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Returns and Complaints (incl. QM and Batch Recall) 
1 Purpose
This scenario describes the complaint processing of chemical products GranuSAP in big bags and SAPcolor blue in canisters with domestic customers at SAPChem AG.

Returns, returnables and claims (complaints) provide all the necessary activities for the complaint processing. The terms claims, complaints and credit memo are used interchangeably for ease of description as used by industry professionals.

During returns processing, goods are returned and go through a quality inspection. The goods are then returned into unrestricted stock or blocked stock.

The returnable process comprises of the return of containers, pallets or any returnable packaging that had accompanied the product. This inventory appears at the customer inventory. There may be other methods of transferring the returnable packaging back from the customer but the following procedures concentrate on using the return order method to reference the sales order that the packaging initially went out on.

The complaints process focuses on the processing of credit memos if no goods are sent back.
For any details of basic Sales and Distribution functionality refer to the documentation of 921.

The scenario contains the following processes:

Complaints without physical material return (Credit memo/Debit memo)

Returns

· Returns with QM

· Returns with Warehouse Management

· Returnable

Quality notification for customer

QM in Sales: Returns inspection

QM in Sales: Batch recall
2 Prerequisites
2.1 Master Data and Organizational Data

Default Values

Essential master and organizational data was created in your ERP system in the implementation phase, such as the data that reflects the organizational structure of your company and master data that suits its operational focus, for example, master data for materials, vendors, and customers.
The business process is enabled with this organization-specific master data, examples are provided in the next section. 
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Additional Default Values

You can test the scenario with other SAP Best Practices default values that have the same characteristics.

Check your SAP ECC system to find out which other material master data exists.
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Using Your Own Master Data

You can also use customized values for any material or organizational data for which you have created master data. For more information about how to create master data, see the Master Data Procedures documentation.

Use the following master data in the process steps described in this document: 
The following tables are just an example! Adjust these tables to suit your scenario (there are tables for different industry focus areas: Service, Manufacturing and Trade. Modify the table(s) to fit your scenarios). Delete the table(s) for service-oriented industry focus or the one for manufacturing / trading if you do not need it for your scenario.

Master Data

	Master / org. data
	Value
	Master / org. data details
	Comment

	Material
	CH-6000, CH-6100, CH-6220
	
	

	Sold-to party
	C-1001
	
	

	Ship-to party
	C-1001
	
	

	Plant
	1000
	
	

	Shipping Point
	1000
	
	

	Sales organization
	1000
	
	

	Distribution channel
	10
	
	

	Division
	10
	
	


2.2 Preliminary Steps

2.3 Roles

Use
The following roles must have already been installed to test this scenario in the SAP NetWeaver Business Client (NWBC). The roles in this Business Process Documentation must be assigned to the user or users testing this scenario. You only need these roles if you are using the NWBC interface. You do not need these roles if you are using the standard SAP GUI.

Prerequisites

The business roles have been assigned to the user who is testing this scenario.
List all NWBC roles that are used in this BPP and add the relevant process steps and transaction codes:

	Business role
	Technical name
	Process step 

	Sales Administration
	SAP_BPR_SALESPERSON-S
	Creating sales order/ credit memos, Release Orders for Billing, Edit Mailing, Edit Sales Activity

	Sales Billing
	SAP_BPR_SALESPERSON-S2
	Create Billing Document,

	Quality Specialist


	SAP_BPR_QUALMGR-S
	Change data for inspection lot, Create quality notification, Results Recording Worklist, Record usage decision, Create Inspection Lot

	Warehouse Clerk


	SAP_BPR_WAREHOUSESPECIALIST-S
	Transfer Posting, Create Outbound Delivery, 

	Warehouse Monitoring


	SAP_BPR_WAREHOUSESPECIALIST-K
	Stock Overview

	Warehouse Manager


	SAP_BPR_WAREHOUSESPECIALIST-E
	Change Batch

	Administrator (Professional User)


	SAP_BPR_CUSTOMER_IT_ADMIN-S
	ABAP Reporting


3 Process Overview Table

	Process step
	External process reference
	Business condition
	Business role
	Transaction code
	Expected results

	Creating Credit Memo (Quantity) (The Claims / Complaints Process)
	
	Customer complaint about quality decides to keep the material but requests a lower price
	Sales Administration
	VA01
	Credit Memo for quantity

	Releasing Credit Memo to Billing
	
	
	Sales Administration
	V.23
	Credit Memo released for Billing.

	Billing
	
	
	Sales Billing
	VF01
	Billing Document

	Creating Debit Memo (Quantity)
	
	
	Sales Administration
	VA01
	Credit Memo for quantity

	Creating Credit / Debit Memo (Value)
	
	
	Sales Administration
	VA01
	Credit Memo for value

	Creating Returns
	
	
	Sales Administration
	VA01
	Returns order is created.

	Display Batch for Return
	
	
	Sales Administration
	VA03
	Batch no. of goods shipped to customer is determined.

	Creating Returns Delivery
	
	
	Warehouse Clerk
	VL01N


	Create delivery for returning the material from customer.

	Releasing Returns to Billing
	
	
	Sales Administration
	V.23
	Returns order released for Billing.

	Billing
	
	
	Sales Billing
	VF01
	Billing document is generated.

	Inspecting Goods Receipt
	
	
	Quality Specialist
	QA32
	inspection lot is automatically created.

	Posting Returns to Unrestricted or Blocked Stock
	
	
	Warehouse Clerk
	MB1B
	Returned goods is posted to the appropriate stock

	Create Sales Order
	
	
	Sales Administration
	
	Sales Order for Material in returnable Container  is created

	Create Delivery and Picking
	
	
	Warehouse Clerk
	VL01N


	Delivery document is created, Container is picked, serial numbers for container are determined

	Create Billing for filled Containers
	
	
	Sales Billing
	VF01
	Billing document is created

	Display Container Stock
	
	
	Warehouse Monitoring
	MMBE
	Quantity in plant and customer consignment stock of containers after outbound delivery is determined

	Create Sales Order for the Return
	
	
	Sales Administration
	
	Sales order for the return of container is created

	Create Delivery
	
	
	Warehouse Clerk
	VL01N


	Inbound delivery for the returned container is created

	Display Container Stock
	
	
	Warehouse Monitoring
	MMBE
	Quantity in plant and customer consignment stock of containers after inbound delivery is determined

	Creating Quality Notification for Customer Complaint (843)
	
	
	Quality Specialist
	QM01
	Notification for the customer complaint has been created

	Return from customer with delivery
	
	
	Quality Specialist
	QE51N
	

	Return from customer without delivery
	
	
	
	
	

	Inspect rest of batch still in stock
	
	
	Warehouse Manager
	MSC2N
	The returned batch is in unrestricted or restricted/blocked use.



	Create Basic Data for Mailing Campaign
	
	
	Sales Administration
	VC01N_M
	mailing campaign with a valid address list is available in the system.



	Generate Follow-up Sales Activities
	
	
	Administrator (Professional User)
	SA38
	Standard letters are created in the next batch run for creating outputs (RSNAST00) and follow-up activities are generated

	Processing Follow-up Sales Activities
	
	
	Sales Administration
	VC01N
	returns order for returning 10 PC of the recalled article

	Billing (Credit memo)
	
	
	Sales Billing
	VF01
	credit memo to customer is issued


4 Business Processes
Purpose

This scenario describes the complaint processing of chemical products GranuSAP in big bags and SAPcolor blue in canisters with domestic customers at SAPChem AG.

Returns, returnables and claims (complaints) provide all the necessary activities for the complaint processing. The terms claims, complaints and credit memo are used interchangeably for ease of description as used by industry professionals.

During returns processing, goods are returned and go through a quality inspection. The goods are then returned into unrestricted stock or blocked stock.

