Communication Memo

Date: 2/27/07

1) Please be advised that you may start getting calls on the “New HW” line for a mailing that went out for hand washing posters from two separate campaigns (02-07 in February and 03-07 in March).  Please answer those phone calls “Customer Service …”  We also will be sending out hand washing mailers under Healthcare Compliance Center which will start going out in April.  Same thing applies to answering the phone.
2) When requesting a refund please make sure you do the following:
   - Put notes in system (of reason for the return)
   - Print out invoice (write “Refund Request” and write your initials on the
   invoice)…if we have questions, we can come and ask you.
   - Give invoice to Amber so that she can get the refund processed 
      3)  We are handling the Check copies the same way we do as other orders 

           that have been called on.  If a message has been left for the customer to 

           call back, there order/check are being filed in the accordion file in data.

           Please make sure you ask the name of the company and the state they

           calling from (or where the business is located).  
      4)  Please understand that the only purpose of needing a copy of the 
           front and back of a check is for verification of payment only.  We are getting quite a few faxes of checks sent in of customers who just need   reshipment of their order.  Please locate order, verify address (remember, reships go UPS so confirm a physical address), and reship their order.  On a similar note, since the reships are going out UPS, the customer can no longer write “refused or return to sender” on the tube.  If they have the original tube if sent USPS, they could put any posters that need to be sent back in that tube and “return to sender it”.  Other wise we have to tell them that we do not wish to inconvenience them any more and they may dispose of those posters (and we will write them off as a loss, or any other creative way not to “de-value the posters”.  If there are large orders maybe 5 or more sets, make arrangements with shipping to send a return label with the reship.  Please just print out an invoice and take it back and hand it to a shipping person with your need.
