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FGX International Company Background 
 
 
FGX International was founded in 1919 and sold its first pair of sunglasses in 1939 on the 
Atlantic City boardwalk. We have the #1 share of market worldwide and are the world’s leading 
designer and marketer of non-prescription reading glasses and sunglasses. Our portfolio of 
highly established and recognized brands includes Foster Grant, Magnivision, Solar Shields, 
Corrine McCormack, Gargoyles, Anarchy and Style Science. We also license brand names 
such as Ironman, Jeff Banks, Field & Stream, Body Glove, Disney. 
 
 
The FGX service division was started in 1982 and today we service over 70,000 stores.  Our 
customer base, like our product line, is diversified.  We service the largest mass merchandise 
chains, drug store chains, and variety store chains in the U.S, and Canada. FGX service also 
occurs internationally through a number of service partners. 

 
Our operations include the corporate headquarters and a state of the art distribution facility 
located in Smithfield, Rhode Island USA.  This facility covers more than 200,000 square feet of 
production and warehouse space and employs more than 400 people.  We also maintain 
showrooms and offices in New York City, Hong Kong, Canada and Mexico. 

 
In March 2010, FGX was acquired by Essilor International of Charenton- le-pont France.  The 
world leader in ophthalmic optical products, Essilor researches, develops, manufactures and 
markets around the world a wide range of lenses.  Its flagship brands include Varilux, Xperio 
UV, and Crizal.  Based in France, the company reported consolidated revenue of EUR 5 bililon 
in 2012 with 48,700 employees and operations in 100 countries.  
 
In recognition of outstanding service to our customers, we have won the prestigious S.P.A.R.C. 
(Suppliers Performance Award by Retail Category) Award several times over the years.  Our 
aggressive approach to merchandising and marketing offers a fresh and exciting alternative for 
today’s retailers. 

We distinguish ourselves within the industry by manufacturing, distributing, and servicing our 
own product lines.  This combination offers our customers many advantages; among them a 
single source for their product and service needs.  This enables us to provide better and more 
efficient service to our customers. 

We provide a clear alternative to the rest of the competition. Today’s retailers see and 
understand the advantages of working with FGX — hence our tremendous growth and success. 
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Contact and Reference Information 

 
 
Rep Employee #: _______________  
 
ROSS Username: _________________ Password: ___________________ 
 
Epicor Username: _________________ Password: ___________________ 
 
 
District Manager Name: _______________________________________________________ 
 
District Manager Voice Mail: 1-800-283-3090 Ext: _________   
 
District Manager Cell Phone #:___________________________ 
 
District Manager E-mail:_____________________@fgxi.com 
 
 
 
Regional Manager Name: _____________________________________________________ 
 
RM’s Voicemail: 1-800-283-3090 Ext: ________    
 
RM Cell Phone #:___________________________ 
 
Regional Manager E-mail:___________________@fgxi.com 
 
 
 
E-store Customer ID: _________________ Password: ___________________ 
 
 
 

 
FGX International World Headquarters 

500 George Washington Hwy 
Smithfield, RI 02917 

Phone:  401-231-3800 or 800-283-3090 
 
 
 
 
Retail Support Team: 1-888-431-0012, press #2 
 
Payroll: 1-888-431-0012, press  #1 
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The FGX Retail Service Rep Position 
 
 

General Job Responsibilities  
 
Our display is a silent salesperson in every store and impacts the business for Foster Grant and 
each Retail Account.  What you do on every visit can impact the business in a positive way. 
The FGX Service Representative is the key to our Service Program.  
 
Our customers will rely on you for on time, quality service. The impression you make reflects 
directly on Foster Grant. 
 
Here is a general listing of main service rep responsibilities: 
 

 Services and Reports within time frame of the Schedule and Project deadlines. 
 

 Stays within allotted Service Time guidelines. 
 

 Accurately reports all information into ROSS. 
 

 Prepared and follows all Account/Store basic service procedures. 
 

 Maintains product cleanliness, POG's, stock levels and fixture. 
 

 Communicates business needs with District Manager, Store Management, and Retail 
Support. 

 

 Read and follow all procedures and policies stated in this manual as well as other written 
materials provided. 

 

 Seek clarification on any questions from your District Manager. 
 
This is a general outline of the position and this list or manual is not intended to include each 
and every component of your job.  Your responsibilities may shift based on the needs of the 
business at any time. 
 

Service Standards  
 

 Dress Code/ Foster Grant Name Badge 
o Business Casual- no open toed shoes, Blue jeans, sweatpants, miniskirts, tank 

tops. 
 

 Non-employees working 
o Family and/or friends are not allowed to accompany you on service calls. 
o Officially hired FGX employees may work together when authorized by District 

Manager. Reps working together must be paid through ROSS entry or a Pay 
Adjustment. 
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 Service Hours 
o  Monday-Friday 8:00 am to 5:00 pm. 
o Servicing on weekends is not in our service schedule week. 

 

  Reporting Integrity 
o Falsification of online reporting and time actually worked is grounds for 

immediate termination. 
 

 Daily Reporting of work 
o Reporting all work into ROSS on the same day as the visit is required. This 

includes all time worked, forms of credits, orders and inventory processes, 
project completion and surveys. 
 

 Computer usage 
o Need access to a computer, check email frequently, respond to communication, 

and view your schedule on ROSS prior to working. 
 

 Account/Store policies 
o All individual store policies must be followed while servicing. 
o Do not go behind counters. Do not go into a stock area without store 

management’s direction. 
o When looking for stock in the back areas you must have the store management’s 

approval and in some accounts you will need to be escorted by store personnel. 
o You are a Vendor, a guest in each store, and work for Foster Grant, you do not 

have the same access as store personnel. 
 

 Communication to your District Manager 
o Is required as soon as you determine your schedule cannot be followed or 

completed. 
 

Failure to follow the Service Standards could result in disciplinary action up to and including 
termination. 
 

Payroll Information 
 

Viewing information on your pay: 
 

 The weekly Payroll Backup Report reviews the hours worked and stores visited. It 
provides a detailed account of your reported visits including stores called on and service 
activities performed. 

 

 If you have any questions about this information or your pay contact your District 
Manager or Human Resources directly at: 888-431-0012 press #1. 

 
To update personal information: 
 

 Such as address, name change, phone number, or email address inform your District 
Manager in a timely manner to assure accurate payroll. 
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 Keeping your email address updated is required since this is a common method of 
communication between you and your District Manager. 

 
To take time off: 
 

 When you are going to be off for vacation or any other reason you cannot work a weekly 
schedule inform your District Manager. 
 

 Your District Manager will determine if it is necessary to Change Coverage and 
Reassign work to continue service. 

 

 For circumstances requiring extended time off, additional policies and procedures apply.   
Your District Manager will inform you based on your situation and you may be connected 
to Human Resources for further information. 

 

Field Service Rep Pay Process – U.S. Only 
 
Upon hire, your District Manager will have given you information regarding your pay 
components as well as information regarding the entry of these components into ROSS.  
 

1) Standard hourly rate – This rate is applied to all hours you complete in store and doing 
administrative work. 
 

2) Minimum wage rate – This rate is applied to the hours you work traveling from store to 
store. In certain states your travel time may be applied differently. If you are in one of 
these states, your District Manager will discuss this with you. 

 
3) Mileage – Mileage is paid on an exception basis only. These exception payments may 

be based on the state where you work or live, or due to a specific agreement set up in 
ROSS for unusual store coverage. 

 
4) 5 cents per store amount – This amount is associated with printing and will 

automatically be generated for every store visit completed. 
 

5) Minimum wage true up – This is an exception payment. This payment occurs if the 
amount you incur in unpaid store to store mileage as compared to your earnings were to 
drop you below minimum wage. 

 
ROSS entry of pay related components 
 

1) In store time – An allocated amount of time will be noted for core and project work.  
This represents the amount of time estimated to complete a task.  Should your actual 
time vary, either more than or less than the allocated amount, enter your actual hours 
worked.  If your amount is above the allocated amount, contact your District Manager. 
 

2) Administrative time – Enter all administrative time worked.  This time is entered on the 
store visit entry screen.  All administrative time related to that stores visit should be 
entered in association with that call.  
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Administrative time that is more general in nature, such as unpacking boxes of graphics 
and backtags, or general review of ROSS My Week, is also to be entered associated to 
any store visit.  Enter the time against a store for the account which best represents the 
work completed.  For example, if you unpack a box with graphics for 3 Walgreen’s stores 
and one Family Dollar, enter the time against any Walgreen’s store.   
 

3) Travel time – ALL reps enter ALL travel time to ALL stores and returning home 
ALL the time.   ROSS determines how this time is to be paid based on your pay state 
and any information set up in ROSS by your District Managers.  All reps receive at least 
store to store travel time. In certain states or exception circumstances home to home 
travel time may be paid.  Travel distances that are not paid, such as home to home for 
most reps, are used for territory planning purposes. 
 

4) Miles driven – ALL reps enter ALL miles driven to ALL stores and returning home 
ALL the time. ROSS is completing numerous calculations related to miles entered.  The 
outcome of these entries is dependent on the pay state of the rep, any exception 
agreements set up by the District Manager and the minimum wage true up process.  
Miles driven are also used for territory management and planning purposes. 
 

Order of ROSS entry – It is essential that you enter your store visits in the order you completed 
them during the workday.  ROSS is completing multiple calculations related to this information 
and this order of entry is critical in assuring accurate payment of the work and travel you have 
completed. 
 
Google map references - In ROSS you will see multiple references to the travel times and 
miles driven as estimated by Google Maps.  ROSS notes this as “Google thinks this is 6 miles, 
or 10 minutes”. This information is used to give you and your District Managers some general 
ideas about travel within a territory. 
 
There is no need to debate the miles and distances noted by Google or to enter those actual 
amounts.  Travel is impacted by a number of factors such as weather, construction, traffic and 
your personal routing. Sometimes the Google information is just incorrect.   
 
Your actual miles and travel time are what is to be entered.  If you find the Google information 
matches your information and you would like to use those amounts, you may check the Google 
fields and they will move into your entry field. 
 
 

Service Schedules and Store Assignments 

 
FGX service reps are strictly limited to a maximum of 28 hours per week. 

 The number of assigned store core hours are limited. This allows additional hours up to 
28 for other unplanned service activity when needed. 
 

 In Store Time, Administrative Time and Travel Time all add towards the Reported Time. 
 

 Your District Manager will determine the size of the Territory and the Account mix to 
make sure the hours needed to complete all Activities will not go over 28 hours.  
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 If the needs of the business cause you to be “Planned” over 28 hours on your My Week 
Schedule your District Manager will reassign some of your work and Change Coverage 
to another rep to get the work completed on time. 
 

 You are responsible to communicate to your District Manager if you see Planned or 
Unplanned hours will cause you to work and report over 28 hours or if your schedule 
cannot be followed or completed. 
 

 If you do not communicate or respond to your District Manager’s communication your 
work will be reassigned.  

    
Each rep has a group of stores assigned to them as their Territory.  
 

While your territory typically stays the same, your District Manager reviews and realigns 
territories based on the needs of the business. No FGX Service Rep “owns” the 
stores they currently cover.  Your territory and store assignments can be changed at 
any time.  
 
