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SqrL Codes Now Part of ANSI Standards
by Dr. Ron Lembke, Associate Professor, University of Nevada

As of September 22, 2016 the RLA Standards Committee’s Labeling protocols have been 
incorporated as part of the ANSI standards for product labeling.Page 20
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RLA Conference and Expo Las Vegas
Schedule and details on pages 23 through 26

Manage your 2017 Returns Better
by David Lahme, Tradeport USA

Are you managing your returns effectively?  Be honest.  If you are like most companies, the 
answer is probably no.  Dealing with returns is probably consuming too much of your time, 
is consuming precious warehouse space, takes your team’s focus off the core business, and 
somehow presents new dilemmas to solve on a regular basis.

Page 10

Reverse Logistics Opportunity:   
Returns are a Rapidly Growing Challenge for Online Retailers 
by Paul Rupnow, Andlor Logistics Systems Inc.

Online consumer demand for free and easy returns means Reverse Logistics is a now a Strategic 
Opportunity for competitive advantage. 30% of online businesses say managing returns is 
affecting profit margins.  Some call this a problem, but good Reverse Logistics teams see this 
as an opportunity.

Page 14

How to Create a Return Policy that Drives Sales
by Peter Sobotta
Return rates add up to a big negative on the balance sheet, driving many retailers to revisit their 
returns policies and often, tighten the rules in an effort to stem the losses.

It’s much more productive, though, to look at returns policies as a positive. Because it turns out, 
a great policy can actually drive consumers to buy more. That’s just one of the counter-intuitive 
findings that researchers have uncovered about returns policies.
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This edition of the Reverse Logistics 
Magazine is overflowing with 
information and excitement. 

We have some great articles in this 
edition about Returns. The busiest time of year in the 
Retail world is December, but the busiest time of year 
for returns is following those holiday purchases. These 
articles will enlighten you with ideas and information that 
may help your company better handle those returns and 
maybe even find new solutions to your RL needs.

In addition, as in all of our conference editions, we’ve included informational ads from RLA on our benefits and 
services that are offered with our Memberships, as well as many ads from some of our members who have recently 
joined RLA. 
 
And Lastly, this edition covers our upcoming 14th Annual Reverse Logistics Conference & Expo which is back in 
Las Vegas this year. RLA’s new Executive Director, Tony Sciarrotta, and his team, have been busy putting this event 
together. Look out for some impressive presentations which include speakers from a variety of companies across 
industries in Reverse Logistics. As well as exhibitors and sponsors, and great networking events throughout the 
3-day conference. We at RLA are looking forward to meeting as many of you as possible in person, and hope you 
leave the show with a stable understanding of RLA’s future and some additional knowledge of how your company 
can better handle Reverse Logistics. 

Thank you,
Felecia Przybyla 
editor@rla.org

Message from the Editor
OU

R 
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IO

N Our 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.

Managing the latest 
information in services 
such as 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 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.
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FOCUS COMMITTEES
SERVICE AND PARTS MANAGEMENT

RLA Advisor: Tony Sciarrotta

•	 Patrick Joseph, Encompass

•	 Jim Scarff, Encompass

•	 Jose Luis Villalvazo, HP, Inc.

SOFTWARE SOLUTIONS 

Co-Chairperson: Paul Rupnow, Andlor Logistics 

Systems Inc

•	 Michael Alner, Intel

•	 Roger Levi, Intel

•	 Paul Rupnow, Andlor Logistics Systems Inc

•	 Sylvie Thompson, OPTORO

STANDARDS

Chairperson: Ron Lembke, University of Nevada

Co-Chairperson: Paul Rupnow, Andlor Logistics 

Systems Inc

Co-Chairperson: Ken Jacobsen, Connexus

RLA Advisor: Tony Sciarrotta

•	 Michael Alner, Intel

•	 Mark Ferguson, University of South Carolina

•	 Ken Jacobsen, Connexus

•	 Ron Lembke, University of Nevada

•	 Jason Maciver, Dell, Inc.

•	 Paul Rupnow, Andlor Logistics Systems Inc

•	 Nicholas Steblay, Best Buy

SUSTAINABILITY AND  

ENVIRONMENTAL MANAGEMENT 

RLA Advisor: Maria Molina

•	 Cintia Gates, Dell, Inc.

•	 Aaron Sharar, Dynamic ITAD

•	 John Yesensky, Geodis

Reverse Logistics Association 
Focus Committees
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REVERSE LOGISTICS ASSOCIATION

Message from the Publisher
Transition is always a challenge for the people involved. And maybe a bit of a challenge for 
those outside the change who wonder what is going on. That is how the Reverse Logistics 
Association has been going lately.

The last few months have been a whirlwind of visits, calls, and meeting with new and 
previous members. In my role as Executive Director, I consider it my responsibility to 
hear what colleagues in the reverse industry have to say. What the RLA has done is less 
important to some than what the RLA is going to do. And the RLA has a lot to do in the 
next year.

The good news comes from members who tell me there is a 
buzz of excitement when they talk with other colleagues about 
the revitalized RLA. There is a recognition of a newly formatted 
and streamlined Conference with world class speakers and 
presentations. There is a positive response to reduced pricing for 
memberships, along with added benefits, and a commitment to 
support all networking opportunities. The increasing numbers of 
registrations for the Conference indicate a lot of people who have 
enough interest to come back and see what the buzz is all about.

The best news is what my staff is hearing as companies contact us 
to be a part of the RLA Conference & Expo. When a CEO calls 
and says they are attending the Conference because their suppliers “told them to be there”, or when new retailers 
and companies are registering because of keynote speakers from Intel and Samsung, we have team calls to share the 
excitement

Plan to join the new RLA business team at the Conference in February on Las Vegas. We look forward to meeting 
everyone in person. And thank you for the calls.

Best regards, 
Tony Sciarrotta 
Tony Sciarrotta

RLA Management Team
DIRECTOR, BUSINESS DEVELOPMENT
Michael Alford
OPERATIONS MANAGER
Tanya Baust
DIRECTOR, BUSINESS DEVELOPMENT
Dan Busker
DIRECTOR,TECHNICAL SERVICES
Luis DeGuzman
DIRECTOR, BUSINESS DEVELOPMENT
Kelly Lamb
DIRECTOR BUSINESS DEVLOPMENT
Donna McBride
DIRECTOR, COMMITEE ADVISOR & BUSINESS DEVELOPMENT 
Maria Molina

ACCOUNTING
Angela Powers
EDITOR RL MAGAzINE & SPEAkER ACqUISITIONS
Felecia Przybyla
DIRECTOR, BUSINESS DEVELOPMENT
Eugene Ridings
DIRECTOR OF CONFERENCES
Ahmad Sahar
EXECUTIVE DIRECTOR
Tony Sciarrotta
SOCIAL MEDIA MANAGER
Alex Spasic
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REVERSE LOGISTICS ASSOCIATION

 Lisa Cotter – Best Buy, Lisa Cotter has 
over 20 years experience leading all areas of 
Supply Chain including Distribution Management, 
Inventory Management, Process and System Design, 
and Supply Chain Network Design. Lisa is in a 
newly created role of Sr. Director of Reverse 
Logistics for Best Buy. She is responsible for the 
end to end total company process and system 
road map as well as managing the 3rd party 
reverse program for mobile phones.

 Jeff Elliott, Senior Director Technology 
Sales, Genco, A FedEx Company

 Dr. Mark Ferguson – University of 
South Carolina, Dr. Mark Ferguson serves 
as the Director of the Sustainable Enterprise 
and Development Initiative. Dr. Ferguson has 
worked in the reverse logistics area for over ten 
years; teaching classes on reverse logistics topics, 
consulting with companies and providing thought 
leadership of the area through his research.

 Chuck 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 
include Returns, Imports, Exports, Tires and 
Printing and Mailing Distribution. 

 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

 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 service parts 
responsibilities include: planning, procurement, 
distribution, 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.

 Gary Martz - Intel, As a Director of IoT 
and Connectivity Market Development at Intel 
Corporation, Gary Martz is part of the team 
defining and driving Intel’s IoT connectivity 
strategy. During his 20 plus year technology 
career at Intel, Gary has spent more than 10 
years working on wireless related technologies 
including over 5 years on communication 
frameworks. In his current role Gary is 
helping build the market for both 5G and 
IoT communications products, standards, and 
services as part of Intel Corporation’s Wireless 
Market Development team.

  Monica Orlando Monica Orlando has over 
15 years of experience in Supply Chain designing 
and managing a variety of complex processes 
spanning across Planning, Manufacturing, Logistic, 
Order Fulfilment and Inventory Management. 
As Director of Channel Operations Monica 
is responsible for all the supply chain aspects 
of distributing PCs and Printers to the North 
America HP Retailers/Distributors, including the 
reverse logistic processes and programs. 

  Vijay Raisinghani, Google, Vijay is an expert 
in end-to-end supply chain and fulfilment strategies 
and execution that cut costs, drive efficiencies, 
optimize assets, ensure compliance, generate 
revenue, and deliver high level of service quality and 
customer satisfaction. He has an in-depth knowledge 
of supply chain system functionality, including 
planning, budgeting, forecasting, replenishment, 
transportation, and distribution. He has a passion 
and drive to inspire people and organizations 
to value every customer, escalate revenue and 
reduce cost. 

