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RMA PROCESS MASTER FILE 

 

L1 oversees placing orders (replacements and new orders) and making sure defective units 
also get returned.  
 
Type of orders: 
SI= Sales order 
RMAS= Replacement order (outbound)  
RMAR= Return (inbound) 
 
“RMA” is Return Merchandise Authorization. When the unit is defective, we provide the customer 
with a replacement, once they receive the replacement, they need to return the defective unit.  

The process varies depending on the customer, shipping method, unit model and country. 

After the ticket is escalated to L2 for an RMA request, L2 will review it and approve or deny the RMA 
request. All RMAs need to be approved by L2. 

 

Once the RMA is approved, the ticket will be kicked back to L1 with the following note: 

 

To know when and how to create an RMA Tag and a Return Shipping Label please refer to these 
SOP: 

 

 RMA Tag SOP 
 Return Shipping Label SOP 
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RMAS FOR THE USA (REGULAR CUSTOMERS) 

 
After the approved by L2. Do the following: 
 

STAGE 1: SETTING UP THE TICKET 
 

1. Change ticket type from “troubleshooting” to “RMA”. 
2. Fill the “RMA Number” field, the RMA number is the date of the 
approval + serial number, in this example this SN was approved 
for RMA on 12/12/2025. The day must go first.  
3. Enter de date the RMA got approved in the “RMA Approval 
date”. 
4. Hit “update” on the ticket. 
5. Send canned response “RMA Approved – All Units” to the 
customer, this will give them a form they need to fill out.  
6. Set ticket to “waiting for customers response” 
7. Ticket will reopen once customer replies. 
 
 
 
 

*Ticket will reopen with customer’s information* 

 

 

Use this information to fill 
properties pane: 
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1. After transferring shipping information to ticket properties. 
2. Hit “update ticket” 
3. Send canned response “RMA Information to Customer” this will give the customer 

a summary of the replacement order. 
4. Attach Return Tag if applicable on a note. 
5. Attach FedEx Return Label if applicable on a note. 

 

STAGE 2: PLACING THE ORDER IN FOOTPRINT/CRANE 

Step 1 

Place the order in Footprint  

 

1. Should be set to “outbound” as this is an order we are shipping out. 
2.  All 3 fields need to have the same reference “RMAS-Ticket number”. 
3. Inventory to use to fulfill order, “Ginlong-RMAS” 
4. Warehouse will always be “SFO” 
5. Look for the name of the company we are shipping to. Once selected look for the 

contact information provided by the customer. If the company/contact is not saved, 
you may add them by clicking “new account” or “new contact” respectively.  

6. Sign with your name.  
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Step 2. 

Look for the material(s) you need to add to the order and quantity (replacement orders are 
always Qty. 1). The materials need to be an exactly the same as the one being replaced, 
enter the quantity and lastly click on “add item”  

 

Step 3 

After you finish adding all the items click next to the upper right corner, it will show you a 
summary of the order you are placing. Take a screenshot and add it on a note on the ticket.  

Example: 
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Step 4 

Review the order summary and click “next” again. Wait until the button changes to 
“finish”, click “finish” and the next message will show up.  Take a screenshot and add it on 
the same note as your previous screenshot of the order summary. 

 

 

 

 

 

 

 
 

 

 

 

 

Hit ok. Your order will have been submitted! 

Next, you need to make sure to notify Crane that the order has been submitted, that 
they need to process it and let them know how they need to ship it (FedEx or OMNI) 

 

Follow the next steps to notify Crane of the order:  

 Open a new thread on the ticket  . Select “Create new” and 
choose “forward this ticket” 

 Use canned response “RMAS-OMNI” or “RMAS-FedEX”, depending on the type of 
item we are replacing, 3P ship via OMNI, 1P and accessories ship via FedEx. 

 Edit the template by adding the materials, quantities and shipping information 
provided by customer (only “RMAS-FedEX” will ask for shipping information to be 
added) 
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 The canned response includes the emails of the people that need to be added to the 
email request, copy and paste them on the “To” section and make sure to erase them 
from the body of the email.  

 Change the subject to the order’s reference number. “RMAS-ticket number” 
 

 Send the order and rename thread to the order’s reference number as well  
 
 
 
 
 
 
 

 Once Crane has been notified, enter the order date 
on ticket properties 

 set ticket to “order being processed” 

 

 

 

* TICKET WILL REOPEN WHEN CHRISTINE HYNDS CONFIRMS ORDER HAS BEEN PROCESSED* 
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Scenario 1: 

 

When requested to ship via FedEx. 

