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Breaking “Murphy’s Law”
Operating a high volume, wholesale embroidery company has provided me with a
unique perspective of the Promotional Products marketplace. Over the years I have
seen “Murphy’s Law” (If anything can go wrong, it will) become the predominant rule
for many of our customers, as well as our competitors. I see (and often feel) the
demands and challenges that your customers place on you everyday. At RGR we
spend much of our time helping you meet these demands and challenges by
providing you a service that makes every effort to break “Murphy’s Law”.
What I have learned over these many years is that 99% of “Murphy’s” visits could
have been avoided by utilizing clear communication and follow-up. The number one
weapon in our battle with “Murphy’s Law” is INFORMATION. In fact, just about every
problem situation I have encountered with an order could have been averted if the
proper information was available at a key moment in the order process.
Information and follow-up is even more critical in the Contract Embroidery arena of
the Promotional Products marketplace due to the fact that multiple vendors are often
involved. It is not uncommon for RGR to process orders with multiple garment
vendors, a graphic artist, an outside digitizer, a screen printer, and lastly our sewing.
Complexity of this nature requires excellent communications between RGR, you, and
your other vendors.
For our part with communications I am pleased to present you with this manual for
our “Customer Service Information System” (CSIS). This manual represents the
culmination of several years of development. Our system is email / web based and
will provide you with the timely information you require to manage your business.
Our CSIS is not new. We have been using it since 2002 while upgrading it
often. However, this detailed explanation of our CSIS is new and will help give you a
more thorough understanding of each component. Your understanding is essential to
maximizing the use of the information available.
I am certain our CSIS makes RGR Embroidery unique in the Industry. I am unaware
of any competitor providing similar easily accessible and timely information. If you
have any comments or questions regarding this manual or our CSIS feel free to give
me a ring or send an email. My ext. is 4# and my email is johnm@rgrembroidery.com
.
I thank you for taking the time to review this manual. For those of you that are
current customers I thank you for your continued business. And for those who are
considering RGR’s services I thank you for your interest.

John Morris
CEO

RGR EMBROIDERY
CUSTOMER SERVICE INFORMATION SYSTEM
CSIS
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What is CSIS?
Our “Customer Service Information System” or CSIS is an information
communications system designed to keep you, our customer, updated on the
status of your current RGR Embroidery orders. The system provides you with
the timely information you need to take the appropriate actions and to make all
the necessary decisions required to fulfill your customer’s expectations.
Meeting these expectations requires a partnership approach with all the
information necessary to complete an embroidery order. This partnership begins
with the understanding that RGR is unable to proceed with any order until all
required information has been decided upon by you and your customer, and
clearly communicated to RGR. Once all the required information has been
communicated the partnership continues with RGR’s commitment to a scheduled
ship date based upon RGR’s current published turnaround time or an agreed
upon Rush Service. Once the ship date has been established, you can be
confident that your order instructions will be expertly executed and your order will
ship on or before that date. In fact, RGR Embroidery tracks this performance and
currently has 99.8% efficiency on published ship dates. Now that is a comforting
number.
CSIS makes this partnership work. The system provides you the status of your
orders, as well as communicates what additional information is required to
generate a scheduled ship date. CSIS is an event-based system. CSIS
communicates to you at every step of your order process to:
1. Notify you the event occurred
2. Indicates any needed information, or actions required by you, for RGR
to proceed.
This is automatic. The point here is that as an event-based system, if you have
not received the CSIS communication, the event has not occurred. CSIS does
not tell you directly that garments have not been delivered, as that is a nonevent. But the fact you have not received this communication indicates such.
CSIS will generate the following communications. These are explained in detail in
this manual.
1. Purchase Order Verification
2. Job Pricing
3. Garments Received Verification – Scheduled Ship Date
4. Shipment Notification
5. Invoice
6. Change Notification
7. Your Company’s Order Status Web Page (for customers with a history
of multiple orders)
CSIS is a work in progress. Updates are being added as they are developed. We
welcome all comments and suggestions.
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Purchase Order
Verification
After we receive your Purchase Order (PO), we
input the data into our system. Upon
completion of data entry, your order contact
will receive a PO Verification email. We make
every effort to process all PO's within 24 hours
of receipt. If you do not receive a PO
verification within 24 hours please call to
verify that we received your PO.
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We ask that you check all information on your
PO Verification for accuracy. Detail of each
numbered section is on the following page.
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RGR policies and procedures. A link is also
provided to our web site for more details.