  Tony Sciarrotta - Reverse Logistics 
Association, Executive Director, Tony 
Sciarrotta was nominated and selected by 
the Board to serve as the Executive Director 
on August 1, 2016. Tony had been an active 
member serving in committee leadership of 
Reverse Logistics Association since 2004, he also 
served on the Board of RLA from 2005 to 2012 
while employed at Philips as their Director of 
Returns Management It was a simple decision 
for the selection team at RLA to approve Tony 
since is experience, qualifications and service 
to RLA was more than substantial to meet 
the requirement that was needed as the next 
Executive Director.

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:
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CONSUMER PRODUCTS
Chairperson: Paul Baum, PlanITROI

Co-Chairperson: Kathy Murphy, Jarden Consumer Solutions

RLA Advisor: Maria Molina

•	 Anthony Allen, SourceAmerica

•	 Paul Baum, PlanITROI

•	 Brianne Boettner, Best Buy

•	 Mark Branum, America’s Remanufacturing Company

•	 Tom	Burnam,	Western	Digital

•	 Mark Ferguson, University of South Carolina

•	 Steve Freemerman, GoPro

•	 Cintia Gates, Dell, Inc.

•	 Ken Jacobsen, Connexus

•	 Steven Koenig, CEA

•	 Kathy Murphy, Jarden Consumer Solutions

•	 Monica Orlando, HP, Inc.

•	 Paul Rupnow, Andlor Logistics Systems Inc

•	 Jim Scarff, Encompass

Reverse Logistics 
Association 

Industry Committees

•	 Aaron Sharar, Dynamic ITAD

•	 Coy Surles, InteliSol, Inc

•	 Sylvie Thompson, OPTORO

•	 Jose Luis Villalvazo, HP, Inc.

•	 John Yesensky, Geodis

MEDICAL DEVICE AND PHARMACEUTICALS 
RLA Advisor: Tony Sciarrotta

RETAILERS
RLA Advisor: Tony Sciarrotta

•	 Walmart

•	 Best Buy 

WIRELESS TELECOMMUNICATIONS
RLA Advisor: Tony Sciarrotta

Join today at www.RLA.org 
Focus Committees continued on to page 5 
Regional Focus continued on to page 11

Industry Committees are 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 RLA Conferences & Expos. Industry 
Committees educate the industry on reverse 
logistics:

•	“Best Practices”

•	Consumer Satisfaction Issues

•	Regulations on a Worldwide & Regional Basis 
Processes that can Reduce Costs

http://www.rla.org/company_focuscommittees.php%3Fshowlist%3Dtrue
www.RLA.org


9     Reverse Logistics Magazine    •    Edition 78 www.RLmagazine.com

www.InteliSol.com       •       info1@intelisol.com       •       817.230.5074 

Reverse Logistics 

We have the answers to your questions… 
 

Why is a product being sent back? 
InteliSol listens to the consumer, tests in our repair depot, and reports to you 

Depot Repair Call Center 
Depot Test & Repair PCBAs • Projectors • PCs/Tablets • UPS/PSUs 
HDDs • SSDs • Batteries • Optical Drives • Memory/CPUs 

How can I best handle returns? 
InteliSol understands the return process and will guide you 

Return Material Authorization (RMA) • Receiving & Testing • Warehousing • Shipping 

How can I maximize asset recovery? 
InteliSol can solve your asset recovery challenges 

Screening and Disposition • Teardown for Parts' Reclamation • Repair/Refurbish/Rework 
End of Life Dispositioning • Customized Reporting 

How can I insure data and process security? 
InteliSol protects all forms of customer data with certified best practices 

Verified SSD • HDD • Optical Data Wipe/Degauss/Destruction 
Strong Security Policy & Confidentiality Agreement 

What level of quality does InteliSol offer? 
InteliSol follows the rigorous mandates of ISO and Aerospace requirements 

Certified in the following: ISO:9001 (Quality) • ISO:14001 (Environmental) 
ISO:18001 (Health & Safety) • AS:9100C (Quality for Aviation, Space, & Defense) 

 
 
 
 
 
 
 
 
 
 

What can InteliSol do for you? 
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Are you managing your returns effectively?  Be 
honest.  If you are like most companies, the answer 
is probably no.  Dealing with returns is probably 
consuming too much of your time, is consuming 
precious warehouse space, takes your team’s focus 
off the core business, and somehow presents new 
dilemmas to solve on a regular basis. It drains you 
and your company’s energy, and with the constant 
assault on margins, it can make the difference 
between been profitability and losses. 

From 2008 to the 2016, online sales have skyrocketed by 
40%. A study, published by MarketingProfs, shows that 
68% of U.S. consumers say they shop online at least once 
per month, which is up from 62% a year ago. Without a 
doubt, more consumers are doing their shopping online, 
and many are attracted by the generous returns policies, 
like those found through Amazon.  

If you are a Fulfillment by Amazon (FBA) seller, you 
probably find these customer-friendly policies difficult 
to manage. Although FBA offers numerous benefits, it 
also presents several returns challenges. 

Without a doubt, if returns are not properly managed, 
they can be a tremendous source of stress and uncertainty 
and, simply put, something you wish you could did not 
have to deal with.

So what are you going to do differently in 2017?  As 
Einstein said, the definition of insanity is doing the same 
thing over and over and expecting a different result.  So, 
if we are to start with the assumption that you are not 
insane, what are you going to do differently?

The first step is to have a solid strategic plan to manage, 
track, and quickly disposition your returns on a channel 
that will maximize the value.  A disposition strategy 
should include RTV for credit, repair/refurbishment, 
remarketing and resale using ecommerce or brick and 
mortar channels, parts harvesting, liquidation, or even 
recycling.  When you get this aspect of doing business 
under control and managed well, the heavy responsibility 
suddenly feels lighter, and you can be more assured of 
obtaining your ROI.

If this sounds like a fantasy, you should know that many 
successful companies, in fact the most successful ones, 
get their returns under control and tap into maximizing 
their ROI. Probably the most important question and 
first question that must be answered is “Do I manage my 
returns internally, or should I outsource it to a 3rd party?”  
Although there is an increasing trend to outsource returns 
management, some companies continue to keep it in-
house.  That is until they do a deep dive and look at the 
economics of the internal costs.  In fact, most companies 
don’t even perform a detailed analysis on their “true” 
internal costs.  Once you add in the labor, fringes, rent, 
scrap costs, other overhead, and opportunity costs, the 
exercise can result in an eye-popping number.

This is why, more and more companies are securing an 
experienced third-party provider to partner to customize 
a plan that is tailored specifically to their business.

A 3rd party provider can focus the time required to do this 
successfully by leveraging economies of scale, giving 
returns continuous oversight, and even offering sales 
and merchandising expertise for remarketing the returns. 
By turning the focus on value recovery and improving 
your reverse logistics strategies, your worrisome product 
returns could actually become a source of profit to boost 

your bottom line.

Is a Third-Party Provider Right for Your 
Business?
Time Really is Money: The fewer times an item is 
handled, the faster it can reach its end destination, where 

Manage your 2017 Returns Better 
by David Lahme, Tradeport USA
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REGIONAL CHAPTERS
APAC

Co-Chairperson: Dr. Sunnanda Panda, RevLog Resources

Coordinator: Michael Geoffrey Omosa, NIT Rourkela

RLA Advisor Tony Sciarrotta

•	 Erwan Berger, Geodis

•	 Mohan Kumar D, HP, Inc.

•	 Yogesh Sarin, Dell, Inc. 

 

LATIN AMERICA 

Chairperson: Guillermo Fernández deJáuregui, ONILOG

RLA Advisor: Maria Molina

Rafael Munoz, Sky Angel

BRASIL

Chairperson: Felipe Ortiz, Grupo Pão de Açúcar

Co-Chairperson: Orlando Cattini Junior, FGV

Co-Chairperson: Marcelo Cairolli, Arrow Value Recovery

Coordinator: Rosekelly Costa, ISCAP

RLA Advisor: Maria Molina

•	 Djalma Barbosa, Dell, Inc.

•	 Orlando Cattini Junior, FGV

•	 Ricardo Magioni, Dell, Inc.

•	 Adriano Pêgas, Acer

EUROPE

Chairperson: Charlie O Shaughnessy, Intel

Co-Chairperson: Derek Scott, Canon

RLA Advisor: Maria Molina

•	 Erwan Berger, Geodis

•	 Stephen Noonan, Intel

•	 Charlie O Shaughnessy, Intel

NORTH AMERICA

RLA Advisor: Tony Sciarrotta

•	 Paul Rupnow, Andlor Logistics Systems Inc

Reverse Logistics Association 
Regional Chapter Committees

Edition 78  •    Reverse Logistics Magazine     11www.RLmagazine.com
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value can be recouped. You need a simplified reverse 
logistics process because the longer it takes to manage 
your returns and resell them, the more they negatively 
impact your bottom line. Most inventory will depreciate 
over time, so the quicker you can get returns into the 
proper disposition path, the better.  One report suggests 
that improving the return velocity (the time from return 
notification of product to actual arrival at repair site) 
can allow a company to achieve millions in additional 
savings over the previous year. If you can adjust and 
improve any of the components of the cost-saving 
equation (the creation, handling, processing, and final 
disposition of a return item), the total reverse logistics 
costs can be reduced, ensuring the biggest return for the 
money or time invested.

