
C
a
rr

ie
r

F
ie

ld
 T

e
c
h

n
ic

ia
n

 D
is

tr
ib

u
ti

o
n

 C
e
n

te
r 

(D
/C

)
C

u
s
to

m
e
r

C
a
ll
 C

e
n

te
r 

/

B
C

C
C

**

JD Edwards

Touchpoint

Page 1

Reverse Logistics Process:

Current Modem Lifecycle
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Required

DCRIS

Touchpoint

#

Box Ref. number

Reverse Logistics Current Process - Version 2.0.1

1

Cust. chose

Professional or

Self-Install

?

10

2

Supplier Sends

Products to D/C

Self-Install

21

D/C prints order -

prints FedEx

label, applies

label

Customer

receives

product

?

32

No

Yes

Cust.

Address

undeliverable

?

25

No

Yes

Delivery

attempted 3

times & fails

28

No

Yes

29

Returned to D/C

by Carrier

Customer

Opened

Modem

?

17

No

Yes

18

Modem

documented in

spreadsheet

18

Modem Tested,

Upgraded,

Re-tested

15

4

Tech installs

modem

7

Failed modems

are taken by Field

Tech

35

Modem fails

Modem

operates

properly

?

33

Yes

No

6

Modem operates

Modem

operates

 properly

?

5

No

Yes

38

Modem operates

34

Customer calls

Call Center to

report defective

modem

26

Returned to D/C

by Carrier

Customer calls the

Call Center to place

an order into DCRIS

9

D/C Receives PO

into Foxfire*

13

30

Customer refuses

shipment

PO Placed w/

Supplier by

Procurement

3

Foxfire Feed to

JDE

14

Tech places order in

IVR system for 10

pack of modems

IVR

Touchpoint

Self-Install Order

feeds DCRIS

12

DCRIS feed

to JDE to D/C

11

Call Center places

order in DCRIS

for PRP label

36

Professional Install

* Serial # (MAC Code) is not captured upon initial receipt at D/C. MAC code is manually captured during testing for returned modems only.

** Call Centers: Cornelia, GA, Charlotte, NC, and Broadband Customer Call Center (BCCC)

Modem passed

or failed

?

20

Passed

Failed

16

Modem made

CP modem

Modem

under Manf.

Warranty

?

23

Yes

No

24

22

Modem sent to

Manufacturer from

901

R2R1

Dispose

modem

8

Tech deposits

modem into

'collection bin' for

bulk return to 901

31

PRP (FedEx)

label ships from

915 via USMail to

Customer

37

Customer

receives PRP

label & returns

defective modem

R1  -  Refer to Modem Testing Spreadsheet for details

R2  -  Refer to Modem testing process flow for details

27

Modem shipped

via FedEx to

Customer

Modem reboxed

and adjusted into

901 stock


