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Chapter I: Introduction 
 

The Fulfillment/Warehouse functions at MetLife have been sourced to a third party service 

provider. To ensure that MetLife customers continue to receive the level of service they 

would receive from an in house operation, a team is in place, the Metlife Fulfillment 

organization, to manage the vendor relationship. 

~ 

It is the Fulfillment organization’s mission to bring value to our customers, enterprise-wide 

across all lines of business, by providing them with fulfillment and warehousing services 

that meet their business needs, in an efficient, cost effective and timely manner through a 

reliable, well established service provider.  

~ 

The Fulfillment/Warehouse functions are currently coordinated through RR Donnelley, who 

performs Warehousing/ Fulfillment functions for many of the Fortune 500 companies. This 

strategic relationship builds on MetLife's 20-plus years of experience with RR Donnelley as 

a print vendor. 

The Fulfillment/Warehouse functions include the receipt and storage of product, as well as 

handling the orders for the product that you place. RR Donnelley will then pick, pack and 

ship you’re orders to you.  

~ 

This guide covers the details of the fulfillment program and the procedures established with 

RR Donnelley and the MetLife Fulfillment organization to ensure continuous and efficient 

service to our customers.   

~ 

The objective of this guide is to enable you to: 

 Understand the fulfillment processes and how to obtain the services that are 

available.  

 Learn how to use the RR Donnelley CustomPoint site for placing and tracking 

orders. 
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Chapter II: Outsourced Environment 
 

Fulfillment 

Organization 

The MetLife Fulfillment organization manages the relationship with RR Donnelley and 

resolves with the vendor any challenges experienced with service levels and special 

requests. It ensures service levels are maintained and there is no disruption in service to 

our customers. You can communicate with the Fulfillment organization anytime by 

sending an email to:  

fulfillment@metlife.com 

A member of the Fulfillment organization will be in contact with you to assist in 

resolving any issues you may have.  

~ 

An outsourced environment entails more effective procedural changes in the way 

fulfillment services take place.  The processes and procedures established between 

MetLife and the service provider must be followed in order to obtain the desired 

services.  Payment for these services will be done according to the price schedule 

agreed upon in the contract between MetLife and the vendor. The Fulfillment 

organization will facilitate any special requirements not covered under the service level 

agreement and will assist in problem resolution between vendor and customer. The 

vendor will enforce any and all policies as required by MetLife’s legal and compliance 

organizations relating to Law Department numbers and expiration of materials in the 

warehouse. Expired materials will not be shipped unless an extension is granted by the 

Law Department and the new dates are visible on the materials in question. FDA 

regulated products stored in the warehouse must be accompanied by the proper 

certifications as to the safety of the products. These procedures are documented in 

subsequent chapters of this guide.  We encourage you to familiarize yourself with these 

procedures.   

~ 

Some key features in a sourced environment include the following: 

 A fully staffed Customer Service Center handles all your calls and can assist you 

with any questions you have regarding your orders.  Product-related questions 

should be directed to MetLife product managers or to internal support operations 

and sales desks currently in place.  

  This environment is geared towards self-service via a user-friendly, web-based 

system.  Orders are placed via the Fulfillment Center using RR Donnelley’s 

proprietary CustomPoint system.  You are also able to place orders manually by 

calling 1-800-MET-STUF or by fax at 1-800-553-9715 at an additional cost.  

  There are different ways to access CustomPoint depending on whether you are a 

MetLife administrative associate or an Auto & Home Agency. Administrative 

personnel will access the system via MetLife’s Intranet, My.MetLife.com. Auto & 

Home Agencies will access CustomPoint (PaperStore) through the ARS portal.  

  MetLife’s service level agreement requires that 95% of orders are fulfilled within 

48 hours of receipt. Orders that are placed up to 2 PM EST are usually shipped 

same day using the shipping method chosen. Orders placed after the 2 PM cut off 

time will be shipped the next business day.  

mailto:fulfillment@metlife.com
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  Expenses incurred in processing orders will be charged to either an agency code, as 

designated by some distribution channels or to a MetLife department id for all other 

associates.  The department id consists of your cost center prefixed by one of the 

following company codes: 

 Auto & Home – 40 

 MetLife – 100  

Example:  for a MetLife associate using cost center 12345, the department id 

would be: 10012345.   

For other company codes not listed above, the user should contact the Corporate 

Controller Department in Tampa. 
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Chapter III: Fulfillment Center 

 
User Base The Fulfillment Center (CustomPoint) is web-based and supports a wide user base, 

which includes both administrative personnel and sales associates within the various 

distribution channels/franchises. These include Group, MetLife Auto & Home, MetLife 

Resources, Retirewise and PlanSmart.   

All associates with access to the MetLife Intranet, My.MetLife.com, have access to the 

Fulfillment Center.  Sales associates within the various distribution channels/franchises 

have access to the Fulfillment Center through their respective portals.   

In addition to the general user population, there is a special category of users of the 

Fulfillment Center.  They are product/form owners and pre-authorized users that are 

designated as Super Users. 

Product/form owners are the individuals responsible for obtaining and placing inventory 

in the warehouse, oftentimes they are the individuals who design and bring a product to 

market for ordering through the Fulfillment Center.  

Super Users are individuals that have been designated by product/form owners to have 

access to restricted functions in the system, including reporting capabilities provided by 

RR Donnelley.  Super Users have direct access to RR Donnelley’s Internet site. 