Territory information is visible on the Territory Sheet in ROSS.  It will include information 
on your region and district, your identifying information such as name and employee 
number. It also includes all pertinent store information, core activities, and visit schedule 
for each store as well as the in store time allotted for core visits. It will also note the 
Average Weekly Hours.  
 

 Core activities 
o Are the regular reader or sun services assigned to the store. 
 

 Visit Cycles  (VC) 
o The frequency of which you service. Visit Cycles change based on the cycles of 

the seasons or the needs of the business driven by FGX or the Account. The 
cycle number will determine how many times a store is visited in a month, with 
some being every other month or quarterly. 

 

 Dynamic Scheduling  (DyS) 
o Is a method of scheduling service that is based on shipment being sent. These 

stores will be added for service and put on your My Week schedule when a 
replenishment box has shipped, a project or shipment has been added, or it is 
necessary to have the store serviced. 

 

 Time 
o Each Core Visit has an Estimated Allotted Core time assigned to each Product 

line, Readers or Sun.  
 

 Average Weekly Hours 
o This is the sum of all visit frequencies and Core time divided by four weeks for a 

month, to arrive at an average. 
 

 
 
 



10 

 

Importance of ROSS and your schedule:  
 

It is very important that you check ROSS before you go to a store to service. You are 
checking for:  

 Stores assigned 

 Activities assigned to each store  

 Messages 

 New bulletins 

 Process changes 

 Changes to the schedule you expected 

 District Manager directives providing specific information 

 Allotted Service Time or Total Service time 

 Potential limited service stops  

 Stores on your territory sheet which have seasonal or project coverage for a 
limited time 

 
Checking ROSS ensures you do not waste your valuable time on the wrong objectives. At a 
minimum, check ROSS once a week on Fridays for work for the upcoming week.  

     
     Stores are to be serviced based on the schedule on your My Week Schedule. 
     Do not service stores off of the service cycle unless authorized by your District Manager. 
     This is unauthorized coverage and considered a performance issue. 
 

Certain factors may generate a unique store visit: 
 

 Store Issue 
 

If we have a service issue or request for service from a Store Manager or an 
Account Corporate Office that is called to our Retail Support Team, this is 
logged on our Store Issue report for resolution.  

 
Your District Manager will contact the store and speak to a member of 
Management to verify the request for additional service. Once it is determined 
this will require a visit, your District Manager will contact you to schedule a 
day when you can make the visit, set up a resolution date, and notify the 
Manager.  

 
After the visit is complete and you communicate to your District Manager they 
will contact the Manager and confirm the request has been fulfilled and then 
update the Issue Report as resolved. 
 

 Store Eventing (purple stores) 
 

This includes new stores, relocation or remodels, and store closings.  These 
stores will be highlighted in Purple on your My Week schedule.  

 
These Events have specific service date given to us by the Account that we 
are required to meet. When you see a store in Purple, your District Manager 
will confirm the set up date, contact you to review the set up date, and your 
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availability to meet that date or determine if there is a need to Change 
Coverage to meet this event deadline. 

 
These dates need to be closely watched for changes or delivery 
confirmations. An account event is not to be missed. After your visit you 
need to communicate to your District Manager. They will complete their 
required information and follow up on any issues.  

 

 Project Completion 
 

Business priorities may require an off cycle visit to complete a project.  This 
direction may be in the Project Memo.   If so, review the next service due 
date for any store assigned to that project and schedule to service the week 
prior to the end date.  

 
Direction for additional visits to complete projects earlier than the stated end 
date may occur during the project period. Or if it becomes a priority to service 
an account to complete a Project early your District Manager will 
communicate this to you and review your availability or determine if there is a 
need to Change Coverage to meet the requested Project completion 
deadline. 
 

 Shift in Service week 
 

Business may require that scheduled service weeks shift or do not occur for a 
specific period. Occasionally there are specific account requests as to when 
service must occur, specific even to the day. This could also be due to 
awaiting arrival of new displays or product or components or other business 
priorities. 

 

Service Time 

 
Planned or allotted time: 
 

 Service time is allotted specific to core or project activities for readers or sun.  This 
allotted time is the estimated time to complete the task noted. 
 

 Core time is located on your Territory Sheet. This time is frequently adjusted based on 
the needs of the business. 

 

 Project time is noted on the project memo and represents the estimated additional time 
above and beyond your core time that is needed to complete the project or survey task. 

 

 If no project time is noted, the project is intended to be completed during core time. 
 

 Time is reported separately in ROSS by the allotted activity, readers or sun, core, project 
or survey. 
 

 Planned time is visible on ROSS My Week and builds towards your 28 hour maximum. 
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Actual time worked: 
 

 May differ from planned or allotted time due to factors unknown previously or variances 
in store. 
 

 You are to report actual time worked regardless of planned or allotted time. 
 

 If you do not use all of the allocated time, report only those hours/minutes actually 
worked. 

 

 If your time exceeds the time allotted, enter all actual hours/minutes worked. 
o Additional time is monitored by your District Manager and the area Regional 

Manager. 
o Contact your District Manager regarding issues causing you to incur additional 

time. 
o Your District Manager will contact you regarding any additional time you have 

incurred which shows on weekly reporting. 
o Your District Manager will work with you on any training issues causing you to 

incur this additional time. 
 

Consistent reporting of time over allocation may indicate a rep performance or 
reporting integrity issue.  These are serious job performance issues and your 
District Manager will formalize a performance plan for you to eliminate these 
issues. 

  

 Always complete the store service regardless of the time allotted. Never leave a store 
due to exceeding allotted time. 

 
Reporting of time worked: 
 

 The accurate reporting of your work, time and information is essential to FGX Retail 
Service providing its needed value to the organization. This includes information on 
orders, inventories, credits, and project completions. 
 

 ASK your District Manager questions if you are unclear as to how to report. Tell your 
District Manager if you have mis-reported so that a determination can be made as to 
how to correct an error. 
 

 Completed work and time associated is to be entered into ROSS on the day of the 
service.  If you have computer issues, contact your District Manager who can provide 
entry and issue a pay adjustment for time worked. 
 

 Time must be reported in the payroll week in which it has been incurred. Time worked 
may not be held and reported the following week. 
 

 Core time is reported specific to the product line – reader or sun.  Project time is 
reported separately.  

 

 District Managers monitor hours reported through the Payroll Summary Report. 
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 Falsification of reporting may result in performance discipline up to and including 
termination. 
 

Retail Support 
  
The Retail Support Team located in the FGX Corporate Offices is there to assist you in your 

day-to-day activities. They will be able to answer most of your questions, or will be able to 

connect you to the right person.  The team also takes calls directly from store personnel. 

Retail Support contact info:    1-888-431-0012 press 2 (press 1 for payroll) 
Hours of Operation: 8:00 am – 5:00 pm EST, with peak call times 10:30 am - 3:30 pm. 

 
In order to ensure the phone lines are available for appropriate questions, if your question is 

regarding standard service procedures contact your District Manager.  If you are not sure if you 

should call Retail Support, ask your District Manager. 

Typical appropriate reasons to call Retail Support include: 
 

 Incomplete project reporting - Use the Gen 151 guidelines when calling. 
 

 Project related questions or problems 
o Read the project memo before calling, many questions are answered in the 

memo and contact your District Manager for clarification. 
o Wait until the start date before calling to request project mailings not received. 

Have the project memo available to request what is needed. 
 

 Credit Authorizations 
o No authorization is needed for up to 15 pieces of damages or unsaleable product 

per product line. 
o For back stock or damages/unsaleable over 15 pieces you should first contact 

your District Manager to review product needing to be credited. 
 

 Graphic Requests 
o Graphic numbers MUST be provided or the order will not be placed. Number 

located on the Planogram or current graphic if available. 
 

 Product or Fixture Tracking 
o First check ROSS My Week for Product and Fixture tracking information. Do not 

call unless you are at the store and you are unable to find the shipment. 
      

When calling Retail Support be prepared with: 
 

 Your name 

 Employee number 

 District Manager’s name 

 Store name and Store number 

 Nature of the call 

 Specific account and service activities of the store 

 Project questions, project memo and paperwork for project you are calling about 
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 Graphics component or fixtures specific info and number 

 Return authorization, piece count and dollar amount 

 Prior request follow up – date called and Team member contacted 
 

If leaving a message, include your full name, phone number, store name and number, and the 

nature of the call. Without this information your call cannot be returned. 

The Retail Support Team member is documenting information as you speak, if it is anything that 

needs follow up on or advisement to be logged. Be patient as they determine the reason for 

your call and log your information or work to get a resolution while you are on the phone. 

Note the information from your call on the ROSS Entry Worksheet or Sign In card:  
Date, name of Retail Support team member, and reason for call 

If you have made repeat calls to report your issue or items needed and they are unresolved, 

contact your District Manager to let them know so they can assist. Your District Manager also 

reviews the calls documented on the Retail Support Log to follow up as needed. 

Territory Reviews 
 
Territory Reviews are done by District Managers with reps in their district based on rotation, 
location and number of assigned stores.   
 
The objectives of a Territory Review include: 
 

 Review of store conditions by District Manager. 
 

 Addressing any additional training needed of the service rep. 
 

 Answering questions, issues and problems the service rep has within their territory. 
 

 Review of key service rep functions through review of ROSS reporting.   
o These include completion of inventories, orders, DTRs, and credits written, 

project completions, on time reporting, accuracy in reporting, additional time or 
visits reported, and communication standards. 

 

 Determining if there are performance issues and what plan should be developed to  
 address those issues. 

 
Communication 
 

Your effective timely communication plays an important role in the business.  It is a key 
requirement of the job. 
 
Your District Manager is available and accessible through phone calls, email, and voicemail. 
You may also contact the Regional Manager if needed at any time. 
 
Remote supervision for the service rep position occurs through email and phone calls from 

your District Manager. This is to communicate information to make your job easier, help you 
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to be better prepared, follow up with questions about your service, review your schedule or 

just check with you to see if there are any questions or issues they can help you resolve. 

An important accountability of the service rep role is to respond to this communication. 

Reporting your work daily on ROSS is also a form of communication. We rely on your 

entries to see what progress is made in our daily service, replenishment process, project 

and survey completion, or credit information. 

When your District Manager is off, there will be an assigned covering District Manager that 

will communicate to you if needed. You do need to respond if contacted by them. 

      Assure you keep your phone number and email address up to date. 
 
Effective timely communication is an important requirement of the service rep position.  

Failure to communicate will result in potential reassignment of stores, and potential 

performance management up to and including termination 

FGX International Terminology 
 
 

TERM DEFINITION 

ACCESSORIES 
Include glass cases, magnifying glasses, lens cleaner, 
etc. 

ACCOUNT  
A group of stores which are customers of FGX 
International (i.e. Rite Aid, Family Dollar, CVS) 

ACCOUNT NUMBER 
A six digit number that identifies the account (i.e.118337 
is Rite Aid) 

ACTIVITY STATUS Status of service activity at time of visit 

           COMPLETE 
Service activity was successfully completed at store 
level 

           INCOMPLETE 
Service activity was not successfully completed at store 
level 

AUTO-REPLENISHMENT 

May be VMI (Vendor Managed Inventory) or EDI 
(Electronic Data Interchange).  Reps do not place orders 
in accounts with this type of replenishment. 