What can a 
provider do? 
A provider can 
maximize recoup 
credits from your 
suppliers using 
RTV, lower or 
eliminate your 

internal returns management costs, and select the best 
disposition path the maximize the return value.  They 
can provide sales reports and metrics that allow you to 
determine your ROI, breaking down the information by 
individual item, model number, category, or price point 
for analysis. They should provide you with detailed 
status reports that convey in-depth technical information, 
including quantity, condition, serial number, defect (if 
applicable), and included and/or missing accessories.

Marketing Expertise is Required: You need to be 
marketing through the proper channels; the ones that your 

potential customers are on. The fact is, the same basic 
principle holds true for marketing and remarketing: you 
need to be where your customers are. According to MIT 
Sloan Management Review, an average-sized company 
can lose up to 50 percent of its returned inventory value 
if it fails to effectively take advantage of the correct 
secondary sales channels. What can a provider do? Your 
provider can partner with you to identify the disposition 
channel that yields the highest return for each asset. 
Online channels like eBay, Amazon, Newegg, Rakuten, 
and other popular platforms are effective for resale. If 
you do not excel at navigating all the moving parts of 
e-commerce, you are better off hiring a high-quality 
third-party logistics service provider that can take the 
task off your hands, allowing you to focus on what you 
do best.

Customer Service Counts: The ease with which customers 
can make returns or purchases will be reflected in your 
revenue. Also, the professional appearance of your 
online store can either bolster or negatively impact your 
company’s branding. One study revealed that inattentive 
or poor return experiences in the online marketplace 
resulted in as many as nine out of 10 customers taking 
their business elsewhere. What can a provider do? 
Your provider should have an excellent rating and offer 
superior customer service in which to draw more traffic 
to your products and increase your sales. Studies prove 
that customers are willing to pay more for products that 
are presented in professional manner and sold by top-
rated sellers.

By partnering with an experienced reverse logistics 
partner, you receive customized solutions to manage 
your returns efficiently and to achieve the maximum 
possible ROI. Their services should include LEAN 
quality control, data security, 4-point product evaluation, 
RTV management, and smart merchandising to ensure 
the highest recovery value, allowing you to focus on 
other important aspects of your business.

David Lahme, President of TradePort 
USA, a national provider of product 
returns management solutions to 
retailers, ecommerce sellers and 
distribution.

http://blogs.aberdeen.com/service-management/reverse-logistics-driving-improved-returns-directly-to-the-bottom-line/
http://sloanreview.mit.edu/article/can-product-returns-make-you-money/
http://sloanreview.mit.edu/article/can-product-returns-make-you-money/
https://www.ups.com/media/en/Reverse_Logistics_wp.pdf
http://www.tradeportusa.com/services/sales-marketing/channel-sales-management/
http://www.tradeportusa.com/services/sales-marketing/marketplace-commerce/
http://www.tradeportusa.com/services/remarketing/
http://www.tradeportusa.com/services/remarketing/
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Online consumer demand for free and easy returns 
means Reverse Logistics is a now a Strategic 
Opportunity for competitive advantage.  30% 
of online businesses say managing returns is 
affecting profit margins.  Some call this a problem, 
but good Reverse Logistics teams see this as an 
opportunity.  If you can show your CEO how you 
can speed returns processing, recover higher values 
from the returned items, reduce return processing 

costs and reduce inventory, you will create a significant 
competitive advantage over other retailers how are 
struggling with this complex challenge.

Barclaycard research recently published some shocking 
data about the impact of Returns for Online retailers:

• 60 per cent of retailers negatively impacted by returns
• 30 per cent online businesses say managing returns is 

affecting profit margins
• 20 per cent businesses have increased price of items to 

cover the cost of managing and processing customer 
returns

• 30 per cent of shoppers deliberately over-purchase 
and subsequently return unwanted items

• 19 per cent admit to ordering multiple versions of the 
same item to make up their mind at home

• 58 per cent say a retailer’s returns policy impacts their 
decision to make a purchase online

• 47 per cent of these would not order an item if they 
had to fund the cost of sending it back.

Source:https://www.home.barclaycard/media-centre/
press-releases/emergence-of-serial-returners-hinders-
growth-of-UK-businesses.html  May 18, 2016

E-Commerce is growing at a rapid pace as more 
and more consumers are utilizing online and mobile 
purchasing.  The growth of online purchasing is also 
resulting in the growth of online returns.  In fact, many 
E-Commerce retailers are encouraging consumers to buy 
and return, to help consumers reduce purchase risk with 
tactics such free returns shipping, open returns policy or 
even “bracket buying” where the consumer buys orders 
three sizes and returns the two that do not fit.  This is 

presenting new and greater challenges for E-Commerce 
Reverse Logistics teams.  Historically, E-Commerce 
Reverse Logistics has been very “customer focused”, 
ensuring that the customer satisfaction is high with 
quick processing of a store credit, refund or replacement.  
Now however, E-Commerce Reverse Logistics teams 
must advance their skills and efforts to rapidly get the 
returns inventory back on the finished goods shelf and 
to maximize value recovery from any open box units.  
Best Practice e-commerce returns processing teams 
need to learn and design systems to better plan, monitor, 
manage and recover maximum value from the returned 
and “soon to be returned” inventory.

Key Issues for E-Commerce Reverse Logistics
Customer service is the first priority and must be 
maintained despite the new policies and practices that 
may be resulting in increased returns.  In addition to the 
best practice of processing customer credits quickly, 
some additional issues facing E-Commerce Reverse 
Logistics teams are as follows:

“Soon To Be Returned” Inventory – if customers are 
ordering 3 items and returning 2, there is an incredible 
amount of corporate cash tied up in inventory that is 
going to come back at some future date, hopefully soon. 

Reverse Logistics Opportunity:  Returns are a Rapidly 
Growing Challenge for Online Retailers

by Paul Rupnow, Andlor Logistics Systems Inc.

https://www.home.barclaycard/media-centre/press-releases/emergence-of-serial-returners-hinders-growth-of-UK-businesses.html
https://www.home.barclaycard/media-centre/press-releases/emergence-of-serial-returners-hinders-growth-of-UK-businesses.html
https://www.home.barclaycard/media-centre/press-releases/emergence-of-serial-returners-hinders-growth-of-UK-businesses.html
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ENJOY AUTHENTIC
ESPRESSO AND
CAPPUCCINO AT
HOME ANY TIME
WITH ONE TOUCH.
From the global leaders in espresso, the
De'Longhi Automatic Cappuccino and 
LatteCrema Systems create perfectly
layered espresso beverages with dense,
rich, long-lasting foam in every cup from
start to finish. All at the touch of a button.

delonghi.us

Inventory purchasing decisions - if you buy more new 
stock to fulfill new “Bracket Buying” orders, you may 
be faced with too much inventory when all the unwanted 
“Bracket Buying” returns arrive.  This is especially 
critical with seasonal good, since a slow return may 
result in a very low recovery value.

Increased Focus on your Warehouse team - you need 
to work with your Reverse Logistics warehouse, 3PL or 
3PSP Returns processing partners to reduce inventory, 
rapidly process returns and to re-stock or recover value 
quickly, likely in an environment of increasing online 
sales volumes.

Reverse Logistics systems - most E-Commerce web site 
return systems are fairly basic and assume the returned 
unit is still in sealed package and can be returned 
immediately to stock.  However, when your return 
volume exceeds 100 units a day, a more specialized and 
dedicated system is required to process a high volume 
of returns rapidly, accurately record the returns data 
and to scan, inspect, assess, receive, sort, disposition, 
consolidate, palletize and put away returned items that 
may be in conditions that are not “New in a Sealed box”.  

Your systems should direct the operator to find the best 
way to recapture the highest value from each returned 
item.

The Need for Speed  #1 -  Reduce outstanding inventory 
- if your return rate is high, or if 2 of every 3 products will 
be returned, you need to process the returned inventory 
as quickly as possible to get the returns back in to new 
stock or converted to credit/cash for operations.  The 
goal is to reduce cash tied up in inventory that is at the 
customer, in transit or not productive.  The challenge 
is you may have little control over this inventory that 
belongs to your balance sheet.

The Need for Speed  #2 - Increase value recovery – 
inventory, especially fashion or electronics has a short 
life cycle.  Returned goods need to be re-stocked and 
resold while the “buying season” is still on-going or sent 
to the secondary market while the value is still high.  Or 
if the product can be returned to the manufacturer for 
credit, ensure these get processed ASAP.

Focus on Recovery – often issues or complexities of 
Reverse Logistics processing can cause expensive 



At this year’s RLA Conference & Expo in Las Vegas you may have noticed a 
television crew roaming around. The crew was there to capture response to the 
conference and make a video that displayed the essence of the Reverse Logistics 
Association. They were also filming segments for a new video series in RL Digital 
magazine called RLA Rewound. As you view it, you may see some familiar faces. A 
big thank you to everyone who took time out from their busy conference schedule 
to stop and talk with our reporter. We hope you will share the video with friends 
and colleagues as you introduce them to the association and explain what we do 
and how we can support them. Stay tuned, because we may be talking to you for 
the next series of videos for RLA Rewound.

