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Abstract

Companies are struggling to manage returns due to lack of expertise and time. The demand for product recovery is increasing as reverse logistics has a significant impact on profitability and customer satisfaction. It is difficult to manage reverse logistics activities by forward logistics processes, as these activities are different from forward logistics activities and requires expertise and specialty resources to manage it. Deciding whether to handle reverse logistics in-house or to outsource is always a challenging task for supply chain managers. This is a strategic decision for a company and has many dimensions to it. Due to increasing competition, organizations are realizing a need for effective reverse logistics management system to bring scale and focus to the return-handling problem. To achieve this companies are face with a decision whether to do it through existing facility or by partnering with a third party service provider to respond rapidly to market changes.

A survey of various companies by industry was conducted to study the current and future reverse logistics management practices and trends. It explains several factors considered to decide between in-house vs. outsourcing reverse management. The study gives characterization of third party service providers and highlights key points to look for in a service provider. Different reverse logistics channels are developed to explain reverse logistics practices and returns flow. The project also lists third party performance measurement parameters and problems faced by companies while managing reverse logistics in-house and after outsourcing to a service provider.
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1 Introduction

1.1 Forward Supply Chain vs. Reverse Supply Chain

What is a Supply Chain?

A supply chain consists of all stages involved directly or indirectly, in fulfilling a customer request. (Source: Sunil Chopra and Peter Meindl “Supply Chain Management Strategy, Planning, and Operation”). The supply chain includes the manufacturers, suppliers, transporters, warehouses, distributors, retailers, and customers also. Within each organization, such as manufacturer, the supply chain includes all functions involved in fulfilling a customer requirement. These functions include but are not limited to, new product development, marketing, operations, logistics, distribution, finance, and customer service.

Forward Supply Chain

Forward supply chain (FSC) is material and information flow between the parties involved in the supply chain in a forward direction. The input to the supply chain is raw material and the output of the supply chain is new product. The chain constitutes different activities such as new product development, manufacturing, warehousing, marketing, and logistics etc. Forward supply chain is designed for the goods flow in forward direction from supplier/manufacturer to the end user. The demand is known or can be calculated from historical data and demand forecasting. There are proven statistical methods available for demand forecasting. Tremendous amount of research is done in this area and researchers have developed several effective and workable models and methodologies for forward supply chain management. The subsequent topic on forward logistics and reverse logistics definition details the forward and reverse supply chain components and [image: image1.png]San José State
UNIVERSITY



difference between them.

Figure 1: Traditional Supply Chain (Forward Supply Chain)

Reverse Supply Chain
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Reverse supply chain constitutes all the activities performed in the reverse direction. Reverse supply chain (RSC) is material and information flow between the parties involved in the supply chain in reverse direction. The input to the chain is product, which is acquired from end-user in terms of returns. The reverse supply chain consists of activities listed in chapter two from product acquisition to product disposal. 

Figure 2: Reverse Supply Chain

1.2 Definition of Reverse Logistics

What is Forward Logistics? 

The Council of Logistics Management defines logistics, as:

The process of planning, implementing, and controlling the efficient, cost effective flow of raw materials, in-process inventory, finished goods and related information from the point of origin to the point of consumption for the purpose of conforming to customer requirements.

More simply, it is the science (and art) of ensuring that the right products reach the right place in the right quantity at the right time and in the right conditions and process, to satisfy customer demand.

What is Reverse Logistics (RL)

Reverse logistics is defined in many different ways and referred by several ways such as returns management/reverse supply chain/reverse logistics/reverse logistics system. We will use either of the terms interchangeably in this report. In practice reverse logistics encompasses all the above activities listed in forward logistics but only in reverse direction from point of consumption to point of origin (from end-user to the original supplier/manufacturer). 

To better understand reverse logistics let us look at some of the definitions that we have found in several literatures:

Kroon and Vrijens (1995) say, “Reverse Logistics are the logistic management skills and activities involved in reducing, managing and disposing of hazardous or non-hazardous waste from packaging and products. It includes reverse distribution, which causes goods and information to flow in the opposite direction from normal logistic activities”.

Fleischmann et al. (1997) says “reverse logistics is a process which encompasses the logistics activities all the way from used products no longer required by the user to products again usable in a market”.

Krikke, H. (1998), defines reverse logistics as “the collection, transportation, storage and processing of discarded products”.

Dowlatshahi, S. (2000) explains reverse logistics as “a process in which a manufacturer systematically accepts previously shipped products or parts from the point for consumption f or possible recycling, remanufacturing or disposal”.
V. Daniel, et al. (2000) says that reverse logistics “is the task of recovering discarded products (cores); it may include packaging and shipping materials and back hauling them to a central collection point for either recycling or remanufacturing”.

Professor D.S. Roggers and Professor R.S. Tibben-Lembke (1998) defines reverse logistics as “The process of planning, implementing, and controlling the efficient, cost effective flow of raw materials, in-process inventory, finished goods and related information from the point of consumption to the point of origin for the purpose of recapturing value or proper disposal.” More precisely, it is the process of moving goods from their typical final destination for the purpose of capturing value, or proper disposal. Reverse logistics is also defined as the study of logistic systems for the take-back, recycling and re-use of products after (first) use.

Mark Weaser (2003) says, “Reverse logistics is the process of identifying, returning and reworking products in the supply chain that cannot be used for the intended consumer. These would include processing returned merchandise for reasons such as damage, seasonal demand fluctuations, restocks, salvages, recalls or excess inventory”.
It is estimated that Reverse Logistics costs account for approximately one-half of one percent of the total United States' GDP. (Reference: http://www.rlec.org/)

Difference between Forward Logistics and Reverse Logistics

Forward logistics is totally geared toward efficiency, cost reduction, and making a profit on every step of the way whereas reverse logistics is about the prevention of money loss. (T.B. Gooley, 2002)

The reverse logistics/supply chain is composed of all the members of forward logistics plus the third parties, which act as demand points, namely the secondary markets, landfills, charity organizations, government regulators, and many more.

Helena L and Juan P.S. (2002) list the differences between forward and reverse logistics, which are listed here. Supply uncertainty is a major distinguishing factor between forward and reverse logistics networks. In forward supply chain the demand can be projected and follows a pattern. Several statistical methods are developed for demand forecasting and sales projections. Reverse logistics chain does not have a preciously established demand and have a high level of uncertainty in forecasting returns. This uncertainty comes from that the companies never know in advance when, where and how the products will be returned, and the qualities and quantities may present high variations and thus complicates the design of reverse logistics network. 

Forward logistics systems are mostly pull systems, while reverse logistics is a combination of push and pull system. In forward logistics systems the entire supply chain focuses its efforts to serve the demand of end user market. In the reverse logistics systems the waste/returned products (push system) has to be matched with the demand (pull systems). 

The returned products/components/materials can be reused, remanufactured, or disposed off also the amount of waste disposal is limited by legislation in many countries. Return flow of products follow a predefined processing graph in which the returned products are transformed into secondary products, components, and material whereas in forward logistics, this transformation takes place at production unit which is a source to this network from which the final products takes shape to enter into the user end market. 

In reverse logistics system covers the entire production process from disposal (supply = receipt of returned products) to reuse (demand = reused/reprocessed returned products enter the market again) whereas in forward logistics the production process is designed only towards the demand (manufacturing final product for the market)

Closed Loop Supply Chain

For many years’ companies are focusing on improving the forward supply chain processes and the coordination of different parties/organizations involved in fulfilling the customer requirement in a forward direction (selling the final product to the end user). The traditional supply chain view is now changing and many companies are working on designing and implementing a closed loop supply chain. Closed loop supply chains have traditional forward supply chain activities and a set of additional activities for the reverse supply chain. V.D.R. Guide Jr. of Pennsylvania State University and Luk N. V. W. of INSTEAD (2003) lists the additional activities as:  Product acquisition, Reverse Logistics, Test, sort, and disposition, Refurbish, Distribution and marketing.
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The forward logistics chain is focused to fulfill the end user requirement. The products that are returned are absorbed back in the closed loop supply chain through reverse channel, which is a reverse logistics chain. The returned product then follows a different path than the forward logistics chain product as shown in figure on next page. The products that can be reused as is or with minor repairs/refurbishment are sent back to forward logistics chain for selling them in the forward market.

Figure 3: Typical High Tech Closed Loop Supply Chain

(Source: Blumberg Associates, Inc. Surveys and Questionnaire, Feb 2002)
Other products are disposed off or the components and parts of the products can be reused in the manufacturing. 

The major difference between closed loop and forward supply chain is that for a closed loop supply chain, there is a value to be recovered from the customer or end-user whereas in forward supply chain the customer is at the end of the processes. The current estimates of annual sales of remanufactured products are in excess of $ 50 billion in United States alone (2003). Companies should view closed loop supply chain as a business proposition where profit maximization should be the objective. 

Reverse Logistics Trends, Inc. lists the activities of closed loop supply chain in the table below. 

	Forward Logistics Supply Chain Activities
	Aftermarket Supply Chain/Reverse Supply Chain Activities

	New Product Development
	Material Management
	Manufacturing & Distribution
	Aftermarket customer service

	Design Development
	Vendor Relations 
	PCB Assembly

	Customer Service

	Technology Roadmaps
	Planning
	Box Assembly

	Contact Centers (helpdesk, call centers)

	ASIC Development
	Procurement
Inventory Planning
	Volume Manufacturing

	Depot Repair

	Mechanical Design
	Component Fabrication
	Integration

	End-of-life Manufacturing


	PCB Layout
	
	Configuration
	Fulfillment Services

	Prototyping
	
	Final Testing
	IT Management

	
	
	Distribution to Customer
	Recycling

	New Product Introduction
	
	Customer Fulfillment
	Refurbishment/ Screening

	
	
	Transportation
	Replacement Management

	
	
	
	Returns Authorization Management

	
	
	
	Spare Parts Management

	
	
	
	Transportation

	
	
	
	Warehousing

	
	
	
	Warranty Management


Table 1: Closed Loop Supply Chain Activities

(Source: Product Life cycle, http://www.rltshows.com)

1.3 Importance of Reverse Logistics

Reverse logistics has been always put on the back seat as companies are always focusing on forward supply chain to get the product out in the market. Returns processing was not on the “to do” list of companies. In their efforts to reduce cost, improve processes, reduce inventory, and better satisfy customers, many companies have always overlooked returns, one of the most important elements affecting sales, customer retention, and customer perception. So why should companies focus on efficient returns management 

· Because returns impact profitability…

“Research suggests that returns from customers reduce the profitability of retailers by 4.3% and manufacturers by 3.8%”. (Julian Mosquera, LCP Consulting, UK 2003)

· Because today’s challenging and competitive business environment are forcing companies to take back the products to gain more market share and to attract more customers. It is one of the competitive advantages. 

· Because they impact customer satisfaction…

As customers become more sophisticated and demanding, skillful, responsive handling of returns directly impacts customer satisfaction, repeat purchase patterns and ultimately retention, and profitability. Customers have learned from our business culture and practices that they have the right to return the product – without the reason and whenever thy might like-even if it’s outside the published rule. (Kimberly Hill, CRM Daily, April 14, 2004)

· Because there is a cost associated with each returned product and that needs to be recovered.

· Because returned products help in product improvement. The returned products and the reasons to return can be studied to improve the product features for future/existing product improvement to become competitive in the market.

· Because government regulations enforces/demands to manage returns. There are regulations on waste disposal, landfills and especially on disposal of hazardous, toxic material used during manufacturing by electronics industry.

The following table shows the percentage of returns in different industries

	Industry
	Percent

	Magazine Publishing
	50%

	Book Publishers
	20-30%

	Book Distributors
	10-20%

	Greeting Cards
	20-30%

	Catalog Retailers
	18-35%

	Electronic Distributors
	10-12%

	Computer Manufacturers
	10-20%

	CD-ROMS
	18-25%

	Printers
	4-8%

	Mail Order Computer Manufacturers
	2-5%

	Mass Merchandisers
	4-15%

	Auto Industry (Parts)
	4-6%

	Consumer Electronics
	4-5%

	Household Chemicals
	2-3%


Table 2: Sample Return Percentages

(Source: Dr. D.S. Rogers, Dr. R. S. Tibben-Lembke, 1998)

In 2001, the cost of returns for Internet sales was averaging twice the value of the product. On average the merchandise returns in the retailing industry average around 10 percent (Traffic World, May 2002). Return rates are high and climbing due to online businesses, which are experiencing, increased return rates as a result of trial, impulse Internet purchasing. Thus a growing number of e-tailers are choosing to outsource the management of returns to a specialized reverse logistics third part service provider (3PSP). A lot of companies are still trying to figure out which strategy works best for them in-house return management or outsourcing to a 3PSP. Traditionally, reverse logistics has been an activity within organization delegated to the customer service function, where the products are returned to the supplier under warranty or if defective. But recently the trend is changing as many companies have successfully outsourced fulfillment and logistics functions to 3PSPs for better service, lower costs, and increased flexibility and which helped them focus on their core competencies of new product development, manufacturing, and marketing. 

By outsourcing return processing to GENCO, Kmart has received several benefits: Reduced costs, higher revenues when selling product in secondary market, greater employee productivity, better visibility and control of returned inventory, ability to reposition inventory economically, environmental compliance on product disposal, quicker payment (crediting) for returns from vendors, and vendor relations. In short, the main reason Kmart has outsourced its reverse logistics is that it saves them money (R.S. Tibben Lembke, D.S. Rogers, 2003). Developing a reverse logistics strategy requires significant efforts and expertise. If the company does not have expertise then it usually requires hiring outside consultant or outsourcing to a company expert in this area. The decision of outsourcing or do it in-house require rigorous analysis and evaluation of several factors in this decision making process. This project lists those factors considered by companies and the data is supported by a survey in following chapters. 

1.4 The Importance of the Study
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A study conducted by D.F. Blumberg Associates, Inc. was presented at the Reverse Logistics Conference and Expo in February 2004 in Las Vegas, Nevada, USA. The study shows the reverse logistics market worldwide and in North America. It also shows the cost to manage RL in-house versus cost to outsource RL management to a third party service provider in North America region. 

Figure 4: World Reverse Logistics and Repair Service Market

(Source: D.F. Blumberg Associates Inc., February 2004, RLTS Las Vegas)

From the graph (figure 4) we can see that the reverse logistics market by year 2005 will grow to more than 60,000 million dollars in North America and over 110,000 million USA dollars for rest of the world. The graph (figure 4) shows tremendous increase in market, as the slope is steep. The cost to manage RL in-house is more than outsourcing RL to a 3PSP and shows increasing trend (reference figure 5). 
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Figure 5: Total North American Reverse Logistics and Repair Service Market

(Source: D.F. Blumberg Associates Inc. 2004 RLTS Las Vegas)

In our research we used this data as reference data to study current industry market practices and future trends as many companies are still facing challenge whether to manage RL in-house or to outsource and are not able track exact RL cost. Either of the decision requires best RL management process and practices as returns have direct effect on profitability. Companies are struggling to find right RL management process and system to manage returns effectively. The real time data is still not available to study return pattern or to forecast returns due to its uncertainty.

General rule of thumb may be applied which says, the more liberal the returns policy, the more likely it is that returns will be handled in-house to ensure customer service. The size/scale of returns decides return handling options (Bob Trebilcock, May 2002). On the other hand, companies that tout their assortment and cheap prices may turn to an outsourcer to handle returns in a much more efficient manner. The size/scale of return is one of the deciding factors but there are several other factors, which influence the decision. The following factor are equally important and are evaluated while making the decision:

· Size of the company

· Total number of products offered

· Type of products (eg. Computer, electronics, books, hardware etc.)

· Percentage of return

· Product life cycle

· Companies focus and business practices

· Uncertainty of the rate of returns in each time period

Survey questions 14 and 15 lists the factors. Respondents were asked to rank them based on their importance to their company processes. This research will be of interest to OEM/ODM/Branded companies and to 3PSP. The data collected from survey shows statistical data addressing following key areas: 

· Outsourcing vs. in-house RL management practices and trends in next two years

· Factors considered by companies to decide between in-house vs. outsourcing RL

· Factors considered while evaluating a 3PSP before outsourcing

· Current industry wise return rate

· Reasons given for return.

· Problems faced by companies by outsourcing RL to third party service providers

· Internal challenges to manage RL internally

Please refer to chapter six for detail data analysis. The project studies outsourcing practices and trends in reverse logistics in industry as general and give overview of the reverse logistics activities and processes. The researcher has a sole interest in reverse logistics and close loop supply chain management. 

Respondent Base

The survey was mailed to 7500 members of Reverse Logistics Trends, Inc. in 47 countries by Reverse Logistics Trends, Inc, 1459 read the survey but only 55 members filled the survey. The geographic distribution of respondents is shown below,
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86 percent of the respondents are from USA and 7 percents are from Europe, and 5 percent from Canada. We received only one response from Australia. Thus the results are representative of USA region (North America). The similar survey can be mailed and conducted to study the reverse logistics outsourcing trends in European and Asian countries. A copy of the questionnaire is included in Appendix A.

The companies included in this research play following roles in supply chain:

· Suppliers

· Manufacturers

· Distributors

· Wholesalers

· Retailers

· Third party service providers (3PSP)

Some of the respondent companies may play multiple roles (channel positions) in a supply chain for example many suppliers are manufacturers and are retailers also.

The role of respondents in supply chain is shown below.
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Figure 7: Respondent Companies Role in Supply Chain

1.5 Organization of the Report

In the introduction chapter the concept of closed loop supply chain is explained by defining forward and reverse logistics. It also explains why reverse logistics is important. Chapter two gives overview of reverse logistics process and different activities performed in reverse supply chain. It gives guidelines to evaluate a 3PSP and gives types of 3PSPs currently offering services. Chapter three gives summary of current literature available on reverse logistics. Chapter four explains different RL models practiced in the industry.  Chapter five gives the research methodology. Data is obtained through research papers, journal articles and through on-site visit interviews to companies in industry. As a primary data collection method, a short mail survey is employed after the completion of the literature review and interviews; seeking information from a sample of companies regarding reverse logistics practices as reverse logistics specific information. A sample of survey questionnaire is attached in Appendix A. Chapter six gives detail survey results and analysis of the results and gives the statistical representation of the data. Chapter seven summarizes the findings from the survey and research study and gives recommendations and limitations of the survey.

The majority of the respondents are from United States (86%) so the similar survey can be conducted in Asian and European countries to study the reverse logistics practices and trends.

2 Reverse Logistics Process and Activities

Reverse logistics process is categorized into following three stages as follows:

1. Collection: Returns are collected, sorted, selected, tested, and stored. Includes customer service centers, helpdesk/call centers, transportation of returned products to a place where they can be stored, tested to decide on what action to be taken on returned products such as reuse/refurbish/remanufacture/resell/recycle/dispose/landfill. Such products need to be stored in a warehouse before further decision is taken.

2. Process Recovery: This step actually processes the returned products. It refurbishes/remanufactures/repairs/reuses parts and components/recycles/disposes the return product. 

3. Redistribution: Reselling into secondary market, reselling as-is, reusing, replacing the product to customer, and redistributing the product into the market. 

Following are the general reverse logistics activities performed at these stages: 

· Processing returned merchandise for reasons such as damage, seasonal, restock, salvage, recall, or excess inventory

· Recycling packaging materials and reusing containers

· Reusing, reconditioning, remanufacturing and refurbishing products and product parts/components

· Obsolete equipment disposition

· Disposal for landfill
· Hazardous material programs
· Asset recovery
Returns Management is that part of supply chain management that includes returns, reverse logistics, gatekeeping, and avoidance. This definition includes activities that are critical to supply chain management such as avoidance and gatekeeping. 

Avoidance involves finding ways to minimize the number of items that need to enter the return flow. It can include ensuring that the quality of product and user friendliness for the consumer is at the highest attainable level before being sold and shipped, or changing promotional programs that load the trade when there is no realistic chance that the product shipped to the customer will actually be sold.

Gatekeeping means making decisions to limit the number of items that are allowed into the reverse flow. Successful gatekeeping allows firms to control and reduce the rate of returns without damaging customer service. Gatekeeping eliminates the cost associated with returning products that should have not been returned or the cost of products that have been returned to the inappropriate destination. The point of entry into the reverse flow is the best point to evade unnecessary cost and management of materials by screening unwarranted returned merchandise (Dale S. Rogers, Douglas M. Lambert, Keely Croxton and Sebastian Garcia-Dastugue, 2002). 

The first stage in the reverse logistics process is collection and involves all those activities that are necessary for reclaiming returned products, surplus or by-product and transporting them to a place, where they will be further examined and processed. Locating such products, transporting, inspecting, sorting them, and testing them at a collection point are all activities related to collection.
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Reverse Logistics Process

1. Collection

Collection of used products accounts for a significant part of the total costs of any reverse logistics process, as the major issue is high uncertainty. The product information such as where, how much and when should be available related to location, quantity and timing. These pose severe difficulties in planning and controlling collection process (A.I. Kokkinaki, R. Dekker, J. van Nunen, C. Pappis, 1999)

Transportation plays a key role in overall performance of reverse supply chain and accounts for major cost if not managed properly. Companies should explore several options to reduce transportation cost. Consolidation, combining the collection with other transportation flows. Drop-points, where customers can hand in used products. HP has recently announced that HP authorized retailers will take back the HP old/used product if you buy any new product from the retailer, similarly cellular phones can be returned back to the retailers without any charge to the customer. Consolidation has been successfully implemented by soft drink industry. The refillable bottles are taken back when the new ones are delivered to the stores. 

Returned product quality is another important issue and needs to be handled at this stage. Physical inspection and testing is necessary to determine further processing for most of the commercial products.  It is only at this stage that the individual product can be assigned to an appropriate recovery option (reuse, remanufacture, recycle or disposal) and thus can be to a different geographic location. Collection, sorting, testing, and products recovery may take place at the same location but which is very unlikely in most of the cases and may account to increase in transportation cost at each activity. Testing collected products early in the process may minimize the total transportation distance and thus the cost as the graded products can directly be sent to the corresponding recovery operation location. Thus a company needs to analyze options and trade offs while designing its collection stage in the reverse logistics process.

2. Process Recovery

Process recovery is the second stage of a RL process and involves remanufacturing, reusing parts and components, repair, replace, refurbish, recycle, incineration, disposition, and retrieval activities. 

Remanufacturing is a series of steps necessary to transform a used part, component or a product into one that is usable again. Typical remanufacturing activities include cleaning, disassembly, and re-assembly. For remanufacturing the issue is whether to disassemble or dismantle a product. Dismantling is a labor-intensive task and if needs to be performed on demand then the product needs to be stored and thus requires extensive storage capacity. Reprocessing is so product specific that at this stage in-depth information about the product can be easily gathered, so a 3PSP has an access to such information. The statistics from the survey show that more companies will prefer to perform this function in-house than outsourcing to a 3PSP.

The products that are in good quality and condition can be reused immediately in the same or alternative/secondary market or if not then the parts can be reused by forward supply chain processes for same product or different. This happens in leased equipments or products. The products under warranty are repaired or replaced based on the quality and condition of the product.  If the product return is for adding additional features then it is refurbished as requested under contract or at an additional charge to the end-user. The products that are not recoverable or reusable are recycled at this stage. This is more applicable to paper industry as papers are recycled to produce new products/papers. Products, which cannot be recycled either, are disposed off or send to landfill. The non-recyclable landfills have severe impact on environment and eco balance. Thus government has enforced strict rules and regulations on landfills and waste disposal, which is making companies think of alternatives to deal with waste, process by-product, and non-recyclable returns. 

Most often remanufacturing requires the highest investment within the reverse logistics network. High investment cost at this stage call for high processing volumes, thus a sufficient sales volume is required for recovered products to be profitable. Partly integrating product recovery operations with the original manufacturing process may offer economies of scale. Integration may concern shared locations, workforce, or even manufacturing facilities. On the other hand, variable-processing costs may benefit from two separate dedicated systems. Furthermore it should not be overlooked that integration in many cases adds to organizational complexity (M. Fleischmann, 2001)

Asset recovery is the classification and disposition of returned goods; surplus, obsolete, scrap, waste, and excess material products; and other assets in a way that maximizes returns to the owner while minimizing costs and liabilities associated with the dispositions (Deborah Bayles, 2000). Reverse logistics was always the last step in the manufacturer’s supply chain. The attitude of many firms towards returned products has been to ignore them and avoid dealing with them after they originally sold. Asset recovery has become an important RL activity and the profitability of returns depends on the ability of a company to recover as much economic value as possible from used products while minimizing negative impacts, environmental impacts. 

3. Redistribution

Redistribution resembles to a traditional distribution network. It refers to the logistics activities required to introduce a product into a marketplace and transfer it to the customer. This stage requires storage, sales and transportation and companies may consider consolidation with forward product distribution.  Integration of forward and reverse supply chain may offer several opportunities for exploiting synergies between different product flows.

As we have seen the activities are highly labor intensive as each and every product returning to reverse supply chain needs to be handled manually and the data is recorded manually. Significant knowledge and expertise is required if company decides to manage RL in-house. But before implementing a return strategy a firm must make a important decision which is whether to handle returns in-house or outsource them to a third party service provider.

3 Outsource vs. In-house Reverse Logistics Management

3.1 Reverse Logistics Management: Outsource or In-House?

Reverse logistics on a global scale is often best done through a third part to save time, money, and resources (Tony Coletto, 2000).

Some companies are outsourcing certain activities of the reverse supply chain while others are carrying out all the activities themselves. On what basis should companies decide whether they should outsource the activities or carry out themselves? 