~ 
The Forms Services organization supports a corporate electronic document repository to 

store the master, “gold copy” of any printable document.  The repository is also known 

as eForms. MetLife’s eForms, is a virtual catalog and printing press for electronic 

forms, brochures, pamphlets, etc. Use the eForms Web site to view, complete, and print 

forms from most lines of business. The electronic document repository provides secure 

storage and access for your forms and other documents based on your business 

requirements. The Fulfillment Center, Publishing Services, and outside print vendors all 

access the repository to fulfill print jobs. eForms is a Web site available on the MetLife 

Intranet and other portals, enabling users to access and print documents locally and 

complete forms online.  Certain documents stored in the eForms repository are also 

accessible from the Fulfillment Center’s catalog where authorized by the form owner.  

 

For questions or more information about services provided by Forms Services send an e-

mail to formservices@metlife.com.  

 

mailto:formservices@metlife.com
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Chapter IV: Access to the CustomPoint System 

 

Access to the RR Donnelley CustomPoint system is available to all MetLife enterprise 

associates as well as external and independent agents.    

For the general MetLife employee user group, access to the Fulfillment Center will be 

through My.MetLife.com. 

For Auto & Home Agencies access to the Fulfillment Center will be through the Agent 

Resource Site (ARS). 

~ 

Internal MetLife 

General Users 

(my.metlife.com 

Access) 

Internal MetLife general users can access CustomPoint through My.MetLife.com.  The 

general access path is: 

My Tools > Additional Services - Fulfillment Center > Login to CustomPoint     

The Fulfillment Center Home Page will have the login to CustomPoint.  No additional 

login steps are required for system use.  

A CustomPoint User Guide is available on the Fulfillment Center Home Page message 

board that will instruct the user how to use the system and the functions that are 

available.  It will guide the user on how to place an order and track order status.  

~ 

MetLife Auto & 

Home -  

Independent 

Agents and 

Property Casualty 

Specialists 

Independent Agents and Property Casualty Specialists for MetLife Auto & Home will 

access the Fulfillment Center’s Custom Point system through the Agent Resource Site 

(ARS) portal (ARS.MetLife.com).  The access path is:   

 

Agent Tools =>  Paper Store or    

Marketing =>  Marketing Center => Paper Store    

 

ARS requires entering a user ID and password to gain access.  Access to ARS is 

controlled within the MetLife Auto & Home organization.  ARS will include the link for 

accessing the Custom Point system, as noted above. No additional login steps are 

required for registration or system use. 

A CustomPoint User Guide (Paper Store) is available on the Fulfillment Center Home 

Page message board. This guide will instruct the user how to use the system and the 

functions that are available.  It will guide the user on how to place an order and track the 

status. 

~ 
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Super Users across 

all franchises 

Super Users are provided with expanded system functionality over the normal user, 

which include ordering restricted items and generating reports. 

Super Users across all franchises will access the CustomPoint system through RR 

Donnelley’s Internet Web site.  Profiles for initial Super Users need to be pre-

established in the CustomPoint system.  The Web site address is: 

https://custompoint.rrd.com 

A CustomPoint Super User Guide is available on the CustomPoint Home Page Message 

Board that will instruct the user how to use the system and the functions that are 

available.  It will guide the user on how to place an order and track the status.  The 

Super User will be required to input a pre assigned user ID upon initial access and will 

be prompted to establish a password. 

~ 

Super User  

Registration 

Requests to be established as a Super User should be forwarded to the Fulfillment 

organization for access set-up at fulfillment@metlife.com.   

The requestor will be required to supply the following information: 

 Employee name 

 E-mail address 

 Phone number    

 

 

 

 

 

 

 

 

 

 

https://custompoint.rrd.com/
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Chapter V: Order Entry/Order Processing   

 
Access 

CustomPoint 

To place an order, the user will access CustomPoint through the appropriate portal as 

specified in Chapter IV: Access through CustomPoint. 

The CustomPoint User Guide, which can be found on the Fulfillment Center Web site, 

fully explains how to place an order and track the status.  Please refer to it for more 

details on how to perform the function. 

The user can search for product needs either through the item catalog or via the item 

search function.  Items can be added to the shopping cart as they are identified. 

~ 

Order Quantity Most items are ordered as individual units regardless of packaging.  If items are only 

available as a package, e.g., shrink-wrapped in a bundle of 25, the quantity must be 

entered as 25 or multiples of 25.  The system will generate an error if the quantity 

entered does not match packaging requirements.   “Each” will normally appear as the 

“Unit of Measure.”  The user will enter the quantity required for each item once they 

go into the shopping cart screen.   

~ 

Insufficient 

Quantity On Hand  

If sufficient quantity is not available to service an ordered item, the user will be 

notified on the screen that the item is not available.  The user has the option to place 

the item on backorder or remove the item from the shopping cart. Once new stock 

arrives in the warehouse, the backorder for the item is filled automatically. 

~ 

Maximum Quantity Some items have a predefined maximum allowance that can be ordered. For items 

ordered where the quantity exceeds the maximum, the system will electronically route 

the order line to the system identified approved for action. The customer will be 

required to provide a justification for needing the quantity above the max. The 

customer and approver will be notified by e-mail that a routing situation has occurred.  

The identified approver will be required to log into CustomPoint to take action on the 

routed order line, i.e., approve, deny or edit quantity.  When action is taken the 

customer will be notified of this action and the order will drop for processing. The 

entire order will be held up from processing until all routed lines on the order are 

addressed.  