The returnable process comprises of the return of containers, pallets or any returnable packaging that had accompanied the product. This inventory appears at the customer inventory. There may be other methods of transferring the returnable packaging back from the customer but the following procedures concentrate on using the return order method to reference the sales order that the packaging initially went out on.

The complaints process focuses on the processing of credit memos if no goods are sent back.
For any details of basic Sales and Distribution functionality refer to the documentation of 920

The scenario contains the following processes:

· Complaints without physical material return (Credit memo/Debit memo)

· Returns

· Returns with QM

· Returns with Warehouse Management

· Returnable

· Quality notification for customer

· QM in Sales: Returns inspection

· QM in Sales: Batch recall
4.1 Complaints (without Physical Goods Return)

4.1.1 Creating Credit Memo (Quantity) (the Claims / Complaints Process)

Use

A part of the delivered products has small quality issues. The customer decides to keep the material but requests a lower price
	Document
	Document type
	Description

	Order
	CR
	Credit memo request

	Release credit memo to billing
	
	(

	Billing document
	LR
	Credit note


Prerequisites

Modules involved: MM, SD, QM, WM
To map the process flow in complaints processing, the customer must have submitted a complaint about the goods in question.
We therefore recommend you first process the sales process from the value chain color production (Order ( Delivery ( Billing).
For order entry ff. refer to the respective documentation of 882 part 1.

In real scenarios, the Customer has phoned with reference to a Sales/Purchase order, which the Order Entry staff use to extract the Billing Document.

The corresponding master data (for example, articles, prices, conditions, customers, batches) must be maintained in the system.
	Materials
	CH-6000, SAPcolor blue, 10 kg

CH-6100, GranuSAP blue, 1000kg

CH-6220, GranuSAP blue, 500 kg

	Sold-to party
	C-1001, Dupont, Marseille 

	Sales area
	Sales organization: 1000,

	
	Distribution channel: 10

	
	Division: 10

	Shipping point: 
	1000, 


Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales ( Order ( Create

	Transaction code
	VA01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Create Sales Order


2. On the Create Sales Order: Initial Screen, enter the following data. Then before choosing Enter, you have two choices.
	Field name
	Description
	User action and values
	Comment

	Order type
	
	CR
	Credit Memo Request

	Sales organization
	
	1000
	

	Distribution channel
	
	10
	

	Division
	
	10
	


3. You can EITHER choose Create with Reference (If the complaint refers to an existing Sales Order or invoice: Create with Reference, enter the reference Sales Order Number/invoice number and then choose Copy.)

4. OR create a credit memo request without reference.
5. On the Create Credit Memo Request: Overview screen, enter the required data:

	Field name
	Description
	User action and values
	Comment

	Sold-to party
	
	C-1001
	

	PO number
	
	Customer’s reference
	

	Billing block
	
	Check credit memo
	Is set automatically to block the document for billing. 


6. You see a message Please check the billing date MM/DD/YYYY. Choose Enter.

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-6000
	In this credit memo, we use material CH-6000, you can also use material CH-6220 for processing

	Target Quantity
	
	for example 5
	If the credit memo is created with reference the field is filled automatically


7. Choose the Sales tab page.

8. In the Order reason field, choose the dropdown arrow, and then choose Poor Quality.

9. Choose item 10, and then choose Go To. Then choose Item and then choose Conditions.

10. You can change the price for the credit memo on the Create Credit Memo Request:  Item Data screen; tab page conditions on the line containing condition type PR00, in the Amount field, then choose Enter.

11. Choose Save. The system displays the message Credit memo (values) 6xxxxxxx has been saved.
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No deliveries are created when working with credit memos, as these are purely financial transactions.
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If you choose Create with Reference and you enter the reference Invoice Number, the respective batch number is copied into the credit memo (if the material is batch administrated).
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If you choose Create with Reference and you enter the reference Document Number then, via Item Selection, you can directly copy a chosen item into the credit memo request (for example material CH-6000 and billed quantity > 0).
4.1.2 Releasing Credit Memo to Billing

In the previous transaction, the credit memo was saved with a billing block. The billing block is a default, but can be deleted for immediate processing. If you have billing block information, you must process this step. If the billing block was left blank in the credit memo, this step does not apply.
Use

Customizing settings are made to ensure that manual release of the order for the billing document is necessary. This is done to ensure that the entries are correct.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	-

	Transaction code
	V.23


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Release Orders for Billing


2. On the Release Sales Orders for Billing screen, in Sales organization, enter 1000, and then choose Execute.

3. On the Release Orders for Billing screen, choose the sales document number, and then choose Delete Billing Block. The system displays the message Credit Memo Request (values) 6xxxxxxx has been saved.

4. Choose Back twice.
4.1.3 Billing

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Billing ( Billing document ( Create

	Transaction code
	VF01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Billing (SAP_BPR_SALESPERSON-S2)

	Business role menu
	Sales ( Billing ( Create Billing Document


2. In the Document field, enter the credit memo number, and then choose Enter.

3. On the Credit Memo (G2) Create: Overview of Billing Items screen, choose the item, and then choose Item Pricing Conditions on the bottom of the page. All conditions relevant to pricing are listed.

4. Choose Save. The system displays the message Document 9xxxxxxx has been saved.
4.1.4 Creating Debit Memo (Quantity)

Use
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You need to create a debit memo to charge your customer due to recalculated sales conditions of your products.
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Follow the same procedure as previously described for Creating Credit Memo. Choose Order type DR and enter a meaningful order reason. Check and change the item price to charge your customer with the respective pricing difference.
4.1.5 Creating Credit / Debit Memo (Value)

Use
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You need to charge fees and expenses that were paid in advance, for example bank fees, which are not related to any sales product.
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Proceed as previously described in the chapter Creating Credit Memo. Choose Order type CR / DR and enter a specific dummy material CH-9999 with target quantity 1. Insert the condition PR00 manually with the respective amount in the item pricing view, adjust payment terms if necessary.
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For material independent items such as value items, agree accounts and procedure with your FI/CO department.
4.2 Returns Processing

Use

In this scenario, returns are entered manually (without the use of EDI) by office-based sales personnel using the appropriate SAP R/3 transaction.

The following variants are described:

a) Return process with Quality Management

b) Return process with Warehouse Management

c) Return of returnable

The value chain encompasses the following steps:
	Document
	Document type
	Description

	Order
	YQRE
	Returns

	
	
	(

	Delivery
	LR
	Returns delivery


	Document
	Document type
	Description

	Order
	YQRE
	Returns

	Release billing document
	
	(

	Billing document
	RE
	Credit memo for returns


Prerequisites

A complete sales process starting with a sales order must exist, followed by a delivery, and completed by an invoice for finished goods

If the quality inspection for the delivery is executed (as described in the process), the sales order should be for material CH-6000 as all relevant master data is maintained for this material (for further information, see chapter QM in Sales – Returns inspection)
4.2.1 a) Returning Process with QM

4.2.1.1 Creating Returns

Prerequisites

As in this case, the quality inspection for the delivery is executed a sales order, delivery and invoice for material CH-6000 should be in the system.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales ( Order ( Create

	Transaction code
	VA01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Create Sales Order


2. On the Create Sales Order: Initial Screen, enter the necessary data, and then choose the Create with reference.

	Field name
	Description
	User action and values
	Comment

	Order type
	
	YQRE
	

	Sales organization
	
	1000
	

	Distribution channel
	
	10
	

	Division
	
	10
	


3. In the Create with reference dialog box, enter the order number on the Order tab page, and then choose Item Selection list and copy. You can also enter a billing document number on the billdoc-tab page. Choose Selection list and copy.

4. On the Create Returns: Overview screen, in the Order reason dropdown, for example choose Damaged in transit. 

5. On the Create Returns Overview screen, in the Order quantity field, enter the quantity of product that your customer is returning.