If your logo(s) is currently on file you will find a .jpg
image at the bottom of the email. The logos may
not be in the color requested for the order but will
give you a quick visual of the logo. These logos will
"PRINT" pretty much to scale from the report.
(These logo images will appear on the Garments
Rec'd emails as well as the Status Change emails.
We have omitted them from those email
presentations that follow in an effort to provide
larger examples.)
AOL USERS: AOL will not allow the logo images to
be a part of the email. If you are an AOL USER we
provide special links to our web site for viewing
your logos to be sewn. To access your logo image
click on the Logo Name in section #5. The name is a
direct link to the image. If the design is new, please
allow 24 hours for the image to be uploaded to the
web site.
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Purchase Order Verification Part 2
1

2

Please verify that we have
entered your information
correctly,
i.e. : PO#, Order Date, Contact
person.
Note: Requested ship or in hands
date are for reminder purposes
only. RGR sews all garments on a
First Ready-First Sewn basis.

3

Verify your service level.
Standard = Our standard turnaround time with
no rush charge.
GOLD = same day sewing 150% RUSH CHARGE
RED= 24 Hour sewing 100% RUSH CHARGE
BLUE = 48 Hour sewing 50% RUSH CHARGE
ORANGE=72 Hour sewing 20% RUSH CHARGE

Please verify the ship to
information for the order and
the Ship Method. If the order is
to be billed to a third party
please verify that the 3rd Party
Number has been entered. All
expedited shipping requires 3rd
Party Billing.

Verify polybagging for your order.YES or NO,
polybagging is available at $0.25 per piece.
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This very important section is the order status box. When all order status requirements are satisfied i.e. : waiting on garments, need color
information, need customer supplied tape, or RGR is digitizing the design, need approvals, etc., your scheduled ship date will be shown. If any order
status requirement is not satisfied it will be listed as shown above. The scheduled ship date is only assigned once all production requirements are
satisfied.
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Here is the logo information for your order. Our data entry system can accomodate up to 4 logos
per garment. If more than 4 logos are used on an order we will need to split the PO into an A & B.
The large logo boxes at the top will display the name of your logo as we have it in our system, the
stitch count, and the logo status. Under each listed garment is where we indicate the logo to be
sewn on that garment by #, as well as colorway status, and location. In this example, the shirts on
Line 1 will have Logo#1 sewn on the Left chest.The shirts on Line 2 will be sewn with Logo#1 on
the left chest and Logo#2 on the Left Sleeve. Note that we need color information for Logo#2 for
the shirts on Line 2.The abbreviations we use for sewing locations are listed on our web site at:
http://www.rgrembroidery.com/pages/garmentloc2.html
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This is where we list the garments and sizes for your
order. Verify that we have entered them correctly from
your PO. Pre-production sample requests are listed to the
far right.
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These boxes will include any special
sewing instructions for your order as well
as list any specific information that we
need to complete your order.This is in
addition to what may be listed in the
order status box above.

Job Pricing Notification
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You will receive a Job Pricing Notification along with your PO Verification. This email will verify the correct pricing for your order
based on the logo stitch counts and quantities of goods to be sewn as indicated on your PO. All quotes must be sent with your
PO to be honored. If you received a quote different from what is indicated (incl TBD) please contact your Account Manager to
resolve prior to production.

Embroidery run
charges for your order.
A TBD indicates that
the logo stitch count
can not be verified at
the present time.

Polybagging charges if
they apply to your
order.
Digitizing charges
associated with your
order.