· Companies should first evaluate whether handling return in-house will hinder or enhance their core competency

· Do company sell soft goods or hard goods? 

Soft goods sold through traditional channels and are economical to bring returns, eg: clothing, when they are returned they can be refolded and repacked to put them back on the shelf immediately.

· Is your company prepared to dispose off the inventory through other than traditional sales channel? eg. Auctioning on eBay or Amazon.com, emarketplace, selling it through discount stores, outlets. This question was asked to 3PSP industry experts at a Roundtable Discussion on Reverse Supply Chain, ICFAI Press - Effective Executive, held in January 2003. The excerpts from the discussion are summarized below.

Companies should determine which items are core competencies of the company and NOT outsource these items to a 3PSP. On other items, determining factors would include cost to serve and available skills (Karen Paterson, Gartner). Many factors will determine the optimal mix of in-house versus outsource activities. The primary deciding factor is based on the overall strategic direction of the enterprise and what core competencies are considered critical to support that strategy. Other factors that come into play include: Space utilization, labor savings opportunities, transportation costs, information system capabilities and resources, asset recovery/value recapture potential (C Glenn Mauney, Genco Distribution Systems). 

Unless companies are able to commit to technology, conveyors and sorting and time resources, they should look to outsource returns. Companies such as catalog centered usually have sophisticated reverse Logistics handling processes because of the high return rates and lenient return policies (Mike Nardella, ReturnBuy Inc.). The same as any other outsourced activity: The parameters for evaluation are in-house cost vs. outsource, whether the company treats this as a core competence and strategically important area to be retained in-house and whether the company has the specific skill and infrastructure required or whether a specialized service provider would be better equipped to handle it ( Devangshu Dutta, Creatnet Services Ltd.)

Why To Outsource Product Return Management

Currently most retailers and manufacturers struggle with handling and processing returns internally. Many manufacturers will conclude that handling product returns is not a strategic core competency and will look for an outsourced provider, as they have done with Forward Logistics. Most retailers and manufacturers struggle with returns for many reasons such as:

· it is a small part of their business processes

· their focus is getting new products to customers

· they have difficulty understanding and controlling costs

· there is poor or no systems for managing the Returns processes

· a lack of systems results in slow processing of the returns and the returned inventory

· inability to track or monitor inventory levels of Returned stock

· few good channels exist to get value from their returned and processed units

· Returns can be a significant problem if not managed well. Without good systems in place significant individual attention is often required to manage a single return to competition (Reverse logistics services for 3PL’s, www.reverselogisticsprofessional.com)

When to Manage Product Return In-house

· When business strategies and rules are clearly defined and the efforts are focused 

· When forward logistics system is capable of handling reverse flow of products/material 

· When a firm has all the resources and expertise required to perform the task internally such as infrastructure, labor, technology and time

· When the return quantity is large and the margins on which the products are sold are high.

· When a company can afford to assign dedicated staff to handle the process and put someone in charge of the entire process

The project highlights the factors that companies consider while deciding between in-house vs. outsource. A question was asked to respondent companies to rank the importance of each factor and the statistics is shown in chapter 6.

When to Work With 3PSP

· When you are not sure about your organization has what it takes to handle the reverse logistics channel

· When you don’t have a strong geographic presence or a strong distribution network in a particular area/region

· When you don’t want to lock in a huge capital expenditure in facilities required for logistics services

· When you want to concentrate on design/manufacturing or any other core competency while logistics network remains seamless

· When you want to reap advantages of advanced software packages and order tracking systems available with a third part provider (Source: D. A. Mollenkopf, Logistics Quarterly, 2003) 

Product life cycle and the uncertainty of return are the two critical factors needs to be considered while designing the RL network. These factors will differ according to the scenario where the RL system can be classified. The relative importance of these elements varies between companies, depending on its size, characteristics, products manufactured, manager’s strategies and goals, etc. The respondents have been asked to rank the factors while making the decision between in-house vs. outsourcing RL. The table 4 below shows the ranks assigned by respondents while evaluating each factor.

3.2 Third Party Service Providers Evaluation

Following are the factors evaluated by companies while making this decision in order of their importance to the respondent companies.

	#
	Factors
	Rank in importance

	1
	Cost of reverse logistics (includes cost of facility, people, infrastructure, processing)
	1

	2
	Focus on core business activities
	2

	3
	Returns volume (number of products returned)
	3

	4
	Return processing time/customer service cycle time
	3

	5
	Forward logistics system designed to handle reverse logistics/return process
	4

	6
	Sophisticated IT software to process and make rapid decisions on returned products
	5

	7
	Criticality of collaboration between parties involved in reverse supply chain
	6

	8
	Risk and control over the reverse logistics chain
	7

	9
	Characteristics of these products (Sales volume, Product life cycle)
	8

	10
	Difficulty in handling returns
	9

	11
	Return Policy 
	10

	12
	Company wants to own forward and reverse supply chain for better control over processes
	11

	13
	Number of products offered by the company to customers
	12


Table 3: Factors Considered to Decide Between In-house vs. Outsourcing RL

The respondents were also asked to rank factors used for evaluating 3PSP. 

	#
	Factors
	Average Rank
	Rank in importance

	1
	Expertise of Third Party Service Provider
	2.29

	1

	2
	Quotation/charges for services
	2.44
	2

	3
	Type of services offered
	2.58
	3

	4
	Business processes, supply chain, logistics
	3.00
	4

	5
	Facility capacity/capability
	3.87
	5

	6
	Global presence for support
	4.35
	6

	7
	Type of repair technology practiced
	4.45
	7

	8
	Packaging and storage
	5.18
	8

	9
	Type of IT software implemented/used
	5.60
	9

	10
	Employee training schedule
	5.71
	10

	11
	Number of employees at facility
	6.00
	11


Table 4: Evaluation of a Third Party Service Provider 

Professor David Wyld (2004) suggests three major services that you should look for in a service provider.

1. Sales and marketing: Look for a provider with a dedicated sales and merchandising team that 

· Develops effective sales plan

· Optimizes sales for maximum return by determining the most effective lot size, optimal mix of product, and market timing

· Professionally manages the inventory at auction

· Tracks the availability of competitive product and other marketplace conditions

· Works with your marketing team to provide exposure to your return assets and executes the asset sales plan

2. Customer support: Look for a provider that can manage

· Qualify buyers, handle invoicing, payment collection, dispute mediation, and fund disbursement

· Should provide online transaction tracking for buyers and sellers

· Should take control of logistics and shipping and should be able to handle customer processing, duties, or international logistics issues

· Should handle reporting, and should be able to provide information about what exactly has sold where your items stand in sales and payment cycle.

3. Value-added services: 

· Freeing resources for revenue producing uses 

· Providing asset inspection, de-install, description, verification, valuation, and appraisal services

· Designing a custom marketing plan to acquire buyers for assets outside the core buyer market.

· Assisting in merchandising your assets by breaking up pallets to mix and match new lots that better meet buyers’ needs.

· Providing comprehensive centralized reporting tools to track returns activity across multiple divisions, product lines, and location.


The benefits of having a third party service providers to handle returns are: 

· A dedicated focus on the process

· Additional capabilities added to the process

· Use of additional manpower and technology

· Potential cost savings (MDF Systems, Inc., 2004)

· One stop Solution: All services are provided by a single service provider

· Regulatory compliance

· Eliminate the need to dedicate personnel to the non-core tasks of returns management

· The monitory benefits include:

· Increased return on assets by marketing returns to a broad competitive online buyer

· Faster time to cash: Select a provider who can offer merchandising and lot management services to convert non-performing inventory and idle asset to cash quickly

· Liquidity: Exposing assets to a marketplace where bulk surplus buyers offer higher price than alternative channels

In today’s competitive marketplace original design manufacturers (ODM) are seeing increasing demand to provide global support for repair services and thus are outsourcing the repair services to a 3PSP to support the product worldwide. When working with 3PSP collaboration between the parties plays a major role in successful implementation of partnership, which is explained, in next chapter. Information sharing and IT is key as the returns information is critical. 

Following are some examples of successful reverse logistics outsource partnerships.

Sears choose to outsource returns because Clay Valstad, director of central return center operation for Sears say, “Reverse logistics isn’t a core competency of us” Sears partnered with Genco Distribution Systems. Genco helped Sears set up central return centers to handle returned products and to maximize the value of this inventory.

Kmart partnered with Genco Distribution Systems to outsource the reverse logistics function. This approach allows Kmart’s store employees and management to concentrate on rinning their business. 

Whirlpool has streamlined refrigerator production operations by designating Ryder to put together 22 different configurations of “Feature Packs” shipped separately from the units. Partnership between Miller SQA and Menlo Worldwide helped them manage more than 1000 parts shipment within a two-hour window.

Expertise of Third Party Service Providers 

Outsourcing of reverse logistics functions by retailers, manufacturers have created unexpected business opportunities in the repair business industry. The statistics from the survey shown in chapter six for question 12 and 13 shows the future trend and business opportunities for 3PSP in various reverse logistics functions. Appendix E lists different types of third part service providers with their expertise in respective reverse logistics activities. Reverse Logistics Trends, Inc. provides the database of service providers worldwide with information on their area of expertise in reverse logistics process.

Third party service providers are categorized into following major types:

1. Repair Companies:

Many companies provide aftermarket or reverse logistics services. 

2. Contract Manufacturers:

For them repair services is a natural extension of their business plan. They provide remanufacturing, repair, and refurbish services

3. Logistics Service Providers:

Transportation, warehousing, distribution are the services provided by them.

4. Consulting Services:

Software firms providing applications and services in reverse logistics management. Consulting firms giving services in reverse logistics network design, evaluation

5. Research Non Profit Organization:

Associations and organizations active in promoting reverse logistics practices and funding researches in this area. The table below shows the type of service provider and the services provided by each.

	Types of 3rd Party Service Providers (3PSP):
	  3rd Party service providers provides following services:

	Repair / Refurbishing / Testing / Screening
	Depot Repair

	Recycling & Destruction Certification
	Customer Service

	Asset Management & Extended Service Contracts
	Return Management

	Resellers/brokers - B-Channel
	IT Management

	IT Management Software
	Transportation (Logistics)

	Help Desk / Call Center Support
	Recycling/E-waste

	3PL (3rd Party Logistics)
	Fulfillment and order management

	Fulfillment & Kitting Companies
	Spare parts management

	Warehousing
	Parts management

	Test & Repair Equipment
	End-of-life manufacturing

	End of Life Manufacturing
	Refurbishment/screening

	Contract Manufacturing
	Extended service providers

	Mergers & Acquisitions / Divestitures and Corporate Finance
	Warehousing

	Trade Show / Associations
	Contact centers (helpdesk/call centers)

	Consultants
	Replacement management

	Research & Marketing Firms
	

	News Media / Magazines / Journals
	

	Other
	


Table 5: Services Offered by 3PSP

(Source: http://www.reverselogisticstrends.com/pspsurvey_contact.php)
4 Reverse Logistics: New Priority

Dr. D.S Rogers and Dr. R. S. Tibben-Lembke, Professors from University of Nevada-Reno, studied “Reverse logistics trends and practices” by conducting survey and interviews of reverse logistics managers in 1997. The statistics show that nearly 40% of companies said that the reverse logistics didn’t seem as important as other issues and 35% said that company policies did not allow them to manage reverse logistics successfully and they did not have proper system in place to manage returns. This is because no company wants to see its products returned and so nobody wants to deal with returns. 

With today’s competitive business environment companies are forced to take back the product and thus they are sitting in their warehouse and they have to deal with it. The cost associated with return is substantial and include cost of manufacturing, handling, processing and transportation. The survey result shows that the cost of forward logistics to the companies for the year 2003 was over 11% whereas the cost of reverse logistics was nearly 9%. If companies don’t pay attention to reverse logistics, they are passing by a chance to reclaim substantial lost income stream, address quality issue and perhaps keep control of their relationship with customers. Return management costs are often the dog that didn’t bark, a quiet, cash-burning force that doesn’t get seen, Dr. D.S. Rogers suggests. Thus it is necessary to give priority to the returns sitting in the backyard. The items that are returned can be processed to redistribute in the market to generate revenue from it to cover the return handling cost and still be profitable. Such practices have been more profitable for many companies with proper RL management process. But in some cases, however turning returns into revenue is a critical part of the business. In fact, in industries where returns represent a substantial volume of business, managing of returns becomes important to overall company profitability. Those companies tend to have better reverse logistics system in place to recover value from the entire reverse management process. 

The percentage of return per industry is given in a table 2 in chapter one where the book publishing, catalog firms and consumer electronics market shows maximum returns compared with other industries. The study conducted by University of Nevada-Reno in 1997 shows that the reverse logistics practices vary based on industry and channel position. For example electronics and clothing industries have different reverse logistics networks to handle returns as the nature, quantity, quality and timing of their return is different. The reverse logistics management should be tailored to meet the company specific requirements to handle returns. Chapter two explains the generic reverse logistics activities performed under each stage in the process. 

4.1 Reverse Logistics Network design

Moritz Fleischmann of Erasmus University Rotterdam, The Netherlands, addresses different structures and designs of reverse logistics networks.  Numerous examples are given from various industries to highlight the impact of reverse logistics networks on the overall profitability of closed loop supply chain. Three main issues have been highlighted that appear to be specific to reverse logistics networks.

First, it involves a tradeoff between centralization and decentralization for the testing and grading activities when it comes to network structure. Testing and grading close to the source may reduce transportation cost and on the other hand, investment costs for test equipment may call for a more centralized operation.

Secondly, uncertainty of the returns on the supply side of the reverse logistics networks. Used products entering the reverse chain are much more variable and difficult to control than conventional forward supply chain resource with respect to volume, timing, and quality. Reverse logistics network needs to be robust with respect to variations in flow volumes and composition. Supply variation has a significant impact on overall cost level and on the profitability of the closed-loop supply chain.

Third, integration and coordination of different inbound and outbound flows. The discussion on this have made clear that reverse logistics network should not have been isolated from the overall supply chain or logistics structure of a company. Both forward and reverse logistics should be linked with each other to exploit shared resources such as transportation, facility. Also not all forward logistics networks are designed to linked with reverse logistics network and often, reverse logistics networks are not designed from scratch but are added to existing logistics structure. 

In short there are many issues with reverse logistics still needs to be addressed and explored and it is true for the network design. There are some issues, which stimulate further research in this field, and they are, the inventory management in reverse logistics network, reverse logistics issues related to global supply chain. 

One of the key issues of the reverse logistics network design is how to cost-effectively dispose of returns while maximizing profits? Many companies have found that there are basically four options available. 

1. Traditional liquidators: These are quick path to cash but they rarely are a method through which firms can achieve the best possible price on their returns.

2. Traditional auctioneers: They focus on one-time sales of surplus, rather than providing an ongoing solution to companies’ surplus needs. They bring together limited number of buyers and produces limited recoveries on firm’s return
3. Business-to-consumer (B2C) auctions: Selling goods on eBay and in other B2C e-marketplace. They actually provide lower net returns after all the cost of remanufacturing, warranty, handling is considered.

4. Internal liquidators: These are internal liquidation methods, such as discounting to existing customers or selling to retail outlet stores.
So rather than viewing return management as a time-consuming, low-return, and hassle-filled process more and more organizations are choosing to outsource their reverse logistics operation to a full-service solution provider (David C. Wyld, Feb 2004). By outsourcing reverse logistics to a third party service provider, companies can minimize the product handling, transportation, maximize financial returns, decrease time to cash can focus on core competency and eliminate distraction. Benefits of outsourcing to a 3PSP are listed in chapter two.

Information Technology to Manage Reverse Logistics
Information technology plays a major role in managing reverse logistics chain. Many companies have successfully implemented collaborated forward supply chain with their partners by sharing real-time information. There are traditional supply chain software systems available in market but none of them support reverse logistics process as it is an exception-driven process and requires heavy customization. They lack in functionality required to track reverse logistics specific information and decision-making tools. 

The data for the items entering the recovery chain often incomplete and is of poor quality. In order to process returns efficiently, product specific information should be entered in the system which will help to take quick decisions on returns for minimum turn around time. Three prominent e-commerce models for the support of reverse logistics activities are identified by an exploratory study conducted at Erasmus University Rottersdam in 1999.

1. Data collection on items entering reverse logistics chain: It is important to know which product will be returned at what point in time at which place and in what condition and under what grounds. Products entering reverse chain should be checked for warranty. An accurate explanation of the reason why the particular product was returned should be available to facilitate the selection/inspection phase.  

Traditionally, the entire product related information has always been available on paper and cannot be retrieved easily and updated frequently. The solution to this is electronic product catalogue or the information should be embedded in the product barcode. 

· One-dimensional barcode system has been in practice since long and provides limited information about the product for example UPC is a 12-digit symbology that is used in retail applications. UPC- A is what we normally see. This numeric-only barcode is basically broken up into 3 parts. The first character is what is referred to as the System Digit and is a way of identifying the industry to which the product might be associated. The next 5 digits identify the manufacturer. The manufacturer must acquire this number from the Uniform Code Council. The next 5 digits are the manufacturer's way of identifying the product. The last digit, known as the "check digit," is the result of a mathematical calculation using the previous 11 digits. UPC-E, a compressed version of an UPC-A, would be typically seen on products, where there is not much available space. UPC-E will not have a system digit, and the zeros from the UPC-A will be "suppressed." Therefore, UPC-E can be expanded back into a valid UPC-A code. Limitation of this number or code is that it must be translated by the computer and matched with the information already in the machine.

· Two-dimensional barcode system allows user to embed code registration and also a description and other textual data of significant capacity that will be useful for reverse logistics operations.

· Radio Frequency Identification (RFID) is a new technology and is more active form of identification. RFID uses vary small and very low powered radio transmitters installed in each product. RFID tag can have memory capacity for data storage and contains a battery that can send out signal for years. The signal is strong enough, that receivers in a warehouse can pick it up. Each product can send a different signal.   Placing a RFID tag on the machine at time of manufacturing would take away the errors in the paper chain and assist in the life cycle management of products. RFID is beneficial to keep track of products in warehouse and in gatekeeping. RF tags may be used in recording the ID of products when they are sold, and this information can be useful in determining which product to accept for return.

Most commonly used repair and service codes are listed in the table below.

	Factory repair - Return to vendor for repair
	Damaged / Defective

	Service / Maintenance
	Damaged - Cosmetic

	Agent Order Error - Sales agent ordering error
	Dead on Arrival - Did not work

	Customer Order Error - Ordered wrong material
	Defective - Not working correctly

	Entry Error - System processing error
	Expired date code

	Shipping Error - Shipped wrong material
	Contractual Agreements

	Incomplete Shipment - Ordered items missing
	Stock Excess - Too much stock on hand

	Wrong Quantity
	Stock Adjustment - Rotation of stock

	Duplicate Shipment
	Obsolete – Outdated (the model being discontinued or replaced)

	Duplicate Customer Order
	Other

	Not Ordered
	Freight Claim - Damaged during shipment

	Missing Part
	Miscellaneous

	Seasonality
	Retailer going out of business


Table 6: Repair and Service Codes (Source: D.S. Rogers, R.S. Tibben-Lembke, 1998)

2. When there is more than one party involved in supply chain coordination becomes important. Why is it required in reverse logistics chain?

· The total cost of return is high. The costs are cross-functional and hit numerous expense lines. These include handling cost, customer service cost, warehousing and storage cost, labor cost as each returns needs to manually checked and tested, third party costs, packaging, disposition, other costs are customer satisfaction and retention but are difficult to measure.

· Intensive labor involvement and thus require collaboration between different departments as the return product is touched by each department in an organization by customer support, shipping, warehousing, testing, manufacturing, marketing and sales. All the activities involved in the process should be communicated and shared. 

· Value recovery from returns is low

Retailers send returned products back to vendor/OEM/distributor for credit but this may result in increase in price for the retailers when they buy the next item. Many manufacturers are forcing retailers for zero returns and many retailers are negotiating the no return price with vendors.

Legacy EDI systems and Value-Added networks (VANs) have been supporting business processes, electronics transactions between forward supply chain partners. An EDI system is expensive in terms of initial investment on infrastructure, software, and training and the information exchange can only happen with the known trading partners. EDI has its own advantages and disadvantages. The new emerging XML/EDI technology provides a means for integrating EDI applications with the web. Benefits of this system include lower costs, easier introduction of new trading partners, and increasing commercial activity. This tool can be the interacting tool between reverse logistics specific IT systems and legacy EDI systems still used in forward supply chain.

3. The most popular e-commerce model for reverse logistics is electronic marketplace, which are used for old and new products.  The difference them is that the first is customer driven, where potential customer places a search for the item of interest and a supplier performs search and provides procurement details. Whereas the second is supplier driven. 

What features a Reverse Logistics Management System should provide?

· Integration with forward supply chain

· Modules to handle RMAs, track inventories and manage test and repair activities.

· Flexible, scalable, web-based architecture to handle many users at many locations

· Each level in the reverse chain has a security limit to protect critical data

· Extensive management reporting for real time analysis of returns to assess products, vendors and customers

· Real time visibility to return data

Andlor Logistics Systems, eBoomerang, Inc. and Genco Distribution Systems have developed software solutions exclusively to manage reverse logistics.  There are many more applications available, which are not mentioned here. Analysis of such systems to best match the reverse logistics requirement is a separate area of research. Another area of research can be of integration of reverse logistics systems with legacy EDI or supply chain management systems.

4.2 Reverse Logistics Channel Models

What is a reverse logistics channel?

A set of interdependent organizations involved in the process of recapturing value or proposal disposal of a return product. Organizations include OEM/ODM/Branded companies, wholesales, contract manufacturer, retailers, and third party service providers. 

Here we briefly describe the different RL channels commonly observed in the industry:
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Return period (t) = 30 to 90 days, every company has its own return policy and the return period is decided looking at several factors like competition, product life cycle, cost of the product, volume of sales.

They function like the traditional supply chain. New product flows in forward direction and the used/return product is either returned to the retailer or sends back to the manufacturer directly. The different RL channel practices are explained below with specific examples. 
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Returns Flow in Traditional Way- Type 1 RL Channel 

1. Type 1 RL Channel: Retailers sell products from different manufacturers. Customer returns the product to retailer and retailer will accept returns before the return expiration period t from the date of purchase. In this case retailer gives refund/credit/replacement to the customer at the time customer returns the product. Retailer may accept product only under manufacturer’s warranty. Customers are asked to send back products received after period t and products with no warranty directly to manufacturer as explained in RL channel type 2. The products with long life cycle and low priced may be accepted by retailers. Here manufacturer/vendor takes the responsibility of processing returns for replacement/repair/value recovery, disposition after receiving it from retailer. Retailer is only responsible for collection. It should request RMAs for returned goods and is allowed scheduled consolidations. In this channel retailer has fewer responsibilities as all the returns are sent back to the manufacturers. This process can be expensive for retailers as manufacturers may increase the price to the retailer to compensate for the return cost as all the returned products are sent back to them. Retailer as to be careful while accepting the returns and should have product specific information available while scanning the product for return. Retailer has to bear the cost if the product warranty has expired and is responsible for the disposition. So that is why the availability of product specific information is important in such cases. This is the most commonly observed practice for consumer goods such as electronics, home appliances sold through retailers in departmental stores. But now the trend is changing, as manufacturers are negotiating the zero return terms with the retailers as this release from dealing with the returns physically but then it is certainly a burden for downstream channel partners.
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Products Are Returned to OEM – Type 2 RL Channel

2. Type 2 RL Channel: Customer returns the under warranty products directly to the OEM for repair/replacement/refund. OEM manages all the RL activities in-house. Retailer is not responsible to take back products it only serves as a marketplace for the OEM. The return form is given to the user with the purchase of product. Manufacturer gives all the necessary information required to return the product. This type of practice is observed with online marketplace where the website facilitates the service to sell the product to the user but is not responsible either to deliver the product or to accept any returns from the user. We observe such practices with specialty products or high volume, short life cycle, and fast moving products. For example when a cell phone is purchased from a store the user should return it to the OEM for any desired return services. 

Figure 11: [image: image15.png]


Returns Are Returned to Retailers – Type 3 RL Channel 

3. Type 3 RL Channel: Retailers have the sole responsibility of managing returns.  They take advantage of lot size ordering for a competitive price from vendor. Today many manufacturers are negotiating zero returns contract with retailers. With zero returns terms retailers are getting very competitive pricing from OEMs. This practice is beneficial for lower end products, which are sold in volumes, the price is less, and their turnover is fast. Retailers often buy such products from OEM in lots and on zero return terms for good price. The return rate for such products is comparatively low.  Retailers should have proper returns management systems in place to handle returns or return cost will eat up the margins. Many big retailers are choosing to deal with returns because they get good discount if they accept the zero term from manufacturer. Also they have started developing their own returns management system or are choosing to work with a service provider as the 3PSP have expertise in returns management can give fast turnover for selling the used product in secondary market and is saving money from fast cash flow. Here retailers are offering a yearly service plan or retailer extended warranty plan on any purchase from the store to cover for the return repair cost. 
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Figure 12: Product Flow in Both Direction to OEM  – Type 4 RL Channel

4. Type 4 RL Channel: Customer returns it direct purchases back to OEM for any returns services. Typical examples of such practices purchases can be observed in OEM outlet/OEM store/on-line ordering/phone ordering/Catalogue (mail) ordering. Dell computers are sold directly from their website, catalogue. 