 

 Christine will reply on the order thread with a FedEx tracking number 

  

 

 

 

 

Add the following information on the properties pane: 

 Replacement SN: look for replacement SN on your email 
notifications. 
 RMA tracking: FedEx tracking number previously provided 
 RMA tracking date: date when Crane proves said tracking 
 Return tracking number: Tracking number of the return 
FedEx label, if applicable. 
 Hit “Update ticket” once this information has been added to 
save the changes. 
 
 

 

 Send canned response “1P unit shipped” to customer. (Attach RMA tag and return 
shipping label to this response if applicable) 

 The ticket will be set to “Return RMA” automatically after sending the canned response. 
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Scenario 2: 

When requested to ship via OMNI. 

 Christine will reply with freight dims and weight 

 

 

 

 

 

 

 Use canned response “Pallet info to OMNI” 

 

 

 Make sure that the following sections are edited accordingly on the canned response: 

 

 

 

 

 

 

 

 Order: must have the “RMAS-ticket number” reference 
 Customer, business and address: will be the shipping information, it should be pasted 

automatically when using that canned response.  
 Dims and weight: Copy and paste the same information provided by Christine.  

 The canned response will include OMNIs email 
(controltower5@omnilogistics.com ), copy and paste it on the “To” section with the 
rest of the emails looped and delete it from the email you are about to send. 
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 Send email and set ticket to “24hreopen” 

 

* TICKET WILL REOPEN WHEN OMNI PROVIDES THE BOL NUMBER* 

 

 OMNI will add the BOL number on the ticket 
subject. OMNI will also provide shipping documents, 
those are used by Crane, you do not need them. 

 

 

Add the following information on the properties pane: 

 Replacement SN: look for replacement SN on your email 
notifications. 
 RMA tracking: Paste BOL number provided by OMNI 
 RMA tracking date: date when OMNI proves said tracking 
 Hit “update ticket” to save changes. 
 Send canned response “3P unit shipped” to customer. 
(Attach RMA tag to this response) 
 The ticket will be set to “Return RMA” automatically after 
sending the canned response. 
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RMAS FOR THE USA (CANADIAN SOLAR ONLY) 

Canadian Solar (CSI) RMA process varies in a few details. They only work with 3P units. 

 

After the approved by L2. Do the following: 
 

STAGE 1: SETTING UP THE TICKET 
 
1. Change ticket type from “troubleshooting” to “RMA”. 
2. Fill the “RMA Number” field, the RMA number is the 
date of the approval + serial number, in this example this SN was 
approved for RMA on 12/12/2025. The day must go first.  
3. Enter de date the RMA got approved in the “RMA 
Approval date”. 
4. Hit “update” on the ticket. 
5. Send canned response “CSI – RMA Approved” to the 
customer; this will ask them to send over a claim.  
6. Set ticket to “waiting for customers response” 
7. Ticket will reopen once customer replies. 
 

 

 

 

* TICKET WILL REOPEN WHEN CSI SENDS CLAIM FILE* 
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Use the PDF attached to 
transfer shipping 

information onto the 
ticket properties 

 

 

 

 

 

 

 

 

 Hit “update ticket” to save changes. 
 Send canned response “RMA Information to CSI” 
 FOLLOW THE SAME PROCESS STATED ABOVE TO PALCE THE ORDER.  

 

Canadian Solar only works with 3P units, follow the same process above marked as “STAGE 
2: PLACING THE ORDER IN FOOTPRINT/CRANE” and when the order gets processed you 
will have to follow scenario 2, since it will be shipped via OMNI.  

*The only diƯerence between RMAs that go to Canadian Solar is that instead of us providing 
them a form to be filled out, they provide us a file, so make sure to send them the correct 
canned response. The rest is done the same way.  
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RMAS FOR THE USA (SUNRUN ONLY) 

Sunrun RMA process varies in a few details. They only work with 1P and maybe other 
accessories. Also, we do not ship out replacements, they have their own stock that they 
use to replace the defectives that have been approved to be replaced.  

 

After the approved by L2. Do the following: 
 

STAGE 1: SETTING UP THE TICKET 
 
1. Change ticket type from “troubleshooting” to “RMA”. 
2. Fill the “RMA Number” field, the RMA number is the 
date of the approval + serial number, in this example this SN 
was approved for RMA on 12/12/2025. The day must go first.  
3. Enter de date the RMA got approved in the “RMA 
Approval date”. 
4. Make sure there is a Work Order Number WON on the 
ticket field. 
5. Hit “update” on the ticket. 
6. Create RMA tag and return label if applicable.  
7. Send canned response “RMA approved – Sunrun” 
Attach tag and label and make sure to CC the emails on 

this canned response and add the email of the warehouse linked to the branch 
(check this article to see branch email)  

8. Send email and the ticket will be set to “ReturnRMA” automatically.  
 

 

 

 

 

 

 

 


