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1. Executive Summary 
 

Enterprise software solutions are widespread, but not until recently have integrated, multi-function, end-to-end 

systems been available for global deployments in the reverse logistics industry. Many companies involved in the 

reverse logistics industry have had a myriad of fragmented, disjointed systems, leading to a series of issues for 

manufacturers, retailers, and 3rd party service providers.  In short, many firms miss opportunities or incur higher 

costs due to the lack of efficiency and service productivity in their reverse supply chains. This white paper 

explores many of the systemic challenges that companies face when managing Reverse Logistics Supply Chain 

(RLSC) operations.   

In a new market research study of 250 reverse logistics professionals recently conducted by Blumberg Advisory 

Group, Inc., more than 50% of respondents rated their current systems as not effective (3 or less on a 5-point 

scale) in many critical performance metrics due to the fragmented and disjointed nature of the reverse logistics 

management systems they currently have in place. Because of this, the majority of respondents believe that an 

end-to-end solution would greatly improve the performance of their operations. 

In the following pages we discuss issues that affect many enterprises engaged in reverse logistics and how they 

ultimately affect the bottom line. Additionally, we introduce a new holistic concept for understanding end-to-

end reverse logistics processes called Reverse Lifecycle Management (RLM). Finally, we describe the 

characteristics of the ideal RLM ǎƻƭǳǘƛƻƴΣ ǘƘŜ ōǳǎƛƴŜǎǎ ōŜƴŜŦƛǘǎΣ ŀƴŘ ǘŀƪŜ ŀ ƭƻƻƪ ŀǘ Ƙƻǿ ŀ ǇŀǊǘƛŎǳƭŀǊ ǾŜƴŘƻǊΩǎ 

software system (Kewill Reverse Logistics) illustrates some of these concepts.  

2. Defining the Need for Reverse Lifecycle 
Management (RLM) 

 

The use of state of the art software systems to manage critical business functions is ubiquitous throughout all 

industries.  In fact, many companies have adopted enterprise wide systems to automate core business processes 

such as Supply Chain Management, Customer Relationship Management, Finance, Manufacturing, and 

Distribution. Until very recently however, Reverse Logistics professionals have had to deal with a myriad of 

fragmented, disparate and disjointed back-office systems to collect, store, and manage key data related to 

Reverse Logistics processes and functions. This status quo has created issues and challenges for all participants 

in the Reverse Logistics Channel from consumers, to manufactures, to retailers, to 3rd party service providers.  In 

essence, Reverse Supply Chains (RSCs) possess some very unique characteristics which are identified in Figure 1. 

These characteristics are not well supported by the typical enterprise systems environment due to either the 

lack of specific functionality and/or the fragmented nature of corporate information systems in most 

organizations.   
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Figure 1:  Key Characteristics of Reverse Supply Chains 
 

 

 

 

 

 

 

 

 

 

 

 

As a result of these dynamics, the typical reverse logistics operation experiences five very unique and 

interdependent problems with respect to operational execution: 

1. Lack of visibility to the volume, location, and disposition of inventory at various points within the 
Reverse Supply Chain 

 
2. Inability to meet customer expectations and contractual obligations due to lack of reliable and 

relevant data 
 

3. Limitations with respect to maximizing asset utilization and resources (e.g., labor, parts, etc.) 
 

4. Challenges with respect to benchmarking, optimizing, and improving operational performance 
 

5. Unavailability of knowledge in opportunities to generate income when a customer returns a unit 
(collections, upgrade, add on, extended warranty) 

 
These shortcomings in systemic infrastructure can have dramatic and negative consequences on financial 
performance and customer satisfaction resulting in lost revenue opportunities, increased operating costs 
and penalties due to compliance issues, and lower profit margins. In short, current execution systems for 
reverse lifecycle management are typically rigid and often proprietary thus inhibiting flexibility and 
increasing cost of ownership. These challenges are compounded by a number of key industry trends which 
are identified in Figure 2. It is interesting to note that the IT state of the art has not kept up with industry 
desires to achieve increased economies of scale, efficiency, and productivity which in themselves are 
contributing factors behind these trends.  