Garments Received Verification
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Part 1

Upon receipt of garments from your vendor we will send you a Garments Rec'd Verification notice via email
that will show you what we received, and if there are shortages or discrepancies in your order. This is a similar
notice as the PO Verification, again verify the common information as it should be the same unless a change
has taken place.

This information should
be the same as your PO
Verification unless a
change has been made to
your PO. Please verify that
the information is correct.
This status bar is most
important to your order. It
will tell you the
information we need to
complete the order. In this
instance we rec'd a partial
shipment from the vendor.
Also, we need a tape
approval for logo #2.
This will list the garments
we rec'd so you can easily
determine what we may
be missing to complete
your order. Ordered qty is
in yellow, rec'd qty is in
blue. Overages and
shortages are indicated in
gray as +/-.
Check these boxes for
special information that
we may need to complete
the order.

Garments Received Verification
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Part 2

After we receive all the garments for the order, and all status requirements are satisfied (approvals, customer
supplied tape, colors, locations, etc.) your Garment Rec'd Verification will display your scheduled ship date in the
status box. RGR sews all standard service level jobs on a first ready - first sewn basis. Please verify that this ship
date meets your order requirements and if you require an expedited service level contact your Account Manager
ASAP. Expedited service requests must be made in writing and in most cases will incur a rush charge.

When the order
requirements are satisfied,
a ship date will appear in
the status box. All orders
are scheduled on a first
ready - first sewn basis.
We show the requested
ship date only as a
reminder to you for your
assessing if expedited
service should be
requested.

Change Status Notification
Whenever a change is communicated for your order you may receive a Change Status Notification via email.
You might receive this form for a number of reasons, i.e. the garments have changed for your order, the logos
have changed for your order, a change in the ship date or service level, ship address change, etc.

Indicates that this is a
change status notification.
This form is setup with the
same information as the PO
Verification and the
Garments Rec'd Verification.

In this case, the change was
that now ALL shirts will get
2 location embroidery. The
change should be notated
in the green box.
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Shipment Notification
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At the time we ship your order, we will send you this Shipment Notification. This also serves as your notification
that your order is ready for Pickup. All Pickup orders will be indicated as "Pickup" in the "Ship Via" line. Note:
The Package will not be able to be tracked until UPS receives our shipping data at the end of the day.
Please verify ASAP that this
information is correct when you
receive this email. After the
shipment has left the building we
cannot correct mis-shipped items.
Verify: the ship to address, the ship
method, and the garments that
have been shipped. If a ship
method or address change is required
after the shipment has been processed
an additional handling charge may be
applied. You can easily track your
order by clicking the tracking #.
Save this email in a folder for easy
tracking if questions arise.
Note: Our system will
accommodate up to 3 different
shipping addresses per order. You
will need to scroll down the screen
to view the additional shipments.
Multiple Drop ships will incur
additional charges. We are unable
to notify you of each shipment if
more than 3 ship to addresses are
used. Please contact your Account
Manager directly in those cases.

The first box in the shipment is
shipped with this label-packing
slip applied to the outside of
each box. As RGR Embroidery
is a blind supplier, all boxes are
shipped indicating you as
the shipper.
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Your Invoice

Your invoice will be emailed to the order contact as well as your company's Accounts Payables contact at
the time the order is processed to ship. This is the only invoice you will receive. If you require a mailed copy
please make that request to your Account Manager.

The date of the invoice
and invoice number.

Ship to address
PO Number
FEP level
Terms
Shipping Information
Tracking Link
Order run charges,
digitizing charges will
also be listed if
applicable.
Polybagging charges if
applicable.
Shipping charges and
box handling charges. We
charge $2.50 per box
handling charge for the
1st four boxes, $1.50 for
the next 4, and $0.75 for
the remaining boxes if
applicable.
Your invoice total.