~ 

Ship-To Addresses On the Check Out Screen the user can select a MetLife ship-to address from a drop 

down list based on entry of a Zip Code or State. If an address is not listed, is incorrect 

or the order is being shipped to a third party location, the user can type in a new ship to 

address.  This address is used for processing the order and will not be stored for future 

use. The address search function varies depending on the portal used for accessing the 

Fulfillment Center. MetLife General Users accessing through the MetLife Intranet and 

Super Users will enter a zip code for their office location. Independent Agencies within 

MetLife Auto & Home will enter their agency/office number.  

~ 
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Requester 

Information 

The user will be required to enter order information including requester name, e-mail 

address and phone number.  For Super Users, this data will be defaulted based on user 

profile.  The user can override the defaulted information if necessary.  This information 

will be used for reporting and notification purposes. 

~ 

Chargeback Code MetLife, MetLife Auto & Home General and Super Users will be required to enter 

their department id.   

The department id represents the users cost center preceded by their Company Code.  

The department id will be validated to a file of active codes that is provided to RR 

Donnelley on a weekly basis.  If an invalid department id is entered the user receives 

an error message, which requires correction prior to the order processing. the  

department id consists of the user’s cost center prefixed by one of the following 

company codes: 

 Auto & Home – 40 

 MetLife – 100 

Example:  for a MetLife associate using cost center 12345, the Department ID 

would be: 10012345.   

For other company codes not listed above, the user should contact Corporate Controller 

Department in Tampa. 

 Independent Agencies/Agents of MetLife Auto & Home will be required to enter their 

Agency Code. The Agency Code will be validated to a file of active codes that is 

provided to RR Donnelley on a weekly basis.  If an invalid Agency Code is entered the 

user will receive an error message which will require correction prior to the order being 

processed. 

~ 

Order Shipping  The shipping method will default to Standard Shipping Method, which is ground.  The 

user can select a method of shipment other than standard based on need by date and is 

also required to provide Ship to Attention information. 

Once the order is submitted, the user will be presented with a Thank You screen 

confirming the order has been successfully submitted and providing a Sales Reference 

Number for tracking purposes. The user will receive three e-mail notifications from RR 

Donnelley based on e-mail information provided on the order. The first identifying the 

order was received with a sales reference number, a second when the order has dropped 

in the warehouse with the order number and a third when the order has shipped that 

provides a tracking number for tracking the order.  

~ 

Processing Hours MetLife’s service level agreement requires that 95% of orders are fulfilled within 48 

hours of receipt. Orders for stocked items placed prior to 2:00PM EST are normally 

processed and shipped the same day.  Orders for stocked items placed after 2:00 PM 

EST will be processed and shipped the next business day.  Items for non-stocked items 

(POD, Imprints) will be processed within 48 to 72 hours. 

~ 

Order Tracking Users can check on the status of an order using the Order Status Module.  Users can 
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search for orders using their Sales Reference number, Order number, their name (First 

Last), Item number, Routing number and several other options. Tracking numbers will 

be provided for orders shipped via FedEx or UPS.  The tracking link will take you to 

the FedEx or UPS site for delivery information. Status information will be available on 

CustomPoint 24 hours after order processing. 

~ 

Phone/Fax/Email 

Orders 

Placing orders via phone, fax and e-mail to the RR Donnelley Customer Service Center 

is available to all users. 

Phone orders can be placed by calling the RR Donnelley Customer Service Center at 1-

800-MET-STUF.  Faxed orders and email orders will require an order form to be 

completed.  A charge of 3.75 will be applied to any phone, email and fax order. 

The fax number is 1-800-553-9715 and the email address is stcdataentry@rrd.com. 

All data required for online orders will be required for phone, fax, and e-mail orders. 

 The RR Donnelley Service Center is available to answer any questions about     

CustomPoint, order status, or to cancel or change an order. Cancellations can only be 

accommodated if the order has not left the warehouse. 

 

 

mailto:contracts3@moorewalalce.com
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Chapter VI: Inventory/Catalog Changes and/or Updates 

 
Changes / Updates Changes and/or updates to stock related data may be required on a periodic basis.  This 

may include a change to the form owner name, chargeable cost center, item 

description, catalog location, legal number, max quantity, establishing a trailer from an 

existing form to a new form, etc.  When changes or updates are required, follow the 

procedure below: 

 The form owner should e-mail required changes to the MetLife Fulfillment 

Organization using the fulfillment@metlife.com e-mail address identifying the 

required updates. 

  The MetLife Fulfillment Organization will review requested changes for accuracy 

and forward the information to the RR Donnelley Sales Team. This communication 

will identify the item number, data to be updated or changed, and the effective date 

of the change.  The form owner will be copied on this request.    

  The RR Donnelley Sales Team will process the requested changes to their 

inventory system (WCSS) within 24 to 48 hours of receipt of the request. Once the 

changes have been processed, the RR Donnelley Sales Team will e-mail the 

MetLife Fulfillment Organization and the form owner confirming that the 

requested changes have been made. 

 If changes/updates are required to the CustomPoint catalog set-up for this item(s), 

The MetLife Fulfillment Organization will process the requested updates in 

CustomPoint and notify the form owner within 24 hours that the updates have been 

completed.   