 

ü Uncertainty of supply; usually people do not know when an item will be coming back, nor do they 
know its condition 

 

ü Customer specific; the return flow is quite diverse and depends on the end-user or customer, 
requiring companies to have to really know their customers     

 

ü Timing; the need to process assets as quickly as possible to make them available for reuse 
 

ü Value improving; the need to maximize value (scrap, resale, etc.) of unacceptable assets being 
returned 

 

ü Flexibility; the need to maintain flexible capacity (i.e., facility, processing and transportation) to 
achieve goals for returned materials 

 

ü Multi-party coordination; in any aspect of reverse logistics-- whether it be source reduction, 
recycling, substitution, or disposal-- several parties are typically involved 
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Figure 2:  Identification of Critical Market Trends and their Impact on IT Requirements 
 
 

 
 

 

As the industry continues to seek an enterprise solution to these challenges, the concept of a Reverse 

Lifecycle Management (RLM) system has emerged.  The ideal RLM enables end-to-end integration of 

business functions and processes related to reverse logistics (e.g., returns management, repair, warranty 

entitlement, warehouse management) as well as interfaces to other back-end systems such as CRM, supply 

chain planning systems and financial systems.  In essence, a true definition of RLM is that it provides for real 

time visibility, tracking and control of labor, material, and data throughout the reverse logistics pipeline.  In 

turn, these features ensure better utilization of assets and resources which are necessary for optimizing both 

financial and operational performance.  
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3. Key Market Research Findings 
 

Blumberg Advisory DǊƻǳǇΣ LƴŎΦ όά.ƭǳƳōŜǊƎέύ ǳƴŘŜǊǘƻƻƪ ŀƴ ŜȄǘŜƴǎƛǾŜ ƳŀǊƪŜǘ ǊŜǎŜŀǊŎƘ ǎǘǳŘȅ ǘƻ ƛƴǾŜǎǘƛƎŀǘŜΣ 

analyze, and assess current attitudes and perceptions with respect to reverse logistics state of the art and 

best practices. In addition to measuring the impact of current systemic challenges the research also gives 

insight into workable solutions and their perceived benefit. The data presented in this whitepaper is based 

on the results of a large scale survey of 250 reverse logistics professionals representative of OEM, retailer, 

carrier, and 3rd party reverse logistics service organizations.  

 

 

As part of the research, Blumberg examined the effectiveness of existing IT systems in managing critical 

reverse logistics performance metrics. As identified in Figure 3, 50% or more of the respondents surveyed 

rated their current systems as not effective (rating of 3 or less on a 5 point scale, where 1= Not All Effective 

and 5= Extremely Effective) in managing many critical performance metrics.  Only a slim majority of 

respondents indicated that their systems were effective in managing customer satisfaction, service 

productivity, and returns ratesτ a cause for great concern suggesting much room for improvement.   

Figure 3:   Effectiveness of Existing RLM Systems for Managing Reverse Logistics 

 
Effectiveness of  Existing RLMS Systems in Managing 

Critical RL Metrics 

Not at all 
Effective

2 3 4 Extremely 
Effective

Customer Satisfaction / Customer Experience 2% 12% 22% 40% 19%

Service Productivity 2% 12% 30% 36% 15%

Production Yield 3% 11% 25% 34% 12%

Quality Rate / Defect Rate 3% 11% 26% 35% 21%

Operating Efficiency 3% 15% 30% 37% 13%

Cycle Time / Turnaround Time 5% 12% 28% 32% 21%

Return Rates 2% 11% 29% 34% 18%

Velocity of Returns 3% 17% 31% 28% 13%

Cash Flow 2% 18% 26% 25% 13%

Labor Utilization Levels 4% 16% 31% 28% 13%

Transportation Costs 7% 19% 29% 27% 9%

Unit Processing Costs 5% 19% 27% 31% 14%

Inventory Investment Levels 5% 16% 32% 26% 13%

Inventory Turns 3% 15% 33% 28% 8%

 