Your Company's Web Page
For customers who run multiple orders consistently at the same time RGR will set up a web page for your
company so you can access to your order status 24 hours a day 7 days a week. If you would like a web page
created for your company please make that request to your Account Manager. See separate page for "Log-In"
instructions.

www.rgrembroidery.com

DOE
Your current Frequent
Embroidery Program
(FEP) discount status.
Quick links to your
current price grid,
tape/design library,
access current
invoices, and price
calculator.
Our current turn
around time. Your order
will ship this many days
from the completion of
all status requirements.
Special Announcements
Time of the last update
of this web page.
Your account manager
contact info and a link
to an online order form.

This is the status line for
each order. It shows:
PO Number
Order Date
Primary Logo
Quantity ordered
Order Status-click link
for detailed info
Scheduled ship date
Actual Ship Date
Tracking number
Job Cost/Invoice for this
order

We strongly suggest you visit your web page frequently. Please add the page to your "Favorites" list, or even
better, create a shortcut on your desktop. Your page is updated every couple of hours and will directly reflect the
information we have recorded for your order. If you need assistance adding this page to "Favorites" or creating a
"Shortcut" on your desk top please give us a call. In most cases we can talk you through the process in just a
minute or two.

Quick links to other
useful information.
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Your Company's Designs
Linking to this page will list the current designs we have on file for your company. Designs are in alphabetical
order with the "exact" name we use for the design in our system. Other information available is the stitch
count of the design and the date it was last used. If you click on a design it will open a jpeg of the design for
reference purposes. The design may not be in the correct colors for the order but will typically print to scale.
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Log In instructions for your RGR Embroidery
Online Order Status Web Page
Please Distribute to Your Sales People and Admin. Assistants

1. GOTO www.rgrembroidery.com
Select your company from the
drop down list.

2. Input your password and “click”
the login button. If you do not have
your password please call RGR so we
can give it to you.

RGR Price Calculator
min

$5.00 EA.
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Sewout Approval Form
If your order contains a logo that needs digitizing, you will receive this form via email AFTER your logo has been
digitized and sewn out. This form is a communication tool to let you know that a sewout has been done and is
ready for your review. We include a jpeg image of your new digitized logo only for communication purposes.
You should not use this jpeg to proof your logo, jpeg images are low resolution files and do not represent the
TRUE representation of the sewout. You can reply to this email once the logo is approved or print out the form,
sign it, and fax back to RGR at 770.455.0155.

This will show the contact
person on the order, the stitch
count of the logo, the PO#, and
the date the form was sent to
you.

The jpeg of your logo may or
may not be in correct colors due
to the nature of our system. The
jpeg is created to scale and will
print pretty much to scale, but
may not be to scale on screen.
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Frequently Asked Questions
Embroidery is very complex in nature, much more so than most other custom processes. Being a seller
of embroidered goods requires a working understanding of the process, possibilities, and limitations.
We welcome all our customers to come by and spend an hour or so with us so we can share with you
an overview of the embroidery process and the inside workings at RGR. We know that our wellinformed customers are most often our more successful customers. Our customers have many
questions so we have put together a list of those most frequently asked. You will find these below,
however if you don’t find it here please give us a call.
Click on a question to jump to the answer.

1. How can I get Started doing business with RGR Embroidery?
2. What information do you require on a Purchase Order?
3. Why will RGR not schedule a ship date when I send you my order?
4. How do I get my design to RGR Embroidery?
5. Can I have garments sent to you for embroidery?
6. What is FEP?
7. What is the proof/approval process?
8. Can I provide an Embroidery Tape?
9. What is your repeat order process?
10. What if I do not have a design?
11. Do you have minimums?
12. Do you have maximums?
13. Do you fold and polybag items?
14. Do you provide samples before production?
15. Do you have rush service available?
16. What is your turn around time?
17. Can I get my shirts personalized with names?
18. Can I receive a quote before I decide to have the design digitized?
19. What is your standard shipping method?
20. How do you package for shipping?
21. Can I ship the same order to multiple ship addresses?
22. What is a Colorway?
23. What is the Per Box Handling/Admin charge?
24. What is Digitizing?
25. What artwork can you use for digitizing?
26. What is a Tape or Punching a Tape?
27. What is a Program Price?
28. Are there items you cannot embroider?
29. What color thread do you have?
30. What is metallic thread?
31. Can you special order a thread color?
32. What is Spoilage and what is your policy?

