’s can attest to after
having to fight the incident where a
customer put a severed finger into
a bowl of food, an incident that
impacted the company for years.

Customer dissatisfaction at a

very basic level “only” involves a
transaction between a company and
a person and/or another company.
We are not making light of that
relationship. Current customers
are the lifeblood of any company
- and the most likely to buy again.
However, the long-term brand
involves more than the specific
sum of the customer transactions
and perceptions during the recall.

Damage to the brand can make it
unlikely that anybody ever will buy
that brand. Perceptions can change
overnight as talk-show hosts use
the brand name in their jokes.

The only way to protect the
brand during a recall is to react
quickly, considerately, honestly,
transparently, and with integrity.

Operational Impact and
Cost

The table (Pae 52) illustrates
different customer-related
actions that can be taken as
part of a recall, as well as the
expected impact and the cost.
Both will vary depending on

product and the overall scenario.

Recall committees would do well
to consider a cost/benefit analysis.
The proverbial pound-wise/ penny-
foolish discussion comes to mind.
A recall can easily cost $50 - $500
per unit shipped, of which maybe
5% - 20% (or $10-$25) can be
attributed to the actual interaction
with the customer, such as call
center interaction, operational
transactions when receiving the
old unit or shipping the new unit,
and freight. A 10% savings in this
area may have very little impact
on the overall cost of the recall,
but may have a huge impact on the
image of the company, customer
satisfaction, and the long-term
consequences.

Costs—the Entire Picture

While transaction-based costs are
obvious there are several expenses
that are less obvious:

Managing the recall.

The recall must be managed

by very competent staff with

full authority, full access to the
resources needed and knowledge
about product, supply chain,
customers, sales channels, etc.
This makes for a very expensive,
highly-paid committee.

Compliance management.

The cost depends on whether the
recall is voluntary, whether a Fast
Track option is available, and
which agency the company is
interfacing with. In addition,
public companies have reporting
requirements with shareholders
having a legitimate interest in
information.

Corrective action.

As the legal, communications, and
practical aspects of the recall get
planned, it is time for learning and

Continues on Page 46 »
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Industry Events

The Reverse Logistics Association
staff takes advantage of every
opportunity to evangelize the
reverse logistics message, thus
raising awareness of the process
and increasing visibility for our
association and its members.

If you would like to have RLA
present at an event or if you

have an event you would like to
publicize in RL Magazine, please
send an email to
editor@RLmagazine.com.

RLA Seminar - Hong Kong
Recycling, Reuse & Governmental
Regulatory Controls

April 16, 2008
www.rltshows.com/hkg08 event.php

WCBEF’s 4th Annual Lean Six
Sigma Summit — Chicago, IL
April 29-May 2, 2008
www.chemweb.com/content/event
items/wcbf-s-4th-annual-lean-six-
sigma-summit

Introduction to RFID — Erie, PA
April 30, 2008
www.logisticsonline.com/
content/eventscalendar/Search/
paid_event description_new.
asp?nEventld=27917

RLA Seminar - Chicago
Implementation of RL Software
Solutions to Enhance Bottomline
May 7, 2008
www.rltshows.com/chi08 event.php

WERC Annual Conference —
Chicago

May 4-7, 2008

WWW.Werc.org

www.RLmagazine.com

Upcoming Events

Investment Recovery Association —

Houston, TX

SPRING ‘08 SEMINAR &
TRADESHOW

May 19-21, 2008

Green West — Los Angeles
May 20-22, 2008
WWW.greenwestexpo.com

RLA Conference & Expo
Amsterdam
Dorint Hotel Amsterdam Airport

Workshops: June 16, 2008
Conference & Expo: June 17-18,
2008
www.rltshows.com/amsterdam.php

Electronics Recycling Conference
& Trade Show - Chicago
June 22-24, 2008

www.electronicsrecyclingconference.

com

RLA Seminar - Toronto

Retail Reverse Logistics Issues,
Spare Parts Management

July 9, 2008
www.rltshows.com/tor08_event.php
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correcting. It is important to start the
process early so relevant information
can be collected as defective or non-
defective units are returned. Statistical
analysis should be performed and
communicated throughout the
company.