άрл҈ ƻǊ ƳƻǊŜ ƻŦ ǘƘŜ ǊŜǎǇƻƴŘŜƴǘǎ ǎǳǊǾŜȅŜŘ ǊŀǘŜŘ ǘƘŜƛǊ ŎǳǊǊŜƴǘ ǎȅǎǘŜƳǎ ŀǎ 

ƴƻǘ ŜŦŦŜŎǘƛǾŜ ƛƴ ƳŀƴŀƎƛƴƎ Ƴŀƴȅ ŎǊƛǘƛŎŀƭ ǇŜǊŦƻǊƳŀƴŎŜ ƳŜǘǊƛŎǎΦέ 
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Respondents were also asked to rate their overall satisfaction (see Figure 4) with their existing Reverse Logistics 
Management Systems (RLMS).  Only 17% indicated they were άextremely satisfiedέ while more than half (58%) 
were άsomewhat satisfiedέ. The net effect is that almost one-quarter of the respondents are άnot very satisfiedέ 
or άnot at all satisfiedέ with their existing systems. While three quarters of respondents indicated they are at 
least somewhat satisfied, our assessment is that many of these respondents are simply making do with what 
they have as they do not know of existing available alternatives.  

Figure 4:  Overall Satisfaction with Existing RLMS Functionality 

 

Our research validates the fact that reverse logistics organizations are handicapped by the fact that they must 
deal with a fragmented and disjointed systems environment in order to obtain key feature functionality 
necessary for managing their business. As evidenced in Figure 5, respondents use a number of different types of 
systemic solutions to manage their reverse logistics organizations. The survey results reveal the fact that no 
single category of enterprise system dominates the reverse logistics industry. The multiple mentions of systems 
in use also validate the fragmented nature of most RL system environments.   
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Figure 5: Types of Systems Used to Managed Reverse Logistics Operations 

 

Types of System Company use to manage Reverse 
Logistics Operations 

Enterprise Resource Planning (ERP) 41%

Customer Relationship Management (CRM) 26%

Field Service Management System (FSMS) 17%

Supply Chain Management (SCM) 22%

Enterprise Returns Management (ERP) 11%

Enterprise Reverse Logistics Management 9%

Warranty Management System 26%

Warehouse Management System 36%

Customized specifically for Reverse Logistics 44%

Other 10%

 
 

This explains why an overwhelming majority of respondents are interested in implementing an end-to-end, 

integrated system (Figure 6). 

Figure 6: Importance of Implementing an End-to-End Integrated System 

 Im portance of Im plem enting an End to End Integrated 
System

52%

34%

12%

1%

1%

0% 10% 20% 30% 40% 50% 60%

Extremely Important

Somewhat Important

Not Very Important

Not At All Important

5ƻƴΩǘ Yƴƻǿ
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A majority of respondents believe that a fully integrated, end-to-end Reverse Logistics Management System 
solution can have a dramatic impact on critical performance metrics (Figure 7).  Almost two-thirds expected to 
receive benefits in the areas of operating efficiency, customer satisfaction, productivity of service personnel, and 
tracking of performance data and operating metrics. Improvements in the range of 25% to 30% are expected for 
these and other critical metrics, with an almost 40% improvement anticipated in the areas of tracking of 
performance data.  These findings substantiate the need within the industry for a Reverse Lifecycle Management 
System Platform. 