BACK STOCK Merchandise that cannot be displayed on the fixture. 

BACK TAGS 
Stickers/labels applied to the fixture to mark the location 
of merchandise. 

BOGO  
“Buy One Get One” free ads.  Throughout the year 
certain accounts run these ads to boost sales. 

BRAND NAME CODE (BNC) 
Item category within product line(s) (i.e. RD-Lightspecs, 
SN-Body Glove) 

BULLETIN 
Details pertinent information concerning stores service 
not requiring reported action. 

CARET 
Small triangle pointer indicating more information is 
available. Click on carets to see more details. 
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TERM DEFINITION 

CONFIRMATION NUMBER 

A reference number that a user receives at the end of 
recording a visit.  This number begins with the year, 
followed by the Julian day of the year, and the number 
of the call for the day.  Example 50010001 is placed in 
2015, on the 1st day of the year, and is the 1st visit 
recorded in ROSS for the day.  

CREDIT TYPE The reason why a specific credit was written 

CYCLE COUNTS 
Inventories taken at store level to correct or update 
current on hands, usually using the store’s Telxon Gun. 

DAMAGES/NON-SALEABLE 
Merchandise that cannot be repaired or has no hang tag 
(price tag), discolored, tarnished, faded 

DISTRICT A division of a region 

DO ITS Self-adhesive plastic repair tab.  

DIOPTER 

A measure of the refractive strength of a lens in non-
prescription glasses. This ranges from 0.50 (weakest) to 
3.25 (strongest). 

DISPLAYS 
Fixtures on which merchandise is placed in the stores. 
Synonymous with rack. 

DISTRIBUTION Typically merchandise sent automatically each quarter  

DISTRICT MANAGER 

Person responsible for all activities in an assigned 
district including hiring, training and managing of Service 
Representatives. 

DTR (Damages Thefts & Returns) 
This is a process to report into ROSS any product 
permanently removed from the selling floor.  

DYS (Dynamic Scheduling) 
The process of scheduling service visits closely after a 
replenishment order arrives in store. 

EDI (Electronic Data Interchange)  
Exchange of information from account to FGX to track 
sales, etc. 

E-STORE 
An online “store” that enables users to order forms & 
general supplies for use when servicing. 

FALSE FACE 
Filling in empty hooks with like product to give the 
appearance of a full display until the next order arrives.  

FULL INVENTORY 
Count of All merchandise on hand taken only at request 
of the Corporate Office.  

GRAPHICS  
Signs to draw customer’s attention to displays and 
identify product. 

HANG TAGS 

Plastic tags attached to glasses advertising the name of 
product, color-coded diopter, Manufacturer’s Suggested 
Price and retail price, style number (name) and SKU. 

INVENTORY UPDATE Reporting back stock or out of stock on items.  

INVOICE 

Some accounts receive a priced document in their order 
box. This should be given to the account for their billing 
purposes. 

LATE LIST 
Weekly report of stores that have missed their next 
scheduled service date. 
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TERM DEFINITION 

LINE NUMBER 
Number assigned to each replenishable item, used in 
placing orders/inventory updates 

MARKDOWN 
Merchandise placed on sale by price point by placing a 
sale ticket over original price and issuing credit to store. 

MARKUP 
The percentage amount added to the cost of an item 
that determines the retail price. 

MESSAGE Communication sent to field personnel 

MODEL STOCK 

The minimum number of pieces of a re-orderable item to 
be kept in store at all times. Usually based on store 
volume or fixture fill. 

MSA 
MSA—our partner in the ROSS system.  Developers & 
support staff for the system. 

MSRP Manufacturers Suggested Retail Price. 

MY WEEK The schedule of reps work 

OUTPOST 
Permanent replenishable placement of product 
somewhere other than the core display 

OUT OF STOCK (OOS) When an item is no longer available to order or ship 

PAY FOR SCAN (PFS) 

Product which is sent to the retail location but still owned 
by FGX. FGX receives the revenue for each piece as 
they are sold and are scanned through the register. This 
is very similar to a consignment arrangement. Counts 
and updates are even more important in PFS stores 
since FGX still owns the product 

PLAN-O-GRAM (POG) 

Visual layout of placement of product on a display. 
TOPDOWN – a diagram looking down onto the rack, of 
where the merchandise is to be placed on displays. 
DETAIL – specific placement of re-orderable 
merchandise 

POD Proof of delivery 

POLARIZED 
A specific type of sunglass lens which reduces glare and 
is particularly helpful in driving 

PROJECTS 
Specific instructions to the field via a memo that must be 
completed within a given time frame. 

PROMOTION A special assortment of merchandise at a special price 

PROMOTIONAL SEASONAL 
DISPLAY 

Fixtures which are placed on the floor for a specific 
season, usually sunglass fixtures. May be free standing 
or powerwings and can be replenished or non- 
replenished. Often these are disposed of at the end of 
the selling season. Some promo displays are stored for 
use in future years. 

REASON CODE Why an activity could not be completed 

REGION A division of a country 
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TERM DEFINITION 

REGIONAL MANAGER 
Person responsible for all activity within a geographic 
region of the country.  

REORDER 
Orders placed on all products, up to model stock level, 
on every service visit. 

REP PAYROLL BACKUP 
Record of reps hours. Shows what was entered into 
Ross. 

RETURN AUTHORIZATION 
NUMBER (RA#) 

Number obtained from Retail Support Team, District 
Manager, or via a project for returns or damages over a 
certain limit. 

RETAIL SUPPORT TEAM 
A team dedicated to answering phone calls from field 
personnel and retailers. 

ROSS 
The system for reps to report their daily work (Reporting 
Online Service System) 

ROTATE 

Placing sell thru and older product on the back of the 
peg or placing new product shipped behind existing like 
items.  

SEASONAL PROMOTIONAL 
DISPLAYS 

A special assortment of merchandise at a special price 
intended to be incremental to sales with these displays 
placed around the store. 

SELL THRU PRODUCT 

Items or Diopters that are discontinued from the POG 
but remain on the display to be sold through. These 
items are placed behind current items on the pegs. 

SERVICE ACTIVITY 
Anything that must be done at store level & reported in 
ROSS 

RD Readers 

SN Sunglasses 

SERVICE REPRESENTATIVE  
Person responsible for timely store service and all 
activities in assigned stores.   

STYLE NUMBERS Help to identify the product, located on the price tags. 

SURVEY Method of collecting informational data from the field. 

TERRITORY A division of a district, making up an area of stores 

TERRITORY SHEET 
List of serviced stores within a Territory giving address, 
product lines, time and visit cycles. 

ULTIMATE TRAINING SHEET Account specific info used as a guide for service 

UNDERSTOCKED Product level is below the minimum accepted levels. 

VISIT CYCLE (VC) 
Assigned number of visits to a store when all service 
activity is to take place 

VMI 

Vendor Managed Inventory. When FGX keeps a record 
of the stores inventory and automatically ships to sales 
and credits 

WORKSHEET 
Forms used to assist field personnel in processing 
credits or counts. 

.csv 
Comma-Separated Value file type. Used primarily with 
databases and spreadsheets, such as Microsoft Excel 

.xls Microsoft Excel File type 
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The Store Service Call 
 

Preparing for the service call 
 
Foster Grant has made the commitment to our Customers to provide quality on time service.  
Be prepared for service in every store on every visit.  

 
Review ROSS My Week  - Not only do you need to review your schedule on My Week to 
know what stores are due for service, you need to know what Activities you will be doing. 
 
Dress to service standards including Foster Grant Name Badge  

o Business Casual- no open toed shoes, Blue jeans, sweatpants, miniskirts, tank 
top. 

o Service representatives of FGX are to project a professional image at all times.  
 

Supplies  
 
Ensure you have the needed supplies 
 

1. ROSS Entry Worksheet printed 
2. Project Memo instructions 

a. Project memo reviewed and read 
b. Additional documents printed 
c. Mailed Enclosures received 

3. Bulletin’s reviewed, read, and notes made 
4. Account/Store Folder – Critical component to ensuring you have all account specific 

information on each visit.  These include: 
a. Planograms (POGs) 
b. Order forms 
c. Line Number form  Gen 101 
d. Inventory Update Forms  
e. Account Specific credit forms 
f. Account specific cost sheet 
g. Scan Sheets 

5. Account specific detail forms – regarding unique store entry procedures or any in store 
activities specific to this account. 

a. Your District Manager will review your account/store folders when a Territory 
Review is performed. 

6. Ultimate Training Sheet (UTS)/Account Specific information – The UTS is the combined 
information for all activity requirements regularly scheduled in an account. It is accessed 
through ROSS.  

7. Rep Service Manual 
8. Duster 
9. White Gloves 
10. Foster Grant Name Badge 
11. Penny Scan Key tag (Gen 65) 
12. Sign in tab sheet (Gen-05) 
13. Sign In cards (Gen-12) 
14. Sign in card pouch (Gen-21) 
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15. 1-800 Sticker (Gen-06) 
16. FGX Business reply Envelope (Gen-04 or 03)   
17. UPS ARS Label  (Gen-68) 
18. Pen, Pencil, Calculator & Black Marker 
19. Do-its 
20. Sorry we missed you sheet (Gen-18) 

 

E-Store 

 
To ensure you have a constant supply of these items, you will order them from our internal E-
store set up for this purpose. 
 

 Keep your address up to date with your District Manager to ensure mailing is accurate. 

 Order once a month to plan for the month ahead. 

 Orders generally take 10 to 12 business day. 

 If the E-store is out of a certain item an out of stock alert will occur. 

 Supplies which cannot be ordered through the E store include dusters, name badges 
and rep manuals. Contact your District Manager for these items. 

 
Account Folders – These are a critical component to ensuring you have all necessary Account 
Specific forms and tools to complete the store call. 
 

Store Entry Procedures  

 
Follow the Account specific procedure for checking in, signing in, or entering a store for service.  
These are available on the Ultimate Training Sheet. They may include: 
 

 Signing their Vendor Log. Insert a FGX Sign in tab sheet (Gen-05) if needed. 

 Scan in through the register paying a Penny using the Bar Code on your FGX name 
badge or the Penny Scan key tag. 

 Scan in through the register paying the penny and sign their Vendor Log. 

 Wear their Vendor/Guest Badge while in their store. 

 Sign in and sign out. 

 Some accounts do not require sign in or scan in. 
 

Meet with Store Management  
 
On every visit in every store you are to ask for and speak to the Store Manager or 
member of Management on duty. This could be a Department Manager, OTC- Manager (Over 
the Counter) or HBC Manager (Health and Beauty). Ask the Store or General Manager who 
your contact manager will be. 
 
Always speak to the store contact manager to let them know you are there to service. Review 

what you will be doing on your visit, including the type of activities both core and project, and 

ask if there is anything you can do for them while in the store to service. 

Typically, you can be flexible in the service day or service time during the week, but in some 

accounts it could be requested you do not service on certain days due to your store contact or 
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Store Receiver being off on those days. It could also be requested that you service within a 

certain time of day. If you cannot meet these requests, contact your District Manager. 

