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1. Introduction

1.1 Scope

This manual covers the process of customer repairs/complaints and the use of the online tool RMA Portal
(http://rma.petrotec.eu).

1.2 Company

PETROTEC - Inovagéo e Industria, S.A.
Parque Industrial de S. Jodo de Ponte - Pav. C2
4805-661 Guimaraes — Portugal

Tel.: +351 253 479 300 Fax: +351 253 479 318
E-mail: hg@petrotec.pt

Internet: http://www.petrotec.pt/

1.3 Overview

The RMA Portal was developed in order to improve and make the whole repair/complaint process more transparent, with
significant improvements to the customer. The tool optimizes the customer / company communication and significantly
improves the overall management of the repairs/complaints process.

1.4 Work Flow
Customer RMA

Request

Returning

Repaired RMA

Material Approval
Customer

Repair Sending

Centre Material
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2. RMA Portal

21 Login

To access the RMA Portal Web Service open a browser and insert the link http://rma.petrotec.eu and press on “Customer
Login” (*1). Insert the provided customer login (*2) and press login button. After successful login you will enter main page
(*3).

= e e

Tihekoome 1o Paliatas FMA Web Seraos

‘ Check RUA Came Status Sl Submil new AMA Rsques!

u! Foawiw i it ool i Prisshuct Fietun Paticy

(*1 - RMA Portal Main Page)
Petrotec
Gumbores Logks | sl 3 Rzt
Lﬁslﬂ
Bl <=2
“ <A
Legn Cancel
L
J
(*2 - RMA Portal Login Page)
Pous aew loggend i cemg  chena o0y | ool
Weicome 1o Patrtec: RS Wb Service
‘ Chasds AR Caze Savus _;._j Suzmit new ALA Racuest
; i Feview your Boocust profie 7 Frodus Retum Polcy
A

(*3 — RMA Portal Main Page)
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2.2 Account Profile

To review your account data press on “Review your account profile” on the main page (*4), you will enter
profile detail page (*5) where all your company information is displayed and can be reviewed if necessary. If
your billing address is different from your shipment address please add this info by checking the box on the
bottom of account profile page (*5), a new field will appear (*6) and you can input the new address
information.

Pous aem loggeetin e g g oy | o

Wiaicome 1o Palrtes FA Wab Senace

‘ Cheds Ak Case Savus - 0= Suomit new AMA Raquent
[ i a Feaview your eeccust :':.r] T Frosus Fetum Poloy

1 )

(*4 — RMA Portal Main Pagel)

Profile Datails Login Tnfo

WD TS WA 2Tl Mmoo

Shipping and Biling Address

HE dumaiss

AN 1T Pame indurie
Rodmea 2 pyy 0O
CEY.  Sumarieg

e ]
RO, A a4 A58

s367) 777 77

I My billing eddreea ls dffern from =1y :'\-|::~r:::-:|.-:'.l ¢

Submit || Camcet

—

(*5 — RMA Portal Account Profile Pagel)
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o Wty biling address b ditizrent fram my shipisg address

Billing Adcress:

Coustry: | Porugal '
Stete: | GuimarBas
Addevsa ;| Pargue Industsl
Addeesa 3| Pgy 0900
Gy | Guimarkes
Tpcode:  seas-pey
PRore: | |2351) 546 646 64
Feou | |#351) 777 777 T

Submit

Cancal

(*6 — RMA Portal Billing Addtess Page)

2.2.1 Change Login Information (User/Password)

To change your login information (User/Password) go to the account profile page and press “Login Info” on the
top of the page (*7) a new screen will appear (*8), insert the new information and press “Submit”.

Your Infarmation

Conmpamy NEMS: | Pgmieum o
POk & CONM Py
Firetnama:  Jotn
Lasinema: D¢
WREES: WA STOHILTLO0T

Cowntry: | Poruca b
Hete. Aumpieg
L Pemue indusia
Rodmea 2 pyy 0O
CEY.  Sumarieg
LipcOte:  aoogace
FRONA.  -Ny) A4 A4 ARL
- LIS TITITITT

My billing edidreea s dfferant from =1y shipping sodnsss

Submit || Camcet
 ————

(*7 — RMA Portal Account Profile Page)
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(*8 = RMA Portal Account Profile Login Edit Page)

2.3 RMA Request

To submit a RMA Request, login in to the RMA Portal (http://rma.petrotec.eu) and select “Submit new RMA
Request” (*9). To introduce an item it’s possible to do it through two ways: serial number or Product Code. If
the product code is not known it is possible to obtain this information by searching in the product list (Code or
Description) that is available in this page (*10).