Figure 7: Anticipated Benefits of Using an RLM System 

 

B e n e fit s
%  W h o  Ex p e c t  t o  
R e c e iv e B en e fit

A v g . %  A n t ic ip at e d
Im p ro v e m e n t

Im p ro v e d  C u s t o m e r  S at is fac tio n /Ex p er ie n ce 6 5 % 2 6 .6

Im p ro v e d  P ro d u c t iv it y  o f R .L . P e rs o n n e l 6 6 % 2 6 .6

Im p ro v e d  S e rv ic e  Q u alit y  /Le s s  D e fec ts 4 4 % 2 8 .2

Im p ro v e d  O p e rat in g  Effic ie n c y 6 7 % 2 9 .0

Im p ro v e d  Trac k in g  o f D at a  & P e rfo rm an c e  
M e t r ic s

6 5 % 3 9 .6

Fas t e r  Tu rn aro u n d  T im e 5 4 % 2 8 .8

Im p ro v e d  C as h  F lo w 4 5 % 2 7 .7

Le s s  M an p o w e r  N e e d ed 4 8 % 2 0 .0

Im p ro v e d  R e g u lat o ry  C o m p lian c e 3 1 % 2 3 .4

Im p ro v e d  S e rv ic e  U t il izat io n  Le v e ls 3 7 % 2 8 .0

R e d u c e d  C o s t s  as  a  R e s u lt  o f B e t t e r P lan n in g 5 6 % 2 7 .1

R e d u c e d  C o s t s  fo r  P ro c e s s in g  R e tu rn s 6 0 % 2 7 .7

A n tic ip a ted  B en efits  from  u s in g  an  

R L M  S ys tem
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4. The Ideal Solution 
 

At its core, RLM provides integrated, end-to-end functionality for the management and control and 
execution of reverse logistics transactions.  As identified in Figure 8, the feature functionality in an RLM 
system enables the automation of key processes and tracking of critical data related to returns, warranty, 
inventory, transportation, shop floor control, etc.  As the acronym implies, RLM supports the lifecycle of a 
reverse logistics transaction. 

                  Figure 8:  RLM Processes 

 

This can be better understood by examining the reverse logistics process flow involved in supporting any 
type of mission critical electronic equipment such as telecom equipment.  The Call Center is usually the first 
point of contact for determining if a defective item is covered under warranty. In the event the item is 
ŎƻǾŜǊŜŘ ǳƴŘŜǊ ǿŀǊǊŀƴǘȅΣ ŀƴ wa! ƛǎ ǘȅǇƛŎŀƭƭȅ ƛǎǎǳŜŘ ŀƴŘ ǘƘŜ ŘŜŦŜŎǘƛǾŜ ǳƴƛǘ ƛǎ ǎƘƛǇǇŜŘ ōŀŎƪ ǘƻ ǘƘŜ h9aΩǎ 
return center. In parallel, the customer may be sent a replacement unit from a central or regional 
warehouse. Alternatively, a Field Engineer may access a Pick Up & Drop Off unit (PUDO), similar to a parts 
locker, to obtain a replacement part and return the defective unit. The OEM must manage the 
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transportation associated with return of the defective units to a Depot Repair Center.  Shop Floor control 
functionality is then required to track the time, costs, and activities associated with repairing the unit. At the 
end of this process, the repaired stock is placed back into inventory and delivered to various warehouses and 
PUDOs operated by the OEM or their 3rd Party Service Provider (3PSP).  

In the above example, we can see why end-to-end functionality is important in managing a reverse logistics 
operation.  However, visibility and reporting features within an RLM are just as important to maximizing the 
use of the functionality and leveraging critical data within the system.  These tools help companies answer 
key questions about the status of events and activities within their operation such as: 

 How much spare parts inventory do I have on hand? 

 When will inventory in the RL supply chain likely to be returned?  

 In what time frame will it be returned? 

 Where is the inventory? 

 What is the disposition of the inventory? What Revision / What Configuration? 
 

In turn, the answers to these questions provide RL operations with business intelligence necessary to plan 
and forecast resources and assets.  As a result, RL operations are in a position to continuously improve 
quality, cost, and productivity of RL processes. In short, visibility and reporting tools provide the mechanism 
by which a company can optimize resources.    
 

