SRS office procedure 9.9.25
I am doing an SRS for blenders, just jotting down how I do it:

Upon receipt of an email/call to say the customer would like something serviced/repaired; if they have not mentioned the s/n, please ask for that first (if the customer cannot find it, proceed anyway and mention customer did not have s/n in the notes)

You can check serial numbers on i/stats:
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to see if they are correct/linked with that customer and to also see what a/c to use (sometimes repairs have a separate a/c). 

Find customer name/search using email address or use the a/c you found when looking up the s/n.
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Click on the circle arrow icon to open SRS screen.

Save (PDF) the email from the customer and upload it here:

[image: image4.png]Adding to SRN69238

Document ID = .pdf
The file SRS-R Free-SRS69238-20250909.pdf has been uploaded



You get this message:
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Use back arrow to get back to the SRS screen.

Check pre-filled boxes are correct – name, dept etc.  In the notes field, add the information the customer has given you, eg:
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DO NOT PASTE anything into this box except the s/n as anything pasted ends up with odd characters instead of proper letters.

From the drop down box:
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Usually use quote before repair, especially if the customer has just contacted you to say they want to send something in.  If it is a faulty item still in warranty, you would pick warranty.  The only time the office use the “for servicing” or “for calibration” option is when you are starting this SRS process with a PO and nothing else 
The company drop down is usually Viamed, but change this if necessary.

You will see the returns ref number that you need to pass on to the customer at the top left of the screen.

When you are happy with all the information, click update details at the bottom. 

I/stats will create the following that can be found under the contacts on the main screen of the customer’s account.

Please email the customer with the returns reference number and ask them to include a certificate of decontamination, to remove any batteries (as applicable) and that we advise they use a tracked service to return the device to us.  

Please advise them that we will issue an official quotation when the team have assessed the device/s and that we do not need a PO until the quote has been issued.  We do not proceed with a repair until the PO has been received.

(Export: they are sent a proforma invoice instead of a quote if not a credit customer)