The company should perform a
complete stakeholder analysis to
review that it has communicated
appropriately with each stakeholder.
This could include vendors who might
be concerned about the company’s
cash flow or survival, service
providers who may have to provide
changed services during the recall
period, public service announcements,
employee communications, non-
affected customers, as well as the
general public.

legal issue, which also includes the
issue of whether a jury would see the
company as “doing the right thing.”
Litigation costs can surmount the other
costs and can ultimately be detrimental
to the company’s survival. Certainly,
any litigation involves distraction from
the company’s business. In addition,
punitive and other damages can be
substantial.

Suppliers. If the recall is caused

by problems in the supply chain, a
complete analysis of the supply chain
may be necessary. As supply chains
get exceedingly complex, this may be
very time consuming and costly.

The costs spent on mitigating customer
issues and taking action fast can

easily be recovered in minimized risk
of lawsuits —or minimized risk of
punitive damages.

Repositioning the brand.

On the marketing side, serious
consideration must be given to
the brand to ensure its survival or
comeback.

Opportunity cost.

As senior staff focus on the recall,
other issues may be unattended to.
However, just as important is the
sales force. To avoid a demoralized
sales force, the recall committee
must communicate fast, clearly,
and honestly with the sales force,
providing specifics about what the
company is doing, and how the
company intends to move forward.
Communications management.

Legal advisors should be on the recall
team and readily available.

Potential Litigation Costs A Final Word about Managing

Your Recall
In addition to the cost of managing

the recall, companies are faced with
risk of litigation, either in the form

of individual lawsuits or class action
lawsuits. Risk mitigation becomes a

Recalls must be managed by high-
level staff inside a company. However,
it may be very productive to use
high-level, trusted service providers

Catastrophic Failure and Recalls

Huaza eaildas YEkks, UG aud itazallaes 3 g
ect with SESFs. With RL'Quote, a manuiacturer or.
mwmﬂbmmﬂ/uwwmm

Product Liability and Recalls Missteps and poor communication

can have a catastrophic impact on the
brand, stock price, and reputation.
Choosing the ideal 3PSPs for best
practices in handling product liability
and recalls, can seem to be a near
impossible task given the short time
allowed by government regulations. The
RL Quote program can help find 3PSPs
fast. For more information please visit
www.rlquote.com

Product liability and recalls create a
challenge of crisis management, if not
handled properly, the effects can be
catastrophic. Public safety is at stake.
Corporate reputation and corporate
responsibility are at stake. Product
liability and recalls can lead directly to
massive litigation, from both consumers
and the government.

REVERSE LOGISTICS

ASSOCIATION™

Method

Effective public High Medium Cost may vary. This could
communications encompass different types
of communications from the
more passive press releases
to actively monitoring and
impacting viral marketing
Effective customer High Medium
communications/ (note: cost of
recall w. direct maintaining a
communications to high-quality
impacted customers customer
database may
be high)
Responsive call Medium Low The cost difference between
center/chat room a high-quality responsive call
center and a less-responsive
call center is marginal
compared to the potential risk
Easy to locate and Medium to Low
navigate/use recall high
information on
website
Communications Medium to Medium
through sales high
channel
Fast and easy High Varies Cost can be kept minimal if
processing for few questions are asked
replacement of
product
Plug & play Varies Varies, may not
replacement unit be applicable
Free return shipping | Medium Varies, low in
most cases
Overnight shipment | Varies Varies, low in
of replacement unit depending on | most cases
product type
Offering a full refund | High Varies If no replacement units are
available, the refund may be
the only acceptable solution
Proper High Medium If sending out replacement
refurbishment of units that are refurbished
units from returned units, the
refurbishment must be
done flawlessly to avoid
compounding the problem
Sensitivity to High (note: Medium Return units may have stored
stored data when cost of not data that is sensitive, such as
dispositioning doing may be medical information
defective product high)
Environmentally Medium Low Since this is a high-profile

responsible disposition
of defective product

situation, it is dangerous to add
to any negative perceptions
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to implement many of the recall
functions. In fact, internal resources
are often over-taxed during a crisis
situation, causing a drop in service
and customer dedication. rm