1. How can I get Started doing business with RGR Embroidery?
We always welcome new business! We provide corporate and custom embroidery at
the wholesale level for various promotional product distributors specializing in corporate, small
business, resort, school, clubs and other types of organizations needing custom embroidery and logo
digitizing services.
To get started, you can e-mail us info@rgrembroidery.com or call 770-455-4522 for a new customer
packet. Or download a new customer packet from here and fax it back to us.

2. What information do you require on a Purchase Order?
RGR requires a Purchase Order (PO) for every order. The PO becomes framework for successful
completion for all orders. We require the following information to process your PO completely:

a.
b.
c.
d.
e.
f.
g.
h.
i.
j.
k.

Company Name
Purchase Order Number
Contact Name and Contact Number
Product Description
Item Quantity and Size
Logo Name/Decription
Logo Location
Logo Colors
Ship to address
Ship method if different than UPS Ground
Third Party Shipping Account (if applicable)

3. Why will RGR not schedule a ship date when I send you my order?
RGR Embroidery sews orders on a “FIRST READY – FIRST SEWN” basis. Our efficiency and
consistency is a result of this policy. As a contract embroiderer we have no control of the outcome of
an order until all other vendors involved have successfully performed their services. And we do not
have control or contact with your customer who often delays approvals and other required decisions.
What RGR promises is that once all order requirements are satisfied we will schedule a ship date based
upon our current turnaround at that time (usually 3 days but may be as long as 5 days) and will ship
on that day or sooner. When your order is assigned a ship date all blocks of time have already been
filled with orders that were ready before yours. In cases where our standard turnaround will not meet
your customer’s expected ship date we have Rush Service levels available. As all the blocks of time are
filled, employees working extended shifts requiring overtime pay perform Rush Services. This is the
fairest way we know to operate our business. We know that often your other vendors do not perform
as expected. Remember, RGR is not responsible for your other vendors’ inabilities to perform. We
always make an effort to help you in these situations but Rush Charges will most likely be applied.

4. How do I get my design to RGR Embroidery?
You can e-mail us your design to artwork@rgrembroidery.com. Please send the highest resolution
possible, preferably vector art such as AI or EPS.

5. Can I have garments sent to you for embroidery?
Yes, in fact over 90% of the garments we sew are delivered directly from the garment vendors. One of
the services we provide is we count all the garments in by color and size and match the information
against your PO before we proceed with your order. See Per Box Handling Charge. All boxes shipped
directly to RGR must be addressed as follows.

Your Company Name and PO#
c/o RGR Embroidery
3597 Clearview Pkwy
Atlanta, GA 30340
If your shipment is received without your company name and the PO# given to RGR Embroidery (Not
your garment vendor’s PO#) we have no way to match the order to the job. This WILL DELAY the
processing of your order.

6. What is FEP?
This is our Frequent Embroidery Program all the details are spelled out here: Jump to FEP

7. What is the proof/approval process?
On all new orders we will be sending you a digital proof or sewn stitch-out proof for your
review. This proof will state the size, thread colors or pantone colors and overall location
of your imprint job. Please make sure to look over the proof carefully as once it is
approved we will process your order exactly as-is. Proofs are issued about 1-2 business
days after all forms and art have been received. If you do not receive a proof in that time
frame please bring that to our attention. Sometimes wrong email's are listed or caught in
Spam folders. Also, we do ask that you set your email account to send a confirmation
receipt of email's when in the proof/approval process. If we do not receive your art
approval we cannot proceed with your job.

