
I s s u e s  T r a c k i n g  g u i d e

Callbacks/Remakes/Claims

Frequency & 
Reason

Cost

Area 
Module

Job 
Processes

ActionFlow can help you track, monitor, and view issue 
(callbacks, claims, and remakes) activity in your shop.

To accurately track and address the impact of issues, ActionFlow 
can capture the frequency, reason, and associated cost. 

AF users can easily 
generate a report that 

will give them a 
comprehensive view 

into their 
callback/claim/remake 

activity.



T r a c k i n g  I s s u e s

Getting Started
Tracking issues (callbacks, claims, remakes) begins when a shop 

user, installer, or project manager indicates that a problem 
occurred during the process.

For example, there is an 
“Install” action in this process. 

If the installer completes the 
“Install” action with a 

“Reinstall” decision, this creates 
a “Schedule Reinstall” action 

assigned to the scheduler

AND

a “Reinstall Reason” action that 
is assigned to the project 

manager.



1. Area Module

When the project manager (or 
similar role) is assigned an 

issue action like, “Fabrication 
Problem” or “Reinstall Reason” 

action, there are 2 steps to 
take.

1 . Edit  the area where the issue occurred.  

C a p t u r i n g  C o s t

Does a top need to be remade?
Yes No

The first step is to capture the cost and revenue associated 
with the issue in the Area Module.

1. Capture the cost in the area module.
2. Capture the reason in the job process by completing the action and 

filling out the issue reason window.

The project manager can follow the guide below. We recommend 
scheduling a training call with your account manager to review these steps.



1 . F ind the impacted top.

2 . Duplicate the top and designate 

i t  as  a “Remake” by scrol l ing to 

the r ight in the Top List  Grid 

and checking the “Remake” box.

Does a top need to be remade?

Yes No

Once the remake checkbox has been marked,  any labor 

or material  l ine i tem associated with this top wi l l  

automatical ly  be tracked with indicators :  “ remake” and 

“ issue”



Does a top need to be remade?Yes No

I n  t he l i ne i t ems o f  
t h e “ Area S ummary , ”  

t h e S q Ft  a nd E dge o f  
t hat  t o p  a re  indicated 

wi th  “ Remake. ”

The “ Issue?”  checkbox in the “Line I tems” tab is  

automatical ly  marked for any l ine i tems associated with 

the remade top.

The remade cost and revenue are calculated and tracked.



NoYes
Ensure the accuracy of Inventory Items

I f  you remake a top that has inventory i tems attached,  

you may need to adjust  the inventory i tems.

For example, this 
top had a farm sink 
attached and it is 
unlikely another 

farm sink is needed 
as part of the 

remake. 



Does a top need to be remade? No

I f  the reason for an issue does not  require a duplicate 

top,  add a new l ine i tem and check the “ Issue?“  column. 

The fabricator and customer 
determined that the customer would 

be charged for the addit ional  tr ip.

So,  the fabricator overrode revenue 
value to account for addit ional  cost .

In this example,  a  new 
faucet and an addit ional  
tr ip charge were needed 

for the job.  

The “Delta 1234”  
faucet l ine i tem 
and “Misc –  Tr ip 

charge” l ine i tem 
are both marked 

as “ issue” l ine 
i tems.  



Ensure the accuracy of cost and revenue 
amounts for Issue line items

Soo…How do I use this information?
1 . Use Issue reports to monitor the cost and revenue 

associated with cal lbacks,  c laims,  and remakes.

2 . Subsequent invoices provided to the customer include 
addit ional  l ine i tems i f  you charged for them ( ie .  faucet or  
tr ip charge)  but they wi l l  not  see the addit ional  costs .

In cases where the issue is  the fault  
of  the fabricator ,  you wi l l  l ikely  need 

to make sure the customer i sn’t  
charged by overriding revenue to 0 

for issue l ine i tems.

This is  done automatical ly  for the 
material  and edge in the case of  

“ remakes.”

You may need to 
override the cost for 

issue l ine i tems.

In this  example,  the 
addit ional  Tr ip  Charge 

associated with this  
issue cost  the 

fabricator  $200.



I s s u e  R e p o r t i n g  -  C o s t
The “ Issue Category and Reason” report tracks the cost and 

revenue associated with issues.

The “Report Totals” section 
shows the revenue, cost, 

and margin for material and 
non-material line items.

The “material ”  costs  come from the faucet and the granite that 
had to be remade.

The “non-material ”  costs come from the addit ional  tr ip and the 
labor on the edging for the piece that had to be remade.

In this case,  the shop decided to charge the customer for the 
addit ional  faucet and tr ip charge so there is  revenue.

Check 
“Show Job 
Details” to 
see how 
the cost 

and 
revenue 

totals 
break 
down.