What is the ReveRse Logistics association?

www.RLA.oRg • www.RLAshows.oRg • www.RLmAgAzine.com

to view this video without itunes:
http://www.youtube.com/watch?v=ImqPO4r5XF4

u
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delays or errors.  Remember: “it’s about recovery, 
not about cost”  “If [a return processing partner] will 
process for $.10/unit less but cannot properly execute 
an RTV [Return To Vendor transaction] for a $500 item, 
you didn’t save $.10, you lost $499.90.” Rob Saper 
OfficeMax VP Supply Chain Logistics at RLA Vegas 
2013

Best Practice Methods to Improve 
E-commerce Reverse Logistics
Improvements in your systems and processes can 
help you monitor, manage and improve your Returns 
processing.  Enhancements to your ERP or specialty 
Reverse Logistics Software can assist you to accomplish 
this.  Some key areas to focus on are:

1. Visibility – real time visibility of transactions, 
balances, exceptions help you monitor and track 
your progress whether in your warehouse or at your 
3PL or 3PSP Reverse Logistics partners. Visibility is 
also essential in planning, especially in planning and 
monitoring “Soon To Be Returned” inventory.

2. Advanced inspection process – ability to define item 
specific rules, provide the inspector with questions or to 
create workflow to route the item and collect decision 
data to help determine the best possible outcome to 
maximize value recovery.

3.  Disposition rules engine - ability for the business 
team to create receiving/inspection processing workflow 
or routes for each item that will enable or optimize highest 
value recovery, including the ability to re-allocate to 
retail outlets/regions/countries where demand is greater 
or the secondary market price is higher.

4.  Warehouse organization - to sort, group, consolidate 
and store (as short a time as possible) with the ability to 
distinguish between the same item with different grades 
or stages of WIP Work In Process.  These abilities are 
often beyond the abilities of a basic WMS.  Also in the 
warehouse, special care is required in handling single 
units and open box items so not to damage the returned 
inventory and lose credit from the manufacturer due to 
damage.

5.  Vendor collaboration and agreement compliance 
– provide your vendor partners real time visibility to 
returns, provide system alerts of issues, and monitor 
handling and disposition rules at an item level.  Close 
collaboration with your vendor partners will help you 
both reduce returns and recover higher values.

The E-Commerce Reverse Logistics 
Opportunity
The issues and best practices above are just a starting point.  
Reverse Logistic for E-Commerce companies will be a 
rapidly changing area over the next several years.  This 
will present both challenges and opportunities.  Many 
E-Commerce companies now see Returns policies and 
effective returns processing as a competitive advantage, 
so it will be critical for your team to stay ahead of the 
curve and ensure you have the processes, systems and 
tools to be a Reverse Logistics leader in your industry.

Good Luck 
Paul Rupnow 
Andlor Logistics Systems Inc.
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Product Remanufacturing Centers 

Rethinking Remanufacturing 
Industry Leader in Remanufacturing  

PRC Industries is a complete outsourced third party end-to-
end solution for managing appliance returns.  Our process 
allows your business to focus on core competencies, while 
we concentrate on maximizing the potential revenue stream 
from your product returns. For over two decades, the 
management team at PRC has been servicing some of the 
world's leading consumer brand appliance manufacturers, 
retailers and e-tailers. 

Over 7 million items remanufactured 

Due to PRC’s know-how in processing over 7 million 
products from a broad array of manufacturers, we have 
developed a set of remanufacturing processes from 
receiving, inspection and screening of each return for 
defects, damage and cosmetic appearance, functional 
testing, cleaning, and re-packaging, combined with the 
usual capabilities of any reverse logistics operation. 

State of the art Technology 

These processes are supported by our in-house proprietary 
information systems called TRACS 2.0™. Each item is 
serialized upon arrival and tracked step-by-step along the 
remanufacturing process, into finished goods inventory and 
out to your sales channels. We follow 5S and 6 Sigma 
principles. 

Locations support your returns profiles 

Located in Long Island, NY; Spruce Pine, NC; Cincinnati, OH; 
Las Vegas, NV; and soon near Harrisburg, PA; PRC will assist 
in determining a total end-to-end reverse logistics solution 
and select the site operation in the facility that is most cost 
effective for you returns process. 

Maximize return to market and Minimize landfill  

PRC’s remanufacturing process is designed to maximize the 
return of products to the markets, whether this be as-new, 
scratch & dent, or secondary market channels. The entire 
process is accomplished with the highest level of parts recovery 
possible, resulting in superior returns for our customers and, 
consequently, a reduction in recycling of items, thus limiting the 
amount that finally ends up in landfill. 

Engineering support 

PRC’s team of engineers assists customers in product failure and 
root cause analysis on either pre-launch or after-market 
introduction, and provides results orientated feedback on 
product improvement.  

3PL Logistics Services 

PRC provides a full range of 3PL services both inbound and 
outbound. We can store finished products and complete the 
fulfillment process when goods are sold.  

Product Remarketing 

PRC has gained access to a large network of retail and e-tail 
outlets, and can assist in generating sales that do not conflict 
with existing first market sales.   
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As of September 22, 2016 the RLA Standards 
Committee’s Labeling protocols have been incorporated 
as part of the ANSI standards for product labeling. 

They are published as part of the “American National 
Standard Data Identifier and Application Identifier 
Standard. “ That document can be found at http://www.
mhi.org/downloads/learning/standards/MH10.8.2_
CM_20160922.pdf

It is published by the Material Handling Industry for: 
MH10, Unit-Loads & Transport-Packages. MH10 is 
an ANSI Accredited Standards Committee Secretariat 
for the Material Handling Industry. Its designation is 
MH10.8.2.12N. 

It is defined as: - Data fields related to reverse logistics, 
which covers returns, repair, refurbishing and recycling. 
Further, 

The Data construct is defined and controlled by the RLA, 
and is comprised of 2 segments: the field identifier code, 
immediately followed by the data as defined for that 
element according to the data dictionary of the RLA. 

It is essentially a catalog of fields with standardized 
content. The Field Identifiers are posted at http://111.
rla.org/12Ncodes. The use and structure of these codes 
are defined at: http://www.rla.org/12Nformat Additional 
examples can be found at that site as well. DI “12N” 
shall never be encoded in a 2D or RFID tag together 
with any other DI elements.

SqrL  Codes Now Part of 
ANSI Standards

by Dr. Ron Lembke, RLA Standards Committee

Net PromotioNal 
ScoreS aNd Sqrl 

codeS
What is the Consumer Pitch for why 
manufacturers should adopt SqrL 
codes for their product labeling 
protocols?

So, you go to Walmart to look at big 
screen TV’s. You probably won’t find 
someone to help you with comparing 
features. Now imagine that there’s a 
QR code on the sets. You scan and a 
menu appears on your phone with lots 
of options.  One option,  you can click a 
button and be talking or chatting with 
Samsung pre-sales support.  Maybe 
you only want to see a spec sheet…. 
That’s another option. Maybe there’s 
a video?

So you buy it and take it home. Scan 
another QR code, this one on the 
back of the TV.  Click one option and 
your TV warranty is automatically 
registered. Another option offers you 
the product manual and a third takes 
you to a video for how to install the 
TV.   Now, it doesn’t work.  One click 
to that same QR code on the back 
and an option is for product returns… 
voila… a single click and a shipping 
label prints out on your printer.  By 
the way, another option  allows you 
to click and see if there has been a 
product re-call for that model.

That’s the sort of things SqrL codes 
can do… for ALL products!

http://www.mhi.org/downloads/learning/standards/MH10.8.2_CM_20160922.pdf
http://www.mhi.org/downloads/learning/standards/MH10.8.2_CM_20160922.pdf
http://www.mhi.org/downloads/learning/standards/MH10.8.2_CM_20160922.pdf
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In other words, the RLA is charged with the development 
and maintenance of this DI (Data Identifier) that is a 
component of the ANSI product labeling standard. By 
implementing this standard 

Applications of this standard have been designed for the 
implementations of digital toe tags (optically scan-able) 
for computer repair and refurbishing records and for 
product return fraud prevention. Additional applications 
are in development. The Standards Committee is 
soliciting ideas and suggestions regarding labeling fields 
and applications. 

As an open standard, there are no fees associated with 
the adoption of these protocols. Full text of the standard 
can be found at www.rla.org/sqrl. You may also contact 
the committee chair person.

Dr. Ron Lembke 
Associate Professor, Supply Chain 
Management Marketing Area 
Coordinator, Managerial Sciences 
Dept University of Nevada

http://www.rla.org/sqrl


las Vegas 2017 - conference and expo Schedule 
tuesday, February 21, 2017

1:00 Pm  aFterNooN coFFee aNd eVeNt regiStratioN

For security purposes, please have a photo ID and a business card  
ready when checking in at the registration desk.