8. Can I provide an Embroidery Tape?
Absolutely. Email to artwork@rgrembroidery.com referencing your company name and PO number in
the subject line. RGR Embroidery assumes customer is familiar with design quality and cannot be held
responsible for how your design sews. Should any corrections/adjustments be needed, you need to let
us know on your PO and pay for a sample stitch-out proof. Tape edits start at $20.00.

9. What is your repeat order process?
All orders are treated as new orders. You may reference a previous order for logo, colors, locations,
etc, but we strongly suggest including this information on your new PO. If you feel you need to
request a proof for a re-order, please indicate this on the purchase order.

10. What if I do not have a design?
We can help you with designing a logo in house thru our graphic design department. Graphic design is
billed at $50.00 per hour.

11. Do you have minimums?
No, we do not. However the more items you order, the better the unit price will be.

12. Do you have maximums?
No, we do not. However, please contact us in advance so that we can determine if we can fulfill your
quantity in the timeline requested.

13. Do you fold and polybag items?
Yes we do for an additional fee of .25 cents each. Please request this on your PO.

14. Do you provide samples before production?
We provide one free sewn embroidered swatch with each purchased digitized logo we
create. If you have an existing embroidery logo created by someone else, we require a pre-production swatch
at $12 or $1/thousand stitches based whichever is greater. The swatch must be approved prior to production.

15. Do you have rush service available?
YES. If our current turnaround time will not satisfy your required ship date, you may request one of the
following Rush Services. You may notice that these service levels are similar to the well-known UPS
expedited service levels. That is intentional so you can quickly assess which level is best for you. Keep
in mind that in many cases it is more cost effective to use an RGR Rush Service instead of paying
expedited shipping charges. Very often shipping garments overnight is more expensive per piece than
the RGR per piece rush charge.
Gold Rush: “Same Day Service”. If we receive your garments prior to 10:30am, and all other status
requirements are satisfied (see FAQ #3), we can ship up to 100 sewn logos that day. 150% rush
charge will be added to your invoice.
Red Rush: “Next Day 24 hour Service”. If we receive your garments prior to 1:00pm, and all other
status requirements are satisfied (see FAQ #3), we can ship up to 200 sewn logos the following day.
100% rush charge will be added to your invoice.
Blue Rush: “2nd Day 48 hour Service”. If we receive your garments prior to 1:00pm, and all other
status requirements are satisfied (see FAQ #3), we can ship up to 500 sewn logos two days later. 50%
rush charge will be added to your invoice.
Orange Rush: “3rd Day 72 hour Service”. If we receive your garments prior to 1:00pm, and all
other status requirements are satisfied (see FAQ #3), we can ship up to 500 sewn logos three days
later. 20% rush charge will be added to your invoice.

16. What is your turn around time?
Our normal turn around time is 3-5 days dependent upon final art approval and that all of your
garments/pieces are in hand to begin production. Please let us know if you have a specific date so we
can schedule it to ship on time for you. Click here for our current turnaround time.

17. Can I get my shirts personalized with names?
Yes, you can. We offer several ways to personalize your shirts beyond adding a custom
embroidered logo. Please contact us for more details.

18. Can I receive a quote before I decide to have the design digitized?
Many of our customers decide to request a quote before having the design digitized. You can submit a
quote to use either via our online form through your customer account, or via email to
artwork@rgrembroidery.com. Quotes are returned within 24 hours after having received them.

19. What is your standard shipping method?
All shipments will be by UPS Ground Trac or Courier unless otherwise specified by our customer. We do
not provide International shipping at this time. All shipments are "blind shipped" with you as the
shipper. We also apply a packing slip label to the 1st box so contents can be verified. RGR is not
responsible for losses during shipping. All shipments are insured for estimated value. RGR is not

responsible for under insurance. All tracking information is sent to you by e-mail. All shipping issues are
to be handled by you the customer.
IMPORTANT NOTE: We only have active accounts with UPS and Couriers. Therefore all other
shippers and all expedited shipments must be billed as 3rd Party. We require 3rd party numbers for
expedited shipping because in most cases the expedited shipping amount is greater than the sewing
charges. We offer generous terms to our customers, which the shipping companies do not provide to
us. Therefore shipping charges are always a cash flow negative event for RGR and we are unable to
absorb the additional cash flow loss incurred for orders where the shipping exceeds our charges.