6. Choose Save. The system displays the message Returns 6xxxxxxx has been saved.
4.2.1.2 Displaying Batch for Return

Use

Based on no automatic batch determination exists for products to be returned, in a delivery document, you must manually find the batch number of goods shipped to your customer.
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This step has to be done if the return is created with reference to a sales order. If it is created with reference to a billing document the batch is automatically copied in the return order.
Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales ( Order ( Display

	Transaction code
	VA03


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders


2. On the Display Sales Order: Initial Screen, enter the return order number from the previous step. In NetWeaver Business Client, choose the All sales orders tabstrip. From the list, choose your sales order and choose Display.
3. Choose Display document flow.
4. On the Document flow screen, choose the Standard order line, and then choose Display document.
5. On the Display Standard Order xx: Overview screen, choose Display document flow.
6. On the Document flow screen, choose the original Delivery line, and then choose Display document.

7. On the Outbound Delivery 8xxxxxxx Display: Overview screen, mark the item line and choose Batch Split Indicator.

8. A new line appears. Note the batch number.

9. Choose Back.

4.2.1.3 Creating Returns Delivery

Use

The next step of the returns process is to create the returns delivery. During goods receipt of returns, an inspection lot is created automatically.

Prerequisites

The returns order must exist.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and Distribution ( Shipping and Transportation ( Outbound Delivery ( Create ( Single Document ( with Reference to Sales Order
Alternative:
Logistics ( Logistics Execution ( Outbound Process ( Goods Issue for Outbound Delivery ( Outbound Delivery ( Create ( Single Document ( with Reference to Sales Order

	Transaction code
	VL01N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Clerk (SAP_BPR_WAREHOUSESPECIALIST-S)

	Business role menu
	Warehouse Management ( Shipping ( Create Outbound Dlv. with Order Ref.


2. On the Create Outbound Delivery with Order Reference screen, enter the required data and choose Enter.
	Field name
	Description
	User action and values
	Comment

	Shipping point
	
	1000
	Shipping point 

	Selection date
	Selection date for the delivery
	<Date>
	

	Order
	Number of sales order
	<Return order number>
	


3. On the Returns Delivery Create: Overview screen, enter the required data:

	Field name
	Description
	User action and values
	Comment

	Batch
	
	<Batch number>
	Enter the batch number from the previous step, if it is not copied from the return order


4. Choose Post Goods Receipt.

5. The system displays the message Returns Delivery 84xxxxxx has been saved.

Result

A return delivery is saved in the system, and the returned goods are posted into inventory as returns.
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You can display the stock using transaction code mmbe. On the Stock Overview screen, enter your material number and plant, then choose Execute. On the next screen Stock overview: Basic list, mark the batch, storage location or plant and choose Detailed display. Alternatively double-click the symbol of the batch, storage location or plant. A dialog box appears, showing all stock types, including returns.
4.2.1.4 Releasing Returns to Billing

Previously, the return order was saved with a billing block. The billing block is a default, but can be deleted for immediate processing. If you have billing block information, you must process this step. If the billing block was left blank in the return order, this step does not apply.

Use

Customizing settings are made to ensure that manual release of the order for the billing is necessary. This is done to ensure that the entries are correct.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	

	Transaction code
	V.23


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Release Orders for Billing


2. On the Release Sales Orders for Billing screen, enter 1000 in Sales organization field, and then choose Execute.

3. On the Release Orders for Billing screen, choose the sales document number, and then choose Delete Billing Block. The system displays the message Returns 6xxxxxxx has been saved.

4. Choose Back twice.
4.2.1.5 Billing

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Billing ( Billing document ( Create

	Transaction code
	VF01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Billing (SAP_BPR_SALESPERSON-S2)

	Business role menu
	Sales ( Billing ( Create Billing Document


2. In the Document field, enter the return number, and then choose Enter.

3. On the Credit for Return (RE) Create: Overview of Billing Items screen, choose the item, and then choose the Item Pricing Conditions on the bottom of the page. All conditions relevant to pricing are listed.

4. Choose Save. The system displays the message Document 9xxxxxxx has been saved(no accounting document generated).

5. Choose Billing document ( Change to go to change document (VF02) and release the invoice to accounting (green flag; billing document ( release to accounting).
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The following chapters describe further processing of returned goods with integrated QM based on the previously saved returns delivery.
4.2.1.6 Quality Inspections for Deliveries (843)

The quality inspection takes place after the returned goods have been received and booked into Returns. During goods receipt for returns, an inspection lot is automatically created. After the quality inspection, the further handling of the returned goods is decided. In our case, only defect recording is performed manually. You can book returned goods from Returns to unrestricted-use stock if the quality meets the standards, or to blocked stock if the quality does not meet the standards.

For a detailed description and for other procedures see next chapters.

Prerequisites

The returned goods have been received. During goods receipt for returns an inspection lot is automatically created.
4.2.1.6.1 Inspecting Goods Receipt

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality Management ( Quality Inspection ( Worklist ( Inspection ( Change Data

	Transaction code
	QA32


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality Inspection ( Change data for inspection lot


2. On the Inspection lot selection screen, enter the necessary data:

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-6000
	

	Plant
	
	1000
	

	Inspection lot origin
	
	06
	Returns from customer


3. Choose Execute.

4. On the Change Data for inspection lots: inspection lot worklist screen, choose the relevant inspection lot, then choose Go to ( Change Inspection Results from the menu bar.

5. You must enter the results for these characteristics: Color comparison, Surface and Viscosity, by double-clicking Results.

(The status of each line has to be 5. If the status is not 5, choose close (lock).
6. Choose Enter.

7. Choose Save. The system displays the message Results were saved for operation xxxxx.
4.2.1.6.2 Creating Usage Decision

1. On the Change data for inspection lot screen, choose Usage Decision (UD).

2. On the Record Usage Decision: Defect Overview screen, choose the relevant item in the Defects section if the results are out of scope.

3. In the Usage decision code section, in the UD code field choose F4. In the Usage decision for inspection lot dialog box, choose YQ07 (goods receipt) and expand the node.

4. Choose a usage decision (for example, A (Accept) or B Accept (batch grade B) or R2 (Rework) or R3 (Scrapping) or X (Other usage decision (see the UD text)).

5. Choose Save. In the appearing dialog box, choose the new status of the batch (restricted or un-restricted use) and then choose Enter.

6. The system displays the message Usage decision for inspection lot 1000 is saved’
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You can display the stock using transaction code mmbe. On the Stock Overview screen, enter your material number and plant, and then choose Execute. On the next screen Stock overview: Basic list, mark the batch, storage location or plant and choose Detailed display. Alternatively double-click the symbol of the batch, storage location or plant. A dialog box appears, showing all stock types, including returns.
4.2.1.7 Posting Returns to Unrestricted or Blocked Stock

Use

If the returned goods are not booked automatically into blocked or unrestricted stock, you have to do this manually with the following transaction and book them. For example accepted goods into unrestricted stock and rejected goods into blocked stock.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	

	Transaction code
	MB1B


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Clerk 
SAP_BPR_WAREHOUSESPEC_CHM-S

	Business role menu
	Warehouse Management ( Consumption and Transfers ( Transfer posting 


2. On the Enter Transfer Posting screen, choose a relevant movement type, such as:

453 Transfer posting from return stock to unrestricted stock.  

459 Stock transfer returns to blocked

3. Enter 1000 in the Plant, storage location 10Q5 (as the material is not WM managed) 

4. Choose Enter.
5. On the Enter Transfer Posting: New Items screen, enter the material chosen in the return process, quantity (from the previous step), and the correct batch (from the previous steps), then choose Enter.

6. The system displays a warning message The issuing batch will be automatically set to xxxxxxxxx. Choose Enter to acknowledge the message.