Outsourcing RL to 3PSP by OEM – Type 5 RL Channel
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5. Type 5 RL Channel: The return process is same as in type 1 RL channel but instead of handling and processing returns in-house OEM outsource RL activities to a 3PSP. Customer returns products to retailer and retailer returns with RMA to OEM or customer may also return products directly to OEM. OEM may perform some of the RL activities in-house and may outsource few depending on their strategy. In this case retailer may or may not refund customer. OEM communicates with customer on replacement/repair services and in some cases may be responsible for refund to the customer. This practice is observed with big item, high priced and high-tech products.
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Returns Are Directly Sent to 3PSP – Type 6 RL Channel

6. Type 6 RL Channel: Customer return products directly to 3PSP. OEM and 3PSP communicates to track the return processing. OEM and 3PSP take Replacement/refund/repair decision mutually.  Currently it is the most commonly observed channel practice as many companies are relying on 3PSP to manage returns for them. This helps OEMs and retailers focus on their core business and do not have to worry about returns as it has been taken care by a service provider. But this criticality of success is real-time information sharing and status reporting. A 3PSP can provide services such as call center facility, collection, transportation, warehousing, and storage. A manufacturer may or may not decide to own remanufacturing and redistribution process and prefer to outsource it as well. Based on the survey result commonly outsourced RL activities are transportation and distribution, warehousing/storage, and recycling/disposition. The products which are purchased from the manufacturers website are returned to 3PSP.
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Product Return Outsourced to 3PSP by Retailer – Type 7 RL Channel

7. Type 7 RL Channel: Customers return product to retailer or to 3PSP directly depending on the understanding and contract between retailer and 3PSP. Retailers may outsource entire return management process or may decide to outsource few activities to 3PSP. The outsourced activates may include: Call center, refund/repair/redistribution to secondary market/disposal. Either Retailer or 3PSP will communicate with customer. This can be observed with big retailers, they have their own returns management policy and are big enough to dictate manufacturer. Big electronics retailers are practicing this model as they do volume business and turnaround time is fast. They promote retailers extended warranty on top of manufacturer warranty to promote the product. The terms are as follows; the retailer takes the responsibility for any failures, repairs, and replacements from the date of purchase of product until the warranty. There are also warranty extensions for the entire life cycle of the product and at the end of product life cycle the retailer will replace the product with similar product or will replace with an upgrade. The price of such offers is designed to cover the repair warranty services/replacements/failures. Now many retailers are selling the store products through their website, so for returns they accepts the return from customer at the store and also send by customer by courier or post. Sears sells the products from other manufacturers and as well as its own products in departmental stores and also sells them from the website and accepts returns at the store even though the product is purchased online by customers. Today many retailers are offering such services [image: image20.wmf]Traditional / Forward Supply Chain
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Figure 14: e-Tailer Outsourcing to 3PSP – Type 8 RL Channel

8. Type 8 RL Channel: In the case the e-Tailer (electronic retailer) is an e-marketplace (e-Tailer) like amazon.com, ebay.com. Manufacturers sell their products on-line through e-Tailers website. e-Tailers stock the products in their own warehouse. In this case they own the RL management or may outsource it to a 3PSP.
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Figure 15: Manufacturing Outsource to a 3PSP for Online Purchases -Type 9 RL Channel

9. Type 9 RL Channel: e-Tailers pull products from branded companies warehouse to fulfill on-line order. In this case e-Tailers will not stock the items. The returns accepted and managed by manufacturer or they may choose to hire a 3PSP to take care of returns.

For example: ebay.com selling new and used electronics products on their website. Some of the displayed products are stocked in their warehouse and some are ordered from OEM for an on-line customer order. OEM handles RL in-house. Some OEMs prefer to outsource RL management to a third party specialized in managing returns and focus their resources on its core competency of developing new products and marketing them. The decision of managing RL in-house vs. outsourcing is purely based company strategy. Survey list provides factor affecting such decision.

5 Survey Methodology

Chapters one through four of this project were focused on introducing and discussing reverse logistics, activities, and process. The chapters also highlights the research done in this area, services offered by third party service providers and the trade-ins between outsourcing and managing reverse logistics in-house, and explains different reverse logistics models practiced in the industry, and. The study was conducted through review of journals, publications, and existing research papers on the subject. A survey was prepared, distributed, and collected to gather information from industry on reverse logistics activity management practices and trends. The procedures and methods that were followed for obtaining and analyzing the data are described in this chapter.

5.1 Preparation of Survey Questionnaire 

The survey questionnaire (see Appendix A) consists of 20 questions were included for this study based on the literature review. The survey was designed to obtain information on reverse logistics activities management trend and the factor companies evaluate while deciding between outsourcing reverse logistics vs. managing it in-house. The survey also asked questions to audience about the measures they use to evaluate a third party service provider and to list the problem they face during managing reverse logistics in-house and after outsourcing it to a third party service provider. Reverse Logistics Trends, Inc. emailed the questionnaire to 7500 members. The survey was primarily addressed to the supply chain/logistics/reverse logistics manager’s in companies.

5.2 Survey Sample

	
	Individual people contacted
	Survey viewed by people
	Responses received
	Response Rate

	Number
	7500
	1459
	55
	3.769%


Table 7: Survey Sample (for May-July 2004)

The questionnaire was targeted at manufacturing and third party service provider companies and was mainly categorized into computers and consumer electronics (office products, home appliances and cell phones) companies. Surveys were emailed to people from May 2004 to July 2004 to 7500 people all over the world. The percentage of email addresses from USA companies was more than other countries. The geographical distribution of respondents is shown in figure 6. Only 1459 viewed the email and clicked the survey link on the www.reverselogisitcstrends.com website and out of that we received 55 survey replies. 

5.3 Data Analysis Methods

The collected data was analyzed using different statistical methods. Most questions were analyzed through descriptive statistical analysis (charts, frequency distribution etc.,). Survey participants were asked to check the different objectives that they think were applicable to their company. A company can check several options for the same question, for example when we asked to specify the role in supply chain a respondent company can play be a supplier and manufacturer, thus the multiple options were selected. There were two questions, which asked respondents to rank different options in the order of their priority by assigning numbers to each factor. For questions # 15 and 16, one represents the highest priority; two represent the 2nd priority thus decreasing in priority. Finally, points for each factor were summed and the average was taken of each factor. The grading is explained in detail while analyzing the data.

Following chapter (Chapter 6) contains the survey results, data analysis and implications using the methods described here.

6 Survey Results

6.1 Respondent Firms Descriptive Data
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Following graph shows the geographic distribution of respondents. The survey respondents are primarily from in USA, Canada, Europe, and Australia.

Figure 16: Geographical Distribution of Respondent Companies

Survey Question 1.  What were the annual gross dollar sales of your business during the most recent fiscal year? 

Response Data: Shown for $ 5million and less

Mean: 5.5 and Standard Deviation: 5.25

Annual sales revenue is divided into ten revenue categories as shown in table below. The numbers of respondent companies are added up by category to give total number of respondents in each revenue category. 

The mean is given as:

X = Sum (Number of Respondents in each revenue category) / n, Where n = 10 (revenue categories), Therefore mean = (7+1+11+3+2+5+0+7+2+17)/10 = 5.5

Percentage of respondent companies in each revenue category is calculated as, (7 / 55)*100 = 12.73%
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Standard Deviation (S.D.) is given as:

	S2 = Summation from i=1 to n( (Xi - X)2) / n-1)


 Sample Variance is given as 

And S.D = sqrt (Variance) = sqrt (274.23) = 16.56

S.D. = Sqrt [(10(72+1+112+32+22+52+0+72+22+172) – (552))/10(10-1)] = 5.25

	Annual Gross Sales in USD 
	Number of Respondents
	Percentage

	$5 million and less
	7
	12.73%

	$5-$10 million
	1
	1.82%

	$10-$50 million
	11
	20.00%

	$50-$100 million
	3
	5.45%

	$100-$150 million
	2
	3.64%

	$150-$200 million
	5
	9.09%

	$200-$250 million
	0
	0.00%

	$250-$500 million
	7
	12.73%

	$500-$ 1 billion
	2
	3.64%

	Over $ 1 billion
	17
	30.91%


Table 8: Response Data for Question 1
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Figure 17: Response Data Chart for Question 1

From the response data 30.91 percent of respondent companies have revenues over $ 1 billion.

Survey Question 2. How many people do you currently employ at this facility?

	Number of Employees
	Number of Respondents
	Percentage

	50 or less
	11
	20.00%

	51 to 100
	9
	16.36%

	101 to 200
	5

	9.09%

	201 to 300
	9
	16.36%

	301 to 400
	4
	7.27%

	401 to 500
	3
	5.45%

	Over 500
	14
	25.45%


Table 9: Response Data for Question 2
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Response Data Chart for Question 2

Survey Question 3.  In which of the following channel positions do you operate?

Respondent companies play multiple roles in a supply chain, for example many of the suppliers are manufacturers, and many of the distributors are wholesalers and retailers as well. The supply chain position of the research respondent companies is shown in table 10 below.

	Supply Chain Position
	Number of respondents
	Percentage

	Supplier
	24
	23.76%

	Manufacturer
	27
	26.73%

	Distributor
	18
	17.82%

	Wholesaler
	4
	3.96%

	Retailer
	5
	4.95%

	3PSP
	23
	22.77%


Table 10: Response Data for Question 3
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Figure 19: Response Data Chart for Question 3

Survey Question 4. Which product category does your company manufacture/resell? 

A respondent company may manufacture/resell more than one product category.

	#
	Product Category
	Percentage of Respondents

	1
	Computers and Peripherals
	19.85%

	2
	Other 
	9.92%

	3
	Cellular Phones and mobile equipments
	9.16%

	4
	Audio, Video Systems
	8.40%

	5
	Office Products (supplies, electronics)
	7.63%

	6
	Semiconductor
	7.63%

	7
	Household Appliances
	5.34%

	8
	Automotive
	4.58%

	9
	Hardware, Materials
	3.82%

	10
	General Merchandise
	3.05%

	11
	Drugs, Health
	3.05%

	12
	Magazine Publishing, Books
	3.05%

	13
	Medical equipments
	3.05%

	14
	Food
	2.29%

	15
	Building, Garden Supplies
	2.29%

	16
	Apparel and Accessories
	2.29%

	17
	Catalogue Merchandise
	2.29%

	18
	Plastic products
	2.29%


Table 11: Response Data for Question 4

Other product categories includes: 
1. Services: 

· Software services 

· Electronic marketplace management for online commerce

· Air transportation service provider

· Mailroom Management Services (PBMS)

· Packaging, documentation, kitting, fulfillment, distribution & call center solutions.

· Contract manufacturer supporting OEMs, publishers & marketing departments

· Specialty parts used by the service industry plus repair of electronic equipment including medical equipments

2. Industrial tooling material

3. Consumer goods: 

· Sporting goods

· Personal Protection Equipment/ Safety Products-such as hard hats, respiratory, goggles, gloves etc.

4. Satellite communication

5.Electronics/Optics equipments and consumer electronics products

19.85% of companies offer Computers and related products and other products are 9.92%, which are stated above (mostly services products). The cellular and mobile equipments are offered by 9.16% of respondents. Over 52% of products offered are from industrial and consumer electronics and semiconductor industry. The data collected from this survey will be more applicable to this industry as the number of respondent companies is from high-tech electronics, consumer electronics and semiconductor industry. Please refer to the graphical representation (figure 22) of the data on next page.
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Figure 20: Response Data Chart for Question 4 (figure 22)

Survey Question 5. Please specify the total number of products manufactured/resold/offered by your company across all product lines? 

	Number of Products 
	Number of Respondents
	Percentage

	Less than 100
	13
	40.6%

	101 to 500
	8
	25.00%

	501 to 1000
	1
	3.13%

	Over 1000
	10
	31.25%


Table 12: Response Data for Question 5

22 respondent companies said they do not offer any products, as they are 3PSP so we have not taken data of those 22 companies during statistical analysis.
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Figure 21: Response Data Chart for Question 5

Survey Question 6. How long is the product life cycle of your product?

A company is offering multiple products and the product life cycle is varying for each of the products offered by the same company. 

	Average Product Life Cycle
	Number of Respondents
	Percentage

	Less than 3 months
	3
	3.30%

	3-6 months
	7
	7.69%

	6-12 months
	10
	10.99%

	12-18 months
	8
	8.79%

	18 months- 2 years 
	14
	15.38%

	2-3 years
	9
	9.89%

	3-5 years
	19
	20.88%

	Greater than 5 years
	21
	23.08%


Table 13: Response Data for Question 6
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Figure 22: Response Data Chart for Question 6

Survey Question 7.  What is the percentage of product return per year across all product lines?

21 respondent companies do not receive any returned products since they are third party service providers.

	Percentage of product return
	Number of Respondents
	Percentage

	1% to 5%
	19
	55.88%

	6% to10%
	6
	17.65%

	11% to15%
	2
	5.88%

	16% to 20%
	2
	5.88%

	21% to 25%
	1
	2.94%

	More than 25%
	4
	11.76%


Table 14: Response Data for Question 7
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Figure 23: Response Data Chart for Question 7

From the response we see than the percentage of product return is below 5% for 55.88% of companies so 73.53% of companies return rate is less than 10% a year.

Survey Question 8. What are the typical reasons customers give while returning the product?

	Reasons for return
	Percentage of respondents

	Not functioning
	22.95%

	Damaged
	16.39%

	Other
	13.93%

	Not satisfied with the performance
	9.02%

	Different than expected
	9.02%

	No reason
	9.02%

	Didn’t want the product
	8.20%

	Missing parts
	4.92%

	Found better competitive product
	4.10%

	Late delivery
	2.46%


Table 15: Response Data for Question 8
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Response Data Chart for Question 8

The most frequently given reasons by customer are not functioning and damaged.

The other reasons for product return are:

· Need of scheduled services 
· End of Lease, Trade-up, order cancellation, collection etc

· Exchange new product with old product for upgrade / product replacement

· Expired Products

· Taking back defective materials against credit

· Customer operates the product improperly so is returned as not functioning

· Excess Stock / Non-Moving Stock return with allowances

· Stock Return / Consignment Return/Consigned inventory return

· Multiple Orders for the same item

· Overstock

· Distributor Stock returns

· 70 % of retail returns are no defect found; defective returns are usually hardware failures

Survey Question 9. Out of the returned products what is the percentage of the products that have no problem?

	No problem return percentage range
	Percentage

	0 to 10%
	50.00%

	11 to 20%
	5.77%

	21 to 30%
	9.62%

	31 to 40%
	3.85%

	41 to 50%
	9.62%

	51 to 60%
	0.00%

	More than 60%
	21.15%


Table 16: Response Data for Question 9
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Response Data Chart for Question 9

As evident from response, 37.7% of the returned products have problem and 20.75% respondents say that more than 60% returned products have no problem. Out of total respondents over 67% respondents are from industrial and consumer electronics, semiconductor industry (reference question 4) and 50% are OEMs (Suppliers and manufacturers-Question 3). Only 5% respondents represent the retail industry. The data here shows that the majority of the products that are returned by customers have problems. If we refer to question 8 the not functioning reason is given by 22.95% of respondents.

Survey Question 11. What is the cost of your forward logistics and reverse logistics as a [image: image33.wmf]percentage of net sales?

Table 17: Response Data for Question 11

The graphical representation of the statistics is shown on the next page. The respondent companies show an increase of 0.12% in forward logistics spending out of total annual sales between two consecutive years 2002 and 2003. The statistics shows that the cost of reverse logistics is reduced by 0.12% from year 2002 spending compared with year 2003 spending. Five respondent companies have not given the data, as the cost was unknown. So the mean is shown in the graph and table and the standard deviation is given as:

For cost of forward logistics for year 2002:

Mean = 11.08

S.D = Sqrt (variance/n-1) where n = number of respondents 

And S.D = sqrt (Variance) = sqrt (274.23) = 16.56
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Response Data Chart for Question 11

Survey Question 12.  At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

	#
	RL activities
	RL activities handled in-house in %
	RL activities outsourced to 3PSP in %
	Comment

	1
	Returns Authorization Management
	8.72
	0.98
	More than 7.74% more companies prefer in-house than outsourcing

	2
	Asset Management & Extended Service Contracts
	8.03
	1.46
	More than 6.57% companies prefer in-house than outsourcing

	3
	Spare Parts Management
	7.52
	3.41
	

	4
	IT Management 
	7.52
	3.90
	More than 3.62% companies prefer to manage IT in-house compared with outsourcing IT services

	5
	Helpdesk/Call Center
	7.35
	4.88
	

	6
	Replacement management
	7.35
	4.39
	

	7
	Fulfillment & Kitting Services
	6.67
	6.83
	

	8
	Collection/sorting/testing
	6.50
	7.35
	

	9
	Remanufacture/Refurbishment
	6.50
	7.80
	

	10
	Redistribution/Resale
	6.32
	7.80
	

	11
	Depot Repair
	6.15
	7.80
	

	12
	Warehousing/Storage
	5.98
	9.27
	Outsourcing is up by 3.29% than in-house

	13
	End-of-life manufacturing
	5.98
	8.29
	

	14
	Transportation and distribution
	4.79
	12.68
	Outsourcing is up by 7.89% than in-house

	15
	Recycling/Full disposal
	4.62
	13.17
	Outsourcing is preferred by more than 8.55% companies than in-house 


Table 18: Response Data for Question 12

Please refer to data chart for graphical representation on next page (figure 29). 

Figure 27: Response Data Chart for Question 12 (Figure 29)

The statistics shows that majority of respondent companies prefer outsourcing 9 out of 15 reverse logistics activities than managing them in-house. The activities that have higher percentage in outsourcing compared with in-house are:

Collection/sorting/testing, transportation/distribution, warehousing and storage, depot repair, remanufacture/refurbishment, end-of-life manufacturing, recycling/full disposal, fulfillment and kitting services, redistribution/resell. Out of these activities as we see from above table 18 the most outsourced RL activates are: 

· Transportation and distribution (13.54% compared with in-house 4.70%)

· Warehousing and storage (9.27% compared with in-house 5.98%)

· End-of-life manufacturing (8.29% compared with in house 5.98%)

· Recycling/full disposal (13.17% compared with in-house 4.62%)

From the data we can say that currently companies are managing following activities in-house than outsourcing them to a third party service provider:

Helpdesk/call center, replacement management, returns authorization management, spare parts management, asset management/extended service contracts, IT management.

Survey Question 13. Which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a Third Party Service Provider in next two years?

	#
	RL activities
	Future in-house RL activities in %
	Future outsource RL activities in %
	Comment

	1
	Returns Authorization Management
	8.22
	2.08
	Companies are planning to manage RMA in-house in future than they do at present

	2
	Spare Parts Management
	7.55
	3.13
	

	3
	Asset Management & Extended Service Contracts
	7.55
	3.65
	Companies are planning to manage assets and extended services in-house in future than they do at present

	4
	Helpdesk/Call Center
	7.21
	5.21
	

	5
	Replacement management
	7.21
	5.21
	

	6
	Remanufacture/Refurbishment
	7.05
	6.25
	Outsourcing is increased by 1.55%

	7
	IT Management 
	7.05
	5.21
	Outsourcing is increased by 1.31%

	8
	Fulfillment & Kitting Services
	6.71
	6.25
	

	9
	Warehousing/Storage
	6.38
	8.33
	Outsourcing is increased compared with current trend by 1%

	10
	Depot Repair
	6.38
	6.25
	Decreased outsourcing compared with current trend by 1.55%

	11
	End-of-life manufacturing
	6.38
	7.29
	

	12
	Redistribution/Resale
	6.38
	7.81
	

	13
	Collection/sorting/testing
	6.04
	8.33
	

	14
	Recycling/Full disposal
	5.20
	11.46
	The trend is same as current

	15
	Transportation and distribution
	4.70
	13.54
	The trend is same as current


Table 19: Response Data for Question 13

The graphical representation is given in figure 30. The graph shows the change in future trend in management of reverse logistics activities. Companies are considering outsourcing following activities in future (in next two years): 

· Collection/sorting/testing

· Transportation and distribution

· Warehousing and storage

· Replacement management

· Return Management Authorization

· IT management

Following Table shows the increase and decrease in current vs. future RL management trend in a tabular format.

	   RL activities
	Current in-house %
	Future in-house %
	Difference
	Currently outsourced 

%
	Future outsourcing

% 
	Difference

	   Returns Authorization  

   Management
	8.72
	8.22
	      - 0.5%
	0.98
	2.08
	1.1%

	   Asset Management &   

   Extended Service   

   Contracts
	8.03
	7.55
	- 0.48%
	1.46
	3.65
	2.19%

	   Spare Parts Management
	7.52
	7.55
	 0.03%
	3.41
	3.13
	- 0.28%

	   IT Management 
	7.52
	7.05
	- 0.47%
	3.90
	5.21
	1.31%

	   Helpdesk/Call Center
	7.35
	7.21
	- 0.14%
	4.88
	5.21
	0.33%

	   Replacement  

   Management
	7.35
	7.21
	- 0.14%
	4.39
	5.21
	0.82%

	   Fulfillment & Kitting  

   Services
	6.67
	6.71
	 0.04%
	6.83
	6.25
	- 0.58%

	   Collection/sorting/testing
	6.50
	6.04
	- 0.46%
	7.35
	8.33
	0.98%

	   Remanufacture/

   Refurbishment
	6.50
	7.05
	 0.55%
	7.80
	6.25
	- 1.55%

	   Redistribution/Resale
	6.32
	6.38
	 0.06%
	7.80
	7.81
	0.01%

	   Depot Repair
	6.15
	6.38
	  0.23% 
	7.80
	6.25
	- 1.55% 

	   Warehousing/Storage
	5.98
	6.38
	       0.4%
	9.27
	8.33
	- 0.94%

	   End-of-life manufacturing
	5.98
	6.38
	       0.4%
	8.29
	7.29
	- 1.00%

	   Transportation and         

   Distribution
	4.79
	4.70
	- 0.09%
	12.68
	13.54
	0.86%

	   Recycling/Full disposal
	4.62
	5.20
	   0.58%
	13.17
	11.46
	- 1.71%


Table 20: Current vs. Future In-house and Outsourcing RL Activities Comparison

Please refer to the graphical representation on next page (figure 31)

The above table 20 shows the projected trend in the RL activities management based on the survey responses. Positive percentages show the percentage increase in next two years and negative percentages shows the percentage decrease in next two years for RL activities’ management for in-house as well as outsourcing. Survey statistics show that companies are planning to manage following RL activities in-house than outsourcing to a 3PSP in next two years (as shown in table 20), and they are:

· Warehousing and storage 

· Depot repair

· Remanufacture/refurbishment

· End-of-life manufacturing

· Recycling/Full disposal

Following RL activities will be outsourced in next two years. The preference will be to outsource some activities than managing them in-house (currently they are managed in-house) and they are: 

· Collection/sorting/testing

· Transportation and distribution

· Replacement management 

· Return authorization management

Companies will outsource following RL activities to 3PSPs in next two years (refer to table 20). This is a business opportunity to 3PSPs.

· Helpdesk/Call Center (0.33% growth opportunity)

· Collection/sorting/testing (0.98% growth opportunity)
· Transportation and distribution (0.86% growth opportunity)
· Replacement management (0.82% growth opportunity)
· Returns Authorization Management (1.1% growth opportunity)
· Asset Management & Extended Service Contracts (2.19% growth opportunity)
· IT Management (1.31% growth opportunity)
Figure 28: Response Data Chart for Question 13 (Figure 30) 

Figure 29: Current vs. Future In-house and Outsourcing RL Activities Comparison Data Chart

Survey Question 14. What factors would your company consider to decide between in-house vs. outsourcing reverse logistics? Please rank the factors as 1-most important, 2-important, … 13-least important

	#
	Factors
	Average Rank
	Rank in importance

	1
	Cost of reverse logistics (includes cost of facility, people, infrastructure, processing)
	1.96
	1

	2
	Focus on core business activities
	2.47
	2

	3
	Returns volume (number of products returned)
	3.38
	3

	4
	Return processing time/customer service cycle time
	3.38
	3

	5
	Forward logistics system designed to handle reverse logistics/return process
	3.56
	4

	6
	Sophisticated IT software to process and make rapid decisions on returned products
	4.20
	5

	7
	Criticality of collaboration between parties involved in reverse supply chain
	4.35
	6

	8
	Risk and control over the reverse logistics chain
	4.49
	7

	9
	Characteristics of these products (Sales volume, Product life cycle)
	4.6
	8

	10
	Difficulty in handling returns
	4.75
	9

	11
	Return Policy 
	4.85
	10

	12
	Company wants to own forward and reverse supply chain for better control over processes
	5.11
	11

	13
	Number of products offered by the company to customers
	5.15
	12


Table 21: Response Data for Question 14

The most important factor considered by companies is cost of reverse logistics. From the survey result we can say that companies are focusing on their core business competency. Please refer to the graphical representation of the data on next page for question 14 (Figure 32).

Figure 30: Response Data Chart for Question 14

Survey Question 15. What factors would your company consider while evaluating a Third party Service Provider? Please rank the factors as 1-most important, 2-important, … 11-least important. 

	#
	Factors
	Average Rank
	Rank in importance

	1
	Expertise of Third Party Service Provider
	2.29

	1

	2
	Quotation/charges for services
	2.44
	2

	3
	Type of services offered
	2.58
	3

	4
	Business processes, supply chain, logistics
	3.00
	4

	5
	Facility capacity/capability
	3.87
	5

	6
	Global presence for support
	4.35
	6

	7
	Type of repair technology practiced
	4.45
	7

	8
	Packaging and storage
	5.18
	8

	9
	Type of IT software implemented/used
	5.60
	9

	10
	Employee training schedule
	5.71
	10

	11
	Number of employees at facility
	6.00
	11


Table 22: Response Data for Question 15

Expertise of third party service provider, service charges, and types of services offered are the factors, which are primarily evaluated by companies. The graphical representation of this data is shown in a chart on next page. (Figure 33)

Figure 31: Response Data Chart for Question 15

Survey Question 16. How do you measure performance of a third part service provider in terms of receipts, repairs, and turnaround time?