20. How do you package for shipping?
All garments will be in a printers fold and neatly packaged in the same boxes as they were received.
We remove or cover all previous labels identifying RGR pior to shipping. A packing slip is applied to each
box indicating the total order quantity shipped. Single fold in individual poly-bags is offered at an
additional $.25 per piece charge.

21. Can I ship the same order to multiple ship addresses?
RGR is not a fulfillment service and does not have the infrastructure to efficiently handle multiple drop
shipments. That said, we do have the ability within our information system to handle up to 3 shipping
addresses per order. We will charge $7.50 per each additional shipping address. When shipping to
multiple shipping addresses we require that the garments are polybagged. The reason is that we do
not have the table space required to separate orders and we must use floor space. Also, if additional
boxes are required an additional $1.50 per box will be applied. If you have an order with more than 3
shipping addresses please get approval prior to sending your PO. Drop shipments are very labor
intensive and at peak production times we may not be able to provide the service.

22. What is a Colorway?
A colorway is the exact sequence that colors are sewn on a logo. Some logos are sewn in one color;
therefore the colorway is simply the one color. Other logos are sewn in multiple colors and the colors
have to be programmed in the sequence as determined by the digitized design to insure that each
design element is sewn in the correct color. Digitized designs provided to us in machine language are
colorblind, meaning they do not contain color information. What they provide are color change
commands. You must include the colorway with these digitized designs to enable us to proceed with
your job. If you cannot provide us the exact colorway, you will need to provide a color for each design
element for us to proceed. We cannot proceed with the color instruction of White and Red until we
know what specific elements of the design are sewn in which color.
Each different colorway must be sewn separately. We have strict limits on the number of colorways
that can be used per order. Each excess colorway is charged at $5.00 each or the order is billed as
samples whichever is less.
About colors: Exact color information must be provided. You must provide a thread color number by
manufacturer or a PMS color number. As an example we have over 30 shades of blue so providing
“Blue” as a color is insufficient. The only standard color names we accept are White, Red, Black, &
Navy.

23. What is the Per Box Handling/Admin charge?
Unlike others in our industry, we do not inflate shipping charges. We simply charge a $2.50 per box
handling fee. (See fee chart on RGR Job Cost Notification) The handling fee is charged for the service
of checking in your garments from your vendor for accuracy of your order as well as compensates for
the handling of heavy/bulky items that slow production. We check for size and color only. We do not
check styles i.e.: short sleeve or long sleeve. We do our best to protect you against the errors of your
garment vendors. We have saved our customers literally millions of dollars over the past few years
catching other vendor errors. RGR does make a rare mis-count of garments, however, by checking the
garments RGR is in no way taking on the responsibility for your other vendor’s errors. If your other

vendor had not initially made the error no error would have occurred. You must hold your other
vendors accountable for these errors.

24. What is Digitizing?
Digitizing has it's own section on our web page. Jump to Digitizing here

25. What artwork can you use for digitizing?
In depth information about this can be found here.

26. What is a Tape or Punching a Tape?
A Tape is a Digitized Design. Punching a Tape is the process of digitizing a Design. All industries use
jargon, and Tape and Punching are examples. The terms come from the days when embroidery
machines read sewing instructions from holes punched into a paper tape.

27. What is a Program Price?
A program price is a set unit price for a logo that is consistently sewn throughout the year. To qualify,
you must guarantee a minimum of 1000 pieces sewn with the exact logo per year. As a general rule, to
qualify for a program price your orders should be repeat orders 90% of the time. Each program price is
determined on a case-by-case basis and each price will require a minimum quantity. Note: A program
price is set for an exact logo. Any alteration to the exact logo is excluded from the set price and will be
billed using standard pricing.

