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Make plans now to join us for the 11th Annual Reverse Logistics
Conference and Expo on February 10-13, 2014 at the Rio Hotel and
Casino.

Monday offers pre-conference workshops with our RLA Charity
Golf Tournament at Red Rock Country Club. Tuesday adds more
workshops along with industry reports and then in the evening,
our Awards Gala. Wednesday opens with the keynote address

followed by sessions presented by over 150 RL professionals, j I q 2 @revestigasn =leke/ Walmart
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If you are a Reverse Logistics professional — don’t miss this event!
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Plunging Demand for CRTs Sends Glass Market Down the Tubes
A Sims Recycling Solutions White Paper

It used to be a perfect circle: The glass from old CRT displays was used to
manufacture glass for new CRT displays.

5 Traits Essential for Sustainability Leadership

By Katie Kross and Koji Kitazume, Duke University

Sustainability is a career field that is beginning to mature. Ten years ago, there
were few dedicated jobs with sustainability in the title.

The Implementation of Public Policies in the Reverse Logistics

royecto “Ciudad Jardin Bicentenario”, Municipio de Nezahualcdyot! Edo. De México

The implementation of public policies in the case of Ciudad Jardin Bicentenario
arises in the context of the municipality scope; this project was carried out with the
participation of the two levels of government: State and Municipality; as well as with
the collaboration of the private sector for the achievement of a common objective.
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So, we purchased a laptop, took it home, and within minutes had it set up. We immediately got
on Skype and tried calling family. The first few calls we were told that we were so much clearer
on video, and the sound was also clearer, but still not as clear as it should be. Our voices were
muffled, and it just wasn’t quite right. We tried troubleshooting ourselves, but then had to turn
to Technical Support. We did more troubleshooting, and then over the next several weeks, we
were sent in loops as Skype told us it was a computer issue, and the manufacturer told us it
was an internet issue, and the internet company would come back saying it was a Skype and/or
computer issue, etc. It was a very frustrating situation to have a brand new computer, that just

Message from the Editor

As the new Editor of the Reverse Logistics Magazine, daily I am presented with many Reverse
Logistics articles. I come across all sorts of different stories of how companies are moving forward
in their Reverse Logistics implementations to save money, help save our environment, abide by
laws, and keep customers happy. In my personal life I deal with Reverse Logistics with my own
home recycling, electronic waste disposal, and dealing with in-store or online returns.

A few years ago, my husband and I went to Best Buy and shopped for a new laptop which was to be
used mainly by myself. As a stay-at-home mom, I didn’t really need anything fancy, just something
for web access/searches, handling our personal finances, and to make video calls to family who
didn’t live nearby. The latter reason was important to me since I didn’t live near my parents or
sisters, and wanted to be able to chat, see them, and show my children to them. I often would use

Skype on a daily occasion, so I wanted to make sure whatever laptop I bought, had clear video and
sound to match my high speed internet. My old laptop, was just that — old - and the microphone had stopped working, so I
had to use an external camera/microphone, which was just annoying and not very clear in picture or sound.

P

didn’t seem to work right. We tried using other computers, and had no issues, so to us it was
obvious it was the computer, but by this point, it was past the return date, so we couldn’t return it to the store. The Manufacturer
asked us to mail them the laptop, and they would look into it, but they couldn’t guarantee anything, since they didn't believe it
was a computer issue.

-

I tried getting in touch with a Manager at Best Buy to see if I could get some kind of an exception to returning it, but with
no luck - so I proceeded with sending it to the Manufacturer. I packaged up the laptop carefully, took it to a FedEx Shipping
location, and had it sent out. When I got home and checked my email about an hour later, I had gotten the following email:

Dear Felecia,

I'm very sorry to hear about all the trouble you have been through with this Gateway computer! I can only imagine your
frustration going back and forth trying to figure out the problem. This is not something you should be experiencing with
a brand new computer. I will be more than happy to help.

