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FOREWORD

To meet demands from mail order companies, online traders, agencies & consumers, the Accredited Response Management Scheme (ARM) is a new initiative designed to raise standards and confidence in the UK Fulfilment & Response Management Service Industry. 


This industry has come of age and it is now universally recognised that well-resourced & professionally managed Response Management companies are important to the success of campaigns & customer satisfaction. 

Now more than ever, companies need to demonstrate their commitment to the development of high professional standards and performance. The Accredited Response Management standard is a scheme that meets a series of standards in terms of corporate and financial stability, training, staffing and facilities, security, brand & customer protection.

ARM will provide clients and agencies with a simple way of ensuring that a response management company meets a series of standards, which in turn will provide brand protection. 

This is a joint initiative between three trade organisations - DMA (Direct Marketing Association), IPM (Institute of Promotional Marketing) & ISBA (Incorporated Society of British Advertisers). It is recognised that Response Management companies work across the whole spectrum of marcoms activity therefore no single trade body accurately reflects the full range of interests & skills. 

ARM is an accredited scheme for buyers (promoters/agencies) to gain access to proven, high quality Response Management companies.

This Accredited Response Management document will give a framework to help you to achieve the required standards for the ARM scheme. It doesn’t matter what size or type of organisation, the response management standard is here to ensure credibility for response management and fulfilment and as a guarantee of providing brand protection for clients.   The criteria for the scheme is developed to ensure professionalism in all your systems and processes. ARM recognises that organisations use different means to achieve success through their people and systems.

INTRODUCTION

Best practice means the standards that are desirable for all parties, client and supplier, to achieve the required goals

Adhering to these guidelines and thereby gaining ARM accreditation not only makes sound business sense but also gives a valuable tool in attracting new business and cementing existing relationships

A Response Management company has the responsibility of providing “brand protection” for the client/agency.
In its simplest form, Response Management is reacting to a request or an event that requires a reciprocating action. It could be any of the following and more:

· Supplying literature or goods from a telephone, written, fax, email, web site or DRTV enquiry

· The fulfilment of items ordered from a client’s web site

· Supplying a redemption service in support of a sales incentive campaign

· Providing a customer service resource

This list is not exclusive nor comprehensive, but the above points share the fact that although initially appearing be a simple process, the controls, procedures and reporting required to fulfil even the simplest campaign require careful thought, planning and a professionally managed infrastructure. Added to this the specific requirements of many campaigns may include elements such as data capture, payment processing, stock management, etc.

Legal 

Organisations must  comply with the British Code of Advertising, Sales Promotion and Direct Marketing (CAP Code) published by the Committee of Advertising Practice and other relevant Codes, such as the Code of Practice of PhonePayPlus, the regulator for phone-paid services in the UK. Companies must also comply with any decision reached by the Advertising Standards Authority plus all relevant legislation affecting response management, for e.g the Data Protection Act 1998, Distance Selling Regulations 2000, Regulation of Investigatory Powers Act 2000.  

Security

The response management company should have secure storage with restricted access for valuable or sensitive items. This should be key holder controlled and where possible incorporate CCTV coverage. It is highly recommended to incorporate a ‘stop and search’ policy within contracts of employment or employee handbooks.

For added security organisations should ensure that their system incorporates the Red Care or similar alert facility. 

Insurance

All premises and equipment/furnishings must* be covered by a current comprehensive buildings and contents insurance policy. All machinery/equipment should be serviced within manufacturers’ recommended service intervals.

It is mandatory that organisations conform to all insurance requirements for Employers and Public Liability Insurance, the regulations as listed under the Health and Safety Act.

It is important that insurance cover should be in place to provide for business interruption.

If applicable, insurance on clients’ stock should be within Terms and Conditions.

All companies are legally bound to conform to all requirements for Employers and Public Liability Insurance and the regulations as listed under the Health & Safety Act.

Payment Processing

Audit trails should be in place for any funds received by the supplier on the client’s behalf. This should be overseen and tested by an employee remote from the production area.

All approved refunds should be made by the same method of payment as the payments were originally made, except in certain circumstances as prescribed by the terms & conditions of the offer.

Where, or for whatever reason, the fulfilment could not take place within the prescribed timescale, the client or the end customer must be informed subject to the client’s briefing instructions.