 

Another key element of the ideal RLM system is integration with other internal corporate systems as well as 
with the corporate systems of business partners.  As previously mentioned, many companies currently 
maintain other types of enterprise systems or point solutions that provide selected reverse logistics 
functionality. In many cases, these applications support other aspects of the business and/or have been 
recently purchased and thus considered state of the art.  For example, it is common for a 3rd Party Logistics 
provider (3PL) to maintain a Call Center package and Warehouse Management System (WMS) but lack 
functionality to support shop floor control of a depot repair operation.  A state of the art RLM system will 
enable the 3PL to integrate with their existing call center and WMS package.  

Furthermore, there is a high volume of transactions that involve multi-party coordination between 
customers, channel partners, and 3rd Party outsourcers in an RL environment.  Therefore, the ideal RLM 
must be able to interface with the corporate systems of these market participants to create a complete 
ecosystem. For example, outsourcing creates the requirement for an OEM to have visibility into their 3PLs 
system to manage spare parts inventory levels.  Also, while not a new phenomenon, there has always been 
ŀ ǎŜƎƳŜƴǘ ƻŦ ǘƘŜ ƳŀǊƪŜǘ ǘƘŀǘ ǇŜǊŦƻǊƳǎ ǎŜƭŦ ǎŜǊǾƛŎŜ ŀƴŘ ǘƘǳǎ ƴŜŜŘǎ ŀŎŎŜǎǎ ǘƻ ŀƴ h9aΩǎ ǎȅǎǘŜƳ ǘƻ ƻǊŘŜǊ 
spare parts and/or check on inventory availability levels.    

Given the volume of multiparty coordination as well as all the other characteristics associated with the 
typical RSC (see Figure 1), it is important for an RLM system to possess flexible business rules and work 
flow.  Process flows within any RSC will often vary according to the source of the returned inventory, the 
condition of the returned inventory, the type of back-end processes required on the returned inventory, 
and the type of follow-up activity that must be provided to the customer. This means that workflows need 
to be configured properly.  An out of box failure on a notebook computer may follow a different reverse 
logistics process than a unit that fails under warranty or out of warranty.  A defective unit that is considered 

άThere is a high volume of transactions that involve multi-party coordination 
between customers, channel partners, and 3rd party outsourcers in an RL 

environment.  Therefore, the ideal RLM system must be able to interface with 
the systems of these market participants to create a complete ecosystem.έ 
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to be beyond economic repair (BER) may follow a different process flow than items that are repairable.  
Depending on the disposition of the product, the customer may be issued an advanced exchange and the 
failed unit sent directly to a 3rd Party Repair vendor, or the unit is sent to a returns consolidation center 
where it is then either sold to a liquidator or electronics recycler.   Flexible workflows enable improved 
customer service, help streamline operations, reduce touch points, and improve accountability throughout 
the RLSC. 

5. Business Benefits of RLM 
 

By implementing a state of the art RLM solution with the feature/functionality described above, an end-user 
RL organization can realize a number of benefits.  These benefits include but are not limited to: 

 Cost reduction through better utilization and planning of assets and resources.  This is brought about 
through visibility and planning tools.  

 Administration consolidation through reduction of touch points which can be achieved through the 
integration capabilities, business rule work flows, and standardized management reports found within 
an RLM solution. 

 Protected revenue and income recognized when companies better understand how much revenue and 
income associated with Aftermarket Service is at risk in the RLSC. This is achieved through the 
implementation of better controls found within end-to-end functionality and continuous monitoring of 
RL events (e.g., recall, returns, and warranty service).      

 Liability protection: Many companies in diverse industries are susceptible and exposed to legal and 
regulatory action due to environmental and governmental regulations. The tracking and tracing features 
within an RLM provide up-to-date, real time information on the disposition of every item within the 
RLSC.   