Select the item and press “continue” on the bottom of the “Confirm Product Info” page (*11). In the next page
(*12) you are required to fill in the additional information below about the selected item.

Item Details:
4 Serial Number - Whenever an item has a serial number filling this field is mandatory; (*13)
4 Sales Document Number - whenever possible identify the number of the sales document; (*13)

¢ Dispenser Serial Number — If the claimed item is part of an equipment (eg. Dispenser) it is necessary to
identify the serial number of the original equipment; (*13)

4 Reason for Returning: (*14)
o ™. Defective”;
“2. Damaged On Shipping;
“3. Dead on Arrival” (Mandatory - Requested Action: “1. Repair Under Warranty”);
“4. Incorrect ltem” (Mandatory - Requested Action: “1. Repair Under Warranty”);
‘5. Incorrect Quantity” (Mandatory - Requested Action: “1. Repair Under Warranty”);
“6. Missing Parts” (Mandatory - Requested Action: “1. Repair Under Warranty”);
o “T. Other (Specify on Request Action)”;
4 Detailed Problem Description — It is mandatory a detailed description of the problem; (*15)
¢ Requested Action: (*16)
o “1. Repair Under Warranty”;
o “2.Repair Out of Warranty”;
o “3.Return Material”;
O

‘4. Equipment Upgrade” (Use this option if you need to send us an equipment to be upgraded
(Hardware/Software) out of warranty conditions);

4 Include Attachment — To add attachments let the box checked and uncheck the box if you don’t have any
attachments to upload; (*17)

0O O O O

After filing in the above requested information press “submit” at the bottom of the page. If the option “include
attachment” is activated it will open the page “Include Attachment for Product Below” (*18), in this page click
on “select file” and choose the file you want to upload, after selecting the file insert a small description and
finish by clicking on the “upload” button. If you need to upload more files repeat the process, If not finish by
pressing the button “done with upload”. (*19)
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In the next page (*20) you can verify the added items to the RMA if it is necessary to add more items press
“Add another product to return” and repeat the process, if not press “/ am done adding products”.

Next step confirm your address, in this page (*21) you can review the added products before submitting the
RMA Request, if everything is ok press “Submit RMA Request”, you should now view a message confirming the

successful insertion of the RMA Request (*22), also you should be notified through the provided email
address.

“Pousaew loggeedin e e g oy | onei

Weicome 1o Patrtec: RS Wb Service

‘ Creck AR Case Sovus [ | Ii Suomit new Akl Re:uz:l] <j
ii Fewizw your eoccusl profie - Froduc: Retum Pokcy

(*9 — RMA Portal Login Page)

il s Page Rty Policy | Submit a Requesk for F34 G*.;ﬁ.e.;w’.‘.sn’.asﬂsxxus

§ |dentify Froduct ts Retum Identify Product to Retum
Ceral Mo Fode
Subgid Sabemmt

.

'l:l' Sakct proguct Trom this Bst

Pt e+ || Find i || Besat ¢

a1 HTE S-IAUPTY A5F BTF 1301

20ENTHTT HORFO ASRRTF 4cecil

Eo ] MEDF FTF 238 FET

0 FMEDDTF FTT ACBLLE N

EREFES 5 PROGR. | RETRGFIT. FOUWD. BASE 155800 @
HENmi 4 FROCAUTS W75 FOUNDATION BAGE

ST RERAGAN PELECTRGOO TERRA

BAHAT SERALAD AFERTE 1" 4 PARAR SEXT

DN BERALAD AN 1

(*10 — RMA Portal Submit New RMA Request Pagel)

beny Indes Page | Retum Policy | Submit 2 Request for A& Chedk AMA Regquests/Cases Status
Confirs Preduct info