Whereas the processing of cheques has a significant risk of theft, the processing of card payments has a far higher impact should dishonesty take place. It is advised that consideration be given to insuring against this occurrence

All Response Management suppliers should be PCI DSS compliant.
The risk of an unlawful act can be negated by:

· Always using trusted reliable staff to carry out this process

· Carrying out all payment processing in a secure area, logging in responses and electronic requests and carrying out a reconciliation before the end of every shift

· Restricting writing materials or mobile phones and other devices that could be used to copy credit card details

Details of all payments processed, received or banked should be reported to the client on a daily basis with a consolidated report at least monthly

Data Protection

The Response Management provider has a duty to perform their services within the law and it is mandatory that they notify their data processing activities to the Information Commissioners Office (ICO), as stated by the Data Protection Act 1998 (unless exempt). They should also actively assist and encourage clients to send data by secure methods. Production access to such data should be on a “need to know” basis only. The Response Management supplier should also ensure that it is agreed with the client as part of the contract, how long data (in whatever format) should be held following conclusion of the contract, and the disposal/return methods, ensuring complete confidentiality and security. This information must be professionally documented with the client in the format of a Data Processing agreement.

It is desirable to create a formal data back-up procedure, with ideally daily back-ups and all key documents/discs stored in fire retardant cabinets or safes. 

In addition, access to all desktop PCs and servers should be controlled.

Legitimate software must be used for firewalls and anti-virus protection. It is recommended that organisations undertake 3rd party internet penetration testing.

Organisations should aspire to obtaining ISO 27001 or the DMA DataSeal accreditation.

Disaster Recovery
Accidents and breakdowns do unfortunately happen and active and robust procedures should be in place to restart production. The strategy should include the following:-

· Details of the daily data back up procedures

· Contingency for computer, server and external data links failure

· Service and parts back up for production plant

· Identification of alternative trained production staff

· Close liaison with an alternative supplier in the event of a catastrophic event

· Telephone contingency

It is critical that organisations have a comprehensive written Disaster Recovery plan, which is updated on a regular basis.

Environment

All Response Management providers must comply with client guidelines, industry codes of practice and environmental legislation regarding waste disposal. They should ensure that they have as a minimum a written Environmental Policy. This should include materials used during the response process, ensuring they provide adequate protection of the goods/items during transit with the least possible impact upon environment. Clients should be advised that packaging should carry recycling instructions to the end user.  

Each Response Management supplier should aspire to achieve accreditation under ISO14001 and consider the DMA PAS 2020 level one.  

Quality Control

The most effective way of achieving a high standard of quality is to build it into the production process and documentation. Additionally, regular spot checks must be carried out on all elements of production. These must be recorded within the project records.

If a production failure or delay takes place the client must be informed immediately, detailing the problem, the remedial action taken and the impact on the project. This must be confirmed in writing with full details of the cause, the actions taken and the procedures put in place to ensure that there is no reoccurrence.

If an accredited member holds any quality scheme such as ISO 9001 this should be quoted on all the supplier’s paperwork and the protocol must be included in all production processes and documentation.

Competitions and Prize Draws:

All Response Management providers must comply with the CAP Code of Practice regarding the complete independence of competition judging and prize draw supervision.  It is critical that all organisations operate a fair selection process to ensure all entrants have an equal chance of winning a prize. An independent judge or panel of judges including one independent member must carry out the selection of winning entries to a prize competition. A full list of winners must be produced and be available, on request, to participants as soon as possible after the completion of the promotion.

Add link to relevant IPM site

Add link to relevant DMA site

Response Management
Sales Communication Channels

As a response management organisation you will be expected to be able to provide and handle/manage responses from the full range of sales communication channels. 
Staff

It is the responsibility of the organisation to provide staff with the resources, equipment and skills in order to be able to carry out all forms of response management.  It is highly recommended that all permanent staff are provided with a written job description and staff manual.  It is advisable that they are also provided with opportunities to attain training, either external or internal on-the-job training. 

There should be a formal induction procedure along with an annual appraisal programme

 
It is essential that all staff holding client-facing roles within Response Management have qualifications such as IPM Certificate, CIM Diploma, Marketing qualifications etc or a number of years of relevant response management experience.


Response Management is a people business, therefore organisations should obtain the Investors in People accreditation.

Contracts and Service Level Agreements
On receipt of the brief from a client they should be supplied with a detailed quote showing a breakdown of the cost areas. In the event that there are any amendments to the brief before or during the work then the supplier should supply the client with any additional costs before completion of the work.