3:00 Pm  PAnEL DIScuSSIon: examining Best Practices in reverse logistics
 Panelists: 
 Jared martin, Regional GM/Repair and Liquidation centers, Home depot
 Jason maciver, Director, Supply chain Services, dell
 Kyle Wiens, Board Member, repair.org and cEo, iFixit
 ian Stanford, USPS Office of Inspector General, USPS

4:15 Pm  PAnEL DIScuSSIon: Exploring Effective Reverse Logistics Strategies in the  
 mobile industry - increasing access and Product lifecycles
 Moderator: Scott Wagner, Chief Business Development Officer, Hyla mobile

6:00 - 7:00 Pm  cocKtail recePtioN
 sponsored by the reverse logistics association 

2:15 Pm  KEynoTE PRESEnTATIon:   
 2017 reVerSe logiSticS gloBal oVerVieW 
 Examining consumer returns in the age of IoT (Internet of Things)  
 How scared should you be and how prepared are you? 
 Scott lofgren, Director - Strategic Quality Programs, Intel corporation

2:00 Pm  Welcome remarKS From oUr NeW execUtiVe director 
 tony Sciarrotta, Executive Director, reverse logistics association 

2:05 Pm  cHairPerSoN’S oPeNiNg addreSS    

3:45 Pm  aFterNooN coFFee, NetWorKiNg BreaK aNd raFFle draWiNg
 RLA Exhibit Hall

5:00 Pm  PAnEL DIScuSSIon: Benchmarking reverse logistics Strategies across industries
 Moderator: James Stock, Prof. Marketing & Economics, University of South Florida  
 Panelists: 
 James Stock, Professor Marketing & Economics, University of South Florida 
 david Kerg, Senior Project Manager, customer Quality Improvement, moen
 david Sacra, Former Director of Global Quality Strategies, Bose



las Vegas 2017 - conference and expo Schedule 
Wednesday, February 22, 2017

7:00 am  BreaKFaSt aNd eVeNt regiStratioN

For security purposes, please have a photo ID and a business card  
ready when checking in at the registration desk.

8:15 am PAnEL DIScuSSIon: consumer electronics Panel  
discussion academic Point/counterpoint
denis marion, Dir. of Transportation Logistics, Import and cTPAT, lg electroNicS 
Julie ryan, Returns & Remarketing Manager, HP 
daniel chung, Director, Product Support and Parts, Yamaha 
Steve Freemerman, Senior Manager, Global Reverse Logistics, goPro 

10:15 am  morNiNg coFFee BreaK aNd raFFle draW iN tHe rla exHiBitioN SPace 
 Sponsored by HelP lightning

11:15 am  PAnEL DIScuSSIon: examining the Secondary market
 Panelists: Kathy murphy, national Account Manager, Jarden consumer Solutions
 eric crawford, Vice President, Purchasing, Bargain Hunt Stores
 mark erickson, Director of national Accounts, P&F USa, Philips consumer electronics 

8:00 am  Welcome remarKS 
 tony Sciarrotta, Executive Director, reverse logistics association 
 Members of the RLA Advisory Board are introduced to delegates  

8:05 am  cHairPerSoN’S oPeNiNg addreSS 
 aNd KicK oFF raFFle draWiNg   

9:30 am  Fire Side cHat – iNterVieW WitH leadiNg rl tHoUgHt leader    
 Speaker: tom maher, Senior VP Global Service Parts, dell 
 Interviewed by Paul Baum, cEo, Planitroi 

10:45 am  PAnEL DIScuSSIon: collaboration and Best Practices in asset recovery –    
 Examining how industry leaders ensure transparency and efficiency  
 Moderator: richard Volz, Vice President, the recoN group 
 Panelists: chuck Johnston, Director of Reverse Logistics, the Home depot 
 Kenny mcdaniel, Director, Global RL Business Solutions Development, intelcorporation

12:00 Pm  lUNcHeoN For all delegateS
 Sponsored by HelP lightning

8:45 am  KEynoTE PRESEnTATIon: examining the Samsung Service experience 
 christopher Smith, Vice President, Service north America, Samsung  



las Vegas 2017 - conference and expo Schedule 
Wednesday, February 22, 2017

4:00 Pm  aFterNooN coFFee, NetWorKiNg BreaK aNd raFFle draWiNg
 sponsored by the reverse logistics association 

5:15 Pm  iNteractiVe cHamPagNe roUNdtaBleS
 Interact directly with some of our leading speakers and sponsors and continue the 

dialogue while sipping champagne!  Sign up in advance to reserve your seat and 
question the industry’s brightest minds directly.   

 1. Reverse Logistics challenges and Successes through the eyes of Hewlett Packard
   darleen arisco, Manager, HPRS Business operations, HP
 2. Reverse Logistics challenges and Successes through the eyes of Best Buy
   lisa cotter, Senior Director, Reverse Logistics, Best Buy Stores
 3. Reverse Logistics challenges and Successes through the eyes of The Home Depot
   chuck Johnston, Director, Reverse Logistics, the Home depot
 4. Reverse Logistics challenges and Successes through the eyes of Wal-Mart Stores
   troy Kubat, Senior Director, Reverse Logistics, Wal-mart Stores 
 5. Reverse Logistics challenges and Successes through the eyes of Dell
   thomas maher, Vice President of Global Service, dell

3:30 Pm  PAnEL DIScuSSIon: returns and customer loyalty – What is the industry missing? 
 Moderator: Service 800.com
 Panelists: rubina Farooq, Director customer operations, lg electronics
 ian towell, Senior Manager Multi-channel GM operations & Returns, tesco group
 eric Smith, President - Supply chain, Planitroi 
 Sharon Smith-laury, Retailer ops Experience team, HP
 timmy o’dwyer, Executive Director, Service Supply chain and campus Leader, dell

4:30 Pm  SPEcIAL KEynoTE
 the year ahead – ceS 2017 trends and implications for returns 
 Steve Koenig, consumer technology association (cta)

6:00 - 7:00 Pm  cocKtail recePtioN 
 sponsored by essex technologies/Bargain Hunt Stores 

2:15 Pm  PAnEL DIScuSSIon: the reverse logistics association and the New Sqrl code label 
 Moderator: tony Sciarrotta, Executive Director, the reverse logistics association
 Panelists: dr. ron lembke, University of Nevada
 Kevin Bradshaw, denso
 Bruce Brown, informission Solutions
 Sharon richards, eurosoft
 Ken Jacobsen, connexus

1:30 Pm  PAnEL DIScuSSIon: Socially responsible reverse logistics 
 Moderator: richard Barney, Executive Vice President, Partnership Development, 

good360
 Panelists: chuck Johnston, Home depot 
 david Brent, Senior Team Sales Manager, Sourceamerica  
 Billy Johnson, chief Lobbyist, iSri 

3:00 Pm  PAnEL DIScuSSIon: the Future of Forecasting for returns 
 Moderator: tobin moore, cEo, optoro 
 Panelists: Julie Brown, Senior Manager Returns Management, Philips
 tim Farrell, Director of Reverse Logistics, Sales and operations Planning, Best Buy
 Julie ryan, Returns & Remarketing Manager, HP, inc.



las Vegas 2017 - conference and expo Schedule 
thursday, February 23, 2017

7:00 am  coNtiNeNtal BreaKFaSt aNd eVeNt regiStratioN

For security purposes, please have a photo ID and a business card  
ready when checking in at the registration desk.

9:15 am  KEynoTE PRESEnTATIon: 
 examining the role of augmented reality in the future of reverse logistics 
 dr. Barton l. guthrie, md 
 university of Alabama at Birmingham’s (uAB) Dept of neurosurgery

11:15 am  FireSide cHat WitH memBerS oF tHe rla adViSorY Board
 Moderator: ahmad Sahar, Director of Events, the reverse logistics association
 Panelists: tony Sciarrotta, Executive Director, the reverse logistics association 
 lisa cotter, Senior Director -Reverse Logistics, Best Buy 
 Jeff Elliott, Senior Director - Technology, Fedex/genco
 chuck Johnston, Director of Reverse Logistics, the Home depot 
 tom maher, Vice President, Global Service, dell
 Julie ryan, Director of Reverse Logistics, HP 

10:00 am  SelliNg reFUrBiSHed oN amazoN
 Nick mottett, Manager, used/Refurbished Marketplace, amazon
 eileen mcKeown, consumer Electronics Business Development Manager, amazon

10:45 am  oUtSoUrced reVerSe logiSticS VS iN-HoUSe reVerSe logiSticS
 Point /counterpoint with two industry leaders, one who has in-house operations 

and one who outsources

 Insourced perspective:
 mark erickson, Director, national Accounts, P&F USa - Philips 
 
 Outsourced perspective:
 Joyce cruts, Director, PA operations & Returns Management, 
 acer america corporation  

12:00 Pm cloSiNg lUNcHeoN aNd rla draWiNgS For all delegateS 

8:30 am  PAnEL DIScuSSIon: 2017 reVerSe logiSticS oUtlooK 

8:00 am  Welcome remarKS aNd 2016 oVerVieW oF rla actiVitieS 

1:00 Pm cloSe oF tHe 14tH aNNUal reVerSe logiSticS aSSociatioN ForUm  
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A Better Way to do Business for a 
Stronger America

SourceAmerica elevates what it means to buy products and services. Your SourceAmerica 
contract creates jobs for people with disabilities, and our passion for this mission fuels us to 
provide exceptional quality and service to our customers in order to keep the jobs coming 
for our dedicated workforce. SourceAmerica, an AbilityOne® authorized enterprise.