Companies’ use following parameters to measure performance of a third party service provider,

	#
	3PSP Performance measuring parameter
	Total respondents

	1
	Turnaround time
	24

	2
	Quality level
	14

	3
	Cost per unit (cost for processing each unit)
	12

	4
	Flexibility
	4

	6
	Repeated RMA/30 day repeat repairs/bounce rate
	4

	5
	Real-time information on status of returns/status report
	3

	5
	Response time to issue
	3

	7
	Throughput time for repair/Repair time
	3

	8
	Dead on arrival
	3

	9
	On time delivery
	3

	10
	Scrap rate/Damaged
	2

	11
	Major/Minor/no fault repair rates
	2

	12
	Availability to sales time
	2

	13
	Customer satisfaction/Ability to add value to our customers/value added services
	2

	14
	Inventory record accuracy
	2


Table 23: Response data for Question 16

Table represents most commonly weighted parameters. Companies measure 3PSP performances on a daily, weekly, and monthly basis but most of the respondents prefer to do it on a monthly basis. Other performance measures observed are: 

Quarterly review/weekly metrics, accuracy, expertise, lead time (for transportation service provider partner, failure analysis, downtime at customer, supply chain execution monitoring system for performance measurement, repair license, productivity improvements, number of repairs, SLAs – service level agreements, exception documentation, yield, communication, global support capability, repair warranty, material support, volume handled, claims, commit performance, JIT deliverables, service availability, ease of invoicing, on time performance (24 hr) for exchange shipments, shipment of corrected stuff, overall consistency of service, dependability, integrity (field feedback), non-performance, survey, non-conforming material, customer complaints, strategic and technical development (involves: capacity planning, engineering support, new product technical support, strategic and technical roadmap). Some of respondent companies have specific measuring parameters tailored for their requirements. From the statistics we can see that, companies have different magnitudes on performance measurement so 3PSPs are asked to generate reports as per the requirement and have different dimensions on which their performance is measured. We do not see a preference pattern in the industry.

Different methods are observed to measure quality in terms of disposition, service, refurbishment quality level, appearance of repaired product, and quality of items returned for resale after processing.

Turnaround time is time from receipt of item (return) to delivery of the item back to customer. Companies have different measuring parameters for monitoring turnaround time such as; cycle time, repair and delivery time, return cycle time, repair cycle time, processing time, cycle time processing inbound, outbound goods, and defective goods back to suppliers.  Downtime is measured from the date the product is returned until it is up and running.

Survey Question 17. What are the problems/challenges faced after outsourcing reverse logistics to a third party service provider?

Following are the challenges and problems faced after outsourcing RL activities to a 3PSP.

	#
	Challenges/problems faced and after outsourcing with 3PSP
	Number of Respondents

	1
	IT interface (integration problem)/process interface problem/
	5

	2
	Quality not up to the standards and lack attention to quality standards/requirements
	4

	3
	Time schedules are not met/commitment to deadlines are not met/varying process time
	4

	4
	Cost controlling becomes difficult
	4 

	5
	Finding adequate number of suppliers with global presence
	3

	6
	Lack in real-time information accuracy on the return process status/lack of communication and information exchange
	3

	7
	Finding qualified service provider/Lack of expertise in all dimensions of RL process management/Difficulty in finding one-stop solution provider.
	3

	8
	Lack of employee training leading to quality changes
	2

	9
	Legal roadblocks while dealing with different countries due to strict import/export and domestic policies
	2

	10
	Difficulty in establishing interface between customer and a service provider
	1

	11
	Delay in parts receipt
	1

	12
	Packaging is not standard
	1

	13
	Lack of partnership due to unrealistic expectation
	1

	14
	Return management processes changes per country increasing complexity as do not have one program manager worldwide
	1

	15
	Difficulty in harmonization return policy with the 3PSP return process
	1

	16
	Difficulty in coordinating between different supply chain players
	1

	17
	Building trust as the company product specific information is shared with the service provider
	1


Table 24: Response Data for Question 17

Companies experience that 3PSP claim their proficiency in RL processes management but when it comes to implementation they lack in operational expertise.

Survey Question 18. What are the problems faced while managing reverse logistics internally/in-house?

	#
	Challenges/problems faced while managing RL in-house
	Number of Respondents

	1
	RL software application available and support/data management
	3

	2
	Managing significant volume changes with respect to staff allocation, warehouse storage space
	3 

	3
	Continuous pressure on cost reduction
	3

	4
	Having problem with turnaround time
	3

	5
	RL management does not get prioritized
	2

	6
	Training the staff is challenging and critical on decision-making/training new staff
	2

	7
	Lack of facility/staff to do the job
	2

	8
	Feel that this RL management is not a core competency
	2

	9
	Getting senior managements attention
	1

	10
	Not able to track return rate constantly
	1

	11
	Variety of packaging and transportation used by customer while returning/no standardization
	1

	12
	The biggest problem is documentation needed for products transportation due to strict import/export rules
	1

	13
	Adapting to new business process
	1

	14
	SG&A pressure from corporate
	1

	15
	Capability limitation
	1

	16
	Global support is limited by lack of infrastructure and resources availability
	1

	17
	Sharing real-time information on return status
	1

	18
	Turnaround time varies due to availability of spare parts from OEM
	

	19
	Difficulty in micromanaging inventory control
	1

	20
	Classification of return goods
	

	21
	Reconciliation of credits we offer versus deduction customer wants to take
	1

	22
	Communicating delivery dates and handling spikes in production
	1

	23
	Insufficient reporting and unclear requirements
	1


Table 25: Response Data for Question 18

There are measures to measure performance of a third part service provider, but how do companies measure their performance while managing RL in-house? We observed evaluation methods implemented by companies from the survey responses and most commonly monitored performance measuring parameters are,

· Monitor repeated returns

· Weekly employee evaluation for speed and accuracy (use 80/20 rule means 20% of employees are making 80% of the mistakes)

· Service level with respect to turnaround time, customer satisfaction, volume of returns processed, cost to process return

6.2 Implication of the Survey

Several surveys were conducted in the past to study reverse logistics trends and practices in general. First, in 1997 Dr. D.S. Rogers and Dr. R.S Tibben-Lembke two University of Nevada-Reno, professors conducted the research on reverse logistics to study trends and practices and observed that over 39% of the respondent companies did not feel that reverse logistics was as important as other issues company was dealing with. Barriers to RL management were; company policies, lack of systems to support returns management, no attention from management, and lack of resources. Since then RLEC is active in researching reverse logistics. There are many research firms conducting surveys and studies in this field but that is not readily available to everybody. Now RL is looked as a profitability function-generating value out of returns has become important for companies due to increasing returns thereby increasing cost. 

There has always been trade off between managing reverse logistics in-house versus outsourcing to a service provider. This is a strategic decision by company and needs careful analysis of several factors. Because of globalization, increasing competition, demanding customers companies are required to provide global support. To achieve this global presence is essential. This opened doors for partnership as opening facilities globally requires resources and investment. Companies have realized that partnership, coordination, and trust are the key to successfully implement the support system. The focus of this research is to study type of reverse logistics service providers available and services offered. The factors to be considered before partnering with a service provider are developed and are supported by industry inputs by conducting a survey. A guideline on how to measure performance of service provider is provided. Survey data shows the reverse logistics outsourcing trend and the activities that are preferably managed in-house versus preferred to outsource.

The survey questions are categorized based on the focus areas as follows:

· Categorization of respondent companies based on

· Company size

· Number of employees

· Role in supply chain/Channel position

· Industry category/product type

· Number of Products sold

· Product life cycle

Questions were asked to collect above information are listed in survey questionnaire in appendix A. The information is primarily used to categorize the respondent companies by their size, revenue, and number of employees at current facility. The remaining questions were asked to give the role of respondent company in supply chain like supplier, manufacturer, and retailer etc. The product category question represents the industry category like electronics, computer, food, automotive etc. please refer to appendix A for detail list of industry category.  58.01% respondents represent electronics, computer, and semiconductor industry. 
Number of products offered and type of products sold also affects the return policy. Percentage of return is higher for consumer products as compared with industry products as the price difference is substantially higher for industrial products. Consumers have tendency of trying out the product and this results in return based on several reasons, which are listed in question 8. . Product life cycle also plays major role in return rate, 43.96% respondents say their products life cycle is more than 3 years.
· Return Statistics

· Percentage of return/year

· Reasons for return

· Percentage of no problem returns

56% respondents said the product return per year is between 1 to 5%. The most common reasons given by respondent companies’ customers are not functioning, damaged, and excess stock return. 50% of the respondents said that out of the return products 90% of the products have problem (Ref: Reason for return 22.95% said not functioning and 16.39 % said damaged). Cost of forward logistics is increased by 0.12% and whereas cost of reverse logistics is decreased by 0.12% but the difference between forward and reverse logistics cost is very marginal. Please refer to question 11 in chapter six for survey results.
· RL Activities Management

· Managed in-house vs. outsource

· Decision Making Tools and Techniques

· Company Capability evaluation

· Third Party evaluation  

· RL Implementation Analysis

· Third Party performance measurement parameters 

· Problems/challenges encountered while handling RL in-house

· Problems/challenges faced after outsourcing RL to 3PSP

 The data collected from survey can be used as a reference for general guidelines to companies

· To decide between in-house vs. outsource RL management

· To evaluate 3PSP and in-house RL management capability by factor analysis

· To measure 3PSP and in-house RL management performance metrics 

· To study problems faced while managing in-house vs. outsourced to a 3PSP

We observed following trend when question on current vs. future in-house RL management (in two years) was asked:

· Recycling/Full Disposal (increase by 0.58%)
· Remanufacturing/Refurbishment (increase by 0.55%)

· End-of-life Manufacturing (increase by 0.4%)

· Warehousing/Storage (increase by 0.4%)

· Depot Repair (increase by 0.23%)

· Redistribution/Resale (increase by 0.06%)

· Fulfillment & Kitting Services (increase by 0.04%)

· Spare Parts Management (increase by 0.03%)

For outsourcing current vs. future RL management we observed following trend: 

· Asset Management & Extended Services (2.19% growth opportunity)

· IT Management (1.31% growth opportunity)

· Returns Authorization Management (1.1% growth opportunity)

· Collection / sorting / testing (0.98% growth opportunity)

· Transportation and distribution (0.86% growth opportunity)

· Replacement management (0.82% growth opportunity)

· Helpdesk / Call Center (0.33% growth opportunity)
Respondent companies will prefer outsourcing of above activities. This can be viewed as business opportunity for third party service providers. 

Cost of reverse logistics is important to all companies while deciding between in-house vs. outsourcing RL management. Many respondents have given importance to focus on core business activities such as new product development and marketing and outsourcing RL to a 3PSP. Return processing, volume and process management is equally important to all respondents.

Important factors considered by respondents to choose 3PSPs are listed in question 15 and expertise of 3PSP, service charges, and type of service offered are equally important to companies. The performance measurement metrics primarily practiced are turnaround time, quality (service, repacking, product appearance), and cost per unit (repair cost). 

The major problems faced to manage RL whether in-house or by a 3PSP are summarized below. Please refer to tabular representation for detail list of various problems and challenges faced by respondent companies in questions 17 and 18 in chapter six.

· Availability of sophisticated IT system to manage the return process

· Compatibility of return process with forward process. Integrating both the systems is biggest challenge faced by most of the respondents. 

· Maintaining desired quality standards.

· Training new employees as well as lack of training given by 3PSPs to their employees, which results in quality variations.

· Difficult to control cost due to variations, process change, return volume spikes, and continuous pressure from management for cost reduction.

· Attention from management: RL is often not on priority by management and thus it is difficult to get their attention.

· Difficulty in handling large return volumes due to limited resources. Thus resource allocation to RL process management is always critical decision due to return uncertainty.

· Variation in turnaround time is also a critical and big problem.

· Respondent companies feel that RL management is not their core competency and thus fail to manage to manage returns efficiently.

· Dealing with several partners to manage the entire RL management process becomes difficult, as respondent companies don’t find a single 3PSP with expertise to manage the entire RL process. Difficult to find a one-stop solution to their requirements.

6.3 Limitations of survey

Since the response size is very small compared with the large sample size, companies should be cautious in using the results of this survey as a sole reference for research or practical applications in industry. Although 55 samples is considered good data for descriptive statistical analysis, inferential statistics could not be used to analyze all the focus areas in more quantitative terms.

The attempt was to collect data from companies worldwide but the efforts were successful only in USA market. Thus the statistics does not truly represent the reverse logistics outsourcing trends worldwide but USA market.  

Not all respondents have answered all of the questions so the statistical analysis is done on the data available.

Summary and Recommendations

6.4 Summary

Reverse logistics is still in its infancy stage and have not received much attention yet. There are several articles, research papers available on reverse logistics trends and practices. Many of the articles give overview of different issues, research opportunities in reverse logistics. 

Reverse Logistics Executive Council and Reverse Logistics Trends, Inc. are the organizations making an effort to educate industries and are conducting and promoting researches in reverse logistics. University of Nevada professors first studied reverse logistics trends and practices in 1997. 

The research on various reverse logistics areas such as RL practices, potential market for returned products, business opportunities and potential for outsourcing service providers is carried out by research consulting firms but the data is not available for general public. Educational institutions have not yet done much research in this area. 

The survey was primarily conducted using online survey email distribution, by providing URL of the survey to industry contacts, by interviewing industry experts and by studying existing literature on reverse logistics. Reverse Logistics Trends, Inc. helped distribute survey questionnaire to its members over Internet. The survey was also distributed at the Reverse Logistics Trends show in Amsterdam, The Netherlands in May 2004. 

The attempt of this research is to show current RL management industry practices and future trend. It also shows the business opportunities for 3PSP as indicated in question 12 and 13. From survey response we can see that remanufacturing/refurbishing and recycling/full disposal will preferably be managed in-house by respondents whereas outsourcing of following activities will be increased by over one to two percentage in next two years; Asset management & extended service contracts, return authorization management, IT management, and collection/testing/sorting. 

Survey also shows that companies are looking for RL management software to track all data which can be used for analysis to track real time information on return and thus to improve the return process management. Integration of forward logistics system with reverse logistics system is also a major problem for many respondents. Since the survey responses were primarily from electronics, computer, and semiconductor industry the data and statistical analysis is a representative of same industry and shows practices and trends and problems, which are more applicable to this industry. 

Turnaround time, quality, cost of repair (per unit), and flexibility were major performance measuring parameters practiced by most of the respondents. 86% of the respondents are from USA thus the survey statistics represents USA market trend. As seen in chapter one the trend in future will be to outsource RL activities and it also shows the size of the repair market is USA.

6.5 Recommendations for Future Research Opportunities

This report attempts to provide different factors to consider for evaluation and analysis of companies and 3PSP while deciding between outsourcing and in-house RL management. 

We recommend similar survey for Europe and Asia market to study the RL practices and trends. This survey represents the market trends and practices for USA market only as majority of the responses are from USA based companies.

A further research can be done to develop a decision making model to help companies decide between in-house and outsourcing using Analytic Hierarchy Process (AHP) and Factor Analysis under different scenarios

A detail research can be done to study technologies that facilitate reverse logistics management such as RFID, Two-dimensional barcode, reverse logistics management systems.

Currently many companies are handling returns using forward logistics processes and thus it is getting difficult to separate the data and analyze each process separately. A Study can be done on integration of forward logistics and reverse logistics (critical closed loop supply chain issue) to handle forward and reverse flow of products and material to increase the efficiency of closed loop supply chain. If both the processes are integrated then a software support system is required to track the data in both directions. Currently no forward logistics management system supports the reverse supply management and thus a detail study on integration of both systems can be done. There are processes that can be integrated in closed loop supply chain and different process integrations are truckloads, distribution, and sales/marketing.
7 Conclusion

The study shows that over 58% respondents are from computer, electronics, and semiconductor industry and over 73% respondents say product return is less than 10%

Primary reasons given by customer for product return are not functioning (22.95%) and damaged (16.39%)

References studied shows that 70 % of retail returns are no defect found. The study shows that 50% of respondents said that out of returned products 90% of the products have defects or problems. 

Outsourcing is considered as a better option because cost to manage RL in-house is main concern to companies and companies want to focus on core competency and not commit resources to RL management due to return uncertainty. Due to globalization companies have customers all over world and have to compete with global as well as local companies. This competitive environment forces companies to provide global support for their customer all over world thereby generating need to establish local presence for support. 

Companies are looking for service providers with expertise in all areas of RL process management (one-stop solution provider), competitive price for services, and most important for global support/presence for the partnership to support customers globally.

Performance of third part service providers is measured based on three major parameters turnaround time, quality of service, and cost for processing each unit. Major problems faced by companies are system integration and finding right RL management system for their requirement and RL management and classification of goods remanufacturing, repair, repack, resell etc.
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Appendix A: Survey Questionnaire

Dear Sir/Madam,

I am a graduate student at San Jose State University in San Jose, California, USA working on a research project in Reverse Logistics under the supervision of Professor Taeho Park from the department of Organization and Management – College of Business. We are working on this project in association with Reverse Logistics Trends, Inc. an Aftermarket Supply Chain Association.

Your assistance is critical to understanding reverse logistics outsourcing and in-house practices and most commonly used reverse logistics channels by the companies you represent. Please complete the attached questionnaire and return it in the enclosed envelope at your earliest convenience. If you are unable to complete the questionnaire, please forward it to the appropriate person within your organization.

All responses will be kept strictly confidential. Only the research team will view any of the raw data. No company data will be identified. Should you have any questions, please call me at (408) 551-9638. If you wish to receive the copy of survey results please indicate “Yes” in the questionnaire.

We sincerely appreciate your help in filling out this questionnaire. Your rapid response is critical to completing this research. Thank you again for your kind assistance.

Sincerely,

Deepali Kulkarni

deepalibaxi@yahoo.com
408-551-9638

Dr. Taeho Park

Park_t@cob.sjsu.edu
408-924-3561

	Department of Organization and Management

College of Business 

San Jose State University

One Washington Square - Business Tower 650 
San Jose, California 95192-0070 
Phone: (408) 924-3561

Fax: (408)-924-3555 

URL: http://www.cob.sjsu.edu/dept/org&mgt/
	Reverse Logistics Trend, Inc.

39510 Paseo Padre Parkway, Suite 390
Fremont, California 94538

Phone: (510) 792-2048

Fax: (510) 796-6689

URL: (www.reverselogisticstrends.com)


General Company Information

Your Name:      
Title:      
Company Name:      
Division or Business Unit:      
Street Address:      
City:      

State:      

Zip:      
 Country:      
Telephone:      
Fax:      
E-mail Address:      
1. What were the annual gross dollar sales of your business during the most recent fiscal year?

	 FORMCHECKBOX 
 $5 Million or Less
	 FORMCHECKBOX 
 Over $150 to $200 Million

	 FORMCHECKBOX 
 Over $5 to $10 Million 
	 FORMCHECKBOX 
 Over $200 to $250 Million

	 FORMCHECKBOX 
 Over $10 to $50 Million
	 FORMCHECKBOX 
 Over $250 to $500 Million

	 FORMCHECKBOX 
 Over $50 to $100 Million
	 FORMCHECKBOX 
 Over $500 to $1 Billion

	 FORMCHECKBOX 
 Over $100 to $150 Million 
	 FORMCHECKBOX 
 Over $1 Billion


2. How many people do you currently employ at this facility?      
3. In which of the following channel positions do you operate? (Check all that apply)

 FORMCHECKBOX 
 Supplier

 FORMCHECKBOX 
 Manufacturer

 FORMCHECKBOX 
 Distributor

 FORMCHECKBOX 
 Wholesaler

 FORMCHECKBOX 
 Retailer

 FORMCHECKBOX 
 Third Party Service Provider (Explain type:      )

4. Which product category does your company manufacture/resell? (Check all that apply)

	 FORMCHECKBOX 
 Household Appliances
	 FORMCHECKBOX 
 General Merchandise

	 FORMCHECKBOX 
 Computers and Peripherals
	 FORMCHECKBOX 
 Building, Garden Supplies

	 FORMCHECKBOX 
 Cellular Phones and mobile equipments
	 FORMCHECKBOX 
 Hardware, Materials

	 FORMCHECKBOX 
 Audio, Video Systems
	 FORMCHECKBOX 
 Apparel and Accessories

	 FORMCHECKBOX 
 Medical equipments
	 FORMCHECKBOX 
 Drugs, Health

	 FORMCHECKBOX 
 Office Products (supplies, electronics)
	 FORMCHECKBOX 
 Magazine Publishing, Books

	 FORMCHECKBOX 
 Semiconductor
	 FORMCHECKBOX 
 Catalogue Merchandise

	 FORMCHECKBOX 
 Food
	 FORMCHECKBOX 
 Plastic products

	 FORMCHECKBOX 
 Automotive
	 FORMCHECKBOX 
 Other (specify)___________________


5. Please specify total number of products manufactured/resold/offered by your company across all product lines      
6. How long is the product life cycle of your products? (Check all that apply)

	 FORMCHECKBOX 
 Less than 3 months
	 FORMCHECKBOX 
 18 months to 2 years

	 FORMCHECKBOX 
 3 months to 6 months
	 FORMCHECKBOX 
 2 years to 3 years

	 FORMCHECKBOX 
 6 months to 12 months
	 FORMCHECKBOX 
 3 years to 5 years

	 FORMCHECKBOX 
 12 months to 18 months
	 FORMCHECKBOX 
 Greater than 5 years


7. What is the percentage of product return per year across all product lines?      
8. What are the typical reasons customers give while returning the product? (Check all that apply)

	 FORMCHECKBOX 
 Missing parts
	 FORMCHECKBOX 
 Didn’t want the product

	 FORMCHECKBOX 
 Not satisfied with the performance
	 FORMCHECKBOX 
 Found better competitive product replacement

	 FORMCHECKBOX 
 Different than expected
	 FORMCHECKBOX 
 Late delivery

	 FORMCHECKBOX 
 Not functioning
	 FORMCHECKBOX 
 No reason

	 FORMCHECKBOX 
 Damaged
	 FORMCHECKBOX 
 Other (specify)     


9. Out of the returned products what is the percentage of the products that have no problems?      %

10. What decision/action you take with no problem returned products? (Check all that apply)

	 FORMCHECKBOX 
 Resell as is
	 FORMCHECKBOX 
 Sell in secondary market

	 FORMCHECKBOX 
 Repack and sell
	 FORMCHECKBOX 
 Dispose/landfill

	 FORMCHECKBOX 
 Reuse the parts/components
	 FORMCHECKBOX 
 Other (specify)      

	 FORMCHECKBOX 
 Return to the vendor
	___________________________________


11. What is the cost of your forward logistics and reverse logistics as a percentage of net sales?

Cost of forward logistics/year in $: In 2002      
In 2003      
Cost of reverse logistics (returns process)/year in $: In 2002      
In 2003     
12. At present which of the following reverse logistics activities does your company perform in-house and which have outsourced to a Third Party Service Provider? (Check all that apply) 
	RL activities
	In-House
	Third Party

	Helpdesk/Call Center
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Collection/sorting/testing
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Transportation and distribution
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Warehousing/Storage
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Depot Repair
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Replacement management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Remanufacture/Refurbishment
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	End-of-life manufacturing
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Recycling/Full disposal
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Returns Authorization Management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Fulfillment & Kitting Companies
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Spare Parts Management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Asset Management & Extended Service Contracts
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Redistribution/Resale
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	IT Management 
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Other (specify)     
	 FORMCHECKBOX 

	 FORMCHECKBOX 



13. Which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a Third Party Service Provider in next two years? (Check all that apply)

	RL activities
	In-House
	Third Party

	Helpdesk/Call Center
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Collection/sorting/testing
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Transportation and distribution
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Warehousing/Storage
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Depot Repair
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Replacement management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Remanufacture/Refurbishment
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	End-of-life manufacturing
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Recycling/Full disposal
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Returns Authorization Management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Fulfillment & Kitting Companies
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Spare Parts Management
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Asset Management & Extended Service Contracts
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Redistribution/Resale
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	IT Management 
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Other (specify)      
	 FORMCHECKBOX 

	 FORMCHECKBOX 



14. What factors would your company consider to decide between in-house vs. outsourcing reverse logistics? (Check all that apply). 

Please rank the factors as 1-most important, 2-important, ….., 15-least important.

 FORMCHECKBOX 
 [     ] Number of products offered by the company to customers

 FORMCHECKBOX 
 [     ] Characteristics of these products (Sales volume, Product life cycle)

 FORMCHECKBOX 
 [     ] Returns volume (number of products returned)

 FORMCHECKBOX 
 [     ] Cost of reverse logistics (includes cost of facility, people, infrastructure, processing)

 FORMCHECKBOX 
 [     ] Focus on core business activities

 FORMCHECKBOX 
 [     ] Company wants to own forward and reverse supply chain for better control over processes

 FORMCHECKBOX 
 [     ] Return processing time/customer service cycle time

 FORMCHECKBOX 
 [     ] Return Policy 

 FORMCHECKBOX 
 [     ] Forward logistics system designed to handle reverse logistics/return process

 FORMCHECKBOX 
 [     ] Risk and control over the reverse logistics chain 

 FORMCHECKBOX 
 [     ] Difficulty in handling returns

 FORMCHECKBOX 
 [     ] Sophisticated IT software to process and make rapid decisions on returned products.

