Shipment Resolution Types
Under normal circumstances good are shipped to the customer, the customer receives them, keeps them and pays for them.  However, sometimes this just does not work out.  The goods maybe not be what the customer ordered, the customer may have changed their mind, they may refuse the shipment, the shipment does not make it to the customer,  the shipment is damaged, or just invoiced to the wrong customer.
When this happens the customer contacts the Customer Service Group who may create an Incident to record the call and assign follow up actions to resolve the customer issue.  The Customer Service agent will make an initial determination as to how the incident is to be handled.  The following are the 6 ways the incident may be resolved.

1. Rebill – Move whole invoice from one customer to another.  

2. Return and Credit – Traditional RA processing.  An RA issued to the customer, the goods are shipped back to the company, inspected and then credit issued when goods have been disposed.  Restock/Re-box fees, write downs and freight claims can be created during RA Disposition.
3. Credit and Return – The Credit/Refund is issued immediately; an RA is issued to the customer to return the goods, and goods moved to the Pending file under the customer’s account.  When the RA is disposed the goods are pulled out of Pending by RA disposition.  Restock/Re-box fees, write downs and freight claim can be created during Disposition.
4. Credit and Freight Claim - Credit/Refund issued immediately, goods moved to Pending file.  Goods in Pending are pointed to the Carrier to allow aging.  One or more freight claims can be issued and linked to invoice/pending detail.  The goods can be written off at any point to recognize the loss.  

5. Credit and Return to Vendor - Credit/Refund issued to customer immediately, goods moved to Pending file marked as Return to Vendor.  Goods in Pending are linked to Vendor to allow tracking/aging.  When Vendor acknowledges receipt a Debit memo or invoice to vendor can be created.

6. Credit and Resolve Later - Credit/Refund issued immediately, goods moved to Pending file.  Goods in Pending are linked to customer to allow tracking.  From Pending, goods can be invoiced to customer, vendor, carrier, written off, freight claimed or returned to inventory.
7. Return, Credit and Resolve Later – Credit is issued after the goods are received into the RA system.  As the goods are received a Credit Memo is issued, and the goods are moved to Pending file.  Goods in Pending are linked to customer to allow tracking.  From Pending, goods can be invoiced to customer, vendor, carrier, written off, freight claimed or returned to inventory.
8. Freeform Credit and Resolve Later – Customer is issued a general credit (via credit memo).  This credit is charged to a pre-defined account either before or after the goods are received.  The credit can be reversed prior to disposition of the RA and a specific credit issued.  This approach does not reverse the sales history until the credit memo is reveresed and the RA disposed.
Technical Notes
When the system creates the credit memo, it applies it and creates a Shipper to record the movement of goods into the Pending File.  Sales history is updated by the credit memo to reflect the net zero sales transaction.  
Inventory transactions are reference quantity only as no good go through the warehouse.
At each step, one or more action records are written to record the activity.  These action records are linked to the original invoice to document the activity and are available for reporting and analysis.

Freight Claims

Freight claims are stored in the Freight Claim file.  Freight claims are not part of A/R.  They are proposed receivables.  Invoices are created form the freight claims 

They are linked to the original invoice and records in the Pending File.  Multiple, parallel Freight Claims can be created for the same invoice with supporting detail/images.  As Freight Claims are closed actions record are created linking the results to the original invoice.

Freight Claim Notes

The carriers require the freight claim to be submitted by filling out their form.  Along with the form they require: copy of the bill of lading, wholesale or retail invoice, repair or salvage information, proof of payment of freight charges.

System Modification Notes

File changes

Pending file – add orig_inv_no and orig_inv_line, add indicies on doc_type for better lookups.

Code 

1. Invoice Lookup,

a. Rebill Option– create CM, apply, invoice new customer. Create action.
b. Move to Pending Option – create CM, apply,  create shipper to move to Pending linked to either customer, carrier or vendor. Create action.
2. RA Disposition 
a. Code to pull goods out of Pending if invoice is in Pending instead of creating credit memo.   Create action.
b. Code to create freight claim. Create action.
3. Option in Pending to create a Freight claim. Create action.
4. Freight Claim Detail Panel – allow creation of on A/R invoice.