7. Choose Save. The system displays the message Document 49xxxxxxxx posted.

8. To check the stock in transaction mmbe, see the note from Creating Returns Delivery for details on this transaction.
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If any returned material is Warehouse managed refer to processes that are described in the documentation for the Building Block 805.
4.2.2 c) Returnable

4.2.2.1 Returnable Items

Returnable items (container (1000l) or pallets (500kg)) belong to the manufacturer and are handled either as returnable goods or as packaging material. This scenario shows the shipment of returnable container and their returns. Additionally every other material can be packed in pallets (as described in packing for standard sales). The pallet can in this scenario be used as a returnable.

This scenario uses the container CH-5200 with item category group LEIH, which is handled as returnable material. The returnable items are handled with serial numbers.

If you create a standard order for material CH-6100, a 1000 l container of color Blue (CH-5200, returnable packaging - Returnable container) is automatically added as an additional item. 

A sales bill of material (usage 5) is created for this purpose. This creates the relationship between the material and the returnable packaging. In the sales order, the item for the container (CH-5200, 1 container) is then automatically added when material CH-6100 is entered. A deposit for the container is not calculated.
Prerequisites

The material master data of the returnable has to be maintained.
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A quick reference Sales Order creation step is described below, preceding the actual Returnables process. If a reference order exists, ignore the Direct Sales to A Company (In Container) step below and proceed to the Pallet Return step.
4.2.2.1.1 Direct Sales to Company (in Container)

4.2.2.1.1.1 Creating Sales Order

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales ( Order ( Create

	Transaction code
	VA01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Create Sales Order


2. On the Create Sales Order: Initial Screen, make the following entries

	Field name
	Description
	User action and values
	Comment

	Order Type
	
	YQOR
	

	Sales Organization
	
	1000
	

	Distribution Channel
	
	10
	

	Division
	
	10
	


3. Choose Enter.

4. On the Create Standard Order: Overview screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Sold-to-party
	
	C-1001
	

	PO number
	
	< reference number of customer >
	

	Delivery date
	
	< any date >
	

	Material
	
	CH-6100
	

	Order Quantity
	
	10
	


5. Choose Enter. A second line item for material CH-5200 (Container) is created due to BOM explosion.

6. Confirm your entries.
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The Plant is 1000 and the Shipping point is also 1000.

7. Save the sales order.
4.2.2.1.1.2 Displaying Container Stock

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Materials management ( Inventory management ( Environment ( Stock ( Stock overview

	Transaction code
	MMBE


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Monitoring (SAP_BPR_WAREHOUSESPECIALIST-K)

	Business role menu
	Warehouse Management ( Inventory Control ( Stock Overview


2. Enter the necessary data:

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-5200
	

	Plant
	
	1000
	


3. Choose Execute.

4. On the Stock overview: Basic list screen, mark the plant or storage location and choose Detailed display.
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The Stock Overview shows the stock quantity on the levels of plant and returnable packaging. If the goods issue of the Container is posted, the quantity on the level of plant is reduced, and the quantity on the level of returnable packaging increases. If the goods receipt of the container is posted, it is vice versa. Note the quantities to track the changes in the process.
4.2.2.1.1.3 Creating Delivery and Picking

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Shipping and Transportation ( Outbound delivery ( Create ( Single Document ( with Reference to Sales Order

	Transaction code
	VL01N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Clerk (SAP_BPR_WAREHOUSESPECIALIST-S)

	Business role menu
	Warehouse Management ( Shipping ( Create Outbound Dlv. with Order Ref.


2. On the Create Outbound Delivery with Order Reference screen, enter the necessary data:

	Field name
	Description
	User action and values
	Comment

	Shipping point
	
	1000
	

	Selection date
	
	Confirmed delivery date from sales order schedule line item
	

	Order
	
	Order number
	


3. Choose the item for material CH-5200 and go to:
	Field name
	Description
	User action and values
	Comment

	Extras ( Serial Number
	Ensure the Storage location is entered
	Choose Create serial numbers automatically and choose Enter
	


4. On the Create Outbound Delivery: Overview screen, choose Picking tab page and enter the required data (order quantity). In case of batch material choose Batch structure of the delivery item.

	Field name
	Description
	User action and values
	Comment

	Batch Split Indicator
	
	Choose Batch Split Indicator
	Only for batch materials. The button expands a line item containing the batch number

	Picking Quantity
	
	<your pick quantity>
for material CH-6100
	Enter picking quantity in the line item containing the batch number


5. To hide the item containing the batch number choose minus-sign 
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The batch determination for material CH-6100 is performed automatically as long as a material exists which meets the search strategy requirements.

6. Choose Post goods issue (Shift + F8).
4.2.2.1.1.4 Creating Billing for Filled Containers

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Billing ( Billing Document ( Create

	Transaction code
	VF01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role
	Sales Billing (SAP_BPR_SALESPERSON-S2)

	Business role menu
	Sales ( Billing ( Create Billing Document


2. On the Create Billing Document screen, enter the following data: 

	Field name
	Description
	User action and values
	Comment

	Document
	
	<Delivery Number>
	


3. Choose Return.

4. On the Invoice (F2) Create: Overview of Billing Items screen, check your invoice and choose Save (Ctrl + S).
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See the log for the following two points:

The pallets are not relevant for billing.

If you pack the delivery items on pallets (CH-4500), the packaging material automatically generates new delivery items. These pallets are also posted in special stock for returnable packaging.
4.2.2.1.1.5 Displaying Container Stock

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Materials management ( Inventory management ( Environment ( Stock ( Stock overview

	Transaction code
	MMBE


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Monitoring (SAP_BPR_WAREHOUSESPECIALIST-K)

	Business role menu
	Warehouse Management ( Inventory Control ( Stock Overview


2. On the Stock Overview: Company Code/Plant/Storage Location/Batch screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-5200
	

	Plant
	
	1000
	


3. Choose Execute.

4. The plant stock has decreased.

5. Mark the plant level and choose from menu Environment ( Equipment/Serial Number.

6. A list of all the containers at the customers stock and their serial numbers are displayed. Mark your chosen serial number and choose the magnifying glass. Detailed information about the container is displayed.
4.2.2.2 Container Return

4.2.2.2.1 Creating Sales Order for the Return

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales ( Order ( Create 

	Transaction code
	VA01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Orders ( Create Sales Order


2. On the Create Sales Order: Initial Screen, enter the necessary data:
	Field name
	Description
	User action and values
	Comment

	Order Type
	
	YQRE
	

	Sales Organization
	
	1000
	

	Distribution Channel
	
	10
	

	Division
	
	10
	


3. Choose Enter.

4. On the Create Returns: Overview screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Sold-to-party
	
	C-1001
	

	PO number
	
	Reference number of the customer
	

	Order reason
	
	YQ0 Returnables
	

	Billing block
	
	<no entry>
	Delete entry

	Material
	
	CH-5200
	Containers are returned

	Order Quantity
	
	1
	


5. Choose Enter.
6. A message is highlighted in Yellow. (Check Billing Date xx.xx..20xx). Choose Enter to continue.
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There are two possible ways to continue:

Creation with Availability check (check in customer stock) or creation without availability check.

· If no availability check is required mark the item and choose in the menu Goto ( item (Schedule Lines and change in the column Schedule Line Cat the category F3 to F2  (Return Pickup without availability Check). Confirm your entries and choose Save.

· Or if availability check is required then change Sales order or transaction va02 ( edit (check availability. On the Returns-Chem: Availability Control screen, choose Delivery proposal and then choose Save.
4.2.2.2.2 Creating Delivery

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Shipping and Transportation ( Outbound delivery ( Create ( Single Document ( with Reference to Sales Order

	Transaction code
	VL01N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Clerk (SAP_BPR_WAREHOUSESPECIALIST-S)

	Business role menu
	Warehouse Management ( Shipping ( Create Outbound Dlv. with Order Ref.


