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Order Fulfillment Manager Role & Responsibilities

A brand’s Order Fulfillment Manager (OFM) is the main point of contact for the
ExpertVoice Customer Success Partner as well as the Expert Support Team. This can
be for anything related to order processing and inventory management. It is important
for a brand to process orders in a timely manner and keep inventory numbers up to
date. This way Experts have a positive experience with the brand on ExpertVoice and
ultimately become brand advocates for them after experiencing their products.

Main Role:

* Receive and fulfill orders in a timely, efficient manner

* Keep inventory levels up to date

* Responsible for processing refunds and cancellations as needed

» Assist with customer service questions either directly from the expert or ExpertVoice’s Expert Support team
*  Work with the Customer Success Partner to troubleshoot any issues

Best Practices:

* Monitor orders via the Daily Order Summary email

* How often an OFM should be coming into the ExpertVoice admin to process orders is dependent on order
volume. We recommend going in at least a couple times a week, but for high volume brands, orders should be
processed on a daily basis. All orders should be processed within 7 days due to the card authorization window

» If inventory availability fluctuates regularly, the OFM should update the inventory file for ExpertVoice on a daily
basis. Otherwise, we recommend updating inventory at least once a week
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How to Cancel Orders

Follow these steps

1. Orders to Cancel:

From the home screen, click the
“Orders” dropdown, select “Orders to
Fulfill”

In the “Orders to Fulfill” screen:
® Search for the Order ID that needs

to be reauthorized. Click Submit at
the bottom

® Order will appear below
® Select the order

€) ExpertVoice

n Profile ¥+ Members v Site Content v Pro Programs v Stores ~ Exter‘

Member Approve

USERNAME % LAST NAME % FIRST NAME +  TEAM NAME % ATTACHMEI

No items found.

OEIER Analytics v
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Orders to Fulffill
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Approve Orders @ - ACTION

(ORDERS TO FULFILL

Search and manage orders placed for Sanuk products

SEARCH ORDERS

Order Group Id:

Email:

Username:

First Name:

Last Name:
Fulfillment Outlet: -all -
Store: -all-

Date: ]

Exception: -all-

Orders
ORDER TYPE s

ORDER ID - DATE $
05/05/2020 | ProMotive

Export as: SV EXCEL

BUYING COMPANY

The American Alpine Club
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How to Cancel Orders

FO"OW these StepS _()ExpertVoice 4 EXPERTVOICE - =e
A Organizations » Members ~  Sits Content » Exmmlmm-mmns- Preferences » Marketing ~  Integration ~

BACK « | Prev | Order4of500 Next »

2. Cancelling an Order: ORDER SUMMARY °

Order Information

B3 Change Payment A SetException | # TxnProfile | # Adjustment | we Escalate to Finance

From the Order Summary screen:

GENERAL PAYMENT SHIPPING ADDRESS
Orderid 4535821 Fulfiliment Outiet 100 o E rtVoi
. « 9 Order Date 0312012019 Currency USD XpertvoiCeé 4 EXPERTVOICE ~ =0
[ ] Status  Processing
Click “Cancel
Shipped By #  Organizations v Members v Site Content + ExtemalCcment-m Reports v  Preferences v Marketing v Integration v

« Select the items to be cancelled, rame
[ Back to Order Summary ]
* Select “Cancel Items” i o RO CANCEL GROUP ORDER ACTION

Vendor Program ID 600688

o | n p u t a commen t |f d es | red Team  Fire and Rescue Please select the items to cancel

Profile Name  Broform Payment Authorize
° C l i C k 114 S u b m it » Commission 12.5% of Merchandise /ment Service Fee N/A Select iems: Description Unit
UL SRR BRolip v | Adrenaline GTS 19 78.00
LFILLME 2 Color: 069 Black/Blue/Nightife ~ Size: 9.0 Width: Reg
# e a5 x covo
EZE3 BT ko 5 e b 3 i e st i s ey o e

Group ID 9103476 Payment Stive oMZed
Date Created 03/20/2019 Integration Status Submitted S = = . o . . :
2y This group has been transmittd to the ERP system. Removal of items from this group will resuit in the system not being able to receive automated

(13 k bl' 2 h
Make note public” means the oo Conis emmone sy

Status Processing

Shipping Method ~ Ground

member can see the commentin e g

Not Shipped

their profile .

[ —

' Cancel ltems

B lnprocessed

“Email Member” will email the
comment to the member —py ettt ¢

Email Member: |

Removal of items from this group will result in the payment authorization being voided.

NOTE: Leaving both boxes unchecked means only
ExpertVoice & your employees with Admin rights can ‘

see the comment. ()