OUR MISSION
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ur mission is to
educate and inform
Reverse Logistics

professionals  around  the
world. RLA focuses on the
reverse logistics processes
across all industries. No
matter the industry — High
Tech, Consumer Electronics,
Automotive, Medical/
Pharmaceutical, Food and
Beverage, Apparel, or other
— 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 and
to be a catalyst for innovation
in developing and implementing
new RL processes. We have
been and will continue to
provide our services to the
industry at a moderate price.

anaging the latest
information in services
such as repair,customer

service, 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

parts
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say the least.Yet that is exactly
what the Reverse Logistics
Association provides through
our membership services.
We serve manufacturers and
retailers in a variety of settings
while offering ongoing updates
on market trends, research,
mergers and  acquisitions
and potential outsourcing
opportunities to 3PSPs. We
have gained the attention of
3PLs like FedEx, DHL, USPS
and UPS. 3PSPs like Teleplan,
Foxconn, Flextronics, Canon,
Sony and Jabil, along with small-
and medium-sized service

providers have found that
RLA resources help advertise
their services to a regional
and global audience. OEMs like
Microsoft, HP, RIM, and Sony,
along with Retailers like Wal-
Mart, Canadian Tire, Tesco and
Best Buy all participate at our
events. Through RLA Events,
RLA Connect services and our
publications — RL Magazine and
the Weekly News Clippings
email — we help OEMs, ODMs,
Branded and Retail companies
find service partners and
solutions providers that were
previously unknown to them.

www.RLmagazine.com

While the return policy for computers is 14 days there are certainly unique situations that
require us to look outside of that period. This is definitely one of them and Best Buy does
not want to leave you hanging and frustrated with your new product.

I partnered with the Union City’s general manager, Linda, and explained your situation. I
asked to have an exception made to exchange this computer for a new one. Linda agreed
that you should be taken care of and was excited Best Buy had the chance to help. She
should be calling you today to invite you in for an exchange.

-

Again, I am very sorry for this experience and thank you very much for giving us the opportunity to make this right.
Please let me know if you have any questions or concerns at this time; we are here to help. Have a great day.

Sincerely,
Alison and the Best Buy Consumer Relations Team

As a consumer, I am not embarassed to say — tears came to my eyes! I couldn’t believe they went the extra mile to reach out
and take care of me. Iimmediately called FedEx and found out my laptop was still there. I was able to pick it up, and return it
to Linda at the store, with no hassle. The new laptop worked just great, and even though I had to go through weeks of hassle,

I was now a happy customer.

Of course, we don’t all have such pleasant outcomes, but it made me a loyal customer of Best Buy knowing they would look

into my individual situation, reach out to me, and make an exception due to the circumstances.

Thank you,
Felecia Przybyla
editor@rla.org
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master’s degrees for transportation and logistics professionals
— completely online. So your employees can take classes on

their own time. And people are taking notice. 93% of employers
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Message from the Publisher

REVERSE LogisTics DILEMMA

For years now we have been
encouragingcompaniestoimplement
a reverse logistics department inside

of their company. But who owns the "R
enterprise inside the company for A -
reverse logistics? ' s
L |
More importantly than who owns reverse logistics, who = =
-~ ™

will step forward to actually uncover the benefits inside of _
a company that results in cost saving that are found when a -
RL Department is functioning.

There is alevel of misunderstanding with who should take on new roles inside of any organization,
yet at the same time there’s hesitation and sometimes even fear from middle management to
make recommendations for new departments.

We highly recommend for all corporations to create a
“C” level position for reverse logistics management. This
individual would have;

After tax Profits;
Are They Right?

« Authority to make changes on RL globally, but day-
to-day responsibility would stay in the hands of each
operating department

Prgduct Production

o Monitor the P & L to develop a Virtual profit center

Logistics IT
Management .
o Acquire the necessary tools to support the finance

department and report effectively to the Executive
Staft

Best Regards,
Gailen Vick, Founder & Publisher
www.RLA.org
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Board of Advisors

REVERSE LOGISTICS ASSOCIATION

A Board of Advisors comprised of industry experts has been set up to monitor and assist the Reverse Logistics

David O’Leary - UPS
David O’Leary brings over

22 years of management
experience through several

key roles in Sales, Finance and
Operations positions that he
has held during his career at
UPS. As Vice-President, Global Post Sales and
Reverse Logistics, David is responsible for the
US and Canada operations while having strategic
oversight for the product globally. Prior to taking
on this role David was Vice-President of High
Tech Sales. In this role, David was responsible for
managing a group of High Tech sales executives
who support internal and external sales cycles
focused on UPS distribution and service part
logistics products.

David began his career with UPS through the
acquisition of Livingston Inc. in October 2000.
Just prior to the acquisition, David had moved
into a Service Parts Logistics (SPL) operations
role and assumed more senior operational
responsibilities within SPL at UPS. Prior to
moving to operations, David spent four years
with Livingston in various financial roles. His last
financial assignment was Controller of Livingston,
Inc.

