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How to ς Log a customer reject/return, resolve it  & 

raise a Non Conformance Report (NCR). 

 

The first step is to log 

a customer return. 

CǊƻƳ ǘƘŜ ά{ǘƻǊŜǎέ Ǌƛōōƻƴ 

ǎŜƭŜŎǘ ά5ƛǎǇŀǘŎƘŜǎέΦ 

CǊƻƳ ǘƘŜ ά5ƛǎǇŀǘŎƘŜǎ 

Ǌƛōōƻƴ ǎŜƭŜŎǘ ά/ǳǎǘƻƳŜǊ 

wŜƧŜŎǘέ 

Find the Dispatch Line that 

you wish to log the return 

against. 

/ƭƛŎƪ άwŜǘǳǊƴέ 

Enter the quantity involved 

Please tick the boxes as 

appropriate. By ticking the 

lower box, a demand will 

be created in Match-IT for 

replacements. 

Open the Notes box, enter 

the custƻƳŜǊ ǊŜŦΩ όǘƘŜƛǊ 

QCR etc) brief details if the 

failure όŜƎΦ άtƻƻǊ ŦƛƴƛǎƘέ ƻǊ 

ά¦ƴŘŜǊǎƛȊŜέ ŜǘŎύ and add 

ȅƻǳǊ ά5ŀǘŜ ϧ ¢ƛƳŜέΦ 

                                                                                                                       Next click άLƴǎǇŜŎǘέ  ǘƻ Řƻ ǎƻΦ  
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In the inspection window enter 

the quantity to be rejected. 

¦ǎǳŀƭƭȅ ǘƘŜ άCŀƛƭŜŘέ ǉǳŀƴǘƛǘȅ 

will be the same as the one 

above. 

 You can further use the Notes 

box to enter an explanation  

(this will appear on the report 

below *). 

 

When finished click on 

ά!ǇǇƭȅέΦ 

 

 

 

 

 

The confirmation window will pop up with a 

summary of your action, if it is correct click 

άCƛƴƛǎƘέ ŀƴŘ ά¸ŜǎέΦ 

 

If not, click No to go back a step or two. 

 

 

²ƘŜƴ ŦƛƴƛǎƘŜŘΣ ŎƭƛŎƪ ά/ƭƻǎŜέ 

 

 

¸ƻǳ ƘŀǾŜ ƴƻǿ άwŜǘǳǊƴŜŘέ ǘƘŜ ƎƻƻŘǎΣ ǘƘŜ ƴŜȄǘ ǎǘŜǇ ƛǎ ǘƻ decide how to satisfy 

ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǊŜǉǳƛǊŜƳŜƴǘǎΦ  
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The options will be one of the following; 

1. Credit and replace 

2. Replace free of charge 

3. Re-work free of charge 

4. Credit and consider complete 

5. Argue the rejection either out of hand, or discuss a concession 

 

As mentioned above, logging the return will mark the original Sales Order incomplete and raise a 

ŘŜƳŀƴŘ ŦƻǊ ǘƘŜ ΨǊŜǘǳǊƴŜŘΩ ǎƘƻǊǘŦŀƭƭ ǿƛǘƘƛƴ aŀǘŎƘ-IT. This will deal with the manufacture of 

replacements, but the άŎǊŜŘƛǘέ ƻǊ άŦǊŜŜ ƻŦ ŎƘŀǊƎŜέ ƻǇǘƛƻƴǎ ǊŜǉǳƛǊŜ Ƴŀƴǳŀƭ ƛƴǘŜǊǾŜƴǘƛƻƴ ŀǘ ǘƘŜ Ψ{ŀƭŜǎ 

hǊŘŜǊΩ ƭŜǾŜƭΦ How to raise a credit is detailed at the bottom of this document. 

In 1 & 2 - If the returns are to be fully scrapped (ie not suitable for re-work), then the default 

position of Match-IT is to re-make complete and no further intervention is required (except 

regarding credit vs FOC above). However, it may be expedient to see if there are some new parts 

either in stock or in progress that can be used as replacements to satisfy the demand more promptly 

thaƴ ƳŀƪƛƴƎ ŦǊƻƳ ǎŎǊŀǘŎƘΦ LŦ ǎƻΣ ŀ Ψ¢ǊŀƴǎŦŜǊΩ ƻŦ ŀƴ ŜȄƛǎǘƛƴƎ Ψ.ŀǘŎƘΩ ǘƻ ǘƘŜ ǊŜǇƭŀŎŜƳŜƴǘ Ψ{ŀƭŜǎ hǊŘŜǊΩ 

demand might be appropriate. 

! Ψ¢ǊŀƴǎŦŜǊΩ ƛǎ ŘƻƴŜ ōȅ 

ƭƻŎŀǘƛƴƎ ŀ Ψ.ŀǘŎƘΩ ǘƘŀǘ ȅƻǳ 

want to transfer. 

/ƭƛŎƪ ƻƴ Ψ5ŜǘŀƛƭΩΣ ǘƘŜƴ 

Lǘ Ƙŀǎ ǘƻ ōŜ ŀ Ψ5ƻƴŜΩ ōŀǘŎƘ ǘƻ 

allow a transfer 

 Click Ψ¢ǊŀƴǎŦŜǊΩ 

In the next window you can 

transfer the batch, or part of 

it, from one demand to 

another. You can also use this 

function to change one 

material or step into another. 