Product Gade

bt pdion: CAFUPDASP RTF 11

Cartini | Cancal

(*11 — RMA Portal Product Confirmation Info Page)
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(*13 — RMA Porta Login Pagel)
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(*14 — RMA Porta Login Pagel)
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o
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(*15 — RMA Porta Login Pagel)
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(*20 — RMA Porta Login Pagel)
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(*21 - RMA Porta Login Pagel)
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(*22 — RMA Porta Login Pagel)

2.4 RMA Case Status

To check the status of your RMA Cases press “Check RMA Case Status”(*23) on the main page and a new page
with a list of all your RMA Cases (*24) will open. In this page you can verify that only the approved RMA Cases
have a RMA number, the pending RMA Cases are still awaiting approval and no number was yet attributed.

“Pousaew loggeedin e e g oy | onei

Weicome 1o Patrtec: RS Wb Service

‘ Chsds AR Caze Svus ¢ g Ii Suzmit new AMA Request
ii Fieview your Bocoust protie T Frodus Fietum Poloy

(*23 — RMA Portal Main Page)

v Dredien Pape Rborn Policy | Submit a Request for 544 Ched RHA Requests/Carses Status

A M T || Findk | Resst

(*24 — RMA Portal Case Status Page)
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2.4.1 RMA Approval Pending

The RMA with pending approval will appear on the list without RMA number and with the status “1. RMA
Requested Submited” (*3), you can review the content of each submitted RMA by clicking on the “Request ID”.

e Indien Paga Rsburn Poficy | Submit a Request for RMA1 Ched: RHA RequestaiCams Staius

AN T /| Findk || Fesed

(*25 - RMA Porta Login Pagel)

242 RMA Approved

After receiving an email confirmation with the RMA approval you can verify it on the RMA Case Status page (*26) that the
approved RMA has now a RMA number and the status as exchanged to “2. RMA Case Opened”, and you are authorized to
send the material to the repair centre.

Pressing on the RMA number it will open a RMA Detail page (*27) and it's possible to confirm all the information, as this
RMA is already approved the status is “2. RMA Case Opened” and the Remarks “Awaiting for Customer to Ship ltems”.

To proceed with shipment there’s available on bottom of the RMA Detail Page (*27) the Packing List and Shipping Label for
printing, for that just click over each option and it will open a new pop-up screen with the RMA Packing List (*28) and the
Shipping Label (*29), on the left top corner of each pop-up screen there’s a printing button. For shipping the material put the
Packing List (mandatory) and the Shipping Label on the materials box.

Mo I Paga Rsburn Policy | Subeeit a Request for RMA1 Ched: RHA RequestaiCams Status

AN T || Findk | Resst

i e e e S et i O
= 1 Fs Recuent Scermttes 1 1 2002014

o

(*26 — RMA Portal Case Status Page)

e oo Fage! Baburn Folicy | Submit a Baguest for RHA | Dhack EMI Reguests/Cases Shatus

fay ERERS TRDOA PTF 3-8 FET

Pk AN Fucking Il | Prick Qaveris Shigping Label | Ve inspection AHaskmesis

(*27 — RMA Portal RMA Detail Page)
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0 rra.petratecewsrmapackingslipaspermand
Print $

PETROTEC - Inovagio e Inddstria S4

Return Merchandise Authonzation

il da Ponbe
& Ponle " .
& Ponle Guimardes RMANO.: RMADODOAS

Tal (+351}) 253 479 300
Fa: (=361, 363 470 3158 FMA Date 27-10-2014

Email Address

Account Ho.: 123456 ity Fhane: Fax:
SENDER SHIPTO
Patralewi Inc. Patrates - Indvacho & Inddatria S4
Farque Indusiial Departamanty de Ouzlidade
9990-09% Guimaraes Guimardes Parque Industial da Ponle
Fayv. C2
4805-861 5. Jodo de Ponte Guimaries - Porugal
Product o sarial Reasan For Detaied Problem
Code Description Cuiantity Nao. Returning Description
aqiugs [©-MECIDCR PTF 25-80 5 |1 Detectiv e didor faz bandho
200201HE1 FET 1 SE5ER5 Diedective LB,