 FORMCHECKBOX 
 [     ] Criticality of collaboration between parties involved in reverse supply chain

 FORMCHECKBOX 
 [     ] Other (specify)      
15. What factors would your company consider while evaluating a Third party Service Provider? (Check all that apply)

Please rank the factors as 1-most important, 2-important, ….., 13-least important.

 FORMCHECKBOX 
 [     ] Expertise of Third Party Service Provider

 FORMCHECKBOX 
 [     ] Type of services offered

 FORMCHECKBOX 
 [     ] Quotation/charges for services

 FORMCHECKBOX 
 [     ] Business processes, supply chain, logistics

 FORMCHECKBOX 
 [     ] Facility capacity/capability

 FORMCHECKBOX 
 [     ] Number of employees at facility

 FORMCHECKBOX 
 [     ] Employee training schedule

 FORMCHECKBOX 
 [     ] Type of repair technology practiced

 FORMCHECKBOX 
 [     ] Global presence for support

 FORMCHECKBOX 
 [     ] Type of IT software implemented/used

 FORMCHECKBOX 
 [     ] Packaging and storage

 FORMCHECKBOX 
 [     ] Other (specify)      
16. How do you measure performance of a third party service provider in terms of receipts, repairs, turnaround time (specify other factors and discuss)

     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     
17. What problems you faced after outsourcing reverse logistics? (Specify and discuss)
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
          

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     
18. What problems you face during managing reverse logistics in-house? (Specify and discuss)

     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
          

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     

 FORMTEXT 
     
19. What are the cost factors that contribute to total reverse logistics cost? (Specify and check all that apply)

 FORMCHECKBOX 
 Reverse Logistics process cost (includes collection, transportation, storage, repair, refurbish, 

remanufacture, resell, recycle, salvage/disposition/landfill cost)/year:

 FORMCHECKBOX 
 IT cost/year: 

 FORMCHECKBOX 
 Facility cost/year:

 FORMCHECKBOX 
 Facility employee cost/year:

 FORMCHECKBOX 
 Other (specify)      
20. Do you wish to receive a copy of the survey results?    FORMCHECKBOX 
 YES
    FORMCHECKBOX 
 NO

21. Would you be willing to participate in a short telephone follow-up interview?   

 FORMCHECKBOX 
 YES
  FORMCHECKBOX 
 NO

THANK YOU FOR YOUR PARTICIPATION. 

THIS INFORMATION WILL BE HANDLED IN A CONFIDENTIAL MANNER.

Appendix B: Glossary
Depot Repair and Processes: This includes the services to receive the returns from the reverse logistics process from the field, diagnose, evaluate, repair and/ or dispose of the returned units, products, parts, subassemblies and materials 

Retromanufacturing: Introducing and using recycled or reusable materials into a manufacturing process. 

Kiting: A piece of negotiable paper representing a fictitious financial transaction and used temporarily to sustain credit or raise money. 

Original Equipment Manufacturer (OEM): A company designs, develops the product and sells the product under its own brand name. A contract manufacturer/service provider may have manufactured the product.  

Original Design Manufacturer (ODM): Original design and equipment/product manufacturer. The company may outsource manufacturing and keep only new product development and marketing in-house.

Branded Companies: Company may sell products under its name and get the product rights and market and sell them under their brand name.

Zero Return: The manufacturer or distributor does not permit products to come back through the return channel. Instead, they give the retailer or other downstream entity a return allowance, and develop rules and guidelines for acceptable disposition of the product. A typical return allowance in many industries is three-and-a-half to four percent of sales to the retailer.
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		Less Than 100

		101 To 500

		501 To 1000

		More Than 1000



Number of Products

Respondents

Total Number of Products Offered by Companies

0.40625

0.25

0.03125

0.3125



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%





Q1

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



&A

Page &P

Annual Gross Sales in US Dollars

Respondents

Annual Gross Sales in US Dollars



Q2

		USA

		Canada

		Australia

		Europe



Geographic distribution of Respondentes

0.8545454545

0.0545454545

0.0181818182

0.0727272727



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23		101

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%





Q10

		0 To 10%

		11 To 20%

		21 To 30%

		31 To 40%

		41 To 50%

		51 To 60%

		More Than 60%



&A

Page &P

% of Returned Products With No Problem

Respondents

Percentage of Returned Products with No Problems

0.5

0.0576923077

0.0961538462

0.0384615385

0.0961538462

0

0.2115384615



Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Current

Future

Reverse Logistics Activities

Respondents

Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Expertise of Third Party Service Provider
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		Price of services
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		Number of employees at facility

		Employee training schedule

		Type of repair technology practiced

		Global presence for support

		Type of IT software used/implemented

		Packaging and storage
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Reverse logistics evaluating factors
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Ranking of Factors - To Evaluate 3rd Party Service Provider

2.2909090909

2.5818181818

2.4363636364

3

3.8727272727

6

5.7090909091

4.4545454545

4.3518518519

5.6

5.1818181818



12-15

		Expertise of a third party service provider

		Price of services

		Type of services offered

		Business processes, supply chain and logistics

		Facility capacity and capability

		Global presence for support

		Type of repair technology practiced

		Packaging and storage

		Type of IT software used/implemented

		Employee training schedule

		Number of employees at facility
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Factor Rank

Evaluation of Third Party Service Provider Based of Factors

2.29

2.44

2.58

3

3.87

4.35

4.45

5.18

5.6

5.71

6



16-19

		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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% of Returned Products With No Problem

Respondents

Percentage of Returned Products with No Problems

0.3773584906

0.1320754717

0.0566037736

0.0943396226

0.0377358491

0.0943396226

0

0.2075471698



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		Less than $5mil		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Greater than $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17				47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%

								Less than $5mil		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Greater than $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Geographic distribution of Respondentes



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1

								11		9		5		9		4		3		14

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10

												40.6%		25.0%		3.1%		31.3%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0%		0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent								1

		QVC		USA		75																		1

		Pro Active Solutions		USa		45														1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10						1

		Datacard		USA		30										1

		Data Exchanged Corp (DEX)		USA		50														1

		Evic Electronics BV		Netherlands		5						1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5						1

		Applied Materials Inc.		USA		15								1

		Bell Industries		USA		50														1

		BenQ America Corp		USA		7						1

		Cerqa		USA		80																		1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																		1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA						1

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40												1

		Motorola		AZ, USA		25										1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50														1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30										1

		ReCellular		USA		33												1

		Renfrewshire Electronics Ltd.		UK		3						1

		ReTurn Inc.		USA		0		Not Willing to Participate				1

		Service Solutions Pty Ltd		Australia		15								1

		Subaru of New England		USA		99																		1

		Sun Microsystems		USA		20								1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																		1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																		1

		Owens Corning		USA		50														1

		Entertainment Pubilcations		USA		90																		1

		North Safety Products		USA		98																		1

		Outdoor Seasons		USA		10						1

		Texas Instruments		USA		99																		1

		The Directv Group		USA		90																		1

		Solectron		Canada		25										1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																		1

		Totals								20		7		3		5		2		5		0		11		53

										37.7%		13.2%		5.7%		9.4%		3.8%		9.4%		0.0%		20.8%		100.0%

										0%		0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										37.7%		13.21%		5.66%		9.43%		3.77%		9.43%		0.00%		20.75%
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Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%
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Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q14

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Inhouse

Outsource

Reverse logistics activites

Respondents

Management of Reverse Logistics Activities in Future
In-house vs. Outsource



Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00





1-11&19-20

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



&A

Page &P

Reverse logistics evaluating factors

Respondents

Ranking of Factors - To Evaluate 3rd Party Service Provider



12-15

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



&A

Page &P

Evaluation Factors

Factor Rank

Evaluation of Third Party Service Provider Based of Factors



16-19

		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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Chart1

		Cost of Forward Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales

		Cost of Reverse Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales



2002

2003

Cost as a % of Annual Sales

Percentage

Cost of Forward Logistics vs. Cost of Reverse Logistics

0.1108

0.112

0.0898

0.0886



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com		OEM		1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com		e-tailer						1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com		OEM				1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com		OEM		1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com		OEM				1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com		OEM				1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA				OEM				1

		Cerqa		USA		www.cerq.com		OEM		1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		Supplier		1										1

		Digital Engineering Services		USA		www.digi-eng.com		Supplier		1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com		3PSP		1

		Elan Pharmaceuticals		USA		www.elan.com		OEM				1		1

		FEI Company		USA		www.feico.com		OEM				1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com		OEM		1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com		Supplier		1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com		OEM				1

		Motorola		AZ, USA		www.motorola.com		OEM				1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com		OEM				1		1

		Philips Consumer Electronics		USA		www.philips.com		OEM				1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com		OEM		1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com		Supplier		1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com		Distributor						1

		Sun Microsystems		USA				OEM				1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com		OEM				1		1

		Unisys		USA				OEM		1		1				1

		US Army		USA		www.us.army.mil		Supplier		1				1		1		1

		Owens Corning		USA		www.owenscorning.com		OEM				1

		Entertainment Pubilcations		USA		www.enetrtainment.com		Distributor						1				1

		North Safety Products		USA		www.northsafety.com		OEM		1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com		OEM		1		1

		Texas Instruments		USA		www.ti.com		OEM				1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com		OEM				1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com		OEM		1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com		OEM		1		1		1

		Totals								24		27		18		4		5		23		101

								20-3PSP		23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4		54

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

				Not functioning		22.95%

				Damaged		16.39%

				Other		13.93%

				Not satisfied with the performance		9.02%

				Different than Expected		9.02%

				No reason		9.02%

				Didn't want the product		8.20%

				Missing parts		4.92%

				Found better competitive product replacement		4.10%

				Late delivery		2.46%
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Q11

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Q12-Inhouse

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Outsources

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics in mil				Cost of reverse logistics in mil				Revenue

						2002		2003		2002		2003		in mil

		Toshiba America		USA		3.33		4.33		1.33		2		150

		QVC		USA		0		0		0		0		over 1 billion		not specified		13		companies have not given the cost

		Pro Active Solutions		USA		10		14		0		0		10		NA		42		responded with cost

		A Novo		France		10		10		10		10		250-500				21		companies have 10% cost

		Aerocrine AB		Sweden		6		5		12		15		5-10				12		companies have cost more than 5%-10% cost

		Datacard		USA		10		10		2		2		250-500

		Data Exchanged Corp (DEX)		USA		1		1		2		2		50-100

		Evic Electronics BV		Netherlands		5		5		1		1		10-50

		Pitney Bowes		USA		10		10		10		10		ove 1 billion

		SpringBoard Technology Corp		USA		0		0		0		0		10-50		not specified

		Akamai Technologies Inc.		USA		2		2		2		2		150-200

		Applied Materials Inc.		USA		10		15		10		10		over 1 billion

		Bell Industries		USA		0		0		5		5		150-200

		BenQ America Corp		USA		2		3		1		2		250-500

		Cerqa		USA		0		0		0		0		10-50		not specified

		Comtek Computer Systems		USA		0		0		0		0		10-50		not specified

		Digital Engineering Services		USA		20		20		20		20		less than 5 mil

		eBoomrang		USA		10		10		10		10		less than 5 mil

		Elan Pharmaceuticals		USA		1		1		2		2		150-200

		FEI Company		USA		0		0		0		0		250-500		not specified

		Fujitsu-Siemens Computers GmbH		Germany		10		10		10		10		over 1 billion

		gc Consulting		USA		10		10		10		10		less than 5 mil

		GENCO		USA		60		60		40		40		250-500

		Ingram Micro		Canada		0		0		0		0		ove 1 billion		not specified

		Iomega Corp		USA		8		6		2		1		250-500

		KLM Cargo		USA		10		10		10		10		500-1billion

		Maxus Technology		USA		10		10		10		10		less than 5 mil

		Menlo Worldwide ???		USA		99		99		0		0		over 1 billion		3PSP

		Motorola		IL, USA		10		10		4		4		over 1 billion

		Motorola		AZ, USA		5		5		10		10		over 1 billion

		Newgistics		USA		0		0		76		76		10-50

		Petters Consumer Brands		USA		10		10		10		4		150-200

		Philips Consumer Electronics		USA		10		10		10		8		over 1 billion

		Precision Communication Services				5		5		0		0		50-100

		ReCellular		USA		10		10		10		10		10-50

		Renfrewshire Electronics Ltd.		UK		5		6		0		0		10-50

		ReTurn Inc.		USA		10		10		10		10		10-50

		Service Solutions Pty Ltd		Australia		0		0		0		0		less than 5 mil		not specified

		Subaru of New England		USA		5		5		0		0		500-1billion

		Sun Microsystems		USA		0		0		0		0		over 1 billion		not specified

		Sydcor		USA		10		10		10		10		10-50

		Targus		USA		0		0		0		0		250-500		not specified

		Unisys		USA		10		10		10		10		over 1 billion

		US Army		USA		15		10		15		10		over 1 billion

		Owens Corning		USA		0		0		0		0		over 1 billion		unknown (thus not specified)

		Entertainment Pubilcations		USA		7		7		3		3		100-150

		North Safety Products		USA		6		6		6		6		100-150

		Outdoor Seasons		USA		6		6		1		1		50-100

		Texas Instruments		USA		0		0		0		0		over 1 billion		not specified

		The Directv Group		USA		10		10		10		10		over 1 billion

		Solectron		Canada		5		5		12		15		10-50

		Novellus Systems		USA		0		0		0		0		over 1 billion		not specified

		Envision		USA		0		0		0		0		less than 5 mil		not specified

		Truition Inc.		Canada		10		10		10		10		less than 5 mil

		Kennametal		USA		9		10		0		1		over 1 billion

						11.08		11.20		8.98		8.86

						Cost of Forward Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales for year 2003		Cost of Reverse Logistics as a % of annual sales for year 2003

				2002		11.08%		8.98%		11.20%		8.86%

				2003		11.20%		8.86%
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Q13-Inhouse

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%
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Q14

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Sheet11

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management

				Current in-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Future in-house (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%

		Outsource RL activities		Current outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

				Future outsourcing (in next two years)		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%
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Sheet7

		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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% of Product Return

Respondents

Percentage of Product Return Across All Product Line
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Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Q2

		USA

		Canada

		Australia

		Europe



Geographic distribution of Respondentes

0.8545454545

0.0545454545

0.0181818182

0.0727272727



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23		101

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4		54

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Current

Future

Reverse Logistics Activities

Respondents

Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q14

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Inhouse

Outsource

Reverse logistics activites

Respondents

Management of Reverse Logistics Activities in Future
In-house vs. Outsource

0.072147651

0.0520833333

0.0604026846

0.0833333333

0.0469798658

0.1354166667

0.0637583893

0.0833333333

0.0637583893

0.0625

0.072147651

0.0520833333

0.0704697987

0.0625

0.0637583893

0.0729166667

0.0520134228

0.1145833333

0.0822147651

0.0208333333

0.067114094

0.0625

0.0755033557

0.03125

0.0755033557

0.0364583333

0.0637583893

0.078125

0.0704697987

0.0520833333

0

0



Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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		Other
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		Didn't want the product

		Missing parts

		Found better competitive product replacement

		Late delivery



Reasons for Return

Respondents

Reasons Given by Customers for Product Returns

0.2295

0.1639

0.1393

0.0902

0.0902

0.0902

0.082

0.0492

0.041

0.0246



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23		101

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4		54

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

				Not functioning		22.95%

				Damaged		16.39%

				Other		13.93%

				Not satisfied with the performance		9.02%

				Different than Expected		9.02%

				No reason		9.02%

				Didn't want the product		8.20%

				Missing parts		4.92%

				Found better competitive product replacement		4.10%

				Late delivery		2.46%
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Q11

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Q12-Inhouse

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Outsources

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q13-Inhouse

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%
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Q14

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q15

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Inhouse

Outsource

Reverse logistics activites

Respondents

Management of Reverse Logistics Activities in Future
In-house vs. Outsource



Sheet11

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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2.2909090909

2.5818181818
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6
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		Expertise of a third party service provider

		Price of services
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2.29

2.44

2.58

3

3.87

4.35

4.45

5.18

5.6

5.71
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		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA





		






_1162581668.xls
Chart13

		Less than 3 Months

		3-6 Months

		6-12 Months

		12-18 Months

		18 Months-2 Years

		2-3 Years

		3-5 Years

		Greater than 5 Years



Average Product Life Cycle

Respondents

Average Product Life Cycle

0.032967033

0.0769230769

0.1098901099

0.0879120879

0.1538461538

0.0989010989

0.2087912088

0.2307692308



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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		USA

		Canada

		Australia

		Europe



Geographic distribution of Respondentes

0.8545454545

0.0545454545

0.0181818182

0.0727272727



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23		101

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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0.0491803279

0.0901639344

0.0901639344

0.2295081967

0.1639344262

0.0819672131

0.0409836066

0.0245901639

0.0901639344

0.1393442623



Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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0.5

0.0576923077

0.0961538462

0.0384615385

0.0961538462

0
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Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Current

Future

Reverse Logistics Activities

Respondents

Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Sophisticated IT software to process and to make rapid decisions on return products

		Criticality of collaboaration between parties involving reverse supply chain
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Expertise of a third party service provider

		Price of services
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		Global presence for support

		Type of repair technology practiced

		Packaging and storage
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		Employee training schedule

		Number of employees at facility



&A

Page &P

Evaluation Factors

Factor Rank

Evaluation of Third Party Service Provider Based of Factors

2.29

2.44

2.58

3

3.87

4.35

4.45

5.18

5.6

5.71

6



16-19

		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Geographic distribution of Respondentes



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com		OEM		1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com		e-tailer						1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com		OEM				1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com		OEM		1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com		OEM				1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com		OEM				1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA				OEM				1

		Cerqa		USA		www.cerq.com		OEM		1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		Supplier		1										1

		Digital Engineering Services		USA		www.digi-eng.com		Supplier		1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com		3PSP		1

		Elan Pharmaceuticals		USA		www.elan.com		OEM				1		1

		FEI Company		USA		www.feico.com		OEM				1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com		OEM		1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com		Supplier		1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com		OEM				1

		Motorola		AZ, USA		www.motorola.com		OEM				1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com		OEM				1		1

		Philips Consumer Electronics		USA		www.philips.com		OEM				1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com		OEM		1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com		Supplier		1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com		Distributor						1

		Sun Microsystems		USA				OEM				1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com		OEM				1		1

		Unisys		USA				OEM		1		1				1

		US Army		USA		www.us.army.mil		Supplier		1				1		1		1

		Owens Corning		USA		www.owenscorning.com		OEM				1

		Entertainment Pubilcations		USA		www.enetrtainment.com		Distributor						1				1

		North Safety Products		USA		www.northsafety.com		OEM		1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com		OEM		1		1

		Texas Instruments		USA		www.ti.com		OEM				1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com		OEM				1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com		OEM		1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com		OEM		1		1		1

		Totals								24		27		18		4		5		23		101

								20-3PSP		23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4		54

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

				Not functioning		22.95%

				Damaged		16.39%

				Other		13.93%

				Not satisfied with the performance		9.02%

				Different than Expected		9.02%

				No reason		9.02%

				Didn't want the product		8.20%

				Missing parts		4.92%

				Found better competitive product replacement		4.10%

				Late delivery		2.46%
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Q11

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Q12-Inhouse

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Outsources

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics in mil				Cost of reverse logistics in mil				Revenue

						2002		2003		2002		2003		in mil

		Toshiba America		USA		3.33		4.33		1.33		2		150

		QVC		USA		0		0		0		0		over 1 billion		not specified		13				companies have not given the cost

		Pro Active Solutions		USA		10		14		0		0		10		NA		42				responded with cost

		A Novo		France		10		10		10		10		250-500				21				companies have 10% cost

		Aerocrine AB		Sweden		6		5		12		15		5-10				12				companies have cost more than 5%-10% cost

		Datacard		USA		10		10		2		2		250-500

		Data Exchanged Corp (DEX)		USA		1		1		2		2		50-100				S2 = Summation from i=1 to n( (Xi - X)2) / n-1)												S2 = Summation from i=1 to n( (Xi - X)2) / n-1)

		Evic Electronics BV		Netherlands		5		5		1		1		10-50				Cost of Forward Logistics as a % of Annual Sales						Cost of Reverse logistics as a % of Annual Sales

		Pitney Bowes		USA		10		10		10		10		ove 1 billion				2002		S.D calculation		2003		2002		2003

		SpringBoard Technology Corp		USA		0		0		0		0		10-50		not specified		3.33		60.0625		4.33		1.33		2

		Akamai Technologies Inc.		USA		2		2		2		2		150-200				10		1.1664		14		0		0		5 respondents have not given Y 2003 costs

		Applied Materials Inc.		USA		10		15		10		10		over 1 billion				10		1.1664		10		10		10

		Bell Industries		USA		0		0		5		5		150-200				6		25.8064		5		12		15

		BenQ America Corp		USA		2		3		1		2		250-500				10		1.1664		10		2		2

		Cerqa		USA		0		0		0		0		10-50		not specified		1		101.6064		1		2		2

		Comtek Computer Systems		USA		0		0		0		0		10-50		not specified		5		36.9664		5		1		1

		Digital Engineering Services		USA		20		20		20		20		less than 5 mil				10		1.1664		10		10		10

		eBoomrang		USA		10		10		10		10		less than 5 mil				2		82.4464		2		2		2

		Elan Pharmaceuticals		USA		1		1		2		2		150-200				10		1.1664		15		10		10

		FEI Company		USA		0		0		0		0		250-500		not specified		0		122.7664		0		5		5

		Fujitsu-Siemens Computers GmbH		Germany		10		10		10		10		over 1 billion				2		82.4464		3		1		2

		gc Consulting		USA		10		10		10		10		less than 5 mil				20		79.5664		20		20		20

		GENCO		USA		60		60		40		40		250-500				10		1.1664		10		10		10

		Ingram Micro		Canada		0		0		0		0		ove 1 billion		not specified		1		101.6064		1		2		2

		Iomega Corp		USA		8		6		2		1		250-500				10		1.1664		10		10		10

		KLM Cargo		USA		10		10		10		10		500-1billion				10		1.1664		10		10		10

		Maxus Technology		USA		10		10		10		10		less than 5 mil				60		2393.1664		60		40		40

		Menlo Worldwide ???		USA		99		99		0		0		over 1 billion		3PSP		8		9.4864		6		2		1

		Motorola		IL, USA		10		10		4		4		over 1 billion				10		1.1664		10		10		10

		Motorola		AZ, USA		5		5		10		10		over 1 billion				10		1.1664		10		10		10

		Newgistics		USA		0		0		76		76		10-50				99		7729.9264		99		0		0

		Petters Consumer Brands		USA		10		10		10		4		150-200				10		1.1664		10		4		4

		Philips Consumer Electronics		USA		10		10		10		8		over 1 billion				5		36.9664		5		10		10

		Precision Communication Services				5		5		0		0		50-100				0		122.7664		0		76		76

		ReCellular		USA		10		10		10		10		10-50				10		1.1664		10		10		4

		Renfrewshire Electronics Ltd.		UK		5		6		0		0		10-50				10		1.1664		10		10		8

		ReTurn Inc.		USA		10		10		10		10		10-50				5		36.9664		5		0		0

		Service Solutions Pty Ltd		Australia		0		0		0		0		less than 5 mil		not specified		10		1.1664		10		10		10

		Subaru of New England		USA		5		5		0		0		500-1billion				5		36.9664		6		0		0

		Sun Microsystems		USA		0		0		0		0		over 1 billion		not specified		10		1.1664		10		10		10

		Sydcor		USA		10		10		10		10		10-50				5		36.9664		5		0		0

		Targus		USA		0		0		0		0		250-500		not specified		10		1.1664		10		10		10

		Unisys		USA		10		10		10		10		over 1 billion				10		1.1664		10		10		10

		US Army		USA		15		10		15		10		over 1 billion				15		15.3664		10		15		10

		Owens Corning		USA		0		0		0		0		over 1 billion		unknown (thus not specified)		7		16.6464		7		3		3

		Entertainment Pubilcations		USA		7		7		3		3		100-150				6		25.8064		6		6		6

		North Safety Products		USA		6		6		6		6		100-150				6		25.8064		6		1		1

		Outdoor Seasons		USA		6		6		1		1		50-100				10		1.1664		10		10		10

		Texas Instruments		USA		0		0		0		0		over 1 billion		not specified		5		36.9664		5		12		15

		The Directv Group		USA		10		10		10		10		over 1 billion				10		1.1664		10		10		10

		Solectron		Canada		5		5		12		15		10-50				9		4.3264		10		0		1

		Novellus Systems		USA		0		0		0		0		over 1 billion		not specified		11.08		274.23		11.20		8.98		8.86

		Envision		USA		0		0		0		0		less than 5 mil		not specified		S.D=		16.5599906475

		Truition Inc.		Canada		10		10		10		10		less than 5 mil

		Kennametal		USA		9		10		0		1		over 1 billion

						11.08		11.20		8.98		8.86

						Cost of Forward Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales for year 2003		Cost of Reverse Logistics as a % of annual sales for year 2003

				2002		11.08%		8.98%		11.20%		8.86%

				2003		11.20%		8.86%





Q12-Outsources

		Cost of Forward Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales

		Cost of Reverse Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales



2002

2003

Cost as a % of Annual Sales

Percentage

Cost of Forward Logistics vs. Cost of Reverse Logistics

0.1108

0.112

0.0898

0.0886



Q13-Inhouse

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%
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Q14