Be aware of the customers around you while you are servicing. Do not spread product out on 
the floor or counters. Do not sit on the floor or a stool unless you have a physical limitation your 
District Manager is aware of. Keep your area clear and organized while you work. Before you 
leave clean up and remove all trash off the sales floor. 
 
Building a good relationship with management is key to your success as a service rep.  You are 
there to service the display, maintain the presentation and always keep product in stock to give 
the customer a full selection which will increase the sales for the Store and Foster Grant.  
Regularly speaking with management on your calls and reviewing the details of your service will 

assure they know you are providing on time quality service and will assist with ease of issue 

resolution when they arise. 

Retrieving all Product 
 
Although you might not think a shipment has arrived, or you are certain there is or is not any 
back stock, ask the contact manager for these on every service visit.  There could be a 
shipment that arrived that you were not aware of or product found in the stockroom.  
It could be necessary to go in to the stockroom and look for shipment. This requires your 

contact’s knowledge, approval, and potentially an escort. 

Foster Grant has a distinctive shipment tape on our boxes.   Some replenishment boxes have a 

bright label. Usually for projects the shipment has a specific label which will be identified in the 

project memo. 

Ensure you have located all damaged product as well.  Keep damages in a specific area so that 

they are easily found on each visit. 

Do not remove any product from any store for any reason. This includes any damaged or 

credited items. If you are asked to do this by a member of management, contact your District 

Manager or Retail Support so they can review this policy with the Manager. 

Removal of product from a store is grounds for disciplinary action up to and 

including termination. 

Any back stock needs to be organized, clearly labeled with a date you last opened, and kept in 

a designated area for easy location. 

Damaged or unsaleable glasses are to be removed from the display on every service visit. 

Follow the Account Specific guidelines on how to dispose of this product.  If they are to be 

retained until you reach the amount of 10 to 15 pairs, keep these in a specific area and review 

on each visit. 
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Servicing the Core Display 

 
Our display is a Silent Salesperson in every store and impacts the business for Foster Grant 
and each of our Customers. 
 
Core Service is always to be completed regardless of any other Project activity you have. Follow 

the account specific procedures and ensure you have the proper materials and tools to 

complete service of all displays prior to leaving home. 

Straighten and reset the product using the Planogram. 

 The POG is a visual layout of placement of product on the display.  It provides an easy 
grid or pattern for you when straightening, placing new product, ordering, doing an 
inventory, and doing project resets. 
 

 Retain a current POG in your account folder for each display. Not only does this give you 
the order in which to place the product, it also includes information on display description 
or POG type, graphic numbers, line numbers, style numbers, or sell thru styles.  This 
information is referenced for a variety of business reasons. 
 

 Reading Glasses are arranged by Diopter strength. The Diopter is the measure of the 
refractive strength of a lens in non-prescription glasses. 
 

 Sunglasses are usually placed on the display in a top-down order. This means they are 
arranged under the descriptive category on the graphic from the top-down. Move 
existing product up and place new product under the old. When necessary, you will be 
told to arrange sunglasses to the POG by style. Review the Ultimate Training Sheet for 
Account Specifics to POG requirements. 

 
Identify Foster Grant product 
 

 Most FGX product has an identifying style name or number on the temple bar that can 
be used when straightening, ordering or inventorying or doing credits. 
 

 Reader product could be identified on the temple bar with the diopter strength and style 
name or number. Sun product could have a name or number. Some product might also 
say FG or Magnivision to help identify it as our product. 
 

 These names or numbers might be found on the POG to show where the product is 
placed. 
 

 Remove any product that does not belong on our display and give to a member of 
management. 

 
Back tags - Back tags are stickers or labels that are applied to the display to mark the location 
of the product as per the planogram. The back tag can be used to straighten and reset the 
product. Back tags have specific information used for replenishment purposes for either our 
processes or the store’s process. 
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 Keeping the back tags up to date is important for proper replenishment. If you are 
missing the back tags, they can usually be ordered through Retail Support. Some 
Accounts supply their own back tags and the Store Manager can provide these. 
  

 If you have a specific Project to replace or change back tags, follow these directions to 
complete this change to keep the back tags up to date.  
 

 If you have ordered and not received any needed back tags or do not know how to get 
them review the Ultimate Training sheet or contact your District Manager. 

 
Hang Tags (or Cards) - The Hang tag is the plastic tag attached to the glasses with the brand 
name and color coded diopter. They usually include retailer price, UPC label, style number, 
style name, line number and any other account specific information.  An item without a hang tag 
is considered unsaleable. 
 
Clean Display - Clean and dust the pegs and display top to bottom and around the edges and 
including the mirrors.  
 

 Use the duster provided on all service visits. If you need a new duster your District 
Manager will order a replacement. 
 

 Most stores have cleaning product and towels if needed. 
 

 White gloves have been provided to be worn on each visit when straightening the 
glasses. These are to be used to clean lenses as you straighten and protect the new 
glasses as you place them on the display. 
 

New Product - Place new product on the display as per the POG or Back Tags. Remove all 

plastic from the temple bars. 

Rotate Product – When placing new product on the display, place it behind the existing, keeping 

the newest in the back. For sun displays kept in top down order put the newest at the bottom 

and move the older to the top.  

Sell thru styles are always kept to the back of the peg. 

Replenishment – FGX has made a commitment to service. Maintain the presentation of the 

displays and always keep our product in stock to give the Customer a full selection, which will 

increase the sales for the Store and Foster Grant. You play a large role in this and we count on 

your follow through and ensure sales are maximized. 

 Follow the Account Specific replenishment procedures on each visit. These include 
ordering, inventory updates and cycle counts. Each Account has a specific process for 
getting their replenishment shipments.  
 

 The Ultimate Training sheet has all of the specific guidelines for each Account. 
 

  If you have been following the Account Specific procedures but are still not receiving 
adequate replenishment shipments or the replenishment shipments do not seem to keep 
the display full between your visits, contact your District Manager to review. 
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 An Out-of-Stock alert is on the Visit Entry. This should be completed if the display is less 
than half full. 

 
Line numbers - Some Back Tags have specific line numbers assigned to them used for ordering 
and inventories.  
 

 If you do not have the correct back tag you could be missing the line number and cannot 
place an order or complete the inventory for accurate replenishment. 
 

 The FGX Order/Inventory Data Entry Sheet (Gen 101) is the form used when your 
display has back tags with line numbers for replenishment. 
 

Servicing Outposts Promotional and Seasonal Displays  

 
The presence of these display types vary by account and by store.  If these displays are in the 
store, they are to be serviced on every visit. 
 

 Outposts are permanent displays that have a POG and are replenishable. 

 Promotional displays are often on plastic panels which hang over extensions on the 
aisle.   

 They may also be cardboard power wings or other cardboard fixtures. 

 Seasonal displays are typically specific to the sun selling season. 

 Service reps are notified of these displays through a project memo, or a bulletin that is 
posted under messages. 

 You will be notified when to remove these displays. 

 Consolidate these displays if product is low. 
 

If you have a display and do not know how to consolidate, contact your District Manager. We do 

not want a low or empty Promotional or Seasonal display on the floor. 

Orders  

 
Selected accounts require a rep to order as the method of replenishment. These may need to 
be placed on every visit. Always follow the Account Specific guidelines for any minimum order 
amounts, specific pieces per peg, or if the Store Management approval is needed. 
 

 Before ordering, the display needs to be set to planogram.  All new shipments and back 
stock needs to be filled in. 

 On every visit ask Management for all products.  

 Although you might have extra pieces for some styles, order styles which are low or out 
of stock. 

 Regular fill in replenishment orders keep a display full. 

 Back stock product needs to be reviewed with the Store Manager. Do not order if 
excessive back stock exists. 

 If you placed an order previous, locate this order when servicing prior to ordering. 

 My Week provides the shipment Proof of Delivery (POD) information to be viewed before 
you service. If a shipment is due to arrive within a few days, wait and service after 
delivery. 
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 If you did not access this information prior to servicing the store, you may call Retail 
Support and ask for the latest shipment information and a POD. 

 If an order is in route, write an order “around the previous order” This means looking at 
your previous order and not ordering those items again. Order any new needed pieces 
or new items. 

 If you cannot locate the shipment, verify with management it was not put on the display 
or review the display while referencing your order to determine if the product arrived and 
was placed. 

 If you determine the order is not in the store and have provided the Store Manager the 
POD information, order the product again. When the first shipment is located, use that 
product to fill-in as needed. 

 Any items that were ordered on your last visit and were not received with the latest 
shipment should be ordered again. FGX does not ship back orders. 

 
Points for completion of the order: 
 

1. Always set to POG and fill the display before writing an order. 
2. Use one order form per store, per product line. These are used for multiple store visits. 
3. Fill in the date of service at the top of each page. 
4. Fill in the store name and number. 
5. Check the inventory levels for each item on the POG. 
6. Write in PO number (obtained from store) if applicable. 
7. Use the corresponding line number from your account specific order form or backtags to 

place orders into ROSS. 
8. You will receive a confirmation number after every store visit is submitted into ROSS.   
9. Record confirmation number on your Ross Entry Worksheet and order form where 

applicable. 
10. Refer to ROSS Instructions for order entry process. 

 
Reporting your visit the same day of service allows the order you placed to be processed and 

arrive by the next visit. This is just one of many reasons why it is important to report your service 

the same day in which it occurs. 

Accuracy and promptness in ordering is critical to our selling volume.  Since you will likely not 

return to the store for about a month, any error will not be discovered until that time.  An order 

you generate then to correct that error will likely not be put out until the following visit.  This 

could result in up to 2 months of lost selling opportunity. 

Inventory Updates 
  
Specific accounts require an Inventory Update procedure as a method for replenishment. These 
accounts have product shipped automatically to ensure the flow of product based on what they 
are selling. Inventory updates are to be done only once every 30 days. 
 

 Model stock levels (minimums and maximums per item) are established and maintained 
for all displays based on their planogram and sales history.  

 Initial inventories are set when a store is entered into the FGX system.  

 FGX electronically receives daily sales information by store when items are sold and go 
through the register and processes this against shipment and delivery data.  
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 Sales information is compared against the display model and shipments are generated 
when a store meets the minimum shipment requirements. 
 

Why are Inventory Updates important? 

 Once every 30 days, inventories update the system to account for incorrect on hand 
quantities such as back stock issues, theft, damages, or items not scanning properly 
through the register.  

 Doing an Inventory Update resets FGX’s information to what is actually in the store for 
those items that are inventoried. 

 The system will then ship accordingly based on the information that is reported in ROSS. 
Service visits must be reported in ROSS the day of service to accurately update the 
inventory. 

 
Before completing the Inventory Update 
 

 Before completing an Inventory Update the display needs to be set to planogram. All 
new shipments and back stock needs to be filled in. 

 On every visit ask Management for all products.  

 My Week provides the shipment Proof of Delivery (POD) information to be viewed before 
you go to a store to service. If a shipment is due to arrive within a few days it is preferred 
that you wait and service after delivery. 

 If you did not access this information prior to going to the store to service, call Retail 
Support and ask for the latest shipment information and a POD. 