(*28 — RMA Portal Paking List Page)

rma.petroteceu/
print | gl

Petroleum Inc.
Parque Industrial
9999-999 Guimardes Guimardes

Petrotec - Inovacédo e Industria SA

Departamento de Qualidade

Parque Industrial da Ponte

Pav. C2

4805-661 S. Jodo de Ponte Guimaraes - Portugal

(*29 — RMA Portal Shipping Label Page)

243

Review RMA Case Open Status

To review all your RMA cases and verify the status of each one, go to the RMA Case List Page (*30) and check the Status
for each RMA, the available status list is:

L 2R 2R 2R 2B 2R 2 2R R 2R 2 2 R R 2

"1. RMA Request Submitted" — Customer submitted a RMA request (awaiting for approval);

"2. RMA Case Opened" — RMA submitted case is approved and awaiting for material shipment;
"3. RMA Request Denied" — RMA case denied, justification will appear on the denied details;
"4. RMA Receiving in Progress" — RMA was received on the specified repair centre;

"5. RMA Receiving Completed" — RMA received/confirmation completed with no issues;

"6. Reception Complete (Non-Compliance)" — RMA reception completed with faults (see remarks for details);
"7. RMA Inspection In Progress" — Quality department initialized the inspection;

"8. RMA Inspection Completed" — Quality department inspection completed;

"9. RMA Repairing In Progress" — Initialized the repairing process;

"10. RMA Repairing Completed" — Repairing process completed;

"11. RMA Ready for Shipment" — Items are packed and ready for shipment;

"12. RMA Shipped" - RMA items sent to customer;

"13. RMA Rejected" — RMA case rejected, justification will appear on the rejected details;

"14. RMA Cancelled" — RMA case cancelled, justification will appear on the cancelled details;
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4 "15.RMA Completed" - RMA case concluded;

On each RMA it’s possible to see the details of each inserted item, go to the RMA List Page (*30) and select an Open Case
(*3). In the RMA Detail Page (*31) it's possible to review all the inserted items and the inspection attachments (*33) if
available. Clicking on an item inside a RMA Case you will enter the Item Detail Page (*32) in this page is possible to review
the initial request information and also verify the several available status (Warranty/Findings/Resolution). The available

status lists are:

¢ Warranty Status

o Under Warranty Period

o Out of Warranty Period

o Out of Warranty Conditions
o Not Applicable

4 Findings Status

o No lIssues Found
Damaged in Shipping

Missing Item
Wrong item

O O O O O

4 Resolution Status
o lrreparable

Wrong Quantity
Wrong Serial Number
ltem with Damages

Repaired under Warranty

O O O O

Replaced under Warranty

Repaired out of the Warranty Conditions
Out of Warranty

Cancelled by the Customer

Mem [ndas Page | Raborm Policy| Submit & Reguast for RMAL Chiede RMA Regusct §/Cases Stabus

A b T || FindE || Resai
5 P
$ - Faonnz

(*30 — RMA Portal RMA Case List Page)

B it
A Ho. A Dl

Rt 1} Rl O Ry

9*-"*“*‘ FREE | BMEDI0R PIF 2580 PET 1 Wt Waraary Pascd 0. s Faad £ Papaied wils Wanay

B AU Facking §1 Pt Gararis Sigping Label | Vaw hapachion Atyshrussty €5

(*31 — RMA Portal RMA Detail Page)
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Mana Inckis Page | Retum Policy | Sulbmi & Ragues for RHA | Chick RMA RaquastsCacas Status
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[T EXEEE
Pt I Repieated Qv
& A et b
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Ext
(*32 — RMA Portal Item Detail Page)
L rmagetrotecey,

s paction Amachmernt for 20928 tH8 1 (MVEDDOR
Remarks #5000 pichure

2580 PET)

(*33 — RMA Portal Inspection Attachements Page)

2.5 RMA Return Policy

To check our Return Policy press “Product Return Policy” (*34) on the main page.

Pioussaw et e oo cles o0 | ool

Wiaicome 10 Pairtes: FdA Wab Senace.

. Crasck A Caze Satus
ii Faviaw your Boooust prodie

(*34 — RMA PortalProcuct Return Policy Page)
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