2. On the Create Outbound Delivery with Order Reference screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Shipping point
	
	1000
	

	Selection Date 
	
	<current date>
	

	Order
	
	<from previous step>
	


3. On the Returns Delivery Create: Overview screen, on the Picking tab, confirm your entries and enter the following data:

	Field name
	Description
	User action and values
	Comment

	Storage Location
	
	10Q1
	

	Serial Number
	Go to the Extras menu in the menu bar, choose Serial Numbers and enter Serial Numbers
	1
	if Serial Number is not known choose the dropdown and choose the appropriate one


4. Choose Post goods receipt (Shift + F8).
4.2.2.2.3 Displaying Container Stock

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Materials management ( Inventory management ( Environment ( Stock ( Stock overview

	Transaction code
	MMBE


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Monitoring (SAP_BPR_WAREHOUSESPECIALIST-K)

	Business role menu
	Warehouse Management ( Inventory Control ( Stock Overview


2. On the Stock Overview: Company Code/Plant/Storage Location/Batch screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-5200
	

	Plant
	
	1000
	


3. Choose Execute.

4. On the Stock overview: Basic list screen, mark the plant or storage location and choose Detailed display.
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The customer’s unrestricted stock is displayed (decrease). The plant stock has increased.
4.3 Creating Quality Notification for Customer Complaint (843)

Use

You can use a notification for a customer complaint to record and process a problem that is reported by a customer. A customer complaint is a quality notification type that deals with a problem involving poor-quality goods or services delivered to a customer. For example, you can use the Quality Notifications component in QM to support the RMA (Return Material Authorization) process in your company.
With a notification for a customer complaint, you can describe and prioritize problems, decide on further actions to be taken, monitor and manage the status, print archive documents and trigger specific processes in the SAP R/3 system.

Refer to the detailed description of possible application areas for a quality notification in the SAP R/3 documentation of QM-QN.

Prerequisites

The master data for the material, the customer and for account determination have been main​tained. A sales order has been created.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality Management ( Quality Notification ( Create

	Transaction code
	QM01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality Notifications ( Create quality notification


2. Choose your notification type.

	Field name
	Description
	User action and values
	Comment

	Notification type
	
	Q1
	This notification type is used for customer complaint


3. Choose Enter.

4. In the Initial Screen dialog box, enter the sales order or delivery.

	Field name
	Description
	User action and values
	Comment

	Sales order or delivery
	
	< your number of sales order or delivery >
	

	Item
	
	<item no.>
	


5. Choose Enter.

6. On the Create Notification: Customer Complaint screen, you get the message Data transfer to the notification from <XXX>. All required data, like customer, material, quantity and batch number from the sales order or delivery are taken to the notification. On the Reference Objects view, make the following entries in the Subject section:

	Field name
	Description
	User action and values
	Comment

	Coding
	
	QM – 1 Problem notification
	

	Description
	
	< short description >
	


7. On the Processing view, make the following entries in the Execution section:

	Field name
	Description
	User action and values
	Comment

	Priority
	
	2-High
	

	Coordinator
	Coordinator of this notification
	< choose an SAP-user >
	


8. On the Items view, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Code grp.
	
	QM – 1 Defect location 1
	

	Text
	
	< short text of the defect >
	


9. Switch to the Causes view within the Items view and enter the cause of the defect:

	Field name
	Description
	User action and values
	Comment

	Code grp.
	
	QM – 51 Inspection planning
	

	Text
	
	< short text of the defect >
	


10. On the Tasks view, enter all tasks you need for the workflow of this notification:

	Field name
	Description
	User action and values
	Comment

	Code grp.
	
	QM-G1 – 0010 Confirmation of receipt
	

	Text
	
	< short text of the defect>
	

	Responsible
	
	<choose a SAP-user>
	Choose an SAP-user, which is responsible for working with this task


11. Choose Save.

Result

The notification for the customer complaint has been created.
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Further Processing

1. An authorized person in Sales and Distribution (SD) creates a sales order for the return delivery. 

2. The customer returns the goods to your company. When the return delivery is received:

· The goods receipt is posted to the corresponding return order. 

· The goods are posted to Returns stock. 

· The system automatically creates an inspection lot.

4. You process the returned goods in a quality inspection. During the inspection, you can record inspection results and defects. 

5. You make the usage decision for the inspection lot and post the goods to the appropriate stock(s), based on the results of the inspection.
4.4 QM in Sales – Returns Inspection

Use

The module QM supports the returns inspections by making available an individual inspection type. The goods receipt of returns is posted with the original batch number to the returns blocked stock and then an inspection lot is automatically created. In QM Customizing quality inspection has to be activated for movement type 651 and the inspection lot origin 06 - Return from customers is assigned to this movement type.
The returns are inspected using a special inspection plan with task list usage 7 Returns. Therefore the task list usage 7 - returns is allocated to the inspection type YQ06 - Inspection for returns from customer in QM configuration.

The inspection type YQ06 is assigned to a material in the material master. This means that an inspection lot is created automatically when posting a goods issue for the returns delivery. Depending on the control indicators set for this inspection type you can either use an inspection plan (this case is actually shown in SAP Best Practices for Chemicals with task list group RETOUR) or a material specification to inspect the created lot. If you choose none of these options above you can only record defects and activate a quality notification for these defects.

Not all inspection results of the delivered batch have to be recorded for a returning batch. It is also possible only to record defects for a (manually) created inspection lot. Sometimes additional or different inspection characteristics are used for the return. That is why a Dummy-inspection plan can be used: This plan contains only one operation but no inspection characteristics at all. Which inspection characteristics have to be inspected depends on the current situation. These characteristics can be created during result recording as additional characteristics.

That means only one (Dummy-) inspection plan has to be maintained to perform the QM-return handling for all materials, if these materials were assigned to this plan.

After the result recording you have to make a decision about the further usage of the returned batch. The usage decision should be connected with a follow-up action because the inspected quantity has to be post from the stock type Returns to a proper stock type. Depending on the quality of the returned batch different activities can follow:

· In case the quality of the returned batch remains the same as the original one it is posted to the unrestricted use stock (maybe to the rest of the batch still in stock). It is not necessary to post the quantity to a new batch.

· If the quality of the returned batch is different from the original one (the rest of batch still in stock has the original results or is not inspected), the quantity of the return has to be posted to a new batch number. It has to be decided whether the quantity is posted to unrestricted use or to the blocked stock.

· Inspection results of the returned batch and the results of the rest of batch still in stock are not o.k. (the quality of the return and the rest of batch still in stock have changed in exactly the same way). In this case the quantity of the returned batch is posted to the quantity of the rest of batch and following the whole batch has to be posted to the blocked stock.

After the quality inspection of the returns it is possible to check the rest of the batch still in stock, too. To get this, an inspection lot must be created manually (with lot origin 06) for the rest of the returned batch still in stock. The inspection procedure is the same as in case of automatically created lots.

Prerequisites

The scenario returns inspection within the SAP Best Practices for Chemicals in the scenario SAPcolor affects the following material:

· CH-6000: SAPcolor blue, 10 kg

· CH-6100: SAPcolor blue, 1000 kg

For this material the inspection type YQ06 is assigned in the material master and set active. The control indicators insp. with task list, automatic assignment and check chars. are set.

The inspection plan (group) IP-011 for usage 06 (goods issue) has been created for plant 1000. It contains one operation (returns inspection) with three characteristics (color comparison, surface, viscosity). No sample drawing procedure has been established for returns inspection. The materials CH-6100, CH-6000 and CH-6001 are assigned to this inspection plan.

A special chosen set YQ07 - Returns inspection is used to make a usage decision for the returns:

A

Accept

B

Accept (batch grade B)

R2

Rework

R3

Scrapping

X

Other usage decision (see the UD text)

Sales has created a returns order and following a returns delivery. The inspection lot has been created automatically by booking the goods receipt.

