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To: Our new Drop Ship Vendor
Re:  Drop Ship Procedures
At Improvements, the customer comes first. We work hard to provide the finest quality products and level of service that is second to none. As a valued partner, we’re sure you share our philosophy and will work with us to meet that goal.
Improvements’ requires all Drop Ship vendors to use our web-based system called Vendor Net (VN). This system will allow you to easily receive your orders, confirm that orders have shipped, automatically invoice and modify the estimated ship dates if needed to comply with FTC rules. Vendor Net is free and simple to use.
The next few pages include detailed information regarding vendor expectations, ship methods, returns processing and customer service contact information. Additionally, a checklist for Vendor Net and a vendor partnership agreement is included to complete and either e-mail or fax to the Improvements Catalog office to initiate the set-up process including VN training.  To ensure we are FTC compliant, it is imperative that the drop ship vendor partnership agreement include the correct estimated ship date (ESD) and that date must be adhered to when shipping and confirming orders. Specific details regarding estimated ship date requirements and modifications  are included in this document.

We look forward to working with you!

Best regards,

Karen Woodards

Drop Ship Coordinator

kwoodards@improvementscatalog.com

Phone: 216.662.6553 Ext.228

Fax: 216.662.7160
Vendor Expectations
· Upon notification of customer orders in Vendor Net (VN), you must acknowledge orders and verify accuracy of estimated ship date (ESD).
· Prior to shipping, always check VN to verify any changes that may have occurred since acknowledgement (i.e. cancellation, address change, etc)
· Order is shipped via appropriate ship method (see below). 

· Ship confirmation in VN must be completed within 24 hours of order leaving warehouse to update order system and A/P. You should have a tracking /PRO # to use when ship confirming once the carrier has possession of the shipment (do not ship confirm prior to the shipment being handed off to the carrier). 
· If the order will not ship by the ESD, you must update Vendor Net with the new ESD to ensure FTC compliance and avoid automatic order cancellation. When a change to the ESD is needed, please make the modification 8 days prior to the original ESD. Information/Instructions regarding date modification can be found on our vendor website www.ccsginc.com/Improvements.htm) under “drop ship information”. 
· Orders beyond original or modified ESD not fulfilled, are subject to cancellation. If they are shipped without verification in Vendor Net and the order has been cancelled, payment will be withheld.
Order Shipment Method
For non-freight orders:

Shipments to customers should be made via UPS. You must use the Improvements UPS account number; this allows us to track orders. Terms are third-party billing; do not ship consignee billing. The account number is 5V5W57. Additional information is available on the vendor website at www.ccsginc.com/Improvements.htm in the “drop ship routing guide”. You will be responsible for filing claims and tracers for UPS lost or damaged freight as you are the shipper of record (just billing third party). 
For truck and in-home deliveries:
We are now using Ceva Logistics for truck and in-home deliveries. For the first shipment, the vendor should contact our local Ceva customer service team. They can be reached at 1-859-578-2563. When calling the vendor just simply needs to state their company name and that they are registering their first drop shipment(s) for Improvements. The Ceva customer service team will direct the vendor to the website after the first shipment has been picked up and the web tool is activated. Please refer to the updated routing guide at www.ccsginc.com/improvements.htm.
Please mark Bill of Ladings with the following:
“Prepaid Third Party and Residential Delivery Charge, Prepaid Third Party.

Bill to: Improvements, 8877 Union Centre Blvd., West Chester, Ohio 45069.”

Customer Order Questions/Cancellations
Please address any customer order-specific questions such as missing customer information, customer phone numbers, clarification on a customer order, etc. to the Improvements Customer Service drop ship group.  

Call: 513.645.4060 or Email: Dropship@improvementscatalog.com
Please provide details of the order including the customer’s name, order number, reason for inquiry and your contact information. One of the representatives will respond within one business day. 
If a customer requests cancellation of their order prior to the ESD, the drop ship department will contact the vendor to ensure the item hasn’t shipped; the order will then be cancelled in Vendor Net by the Improvements Drop Ship Customer Service team and the customer will be notified. If the order was shipped, the customer will be instructed to refuse delivery and the item will be returned to the vendor for a credit. 
If you have modified the ESD and the customer chooses not to wait and cancels their order, the drop ship department will communicate this information to you.  However, if the vendor has 
missed shipping by the ESD or modified the original date and that date has passed, the order will be cancelled in VN by the Improvements Customer Service Drop Ship team and you will not be able to ship confirm or invoice; consequently, no payment will be made for the goods should they be shipped. Additionally, charge backs may be applied for not meeting the vendor commitment for fulfilling the order. 50% of the cost or $50 (whichever is less) will be charged pending review by the Improvements drop ship coordinator. Vendors who change their ESD’s more than once on an order will also be subject to the same charge back schedule. 