  The MetLife Fulfillment organization will review weekly inventory reports posted 

on CustomPoint to ensure request updates accurately reflected in the RR Donnelley 

Inventory system (WCSS) and on CustomPoint. 

 

mailto:fulfillment@metlife.com
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Chapter VII: Low Stock Replenishment/Backorder/Zero Stock Notification 
 

 

Notification of Low 

Stock 

 

CustomPoint will automatically send out Low Stock Notices to MetLife form owners 

when stock reaches their established re-order point.  This quantity level is set at the 

time the product job number is set-up in inventory (WCSS) via the Advanced Item 

Setup (AIS) document completed by the form owner. If no level is set the automated 

notification will not go out.  This can be checked on the home page inventory report, 

under the field heading of “re-order point”.  This re-order point can be updated via 

request be e-mail to the Fulfillment@metlife.com.   

A notice will be sent out to the form owner when an item first reaches its re-order 

point. Three additional chasers will be sent out as a reminder. It is the form owner’s 

responsibility to take action.  Low Stock notices can also be found on Inventory 

Alerts on the CustomPoint Home Page of each Super User’s login, as well as 

notification listings on the inventory report posted weekly by RRD.  

The form owners have historical 12 month usage available to them on the weekly 

inventory report and in CustomPoint to determine restock quantities, The form owner 

should notify RR Donnelley and MetLife Fulfillment organization of their intent to 

reorder, revise, use up, or destroy an item in low stock status. 

~ 

Back Order 

Process 

 

A Backorder Report is posted weekly on the CustomPoint Home Page by RRD.  Form 

owners are responsible for notifying RRD through the AIS process if stock will be 

replenished for this item or by e-mail if the item is not being reprinted to cancel 

backorders and discontinue the item. If the backorder is due to an item being on hold 

due to Law Department expiration date, the form owner should notify RRD via the 

junk order if existing stock should be destroyed or via the Re-sticker form if existing 

stock will be re-stickered with an updated legal number.    

If the form owner fails to respond after repeated attempts to contact, Fulfillment 

operations will take steps necessary to cancel the backorders and remove the item from 

the catalog. 

~ 

Zero Usage/Excess 

Stock Process 

Form owners receive Zero Usage/Excess Stock Reports on a quarterly basis through 

the Inventory Snapshot reporting process.  Zero Usage Items are items that have not 

been ordered after 12 months from the point they were placed into stock.  Excess stock 

items are items that have been in inventory for a period of greater than 12 months. 

Monthly storage doubles on the 13
th

 month that an item job number has been in 

inventory.    

Form owners will also be notified on a monthly basis of Zero Use items through the 

storage reporting process to determine action to be taken.  If a valid reason for keeping 

this stock in inventory is provided to the MetLife Fulfillment organization, this reason 

will be noted and periodic follow-up will continue to be performed to determine if 

stock has become active or needs to be kept. 

 

~ 

mailto:Fulfillment@metlife.com
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Stock 

Replenishment 

If the form owner requires changes to a form or is reprinting the item without changes, 

the form owner creates an order through Ariba/Procurement per the Product Purchase 

and Delivery process in Chapter VIII.   

 

The form owner will notify RR Donnelley of all required product receipt information 

per the Advanced Item Setup (AIS) submission.  The completed AIS document provides 

all of the required data to set-up a job number for stock being sent to the warehouse. The 

assigned job number is sent to the vendor that will be sending the stock to the RRD warehouse 

to be used on the carton labeling to facilitate the receipt of stock and make the item available 

for ordering. The AIS document is also used by the MetLife Fulfillment organization to make 

any necessary CustomPoint catalog updates. The website link to AIS is located on the top right 

hand side of the MetLife Fulfillment Center Home Page or can be accessed through the link 

below: 

https://ais.rrd.com/  (Password – metlife) 
 

When RR Donnelley receives the product, the following takes place: 

 The receiving information (quantity received) is entered into their inventory 

system (WCCS), the item is assigned a warehouse location and the stock is 

moved to its new location. 

 The open production order for this inbound stock is cleared out.   

 

  

 

https://ais.rrd.com/
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Chapter VIII: Product Purchase and Delivery - New Orders and Reorders  
 

Product Purchase 

and Delivery  

All products delivered to a RR Donnelley warehouse facility will be purchased through 

the Ariba system.   

~ 

Access to Ariba can be made through the My.MetLife portal The access path is as 

follows:  

 My Tools > Corporate Services > Global Procurement > ARIBA ON DEMAND 

~ 

 The form owner will determine if design services are required and refer this work to the 

Creative Services group. All design will be reviewed by the Creative Services group for 

MetLife graphic design standards approval, if required. All marketing and sales material 

requires legal approval.  

~ 

  

Responsibilities The form owner is responsible for the following: 

         Create the PO through Ariba. 

 Provide the Supplier with the appropriate graphic print files. 

 Provide the AIS transmission to RR Donnelley. 

 Where applicable provide imprint set up information and PDF file to RR 

Donnelley warehouse. The imprint set up cost will be charged to the owner / 

customer’s cost center (Department ID).  

 Provide warehouse-receiving requirements to the supplier. All MetLife approved 

print suppliers have been notified of the RRD warehouse receiving requirements. 

Deliveries of 10 pallets or more require that the supplier schedule the delivery 

with the warehouse 

 Notify MetLife Fulfillment Organization and RR Donnelley Sales Team of any 

delays in the original target date.  