Solutions. Advocacy. Jobs.

sourceamerica.org
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Return rates add up to a big negative on the balance 
sheet, driving many retailers to revisit their returns 
policies and often, tighten the rules in an effort to 
stem the losses.

It’s much more productive, though, to look at returns 
policies as a positive. Because it turns out, a great 
policy can actually drive consumers to buy more. 
That’s just one of the counter-intuitive findings that 
researchers have uncovered about returns policies.

For example, the top finding from a meta-analysis of 
21 academic papers conducted by researchers at the 
University of Texas-Dallas, published in the Journal of 
Retailing, was that leniency in return policies increases 
purchases more than it increases returns. It has a lot to do 
with reducing customers’ feeling of risk associated with 
the purchase.

Research from ComScore confirms the power of 
leniency:

Source: Online Customer Experience Study, May 2012, 
By ComScore for UPS

But leniency isn’t the only factor in a well-crafted returns 
policy.

Think of returns policies not as the gearshift in your 
car, where generally you pick one gear and go with it. 
Instead, returns policies are more like the levers on a 

music synthesizer, with each rule – time limits, covered 
products, stocking fees, etc. – a separate control that can 
be finely manipulated to arrive at the right policy for 
your business.

Get those return policy settings just right, and you can 
both limit “bad” return behavior that hurts your business 
and drive “good” return behavior that fosters long-term 
relationships with high-spending customers. 

Professors J. Andrew Petersen of the University of 
North Carolina at Chapel Hill and V. Kumar of Georgia 
State University have studied returns for years, and have 
discovered that “a satisfactory product-return experience 
can lead to increases in customers’ future purchases and 
referrals and in the profit they yield for the company.” 

The University of Texas-Dallas researchers identified 
the five key returns levers as:

1) Time: The deadline for a return. Researchers 
determined that allowing a long deadline to return the 
product reduced product return rates. They attribute 
this to the endowment effect: The longer consumers 
keeps a product, the more they get attached to it they 
become and less likely they will be to return it. 

2) Monetary: Whether a full refund or a portion of 
the purchase price is refunded, as well as who pays 
shipping. A National Retail Federation study found 

How to Create a Return Policy  
that Drives Sales 

by Peter Sobotta, Return Logic, Inc.

http://www.sciencedirect.com/science/article/pii/S0022435915000822
http://www.sciencedirect.com/science/article/pii/S0022435915000822
http://sloanreview.mit.edu/article/can-product-returns-make-you-money/
http://sloanreview.mit.edu/article/can-product-returns-make-you-money/
http://sloanreview.mit.edu/article/can-product-returns-make-you-money/
https://nrf.com/system/tdf/Documents/retail%20library/NRF%20Retail%20Return%20Fraud%20Final.pdf%3Ffile%3D1%26title%3DConsumer%20Returns%20in%20the%20Retail%20Industry%202015
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Leverage Mobile Merged  
Reality Virtual Presence to 
Protect Your Bottom Line  

Provide a deeper level of customer 
support and achieve significant 

reduction in returns through Help 
Lightning, a virtual presence app.

Businesses wanting to learn more can see Help Lightning 
in action or schedule a “service of the future” demo.

helplightning.com/business | info@helplighting.com 
or free app download from App Store or Google Play.

Innovation for Everyone
Superior mobile communication, 
collaboration and cognition for 
users needing to give or receive 
help. The Help Lightning mobile 
merged reality and virtual presence 
app digitally merges two real-time 
environments, blending local and 
remote video streams for instant, 
interactive help sessions. 

Technical, healthcare, manufacturing, 
education and service experts 
can show how to solve a 
problem, not just describe it, 
even thousands of miles away.

800.651.8054  |  info@helplightning.com  |  www.helplightning.com/business
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that about 59% of retailers currently offer free return 
shipping, which research by JDA Software and 
others have found is important: JDA found 62% of 
consumers are frustrated when asked to pay for 
return postage and packaging.

3) Effort: The steps customers must undertake to 
return a product. The JDA research also found 88% 
of customers agree that ease of product returns 
is a key factor in where they shop. Omnichannel 
return policies are often about reducing the effort 
and increasing convenience for customers by giving 
them lots of return options.

4) Scope: The categories of items considered “return-
worthy,” such as whether sale merchandise can be 
returned. University of Texas researchers found 
making more products returnable increased sales, 
because they cause the consumer to take a chance on 
a product knowing they can send it back. 

5) Exchange: Whether returns are for cash refunds, 
store credit or product exchange. It’s important to 
understand how customers feel about each option: 
McKinsey & Company determined that a single 
negative experience has four to five times greater 
relative impact than a positive one, so retailers want 
to get this right.

There is no one correct setting for each of these levers. 
As one the University of Texas researchers told The 
Washington Post, “Depending on whether it’s a durable 
good or a consumable good, whether it’s high-fashion 
or fast-fashion, those different segments of the market 
have different reasons for buying and they have different 
concerns for risk and quality.”

To find the right balance, it’s important to remember that 
returns policies are about customer behavior. This means 
gaining a deeper understanding of your customers. One 
valuable but often neglected strategy for doing so is by 
collecting better information about returns than most 
retailers do now. Here’s how:

1) Get better customer feedback. Rewrite the reason 
codes on returns forms to really fit what you sell. 
Include a comment box so customers can describe 
the issue in their own words. Collect social media 
comments that mention returns. Customers want to 
know you care about their experiences with your 
product, and you want to understand their behavior.

2) Take a closer look at returned goods. Build a 
process for returns staff to inspect products that 
come back and note not just reason codes, but also 
visible problems with the item, as well as the vendor, 
product categories, etcetera. Encourage free-form 

http://www.logisticsmgmt.com/article/jda_study_looks_at_impact_of_consumer_patterns_on_holiday_related_retail_su
http://www.mckinsey.com/insights/consumer_and_retail/the_three_cs_of_customer_satisfaction_consistency_consistency_consistency
http://www.mckinsey.com/insights/consumer_and_retail/the_three_cs_of_customer_satisfaction_consistency_consistency_consistency
http://www.mckinsey.com/insights/consumer_and_retail/the_three_cs_of_customer_satisfaction_consistency_consistency_consistency
https://www.washingtonpost.com/news/business/wp/2016/01/22/the-surprising-psychology-of-shoppers-and-return-policies/
https://www.washingtonpost.com/news/business/wp/2016/01/22/the-surprising-psychology-of-shoppers-and-return-policies/
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So we offer ways to expedite your solutions 
search at NO COST to you, while you remain 
anonymous.

RL Solutions – It’s Confidential and FREE.

For more information visit RL Solutions at 
www.RLA.org

Rl Solutions
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notes on product condition. Consider taking images 
of returned goods.

3) Quickly spot patterns in returns though analytics. 
With these two steps in place, you will quickly build 
a database of returns data. Locked inside are all sorts 
of insights about your customers and their returns 
behavior. The best way to get them out is through 
returns analytics tools that quickly spot patterns, but 
even a simple spreadsheet can already reveal some 
trends in data. 

4) Apply what you know about customers. Chances 
are you have already segmented your customers 
for marketing purposes. Matching up segments 
to returns patterns can reveal behaviors you want 
to encourage, such as your best customers buying 
multiple sizes and returning those that don’t fit, when 
those purchases lead to more buying. 

All these insights will help you set return levers at the 
spot that best fits your business needs, products, and most 
importantly the behaviors of your customers. Knowing 
why they return is just as valuable as knowing why they 
buy, and by applying analytics to gain insights into those 
behaviors, you can craft returns policies that speak to 
what’s important to them. Thanks to the granular control 
of ecommerce, it’s possible to test different return 
policies with small groups of customers to help fine-
tune those levers to reach the right balance, or even offer 
different policies to different segments. 

According to Aberdeen Group, more and more businesses 
are catching on to the connection between customer 
satisfaction and returns: 64% are targeting returns 
management as an avenue to improve overall customer 

satisfaction. The more retailers can 
understand why their customers 
buy and what their concerns before 
making a purchase, they better they 
can craft return policies that balance 
cost control with the customer 
preferences, and transform returns 
from a money pit into a profit center. 

Peter Sobotta is the Founder and CEO of Return Logic, 
a software and analytics company that enables retailers 
to manage and optimize their product returns strategy. 
Peter is a known industry expert and thought leader in 
the field of reverse logistics, ecommerce and supply 
chain management. 

http://www.aberdeen.com/research/8443/ra-returns-operation-management/content.aspx
http://www.returnlogic.com/
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Guangzhou Jieshitong Logistics Corporation (JST), founded in 2000, provides 
logistics services to multinational companies in China. We specialize in 
reverse logistics for the automobile industry and provide total logistics 
solutions for a variety of industries including consumer products, medical/
food supply chain operation and manufacturing supplies. Companies we have 
worked with include Nissan China, Infiniti, Toyota Guangzhou, Tupperware 
and PSA Peugeot Citroen China.