David has a Bachelor of Commerce degree from
the University of Toronto. In addition, he obtained
his Chartered Accountancy (CA) designation

in 1992 during his apprenticeship with Price
Waterhouse. David worked for Price Waterhouse
for five years performing roles in audit, tax

and insolvency groups. David spent one year at
Coco-Cola as a Finance Manager prior to joining
Livingston.

David Maloney, Google,
David Moloney, as Senior Manager
of Reverse Logistics & Business
Systems, is an operational leader
with technical focus, a technical
leader with operational focus: “|
flip between both roles as circumstances require. |
build operations for consumer electronics startups:
business model, process, legal framework, interna-
tional expansion, NPI, PLM, sourcing talent, forward
logistics, contact centers, reverse logistics, wireless
certification, online and backend systems, knowledge
management, sleeve rolling-up.”

Edwin Heslinga -
Microsoft, Edwin is currently
Director of Reverse Logistics
Programs and Policies for
Microsoft Devices. In his
position Edwin is responsible
for development and enforcement of policies
surrounding returns and all related costs to the
returns and is also involved in the Customer
Satisfaction Continuous Improvement Council.

Complete biographies of Advisory Board Members are available from the RLA site at: www.ReverselLogisticsAssociation.org/company_advisory.php

Association management team in making informed decisions. Advisors include:

Working with Microsoft Call Center and the
Microsoft Manufacturing Operations Edwin is
driving the improvement of consumer satisfaction
through agent assisted support and on-line
support while managing the costs.

Prior to working for Microsoft, Edwin worked for
Jabil Global Services as the Director of IT Solutions,
where he worked with various teams on the propos-
al and implementation of reversed logistics services
for various companies at the Jabil factories around
the world.

Charles Johnston - Home
Depot, Charles Johnston is
Director of Repair and Returns
at The Home Depot Chuck was
with WAL-MART for the past 14
years and his responsibilities in-
clude Returns, Imports, Exports,
Tires and Printing and Mailing Distribution.

Hartmut Liebel - Jabil Global Services,
Hartmut Liebel was named
President, 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.

Troy Kubat - Walmart, Troy is now

the Director of Logistics
Engineering-Grocery at Walmart
having worked is way up from
Director, Logistics Operations,
Industrial Engineering Manager at
Walmart - International Division
and Japan Expatriate - Logistics
Operations Lead at Walmart - International
Division

A strong Logistics professional with a deep under-
standing of the Retail operation and market place.
Extensive Distribution Center (DC)/Transportation
operations experience and vast International
Logistics operations experience focusing on growth,
integrations, strategic planning, innovation, and pro-
cess improvements.

Thomas Maher - Dell,Tom Maher joined Dell in

- 1997 and is the Executive Director
for Global Service Parts.Mr.Maher
is responsible for service parts
life cycle support in over 100
countries. Mr. Maher’s global ser-
vice parts responsibilities include:
planning, procurement, distribu-
tion, returns, repair, inventory management, supplier
management and parts disposal. These operations
support 100% of Dell’s warranty customers across
all Business Units and all Product Lines.

lan Rusher - Cisco
Systems, 20 Years within
Supply Chain Operations, of
which the last |5 Years have
been spent in reverse Logistics.
Previous experience running
3Com EMEA Warranty/Service
Repair Operations, Responsible for both Internal
and 3rd party repair operational performance
and Engineering support. Moved the operations
from a predominantly In-House business to

a total outsourced operational model. Last

3 Years at Cisco within Supply Chain Field
Operations, setting up the EMEA non Service
returns and Cost Avoidance Operations within
the Netherlands. Responsible direct for EMEA
Freight and Warehouse Operations. During the
last 2 years has successfully set up Operational
infrastructure to support the Teams Global
Revenue targets.

Tony Sciarrotta - Reverse
It Sales & Consulting, Tony
Sciarrotta has held a variety of
sales and marketing positions
in the consumer electronics
industry for over 30+ years,
including the last 25 years at Philips Consumer
Lifestyle. His background prepared him in this
developmental role as director for returns
management activities, and he was responsible
for implementing effective returns policies and
procedures with a variety of dealers.

lan Towell - Tesco,
Responsible for end to end
accountability for the non food
returns business within UK
Tesco, focussing on improving
quality, policy application, asset
recovery and logistical flow.