 

 Ariba is responsible for the following:  

 Bid the job and award it to the appropriate approved supplier and assign a 

purchase order (PO) number.  

 Provide all necessary print specifications to the supplier on the PO, or by email 

to the supplier. The supplier will provide proofs for approval by customer and/or 

designer. 
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~ 

Products that are regulated by the U.S. Food and Drug Administration, Consumer 

Product Safety Commission, or any other governmental agency require additional 

information as a condition to RRD acceptance of products for storage. MetLife must 

provide RRD with 45 days prior written notice applicable test reports for all regulated 

stored products, which reports attest and verify that such product(s) are manufactured, 

packaged and labeled in compliance with any and all applicable international and 

domestic product safety, packaging, labeling regulatory or statutory requirements.  

~ 

 

RR Donnelley 

Responsibilities 

RR Donnelley is responsible for the following:  

 Assignment of a Warehouse Job Number for the receipt of the product. Any 

product delivered without a Warehouse Job Number will not be received. 

 Provide the job number to the supplier with a cc to the form owner and MetLife 

Fulfillment organization.  This number and other required product identification 

must be on the delivered product shipping container or box. 

 Enter the product information on their inventory system (WCCS). CustomPoint 

update is the responsibility of the MetLife Fulfillment Organization.  

 Receive and put away inventory within 24 hours. 
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Chapter IX: Stock Returns  
 

Return of Stock by 

the Customer 

Situations may occur where a MetLife customer identifies the need to return stock to the 

RR Donnelley Warehouse.  There are 2 categories of product returns:  Warehouse Errors 

due to incorrect product, wrong quantity, damaged product; and Customer Initiated – 

ordered too many. Other special arrangements can be available but would require a 

Statement-Of-Work at additional cost.  

 For Benefit Event returns a special return process has been established that includes 

placing a UPS Return Shipping Label in each carton shipped to the event.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Warehouse 

Workflow 

 

When it is not known in advance, the customer should contact the RR Donnelley 

Customer Service Center via phone (1-800-MET-STUF) with the following 

information:  

 Reason for Return,  

 Original Order Number (identified in the packing slip of the delivery) 

 Item Number  

 Quantity being returned  

 Pick Up Address   

 Contact Name 

Product returned to the RRD warehouse without prior notification may be refused or 

held until it is identified and all required information is provided. RRD will only accept 

returns for active MetLife items.  The customer will be required to destroy expired 

product at their site. 

~ 

 The packing list and/or order number must accompany the return.   

 If the order is older than 90 days, it will be destroyed. 

 Receiving shall review the legal expiration date printed on the item prior to 

returning any stock to shelf. 

o If the expiration date is not printed on the item, Receiving shall look it up 

in WCSS. 

o If the item is PAST the legal expiration date, then it shall be junked.  It 

will NOT be returned to stock. 

o If the item is due to expire in the CURRENT MONTH, it shall be junked.  

It will NOT be returned to stock. 

o All other items with an expiration date of NEXT MONTH or greater 

shall be returned to stock following the standard returns workflow. 

 Refused or Undeliverable Shipments - The returns clerk shall notify the Account 

Manager of the return.  The Account Manager shall provide: 

o A new shipping address within 48 -72 hours and the order is re-shipped, 

OR 

o Instruction to return to stock or junk. 

 Supplier/Vendor Returns 

(This is product which was removed from inventory in Allentown and sent back 
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to the originating vendor due to quality concerns, rework, etc. and was then 

returned to Allentown to receive back into inventory.) 

o Receiver shall Notify MetLife Account Manager who shall notify 

Fulfillment@metlife.com. 

o The following information must be provided to 

Fulfillment@metlife.com: 

Supplier Name  

Item #  

Cost Center # 

Item Owner if known 

Buyer, if known 

o Fulfillment Ops will follow up with instructions on how to proceed (i.e. 

whether product will need a new AIS to be received back in or whether 

product should be destroyed). 

 All Other Returns that do not fit into above categories shall be junked. 

A log of all returns and all junked product shall be kept and sent to Account 

Management each month to be shared with the client/sales.  

~ 

Order Pick-Up RRD Customer Service will issue a Call Tag to have packages picked up and returned to 

the warehouse. It will take approximately 7-10 business days for the carrier to pick up.  

The Call Center should be notified only where there is a problem with the order. They 

will arrange for pickup, shipping and credit (if needed). If the customer wishes to return 

product because they – over-ordered, they do not call the NCSC. They can ship the 

product back to the warehouse via UPS, FEDEX or USPS with the original packing slip. 
~ 

Direct Shipping If waiting for a Call Tag is not an option and the stock must be returned immediately, 

the customer can ship the product to the address below.  Either the original packing slip 

or the same information specified above must accompany the shipment to ensure proper 

identification when it arrives at the warehouse. Please ship to the attention to  

Returns Department  - RR Donnelley 

700 Nestle Way - Suite 200 

Breinigsville, PA 18031 

Phone: 610.391.3900 

Fax: 610.366.0825 

 

Also, there is a $3.00 charge per order for returned stock, unless a problem has occurred.   

  

mailto:Fulfillment@metlife.com
mailto:Fulfillment@metlife.com
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Chapter X: Stock Destruction  

 
Destroying Stock To destroy product, a junking order approving destruction of  existing stock must be 

forwarded to RR Donnelley at  MetLife.Junking@rrd.com, with copies to the MetLife 

Fulfillment organization at fulfillment@metlife.com. RRD will send an email 

confirmation to the Form Owner when the junking has been completed.  