JST’s focus on customer service and innovation led us to launch a mobile-
internet reverse logistics cloud platform in 2016 for our automobile parts 
reverse logistics business (see diagram). Since implementation we have 
nearly doubled our on-time delivery rate and we reduced parts loss rates 
for our clients three-fold. For more information about how JST can help you 
navigate China’s complex logistics environment please visit our website 
WWW.JIESHITONG.COM or email us at tanglongji@jieshitong.com (English 
inquiries).
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Eurosoft computer diagnostics first to support RLA 
Label Standards Project

As members of the Reverse Logistics Association 
(RLA) Standards Committee, Eurosoft (UK) Ltd 
and Eurosoft (US) Inc are jointly set to become 
the first computer diagnostic software supplier to 
support RLA Label Standards. 

NEWS! The RLA Standards project has been 
approved by the ANSI/ISO MH10 Standards Committee.  
The DI designation is MH10.8.2.12N. This means that 
all scanners including industrial devices and consumer 
devices (e.g. smart phones) will be able to interpret these 
labels (they are all designed to recognize ISO labelling 
standards).  

For those new to the acronyms, these represent 
established organisations and coding practices that aid in 
the logistics of manufacturing and disposition processes. 
American National Standards Institute (ANSI), 
International Standards Organisation (ISO), Material 
Handling Industry (MHI), and Data Identifier (DI). 

Eurosoft’s contribution to this process was to define the 
fields related to computer diagnostics for Legacy / Pre-
Boot and Microsoft Windows operating system to test 
and manage computers at various logistical stages of 
repair or reuse in the eco-channel.  As a result, existing 
(and future) customers will not have to do anything to 
convert their diagnostic results into optically scan-able 
QR codes by following the protocols defined at http://rla.
org/12Nformat. Substantial, improved test traceability.  

Eurosoft develops and markets high-precision 
diagnostic software to ease problem detection and 
diagnosis of computer systems for over 30 years. 
With its product portfolio ranging from standalone, 
offline pre-boot diagnostics to computer manufacturing 
test management and diagnostic systems able to test 
thousands of computers concurrently, Eurosoft is 
uniquely positioned to make a meaningful impact 
on reverse logistic operations for computers.  

There are four Failure Identifiers (FI) that are used to 
describe test errors or diagnostic failures: Tester FI, 
Failed/Tested Device FI, Failure Code FI, and Extra 
Information/Test Information.      

Tester FI ( E051 ): Gives the product name, version and 
environment of the diagnostics used. It is typically used 
only once per tested computer. 

Failed/Tested Device FI ( E052 ): Either only shown for 
failing devices, or given for each device tested. 

• Contains pure text to avoid the need of a list for every 
single device name.  

• Information could include device name, serial/vendor 
and product name, location if available. This is so 
a failing device can be identified while a system 
is powered down without needing to reload the 
diagnostics.  

• By using serials and product names, the translation 
shouldn’t be required. 

• Can be used multiple times for a tested computer. 

Eurosoft computer diagnostics first  
to support RLA Label Standards Project

by Eurosoft, Ltd



Failure Code FI ( E053 ): One per failing test, allowing 
multiple after each Failed FI.  

• Will give a common error code, once the list is done, 
to be checked against a table. 

Extra Information/Test Information FI ( E054 ): Can 
include testing and extra information. 

Let us demonstrate this capability with three examples: 

EXAMPLE 1 
Tester FI, Failed/Tested Device FI, Failure Code FI for a 
hard disk that was diagnosed with two diagnostic failures 
by utilizing Eurosoft Pc-Check Windows software 
under Windows Preinstallation Environment (WinPE) 
environment:  

[)>RS06GS12NUSE051Eurosoft Pc-Check Windows 
V3.0 WinPEUSE052 TOSHIBA MQ01ABD100 
Y5QFSCN6S TOSHIBA MQ01ABD100 
PHYSICALDRIVE1USE053 0x1038 USE053 
0x1044USE050 goo.gl/DBtDzXRSEOT 

1) E051  Product Name, Version and Environment 
of diagnostic used = “Eurosoft Pc-Check 
Windows 3.0 WinPE” 

2) E052  Failed/Tested Device = “TOSHIBA 
MQ01ABD100 Y5QFSCN6S TOSHIBA 
MQ01ABD100 PHYSICALDRIVE1“ 

3) E053  Failure Code FI = 0x1038 ( = “The data read 
failed.”) 

4) E053  Failure Code FI = 0x1044 ( = “The read part 
of the self-test has failed.”)  

5) E050  Link to Common Error Codes = “goo.gl/
DBtDzX” 

EXAMPLE 2 
Tester FI, Failed/Tested Device FI, Failure Code for a 
video card that was diagnosed with memory error by 
utilizing Eurosoft Pc-Check Windows software under a 
Windows environment:  

[)>RS06GS12NUSE051Eurosoft Pc-Check Windows 
V3.0 WindowsUSE052 NVIDIA GeForce 9600M 
GT Nvidia Corp G96 [GeForce 9600M GT]USE053 
0x10B9USE050 goo.gl/DBtDzXRSEOT 

1) E051  Product Name, Version and Environment 
of diagnostic used = “Eurosoft Pc-Check 
Windows 3.0 Windows” 

2) E052  Failed/Tested Device = “NVIDIA GeForce 
9600M GT Nvidia Corp G96 [GeForce 
9600M GT]“ 

3) E053  Failure Code FI = 0x10B9 ( = “The memory 
set and compared did not match.” ) 

4) E050  Link to Common Error Codes = “goo.gl/
DBtDzX” 

EXAMPLE 3
Tester FI, Failed/Tested Device FI, Failure Code FI for 
unit that has a hard disk that was diagnosed with two 
diagnostic failures and a video card that was diagnosed 
with memory error by utilizing Eurosoft Pc-Check 
Windows software under WinPE environment:   

[)>RS06GS12NUSE051Eurosoft Pc-Check Windows 
V3.0 WinPEUSE052 TOSHIBA MQ01ABD100 
Y5QFSCN6S TOSHIBA MQ01ABD100 
PHYSICALDRIVE1USE053 6 0x1038USE053 
0x1044USE052 NVIDIA GeForce 9600M GT Nvidia 
Corp G96 [GeForce 9600M GT]USE053 0x10B9USE050 
goo.gl/DBtDzXRSEOT 

1) E051  Product Name, Version and Environment 
of diagnostic used = “Eurosoft Pc-Check 
Windows 3.0 WinPE” 

2) E052  Failed/Tested Device = “TOSHIBA 
MQ01ABD100 Y5QFSCN6S TOSHIBA 
MQ01ABD100 PHYSICALDRIVE1“ 

3) E053  Failure Code FI = 0x1038 ( = “The data read 
failed.”) 

4) E053  Failure Code FI = 0x1044 ( = “The read part 
of the self-test has failed.”)  
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5) E052  Failed/Tested Device = “NVIDIA GeForce 
9600M GT Nvidia Corp G96 [GeForce 
9600M GT]“ 

6) E053  Failure Code FI = 0x10B9 ( = “The memory 
set and compared did not match.” ) 

7) E050  Link to Common Error Codes = “goo.gl/
DBtDzX” 

As can be seen from these three examples, when combined 
with other FI’s that uniquely identify a computer, these 
four FI’s allow organizations to communicate effectively 
on their PC repair and  refurbishing operations. 
Additionally, the FI error code results can be saved in 
PDF output and stored in a cloud server with an URL as 
a label to reference it. 

Businesses will benefit from situations such as being able 
to determine product status without opening packaging, 
automating product routing directly to next operational 
center at each stage, and being able to track product 
status accurately in real time.  

With this standardization initiative, Eurosoft aims to 
bring its customers into the forefront of a new era where 
reverse logistics processes will be streamlined and the 
ease of tracking and gains in processing speeds will lead 
to greater efficiencies, improving business results.   
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Paying attention to the environment is not just good for nature, 
it’s also good for the bottom line.
Our Association doesn’t save trees. Our Association educates others on how to 
eliminate the need to destroy them

Turning green inTo gold
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Logistics Aggregators Tap 
Thailand’s E-Shopping Boom
12 January 2017 – New e-commerce 
logistics aggregators are emerging 
in Thailand this year to provide one-
stop delivery for online merchants, 
thanks to the popularity of online 
shopping.
Full Article
 
Investors’ Meet On Recycling 
Industry
12 January 2017 – The 
Confederation of Indian Industry in 
partnership with Suchitwa Mission 
and the Government of Kerala is 
organising a one-day investors meet 
to promote recycling industry in the 
State on January 13.
Full Article

Christmas Tree Recycling Slated
11 January 2017 – Christmas trees 
will be brightening the Pueblo 
community long after theyre done 
brightening homes thanks to a free 
Christmas Tree Recycling Program 
sponsored by the Pueblo City-
County Health Department, Black 
Hills Energy and Vision Recycled 
Aggregate and Landscaping.
Full Article

5 Customer Service Figures 
Defining 2017
11 January 2017 – Ten years ago, 
customer service was usually 
relegated to an outsourced contact 

centre. Todays proliferation of 
Customer Heroes, Customer Success 
Managers, Customer Experience 
Consultants and the like, however, 
reflects the growing demand for 
service experts.
Full Article