Other sources:

CSCP - Consumer Products Safety
Commission (WWW.SpsCs.gov)

FDA—Food and Drug
AdministratiOn (www.fda.gov), for
policies, see http://vm.cfsan.fda.
gov/~Ird/recall2.html

Reverse Logistics Association
(http://www.reverselogisticstrends.
com/index.php)

Center for Business Intelligence,
Recall Conference (https://www.
cbinet.com/conferences.cfm)

American Society for Quality
Control, The Product Safety and
Liability Prevention Technical
Committee (PS&LPTC), (www.asq.
org) has published a book (http://
www.asq.org/qic/display-item/
index.html?item=10181)

Hannah Kain is
President and
CEO of ALOM, a
leading package
assembly and
fulfillment company
headquartered
in Fremont,
California. Kain, who founded
ALOM in 1997, has extensive
experience in the packaging
industry. She has three university
degrees and has won numerous
awards, including ABWA, NAWBO
and Women's Fund, and has been
featured in books and articles,
including “CEO Chronicles” and
“Women Who Paved the Way.”

Gailen Vick is the
Reverse Logistics
Association Founder
and President.
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On the Move in Reverse Logistics

Jerry Adamski recently joined Gleason
Corporation as Global Customer Service
Director. He brings over 20 years of
experience with Eastman Kodak Company
encompassing a wide range of experience
in global service and manufacturing. In
this new corporate role, Jerry will focus
on developing strategic plans for Gleason
global customer service in alignment with
other business strategies. He will also
focus on identification and implementation
of world class best practices in total
customer support.

Shelor Consulting recently announced
that Roy Steele has joined the company
as vice president and senior partner. Roy
has over two decades of field service and
support operations experience including
service parts management, field service
operations and repair center operations.

Ixia, a leading, global provider of IP
performance test systems, recently

announced that Raymond de Graaf
has been appointed to the position of

vice president of Operations. Mr. De
Graaf brings to Ixia about 15 years of
operations experience most recently as
vice president and general manager of
Precision Communications and Flextronics
International four years prior.

Mr. De Graaf most recently led

the transformation of Precision
Communications—a leading provider of
repair, refurbishment, resale, logistics and
inventory management for leading OEMs
and carriers worldwide—from a small,
privately held company into a significantly
larger and more scalable business.
Previously, Mr. De Graaf held several
senior operations positions at Flextronics,
including director of Global Operations
for the global electronics manufacturing
company. He led the company’s reverse
logistics operations, supporting many of
the world’s leading telecommunications
equipment manufacturers

Service Net Solutions LLC recently
named Chris Smith to the newly

created position of president of sales and
marketing operations.

Prior to joining Service Net, Smith led

the startup of ServicePower Field Service
Solutions, a Louisville-based subsidiary
of Annapolis, Md.-based ServicePower
that provides automated job scheduling,
GPS tracking and navigation and warranty
management services for the service
delivery and installation industries.

He also has held executive leadership
roles at GE Warranty Management and
Montgomery Ward.

Jeffersonville, Ind.-based Service Net’s
services include warranty management,
extended service programs, customer
service support, claims processing and
service contract underwriting for clients
such as Toshiba, Samsung, Lennox,
Maytag, Philips and Sony.

MCA Solutions, the leader in service parts
planning and optimization, has expanded

its executive team to include Jack Barr as
senior vice president of strategic accounts.

Are RETURNS taking a bite out of your bottom line ?

v] we BUY as-is RETURNS and OVERSTOCK

PRODUCTS from the USA or Canada
v] we can PROTECT your brand by making
your returns QUIETLY DISAPPEAR
v] we MINIMIZE the EFFECT on your EXISTING CHANNEL
because we don’t broker goods or sell online in the USA

Sales
Cost Of Sales

Gross Profit
Operating Expenses

Inventory Writedown $16,5%4, Tia
Cost of $2,904. 1Y

Operating Profit (Loss)

- consumer electronics

- tools / hardware

- housewares

N\

Jack brings more than 20 years of high-
tech sales, marketing, operations and
business development experience to
MCA Solutions. He spent more than 12
years working at SAP America where
he helped launch SAP’s strategic client-
server solution and was instrumental

in SAP’s growth in the 90’s, exceeding
personal sales targets by more than

220 percent annually over a seven year
period.