T r a c k i n g  R e a s o n  &  F r e q u e n c y

2. Job Process

When the project manager is assigned an issue action like, “Fabrication 
Problem” or “Reinstall Reason” action, there are 2 steps to take.

1. Capture the cost in the area module.
2. Capture the reason in the job process by completing the action and 

filling out the issue reason window.

1 . Complete the issue action by c l icking “Done” .  

2 . F i l l  o u t  t h e p o p -up f i e lds :

• C ategory  ( i e .  t e mplate ,  s a les ,  

p u rchas ing e t c . )

• R eason

• U ser

• Whether  a  d eadl ine  was  mi ssed

• C omment  

In this example,  the 
decision on the “ Instal l ”  

action was “Reinstal l ”  
which created the 

“Schedule Reinstal l ”  
and “Reinstal l  Reason” 

actions.

Note: For this to work, you need to have completed the setup process with your 
account manager so that ActionFlow knows when to ask for an issue reason.

Some clients have set up an 
unregistered user for this field.
Talk to your account manager



In some cases,  the project 

manager may f i rst  need to 

complete another action 

l ike “Edge” or  “ Instal l ”  and 

select the decision you set  

up to indicate a problem.

The project manager completes the “Edge” act ion by selecting 

the “Problem” decision and cl icking “Done.”  

This step wi l l  create the “Fabrication Problem” action.

I f  t h e  p r oject  manager  d i d  n ot  

d e s ignate  a t  l e ast  o ne l i ne i t em a s  a  

“ i ssue”  i n  t h e A rea  M odule ,  t h ere  

wi l l  b e  a  p o p -up r eminder  t o  v i s i t  

t h e  A rea mo dule  a nd a d just  t h e l i ne 

i t ems s o  t h at  A c t ionFlow c an 

a ccurate ly  t r ack t h e c ost .



I s s u e  R e p o r t i n g  –  
F r e q u e n c y  a n d  R e a s o n

The “ Issues Category and Reason” report tracks the number of  
i ssues and the reasons they occurred.

The “Report Totals” 
section shows the # of :

• Total Issues
• Total Affected Jobs

• Total Missed Deadlines
• Total Remake SqFt

The “Category Totals” 
section shows at which 

point in the process the 
problem occurred.

The bottom section of  the report ,  breaks down the affected jobs 
into their  categories with key detai ls  as  to what went wrong.



Check “Show Only Missed 
Deadlines” to see jobs 

that caused a deadline to 
be missed.

As a reminder, the project manager can 
indicate a deadline was missed when 

filling out the popup during the process.

If the project manager 
did not provide a 

category or reason for 
the problem, those 
will be blank on the 

report.



S e t u p
Start

Action when Issue 
Occurs

Decis ion

1 . I d ent i f y  2 - 3  s t eps  i n  y o ur  p r ocess  where i s s ues  t e nd t o  o ccur .

2 . W ork  w i th y o ur  a ccount  manager  t o  f i nd t h e  e xact  a c t i on i n  y o ur  

p r ocess  w hen t hose  p robl ems w o ul d  o ccur .

3 . W ork  w i th y o ur  a ccount  manager  t o  d e termi ne i f  t here i s  a n  e x i st ing 

d ec i s i on a t t ached t o  t hat  a ct i on t hat  c oul d  b e  u s ed t o  c a pture  i s sue 

d a ta .

4. I d ent i f y  t he  r easons  t h e  i s sues o ccur  t h at  y o u  w oul d  l i ke t o  t r ack.  ( h i nt :  

w e  p rov i de a  l i s t  o f  c ategor i es  a nd r easons  t hat  c an h el p  y o u g et  

s t ar ted)  

Template Reschedule

Saw
Doesn’t 
exist

Wrong overhang, 
Template/Drawing do 
not match, etc. 

Reasons

Cut wrong material, did 
not cut backsplash, etc.

In this example, we want to 
track problems that happen 

when a “Template” required a 
“Reschedule” decision.



DO you need to update the Job Process?
I t  i s  necessary to have fol low-up actions because of  some issues.

If  you are part of the setup process for “Issue Tracking,” 

discuss with your account manager which issues may 

require changes to your process.

As an obvious example,  i f  a  

s lab breaks during an instal l  

and the job wi l l  require a 

“Reinstal l , ”  the process needs a 

“Schedule Reinstal l ”  action.

In the case of  a  problem during 

fabrication,  the shop may want to 

track that the problem happened, 

but i t  would depend on the 

circumstances whether the 

process needed a fol low-up action.

In some cases,  an addit ional  “Saw” action may be need to be 

scheduled,  in other cases,  i t  may not be necessary to run the job 

through the saw again .
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