How To Use Customer Service To 
Reduce Your Costs
11 January 2017 – Most people 
call customer service when they 
have a problem or a complaint. But 
proactively using customer service 
to get information or ask questions 
could help employers, and their 
employees, save on their health care 
costs.
Full Article

DENSO Announces New Senior 
Remanufacturing Engineer
10 January 2017 – DENSO Products 
and Services Americas Inc., an 
affiliate of leading global automotive 
supplier DENSO Corp., has named 
D.J. Dong Ju Park senior manager 
of engineering and electrical 
operations at its Murrieta, California, 
remanufacturing plant.
Full Article

Here’s Where Your Electronic 
Waste Is Landing. It’s Not Pretty
10 January 2017 – After we buy new 
TVs, phones and other gadgets, what 
happens to all our unwanted and 
discarded electronic devices?
Full Article

Why iPhone 8 May Not Cost A 
Fortune In India
10 January 2017 – There might be 
some good news for iPhone lovers 
in India, as there are reports which 

suggest that the next Apple iPhone 
8 might cost much less than the 
existing iPhone 7 and iPhone 7 Plus.
Full Article

Stratix Honored By Food Logistics 
As Top Technology Provider
9 January 2017 – Stratix, the leading 
provider of end-to-end managed 
mobile services, has been named by 
Food Logistics to the 13th annual 
FL 100+ Top Software and Tech 
Providers List. The honor highlights 
Stratixs commitment to working 
with enterprises across multiple 
industries, including key food and 
beverage customers, to leverage 
mobile to navigate the global supply 
chain successfully.
Full Article

The Potential For Composite 
Recycling
9 January 2017 – With carbon 
fibre costly and energy intensive to 
produce, America’s Cup team Land 
Rover Ben Ainslie Racing (BAR) 
believes there is commercial viability 
around the recycling and production 
of new carbon fibre products.
Full Article

Automotive Aftermarket 
Will Generate New Growth 
Opportunities By 2021
9 January 2017 – The automotive 
aftermarket is the secondary market 
of the automotive industry. It is one 
of the vigorous, highly complex, 
and competitive markets that are 
generally concerned with retailing, 
manufacturing, remanufacturing, 
and distribution.
Full Article

Read the Press

http://www.bangkokpost.com/tech/local-news/1178709/logistics-aggregators-tap-thailands-e-shopping-boom
http://www.thehindu.com/news/cities/Kochi/Investors%E2%80%99-meet-on-recycling-industry/article17027005.ece
http://www.pueblowestview.com/news/5529685-119/christmas-pueblo-recycling-tree
http://www.business2community.com/customer-experience/5-customer-service-figures-defining-2017-01748673%23zJ0PIVqEdIRhEfQk.97
http://www.sbnonline.com/article/use-customer-service-reduce-costs/
http://www.aftermarketnews.com/denso-announces-new-senior-remanufacturing-engineer/
https://www.mprnews.org/story/2017/01/10/mpr_news_presents
http://in.pcmag.com/apple/111426/news/why-iphone-8-may-not-cost-a-fortune-in-india
http://www.businesswire.com/news/home/20170109005957/en/Stratix-Honored-Food-Logistics-Top-Technology-Provider
http://www.superyachtnews.com/technology/composite-recycling-for-superyachts
http://www.openpr.com/news/407783/Automotive-Aftermarket-will-generate-new-growth-opportunities-by-2021.html
http://www.rla.org/news.php
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Reverse Logistics Solutions Provider.   

Serving OEMs and Retailers since 1981.

• Depot
• Factory Service
 - Repair
 - Refurbish
 - Remanufacture
 - Recertify
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• Order Fulfillment
• Recall Action Management
• Warranty Administration
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Visit us at www.arcaugusta.com

TRUSTED! TESTED! PROVEN!
Why Choose ARC?

Your One Stop Shop For All Of Your Returns
ARC specializes in partnerships with manufacturers and distributors 

who can benefit from a custom, comprehensive strategy that 
maximizes the value of returned goods while simultaneously 
protecting the value of new goods. We have the capability to 

inprocess, remanufacture, label, palletize, and store entire lines  
of inventory. We are the solution to your remanufacturing needs.

180,000 Sq Foot Receiving & Production Facility
92,000 Sq Foot Distribution Facility
35,000 Sq Foot Recycling Facility

America’s Remanufacturing Company
1840 Gordon Highway

Augusta, Georgia 30904
706.737.0490

www.arcaugusta.com
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News clippings

We search out the latest rl neWs and  
deliver it right to your email inbox

Weekly neWs clipping 

Emails provide press releases related to OEM/ODM and Branded Companies, 
Third Party Service Providers and other organizations involved in Reverse 
Logistics. Four categories of news include: Read the Press, Money Talks, 
Industry Events and Technology Spotlight. News covers all areas of RL 
including Aftermarket Service, Warranty Management, Asset Disposition, 
FieldService, Remarketing, Data Destruction, Regulatory Requirements 
and e-Waste disposal, just to name a few. 

Sign up today
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Invest in your career and your future with a certification from 
the Reverse Logistics Association (RLA) that will show that  
you have a set of skills to build value in any organization.

In its commitment to giving you the greatest opportunities  
for professional development, RLA now provides certification as a:

REVERSE LOGISTICS PROFESSIONAL (RLP) 
If you are working in the reverse logistics field with three or more years of experience, 
then you are ready to take the Reverse Logistics Association’s preparation course 
for the Reverse Logistics Professional Certification Examination. The course is 8 
hours of training in the foundational principles of reverse logistics and the business 
practices that lead to world-class performance. The course is highly interactive 
in an experiential-learning format that maximizes your training so that you can 
immediately apply what you have learned on the job. After passing the examination, 
you will be qualified to put “RLP” after your name distinguishing you are a highly-
trained professional in reverse logistics.

REVERSE LOGISTICS MANAGER (RLM) 
If you are a manager of reverse logistics processes with five or more years of 
experience, then now is the time to take the next step in your career by taking 
the Reverse Logistics Association’s preparation course for the Reverse Logistics 
Manager Certification Examination. The course provides 16 hours of intense 
instruction in the latest trends in reverse logistics and the best practices that will set 
you and your organization apart in your industry. You will receive in depth training 
in the strategic and tactical aspects of reverse logistics. And, the course also covers 
the tried-and-true techniques that can help a manager lead his or her staff you 
achieve the greatest potential value-recapture for their organization. “RLM” after 

your name says that you have demonstrated a high-level of competence to lead and direct reverse logistics processes.

REVERSE LOGISTICS TRAINER (RLT) 
If you quality as a Reverse Logistics Manager and you have training experience, 
by taking the Reverse Logistics Association’s preparation course for the Reverse 
Logistics Trainer Certification Examination, you can become qualified to train RLPs 
and RLMs. The course is 24 hours long to strengthen your mastery of reverse logistics 
concepts and techniques as well as give you the skills to effective teach them to 
others. As an RLT you will be a registered education provider and you will be qualified 
to work collaboratively with RLA to help organizations around the world to prepare 
their personnel to achieve high-level performance in reverse logistics.

RL Certification program is organized by the RL Certification Committee

RL CERTIFICATION

http://www.rla.org/education.php
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Weekly news clippings, Monthly newsletter, RL Magazine 3 3 3 3 3 3 3 3 3
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annual Fee $19998 $13999 $8999 $5499 $2999 $999 $499 $199 $99

3   Included in Membership
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rlA Membership
Network	with	the	
World of Reverse Logistics

•	 Learn Best Practices – Download Conference 
Presentations

•	 Make Valuable Connections
•	 Search for new Vendors/Partners - 

CONFIDENTIALLY
•	 Find New Facilities
•	 Find New Employees/Employers
•	 Search Worldwide Directory of 3PSP, OEM/

ODM and Retailer Companies
•	 Become Involved with Industry Committees
•	 Receive vouchers to attend RLA Conferences & 

Expos and Regional Seminars
•	 Discounts on Exhibiting, Sponsorships, Research 

and Advertising

To	Learn	how	to	obtain	these	plus	additional	benefits	
through membership call 1-801-331-8949	x40  

or visit www.RLA.org

With an RLA Membership You Can:

www.RLA.org
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You’re in town for the RLA Conference & Expo, why not take 
advantage of your Monday and learn more about RL in an interactive 
classroom setting. 

Beginning at 9:00AM on the day prior to the conference, a 
registration fee of $999.99 allows you to attend any three workshops.

Some	Past	Workshops
•	 Successful Outsourcing - RFQs, Contracts and SOW presented by Gailen Vick, RLA
•	 Customer Experience by Kok Huan Tan, Senior Service Program Manager, DELL
•	 Leverage RL to Drive Sustainability & Reduce Expenses by Jesse LaRose, ESE Solutions

there is alWays great content 
available in rla Workshops. 

Register	now	www.RLAshows.org

RL Careers
This is your place to post jobs* within the Reverse Logistics Industry.

If you are a job seeker or a hiring manager looking to staff positions within the 
Reverse Logistics Industry, this is the place for you.  Contact RLA Connections 

for more information!

*RL Solutions Careers is a service available to Bronze Members and above.
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