The scenario returns inspection within the SAP Best Practices for Chemicals in the scenario GranuSAP affects the following material:

· CH-6200: GranuSAP blue, 25 kg

· CH-6220: GranuSAP blue, 500 kg

For material CH-6220 the inspection type YQ06 is assigned in the material master and set active. The control indicators insp. with task list, automatic assignment and check chars are not set.

Only defects recording is possible.

Code Group YQ20 - problems grain size is defined with following codes:

01
Impure raw material

01 Critical defect

02
grain size too high

02 Major defect A

03
Inhomogeneous raw material
02 Major defect A

For materials CH-6000 and CH-6100 quality costs are possible. To use this functionality an order for the inspection costs must exist:
	Material
	Description
	Inspection Type
	Order Type
	Controlling Area
	Cost Center
	Profit Center

	CH-6000
	SAPcolor blue ,10 kg
	YQ06
	QL01
	1000
	1301
	7000

	CH-6100
	SAPcolor blue, 1000 kg 
	YQ06
	QL01
	1000
	1301
	7000


Procedure

There are two different scenarios possible while handling a return:
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Both scenarios have been connected with an inspection of the rest of batch still in stock. In this case you have to

· change the batch status into restricted use
· create a manually inspection lot with inspection type YQ06
· make a usage decision to the inspection lot





4.4.1 Scenario (A): Returning from Customer with Delivery

Depending on the settings in the material master two main variants will result:

Procedure A1 represents the above described scenario and procedure A2 constitutes the case of setting neither the control indicator insp. with task list nor insp. with mat spec. in the material master.

Procedure A1

If there is an assigned inspection plan (with one characteristic to inspect), the lot has the status released and calculated and therefore appears in the work list.

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality management ( Quality inspection ( Worklist ( Results Recording

	Transaction code
	QE51N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality Inspection ( Results Recording Worklist


2. On Results Recording Worklist screen, enter the necessary data:

	Field name
	Description
	User action and values
	Comment

	Plant
	Number of plant
	1000
	

	Insp. lot origin
	Inspection type
	06
	

	Material
	Material number
	CH-6100
	

	Batch
	Batch number
	<batch number>
	

	Customer
	Customer number
	C-1001
	

	Char. filter
	Processing mode for inspection characteristics
	1, All Characteristics
	


3. Choose Execute (F8).

4. On the Record Results: Characteristic Overview screen, enter the appropriate data in the Result fields for the several characteristics and choose Enter.

5. On the same screen, choose all characteristics and choose Close.

6. Ignore the message None of the characteristics has been closed on the bottom of the screen.

7. Save (Ctrl + S) your entries. You return to the Results Recording Worklist screen.

8. For processing the usage decision, use the following transaction code:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality management ( Quality inspection ( Inspection lot ( Usage Decision ( Record

	Transaction code
	QA11


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality Inspection ( Record usage decision


9. On the Record Usage Decision: Initial Screen, choose your inspection lot and choose Enter.

10. On the Record Usage Decision: Characteristic Overview screen, record the defects (if necessary) and enter usage decision code:

(a) Record defects

Choose Record defects or enter Ctrl+F8. Enter an appropriate record type and choose a valid defect code.

(b) Enter usage decision

	Field name
	Description
	User action and values
	Comment

	UD code
	YQ07 / A
	Returns inspection / Accept
	


11. Choose Save.

12. Confirm the information messages.

13. The message Usage decision for lot <plant><UD number>is saved is displayed.

Result

The usage decision is saved. The system prompts the change of the status of the batch if the results were not ok. It is possible to enter unrestricted or restricted use. Regardless of the status of the batch, no book transfer takes place. The batch remained in the returns stock.

Next the batch has to be transferred from returns stock to unrestricted use or restricted use by transfer booking manually by QM:

If the inspected quantity can be accepted, a transfer posting from returns stock into the unrestricted use stock has to be done with movement type 453.

If the inspected quantity has to be rejected two different ways are possible: 

( You can switch the batch status into restricted use and transfer the quantity via movement type 453 into the unrestricted use stock.
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Consider the diagram Complaint of the customer

You can transfer the quantity into the blocked stock, using movement type 459 (without changing the batch status).
1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Materials management ( Inventory management ( Goods movement ( Transfer posting

	Transaction code
	MB1B


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Clerk (SAP_BPR_WAREHOUSESPECIALIST-S)

	Business role menu
	Warehouse Management ( Consumption and Transfers ( Transfer Posting


2. On the Enter Transfer Posting: Initial Screen, enter the necessary data.

	Field name
	Description
	User action and values
	Comment

	Movement type
	
	453 (459)
	

	Plant
	Number of plant
	1000
	

	Storage location
	
	10Q5
	


3. Choose Enter.

4. On the Enter Transfer Posting: New Items screen, enter the necessary data.

	Field name
	Description
	User action and values
	Comment

	Material
	Material number
	CH-6100
	

	Quantity
	Quantity/size of material
	
	See returns order

	Batch
	Batch number
	< batch number >
	This is the batch number of the returns delivery


5. Choose Enter. Prompt the message The Issuing batch will be set to… automatically.
6. Save the transfer posting.

The scenario follows SAP standard procedures. It is possible to create a quality notification with the beginning and to start different SD-follow up actions at the end of the returns handling. The QM-activities are simple.
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With WM: see above (movement type 453 with unrestricted batch, use movement type 459 instead of 453 with restricted batch)

Procedure A2

The quality inspection takes place after the returned goods have been received and booked into Returns. During goods receipt for returns, an inspection lot is automatically created. After the quality inspection, the further handling of the returned goods is decided. In our case, only defect recording is performed manually. You can book returned goods from Returns to unrestricted-use stock if the quality meets the standards, or to blocked stock if the quality does not meet the standards.

Prerequisites

A return order and return delivery for material CH-6200 should exist. The returned goods have been received. During goods receipt for returns an inspection lot is automatically created. 
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Be aware that the materials CH-6200 and CH-3200 is processed correctly within the quality management. That is especially the processed inspection lot and usage decision that is necessary for the print-out of the CoA. These processes are described in scenarios 880 for Procurement and 881 for Manufacturing.

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality Management  Quality Inspection  Worklist  Inspection  Change Data

	Transaction code
	QA32


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality Inspection ( Change data for inspection lot


2. On the Inspection lot selection screen, enter the necessary data:

	Field name
	Description
	User action and values
	Comment

	Material
	
	CH-6200
	

	Plant
	
	1000
	

	Inspection lot origin
	
	06
	Returns from customer


3. Choose Execute.

4. On the Change Data for inspection lot: Worklist for Inspection Lots screen, choose the relevant inspection lot, and then choose Create Defects (Ctrl + Shift + F9) from the menu bar (Transaction QF01).

5. On the Record Defects: Initial Screen, in the Report type field, choose F4 (possible entries) and then double-click a report (for example, 00000010 Defect type and no. of defects (sum.).

6. Choose Enter and confirm the Assignment level: Record defects for: Inspection lot dialog box.

7. On the Defect overview for insp. lot: Record screen, in the section Item Overview, and in the Code Group field, choose F4.

8. In the Multiple selection of codes dialog box, choose and expand a code group (for example, YQ20 - problems grain size) and choose a defect (for example, 02 (grain size too high)), and then choose Copy.
9. Choose Save (Ctrl + S).

10. You come back to the Change Data for inspection lot: Worklist for Inspection Lots screen.

11. Proceed as described at procedure A1 step 7 to 13.
4.4.2 Scenario (B): Returning from Customer without Delivery

Create an inspection lot manually.