 

 

 In 3 ς Where re-work is practical, you have to Ψ!ŘƧǳǎǘ LƴΩ ŀ Ψ.ŀǘŎƘΩ quantity, to place the returned 

stock at the correct step for re-work. 
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 Eg: 

If this customer has rejected some 

of these because the trim was 

incorrect, and we decide that we 

can re-trim correctly (either back 

on the CNC, or a tweak by hand), 

ǘƘŜƴ ǘƘŜ ΨwŜǘǳǊƴǎΩ ǿƻǳƭŘ ƴŜŜŘ ǘƻ 

be shown in-stock at the forming 

step, ready for (re) trimming. 

This would then be recognised on 

the next re-schedule to satisfy the 

shortfall in the now incomplete 

Sales Order. 

 

In 4 ς Where the customer is happy to take credit and does not require either replacement or re-

work, there are two things to do, the first is to raise a credit note for the customer. This is an 

Accounts function and how to do it is described at the bottom of this How To. The next thing to do is 

to (re) close off the Sales line ς ƛǘ ǿƛƭƭ ŀƭǊŜŀŘȅ ƘŀǾŜ ōŜŜƴ ŎƭƻǎŜŘΣ ōǳǘ ǘƘŜ ǇǊƻŎŜǎǎ ƻŦ ΨwŜǘǳǊƴΩ ŀōƻǾŜΣ 

will have re-opened one or both of these boxes.  

 

This is done by (re) ticking the 

boxes ƛƴ ǘƘŜ {ŀƭŜǎ hǊŘŜǊ ƭƛƴŜ Ψ¢ŀō т 

!ǳŘƛǘΩ ŀǎ Cǳƭƭȅ 5ƛǎǇŀǘŎƘŜŘ ŀƴŘ Cǳƭƭȅ 

Invoiced. 

 

 

 

 

 

 

 

 

Several customers have their own NCR routine and documentation, where this is the case 

we will follow that. For customers who do not have a formal NCR system in place, raising 

our own NCR in Match-IT, will give us traceability and a formal response to the customer. 
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To raise a J & A Kay NCR 

 

 

.ŀŎƪ ƛƴ ǘƘŜ ά/ǳǎǘƻƳŜǊ wŜƧŜŎǘέ ƳŜƴǳ. 

 

 

bŜȄǘ ŎƭƛŎƪ ƻƴ άb/wǎέ 

 

Then in the next window click in 

 ά{Ƙƻǿ ¢ƻ .Ŝέ 

/ƭƛŎƪ άwŀƛǎŜŘέ 

 

Locate the job that you want to create the 

NCR for. To help you can further filter by 

using the date function. 

When you have found the record, click 

ά/ǊŜŀǘŜ b/wέ  

 

 

 

Lƴ ǘƘŜ άwŜƳŜŘƛŀƭ !Ŏǘƛƻƴέ ŎƻƭǳƳƴΣ ǘƛŎƪ ǘƘŜ 

appropriate line. 

¦ǎŜ ǘƘŜ άbƻǘŜǎέ ǘƻ ŀŘŘ ŀƴȅ detail that will 

be useful ς these notes will appear on the 

paperwork that can be sent to the 

customer (see below ** ). 

/ƭƛŎƪ ά!ǇǇǊƻǾŜ !Ŏǘƛƻƴ bƻǿέΦ 
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The print below is what will be generated. 

 

 

 

This is in effect our acknowledgement to the 

customer of their product rejection. It contains 

The customer name, 

Our inspection ref (the NCR ref) 

Our sales order  number 

Their purchase order number 

The product detail 

The notes from our initial inspection  

(see above marked  *) 

The remedial action notes 

(see above marked **) 

 

 

If appropriate, this can be sent to the customer for their information. 

 

The result of the ΨwŜǘǳǊƴΩ is to put a demand back into the schedule and you can see this by looking 

ƛƴ ǘƘŜ άwŀƛǎŜ 5ƛǎǇŀǘŎƘέ ǿƛƴŘƻǿΦ 

 

Click here to open 

Locate the line that is subject of the NCR. 
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¢ƘŜ ŦƻƭƭƻǿƛƴƎ ŀŎǘƛƻƴǎ ŀǊŜ ǘƻ άwŜǎƻƭǾŜέ ǘƘŜ b/w 

 

To locate the NCR follow the 

routine as previously. 

/ƭƛŎƪ ǘƘŜ ά/ǳǎǘƻƳŜǊ wŜƧŜŎǘέ 

 

 

/ƭƛŎƪ ƻƴ άb/wέ 

 

 

Lƴ ǘƘŜ ά{Ƙƻǿ ¢ƻ .Ŝέ 

 

/ƭƛŎƪ άwŜǎƻƭǾŜŘέ 

 

 

           Check that the correct NCR is selected 

 

            bŜȄǘ ŎƭƛŎƪ ά5Ŝǘŀƛƭέ ǘƻ ƻǇŜƴ ǘƘŜ ǊŜǇƻǊǘ 

 

 

           In the options tabs   . . . . 

You can use tab 1 to enter any helpful 

ƛƴŦƻǊƳŀǘƛƻƴ ƛƴ ǘƘŜ άCŀƛƭǳǊŜ bƻǘŜǎέΣ ƻǊ ŎƭƛŎƪ 

ǘƘŜ άLƴǎǇŜŎǘƛƻƴ 5Ŝǘŀƛƭέ ōǳǘǘƻƴ ǘƻ ŜŘƛǘ the 

information there. If there is nothing to add, 

ignore this tab. 

 