 Once you determine all shipments have been located in the store, complete the 
Inventory Update. 

 
Important factors when doing an Inventory Update 
 

 Serviced off-shelf displays that have a planogram and line numbers also need to be 
inventoried. (example: Men’s Shave , Hair Notions) Outposts styles with only one piece 
would only be updated when they have zero. 

 Back stock must be included for any current planogram items that are within the 
guidelines of what needs to be inventoried. 

 After a credit is issued, an Inventory Update must be done on any items left on the hook 
and back stock that are current planogram items. This also includes when damages are 
done. This is not on sell thru product. 

 Inventory Update the exact number left of any credited item. Actual on hand total counts 
on each hook including any back stock. 
 

Factors other than inventory updates that also affect replenishment 

 Theft and Damages, because they don’t go through the register.  

 Items that are sold but do not scan at the register using the UPC.  

 Shipments not found and not put on the display. 

 Incorrect Model Stock Levels or Planograms at FGX.  
 
Nones and 7 UP – This term describes the items on which many updates for Readers and Solar 
Shields are performed.  The process for this update is: 
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 Only once every 30 days, after you have set the display to POG and put out all 
orders/back stock items, an Inventory Update must be taken. 

 Place a “0” on the inventory form beside all items that are missing from the display. (All 
pegs with “0” product) “NONES” 

 Update actuals on peg with 7 or more per peg. “7 UP” 

 Inventory all accessories that have an excess of items that will not fit on a peg. 

 Do NOT inventory update sell thru items.  

 Note: After you write a credit in an account where you perform monthly Inventory 
Updates (CVS, Dollar General, Duane Reade, Stop & Shop, etc.) you must perform an 
Inventory Update on the items that are left on the peg for the styles you credited out. 
EX:  If you have 3 pc left, inventory 3 pc to update the on hands. 

 
Reporting your visit the same day of service allows the Inventory Update you placed to get in to 

our system and begin the process to generate an automatic replenishment order. It is important 

for a number of reasons you report your service the same day. 

If you do not place an Inventory Update the automatic replenishment does still send in 

shipment. However the system does not replenish items that do not go through the register as 

sold. Over time the display can start to be low on stock and cause missed sales. 

Inventory update FAQs 

I continue to inventory update an item but I am not receiving product  

Contributing factors:  

1. FGX has the incorrect model for the store.  
2. FGX could be out of stock on the item. 
3. Rep Error in transmitting the inventory update.  

 
Action:    

Call the Retail Support Team to have the issue researched and communicate this 

to your District Manager. 

  I am receiving large orders of items that are back stocked  

Contributing factors:  

1. FGX has the incorrect model for the store.  
2. Store had boxes in the back room when last inventory was completed.  
3. Rep Error in transmitting the inventory.  

  
 Action:    
 

Re-inventory item and include back stock. 
 
Call the Retail Support Team to have the issue researched and communicate this 
to your District Manager. 
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 I received items in a shipment that are not on the planogram.  
 
 Contributing factors:  
 

1. FGX has the incorrect model for the store. 
2. Warehouse shipped product in error.  
 

  Action:    

Call the Retail Support Team to have the issue researched and communicate this 

to your District Manager. 

Cycle Counts  

 
Select accounts require a Cycle Count as a method of replenishment. This method uses the 
store’s equipment to count product. Count information then goes in to the store system and is 
sent to Foster Grant. 
 

 Cycle Counts update the system to correct on hand quantities due to back stock, theft, 
damages, or items not scanning properly through the register.  
 

 Doing a Cycle Count resets information to what is actually in the store. The system will 
then ship accordingly. 

 

 There are some Accounts where a Cycle Count can be done on selected items. This 
needs to be done on every visit if the low stock falls within the specific guidelines. 

 

 There are other Accounts where a full Cycle Count will be requested for all displays. 
 

 Before completing a Cycle Count, the display needs to be set to Planogram. All new 
shipments and back stock needs to be filled in. 
 

 On every visit, ask management for all product.  
 

 My Week provides the shipment Proof of Delivery (POD) information to be viewed prior 
to service.  If a shipment is due to arrive within a few days, it is preferred you wait and 
service after delivery. 

 

 If you did not look at this information before you went to the store to service you can call 
Retail Support and ask for the latest shipment information and a POD. 

 

 Include all back stock or damages in a full Cycle Count. 
 

 Once you determine all shipment has been located in the store you complete the Cycle 
Count. 

 
Account specific replenishment procedures - There are some accounts that manage their 
inventory by doing their own specific procedures for system updates. You are responsible for 
alerting Store Management and your District Manager when you do not feel the product is 
replenishing adequately to keep the display full. 
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Cycle Count helpful hints: 
 

 Refer to Ultimate Training spreadsheet for account specific information on when to 
perform an off schedule Cycle Count. Contact Retail Support prior to performing the 
count. There may already be one scheduled soon. 
 

 Cycle count(s) should only be done when instructed by FGX.  
o Family Dollar stores, which are automatically replenished, can be done at any 

time without being instructed, if stock is an issue. 
 

 Check with Store Manager to ensure that the Telxon gun is available and working. 
 

 Gather all product including damages and back stock. 
 

 Set the fixture to POG. 
 

 Mark your starting spot so you don’t lose sight of where you begin taking the cycle count. 
 

 As you complete each panel - turn 1 pair of glasses around or upside down to mark that 
the panel is complete. 

 

 In the event that you are interrupted during the cycle count NOTE where you left off 
BEFORE leaving the fixture. 

 
 
**VERY IMPORTANT:  In Rite Aid you must enter the appropriate fixture code(s) and a 
quantity of 1. Each item must be scanned, do not lump quantity together. If the rack is 
missing the fixture code label, contact Retail Support. 

 
 

Processing Damages 

 
Keep damaged items in one location that has been designated by your Store Management.  
 
Review damaged pieces on each visit.  

 Some Accounts have specific procedures to dispose on each visit.  

 Some you need to have an amount between 10 to 15 pieces per product line. 
 
Damaged or Non-saleable glasses include: 

 Broken or scratched lenses 

 Broken temple bars 

 Accessories out of packaging 

 Ripped, torn or bent cases 

 Manufacturer defect 
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Non-Saleable items include:   

 Items that are not damaged, but are discolored, tarnished, or faded, and therefore non-
saleable.   

 Items without a hang tag to properly display the product would also be considered non-
saleable.  

 Glasses without price tags are considered non-saleable. 
 
 
Items not considered Damaged or Non-saleable:  

 Empty Hang tags, price tags, accessory packages, cases/holders, or any packaging 
without product. Credit is not issued for these items. 

 Give the empty hang tags, price tags, accessory packages, cases/holders, compact 
reader case or any packaging to a member of Store Management.  

 
Service Reps are only authorized to write a credit for Damages or Non-saleable product up to 
15 pieces.  
 

 In an Account where we credit items, you are responsible to keep these damages 
credited. 

 Once you accumulate at least 10 but no more than 15 pieces per product line you are to 
write a credit for damages. 

 If the damages exceed 15 pieces, you must call your District Manager or Retail Support, 
and get authorization for a credit. Service reps are not authorized to write a credit for any 
other reason or amount. 

 If a Store Manager gives you over 15 pieces of damaged product, contact your District 
Manager or Retail Support for review. If an authorization is needed, it will be provided. 

 If you cannot reach either, let the Store Manager know you will return as soon as you 
receive an authorization to do the credit.  

 
Back stock or sell thru styles not on a planogram are not considered Damaged or Non-saleable. 
You are not authorized to write a credit for this product. 
 

 If a Store Manager gives you back stock product, contact your District Manager or Retail 
Support for review. If an authorization is needed it will be provided. 

 If you cannot reach either, let the Store Manager know you will return as soon as you get 
an authorization to do the credit.  

 
Discarding Damages or Non-saleable product - All are discarded at store level unless you are 
directed to ship to the Corporate Office for review. 
 

 Any product that you are discarding in a store is to be broken by removing the temple 
bars. 

 Do not break product on the sales floor. Take product to the back room. 

 Marking an “X” on the front of all tags ensures you are aware these were previously 
credited if they reappear on the selling floor. Check the UTS for any account specific 
information. 

 Do not mark through the bar code on the tag. Some accounts need this to scan or 
update their system. 
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 Throw this broken product in the trash with the member of Management. Never leave the 
product sitting on a counter or on a desk.  Assure follow through with the disposition of 
these broken items prior to leaving the store. 

 FGX Service Reps do not remove any product from any store for any reason. This is 
considered a serious offense and will result in disciplinary action up to and 
including termination. This includes any damaged or credited items.  

 If you are asked to do this by a member of management contact your District Manager or 
Retail Support so they can review this policy with the Manager. 

 
 

Credits  

 
There are strict guidelines regarding the ability of a service rep to write and process a credit.  
Below are common reasons for a credit to be authorized. 
 

 Damages or Non-saleable items 

 Items associated with a Project 

 Items designated on an Event visit  

 Back stock or damages over your limit once authorized for, which proper authorization 
has now been received.  

 
Follow the Account Specific guidelines in each store. If you are unsure of what the Account 
Specific procedures are or what form to use, before you service a store, contact your District 
Manager. 

 
Any reasons for a credit not noted above must be reviewed with your District Manager or Retail 
Support to receive the authorization.  
 
Reset/Relocation, Back stock or Buyback credit will only occur when there is a Project or 
specific authorization given. 
 
Using a pre-paid Gen-04 envelope mail the copy of the credit form to the Corporate Office. 
Retain your copy in your account folder for 6 months or until the Corporate Office advises to 
mail them in. 

 
Once you leave the store, if you feel you made an error writing the credit, communicate this to 
your District Manager and they will review how it will be corrected. 
 

Credit Accuracy is extremely important - Things to remember when writing all credits: 
 

 Credit Forms must be filled out completely and accurately.  

 All credits are to be written at cost. 
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 All FGX credits must be entered into ROSS. 

 Do not report any credits in ROSS if the product is not Foster Grant’s 
product. 

 Verify the credit information with the Store Management (piece counts, 
totals). 

 Leave a copy of the credit with the store (if applicable to Account Specific 
procedure). 

 Refer to bottom of credit form for correct distribution of credit form copies. 
 

 

Damage, Theft, Returns (DTR)  
 
There are specific Accounts where we do not write credits, but instead complete the DTR 
(Damage, Theft, Return) process. DTR is a different process to decrease the inventory for any 
product permanently removed from a store. This process uses the line number entry in to 
ROSS. 
  
Follow the Account Specific guidelines in each store. If you are unsure what Account Specific 
procedures are or what form to use, before you service a store, contact your District Manager. 
  
A Gen-159 form is to be used- Damage, Theft, Return (DTR) worksheet. 
Line numbers will be entered into ROSS. The line numbers could be on the backtag, POG or 
sometimes on an order form. There could also be only one product line in a store that uses this 
process. 
  
Different from the credit process items that appear to be theft will be written up on a Gen-159 
and entered in to ROSS.These could be empty hang tags, price tags, accessory packages, 
cases/holders or any packaging without product. 
  