 Resource optimization: Inventory, transportation assets, employee allocation, and other resources are 
wasted on improper RL practices. Through business rules and better data, an RLM helps to conserve and 
ƳŀƴŀƎŜ ŀ ŎƻƳǇŀƴȅΩǎ ǊŜǎƻǳǊŎŜǎΦ  

 Productivity and efficiency gains: Poor RL processes take too much time resulting in poor customer 
satisfaction and wasted money. RLM streamlines and optimizes RL process time through standardized 
processes and procedures. 

 Customer experience improvement: OEMs, 3PLs, Carriers, and Retailers can dramatically improve 
customer satisfaction through the implementation of self monitoring reverse logistics processes and 
systems.  Refined business practices, such as issuing proper credit for returns, fast turnaround on 
sending products back to customers, balanced books, and issuing replacements are some crucial and 
improved processes that are automated by a state of the art RLM solution.  

 IT resource reduction: By deploying an RLM on a SaaS platform, multiple instances and replication of 
expensive hardware and its maintenance are eliminated.  The time to deploy the standardized SaaS RLM 
platform allows for any location to be ready in hours, not weeks or months. 
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These benefits help an RL operation achieve a best in class standard level of performance. The benefits can 
in turn be measured in terms of improved operational metrics such as: 

 SLA compliance 

 Repair Turnaround Time (TAT) 

 Cycle Times 

 Output Yield  

 Quality Levels  

 Repeat Failures  
 

Here again, these improvements in operational performance can be monetized directly in the form of cost 
savings, productivity gains, revenue gains, and improved cash flow.  For example, cost reduction can be 
achieved through the avoidance of financial penalties associated with SLA non-compliance and increase 
income can be achieved through higher yield rates associated with depot repair.  Clearly, the 
implementation of an RLM will produce a significant ROI that justifies the business case and results in higher 
gross margins and reduced operating costs, not to mention improved quality levels and customer 
satisfaction.   

6. Vendor Case Study: Kewill Reverse Logistics 
 

In order to better evaluate the requirements for a best in class RLM system, in this section we take a closer 
look at a specific vendor in the reverse logistics industry. Kewill Reverse Logistics is a good example of a 
software system that addresses Ƴŀƴȅ ƻŦ ǘƘŜ ƴŜŜŘǎ ƻŦ ǘƘŜ άƛŘŜŀƭ ǎƻƭǳǘƛƻƴέ ŘŜǎŎǊƛōŜŘ ŀōƻǾŜΦ Lƴ ǳǎŜ ōȅ ŀ 
number of leading OEMs and 3PSPs including a $15+ billion data storage company, a top three package 
shipping carrier, and a $10+ billion mobile device manufacturer, Kewill Reverse Logistics is an end-to-end 
solution that integrates multiple functions and provides strong visibility and execution.  

As is crucial for these systems, Kewill Reverse Logistics is configurable to support continuous process 
improvement for Reverse Lifecycle Management (RLM).  It is also deployed on a Software as a Service (SaaS), 
centrally hosted platform that allows for immediate use in multiple locations worldwide while standardizing 
processes and consolidating data and knowledge. 

As mentioned above, a key aspect of the ideal RLM system is that it provides a platform for integrated, 
multi-function, end-to-end Reverse Logistics process management. Another key requirement is the dual 
ability to both control RLM processes at any single location from any location, while at the same time 
standardizing processes on a global scale. Kewill achieves this by globally supporting all the major functions 
involved in a product being returned, repaired, and delivered back to the customer. Integrated modules 
include: 

 Call Center handles service requests to qualify, validate and authorize returns, as well as get visibility to 
incoming products at the start of the entire process. Requests can be initiated in a call center, through 
an e-commerce site, or a third party CRM system. 