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Sheet11

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management

				Current in-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Future in-house (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%

		Outsource RL activities		Current outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

				Future outsourcing (in next two years)		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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0.09375
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0.0390625
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0.03125

0.03125

0.0234375
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10

												40.6%		25.0%		3.1%		31.3%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Product Categories

Respondents

Types of Product Categories Manufactured/Resold/Offered by Companies

Computers and peripherals

Other

Cellular phones and mobile equipments

Audio/Video Systems

Office Products (supplies and electronics)

Semiconductor

Household Appliances

Automotive

Hardware and materials

General Merchandise

Drugs and health

Magazine and books publishing

Medical equipments

Food

Building and garden supplies

Apprael and accessories

Catalogue Merchadise

Plastics products

0.1953

0.1094

0.0938

0.0859

0.0781

0.0703

0.0469

0.0469

0.0391

0.0313

0.0313

0.0313

0.0234

0.0234

0.0234

0.0234

0.0234

0.0234
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		Less Than 100

		101 To 500

		501 To 1000

		More Than 1000
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Number of Products

Respondents

Total Number of Products Offered by Companies

0.40625

0.25

0.03125

0.3125



Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Average Product Life Cycle

Respondents

Average Product Life Cycle

0.032967033

0.0769230769

0.1098901099

0.0879120879

0.1538461538

0.0989010989

0.2087912088

0.2307692308



Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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% of Product Return

Respondents

Percentage of Product Return Across All Product Line

0.5588235294

0.1764705882

0.0588235294

0.0588235294

0.0294117647

0.1176470588



Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Product Return Reasons

Respondents

Reasons Given by Customers for Product Returns

0.0491803279

0.0901639344

0.0901639344

0.2295081967

0.1639344262

0.0819672131

0.0409836066

0.0245901639

0.0901639344

0.1393442623



Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Percentage of Returned Products with No Problems

0.5

0.0576923077

0.0961538462

0.0384615385

0.0961538462

0

0.2115384615



Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Current

Future

Reverse Logistics Activities

Respondents

Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Expertise of Third Party Service Provider

		Type of services offered

		Price of services

		Business processes, supply chain and logistics

		Facility capacity and capability

		Number of employees at facility

		Employee training schedule

		Type of repair technology practiced

		Global presence for support

		Type of IT software used/implemented

		Packaging and storage



&A

Page &P

Reverse logistics evaluating factors

Respondents

Ranking of Factors - To Evaluate 3rd Party Service Provider

2.2909090909

2.5818181818

2.4363636364

3

3.8727272727

6

5.7090909091

4.4545454545

4.3518518519

5.6

5.1818181818
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		Expertise of a third party service provider

		Price of services

		Type of services offered

		Business processes, supply chain and logistics

		Facility capacity and capability

		Global presence for support

		Type of repair technology practiced

		Packaging and storage

		Type of IT software used/implemented

		Employee training schedule

		Number of employees at facility
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Evaluation Factors

Factor Rank

Evaluation of Third Party Service Provider Based of Factors

2.29

2.44

2.58

3

3.87

4.35

4.45

5.18

5.6

5.71

6



16-19

		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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Role in Supply Chain

0.2376237624

0.2673267327

0.1782178218

0.0396039604

0.0495049505

0.2277227723



Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Annual Gross Sales in US Dollars
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Annual Gross Sales in US Dollars



Q2

		USA

		Canada

		Australia

		Europe



Geographic distribution of Respondentes

0.8545454545

0.0545454545

0.0181818182

0.0727272727



Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23		101

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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		Household Appliances

		Computers & peripherals

		Cellular phones & mobile equipments

		Audio,Video Systems

		Medical equipments

		Office Products (supplies, electronics)

		Semiconductor

		Food

		Automotive

		General Merchandise

		Building, garden supplies

		H/W, materials

		Apprael & accessories

		Drugs,health

		Magazine, books publishing

		Catalogue Merchadise

		Plastics Products

		Other
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Types of product category

Respondents

Type of Product Category Manufactured/Resold/Offered

0.046875

0.1953125

0.09375

0.0859375

0.0234375

0.078125

0.0703125

0.0234375

0.046875

0.03125

0.0234375

0.0390625

0.0234375

0.03125

0.03125

0.0234375

0.0234375

0.109375



Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10

												40.6%		25.0%		3.1%		31.3%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Product Categories

Respondents

Types of Product Categories Manufactured/Resold/Offered by Companies

Computers and peripherals

Other

Cellular phones and mobile equipments

Audio/Video Systems

Office Products (supplies and electronics)

Semiconductor

Household Appliances

Automotive

Hardware and materials

General Merchandise

Drugs and health

Magazine and books publishing

Medical equipments

Food

Building and garden supplies

Apprael and accessories

Catalogue Merchadise

Plastics products

0.1953

0.1094

0.0938

0.0859

0.0781

0.0703

0.0469

0.0469

0.0391

0.0313

0.0313

0.0313

0.0234

0.0234

0.0234

0.0234

0.0234

0.0234
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		Less Than 100

		101 To 500

		501 To 1000

		More Than 1000



&A

Page &P

Number of Products

Respondents

Total Number of Products Offered by Companies

0.40625

0.25

0.03125

0.3125



Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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		3-6 Months

		6-12 Months

		12-18 Months
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		2-3 Years
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		Greater than 5 Years
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Average Product Life Cycle

Respondents

Average Product Life Cycle

0.032967033

0.0769230769

0.1098901099

0.0879120879

0.1538461538

0.0989010989

0.2087912088

0.2307692308



Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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% of Product Return

Respondents

Percentage of Product Return Across All Product Line

0.5588235294

0.1764705882

0.0588235294

0.0588235294

0.0294117647

0.1176470588



Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Product Return Reasons

Respondents

Reasons Given by Customers for Product Returns

0.0491803279

0.0901639344

0.0901639344

0.2295081967

0.1639344262

0.0819672131

0.0409836066

0.0245901639

0.0901639344

0.1393442623



Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%





Q10

		0 To 10%

		11 To 20%

		21 To 30%

		31 To 40%

		41 To 50%

		51 To 60%

		More Than 60%



&A

Page &P

% of Returned Products With No Problem

Respondents

Percentage of Returned Products with No Problems

0.5

0.0576923077

0.0961538462

0.0384615385

0.0961538462

0

0.2115384615



Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		



Current

Future
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Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q14

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Inhouse

Outsource

Reverse logistics activites

Respondents

Management of Reverse Logistics Activities in Future
In-house vs. Outsource

0.072147651

0.0520833333

0.0604026846

0.0833333333

0.0469798658

0.1354166667

0.0637583893

0.0833333333

0.0637583893

0.0625

0.072147651

0.0520833333

0.0704697987

0.0625

0.0637583893

0.0729166667

0.0520134228

0.1145833333

0.0822147651

0.0208333333

0.067114094

0.0625

0.0755033557

0.03125

0.0755033557

0.0364583333

0.0637583893

0.078125

0.0704697987

0.0520833333

0

0



Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Sheet11

		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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1-11&19-20

		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA





		






_1159083952.xls
Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com		OEM		1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com		e-tailer						1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com		OEM				1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com		OEM		1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com		OEM				1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com		OEM				1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA				OEM				1

		Cerqa		USA		www.cerq.com		OEM		1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		Supplier		1										1

		Digital Engineering Services		USA		www.digi-eng.com		Supplier		1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com		3PSP		1

		Elan Pharmaceuticals		USA		www.elan.com		OEM				1		1

		FEI Company		USA		www.feico.com		OEM				1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com		OEM		1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com		Supplier		1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com		OEM				1

		Motorola		AZ, USA		www.motorola.com		OEM				1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com		OEM				1		1

		Philips Consumer Electronics		USA		www.philips.com		OEM				1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com		OEM		1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com		Supplier		1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com		Distributor						1

		Sun Microsystems		USA				OEM				1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com		OEM				1		1

		Unisys		USA				OEM		1		1				1

		US Army		USA		www.us.army.mil		Supplier		1				1		1		1

		Owens Corning		USA		www.owenscorning.com		OEM				1

		Entertainment Pubilcations		USA		www.enetrtainment.com		Distributor						1				1

		North Safety Products		USA		www.northsafety.com		OEM		1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com		OEM		1		1

		Texas Instruments		USA		www.ti.com		OEM				1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com		OEM				1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com		OEM		1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com		OEM		1		1		1

		Totals								24		27		18		4		5		23		101

								20-3PSP		23.76%		26.73%		17.82%		3.96%		4.95%		22.77%		100.0%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

0

0

0

0

0

0

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication
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Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10		32

												40.6%		25.0%		3.1%		31.3%		100.0%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%
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Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4		54

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.92%		9.02%		9.02%		22.95%		16.39%		8.20%		4.10%		2.46%		9.02%		13.93%

				Not functioning		22.95%

				Damaged		16.39%

				Other		13.93%

				Not satisfied with the performance		9.02%

				Different than Expected		9.02%

				No reason		9.02%

				Didn't want the product		8.20%

				Missing parts		4.92%

				Found better competitive product replacement		4.10%

				Late delivery		2.46%
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Q11

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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Q12-Inhouse

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Outsources

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics in mil				Cost of reverse logistics in mil				Revenue

						2002		2003		2002		2003		in mil

		Toshiba America		USA		3.33		4.33		1.33		2		150

		QVC		USA		0		0		0		0		over 1 billion		not specified		13		companies have not given the cost

		Pro Active Solutions		USA		10		14		0		0		10		NA		42		responded with cost

		A Novo		France		10		10		10		10		250-500				21		companies have 10% cost

		Aerocrine AB		Sweden		6		5		12		15		5-10				12		companies have cost more than 5%-10% cost

		Datacard		USA		10		10		2		2		250-500

		Data Exchanged Corp (DEX)		USA		1		1		2		2		50-100

		Evic Electronics BV		Netherlands		5		5		1		1		10-50				Cost of Forward Logistics as a % of Annual Sales				Cost of Reverse logistics as a % of Annual Sales

		Pitney Bowes		USA		10		10		10		10		ove 1 billion				2002		2003		2002		2003

		SpringBoard Technology Corp		USA		0		0		0		0		10-50		not specified		3.33		4.33		1.33		2

		Akamai Technologies Inc.		USA		2		2		2		2		150-200				10		14		0		0

		Applied Materials Inc.		USA		10		15		10		10		over 1 billion				10		10		10		10

		Bell Industries		USA		0		0		5		5		150-200				6		5		12		15

		BenQ America Corp		USA		2		3		1		2		250-500				10		10		2		2

		Cerqa		USA		0		0		0		0		10-50		not specified		1		1		2		2

		Comtek Computer Systems		USA		0		0		0		0		10-50		not specified		5		5		1		1

		Digital Engineering Services		USA		20		20		20		20		less than 5 mil				10		10		10		10

		eBoomrang		USA		10		10		10		10		less than 5 mil				2		2		2		2

		Elan Pharmaceuticals		USA		1		1		2		2		150-200				10		15		10		10

		FEI Company		USA		0		0		0		0		250-500		not specified		0		0		5		5

		Fujitsu-Siemens Computers GmbH		Germany		10		10		10		10		over 1 billion				2		3		1		2

		gc Consulting		USA		10		10		10		10		less than 5 mil				20		20		20		20

		GENCO		USA		60		60		40		40		250-500				10		10		10		10

		Ingram Micro		Canada		0		0		0		0		ove 1 billion		not specified		1		1		2		2

		Iomega Corp		USA		8		6		2		1		250-500				10		10		10		10

		KLM Cargo		USA		10		10		10		10		500-1billion				10		10		10		10

		Maxus Technology		USA		10		10		10		10		less than 5 mil				60		60		40		40

		Menlo Worldwide ???		USA		99		99		0		0		over 1 billion		3PSP		8		6		2		1

		Motorola		IL, USA		10		10		4		4		over 1 billion				10		10		10		10

		Motorola		AZ, USA		5		5		10		10		over 1 billion				10		10		10		10

		Newgistics		USA		0		0		76		76		10-50				99		99		0		0

		Petters Consumer Brands		USA		10		10		10		4		150-200				10		10		4		4

		Philips Consumer Electronics		USA		10		10		10		8		over 1 billion				5		5		10		10

		Precision Communication Services				5		5		0		0		50-100				0		0		76		76

		ReCellular		USA		10		10		10		10		10-50				10		10		10		4

		Renfrewshire Electronics Ltd.		UK		5		6		0		0		10-50				10		10		10		8

		ReTurn Inc.		USA		10		10		10		10		10-50				5		5		0		0

		Service Solutions Pty Ltd		Australia		0		0		0		0		less than 5 mil		not specified		10		10		10		10

		Subaru of New England		USA		5		5		0		0		500-1billion				5		6		0		0

		Sun Microsystems		USA		0		0		0		0		over 1 billion		not specified		10		10		10		10

		Sydcor		USA		10		10		10		10		10-50				5		5		0		0

		Targus		USA		0		0		0		0		250-500		not specified		10		10		10		10

		Unisys		USA		10		10		10		10		over 1 billion				10		10		10		10

		US Army		USA		15		10		15		10		over 1 billion				15		10		15		10

		Owens Corning		USA		0		0		0		0		over 1 billion		unknown (thus not specified)		7		7		3		3

		Entertainment Pubilcations		USA		7		7		3		3		100-150				6		6		6		6

		North Safety Products		USA		6		6		6		6		100-150				6		6		1		1

		Outdoor Seasons		USA		6		6		1		1		50-100				10		10		10		10

		Texas Instruments		USA		0		0		0		0		over 1 billion		not specified		5		5		12		15

		The Directv Group		USA		10		10		10		10		over 1 billion				10		10		10		10

		Solectron		Canada		5		5		12		15		10-50				9		10		0		1

		Novellus Systems		USA		0		0		0		0		over 1 billion		not specified		11.08		11.20		8.98		8.86

		Envision		USA		0		0		0		0		less than 5 mil		not specified

		Truition Inc.		Canada		10		10		10		10		less than 5 mil

		Kennametal		USA		9		10		0		1		over 1 billion

						11.08		11.20		8.98		8.86

						Cost of Forward Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales for year 2003		Cost of Reverse Logistics as a % of annual sales for year 2003

				2002		11.08%		8.98%		11.20%		8.86%

				2003		11.20%		8.86%





Q12-Outsources

		Cost of Forward Logistics as a % of annual sales		Cost of Forward Logistics as a % of annual sales

		Cost of Reverse Logistics as a % of annual sales		Cost of Reverse Logistics as a % of annual sales



2002

2003

Cost as a % of Annual Sales

Percentage

Cost of Forward Logistics vs. Cost of Reverse Logistics

0.1108

0.112

0.0898

0.0886



Q13-Inhouse

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q13-Inhouse

		



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced



Q13-Outsource

		



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)



Q14

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Q15

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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Sheet11

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management

				Current in-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Future in-house (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%

		Outsource RL activities		Current outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

				Future outsourcing (in next two years)		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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Evaluation Factors

Factor Rank

Evaluation of Third Party Service Provider Based of Factors



		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA
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Q1

				Q1] What were the annual gross dollar sales of your business during the most recent fiscal year?

																														Companies by country

		#		Company Name		Location		$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

		1		Toshiba America		USA												1												1

		2		QVC		USA																				1				1

		3		Pro Active Solutions		USA						1																		1

		4		A Novo		France																1														1		France

		5		Aerocrine AB		Sweden				1																										1		Sweden

		6		Datacard		USA																1								1

		7		Data Exchanged Corp (DEX)		USA								1																1

		8		Evic Electronics BV		Netherlands						1																								1		Netherlands

		9		Pitney Bowes		USA																				1				1

		10		SpringBoard Technology Corp		USA						1																		1

		11		Akamai Technologies Inc.		USA												1												1

		12		Applied Materials Inc.		USA																				1				1

		13		Bell Industries		USA												1												1

		14		BenQ America Corp		USA																1								1

		15		Cerqa		USA						1																		1

		16		Comtek Computer Systems		USA						1																		1

		17		Digital Engineering Services		USA		1																						1

		18		eBoomrang		USA		1																						1

		19		Elan Pharmaceuticals		USA												1												1

		20		FEI Company		USA																1								1

		21		Fujitsu-Siemens Computers GmbH		Germany																				1										1		Germany

		22		gc Consulting		USA		1																						1

		23		GENCO		USA																1								1

		24		Ingram Micro		Canada																				1						1

		25		Iomega Corp		USA																1								1

		26		KLM Cargo		USA																		1						1

		27		Maxus Technology		USA		1																						1

		28		Menlo Worldwide		USA																				1				1

		29		Motorola		IL, USA																				1				1

		30		Motorola		AZ, USA																				1				1

		31		Newgistics		USA						1																		1

		32		Petters Consumer Brands		USA												1												1

		33		Philips Consumer Electronics		USA																				1				1

		34		Precision Communication Services		USA								1																1

		35		ReCellular		USA						1																		1

		36		Renfrewshire Electronics Ltd.		UK						1																		1

		37		ReTurn Inc.		USA						1																		1

		38		Service Solutions Pty Ltd		Australia		1																										1

		39		Subaru of New England		USA																		1						1

		40		Sun Microsystems		USA																				1				1

		41		Sydcor		USA						1																		1

		42		Targus		USA																1								1

		43		Unisys		USA																				1				1

		44		US Army		USA																				1				1

		45		Owens Corning		USA																				1				1

		46		Entertainment Pubilcations		USA										1														1

		47		North Safety Products		USA										1														1

		48		Outdoor Seasons		USA								1																1

		49		Texas Instruments		USA																				1				1

		50		The Directv Group		USA																				1				1

		51		Solectron		Canada						1																				1

		52		Novellus System, Inc.		USA																				1				1

		53		Envision		USA		1																						1

		54		Truition Inc.		Canada		1																								1

		55		Kennametal		USA																				1				1

				Totals		55		7		1		11		3		2		5		0		7		2		17		55		47		3		1		4

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%		100.00%		85.45%		5.45%		1.82%		7.27%

								$5mil and less		$5-$10mil		$10-$50mil		$50-$100mil		$100-$150mil		$150-200mil		$200-$250mil		$250-$500mil		$500mil-$1billion		Over $ 1billion				USA		Canada		Australia		Europe

								12.73%		1.82%		20.00%		5.45%		3.64%		9.09%		0.00%		12.73%		3.64%		30.91%				85.45%		5.45%		1.82%		7.27%
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		USA

		Canada

		Australia

		Europe



Geographic distribution of Respondentes

0.8545454545

0.0545454545

0.0181818182
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Q3

		Q2] How many people do you currently employ at this facility?

		Company Name		Location		# of employees at current facility		50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

		Toshiba America		USA		50		1

		QVC		USA		1000+														1

		Pro Active Solutions		USA		120						1

		A Novo		France		750														1

		Aerocrine AB		Sweden		24		1

		Datacard		USA		700														1

		Data Exchanged Corp (DEX)		USA		425												1

		Evic Electronics BV		Netherlands		100				1

		Pitney Bowes		USA		210								1

		SpringBoard Technology Corp		USA		100				1

		Akamai Technologies Inc.		USA		300								1

		Applied Materials Inc.		USA		7000														1

		Bell Industries		USA		200						1

		BenQ America Corp		USA		150						1

		Cerqa		USA		100				1

		Comtek Computer Systems		USA		375										1

		Digital Engineering Services		USA		8		1

		eBoomrang		USA		18		1

		Elan Pharmaceuticals		USA		400										1

		FEI Company		USA		250								1

		Fujitsu-Siemens Computers GmbH		Germany		250								1

		gc Consulting		USA		1		1

		GENCO		USA		5500														1

		Ingram Micro		Canada		400										1

		Iomega Corp		USA		300								1

		KLM Cargo		USA		2500														1

		Maxus Technology		USA		12		1

		Menlo Worldwide		USA		100				1

		Motorola		IL, USA		3500														1

		Motorola		AZ, USA		1000														1

		Newgistics		USA		70				1

		Petters Consumer Brands		USA		50		1

		Philips Consumer Electronics		USA		300								1

		Precision Communication Services				500												1

		ReCellular		USA		150						1

		Renfrewshire Electronics Ltd.		UK		55				1

		ReTurn Inc.		USA		50		1

		Service Solutions Pty Ltd		Australia		31		1

		Subaru of New England		USA		60				1

		Sun Microsystems		USA		2000														1

		Sydcor		USA		85				1

		Targus		USA		200						1

		Unisys		USA		1000														1

		US Army		USA		3000														1

		Owens Corning		USA		1000														1

		Entertainment Pubilcations		USA		400										1

		North Safety Products		USA		300								1

		Outdoor Seasons		USA		75				1

		Texas Instruments		USA		250								1

		The Directv Group		USA		1200														1

		Solectron		Canada		425												1

		Novellus System, Inc.		USA		300								1

		Envision		USA		3		1

		Truition Inc.		Canada		35		1

		Kennametal		USA		700														1				Mean

								11		9		5		9		4		3		14		55		5.5

		Total						20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%		100.00%

								2

								50 or Less		51 To 100		101 To 200		201 To 300		301 To 400		401 To 500		Over 500

								20.00%		16.36%		9.09%		16.36%		7.27%		5.45%		25.45%
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Q4

		Q3] In which of the following channel positions do you operate?

		Company Name		Location		Website		Role in SC		Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP				Supplier		Manufacturer		Distributor		Wholesaler		Retailer		3 PSP

		Toshiba America		USA		www.tais.toshiba.com				1				1										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%

		QVC		USA		www.qvc.com								1

		Pro Active Solutions		USA		www.pro-activesolutions.net		3PSP												1

		A Novo		France		www.a-novo.com						1								1		TV and Telecom Operator

		Aerocrine AB		Sweden		www.aerocrine.com				1		1		1						1		Logistics Services

		Datacard		USA		www.datacard.com						1								1		OEM and other customer used products

		Data Exchanged Corp (DEX)		USA		www.dex.com		3PSP		1		1		1				1		1		repair/refurbish services to Computer, Medical, Consumer Electronics, Telecom Companies

		Evic Electronics BV		Netherlands		www.evic.nl		3PSP		1										1		Service and repair center for professionals

		Pitney Bowes		USA		www.pb.com		3PSP				1								1

		SpringBoard Technology Corp		USA		www.springboard.com		3PSP		1		1								1

		Akamai Technologies Inc.		USA		www.akamai.com		3PSP		1				1

		Applied Materials Inc.		USA		www.amat.com						1

		Bell Industries		USA		www.bellind.com		3PSP		1				1

		BenQ America Corp		USA								1

		Cerqa		USA		www.cerq.com				1		1								1		Vehicle Intergration of manufacturer

		Comtek Computer Systems		USA		www.comtekcomsys.com		3PSP		1										1

		Digital Engineering Services		USA		www.digi-eng.com				1				1				1		1		Large format plotters and suppliers

		eBoomrang		USA		www.eboomerang.com				1

		Elan Pharmaceuticals		USA		www.elan.com						1		1

		FEI Company		USA		www.feico.com						1

		Fujitsu-Siemens Computers GmbH		Germany		www.fujitsu-siemens.com				1		1

		gc Consulting		USA																1

		GENCO		USA		www.genco.com		3PSP												1

		Ingram Micro		Canada		www.ingrammicro.com		contract mfgrer						1		1

		Iomega Corp		USA		www.iomega.com				1				1				1

		KLM Cargo		USA		www.klmcargo.com		3PSP												1		Air Transportation

		Maxus Technology		USA		www.maxustech.com		3PSP												1		eWaste recycler and return management

		Menlo Worldwide		USA		www.menloworldwide.com		3PSP												1

		Motorola		IL, USA		www.motorola.com						1

		Motorola		AZ, USA		www.motorola.com						1

		Newgistics		USA		www.newgistics.com		3PSP		1										1		return management

		Petters Consumer Brands		USA		www.pettersgroup.com						1		1

		Philips Consumer Electronics		USA		www.philips.com						1

		Precision Communication Services				www.precisioncommunications.com		3PSP		1		1								1		provide reverse logitics and resale services

		ReCellular		USA		www.recellular.com				1						1

		Renfrewshire Electronics Ltd.		UK		www.rel-group.com				1				1

		ReTurn Inc.		USA		www.returninc.com		3PSP												1

		Service Solutions Pty Ltd		Australia		www.sersol.com.au		3PSP												1		PCB component level repair and onsite repair

		Subaru of New England		USA		www.snemail.com								1

		Sun Microsystems		USA								1

		Sydcor		USA		www.sydcor.com		3PSP												1		Secondary material and post manufacturer

		Targus		USA		www.targus.com						1		1

		Unisys		USA						1		1				1

		US Army		USA		www.us.army.mil				1				1		1		1

		Owens Corning		USA		www.owenscorning.com						1

		Entertainment Pubilcations		USA		www.enetrtainment.com								1				1

		North Safety Products		USA		www.northsafety.com				1		1		1

		Outdoor Seasons		USA		www.outdoorseasons.com				1		1

		Texas Instruments		USA		www.ti.com						1

		The Directv Group/Hughes Netwrok Systems		USA		www.hns.com						1

		Solectron		Canada		www.tor.slr.com		3PSP												1		Electronics repair

		Novellus System, Inc.		USA		www.novellus.com				1		1

		Envision		USA		www.envision.com		3PSP		1

		Truition Inc.		Canada		www.truition		3PSP												1		Offers electronic marketplace management for online ecommerce

		Kennametal		USA		www.kennametal.com				1		1		1

								20

		Totals								24		27		18		4		5		23

										23.76%		26.73%		17.82%		3.96%		4.95%		22.77%
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Q5

		Q4] Which product category does your company manufacture/resell?