Damage/Nonsaleable items can be written up on the DTR worksheet on any visit and do not 
have a minimum piece requirement. You should not accumulate damaged items in an Account 
that uses the DTR process. Keep all damages cleaned up. 
 
You will still obtain an authorization number if your damages are more than 15 pair. 
  

Process for Physical Product Return 
 
Follow the Account Specific guidelines in each store. If you are not sure what the Account 
Specific procedures are, before you service a store, contact your District Manager.  
 
Foster Grants policy on returning product is: 
  

If the piece count is 50 or less the product is destroyed at the store. 
 

If the piece count is 51 or more the product is to be returned. 

 All items must have an “X” on the front of the tag if you write a credit.  

 Do not mark through the bar code on the tag. Some accounts need this to 
scan or update their system. 
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You are never to remove any product from any store for any reason. This includes any 
damaged or credited items. 
If you are asked to do this by a member of management, contact your District Manager or Retail 
Support so they can review this policy with the Manager. 
 
ARS labels (prepaid UPS) are to be used for specific accounts and product lines.  

 
Write Credit Memo Number in the Reference area on the bottom of the label. Ensure the 
packing slip copy of the credit form is included in the box with the product to be returned. 
Complete packaging before giving to management.  

 
DO NOT leave returns in baskets or cartons on sales floor. 

 
Write the Return Authorization # (when required) on the credit form.  This # must be entered in 
ROSS. 
 

Out of Stock Alert (OOS) 
 
Regardless of the method which generates replenishment, if replenishment shipments are not 
keeping the displays full, communicate this to your District Manager. 
 
On any visits, after stocking a core display, if it is less than half full of product you are to 
complete the information in the Store Alert box at the bottom of the Visit Details when you report 
your visit in ROSS. The Store Alert in ROSS is our way of identifying replenishment issues. 
 

 Check the Product line which needs the Alert RD-Readers or SN-Sun. 

 You may check one or both of these lines. 

 Follow up as per the Account Specific procedures. 

 Contact your District Manager. 
 
You must communicate to your District Manager and call to have it documented on the Retail 
Support Log that this store is low on product. 
 

False Face Product  
 
When you are finished with your service and ready to leave the store, if the display is not full, fill 
empty hooks or slots with like product or reader diopter to give the appearance of a full 
display(s) until your next visit and a shipment arrives. 
 
For sun displays if you have any empty slots, regardless of the brand name or category, fill in 
slots to give a fuller presentation.  
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This is account specific and might not be a usual procedure in all stores. 

Display Maintenance  

 
On each visit check for any components which are missing or broken. This includes pegs, 
graphics, mirrors or permanent outposts displays. If needed contact Retail Support and request 
replacements.  
 
Note the date called, and person you spoke to on your ROSS Entry Worksheet and on the Sign 

In card for reference if needed for further follow up.  

 If your display is broken and is a potential danger in store, contact Retail Support and 
your District Manager for a replacement.  
 

 If the display has a minor damage but is still in usable condition and on the sales floor, 
contact Retail Support and ask them to record on the log the type of damage. The 
display can still be used. Also communicate this to your District Manager.  
 

 The Account Team will make the determination as to if the display will be replaced. 
Pictures are always helpful when you are trying to describe any type of damage to a 
display. These can be sent by email to your District Manager. 

 

 1-800 Sticker - Most core displays have the FGX sticker placed on it. This allows the 
store personnel easy access to FGX contact information.  It is placed in a discreet 
location typically lower edge.  Stickers are not placed on permanent outpost or seasonal 
promo Displays. 
 

 Verify your displays have these stickers. Let the Store Manager know this is there and 
that they are welcome to call if they need service. Keep a supply with you. 1-800 
Stickers (Gen-06) can be ordered on the E-store.  

 
 

Cleaning the Work Area 

 
Before you leave, remove all trash off the sales floor.  Remember, you are a guest in their store. 
Leave your work area clean. 
 

 Back stock needs to be organized, clearly labeled with a date you last opened, and kept 
in a designated area for easy location. 

 

 Damages need to be kept in one location to be reviewed on every visit. 
 

 Do not go into a stock area without Management’s knowledge to throw out trash. Work 
with your Store Manager as to where and how to throw out plastic and boxes in their 
store.  
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Review Service with Store Management  
 
When you have completed your service visit, speak to the Store Management on duty and let 
them know you have completed your service. 
 

Sorry We Missed You Sheet (Gen- 18) 

 If the Store Manager is not available when you service, leave a “Sorry I Missed 

You” form as a way to let them know you were at the store to service, and give a 

brief description of the service completed. 

This builds a positive relationship with the Store Manager and their confidence in the 

quality of service you provide as their Foster Grant service rep. 

Sign In Card (Gen-12) 

 A member of Store Management is to sign your Sign In card. It is to be 
completely filled in with all of the noted information including District 
Manager/Regional Managers name and Voice Mail extensions, Account 
information and store notes. 
 

 Store note area is for you to make notes of any information communicated to 
Retail Support, dates for damage credits, DTRs, reset dates, location of 
damages or back stock, location of promo displays in the store, or any other 
useful information for service. 
 

 Store Management is to sign that you completed the visit in the box with the 
current date and service information. 

 

 The Sign In card is your verification of service and the Store Management’s      
confirmation of your service. It is referenced in store service auditing and is a tool 
used by the Store Management when communicating their service needs. The 
Customer Service 1-800 number is on the card. 

 

 The Sign In card is to be kept in the store on the display. You are responsible to 
have replacement cards available in your supplies, to replace the card when it is 
full or has been lost off the display. 

 

 This Sign In card procedure is to be completed on each visit along with any store 
procedure for signing their Vendor Log or scanning in.  

 

 Keep the previous card on the display until the new card has at least 3 visits. 
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ROSS - Reporting Online Service System 
 
 
This site will continue to be updated and enhanced. We have many ideas and concepts that are 
based on the needs of the business. As we incorporate more features and functions, we hope 
the improvements will give you the tools you need to complete your job with ease. 
 
Prerequisites: 

 Access to the Internet. 

 A web browser that enables cookies. 

 In order to view any store documentation (project instructions, planograms, etc.), which 
are saved in PDF format, you must have Adobe Reader installed on your computer. 

 

Logging in for the very first time 

 
Go to https://ross.fgxi.com 
 
HINT:  You can save this site to your favorites, create a link on your desktop, or make ROSS 

your homepage for quick access. 

Enter your employee number and the one time use password of fgxi$08.  

You will need to change your password upon your initial logon.  Your new password must 

meet the following requirements: 

• Not contain any part of your first or last name 

• Be at least 6 characters in length 

• Contain characters from 3 of the following categories: 

• Uppercase letters (A-Z) 

• Lowercase letters (a-z) 

• Numerical digits (0-9) 

• Symbol (#, @, $, %, etc.) 
 

New passwords cannot be the same as any of the past 3 passwords. You will be prompted to 

change your password every 90 days. 

You may change your password at any time by clicking “Change Password”. The same 

requirements apply. 

 

https://ross.fgxi.com/
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ROSS-Navigation Overview 
 
 
Although this is a website, only the buttons on the ROSS site should be used to navigate 
through the system. Using the “back” and “forward” arrows  
from your browser (i.e. Internet Explorer) may not always take  
you where you want to go and can actually lead to error within  
the ROSS system. 
 
 
 
 

Field Service Representative My Week Page 
 
 
My Week is the Service Reps primary screen and the source for:  

   
Scheduling information 
Project Summary List 
Messages  
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Scheduling information is color coded to indicate: 

 

• RED dates are past due—you need to visit these stores ASAP! 
 

• GREEN dates are go now.  (Please note: New stores will show in green once they are 
setup in ROSS, they will continue to show in green with that day’s date until the first visit 
is entered in ROSS.)  Then the store will calculate based on its assigned frequency.  
You should visit this store on the day it is due according to the Event Sheet received 
from your manager. 
 

• PURPLE are Eventing stores.  
 

District Manager Directives     
 
The purpose of District Manager Directives is to give you information that changes the focus of 
what you see on My Week and communicate important information you need to know before 
servicing. 
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Here are some examples of what would be District Manager Directives: 
 

Do all Shopper’s possible this week regardless of if they show on your My Week. 
 
Do not go to Family Dollar for the reset this week even if showing on My Week.  All reset 
shipments are delayed to next week. 

 
For Fred’s reps only:  Check the fashion reader tower. Important core reader survey 
indicating if graphic is right. 

 

Message Section 
 

 This is where you will receive messages from the Corporate Office. Check here before you 
begin your workday to make sure you don’t miss important updates 

 

 Sometimes you may receive the message in your personal email as well.   
 

 
 
 

Project Summary List 
 

 This section gives you a quick list of all the projects which are to be done in your territory, 
and the original start date and current end date. 

 

 Click on the project name to view your store list. 
 

 When you click on a store in your list, you will see all the projects related to that store. 
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Content of Ross My Week 
 
 
ROSS/ My Week was designed for you to be able to see your schedule for the current week or 
up to 4 weeks in advance for stores with core activity assigned. In addition to your schedule you 
can also see your planned hours and your daily reported paid hours to help you manage your 
schedules. This allows you to know when your hours are getting close to the maximum FGX 
allowed hours per week. 
 
In addition to visits, ROSS will also show you information about shipments that are on the way 
to your stores and provide tracking for some shipments. 
 
It is important that you check ROSS before you begin your work day to view the most 
current information on activities for the store calls you are about to complete.  This will 
only take a few minutes and it will make your work clearer and more productive. 
On stores with a standard VC pattern, if you see that a shipment is coming, you have the 
flexibility to shift your schedule slightly to be there after the shipment arrives. On DYS stores, 
the visit is generated based on the shipment arrival. 
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How to Use My Week 
 
 

 
 

1. This section shows you your planned hours for the week broken down by core hours and 
any project hours due. It will also show your reported hours for the week.  
 

2. Stores will be listed as due for the current week.  Any late stores will be listed first. Scroll 
down through this screen to see your stores due in the current week. 
 

3. Each store will have the activities for that store listed next to it. 
 

Example of activities due in a store:  
 

 
 
 

In the example above, the CVS #8912 shows 4 activities due - Core Readers, Core 
Sunglasses, a project called CVS-RD-Ladies Brilliant Promo 5536, and a project called 
CVS-SN-Test 1 Fashion Trend Wayfarer 5478. Each activity gives you the allotted time 
and whether or not order, credit, inventory, DTR and/or survey is required. This is an 



42 

 

Event store, so the store information shows in purple. There is a line showing the store 
event as well ,and a link to the specific info. 
 

 Note the yellow triangle at the bottom of the store information. This tells you 
HOW MANY PIECES of Sun or Readers are on the way with the expected 
arrival date. 

o While you will not know if these pieces are associated with a reset, 
reorder, or promo shipment, it will give you some idea of what to 
expect when you arrive and how to plan your week. 

 
4. At the end of the line with the shipment information is a link for (Tracking).  Click on 

(Tracking). It will bring you to the below screen, which shows the tracking information for 
the shipment.  

 

 
 
 

If the shipment has been received by the store it will show who signed for the shipment. 
 

Please note: Not all shipment information is available this way. 
 

Try to plan your work week to be there after expected shipments arrive whenever 
possible. 