 Warranty ensures compliance to warranty information and is fundamental to managing costs and 
ǘƘǊƻǳƎƘǇǳǘΦ !ǎ ŀƴ ŜȄŀƳǇƭŜ ƻŦ ƛǘǎ ōǊƻŀŘ ǇǊƻŘǳŎǘ ƳŀƴŀƎŜƳŜƴǘ ŎŀǇŀōƛƭƛǘƛŜǎΣ YŜǿƛƭƭ Ŏŀƴ ŘŜŎƛǇƘŜǊ άǎƳŀǊǘ 
ǎŜǊƛŀƭ ƴǳƳōŜǊǎέ ŀƴŘ ƛƴǘŜƎǊŀǘŜǎ ǿƛǘƘ ǿŀǊǊŀƴǘȅ ƛƴŦƻǊƳŀǘƛƻƴ Řŀǘŀ ōŀǎŜs to guide entitled services. 

 Inventory provides accurate counts by Good On Hand (GOH), Bad On Hand (BOH), in transit, with views 
by model, revision, etc. This capability is most critical to manage costs for high velocity operations. 
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 Shop Floor enforces guided and configurable workflow rules to eliminate human decision points, 
minimize manual tasks, reduce clerical errors, and eliminate unauthorized decisions.    

 Warehouse manages physical or logical locations to track product inventory in locations and bins by 
family, model, age, revisions, cycle counting, etc. Complete visibility and instantaneous knowledge of all 
stock on hand is a key requirement for any system. 

 PUDO capabilities support field service organizations that require local depots for repair/replace 
scenarios and monitoring of engineer activities and consumption. 

 Transportation integrates to major small package providers such as FedEx, UPS, and DHL. 
 

To give managers the ability to streamline and optimize these global RLM processes, advanced visibility tools 
are needed for reporting, event notification, tracking and tracing, and providing views of incoming returns. 
All of these capabilities are needed to improve planning of reverse logistics supply chains. In the case of 
Kewill Reverse Logistics, extensive reporting and visibility tools allow operators to: 

 Gain visibility to inventory levels across the supply chain by product, model, and status. 

 Measure and monitor performance and key metrics such as SLA compliance, Repair Turnaround Time 
(TAT), Cycle times, Output Yield, Quality Levels , Repeat Failures, etc. 

 !ǳǘƻƳŀǘŜ ǘǊƛƎƎŜǊǎ ǘƻ ŜƴǎǳǊŜ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ ŀǊŜ ƳŜǘ ŀƴŘ ŘŜƭƛǾŜǊƛŜǎ ŀǊŜ ƻƴ ǘƛƳŜΦ 

 Eliminate unnecessary customer service inquiries by providing outbound notifications to customers on 
the status of their order. 

 
Finally, no state of the art RLM solution would be complete without the ability to define and manage reverse 
logistics business rules and optimize the decisions that they generate. Given the complexities of reverse 
supply chains and the typically fragmented processes, data, systems and companies, the biggest challenge 
can be the coordination of activities and the harmonization of data. To meet this challenge, users of Kewill 
Reverse Logistics leverage a core Decision Engine that synchronizes tasks and information resulting in: 

 

 Reduced manual steps through automation. 

 Elimination of manual data entry. 

 Sequencing of tasks to optimize the returns/repair process. 

 Integration to enterprise systems such as CRM, entitlement data bases, financial systems, mobile 
applications, etc. 

 Visibility across trading partners with one source of truth on critical information such as the status of an 
order, inventory levels, or response times. 

 
Due to the multitude of business scenarios for RLM, such as return only, ship only, repair/return, advanced 
ŜȄŎƘŀƴƎŜΣ ŀƴŘ ǎǿŀǇ ƻǊŘŜǊǎΣ YŜǿƛƭƭΩǎ ŎƻƴŦƛƎǳǊŀōƭŜ 5ŜŎƛǎƛƻƴ 9ƴƎƛƴŜ ƘŜƭǇǎ ǘƻ ǘŀƛƭƻǊ ǘƘŜ ǎȅǎǘŜƳ ŀŎŎƻǊŘƛƴƎ ǘƻ 
ŜŀŎƘ ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ōŜǎǘ ǇǊŀŎǘƛŎŜǎ ŀǎ ƻǇǇƻǎŜŘ ǘƻ ŀ άƻƴŎŜ ǎƛȊŜ Ŧƛǘǎ ŀƭƭ ǎȅǎǘŜƳΦέ YŜǿƛƭƭΣ ŀǎ ǿƛǘƘ ŀƭƭ Ŧƭexible end-
to-end systems, does take a bit of professional services consulting to fine tune the system according to your 
business processes. But if implemented effectively, this creates a competitive advantage that can turn a 
reverse logistics supply chain from a cost center to a profit opportunity.  