Any changes to the production process must be notified to and approved by the client.

It is recommended that regular scheduled review meetings be held with the client.

Before commencement of any project, the supplier of the services should provide a service level agreement to clients and ensure that the following are in place:

· All fulfilment items and any other client supplied components have been viewed and tested in a production environment

· Suitable management and staff have been allocated to the project

· Work and storage areas have been allocated

· Where the project contains an element of data capture, that the required input screens or scanning protocols are in place. For name and address capture, use of PAF must always be available for validation within the capture process

· A detailed internal production management and control document has been generated and fully briefed into the production department. This should include reporting and Q & A procedures

· If required, that a Business Reply / Freepost has been set up

· All appropriate communication channels should be established, licenced and fully tested prior to commencement of the campaign

· All postal accounts are in place if despatching costs are to be paid directly by the client

· That the most cost effective delivery services has been identified and confirmed with the client, bearing in mind weight, dimensions, volume, frequency, pack value, destinations, proof delivery, lead times, collections and reliability

· Where there is a telephone response requirement, that this has been established and tested and that there is a logging procedure in place, integrated with the production process

· If data is to be drawn from a web site, this route has been thoroughly tested. Similarly with data received by e-mail, SMS and DRTV

· That any necessary merchant accounts or banking procedures are in place and active

· Confirmation from the client as to the date of all items to be delivered in to the response management company
· Proven procedures and recording of the movement of goods in and also internal stock movement
· An agreement with the client regarding the frequency of physical stock counts.

· Where there is a requirement to supply printed or personalised items, that all proofs have been signed off

· In the event of an out of stock situation, a process must be in place on how to inform customers and the time scales for this, subject to the Clients’ briefing instructions.

In the case of data being received either by CD, e-mail or FTP site, that these systems have been tested and have a robust secure process such as encryption or password protection. In the case of data transmission failure, that the back up procedures are proven.

You should also ensure that your Terms and Conditions are readily available and supplied to clients before commencement of work.

It is highly recommended that after all client meetings the supplier provide a detailed contact report plus any required internal staff briefing or meetings be minuted.

Reporting
Frequently, the client views the supplier’s efficiency by the quality and timeliness of reports. It is therefore essential that these be generated exactly as per the terms of the SLA.

Where an on-line reporting system is utilised, this should be validated at regular prescribed intervals.

One of the most crucial areas of reporting is stock level. A documented stock control system is imperative, which should be regularly checked and include manual stock checks on a frequent and agreed basis.
Premium Rate Services

Organisations using premium rate services must comply with the Code of Practice of PhonePayPlus. They must also ensure that commercial communications advertising premium rate services, and the content of such services, comply as appropriate with the CAP Code.
Services and promotional material must comply with the law. They must not contain anything which is in breach of the law, nor omit anything which the law requires. Services and promotional material must not facilitate or encourage anything which is in any way unlawful.  
Service providers must ensure that all users of premium rate services are fully informed, clearly and straightforwardly, of the cost of using a service prior to incurring any charge.
Dealing with consumer & complaint handling

Consumer queries and complaints are a reality of any Response Management process.  At the project management set-up, the nature and policies of the client must be discussed fully with the supplier. An out of hours facility must be provided. It should come as NO surprise in a campaign that complaints will be received and competent processes must be in place prior to the campaign being launched. 

These should include:-

· All channels of communication to be made available to the consumer/customer.

· An anticipation of the numbers of potential complaints to ensure adequate resource is made available.

· A written policy from the client on terms and conditions of refund, return, replacement etc.

· Agreed timescales on complaints resolution

· Full FAQ list

· Escalation procedures.

Should complaint volumes be considerably higher than anticipated the Response Manager should seek a review as soon as possible with the client in order to either re-cost; amend processes; add/divert resources; and/or review clients’ policy, all to avoid customer dissatisfaction. 

Outsourcing/Overflow

There is sometimes a requirement for a provider to outsource a part of the fulfilment process or to supply an overflow facility. It is important to ensure that there is a contractual agreement in place to cater for any overflow needs.  This must include all the best practice processes and procedures required for ARM accreditation.

For any sub-contract work it is imperative that the client is aware of this and there must be processing agreements in place with all suppliers. 

Sales Communication Channels

Premium Rate number