 
Close out of the tracking screen by clicking on the red X at the top to return to your 
schedule. 

 
5. At the top and bottom of your schedule you will see choices to view the upcoming weeks 

of your schedule. These choices are noted as This Week, Next Week, +2 Weeks, +3 
Weeks, and +4 Weeks. 
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6. Scroll back to the top of your schedule to  your schedule or  of 
the My Week screen. 

 

 

 
To print any documents needed for the store visit- simply go up to the “View Documents” in blue 
beside the store name and a pop up box (shown below) will give you access to all documents 
needed for the visits. POG’s, projects, store lists, order forms, inventory forms, etc… (Please 
refer to the Exporting and Printing Documents section for further tips) 
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Check your ROSS My Week at least once a week to ensure you are aware of all visits.  
Remember to check ROSS before beginning your work days.   
 
 

View reports 
 

This button will take you to some important information:   
 
Payroll Backup 
 

 Your weekly  where you can review the hours worked & stores visited 
for your upcoming paycheck. The Payroll Backup Report provides a more detailed 
account of your reported visits (which stores, service activities, etc.). 

o To run report, choose the pay period ending for which you are inquiring and then 
run report. 

 
Completed Visits 

• When you click this button , you will see work you have completed: 
o By store 
o By product line 
o With check marks for activities performed (orders, inventory updates, credits, 

etc.) 
o With dates service was performed 
o Noting if activity was complete or incomplete with confirmation number 
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In many screens in ROSS you will see carets that allow you to see more details of your visit if 
you click on the caret. You will need to scroll to the right to see your confirmation number of 
entry. 
 

 
 
Territory Sheet 
 

 This report will show you all the information you need to know about your assigned 
territory, including store addresses, visit cycle, core hours, and your average weekly 
hours. 
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o To run this report you would go to  and then hit run report. 
o This report can be exported for printing. 

 
 

 
 
Visit Cycles (VC) 
 

 Visit Cycles are the assigned service frequency of the service activity.  
 
Dynamic Scheduling (DYS)  
 

 These visits are attached to certain account where once a shipment is detected then a 
visit is activated in ROSS.  

 
Core Time 
 

 Each store has core time assigned to it per product line, which does vary. 
 

 

Store Search 
             

  This is where you will search for stores that are not in your assigned territory to 
enter a visit.  Your District Manager may ask you to cover another territory.  We appreciate your 
assistance with these stores!  
 
 
To search for a specific store, you must enter both the account number and store number. Click 
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Ultimate Training Spreadsheet (UTS) 
 
The Ultimate Training Spreadsheet, also known as the UTS, can be accessed at the top of the 

My Week screen by clicking . Click on the account name to view account specific 
information.  
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Put a check mark next to the Account name you want to print. 
 

 
 
 
Recently updated accounts will appear in red with the date they were updated listed next to it. 
 

 
 
 
Click the account name to open up information on a specific account. 
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Exporting and Printing Documents Tips 
 
Export to Excel: 
 
Several lists can quickly be exported to Excel (or any spreadsheet program on your computer).   
Wherever you see this icon,                                simply click, and you will be presented with a 
File Download Box. 

Choose to Open or Save the document: 
Open:  Will open the selected list.  If you choose, you 
may now “save as” to save this document as an Excel 
(.xls) file. 
Save:  Will automatically save the selected list as a .csv 
file.  You may now “save as” to save this document.  
Change the File Type to an Excel (.xls) file. 
 
 
 
 

File Download dialog box 

 
NOTE: You must rename the file, removing any ( ), {}, [], \?/ (Your document will not save with 

these characters.) 

How to View a .pdf form 
 
Referring back to the How to Use My Week section, when you click on “View Documents” in 
blue next to the store name, a pop up box will appear and give you access to all forms 
associated with an account. This includes: planograms, credit forms, worksheets, order or 
inventory forms, and project instructions. Simply click on the title of any document to view a .pdf 
of the form. Remember, these are account specific—not store specific! Click on the title of the 
form you would like to view. A .pdf version of the form will open in a new window (must have 
Adobe Reader to view .pdf). 
 
Simply go up to the “View Documents” in blue beside the store name, and a pop up box (shown 
below) will give you access to all documents needed for the visits. 
 
What is Adobe PDF? 
 
Invented by Adobe, Portable Document Format (PDF) is the published specification used by 
standard bodies around the world for more secure, reliable electronic document distribution and 
exchange. Adobe® PDF has been adopted by enterprises, educators, and governments around 
the world to streamline document exchange, increase productivity, and reduce reliance on 
paper. It is the standard format for the electronic submission of drug approvals to the U.S. Food 
and Drug Administration (FDA) and for electronic case filings in U.S. federal courts. 
 
It preserves the look and integrity of your original documents — Adobe PDF files look exactly 
like original documents and preserve the fonts, images, graphics, and layout of any source file 
— regardless of the application and platform used to create it. 
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It shares documents with anyone — Adobe PDF documents can be shared, viewed, and printed 
by anyone, on any system, using free Adobe Reader® software — regardless of the operating 
system, original application, or fonts. 
To download the latest version of Adobe Reader go the following web site. 
http://get.adobe.com/reader/ 
 
 

Printing Individual Pages from an Adobe File 
 
 

1) First, open the document as you normally would. Once it opens you should see the first 
page of the memo: 

 

 
 

2) Read through the memo and attachments and determine what you need to print.  

 

3) Make note of the page numbers you need to print as you read through the memo. The 
easiest place to find the current page number you are viewing is on the toolbar at the 
top: 

 

http://get.adobe.com/reader/
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4) When you are ready to print, click “file” and then “print” from the toolbar: 

 

 
 
 

5) Once the Print screen pops up, select Pages in the Print Range Box. In the field to the 

right enter the page numbers you need to print, separated by a comma. Click Ok and 

just the pages you entered will print.  
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Printing in Gray Scale Only 
 
 

1) If a POG or memo has color but you do not want to print with color, follow all of the steps 
above but do not click Ok.  
 

2) When the Print screen pops up, select Properties: 
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3) When the Print Properties screen pops up, select Black and White Print and then hit Ok. 
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4) Once you hit Ok, the Print Properties screen will disappear and you will again see the 

Print screen. Hit Ok a second time and your document will print without color.  

 

Enter a Store Visit 
 
 
There are two locations from your My Week Screen where you can actually enter into the 
“Record a store visit” screen shown below. They are: 
 

1) Directly next to the store name and number in your weekly schedule - click on enter visit 
 

 
 

2) By using the store search button to search for a store. 
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Once you locate the store you are searching for, click Enter Visit. 
 

 
 
The record store visit screen will now appear.  
 

Note it is important that you enter your stores in the order that they were visited. 
 

 
                Record Store Visit screen 
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Pick the date you visited the store by clicking the drop down box to open the calendar days. 
 

 
Record Store Visit: Select Visit Date 

 
 
Entering Service Activity Information 
 

 You will enter all information for one service activity before going on to the next. 

 You will enter time by selecting from the drop down menu. Click on the links to pick what 
you want for each entry.  

 If you exceed the allotted time, a pop up message will alert you. Communicate any 
additional time to your District Manager. They will receive a notice about it from ROSS. 
Enter the time you actually worked. 

 
 

 
    Service Activity Entry 
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Placing an Order 
 
 
You’ll see the link for ordering next to the box for time. The link will only show as available for 
info if this is an account in which you place orders. 
 

 Click on the link to go to the order screen. 
 

 
 

 You will enter the items on the order screen by filling in the PO# (if required), and line # 
and quantity boxes as shown. 

 Once you enter the items by line # and click   they will list in the boxes 
below so you can see that you have entered the correct items to order. 

 

 As you add items by line number, the Total Pieces Ordered will calculate based on the 
quantities you specify. 

 Double check what you’ve entered! Once you’ve entered all items, click 
button. 
 

 
                      Order Screen—entering line numbers and quantity 
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Making Changes to an Order 

If you need to change the quantity of an item, you can change it by entering the additional 

amount needed. A pop up message will add the two entries and ask you to confirm that you 

would like the totaled amount. Click yes to adjust the amount.  

 
    Ordered items list 

You can also click the X button to remove an item from your order entirely. 
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Entering a Credit 
 
 
The link will only show as available for info if this is an account in which you place credits. 
 

 Click on the link to enter a credit. 
 

 
    Record Store Visit Screen, enter credit 
 

 All FGX credits must be entered into ROSS. Do not enter competitor credits. 

 Enter all information directly from the credit form that you wrote while in the store. 

 Enter the Credit Memo # exactly as printed on form. Do not change this number! 

 Enter Return Authorization # from project memo, Retail Support, or your District 
Manager. 

 Choose the Credit Type & Brand Name from the drop down menus (you will only be able 
to choose a brand name that corresponds to the product line you are reporting). 

 Enter amount using decimal points.  For example, if you enter 48, your entry will not be 
accepted; you must enter 48.00 for $48.00. 

 Click  after entering each line of the credit memo. 

 Click  to enter the credit and return to entering the store visit. 
 

 To enter additional credits under the same activity, continue this process by clicking 
(New Credits) until all credits have been entered. 
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Entering a DTR 
 
 
The process for entering a DTR is similar to the process for entering a credit. The link will only 
show as available for info if this is an account in which you place DTR. 

 

 
 

 You will select the product line and the time the DTR was taken – am or pm.   
 

 Each item will then be entered by line number and quantity. 
 

 Select the type of DTR from the drop down box, then click  
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 The item will then show in the items entered box. 

 Once you have entered all items click  
 

 
 
 
 

Entering an Inventory Update 
 
 
The link will only show as available for info if this is an account in which you conduct inventory 

updates. 

 Click on the link to go to the inventory update screen. 
 

 You’ll enter the items on the inventory screen by filling in the time the inventory was 
taken (AM/PM), and line # and quantity boxes as shown. 

 Once you enter the items by line # and click        they will list in the 
boxes below so you can see that you have entered the correct items. 
 

 Once you’ve entered all items, click  
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                         Inventory Update entry screen 

 

Making Changes to an Inventory Update 

If you need to change the quantity of an item, you can change it by entering the additional 

amount needed. A pop up message will add the two entries and ask you to confirm that you 

would like the totaled amount. Click Yes to adjust the amount.  

You can also click the X (delete button) to remove the item entirely from your inventory update. 
 
 

Entering Survey Response 
 
 
The link will only show as available if this is an account in which survey responses are required. 
 

 Click on the link to access the survey. 

 
Service List Screen with Survey Link 
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 Click on the survey name (hyperlink) to enter your responses to the survey.  If more than 
one survey is present, each survey will be listed separately. 

 

 Answer all survey questions.  If a question is left unanswered, you will not be able to 
save your survey and continue. 

 

 
 Enter Survey Responses 

 
 

 Some questions may allow you to type in your answer.  You may not type more than 300 
characters (about 50 words, including spaces). 
 

 If any questions require additional information, sub-question options will appear for you 
to answer.  It is only necessary for you to answer 1 of these sub-questions, based on 
your previous answer.  For example: 

 
1) Do you live in California?   

a. Yes 
b. No 

 
 

If yes, what is the nearest major city?   
a. Los Angeles   
b. San Francisco 
c. San Diego 
d. Sacramento 
e. Other 

 
If no, what region do you belong to?   

a. West (not CA) 
b. Midwest 
c. Mid South 
d. Southeast 
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e. Northeast 
f. None  

 

Any attempts made to answer both sub-questions will result in you having to go back 
and change your answer. 