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Quality management ( Quality inspection ( Inspection lot ( Processing ( Create

	Transaction code
	QA01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Quality Specialist (SAP_BPR_QUALMGR-S)

	Business role menu
	Quality Management ( Quality inspection ( Create Inspection Lot


2. On the Create Inspection Lot Manually: Initial Screen, enter the necessary data:
	Field name
	Description
	User action and values
	Comment

	Material number
	Number of material
	CH-6100
	

	Plant
	
	1000
	

	Insp. lot origin
	
	06
	


3. Choose Enter.

4. On the Create Inspection Lot Manually: Customer Data screen, enter the necessary data:
	Field name
	Description
	User action and values
	Comment

	Batch
	Number of batch
	<batch number>
	

	Insp.lot size
	Quantity/size of material (batch)
	<quantity>
	See stock overview

	Customer
	Customer number
	C-1001
	


5. Choose Enter.

6. Choose Save (Ctrl + S).
7. Proceed now with the Results Inspection Lot and the Usage Decision as described in A1 step 1 to 13.
4.4.3 Scenario (C): Inspecting Rest of Batch Still in Stock

It is necessary to check whether a rest of the returned (or complained) batch is still in stock or not.

Change batch status into restricted use
1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Materials management ( Material Master ( Batch ( Change

	Transaction code
	MSC2N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Warehouse Manager (SAP_BPR_WAREHOUSESPECIALIST-E)

	Business role menu
	Warehouse Management ( Batch ( Change Batch


2. On the Change Batch: Initial Screen, enter the necessary data:
	Field name
	Description
	User action and values
	Comment

	Material number
	Number of material
	CH-6100
	

	Batch
	Number of batch
	<batch number>
	

	Plant
	
	1000
	

	Stor. Loc.
	
	0003
	


3. Choose Enter.

4. On the Change Batch: General Data screen, enter the necessary data.

	Field name
	Description
	User action and values
	Comment

	Batch status
	
	Choose Batch restr.
	


5. Choose Save.

6. For the following activities refer to scenario (B):

· Create inspection lot manually

· Result Recording

· Enter Usage Decision

There are different follow up activities possible:

The batch status can be changed into unrestricted use again, if the inspection lot can be accepted. In case of rejection of the rest of batch still in stock it can be necessary to transfer the inspected quantity to another storage location. This can be done via transfer posting with movement type 311 (transaction mb1b, NetWeaver Business Client path: Warehouse Management – Consumption and Transfers – Transfer Posting).

If the inspected lot can be accepted, no follow-up action is necessary.

Result

Depending on the inspection result and the corresponding usage decision the returned batch is in unrestricted or restricted/blocked use.

Example

The following data has been used in the above described procedures.

Customer: C-1001

Plant: 1000
Storage location: 0003
Material: CH-6100

Batch: tbd.
4.5 QM in Sales – Batch Recall

Purpose

This scenario includes the functions and definitions that are required to carry out a batch recall.
All customers who were supplied with a specific batch are identified, the addresses of the appropriate contact persons are determined and they are then informed as appropriate by means of a standard letter. The subsequent activities for each customer are stored in the system; return deliveries are entered and documented, if necessary.
To inform customers of the batch recall, you first have to identify exactly which batches are affected by it. For this purpose, you can use the standard R/3 function Batch where-used list (Transaction /nMB56) that is described in detail in the R/3 standard documentation. NetWeaver Business client role menu:
Engineering Specialist(SAP_BPR_ENG_SPECIALIST_EX-S), path: Engineering ( Batches ( Analyze batch where-used list.

The relevant master data (for example, articles, customers, batches), as well as the delivery data of the goods affected, must exist in the system.
Process flow

The process flow of the value chain covers the following areas:
1. Sales support (sales activities, standard letters, follow-up sales activities)
2. Sales (handling of returns)
3. Shipping (warehouse management, transport)
4. Billing (credit memo creation)
The value chain encompasses the following process flow:
	Sales activity
	YQ01
	Batch recall

	
	
	(

	Follow-up sales activity
	YQ02
	Recall control

	
	
	(

	Sales document
	RE
	Returns

	
	
	(

	Delivery 
	LR
	Returns delivery

	
	
	(

	Billing document
	RE
	Credit memo for returns


The following documents are available at the end of the scenario:
Initial contact batch recall
A recall control follow-up sales activities (depending on the number of addresses determined)
· Returns order
· Returns delivery
· Transport order
· Goods receipt
· Billing document (credit memo)
The following documents are created, but are processed in follow-up scenarios:
· Accounting document (not cleared)
4.5.1 Sales Activity - Mailing Campaign

The required master data (for example, articles, prices, customers, contact persons, batches) have to be maintained in the system.
The article and batch numbers of the article to be recalled must be known.
Procedure

4.5.1.1 Creating Basic Data

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales support ( Sales promotions ( Edit

	Transaction code
	VC01N_M


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Support ( Edit Mailing


2. On the Create Direct Mailing screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Type
	
	YQ01 (Recall)
	

	Comment
	
	Direct mailing PRODUCT X / Batch X
	Note on direct mailing campaign (variable)

	Reason
	
	YQ1 (Recall)
	

	Status
	
	Being edited
	

	Follow-up action on
	
	< current date >
	

	Sales organization
	
	1000
	Sales Org. 1000

	Distribution channel
	
	10
	Direct Sales

	Division
	
	10
	Product Division 10

	Employee responsible
	
	10
	Schnied


3. Choose Enter.

4. On the Texts tab page on the Create Direct Mailing screen, choose Correspondence.
5. Choose Create (Button below the text field) and enter the required data:
	Field name
	Description
	User action and values
	Comment

	Language
	
	English
	

	Correspondence - Text field
	
	Dear Sir or Madam, ...
	Standard letter text (variable).

An example text is given here:

Dear Madam, dear Sir,

we have to inform you that the following batches have to be recalled by our company for quality reasons.

The batch number, number of delivery and address of customer / delivery address are mentioned below. 

make sure that in your company information about this batch recall is distributed quickly to the relevant departments, so that these batches can be returned quickly.

We apologize for any inconvenience.

If you have further questions on the batches or the return process, contact our Sales Department.

Kind regards

XXX company


6. Choose Save.

4.5.1.2 Choosing Address List

1. By saving the Direct Mailing action, you come back to the Create Direct Mailing screen. The mailing number appears as system message on the status bar. To get the mailing number, you have to execute the following steps:

	Field name
	Description
	User action and values
	Comment

	Menu action
	
	Direct mailing ( Get
	


2. On the Restrict Value Range screen, enter the required data in the Sales Activities / Mailing by Short Description view, to choose the previously created Direct Mailing.
	Field name
	Description
	User action and values
	Comment

	Sales activity type
	
	YQ01
	Batch recall

	SD document
	
	< sales activity document number >
	Number of the sales activity


3. Choose Enter. Double-click Entry found.

4. On the Change Direct mailing <mailing number> screen, enter the following data, to create the concerned address list:

	Field name
	Description
	User action and values
	Comment

	Follow-up action
	
	Recall control
	

	Address list
	
	Create immediat.
	Call up address selection


5. In the Create Address List dialog box, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Description
	
	for example ‘Selection Product Y / batch X’
	Name of address list (variable)

	Report
	
	YQ_CH_RECALL
	Name of report

	Variant
	
	No entry required
	


6. Choose Continue.

7. On the Batch recall address selection report screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Home address
	
	(
	

	Other business address
	
	(
	

	Other customer address
	
	(
	

	Customer
	
	(
	

	Article Number
	
	< material number >
	

	Batch number
	
	< batch number >
	


8. Choose Execute (F8).

9. Results are shown immediately in the Address list section. You can check now the number.

10. On the Description tab, on the Change Direct Mailing <No.> screen, choose Display addresses. This calls up the chosen addresses.
11. On the Edit addresses screen, you can now postprocess the displayed address list manually. Choose Edit ( List ( Select all (F5).
12. Choose Back.

