
SIMPLIFIED CUSTOMER RETURN PROCEDURE DIAGRAM 

 

Customer contacts 
Technical Support

Customer provides details of product. *Part 
Number, Data Code/Serial Number* and 

details of problem.

Technical Support not provided with sufficent 
information or evidence that sufficient fault 

finding has been carried out.

No CR will be 
raised.

Technical Supoprt satisfied that reasons for 
return is justified and given all details 

requried.

CR Raised by Technical Support and CR 
Number issued to Customer

CR Returned - All 
parts must be 

returned against a 
valid CR number

CR Evaluated

Part being returned as unused (Return only 
authorised for parts less than 6 months old)

Part is genuinely 
unused

Part is returned to 
stock

Credit issued to customer against the 
original invoice minus 15% (£25 

minumum) handling charge

Part is used, 
damaged or more 
than 6 months old

No credit given. 
Customer asked if 
they want the part 

back.

Part under 
warranty

Customer has 
purchased 

replacement

Customer is asked 
if the want the part 

back

Customer wants 
the part back

Item repaired and 
returned to 
customer

Customer does not 
want the part back

Credit given to customer against the 
Invoice of the replacement part (minus 
charge for any damage/missing parts)

Part recycled or 
scrapped

Customer has not 
purchased 

replacement

Item repaired and 
returned to 
customer.

Part not covered 
by warranty

Customer 
contacted with 

repair costs

Customer places 
order to cover 

repair costs and a 
carriage cost.

Item repaired

Item returned to 
customer

Not returned 
within 1 month

CR Expires

CR Closed