		Company Name		Location		Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

		Toshiba America		USA				1

		QVC		USA		1		1		1		1				1				1		1		1		1		1		1		1		1				1

		Pro Active Solutions		USa		1		1				1				1																				1

		A Novo		France				1		1		1		1

		Aerocrine AB		Sweden										1

		Datacard		USA				1								1																						1

		Data Exchanged Corp (DEX)		USA																																				1		parts used by the service industry plus repair of electronic equipment including medical

		Evic Electronics BV		Netherlands				1		1		1		1		1		1										1

		Pitney Bowes		USA												1																				1				1		Mailroom Management Services as well (PBMS)

		SpringBoard Technology Corp		USA				1				1

		Akamai Technologies Inc.		USA				1

		Applied Materials Inc.		USA														1

		Bell Industries		USA				1

		BenQ America Corp		USA				1		1		1

		Cerqa		USA																														1						1		manufacturer supporting OEMs, ISVs, publishers & marketing departments

		Comtek Computer Systems		USA				1										1

		Digital Engineering Services		USA				1																																1		Software

		eBoomrang		USA

		Elan Pharmaceuticals		USA																												1

		FEI Company		USA														1

		Fujitsu-Siemens Computers GmbH		Germany				1

		gc Consulting		USA

		GENCO		USA		1																1								1		1

		Ingram Micro		Canada		1		1		1		1				1		1																		1

		Iomega Corp		USA				1

		KLM Cargo		USA																																				1		Air trasporation service provider

		Maxus Technology		USA				1		1						1		1

		Menlo Worldwide ???		USA				1																																1		Sporting goods

		Motorola		IL, USA						1

		Motorola		AZ, USA						1

		Newgistics		USA

		Petters Consumer Brands		USA								1

		Philips Consumer Electronics		USA								1																												1		Consumer Electronics products

		Precision Communication Services								1		1																												1		Electronics/Optics equipments

		ReCellular		USA						1

		Renfrewshire Electronics Ltd.		UK				1

		ReTurn Inc.		USA		1		1		1						1				1				1		1		1		1		1		1				1

		Service Solutions Pty Ltd		Australia				1		1		1						1

		Subaru of New England		USA																		1

		Sun Microsystems		USA				1

		Sydcor		USA																																				1		Packaging  documentation, kitting, fulfillment, distribution & call center solutions

		Targus		USA				1

		Unisys		USA				1								1

		US Army		USA		1		1								1				1		1		1				1

		Owens Corning		USA																		1				1														1

		Entertainment Pubilcations		USA																														1

		North Safety Products		USA																																				1		Personal Protection Equipment Safety Products-such as hard hats, respiratory, goggles, gloves etc.

		Outdoor Seasons		USA																				1

		Texas Instruments		USA														1

		The Directv Group		USA																																				1		Satellite communication

		Solectron		Canada				1

		Novellus System, Inc.		USA														1

		Envision		USA																		1

		Truition Inc.		Canada																																				1		Software company-offers electronic marketplace management for online commerce

		Kennametal		USA																								1												1		Industrial tooling material

		Totals		128		6		25		12		11		3		10		9		3		6		4		3		5		3		4		4		3		3		14

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.3%		3.1%		3.1%		2.3%		2.3%		10.9%

						Household Appliances		Computers & peripherals		Cellular phones & mobile equipments		Audio,Video Systems		Medical equipments		Office Products (supplies, electronics)		Semiconductor		Food		Automotive		General Merchandise		Building, garden supplies		H/W, materials		Apprael & accessories		Drugs,health		Magazine, books publishing		Catalogue Merchadise		Plastics Products		Other

						4.69%		19.53%		9.38%		8.59%		2.34%		7.81%		7.03%		2.34%		4.69%		3.13%		2.34%		3.91%		2.34%		3.13%		3.13%		2.34%		2.34%		10.94%

				Computers and peripherals		19.53%

				Other		10.94%

				Cellular phones and mobile equipments		9.38%

				Audio/Video Systems		8.59%

				Office Products (supplies and electronics)		7.81%

				Semiconductor		7.03%

				Household Appliances		4.69%

				Automotive		4.69%

				Hardware and materials		3.91%

				General Merchandise		3.13%

				Drugs and health		3.13%

				Magazine and books publishing		3.13%

				Medical equipments		2.34%

				Food		2.34%

				Building and garden supplies		2.34%

				Apprael and accessories		2.34%

				Catalogue Merchadise		2.34%

				Plastics products		2.34%



Outsourced Logistics Services

OEM and Other customer used product

Service & Repair Center for Professional

Vehicle Integration of Manufacturer

Large Format Plotters & Supplies

Independent Consultant

3 PSP

Air Transporation (Airline)

Asset Recovery, eWaste recycler & RM

TV & Telecom Operators

Return Management

Reverse Logistics / Resale

PCB Component Level Repair & On Site Repair

Secondary Material & Post Manufacturer

provides repair, refurbish services to Computer, Medical, Consumer Elex, Telecom comapnies

Electronic Repair

Role in Supply Chain

offers Electronic Marketplace management for online commerce

parts used by the service industry plus repair of electronic equipment including medical

Mailroom Mgmt Services as well (PBMS)

Print & media manufacturer supporting OEMs, ISVs, publishers & marketing departments

Software

Service provider, not producer

Sporting goods

Consumer Electronics range

Communications equipment (Electronics/optics)

Packaging  documentation, kitting, fulfillment, distribution & call center solutions

PPE Safety Products

Satellite Communication



Q5

		Household Appliances

		Computers & peripherals

		Cellular phones & mobile equipments

		Audio,Video Systems

		Medical equipments

		Office Products (supplies, electronics)

		Semiconductor

		Food

		Automotive

		General Merchandise

		Building, garden supplies

		H/W, materials

		Apprael & accessories

		Drugs,health

		Magazine, books publishing

		Catalogue Merchadise

		Plastics Products

		Other
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Respondents

Type of Product Category Manufactured/Resold/Offered

0.046875

0.1953125

0.09375

0.0859375

0.0234375

0.078125

0.0703125

0.0234375

0.046875

0.03125

0.0234375

0.0390625

0.0234375

0.03125

0.03125

0.0234375

0.0234375

0.109375



Q6

		Q5] Please specify the total number of products manufactured/resold/offered by your company?

		Company Name		Location		# of products offered				No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

		Toshiba America		USA

		QVC		USA		1000+												1

		Pro Active Solutions		USA		100+								1

		A Novo		France		0				1

		Aerocrine AB		Sweden		50						1

		Datacard		USA		35						1

		Data Exchanged Corp (DEX)		USA		0		repairs, refurbishes		1

		Evic Electronics BV		Netherlands		0				1

		Pitney Bowes		USA		300								1

		SpringBoard Technology Corp		USA		20000												1

		Akamai Technologies Inc.		USA		0		Provides Online business services		1

		Applied Materials Inc.		USA		500000												1

		Bell Industries		USA		0		not specified		1

		BenQ America Corp		USA		18						1

		Cerqa		USA		0		Provides Printing services		1

		Comtek Computer Systems		USA		0				1

		Digital Engineering Services		USA		50						1

		eBoomrang		USA		0		Provides RL s/w applications to companies tom manage their RL process		1

		Elan Pharmaceuticals		USA		10						1

		FEI Company		USA		0		find company info - www.feico.com		1

		Fujitsu-Siemens Computers GmbH		Germany		500000												1

		gc Consulting		USA				independent consultant		1

		GENCO		USA				3 PSP		1

		Ingram Micro		Canada		15000												1

		Iomega Corp		USA				data storage products		1

		KLM Cargo		USA				shipping services company		1

		Maxus Technology		USA		0		Asset recovery and eWaste recycling		1

		Menlo Worldwide ???		USA		0		3PSP		1

		Motorola		IL, USA		76						1

		Motorola		AZ, USA		500								1

		Newgistics		USA		0		3PSP		1

		Petters Consumer Brands		USA		60						1

		Philips Consumer Electronics		USA		400								1

		Precision Communication Services				50000		Repair Company										1

		ReCellular		USA		400								1

		Renfrewshire Electronics Ltd.		UK		300000												1

		ReTurn Inc.		USA		0		3PSP		1

		Service Solutions Pty Ltd		Australia		0		3PSP		1

		Subaru of New England		USA		0		Automobiles company		1

		Sun Microsystems		USA		300								1

		Sydcor		USA		0		Offers Post manufacturing services to Fortune 500 manufacturing companies		1

		Targus		USA		10						1

		Unisys		USA		0		Ask to email # of products offered by calling or email		1

		US Army		USA		1						1

		Owens Corning		USA		12						1

		Entertainment Pubilcations		USA		250		Books publishing						1

		North Safety Products		USA		6000												1

		Outdoor Seasons		USA		365								1

		Texas Instruments		USA		27000		OEM										1

		The Directv Group		USA		1000										1

		Solectron		Canada		0		3PSP		1

		Novellus System, Inc.		USA		30		OEM				1

		Envision		USA		5		OEM				1

		Truition Inc.		Canada		2		3PSP ( software company and service provider of e-marketplace)				1

		Kennametal		USA		140000		OEM										1

		Totals

										22		13		8		1		10

												40.6%		25.0%		3.1%		31.3%

										No Products Offered		Less Than 100		101 To 500		501 To 1000		More Than 1000

												40.63%		25.00%		3.13%		31.25%

								Note: No Products Offered is not part of percentage



Industrial Tooling Material

Software company-offers electronic marketplace management for online commerce
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Product Categories

Respondents

Types of Product Categories Manufactured/Resold/Offered by Companies

Computers and peripherals

Other

Cellular phones and mobile equipments

Audio/Video Systems

Office Products (supplies and electronics)

Semiconductor

Household Appliances

Automotive

Hardware and materials

General Merchandise

Drugs and health

Magazine and books publishing

Medical equipments

Food

Building and garden supplies

Apprael and accessories

Catalogue Merchadise

Plastics products

0.1953

0.1094

0.0938

0.0859

0.0781

0.0703

0.0469

0.0469

0.0391

0.0313

0.0313

0.0313

0.0234

0.0234

0.0234

0.0234

0.0234

0.0234
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		Less Than 100

		101 To 500

		501 To 1000

		More Than 1000
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Total Number of Products Offered by Companies

0.40625

0.25

0.03125

0.3125



Q7

		Q6] What is the average life cycle of a typical product?

		Company Name		Location		Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

		Toshiba America		USA				1

		QVC		USA		1		1		1		1		1		1		1		1

		Pro Active Solutions		USa														1

		A Novo		France												1		1		1

		Aerocrine AB		Sweden														1

		Datacard		USA																1

		Data Exchanged Corp (DEX)		USA																1

		Evic Electronics BV		Netherlands								1		1		1		1		1

		Pitney Bowes		USA														1

		SpringBoard Technology Corp		USA								1		1		1		1		1

		Akamai Technologies Inc.		USA														1

		Applied Materials Inc.		USA																1

		Bell Industries		USA								1

		BenQ America Corp		USA														1

		Cerqa		USA						1

		Comtek Computer Systems		USA																1

		Digital Engineering Services		USA												1		1

		eBoomrang		USA										1

		Elan Pharmaceuticals		USA																1

		FEI Company		USA																1

		Fujitsu-Siemens Computers GmbH		Germany																1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1		1		1

		Iomega Corp		USA						1

		KLM Cargo		USA

		Maxus Technology		USA										1

		Menlo Worldwide		USA						1

		Motorola		IL, USA										1

		Motorola		AZ, USA																1

		Newgistics		USA														1

		Petters Consumer Brands		USA						1

		Philips Consumer Electronics		USA						1		1

		Precision Communication Services		USA																1

		ReCellular		USA										1		1		1

		Renfrewshire Electronics Ltd.		UK														1

		ReTurn Inc.		USA		1		1												1

		Service Solutions Pty Ltd		Australia				1

		Subaru of New England		USA																1

		Sun Microsystems		USA								1		1

		Sydcor		USA

		Targus		USA										1

		Unisys		USA														1		1

		US Army		USA		1		1		1				1

		Owens Corning		USA																1

		Entertainment Pubilcations		USA						1

		North Safety Products		USA												1		1		1

		Outdoor Seasons		USA										1

		Texas Instruments		USA				1		1		1		1

		The Directv Group		USA										1						1

		Solectron		Canada												1		1

		Novellus System, Inc.		USA																1

		Envision		USA														1

		Truition Inc.		Canada														1

		Kennametal		USA										1		1		1		1

		Total				3		7		10		8		14		9		19		21

						3.3%		7.7%		11.0%		8.8%		15.4%		9.9%		20.9%		23.1%

						Less than 3 Months		3-6 Months		6-12 Months		12-18 Months		18 Months-2 Years		2-3 Years		3-5 Years		Greater than 5 Years

						3.30%		7.69%		10.99%		8.79%		15.38%		9.89%		20.88%		23.08%





Q7

		Less than 3 Months

		3-6 Months

		6-12 Months

		12-18 Months

		18 Months-2 Years

		2-3 Years

		3-5 Years

		Greater than 5 Years
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Average Product Life Cycle

Respondents

Average Product Life Cycle

0.032967033

0.0769230769

0.1098901099

0.0879120879

0.1538461538

0.0989010989

0.2087912088

0.2307692308



Q8

		Q7] What is the % of product return per year across all product lines?

		Company Name		Location						0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

		Toshiba America		USA		1.5		Percent				1

		QVC		USA		10								1

		Pro Active Solutions		USa		15										1

		A Novo		France		2						1

		Aerocrine AB		Sweden		50																1

		Datacard		USA		0		Not Willing to Participate		1

		Data Exchanged Corp (DEX)		USA		2						1

		Evic Electronics BV		Netherlands		0		Not Willing to Participate		1

		Pitney Bowes		USA		30																1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		33																1

		Applied Materials Inc.		USA		25														1

		Bell Industries		USA		6								1

		BenQ America Corp		USA		1						1

		Cerqa		USA		0		Willing to Participate		1

		Comtek Computer Systems		USA		5						1

		Digital Engineering Services		USA		5						1

		eBoomrang		USA		0		Software Company		1

		Elan Pharmaceuticals		USA		10								1

		FEI Company		USA		18												1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA		0		Independent Consultant		1

		GENCO		USA		0		Third Party Service Provider		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		2						1

		KLM Cargo		USA		0		Cargo		1

		Maxus Technology		USA		0		Third Party Service Provider		1

		Menlo Worldwide ???		USA		0		Third Party Service Provider		1

		Motorola		IL, USA		2						1

		Motorola		AZ, USA		2						1

		Newgistics		USA		0		Third Party Service Provider		1

		Petters Consumer Brands		USA		12										1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				0		Not Willing to Participate		1

		ReCellular		USA		0		Willing to Participate		1

		Renfrewshire Electronics Ltd.		UK		10								1

		ReTurn Inc.		USA		5		Third Party Service Provider				1

		Service Solutions Pty Ltd		Australia		1						1

		Subaru of New England		USA		4						1

		Sun Microsystems		USA		1						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		10								1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		20												1

		Owens Corning		USA		0.8						1

		Entertainment Pubilcations		USA		30																1

		North Safety Products		USA		2						1

		Outdoor Seasons		USA		2						1

		Texas Instruments		USA		0		OEM		1

		The Directv Group		USA		10								1

		Solectron		Canada		1		3PSP				1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		1						1

		Truition Inc.		Canada		0		Not Willing to Participate		1

		Kennametal		USA		3						1

		Total								20		19		6		2		2		1		4

												55.9%		17.6%		5.9%		5.9%		2.9%		11.8%

										0		1 To 5%		6 To 10%		11 To 15%		16 To 20%		21 To 25%		More Than 25%

												55.88%		17.65%		5.88%		5.88%		2.94%		11.76%
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		6 To 10%

		11 To 15%

		16 To 20%

		21 To 25%
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% of Product Return

Respondents

Percentage of Product Return Across All Product Line

0.5588235294

0.1764705882

0.0588235294

0.0588235294

0.0294117647

0.1176470588



Q9

		Q8] What are the typical reasons customers give while returning the product?

		Company Name		Location		Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other		Others-Please Specify

		Toshiba America		USA								1		1

		QVC		USA				1								1

		Pro Active Solutions		USa						1		1		1		1						1

		A Novo		France								1										1

		Aerocrine AB		Sweden								1												1		Need of scheduled services

		Datacard		USA								1		1

		Data Exchanged Corp (DEX)		USA								1

		Evic Electronics BV		Netherlands																				1		No Uniformity of reason because of diversity of products

		Pitney Bowes		USA						1		1												1		End of Lease, Trade-up, cancellation, collection etc.

		SpringBoard Technology Corp		USA								1		1

		Akamai Technologies Inc.		USA										1

		Applied Materials Inc.		USA																		1

		Bell Industries		USA						1								1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1

		Cerqa		USA										1

		Comtek Computer Systems		USA								1		1

		Digital Engineering Services		USA				1		1								1						1		We take their old product back and install new and upgraded product

		eBoomrang		USA

		Elan Pharmaceuticals		USA																				1		Expired Products

		FEI Company		USA								1

		Fujitsu-Siemens Computers GmbH		Germany																				1		Taking back defective materials against credit

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada				1				1		1		1						1

		Iomega Corp		USA								1												1		70 % of retail returns are no defect found; defective returned are usually drive not detected or hardware failures

		KLM Cargo		USA

		Maxus Technology		USA								1

		Menlo Worldwide ???		USA								1				1

		Motorola		IL, USA								1										1

		Motorola		AZ, USA								1

		Newgistics		USA

		Petters Consumer Brands		USA				1				1												1		Customer operating improperly

		Philips Consumer Electronics		USA				1				1		1						1		1

		Precision Communication Services										1		1

		ReCellular		USA				1		1		1		1								1

		Renfrewshire Electronics Ltd.		UK								1

		ReTurn Inc.		USA		1		1		1		1		1		1		1		1		1

		Service Solutions Pty Ltd		Australia		1						1		1

		Subaru of New England		USA																				1		Excess Stock / Non-Moving Stock return with allowances

		Sun Microsystems		USA								1		1

		Sydcor		USA																				1		We provide return solution for Dell on their proactive field replacement program

		Targus		USA				1		1		1				1						1		1		Stock Return / Consignment Return

		Unisys		USA		1						1		1

		US Army		USA						1										1				1		Multiple Orders for the same item

		Owens Corning		USA				1		1

		Entertainment Pubilcations		USA										1		1						1		1		We run a consignment business model

		North Safety Products		USA																				1		Overstock

		Outdoor Seasons		USA		1

		Texas Instruments		USA																				1		Distributor Stock returns

		The Directv Group		USA												1								1		Consigned inventory returns

		Solectron		Canada								1		1

		Novellus Systems, Inc.		USA				1

		Envision		USA		1								1

		Truition Inc.		Canada																				1		software company

		Kennametal		USA						1				1		1		1

		Totals				6		11		11		28		20		10		5		3		11		17

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%

						Missing parts		Not satisfied with the performance		Different than Expected		Not functioning		Damaged		Didn't want the product		Found better competitive product replacement		Late delivery		No reason		Other

						4.9%		9.0%		9.0%		23.0%		16.4%		8.2%		4.1%		2.5%		9.0%		13.9%
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Reasons Given by Customers for Product Returns

0.0491803279

0.0901639344

0.0901639344

0.2295081967

0.1639344262

0.0819672131

0.0409836066

0.0245901639

0.0901639344

0.1393442623



Q10

		Q9] Out of the returned products what is the % of the products that have no problem?

		Company Name		Location						0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

		Toshiba America		USA		25		Percent						1

		QVC		USA		75																1

		Pro Active Solutions		USa		45												1

		A Novo		France		0		Not Willing to Participate		1

		Aerocrine AB		Sweden		10				1

		Datacard		USA		30								1

		Data Exchanged Corp (DEX)		USA		50												1

		Evic Electronics BV		Netherlands		5				1

		Pitney Bowes		USA		0		Willing to Participate		1

		SpringBoard Technology Corp		USA		0		Willing to Participate		1

		Akamai Technologies Inc.		USA		5				1

		Applied Materials Inc.		USA		15						1

		Bell Industries		USA		50												1

		BenQ America Corp		USA		7				1

		Cerqa		USA		80																1

		Comtek Computer Systems		USA		0		Not Willing to Participate		1

		Digital Engineering Services		USA		75																1

		eBoomrang		USA

		Elan Pharmaceuticals		USA		0		Willing to Participate		1

		FEI Company		USA		0		Not Willing to Participate		1

		Fujitsu-Siemens Computers GmbH		Germany		0		Willing to Participate		1

		gc Consulting		USA

		GENCO		USA		0		Willing to Participate		1

		Ingram Micro		Canada		0		Willing to Participate		1

		Iomega Corp		USA		0		Willing to Participate		1

		KLM Cargo		USA						1

		Maxus Technology		USA		0		Willing to Participate (3 PSP)		1

		Menlo Worldwide		USA		0		Willing to Participate		1

		Motorola		IL, USA		40										1

		Motorola		AZ, USA		25								1

		Newgistics		USA		0		3 PSP		1

		Petters Consumer Brands		USA		50												1

		Philips Consumer Electronics		USA		0		Willing to Participate		1

		Precision Communication Services				30								1

		ReCellular		USA		33										1

		Renfrewshire Electronics Ltd.		UK		3				1

		ReTurn Inc.		USA		0		Not Willing to Participate		1

		Service Solutions Pty Ltd		Australia		15						1

		Subaru of New England		USA		99																1

		Sun Microsystems		USA		20						1

		Sydcor		USA		0		Willing to Participate		1

		Targus		USA		90																1

		Unisys		USA		0		Willing to Participate		1

		US Army		USA		85																1

		Owens Corning		USA		50												1

		Entertainment Pubilcations		USA		90																1

		North Safety Products		USA		98																1

		Outdoor Seasons		USA		10				1

		Texas Instruments		USA		99																1

		The Directv Group		USA		90																1

		Solectron		Canada		25								1

		Novellus System, Inc.		USA		not specified		Not Willing to Participate

		Envision		USA		0				1

		Truition Inc.		Canada		0				1

		Kennametal		USA		82																1

		Totals								26		3		5		2		5		0		11

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%

										0 To 10%		11 To 20%		21 To 30%		31 To 40%		41 To 50%		51 To 60%		More Than 60%

										50.0%		5.8%		9.6%		3.8%		9.6%		0.0%		21.2%
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0.5

0.0576923077

0.0961538462

0.0384615385

0.0961538462

0

0.2115384615



Q11

		Q10] What decision/action you take with no problem return products?

		Company Name		Location		Resell as is		Repack & sell		Reuse the parts/components		Return to the vendor		Sell in secondary market		Dispose/landfill		Other

		Toshiba America		USA								1

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA																Ask

		US Army		USA																Ask

		Owens Corning		USA		1								1		1

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada





Q12-Inhouse

		Q11] What is the cost of your forward logistics & reverse logistics?