 

 The Junking Order should include the following information:  

 Department ID – chargeable cost center 

 Form Owner Name – name of form owner 

 Customer Item # and RRD WCSS item # for each item to be destroyed 

 Edition Date – edition date, leave blank if not applicable 

 Item Description  

 RRD Job # assigned to the stock.   

 Quantity to Destroy – quantity to be destroyed  

 Will item be discontinued/removed from the catalog (Y/N) 

 Should Backorders be cancelled (Y/N)  

 

All required fields on the junk order report can be cut and pasted from the weekly 

inventory report on CustomPoint. In most cases the item(s) being junked can be found 

on the “inactive” tab of the inventory report.  

   

All junking order requests must be submitted at the time of destruction.  RRD does not 

accept future dated Junk orders.  Material to be destroyed is picked up by a contracted 

recycling company and processed. 

~ 

Inactive/Obsolete 

Stock 

Materials that have not had activity in the prior 12 months should not be stored at the 

RR Donnelley warehouse. If there is a business requirement to retain the stock, this 

should be provided to note the record.   

Similarly, material with an expired Law Department (LD) number that will not be re-

stickered should be destroyed.  These materials are considered obsolete and should be 

removed quickly to avoid accidental shipping and to save storage costs.   

The Metlife Fulfillment Organization works with form owners on a monthly basis to 

identify and address expired materials.  A weekly expiration report is also posted on 

CustomPoint that provides form owners with expiration information for items expiring 

in 6, 3, 1 month or less than 15 days to allow advanced planning by the form owner.    

 

 

mailto:MetLife.Junking@rrd.com
mailto:fulfillment@metlife.com
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Chapter XI: Kit Creation  

 
Kitting Services RR Donnelley provides kitting services to form owners that want to create a kit 

containing various materials. A kit consists of multiple items such as forms, brochures, 

promotional materials that are inserted in an outer covering for distribution, usually 

shrink-wrapped.   

~ 

Kit Content The items making up a kit must be available at RR Donnelley either pre-stocked on the 

shelf or printed when the request is made using Pint-on-Demand capabilities.  Kitting 

instructions must be submitted to the warehouse team for fulfilling by the form owner 

via a completed Allentown Kitting Specification Worksheet (available on the 

CustomPoint Home Page, User Guide tab) and emailed to Scott.M.George@rrd.com. 

The Kitting Specification Worksheet can be located in the MetLife Forms and Links 

module on CustomPoint. 

~ 

Kit Content Update Pre-assembled kits may need certain components removed/inserted based on form 

revisions, or expired material.  The form owner will communicate requested revisions 

to the RR Donnelley Team and to the MetLife Fulfillment organization and provide 

detailed instructions for Removing/Inserting the affected piece of the kit.  The kit 

requiring update will be made unavailable for ordering during the update process.  The 

updated kit will be returned to stock and made available for ordering. Samples of 

updated kit will be sent to the form owner upon request.  

~ 

Component LD 

Number Expiration 

Pre-assembled kits may contain components that have Law Department numbers. The 

kit will be assigned a legal number of the earliest expiring component. Kits will be 

placed on hold when any component in the kit expires. Refer to Chapter XII: Law 

Department Numbers for the process to update the number.   

If a new LD number is approved, the form owner must provide RR Donnelley with the 

new LD number and expiration date.  The form owner will coordinate creation of 

labels (with the new LD Number) and initiate a special Kit Fulfillment job to have the 

existing stock re-stickered.  The form owner will communicate instructions to the RR 

Donnelley Sales Team for completion of the re-sticker job by completing the 

Restickering form that is available on the CustomPoint message board, User Guide tab. 

Both the expiring stock item and kit will be made unavailable for ordering during the 

re-sticker process.  

 

Component LD 

Number Expiration 

(cont.) 

The RR Donnelley kitting team will perform the re-sticker job and communicate to the 

form owner and the MetLife Fulfillment organization when the re-sticker job is 

complete (Sample also provided).  The Sales Team will process changes to the LD 

Number on the Inventory system (WCSS).  Changes will be updated within 24 hours of 

completion of the re-sticker job. The RRD Sales Team will e-mail the form owner and 

the MetLife Fulfillment organization confirming that requested changes have been 

made. The MetLife Fulfillment organization will update the Law Number in the Item 

Details section of CustomPoint.     

 

mailto:Scott.M.George@rrd.com
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Chapter XII: Law Department Numbers  

 
Law Department 

(LD) Numbers and 

Expiration Dates 

All sales, marketing and advertising materials require approval by the Law 

Department.  A Law Department (LD) Number and Expiration Date are assigned to 

applicable printed material.  The Expiration Date is part of the LD number.  

The LD number and expiration date are required fields on the Advanced Item Set-up 

(AIS) document completed and submitted by the form owner when stock is printed and 

shipped to the RRD Warehouse.   

 Items are valid until the last day of the expiring month. To prevent materials from 

arriving after they have expired, the warehouse will place a hold on the item on the 15
th

 

day of the month in which the item expires. Orders will continue to be placed against 

the item pending new stock and/or re-stickered stock. A monthly Law Expiration 

Report is available to form owners on CustomPoint.  The Fulfillment organization will 

follow-up with form owners with expired stock items as part of the Monthly Storage 

Reporting process.    