Susan Wackerman

- Hewlett-Packard
Company, Susan Wackerman
is currently a Sr. Operations
Manager in the Americas
Supply Chain for HP’s Imaging
and Printing Group. In her position, Susan is
responsible for the Recycling Operations for
HP Americas and the Returns Operations /
Remarketing for HP Americas Imaging and
Printing Group. This includes supply chain
development, reverse logistics, disposition

and processing, refurbishment, resale, channel
management. For Recycling Operations her
product responsibilities cover all HP product
categories including inkjet and laser printing,
digital imaging, supplies, scanners, shared printing,
PCs, notebooks, desktops, servers.
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A Sims Recycling Solutions White Paper

It used to be a perfect circle: The glass from old CRT
displays was used to manufacture glass for new CRT
displays. This closed-loop, glass-to-glass recycling
process involved collecting computer monitors and
televisions, then removing and reducing the tube
and separating the glass from ferrous and nonferrous
metals. The glass was further processed to remove
oxides, phosphor and dust, sorted and finally sold to
CRT manufacturers.

ARTICLE

This process worked well until businesses and consumers

swapped their bulky, heavy cathode ray tube computer
monitors and televisions for lightweight, energy-efficient
and space-saving flat-panel displays. But because of this shift
from CRTs to LCDs and other video display technologies,
the demand for CRT glass has dwindled. This has left many
recyclers with a growing stockpile of CRT glass and has
created an economic and environmental need to develop new
strategies for managing the CRT glass collected for recycling.

The Anatomy of a CRT

One of the benefits of glass-to-glass recycling is keeping lead
out of the municipal waste stream. This is not an insignificant
benefit: according to the U.S. Environmental Protection
Agency, CRT glass contains enough lead to require handling
it as hazardous waste under certain circumstances. The typical
CRT device is made up of between 15 and 90 pounds of glass,
which protects users from the radiation produced by the
electron gun and electron beam. This protective glass can be
found in four different components: Panel glass accounts for
two-thirds of the CRT’s weight and may contain either lead
oxide or barium oxide

« Funnel glass houses most of the lead in a CRT

« Neck glass surrounds the electron gun and
contains lead

o Solder glass seals the CRT and is 85 percent lead

And while CRT displays may be a dead technology, they
are by no means gone. Transparent Planet’s December 2012
report estimates that about 660 million pounds are stockpiled
nationally as a result of the thresholds of smelters, limited
demand from re-manufacturers and rising costs for disposal. It
is important to note that none of these CRT-filled warehouses
discovered in August were owned by companies holding either
R2 or e-Stewards certifications.

Dead and Buried?

The challenge now facing many recyclers and state regulators
is how to handle these remaining devices with the market
for CRT glass shrinking and the costs of proper processing
increasing in a manner that protects public health and the
environment and, if possible, recovers resources.

12 Reverse Logistics Digital Magazine -
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Plunging Demand for CRTs Sends
Glass Market Down the Tubes

SIMS
RECYCLING
SOLUTIONS

State e-waste legislation varies from state to state and can be
more stringent than Federal requirements. Many states have
developed, or are developing, universal waste exemptions for
CRTs. These exemptions streamline the management of those
devices bound for recycling. Currently, 19 states ban CRT
monitors and televisions from landfills.

Recyclers typically have two options for recycling CRT glass
that has been designated a universal waste: shipment to a
glass-to-glass manufacturer or to a lead smelter. However,
for some Californian recyclers who want to avoid the costs
of recycling, landfilling of glass has now been permitted as
an option for disposition. With declining glass-to-glass and
lead smelting markets, California officials temporarlly lifted

= —

their landfill ban in 2012 to allow for CRT glass to be sent to
hazardous waste landfills. West Virginia is considering lifting
their same landfill ban to allow for CRT glass as well.

Until a permanent solution is discovered that can handle the
demand of CRT glass in need of recycling, state and federal
regulations may continue to grow more flexible regarding the
disposal of this material. For the most part, this would simply
be a result of the limited financial capacity that a smaller
recycler can reasonably consider to maintain a profitable
business; and is also why some uncertified recyclers -
without the equipment, knowledge or resources to effectively
repurpose this material — ended up leaving it behind.

Regardless of state and federal regulations, it is recommended
at a minimum, to use a recycler that operates in accordance
with either Responsible Recycling Practices (R2) or e-Stewards
certifications. Other certifications to consider will govern
additional environmental, health, and safety management
systems (ISO 14001 and OHSAS 18001), and regulate
information destruction (NAID) and the secure handling,
warehousing and transportation of equipment (TAPA). RrLM

www.RLmagazine.com
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