		Company Name		Location		Cost of Forward Logistics				Cost of reverse logistics

						2002		2003		2002		2003

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France		10		10		10		10

		Aerocrine AB		Sweden		6		5		12		15

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA		2		2		2		2

		Applied Materials Inc.		USA		10		15		10		10

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA

		Entertainment Pubilcations		USA

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA

		The Directv Group		USA

		Solectron		Canada

		Novellus Systems		USA

		Envision		USA		0		0		0		0

		Truition Inc.		Canada		10		10		10		10

		Kennametal		USA		9		10		0		1





Q12-Outsources

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management		Other

		Toshiba America		USA																1				1		1		1		1				1

		QVC		USA		1		1				1		1		1		1				1		1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1								1		1								1				1		1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1

		Akamai Technologies Inc.		USA		1										1								1						1		1		1

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1						1		1		1		1				1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany												1								1				1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA												1														1		1		1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1				1				1		1		1		1		1				1		1		1

		Menlo Worldwide ???		USA		1														1				1				1		1		1		1

		Motorola		IL, USA				1				1				1								1		1				1

		Motorola		AZ, USA		1		1		1		1		1		1		1						1		1		1		1		1

		Newgistics		USA		1								1				1		1		1		1		1		1		1		1		1

		Petters Consumer Brands		USA																				1				1		1

		Philips Consumer Electronics		USA																1				1						1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1				1		1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA		1																								1		1		1

		Sydcor		USA		1		1		1		1				1		1						1		1		1						1

		Targus		USA				1				1				1								1						1				1

		Unisys		USA		1		1		1		1		1		1		1		1				1		1		1		1				1

		US Army		USA		1		1		1		1				1				1				1		1		1		1				1

		Owens Corning		USA		1		1		1		1						1		1		1		1								1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1				1				1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA

		Envision		USA		1		1		1				1		1		1		1		1		1		1		1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		38		28		35		36		43		38		35		27		51		39		44		47		37		44		0

						7.4%		6.5%		4.8%		6.0%		6.2%		7.4%		6.5%		6.0%		4.6%		8.7%		6.7%		7.5%		8.0%		6.3%		7.5%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation and  Distribution		Warehousing and Storage		Depot Repair		Replacement Management		Remanufacture/Refurbishment		End-of-Life Manufacturing		Recycling/Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management/Extended Service Contracts		Redistribution/Resell		IT Management

				In-house		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%

				Outsourced		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%

		In-house RL activity management				Helpdesk/Call Center		Collection/Sorting/Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		7.35%		6.50%		4.79%		5.98%		6.15%		7.35%		6.50%		5.98%		4.62%		8.72%		6.67%		7.52%		8.03%		6.32%		7.52%		0.00%

				Future (in next two years)		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%





Q12-Outsources

		Helpdesk / Call Center		Helpdesk / Call Center

		Collection / Sorting / Testing		Collection / Sorting / Testing

		Transporation and  Distribution		Transporation and  Distribution

		Warehousing and Storage		Warehousing and Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture/Refurbishment		Remanufacture/Refurbishment

		End-of-Life Manufacturing		End-of-Life Manufacturing

		Recycling/Full Disposal		Recycling/Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management/Extended Service Contracts		Asset Management/Extended Service Contracts

		Redistribution/Resell		Redistribution/Resell

		IT Management		IT Management



In-house

Outsourced

Reverse Logistics Activities

Respondents

Currently Managed Reverse Logistics Activities 
In-house vs. Outsourced

0.0735042735

0.0487804878

0.064957265

0.0731707317

0.0478632479

0.1268292683

0.0598290598

0.0926829268

0.0615384615

0.0780487805

0.0735042735

0.043902439

0.064957265

0.0780487805

0.0598290598

0.0829268293

0.0461538462

0.1317073171

0.0871794872

0.0097560976

0.0666666667

0.0682926829

0.0752136752

0.0341463415

0.0803418803

0.0146341463

0.0632478632

0.0780487805

0.0752136752

0.0390243902



Q13-Inhouse

		Helpdesk/Call Center		Helpdesk/Call Center

		Collection/Sorting/Testing		Collection/Sorting/Testing

		Transporation & Distribution		Transporation & Distribution

		Warehousing / Storage		Warehousing / Storage

		Depot Repair		Depot Repair

		Replacement Management		Replacement Management

		Remanufacture / Refurbishment		Remanufacture / Refurbishment

		End of Life Manufacturing		End of Life Manufacturing

		Recycling / Full Disposal		Recycling / Full Disposal

		Returns Authorization Management		Returns Authorization Management

		Fulfilment and Kitting Services		Fulfilment and Kitting Services

		Spare Parts Management		Spare Parts Management

		Asset Management & Extended Service Contracts		Asset Management & Extended Service Contracts

		Redistribution / Resell		Redistribution / Resell

		IT Management		IT Management

		Other		Other



Current

Future (in next two years)

Reverse Logistics Activities

Respondents

Reverse Logistics Activities Managed In-house
Current vs. Future (in next two years)

0.0735042735

0.072147651

0.064957265

0.0604026846

0.0478632479

0.0469798658

0.0598290598

0.0637583893

0.0615384615

0.0637583893

0.0735042735

0.072147651

0.064957265

0.0704697987

0.0598290598

0.0637583893

0.0461538462

0.0520134228

0.0871794872

0.0822147651

0.0666666667

0.067114094

0.0752136752

0.0755033557

0.0803418803

0.0755033557

0.0632478632

0.0637583893

0.0752136752

0.0704697987

0

0



Q13-Outsource

		Q12] At present which of the following reverse logistics activities does your company perform in-house & which have outsourced to a 3PSP?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA		1		1		1		1		1		1		1				1										1

		QVC		USA						1								1				1				1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1						1		1		1				1								1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA						1												1

		SpringBoard Technology Corp		USA						1										1										1		1		1

		Akamai Technologies Inc.		USA				1		1		1		1				1		1		1				1		1

		Applied Materials Inc.		USA

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA								1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA						1		1										1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1				1		1		1				1						1		1

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1				1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA						1				1												1								1

		Menlo Worldwide ???		USA				1		1		1		1		1		1				1				1

		Motorola		IL, USA		1				1				1				1		1		1						1				1		1

		Motorola		AZ, USA																1		1												1

		Newgistics		USA				1		1		1				1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1				1						1		1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1				1				1		1				1

		Precision Communication Services																				1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1												1										1

		Subaru of New England		USA

		Sun Microsystems		USA				1		1		1		1		1		1		1		1		1		1		1

		Sydcor		USA										1						1		1										1

		Targus		USA		1				1				1				1		1		1				1		1				1

		Unisys		USA																		1										1

		US Army		USA										1				1				1										1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1				1										1

		The Directv Group		USA

		Solectron		Canada

		Envision		USA								1

		Truition Inc.		Canada						1				1				1		1		1

		Kennametal		USA

		Totals				10		15		26		19		16		9		16		17		27		2		14		7		3		16		8		0

						4.9%		7.3%		12.7%		9.3%		7.8%		4.4%		7.8%		8.3%		13.2%		1.0%		6.8%		3.4%		1.5%		7.8%		3.9%		0.0%

		Outsourced RL activites comparison betweeen At present and Future				Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Current		4.88%		7.32%		12.68%		9.27%		7.80%		4.39%		7.80%		8.29%		13.17%		0.98%		6.83%		3.41%		1.46%		7.80%		3.90%		0.00%

				Future		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%





Q13-Outsource

		



Current

Future

Reverse Logistics Activities

Respondents

Reverse Logistics Outsource Activities
Current vs. Future (in next two years)



Q14

		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA		1		1				1				1		1						1		1						1		1

		Pro Active Solutions		USa		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		A Novo		France		1		1				1		1		1		1		1		1		1		1		1		1				1

		Aerocrine AB		Sweden		1																		1				1		1

		Datacard		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Data Exchanged Corp (DEX)		USA		1		1				1		1		1		1				1		1		1		1		1		1		1

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Pitney Bowes		USA		1						1		1		1		1		1						1				1

		SpringBoard Technology Corp		USA		1		1				1		1		1		1				1		1		1		1				1

		Akamai Technologies Inc.		USA		1										1				1				1		1		1		1		1		1

		Applied Materials Inc.		USA												1		1		1				1				1						1

		Bell Industries		USA						1														1				1		1		1		1

		BenQ America Corp		USA																				1				1						1

		Cerqa		USA		1		1		1		1		1		1		1		1		1		1		1		1		1				1

		Comtek Computer Systems		USA		1		1				1		1		1		1						1		1		1		1				1

		Digital Engineering Services		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Elan Pharmaceuticals		USA		1																		1										1

		FEI Company		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Fujitsu-Siemens Computers GmbH		Germany		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		gc Consulting		USA

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Ingram Micro		Canada		1		1		1		1		1		1		1		1				1		1		1		1		1

		Iomega Corp		USA																														1

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Maxus Technology		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Menlo Worldwide ???		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Motorola		IL, USA																				1						1

		Motorola		AZ, USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Newgistics		USA		1		1		1		1		1		1		1		1				1		1		1		1		1		1

		Petters Consumer Brands		USA																								1		1				1

		Philips Consumer Electronics		USA		1		1		1		1		1		1		1		1		1		1		1		1				1

		Precision Communication Services				1		1		1		1		1		1		1		1				1		1		1		1		1

		ReCellular		USA		1		1				1		1		1		1						1		1		1		1		1		1

		Renfrewshire Electronics Ltd.		UK		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		ReTurn Inc.		USA		1				1				1				1		1		1		1				1						1

		Service Solutions Pty Ltd		Australia		1		1						1		1		1		1				1		1		1		1				1

		Subaru of New England		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Sun Microsystems		USA																										1		1

		Sydcor		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Targus		USA								1				1								1						1				1

		Unisys		USA		1				1		1				1		1		1		1		1		1		1		1		1		1

		US Army		USA		1				1		1		1		1		1		1		1		1		1		1		1		1		1

		Owens Corning		USA		1		1		1		1						1		1		1		1						1

		Entertainment Pubilcations		USA										1		1		1		1		1		1		1		1		1		1		1

		North Safety Products		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Outdoor Seasons		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Texas Instruments		USA		1								1		1		1		1				1		1		1		1		1		1

		The Directv Group		USA		1		1				1		1		1		1		1		1		1		1		1		1		1		1

		Solectron		Canada		1		1				1		1		1		1		1		1		1		1		1		1		1

		Novellus System, Inc.		USA		1		1				1		1		1		1		1				1		1		1		1		1		1

		Envision		USA		1		1		1				1		1		1		1		1		1				1		1		1		1

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Kennametal		USA		1		1				1				1								1		1		1		1		1		1

		Totals				43		36		28		38		38		43		42		38		31		49		40		45		45		38		42		0

						7.2%		6.0%		4.7%		6.4%		6.4%		7.2%		7.0%		6.4%		5.2%		8.2%		6.7%		7.6%		7.6%		6.4%		7.0%		0.0%

						Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

				Inhouse		7.21%		6.04%		4.70%		6.38%		6.38%		7.21%		7.05%		6.38%		5.20%		8.22%		6.71%		7.55%		7.55%		6.38%		7.05%		0.00%

				Outsource		5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q13] At present which of the following reverse logistics activities is your company planning to perform in-house or planning to outsource to a 3PSP in next 2 years?

		Company Name		Location		Helpdesk / Call Center		Collection / Sorting / Testing		Transporation & Distribution		Warehousing / Storage		Depot Repair		Replacement Management		Remanufacture / Refurbishment		End of Life Manufacturing		Recycling / Full Disposal		Returns Authorization Management		Fulfilment and Kitting Services		Spare Parts Management		Asset Management & Extended Service Contracts		Redistribution / Resell		IT Management		Other

		Toshiba America		USA

		QVC		USA						1						1		1				1										1

		Pro Active Solutions		USa

		A Novo		France						1																						1

		Aerocrine AB		Sweden				1		1		1		1		1		1		1		1				1						1		1

		Datacard		USA

		Data Exchanged Corp (DEX)		USA						1										1

		Evic Electronics BV		Netherlands		1

		Pitney Bowes		USA				1		1												1		1				1				1		1

		SpringBoard Technology Corp		USA						1										1										1				1

		Akamai Technologies Inc.		USA				1		1		1		1				1				1

		Applied Materials Inc.		USA		1		1		1		1		1								1				1				1		1

		Bell Industries		USA		1		1				1		1		1		1		1		1				1

		BenQ America Corp		USA		1		1		1		1		1		1		1		1		1				1				1		1

		Cerqa		USA																												1

		Comtek Computer Systems		USA						1										1		1										1

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA				1		1		1		1		1		1		1		1				1		1		1		1

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada																		1												1

		Iomega Corp		USA		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		KLM Cargo		USA

		Maxus Technology		USA																														1

		Menlo Worldwide ???		USA

		Motorola		IL, USA		1		1		1		1		1		1		1		1		1				1		1				1		1

		Motorola		AZ, USA

		Newgistics		USA																		1

		Petters Consumer Brands		USA		1		1		1		1		1		1		1		1		1		1		1						1

		Philips Consumer Electronics		USA																										1				1

		Precision Communication Services																				1												1

		ReCellular		USA						1										1		1

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA				1				1				1										1				1		1

		Service Solutions Pty Ltd		Australia						1		1										1										1

		Subaru of New England		USA

		Sun Microsystems		USA		1		1		1		1		1		1		1		1		1		1		1		1						1

		Sydcor		USA						1

		Targus		USA		1		1		1				1				1		1		1				1		1				1

		Unisys		USA

		US Army		USA				1

		Owens Corning		USA						1		1

		Entertainment Pubilcations		USA		1		1		1		1

		North Safety Products		USA

		Outdoor Seasons		USA

		Texas Instruments		USA				1		1		1										1

		The Directv Group		USA						1

		Solectron		Canada						1																								1

		Novellus System, Inc.		USA						1												1

		Envision		USA								1														1

		Truition Inc.		Canada

		Kennametal		USA						1				1				1		1		1

		Totals				10		16		26		16		12		10		12		14		22		4		12		6		7		15		10		0

						5.21%		8.33%		13.54%		8.33%		6.25%		5.21%		6.25%		7.29%		11.46%		2.08%		6.25%		3.13%		3.65%		7.81%		5.21%		0.00%
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		Q14] What factors would your company consider to decide between inhouse vs. outsourcing reverse logistics? One most important, 15 least important

		Company Name		Location				No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain		Other

		Toshiba America		USA				5		3		12		1		2		11		9		10		8		7		13		6		4		0

		QVC		USA				0		0		0		0		0		1		0		0		0		0		2		0		0		0		Currently we do not outsources returns processing, we do not intent on oursourcing product prior to recepit and the DC. We will outsource some refurbishment and some repackaging projects based on some cost benefit analysis and vendor distributions.

		Pro Active Solutions		USa		3PSP		7		2		3		6		1		0		4		10		0		9		5		8		11		0

		A Novo		France				11		10		9		3		1		8		7		13		6		12		5		4		2		0

		Aerocrine AB		Sweden				8		8		1		3		1		6		1		1		1		5		5		5		3		0

		Datacard		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Data Exchanged Corp (DEX)		USA				4		12		13		2		1		6		9		7		3		8		10		5		11		0

		Evic Electronics BV		Netherlands				1		1		1		1		1		1		1		8		1		1		1		1		6		0

		Pitney Bowes		USA				11		10		5		1		2		9		5		6		3		6		7		8		4		0

		SpringBoard Technology Corp		USA				7		9		8		1		6		11		5		12		6		3		13		2		4		0

		Akamai Technologies Inc.		USA				4		4		3		1		1		4		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA				13		5		6		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA				1		1		1		8		8		3		2		5		10		10		5		10		10		0

		BenQ America Corp		USA				5		2		1		1		5		5		2		2		2		1		1		3		5		0

		Cerqa		USA				1		2		1		1		1		1		1		3		1		2		4		1		1		0

		Comtek Computer Systems		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA				5		6		3		1		2		12		7		8		13		11		9		10		4		0

		eBoomrang		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA				8		9		1		5		2		13		4		7		6		10		1		3		5		0

		FEI Company		USA				13		10		10		2		1		10		7		10		4		6		6		8		3		0

		Fujitsu-Siemens Computers GmbH		Germany				7		3		4		6		1		5		5		5		6		2		7		5		2		0

		gc Consulting		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada				6		5		3		1		1		2		1		5		1		1		1		4		3		0

		Iomega Corp		USA				8		7		6		1		2		9		5		12		3		4		13		5		11		0

		KLM Cargo		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA				7		3		2		1		5		3		6		8		1		6		7		5		8		0

		Menlo Worldwide		USA		3PSP		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		AZ, USA				1		1		1		1		1		1		1		5		1		7		1		1		1		0

		Newgistics		USA				12		8		7		3		2		13		6		10		1		9		5		4		11		0

		Petters Consumer Brands		USA				3		4		1		2		5		10		9		6		13		8		7		11		12		0

		Philips Consumer Electronics		USA				4		5		8		1		3		12		2		11		13		1		6		8		7		0

		Precision Communication Services						2		1		1		10		5		5		1		2		1		10		5		1		5		0

		ReCellular		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK				5		1		1		1		1		1		1		1		1		1		1		1		1		0

		ReTurn Inc.		USA				7		7		4		2		4		7		2		2		1		1		1		1		1		0

		Service Solutions Pty Ltd		Australia		3PSP		1		1		1		1		4		1		5		1		4		1		5		1		3		0

		Subaru of New England		USA				13		12		5		1		2		11		4		3		8		9		7		6		10		0

		Sun Microsystems		USA				10		9		6		2		1		3		7		11		4		5		8		12		13		0

		Sydcor		USA				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA				9		10		3		6		6		13		1		5		7		8		12		2		5		0

		Unisys		USA				7		6		5		1		4		2		3		13		8		10		9		11		13		0

		US Army		USA				1		3		1		1		1		2		2		2		1		2		1		1		1		0

		Owens Corning		USA				0		0		0		1		0		0		2		0		0		3		4		5		0		0

		Entertainment Pubilcations		USA				13		12		3		2		1		9		4		5		6		8		7		11		10		0

		North Safety Products		USA				2		1		3		4		13		13		13		5		13		13		13		13		13		0

		Outdoor Seasons		USA				1		11		2		3		10		9		8		4		5		6		7		1		1		0

		Texas Instruments		USA				6		8		7		1		2		1		1		1		3		5		9		10		4		0

		The Directv Group		USA				10		9		2		3		4		9		1		3		2		3		3		3		3		0

		Solectron		Canada				10		11		12		1		9		8		4		13		2		7		5		3		6		0

		Novellus System, Inc.		USA				0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Envision		USA				13		1		1		1		1		13		10		8		10		8		13		13		5		0

		Truition Inc.		Canada				1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA				10		9		8		2		1		6		5		11		4		5		4		6		4

		Totals						5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35		0.00

								No. of products offered by the company to the customer		characteristics of these products (sales volume, product life cycle)		Returns Volume (no. of products returned)		Cost of RL (incl. Cost of facility, people, infrastructure Processing)		Focus on core business activities		Company wants to own forward & reverse supply chain for better control of processes		Return processing time / customer service cycle time		Return policy		forward logistics system designed to handle RL / Return processes		Risk and Control over the reverse logistics chain		Difficulty in handling returns		Sophisticated IT software to process and to make rapid decisions on return products		Criticality of collaboaration between parties involving reverse supply chain

								5.15		4.60		3.38		1.96		2.47		5.11		3.38		4.85		3.56		4.49		4.75		4.20		4.35

						Cost of reverse logistics (incl. Cost of facility, people, infrastructure Processing)		1.96

						Company wants to focus on core business activities		2.47

						Returns Volume (no. of products returned)		3.38

						Return processing time / customer service cycle time		3.38

						Forward logistics system designed to handle reverse logistics/return processes		3.56

						Sophisticated IT software to process and to make rapid decisions on return products		4.2

						Criticality of collaboaration between parties involved in reverse supply chain		4.35

						Risk and control over the reverse logistics chain		4.49

						Characteristics of the products offered (sales volume, product life cycle)		4.6

						Difficulty in handling returns		4.75

						Return policy		4.85

						Company wants to own forward & reverse supply chain for better control over processes		5.11

						No. of products offered by the company to the customer		5.15
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		Q15] What factyors would your company consider while evaluating a Third party Service Provider?

		Company Name		Location		Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage		Other

		Toshiba America		USA		1		0		3		2		5		0		0		0		0		4		0		0

		QVC		USA		2		0		2		0		4		0		0		0		0		0		3		0

		Pro Active Solutions		USa		1		3		10		2		7		9		8		6				4		5		0

		A Novo		France		4		9		5		7		6		11		10		1		2		3		8		0

		Aerocrine AB		Sweden		1		1		1		1		1		6		5		1		1		6		5		0

		Datacard		USA		1		3		2		10		4		11		9		5		8		9		7		0

		Data Exchanged Corp (DEX)		USA		3		4		5		8		7		9		10		2		1		6		11		0

		Evic Electronics BV		Netherlands		11		1		11		11		11		11		11		11		11		11		11		0

		Pitney Bowes		USA		4		3		1		2		8		9		10		11		5		6		7		0

		SpringBoard Technology Corp		USA		2		1		3		7		6		8		9		5		4		11		10		0

		Akamai Technologies Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Applied Materials Inc.		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Bell Industries		USA		10		10		7		8		10		5		10		10		2		8		5		0

		BenQ America Corp		USA		1		5		1		2		2		2		1		1		10		3		3		0

		Cerqa		USA		1		2		2		1		1		4		2		1		4		3		2		0

		Comtek Computer Systems		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Digital Engineering Services		USA		2		1		3		5		4		8		7		6		9		10		11		0

		eBoomrang		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Elan Pharmaceuticals		USA		1		4		3		2		8		6		9		10		11		5		7		0

		FEI Company		USA		4		4		2		4		5		11		9		10		10		5		9		0

		Fujitsu-Siemens Computers GmbH		Germany		3		3		3		4		4		9		9		3		2		7		3		0

		gc Consulting		USA		1		1		1		1		1		1		1		1		1		1		1		0

		GENCO		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Ingram Micro		Canada		2		3		1		1		3		4		2		3		6		5		5		0

		Iomega Corp		USA		1		5		3		2		4		8		11		6		3		7		10		0

		KLM Cargo		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Maxus Technology		USA		1		1		1		1		1		4		3		2		1		6		2		0

		Menlo Worldwide		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Motorola		IL, USA		7		1		2		3		6		11		10		5		4		9		8		0

		Motorola		AZ, USA		1		1		1		1		1		10		6		1		1		6		1		0

		Newgistics		USA		1		3		2		4		5		10		11		9		8		6		7		0

		Petters Consumer Brands		USA		1		2		3		5		4		7		6		8		10		9		11		0

		Philips Consumer Electronics		USA		2		3		1		4		9		10		11		8		5		7		6		0

		Precision Communication Services				1		1		1		1		1		5		1		1		5		5		5		0

		ReCellular		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Renfrewshire Electronics Ltd.		UK		1		6		1		1		1		5		2		3		1		1		1		0

		ReTurn Inc.		USA		1		3		2		5		4		9		6		8		7		10		11		0

		Service Solutions Pty Ltd		Australia		1		1		6		1		1		6		1		1		10		10		3		0

		Subaru of New England		USA		5		4		3		6		2		11		9		10		1		8		7		0

		Sun Microsystems		USA		1		3		5		4		7		11		9		2		6		8		10		0

		Sydcor		USA		1		1		1		1		1		1		1		1		1		1		1		0

		Targus		USA		3		11		2		1		4		5		6		7		8		9		10		0

		Unisys		USA		6		2		1		3		7		11		11		4		5		10		1		0

		US Army		USA		1		1		2		1		1		3		2		1		1		3		1		0

		Owens Corning		USA		3		0		1		2		0		0		0		0		6		4		5		0

		Entertainment Pubilcations		USA		4		1		2		5		3		8		9		11		10		6		7		0

		North Safety Products		USA		2		4		1		3		11		11		11		11		11		11		11		0

		Outdoor Seasons		USA		1		2		3		4		5		6		7		8		9		10		11		0

		Texas Instruments		USA		4		3		1		5		8		10		11		9		2		7		6		0

		The Directv Group		USA		2		2		4		1		2		7		6		3		1		2		7		0

		Solectron		Canada		3		2		1		4		10		11		9		5		6		7		8		0

		Novellus System, Inc.		USA		4		7		6		1		3		8		9		11		2		10		5

		Envision		USA		1		1		1		6		1		1		5		5		11		11		5		0

		Truition Inc.		Canada		1		1		1		1		1		1		1		1		1		1		1		0

		Kennametal		USA		3		4		2		3		5		8		10		9		4		9		3		0

		Totals				2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18		0.00

						Expertise of Third Party Service Provider		Type of services offered		Price of services		Business processes, supply chain and logistics		Facility capacity and capability		Number of employees at facility		Employee training schedule		Type of repair technology practiced		Global presence for support		Type of IT software used/implemented		Packaging and storage

						2.29		2.58		2.44		3.00		3.87		6.00		5.71		4.45		4.35		5.60		5.18

						Expertise of a third party service provider		2.29

						Price of services		2.44

						Type of services offered		2.58

						Business processes, supply chain and logistics		3.00

						Facility capacity and capability		3.87

						Global presence for support		4.35

						Type of repair technology practiced		4.45

						Packaging and storage		5.18

						Type of IT software used/implemented		5.60

						Employee training schedule		5.71

						Number of employees at facility		6.00
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		Expertise of Third Party Service Provider

		Type of services offered

		Price of services

		Business processes, supply chain and logistics

		Facility capacity and capability

		Number of employees at facility

		Employee training schedule

		Type of repair technology practiced

		Global presence for support

		Type of IT software used/implemented

		Packaging and storage
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		Expertise of a third party service provider

		Price of services

		Type of services offered

		Business processes, supply chain and logistics

		Facility capacity and capability

		Global presence for support

		Type of repair technology practiced

		Packaging and storage

		Type of IT software used/implemented

		Employee training schedule

		Number of employees at facility
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Evaluation of Third Party Service Provider Based of Factors
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16-19

		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France

		Aerocrine AB		Sweden

		Datacard		USA

		Data Exchanged Corp (DEX)		USA

		Evic Electronics BV		Netherlands

		Pitney Bowes		USA

		SpringBoard Technology Corp		USA

		Akamai Technologies Inc.		USA

		Applied Materials Inc.		USA

		Bell Industries		USA

		BenQ America Corp		USA

		Cerqa		USA

		Comtek Computer Systems		USA

		Digital Engineering Services		USA

		eBoomrang		USA

		Elan Pharmaceuticals		USA

		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





		Customer Name		Location

		Toshiba America		USA

		QVC		USA

		Pro Active Solutions		USa

		A Novo		France
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		Pitney Bowes		USA

		SpringBoard Technology Corp		USA
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		Comtek Computer Systems		USA

		Digital Engineering Services		USA
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		FEI Company		USA

		Fujitsu-Siemens Computers GmbH		Germany

		gc Consulting		USA

		GENCO		USA

		Ingram Micro		Canada

		Iomega Corp		USA

		KLM Cargo		USA

		Maxus Technology		USA

		Menlo Worldwide ???		USA

		Motorola		IL, USA

		Motorola		AZ, USA

		Newgistics		USA

		Petters Consumer Brands		USA

		Philips Consumer Electronics		USA

		Precision Communication Services

		ReCellular		USA

		Renfrewshire Electronics Ltd.		UK

		ReTurn Inc.		USA

		Service Solutions Pty Ltd		Australia

		Subaru of New England		USA

		Sun Microsystems		USA

		Sydcor		USA

		Targus		USA

		Unisys		USA

		US Army		USA

		Owens Corning		USA





										1		2		3		4		5		6		7		8		9		10		11				19		20

		Company		Contact		Title		Location		in $																				2002		2003

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA		6		50		1		2				2		1.50%		4		25%		4		5 mil		6.5 mil

																								5						2 mil		3 mil





										RL Activities

		Company		Contact		Title		Location

		Toshiba America Inc.		Gary Gear		Sr. Director Supply Chain management		Irvine, CA, USA





		