13. On the Description tab, on the Change Direct Mailing <No.> screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Press Release in Address list section
	
	Release
	Release address selection

	Change Status of Direct Mailing
	
	Released
	Release campaign
(previously:being edited)


14. Choose Save and Back.

Result

A complete mailing campaign with a valid address list is available in the system.
4.5.2 Generating Follow-Up Sales Activities

After the mailing campaign has been created completely, standard letters are created in the next batch run for creating outputs (RSNAST00) and follow-up activities are generated.
Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	System ( Services ( Reporting

	Transaction code
	SA38


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Administrator (Professional User) (SAP_BPR_CUSTOMER_IT_ADMIN-S)

	Business role menu
	Administration ( Daily Tasks ( ABAP Reporting


2. On the ABAP: Execute Program screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Program
	
	RSNAST00
	


3. Choose Execute (F8).

4. On the Selection Program for Issuing Output screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Output application
	
	K1
	Sales activities

	Output type
	
	YMAK
	Direct mailing

	Printer Default
	
	LOCL
	Local Printer


5. Choose Execute (F8).

6. Choose Enter or Continue on the Output Processing Analysis screen.
7. Choose Enter or Continue on the Information screen.
8. Choose Back (F3) on the ABAP: Execute Program screen.
Result

You can see from the processing analysis of the output control, no follow-up sales activities of type YQ02 were created. The sales activity status of the source document is set to completed. The address list is deleted.
Example:
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The follow-up sales activities can now be monitored via the document flow of the source document.
4.5.3 Processing Follow-Up Sales Activities

A follow-up sales activity was generated for each customer from the standard letter file.
Further control of the batch recall for the individual customers is carried out via these follow-up sales activities. The customer’s response and the other measures can be documented here (for example, returns delivery, goods already sold, and so on). After the individual cases have been clarified and the transaction completed, the sales activity can be set to completed.
In the following scenario, a returns delivery is entered for a follow-up sales activity.
Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales support ( Sales activities ( Edit

	Transaction code
	VC01N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Support ( Edit Sales Activity


2. On the Description tab page, on the Create Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Menu action
	
	Sales activity ( Get
	or: Shift + F4


3. On the Sales Activities with Short Description selection screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Sales activity type
	
	YQ02
	Recall control

	S&D document
	
	<Sales activity document number>
	Number of follow-up sales activity


4. Choose Enter.

5. Double-click Entry found.

6. On the Description tab, on the Change Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Reason
	
	Recall
	

	Initiator
	
	( Us
	

	Status
	
	Being edited
	

	Outcome
	
	Product Returned
	

	Outcome analysis
	
	Recall with Return
	


7. Choose Enter.

8. On the Partner tab, on the Change Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Employee responsible
	
	10
	Schnied

	Contact Person
	
	<choose F4 help>
	Enter a contact person of the customer
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Depending on which customer you have identified, you can maintain a contact person of this customer with transaction XD02. Enter the customer number and Continue. Choose tab page Contact Person and maintain the data for Name, First Name, Department and Function.

9. Choose Enter.

10. On the Texts tab, on the Change Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Preparation ( Button 
	
	Create
	

	Language
	
	English
	

	Preparation - text field
	
	Returns delivery expected
	Text (variable)


11. Choose Save.

12. Choose Back (F3) on the Create Sales Activity screen.
Returns

As part of batch recall, returns can be entered directly from the sales activity. This establishes a content-based relationship between the sales activities and the return deliveries. The individual activities, as such, can be better understood and monitored.
When the operation is completed, the sales activity can be set to completed.

Procedure

The follow-up sales activity is the basis for entering returns. As an alternative to the procedure described here, you can also enter the returns directly when processing the sales activity (see procedure for processing follow-up sales activities).
1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Sales support ( Sales activities ( Edit

	Transaction code
	VC01N


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Administration (SAP_BPR_SALESPERSON-S)

	Business role menu
	Sales ( Sales Support ( Edit Sales Activity


2. On the Create Sales Activity screen, on the Description tab page, choose from the menu Sales Activity ( Get (alt.: Shift + F4).
3. On the Sales Activities with Short Description selection screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Sales activity type
	
	YQ02
	Recall control

	S&D Document
	
	<Sales activity document number>
	Number of the follow-up sales activity


4. Choose Enter.

5. Double-click Entry found.

6. On the Description tab page, on the Change Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Menu action
	
	Follow up actions ( Returns 
	


7. The default data, for example, sold-to party, terms of payment, and so on, are now copied to the returns order. Enter the additional data that is required on the Create Returns - Overview screen.
	Field name
	Description
	User action and values
	Comment

	Confirm billing date
	
	Enter
	

	Purch. ord. no.
	
	Recall Product X
	(variable)

	
	
	Enter
	

	Billing block
	
	<no entry>
	delete entry 

	Order reason
	
	Return from Recall
	

	
	
	Enter
	

	Material
	
	<Material number>
	

	Order quantity
	
	10
	Enter a quantity


8. Choose Enter.

9. Choose Save (Ctrl + S).
10. On the Description tab, on the Change Sales Activity screen, enter the required data:
	Field name
	Description
	User action and values
	Comment

	Status
	
	Completed
	


11. Choose Save (Ctrl + S).
12. Choose Back (F3).
Result

The system contains a returns order for returning 10 PC of the recalled article.
4.5.4 Billing (Credit Memo)

Based on the return delivery, we issue a credit memo to our customer.

The credit memo request is automatically blocked for billing.

Prerequisites

A return delivery is created and the corresponding goods receipt is posted in the system. 

Procedure

1. Access the transaction choosing one of the following navigation options:
Option 1: SAP Graphical User Interface (SAP GUI)
	SAP ECC menu
	Logistics ( Sales and distribution ( Billing ( Billing document ( Create

	Transaction code
	VF01


Option 2: SAP NetWeaver Business Client (SAP NWBC) via business role
	Business role 
	Sales Billing (SAP_BPR_SALESPERSON-S2)

	Business role menu
	Sales ( Billing ( Create Billing Document


2. On the Create Billing Document screen, make the following entries:

	Field name
	Description
	User action and values
	Comment

	Document
	
	<returns delivery number> 
	


3. Choose Enter.

4. On the Credit for Returns (RE) Create: Overview of Billing Items screen, choose Save.

5. The system displays the message Document 9xxxxxx saved (no accounting document generated). From the menu bar, choose Billing document ( Change.

6. On the Credit for Returns (RE) Create: Change Billing Document screen, choose Release To Accounting. The system displays the message Billing document xxxxxxx has been saved. 

7. Choose Accounting overview.

8. On the List of documents in accounting screen, double-click Accounting document. The various accounts and offsetting entries are listed.

9. Choose Back.

10. Double-click Profitab. Analysis.

11. Choose the Characteristic fields tab page. Key fields (for example customer hierarchy, sales employee and so on) are displayed.  For each of these keys, the relevant values are updated in CO-PA.  Within the value fields tab page, you can display the values (sales quantity, manufacturing costs, and so on.). These values are displayed with a minus sign next to them as they are retroactively posted in returns.

12. Choose Back.
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Alternatively, the credit memo can be created with reference to the returns order.On the Create Billing Document screen, enter the respective document number.[image: image38.png]






Processing log for program RVCASM01 Routine ENTRY


Processing started for standard version of address list 0000000002


Interval 000001 printed with 3 addresses �                �3 follow-up sales activities of sales activity type YQ02 were created for interval 000001


The status in document 0100000001 was changed from 2 to 3


3 addresses were printed in total


The status in document 0100000001 was changed from 3 to 5





                 


Es wurden insgesamt 3 Adressen gedruckt                                    


Der Status im Beleg 0100000001 wurde von 3 auf 5 geändert                  


Adressbestand 0000000002 vollständig gelöscht
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