~ 

LD Number 

Expiration Notices 

RR Donnelley posts a weekly Expiration Report in the Reports tab of the CustomPoint 

message board. This report identifies all items that are within 6, 3, 1 month or less than 

15 days of its law expiration date and provides form owners with advanced notice of 

their expiring items.      

The Fulfillment Organization will also communicate on a monthly basis with form 

owners having expired items to request junking or re-sticker of these items.  

~ 

Requests for Expired 

Material 

If an exception is needed for delivery of product beyond the 15th of the expiring 

month, the form owner must submit a special request to Metlife Fulfillment operations 

at fulfillment@metlife.com for review. Upon approval, Metlife Fulfillment will request 

RRD to remove the hold so that the item can ship up to a new expiry date. These 

exceptions should be shipped next day air in order to insure that the shipments are 

received on a timely manner.  In no case will an item be shipped past the 27
th

 day of 

the expiring month.  

 If an order is in process due to the hold being lifted near the time an item expires, and it 

arrives after the expiration date. (e.g., if an order is placed late Friday for an item that 

expires on Monday, and the order is processed and shipped on Monday), please call 1-

800-MetStuf.  NEVER return expired stock. 

~ 

Expired Materials  

Options 

The form owner has several options: 

 The item is still good - If the item is not changing and the Law Department 

grants an extension, the item may be stickered with the new LD 

number/expiration date. The hold on the item will not be lifted until this 

occurs. In this case, the form owner will initiate a special Kit Fulfillment job to 

have the existing stock re-stickered. The RR Donnelley Sales Team will 

mailto:fulfillment@metlife.com
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coordinate completion of the re-sticker job. Chapter XI: Kit Creation explains 

the re-sticker process.  RR Donnelley will notify the form owner   and the 

Fulfillment organization when the re-sticker job is complete.  

Expiration of LD 

Number (continued) 
 The item needs to be changed – If the item requires changes, the form owner 

will request a new LD Number from the Law Department and have new stock 

printed and sent to the RR Donnelley warehouse along with a new AIS 

submission for new job number set-up for the item. If existing stock remains 

on the expired product, a Junking Order will be completed by the form owner 

and forwarded to MetLife.Junking@rrd.com and Fulfillment@metlife.com. 

When destruction is completed RRD will e-mail a confirmation to the form 

owner.  

  The item can be discontinued - If an item is being discontinued, the Form 

Owner should complete a Junking Order Request and send it directly to: 

MetLife.Junking@rrd.com and copy Fulfillment@metlife.com. The item 

owner needs to make certain to indicate that the item is being discontinued on 

the Junking Order.  The MetLife Fulfillment organization will remove the item 

from the catalog upon receipt of the form.  RR Donnelley will send a 

confirmation e-mail to the form owner that destruction has been completed.      

 

 

mailto:MetLife.Junking@rrd.com
mailto:Fulfillment@metlife.com
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Chapter XV: Special Projects 

 
Statement if Work On occasion, some services are requested from RR Donnelley that are either not listed 

in the standard contract, require special handling or pricing needs to be determined 

based on the characteristics of the request. Examples of these services are re-sticker of 

expired materials, print-on-demand or special mailing distributions. 

 

These projects are done outside of the standard service level agreement and require its 

own Statement of Work between RR Donnelley and the customer. The negotiation and 

pricing are done independently of the Fulfillment organization. Once established, the 

Fulfillment Organization can assist monitoring the implementation if requested.  

 

To initiate a special project, the RRD Donnelley account manager should be contacted 

directly.     

~ 

Print-on-Demand Print-On-Demand (POD) services are provided by RR Donnelley.  These items are set-

up for printing upon ordering in lieu of maintaining physical stock for an item.  The 

order process is transparent to the customer ordering a POD item, however, orders for 

these items require an additional minimum lead time of 48 to 72 hours to the normal 

24 to 48 hour shipping time frame. 

 

Each print on demand process is programmed and priced individually based on the 

complexity of the conversion and set-up process as well as the historical usage of the 

item 

 

To initiate a Print-On-Demand project, the RRD Donnelley account manager should 

be contacted directly.  

~ 
 

Imprint Process RR Donnelley provides variable programming (Imprint) services for new or existing 

items: 

 

 The form owner completes AIS submission for new job set-up and also 

submits a PDF to the RRD Sales team identifying required customizable 

fields.   

 RRD Sales Team completes the inventory (WCSS) set-up for the item and 

enters CISRT request to complete custom programming.  

 RRD Custom Docs Programming set-ups the template for the Imprint item and 

notifies customer that 10 day workflow has begun. 

 Upon completion of job set-up Custom Docs Programming notifies RRD Sales 

that template is ready for testing in the Test Catalog. RRD Sales notifies the 

form owner of same and requests review and sign off from the form owner. 

 

Upon approval from form owner, a test order will be placed.  If the test is successful, 

form owner and the MetLife Fulfillment team is notified and the Imprint item is 

moved into the production catalog and is made available to order.  

~ 
 



24 

Item Alert Feature The Item Alert Feature allows the form owner to leave an obsolete or unavailable item 

in the CustomPoint catalog and reference a replacement item or identify when an 

unavailable item will be in stock.  The item is not orderable in the catalog but provides 

the customer with replacement items or a date when a revised item will become 

available.   

 

Misplaced Stock Upon receiving a request for investigation of Misplaced Product, the Account Manager 

(AM) logs the concern in their ISO database.   