7. Conclusion 
 

The evolving nature of the reverse logistics industry has created a demand for an enterprise system 
orientation to the execution and planning of RL processes and events. Our research findings show that a 
majority of firms operate in an environment comprised of fragmented and disjointed information systems 
that must be accessed and/or cobbled together in order to perform basic transactions. These systems often 
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lack feature/functionality oriented to the complex and multifaceted nature of reverse logistics.  As a result, 
the typical RSC is faced with a number of costly and time consuming challenges because they do not possess 
the necessary tools to optimize resources and assets.  Lack of visibility within the supply chain, inability to 
meet customer commitments, limitations with respect to planning, decentralized knowledge, and obstacles 
toward improve operational & financial performance are central to these challenges. 
 
Within the last several years, there has been a growing recognition that reverse logistics represents a new 
frontier within many companies and industries for generating increased profits and revenue growth. Even 
among those companies who view RL as a cost center, there is acknowledgement that both hidden and 
revealed opportunities exist to reduce costs, improve productivity, and enhance the overall customer 
experience. Deploying an RLM system can turn a cost center into a profit center. Either way, it is apparent 
that reverse logistics operations must be managed strategically to ensure optimal success particularly in light 
of a number of current and emerging trends placing even greater pressure on companies to manage their 
RLSCs as efficiently as possible.  
 
Reverse Lifecycle Management systems provide the ideal platform for achieving this strategic orientation 
and overcoming critical systemic challenges facing many RL organizations. Key characteristics of an optimal 
RLM platform include 1) End-to-end reverse logistics feature functionality, 2) Visibility tools and reporting 
functionality, 3) Integration capabilities with internal corporate systems and external systems of the 
customer and relevant channel and business partners, 4) Business rule workflow to create standardized yet 
configurable processes and procedures. 
  
Market research surveys conducted by our firm validate that the need for RLM is pervasive throughout the 
reverse logistics industry. Furthermore, a majority of firms surveyed indicated that they would expect 
achieve improvements of 25% to 30% in service productivity, customer satisfaction, and operating efficiency 
from the deployment of a fully integrated end-to-end solution.  More importantly, the respondents 
recognize that such a solution would improve the ability to track key data related to operational 
performance metrics.  With this type of capability, a company can drive improvements in areas such as SLA 
Compliance, TAT, yield, etc.  
 
Obviously, RLM solutions produce a number of measureable benefits that have direct impact on bottom line 
profitability and customer satisfaction. There are RLM solutions which are currently available on the market 
ǘƻŘŀȅΦ !ǎ ŀƴŀƭȅȊŜŘ ƛƴ ǘƘŜ ǾŜƴŘƻǊ ŎŀǎŜ ǎǘǳŘȅΣ YŜǿƛƭƭΩǎ wŜǾŜǊǎŜ [ƻƎƛǎǘƛŎǎ ƛǎ ƻƴŜ ǎǳŎƘ w[a ǎƻƭǳǘƛƻƴ ǘƻ ƘŜƭǇ 
companies drive competitive advantage in the marketplace. Clearly, best in class performance is achievable 
by the deployment of a state of the art RLM solution.  Companies interested in best practices should 
consider making the investment in RLM.  Given the huge potential for cost savings, risk protection, and 
revenue gains, companies should seriously consider building a business case and ROI justification for 
investment in an RLM solution.  
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