 

 Click   to save your answers (you may have to scroll up to see this 
button) 
 

End Your Store Visit Entry 
 
 

 This will bring you back to the Record Store Visit screen where you can finish entering 
your visit.  Please note: clicking the My Week button will take you back to the My Week 
screen & will not save any of your visit information (including Survey answers).  
 

 When all visit information has been entered, click “Submit” to obtain a confirmation 
number & save your store visit information.  
 

Note if you do not get a confirmation number your work is not saved.  
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Activity Status 
 
 
Done with this service activity for this visit?  Even if you have more service activities to enter for 

this store, you need to choose a status to indicate that you are done entering information on this 

service activity. 

Your options include: 

 Complete: done with this activity for this visit 

 Incomplete: unable to complete the service activity--- must also choose a reason (see 
below) 
 

 
 
Incomplete Status: 

 
Core Visits:  If you did as much as you could, but felt that you could NOT complete the visit, 
enter Incomplete.  This will allow you to tell us what happened and why the service is 
incomplete.  Choose one of the reasons listed for not being able to complete your CORE visit.  
(If you are unsure of what reason you should choose, refer to the GEN-151). 
 
If you enter a CORE activity as incomplete, reason: Rep Scheduling Issue or Rep Mailing Not 
Received (you did not attempt to start the service activity on this visit), this store will show as 
late until the CORE service activity is reported as complete. 
 
If you enter a CORE activity as incomplete for any other reason than those listed above, it will 
NOT show up as late.  This is for informational purposes only. 
 
Project Activities:  If you went to do a project, but you couldn’t complete it for some reason, 
you’ll be able to let us know why.  We’ll know you attempted to do the project. This activity will 
still show as needing to be done in your MyWeek schedule. 
 
If you cannot complete a PROJECT activity, enter INCOMPLETE and select from the following 
reasons. 
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Incomplete Status Reasons 
 

Refer to the chart below on when to use specific reason codes. 
 

HOW TO RECORD TYPICAL INCOMPLETE REASON CODES 

Retail Support Number 888-431-0012 

ALL INSTRUCTIONS BELOW SHOULD BE FOLLOWED UNLESS THERE IS A DAILY UPDATE OR PROJECT 

STATING SOMETHING DIFFERENT 

ISSUE 

CALL/EMAIL 

District 

Manager 

CALL RETAIL SUPPORT  

TEAM (RST) 
WHAT CODE TO USE 

I Cannot Start Project Today  

Due To The Hours Caps 
YES   REP SCHEDULING 

I Was Not Aware Of Project 

/ Survey 
YES   REP SCHEDULING 

Did Not Receive Materials 

To Start   
YES 

Call RST For Tracking If The 

Project Has Started 

REP MAILING NOT 

RECEIVED                                                 

No Fixture  YES 

*Call RST For POD (If 

Available).                                          

*If Not Found With POD 

Information, Report to RST.                                                

*If No POD Available Call RST. 

NO FIXTURE 

No Product  YES 

*Call RST For POD (If 

Available).                                               

*If Not Found With POD 

Information, Report to RST.                                                

*If No POD Available Call RST. 

NO PRODUCT 

No Fixture And Product  YES 

*Call RST For POD (If 

Available).                                        

*If  Not Found With POD 

Information, Report to RST.                                                

*If No POD Available Call RST. 

NO FIXTURE AND NO 

PRODUCT 

Wrong Fixture / Product For 

Store - Were NOT Able To 

Set. 

YES Call RST 
WRONG 

FIXTURE/PRODUCT 

Wrong Fixture / Product - 

Were Able To Set 
YES Call RST 

WRONG 

FIXTURE/PRODUCT 



67 

 

ISSUE 

CALL/EMAIL 

District 

Manager 

CALL RETAIL SUPPORT  

TEAM (RST) 
WHAT CODE TO USE 

Damaged Fixture - Cannot 

Set - Need Replacement  
YES Call RST DAMAGED FIXTURE 

Fixture Is Slightly Damaged 

- Able To Complete Project - 

Will Need Replacement  

YES Call RST DAMAGED FIXTURE 

Project Graphics Missing Or 

Damaged 
YES Call RST GRAPHIC PARTS ISSUE  

If Project Component Parts 

Are Missing Such As Nose 

Bridges, Hooks, Mirrors - 

And Still Able To Set 

YES Call RST 
 GRAPHICS PARTS 

ISSUE 

Store Manager Is Having 

Inventory Or Store Manager 

Will Not Let You Do The 

Activity 

YES Call RST MANAGER REFUSED 

New Product unable to scan 

into stores system.   
YES 

Call RST - Confirm the product 

in the box matches the invoice 

and provide RST the order 

number on the invoice. 

MANAGER REFUSED 

Telxon Gun Is Needed To Do 

A Cycle Count, Scan Out A 

Credit Or Any Other Task  

And A Working Telxon Is 

Not Available 

YES   TELXON GUN ISSUE 

Store Will Be Temporarily 

Closed For An Extended 

Amount Of Time Or Closed 

Permanently 

YES Call RST STORE CLOSED 

REMEMBER TO INFORM YOUR DISTRICT MANAGER ON ALL ISSUES 

Key:             RST = RETAIL SUPPORT TEAM                       POD = PROOF OF DELIVERY 
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Finish Entering Work & Edit 
 
 

 Finish entering each service activity until complete with the store visit. 

 When you have finished entering all service activities for this store, double check your 
work!   

 Did you place an order or inventory update for the appropriate product lines?  

 Did you enter all your credits or DTRs? 

 Did you enter a status/reason? 

 If you need you can go back and edit an order, credit/DTR, or inventory update. 

 Once you click    no changes can be made! 

 When you have finished entering all CORE and PROJECT activities for this store visit, 

click    
 
 

Travel Details Screen 
 
After submitting your visit, you will move to the Travel Detail Screen.  On this screen you will 
enter the time and miles incurred in driving to each location.  You will also enter administrative 
time in the appropriate section.  
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There is an entry field in which you would indicate if this was your last visit.  If you indicate no 
and submit, you will receive a confirmation number and then return to the store visit entry 

screen.  If you indicate yes, you will move to the confirmation screen. 
       
You’ll now see all the work you have entered and receive a confirmation number for these 
entries. If you forgot to enter any information from the visit (i.e. Order or credit info) contact your 
District Manager. 
 
Remember to record your confirmation number on your Ross Entry Worksheet and any 
order/inventory update forms in case you need to refer to this entry.  
 
Note if you do not get a confirmation number your visit did not submit. 
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ROSS Troubleshooting 
 
 
 

PROBLEM SOLUTION 

I received an error message while 
on ROSS 

Call the MSA Help Desk (800-327-8325) 

I am entering an order (or 
inventory) and received a message 
saying “invalid line #” 

ROSS checks whether the item is available to 
order in this account right when you order it.  Call 
or your District Manager and the Retail Support 
Team with the item information (not just the line 
#), and they will help find out whether this is a 
valid item in the account. 

I don’t know what my username & 
password is for the e-store 

REP username is fgxi, password: reps 

I entered an order for the wrong 
store.  

Call your District Manager and the Retail Support 
team ASAP.  The order can be canceled & your 
District Manager can enter the order in for the 
correct store.  Always check the store info at the 
top of the screen before submitting the visit. 

I entered a credit for the wrong 
store. 

No changes can be made.  Mail in the credit as 
usual and make a note on the credit form that 
you entered the credit against the wrong store. 

I called in a visit on Saturday night, 
but it isn’t showing on my payroll 
backup. 

Any visits submitted in ROSS after 11:59 PM 
EST Saturday night will be paid in the following 
week’s payroll. 

Do I have to accept cookies in 
order to use ROSS? 

Yes, you must accept cookies in order to use ROSS.  We 
use a cookie to identify you. This cookie is a small piece of 
information stored by your browser that allows you to 
remain logged in to your account as you move from page 
to page. It's set when you log in with your user name and 
password. 

 
If you are prompted to accept a cookie after logging in to 
the site, it's important that you accept.  Declining the 
cookie may cause your login session to expire immediately 
or other functional problems that would prevent full access 
to your account. If your browser is configured to reject all 
cookies automatically, you will not be able to log in to 
ROSS. Instead, you may see an error page. 
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E-Store 
 
 
The FGX e-store is a resource for reps to order common supplies directly which will be 
delivered to your home.  It works the same way as many electronic stores. 
 

1) Click  from your ROSS My Week page.  
 

2) You will now see a screen to enter a user name and password.  You do not need to 
create your own username or password here, nor do you use your ROSS login 
information.  Use the following login information below: 

 
Enter the customer ID:   fgxi 

Enter password:   reps 
 

 
 
 

 
3) Click   

 
4) You will now see a screen similar to the one shown below: 
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This is where you will be able to find and search for items you would like to order. 

Using the options on the left hand side of the screen, click on the category from which 

you would like to order.  For example, if you need a Rite Aid Reader Credit Memo (GEN-

69), you would click “Rite Aid Forms” and a list of all Rite Aid forms would be presented. 

 
Here is a close up view of the category options: 
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5) You could also type “gen-69” into the search box, click Keyword Search and anything 

relating to GEN-69 would be presented. 
 

 
 

6) To order an item, simply check the box in the Select column for the item you are 
ordering.  An automatic quantity of 1 will be added to the quantity column.  You may 
adjust the number to reflect the actual quantity that you would like to order.  Please 
remember that some items have a maximum allowable limit (example, GEN-02 Do-Its 
maximum=3).  If you key in a quantity greater than the maximum, your order will only be 
fulfilled up to the maximum allowable quantity. 
 

 
 
 

7) When you have finished selecting all items from this category, click the “Add to Cart” 
button. You must click this button before selecting a new category, or selected items will 

be lost. 
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8) The shopping cart section on the left side of the page will update each time you click this 
button. 
 

 
 
 

9) When you have finished selecting all of your items, and are ready to check out, click 
“Check Out”.  You will be directed to the Check Out page. 
 

10) You must enter a “Needed By” date.  Please keep in mind that orders will not be 
expedited unless approval is received from the FGX Corporate Office.  We encourage 
reps to plan ahead and limit orders to once a month and order with enough notice to 
accommodate shipping. 
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11) Enter your name, address and a valid email address in the appropriate fields. 
 

12) Click  
 

13) You will now have to enter your name and email address (or comments). 
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14) You will receive a summary of your order.  Review your information to make sure 
everything is correct.  If you need to go back and change your order, click 

 

 If you need to cancel your order completely, click  
 

 If everything is correct, and you are ready to submit, click  
 

 
 
 

15) Once you click  , your order will be entered for fulfillment, and you will 
receive an order number.  You may print the confirmation page for your records or 
record your order number in case you need it for reference.  You will also receive a 
confirmation e-mail. 
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16) When finished, click “Another Order” then on the left side of the navigation bar click “Log 
Out” to end your ordering session.  

 

 