Returns and Defective Merchandise
If an item you ship is defective or the wrong merchandise shipped, a debit will be issued to offset the Vendor Net invoicing. Original and return shipping charges will also be deducted.

Please note, if an order is defective or wrong item is sent, and the customer returns it directly to you, do not send out a replacement order on your own. Please notify the Drop Ship Customer Service Dept. (513.645.4060 or dropship@improvementscatalog.com). If the customer requests a replacement, a new order will be placed and resent to you via Vendor Net.
1. All defective merchandise will be returned to the vendor’s return address. A debit will be issued by Improvements for the cost of the item along with shipping charges both ways.
2. As mentioned above, all wrong items shipped will be returned to the vendor and a debit issued for product cost and shipping both ways.

3. If the customer decides they don’t like the item, it will be returned to your warehouse and a debit issued for the product cost. 
4. If a customer refuses an item with the freight company, or UPS returns a delivery to you, a debit will be issued for the cost of the item minus a 15% restocking fee.
All Other Questions/ Issues/ Correspondence
Please direct all stock, back order delays, item forecasts or order processing questions to my attention. 


Karen Woodards, Drop Ship Coordinator

Phone: (216) 662.6553 ext 228


Fax:  (216) 662.7160

Email: kwoodards@improvementscatalog.com
Questions related to use of VN including modification of ESD’s should be directed to me as well as inquiries concerning payment amounts or invoices. 

Questions about check issuance can be directed to Accounts Payable at Improvements-AP@cornerstonebrands.com or call 877.333.1049. Please include vendor name, PO or invoice number and reason for inquiry. 
Please share this information with others in your organization who will be involved with drop ship and vendor net procedures. 
Thank you for your time in reviewing the enclosed information; we look forward to a very productive business relationship with your company!

Please complete and sign the attached Drop Ship Partnership Agreement and complete the Vendor Net set-up checklist. E-mail or Fax both within 3 business days to my attention.
DROP SHIP VENDOR PARTNERSHIP AGREEMENT
Please complete all information:

Company Name       
Address         
City        State      Zip        
Phone         Fax        
Company Email       
Company Representative       
Phone       
E-address       
Item #       Lead days for order fulfillment (Estimated Ship Date)       business days

Item #       Lead days for order fulfillment (Estimated Ship Date)       business days

Item #       Lead days for order fulfillment (Estimated Ship Date)       business days

Negotiated drop ship fee*: $       per item, per order (please circle which applies)

* (amount agreed upon with buyer)

Please acknowledge your understanding of the information included regarding drop ship procedures and obligations by signing below and returning this form. 
Print Name:      
Signature:______________________________      Date:______________________

Vendor Net Setup Checklist for Improvements

Please check all that apply:
​​​​ FORMCHECKBOX 
 Drop Ship Vendor (ship direct to retail customer)
1. To access your orders via Improvements’ Vendor Net website, you'll need a PC with Internet access and the Minimum PC Requirements listed below.

· Pentium 150 or higher

· 16 MB memory

· 100 MB disc

· Windows 98 or higher

· Internet Explorer 5.0 or higher

· Microsoft WORD 2000 or higher (Versions of Word below 2000 will not work)

· E-mail Account

 FORMCHECKBOX 
 Please check here if all minimum requirements are met.

2. Your computer will need access to a printer in order to print new orders.  The printer will need to be in place prior to training.  If you are a Stock Purchase Order Vendor you may have a specific printer other than your regular printer for printing UCC-128 labels.  If so, please note that and the type of printer under the printer check off. 

 FORMCHECKBOX 
 Please check here if the computer has access to a working printer.

Standard 8.5 x 11.5  FORMCHECKBOX 
 or Thermal Printer  FORMCHECKBOX 

3. Are you set up on Vendor Net with any of the other Cornerstone brands?

Frontgate /Grandin Road  FORMCHECKBOX 
   Ballard Designs  FORMCHECKBOX 
   TravelSmith  FORMCHECKBOX 
   Territory Ahead  FORMCHECKBOX 
  Garnet Hill  FORMCHECKBOX 

4. You will need to assign yourself a user name, i.e. ABC Distributor (up to 16 characters) and a password (up to 16 characters) to access the Improvements Vendor Net website.
User Name: ​​​​​​​​​​​​​​​​​​​​      
User Password:      
5. You will need to provide at least one email address at your company to receive inbound order notifications from the Improvements Vendor Net website.

Email Addresses:

1.     
2.     
6.
Please provide your information below:
	Internal Use Only
Drop Ship Fee:       per item,  

                                   per package
VN:      


Vendor Name:      
Contact Name:      
Phone:      
Email:      
Please complete this form and send it to Karen Woodards, the Drop Ship Coordinator for Improvements.
kwoodards@improvementscatalog.com
Fax: (216) 662-6553