As SVP of strategic accounts, Jack

will lead the development of MCA’s
global sales strategy with a strong focus
on improving all sales processes and
operations.

Pinnacle Data Systems Inc. (PDSi)
recently announced today that Timothy
J. Harper has joined its executive
management team as Vice President of
Global Operations and Logistics. Mr.
Harper comes to PDSi following 16 years
with major communications solution
provider Alcatel-Lucent (formerly Lucent
Technologies) and AT&T, a world leader
of telecommunication infrastructure.

Mr. Harper has extensive industry
experience in key areas of PDSi’s
strategic focus - Electronic
Manufacturing Services (EMS) and
mission-critical solutions for global
Original Equipment Manufacturers
(OEMs). His prior roles included
executive positions in production,
procurement, contract manufacturing,
repair, logistics, customer service, and
supply chain functions. He will manage a
similar span of functions at PDSi.

Agilence, Inc., the leader in Intelligent
Video Auditing Solutions (IVAS),
recently announced the appointment

of Pedro Ramos as Director of Retail
Solutions. Ramos, formerly served as
the assistant vice president for Loss
Prevention at Pathmark Stores Inc., a
northeastern United States supermarket
chain recently acquired by A&P. Ramos

(O

B Reverse Logistics

Total Return
Solutions Corp

Specializing in consolidating

Canadian Returns

for US Companies

How GCan We Help You?

M Returns Processing

B Refurbishing

B Test & Audit Services

B Recycling Services

B Fullfillment Services

Email: solutions@totalreturnsolutions.ca
Contact Us Toll Free: 1-866-916-9103

THE SOURCE FOR HARD-TO-FIND IT COMPONENTS

microsystems

B warehousing

| Inventory Management

B Customer Service/Tech Support
B warranty Fullfillment

B Asset Recovery

B Revenue Share/Auction Services

Toll Free: 800—-278-95250

Fax:

Email:

« Servers and

847-537-9829
sales@hypermicro.com
Website: WWW.hypermicro.com

* PG/ Server / Gaming

Server Components

* Motherboards

System Assembly

* Board-Level Repair

- computers & peripherals - lighting / electrical

will have responsibility for managing

- small appliances

- cellular phones
- personal care

- outdoor products
- toys / gaming

- environmental products
- accessories

Agilence’s retail solutions focused on
reducing cashier fraud and improving
asset management for America’s retailers.
While at Pathmark, Ramos managed the

* Hard Drives
* Processors

* Memory

e Logistics
* Asset Recovery

* Refurbishing and

- automotive products - home decor

- general merchandise

J Loss Prevention and reverse logistics
programs for 141 retail stores. He led
the effort to re-organize Pathmark’s

loss prevention program by utilizing
Agilence’s automated solutions to
centralize exception reporting and video
auditing functions.

* Networking Equipment Remarketing of

- RECOVER MORE
SPEND LESS

MBSl | /\(|ogistics

13 locations with over 125,000 sq ft
for more information contact: Riaz Mavani (416) 238-5637 or riaz@rlogistics.com

*IC Retired IT Equipment

refurbishing

quality products
since 1992

¢ LCD Products ¢ Maintenance

* Consumer Electronics

* Technical Support

e and more... e and more...
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Returning thoughts...

Using a Customer Return Request
as a Reverse Logistics Up-Selling
Opportunity

by Paul Rupnow

“Would you like fries with that RMA?”
Most Reverse Logistics teams have never
thought to ask this question. You may

be missing a big opportunity to increase
your revenues, profits and enhance your
customer experience.