 

The AM notifies the Warehouse Manager in writing that an investigation is required. 

The Warehouse Manager coordinates the investigation. After exhausting all resources, if 

it is determined that the product cannot be located within 72 hours:  

 

 The Warehouse Manager shall provide to the requestor and the Facility Manager 

in writing the quantity affected and the extent and results of the investigation. 

 If the responsibility falls on RRD, MetLife shall notify RRD whether the product 

shall be replaced or a credit issued. 

 If the responsibility falls on MetLife, MetLife shall notify RRD of their 

intentions to replace the product or take no other action. 

 If RRD is to reproduce the item internally or purchase the product from a 

vendor, the AM shall obtain cost estimates (including freight, if applicable), the 

quantity to be replaced, and the quantity to which they are financially 

responsible.  The AM shall provide to the Facility Manager the replacement cost 

for reproducing the item in-house (or via MetLife supplier). 

 MetLife Global Procurement and RR Donnelley Sales and Facility Management 

will discuss if the product will be replaced from the existing vendor or RR 

Donnelley.   

 Once the course of action is determined, this will be communicated in writing to 

all appropriate parties (Sales, MetLife Fulfillment Operations, MetLife Global 

Procurement, and Allentown Customer Service).   

 The onus of communicating to the product owner at MetLife will fall upon RRD 

Sales with a cc: to MetLife Global Procurement and MetLife Fulfillment 

Operations. 

 The RRD AM shall provide an appropriate update to sales/client only upon 

official approval of a PO and the AM shall formalize the arrangement for 

Allentown to purchase the missing product.  

 

If the Misplaced Product is FOUND, Sales or AM will notify MetLife immediately 

and the found stock shall be adjusted back into inventory. MetLife can determine: 

 

 Whether product has expired and should be destroyed, at which time a 

junking order would be rendered from MetLife. 

 

 If Misplaced Product is FOUND while replacement process is 

continuing, immediate notification must go out to all parties to stop work 

in progress.  RRD shall be liable for actual costs of work in progress up 

to point of ceasing manufacturing (due to found product). 
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Chapter XIV: Billing and Chargebacks  

 
Billing and 

Chargebacks 

RR Donnelley invoices HH Global on a monthly basis for all chargeable activity 

occurring during the month, including order handling, freight, storage, receiving, kitting, 

etc. HH Global will subsequently invoice Metlife for this monthly activity. The invoice 

is processed electronically through Ariba. Various invoice reports (excel format) are 

sent to the MetLife Fulfillment organization for reconciliation validation and  review.   

~ 

 The summary and detail invoice reports will reflect charges for storage, order handling, 

freight and receiving.  

Specialty projects including re-sticker, kits built for stock, kit re-works, and mass 

mailings, will be quoted on a case by case basis based on requests from the form owner 

and will be billed as part of the regular monthly billing process. 

RR Donnelley will also provide a monthly Chargeback Report for those items 

containing a unit price. This report is used to process internal credit/charge unit print 

charge backs.   

Commercial print jobs produced by RR Donnelley will be billed separately from 

Warehouse charges. 

~ 

Accounting Monthly invoice amounts for RR Donnelley Services are posted by Department ID in 

General Ledger Account Number 6461000500 – Contracted Services. 

Monthly unit price credit/charge Chargebacks are posted on a summary basis by 

Department ID in General Ledger Account 6501000010 – Printing. 

~ 

Invoice Reports The Metlife Fulfillment organization releases a series of monthly invoices reports to an 

identified distribution list that includes summary charges at a cost center level, an 

expense report at the order level, an expense report at the order line detail level and a 

receiving charge report. In addition monthly Unit Price charge and credit reports will be 

released at the cost center summary and detail level. 

You can be added to this distribution list for these monthly invoice reports by request 

through the Fulfillment@metlife.com e-mail address. 
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Chapter XV:  Reports  
 
Report Categories RR Donnelley’s CustomPoint provides a wide array of standard reports that are 

available to Super Users only.  

The CustomPoint User Guide, which can be found on the MetLife Fulfillment Center 

Message Board, User Guide tab fully explains how to access the reports that are 

available.  Please refer to it for more details on how to perform the function. 

The categories of reports are as follows: 

 Inventory Reports – a number of reports are available in this category for 

determining the status of the inventory.  To name a few, there are reports on back-

ordered items, items with no usage, low stock items, monthly usage to identify slow-

moving items, trend usage analysis reports among others.  RRD posts a weekly 

Inventory Report, as well as a Backorder Report and Expiration Report, every 

Thursday, on the Custom Point Home Page Message Board, Reports tab.   

 Manage Items Report – Will identify all active items set-up in the managed items 

module in CustomPoint.  

 Order Status Reports – Reports in this category relate to orders placed, including 

back-orders by item number, by order, items on order, shipment summaries, etc. The 

shipment summary reports provide a number of different options to identify 

shipments for an item, the most useful being the For Date Range by Item – 

Additional Detail.  

 Routing & Approval Reports – Reports that identify orders pending approval due 

to routing for over the max order requests, routed orders by reason and routing and 

approval statistics.. 

~ 

Custom Reports In addition to the standard reports, a number of special, customized invoice reports are 

available to MetLife customers.  These reports are used for billing and chargebacks.  

Refer to Chapter XIII: Billing and Chargebacks for more details on these reports.  These 

custom reports can be requested by contacting the Metlife Fulfillment organization to 

Fulfillment@metlife.com.   
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