Up-Selling is not just a tool for your sales
team; it is an opportunity for anyone

in your organization who is dealing

with customers. And up until now, it

is an opportunity that has largely been
overlooked by Reverse Logistics teams.
Up-Selling is an opportunity for you to
increase customer satisfaction, increase
your revenues and enhance your Reverse
Logistics group profitability.

Reasons to Up-Sell

Up-Selling is a win-win opportunity. Of
course your customer is unhappy to have
to call you and return a product, but it
happens to everyone who buys anything
electronic. So quickly resolve their RMA
issue and find out how else you can help
them. You can help your customers by

offering them opportunities to:

* Save money with special, direct

from the manufacturer pricing

* Obtain or upgrade to newer
products
Purchase more of your products
Warranty their future
Improve customer satisfaction
Save shipping cost

For your company and your Reverse
Logistics team, up-selling is an
opportunity to:
* Generate additional revenues
and profits
* Manage or sell new, old or
excess inventory
* Improve customer satisfaction by
turning the negative experience of
obtaining an RMA into a positive
experience

Up-Selling Opportunities for Reverse
Logistics Teams
The following is a list of Up-Selling
opportunities and ideas to get you started:
* Upgrades — you can offer, possible
at a discount from the retail price, an
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T Business Insights and Strategics
for Managing Product Refurns

upgrade
to a new
or more
recent
model. (Most
customers would
prefer a newer

19 or 22 inch
LCD for a small

increase in price,
rather than a direct
warranty replacement
for their 14 inch

LCD - “would you

like to Super Size that

order?”).

* Companion products or
services — companion products and
accessories are typically very high
margin items, be sure to offer them
and maybe even at special pricing.
Printers need toner. Cameras need
cases, batteries, memory. LCD TVs
need to be mounted.

* Free Shipping — if you will be
shipping a replacement product
anyway, there may be no additional
cost to adding additional items to the
box.

* Special pricing — since you may be
a manufacturer, you may be able to
offer below retail pricing, especially
on newer but not the most recent
models.

* Inventory Management — there may
be a good opportunity to offer old or
excess models as replacement items or
as an additional purchase. This may
help you reduce your replacement
item costs or dispose of less desirable
inventory. It may also help reduce the
need to incur high repair costs to keep
old models in stock.

* Extended Warranty — a cherished very
high profit item for retailers can now
be offered to your RMA customer on
their returning item.

So, go ahead, try that RMA order with
fries or super-sized. You may find that
Up-Selling provides your customers, your
Reverse Logistics team and your CEO with
a much higher level of satisfaction.

Good Luck!

Learn and Share Reverse Logistics best
practices, insights and strategies with Paul
Rupnow at ReverseLogisticsProfessional.
com

www.RLmagazine.com

Strategic Partnerships Now
Available at the Touch of a Button

RL Quote empowers manufacturers
and retailers in search of the right
partner.
e Send RFls anonymously to our
worldwide database of suppliers
e Screen your 3PSP responses
¢ Find the right partner

Free Industry Expertise — The RFI responses from
RL Quote come from the top executives at 3PSPs
who are on the frontlines of the industry everyday.

Anonymity — During the RL Quote process, your
company’s identity is kept confidential so you
maintain control over who you allow to contact
you.

Wider Selection — RL Quote allows you to broaden
your search at no cost and is a perfect companion
to your usual resources.

New Technologies — The technologies for Reverse
Logistics are evolving everyday. The best way to
stay ahead of the technology curve is to allow the
industry experts to evaluate your objectives and
offer alternative solutions.

For more information visit RL Quote at

www.rlquote.com
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Returns with the reliability of FedEx.

Whether your customers are returning merchandise, signed documents, lab samples or warranty
parts, FedEx can handle them all with speed, efficiency and reliability. Choose from a number of
solutions including labels, tags and face-to-face assistance at FedEx shipping locations. We can
improve customers’ returns while enhancing your visibility and efficiency. Let us help strengthen
your returns process and ensure that your customers keep coming back to you.

fedex.com/returns Fe&x ®

© 2008 FedEx. To get more information and get an account number, contact your account executive or call 1.800.GoFedEx 1.800.463.3339.