28. Are there items you cannot embroider?
We utilize different embroidery machine platforms, which allow us to embroider most items. We are
limited only by our ability to hoop the sewing area, our ability to get a needle easily through the
material, and the size of the overall item. Some items you see embroidered were sewn prior to the
garment or item being assembled. An example would be a logo sewn on a shirt pocket. For us to sew
on a shirt pocket we would have to sew the pocket shut because there is not enough clearance for our
sewing arm to fit freely inside the pocket. Although there are very few things that we are unable to
sew it is always best to check with us first if you are sewing the item for the first time. In many cases,
especially with bags, we will need to see the item prior to knowing for sure if it can be sewn.
There are also items which we can sew but probably shouldn’t. Items like umbrellas and gore-tex
jackets can and have been sewn at RGR but please understand that these items will not be watertight
where embroidered.

29. What color thread do you have?
We have more than 350 thread colors in inventory. Our primary thread providers are Gunold & Stickma
and Madeira. These two companies are the world leaders in rayon thread manufacturing. We use their
premium brands insuring the classic sheen of a rayon thread embroidered logo. We recommend that
you obtain color cards from both of these companies. (Available for small fee) We can also accept most
other manufacturers thread numbers or a PMS number and we will select a close match.

30. What is metallic thread?
Metallic thread is thread that is coated with a foil like material. It provides a true metal look. We have a
gold and a silver metallic thread available. Using metallic thread will require a surcharge, and in many
cases will require a special tape different from the tape designed for rayon thread. Due to these
additional costs involved RGR does not recommend the use of metallic thread.

31. Can you special order a thread color?
With over 350 thread colors available we are almost always able to find reasonable color match. If a
reasonable match cannot be found RGR will add the new color to inventory. At times we run into
situations where the end user is not reasonable and is absolutely insistent on a specific manufacturer’s
thread number. We can special order thread for the job but the cost of the thread will be added to the
invoice. In most cases we can get by with one or two cones of thread. The cost of two cones plus
shipping is around $30. Upon completion of the job you may have any remaining thread sent to you for
safekeeping and can be returned if the order is repeated.

32. What is Spoilage and what is your policy?
Garment spoilage does occur in the embroidery business and must always be considered in your costs
as a seller of embroidered goods. Much of the success of RGR is due to the fact that spoilage at RGR is
a true rarity. Our spoilage rate over the past 3 years has been less than 1/10th of one percent.
Spoilage can result from mechanical failure (a blown oil gasket) as well as human error (transposed
number). When a spoilage situation occurs, for the issuance of credit, RGR recognizes the Industry
Standard of 2% Spoilage Allowance per order as rounded up to the next whole piece. RGR limits its
liability per item sewn to $40.00. RGR Embroidery will issue a credit on all verified RGR At Fault
spoilage over 2% per order, however no credit will be given under any circumstances for errors within
the 2% allowance. All orders by this definition are allowed one piece spoilage (even an order of one).
Liability is limited to $40.00 per item sewn.
Credit will be issued for over 2% of the following RGR At Fault Spoilage Only:
1. Logo sewn in wrong location.
2. Logo sewn in wrong color.
3. Wrong Logo sewn (only if sewn logo is different than the logo
recorded on the E-mailed Order Verification, Customer is responsible
for checking order verification for accuracy)
4. Garments that become soiled at RGR.
5. Sewn RGR Digitized Logo embroidery quality not equal to approved
sew-out or within "industry standards". Judgement is sole discretion of
RGR. To receive a credit for poor quality embroidery RGR must re-sew
the job with exact original instructions on the exact original color and
style of garments.

Please remember that RGR Embroidery is your Contract Embroiderer and that there are always other
vendors involved in the successful completion of your orders. RGR WILL NOT BE ACCOUNTABLE
FOR ERRORS RESULTING FROM YOUR OTHER VENDORS’ INABILITIES TO PERFORM.
RGR is not at fault and will not issue credits for the following:
1. Wrong garments sewn. RGR does make an effort to check your
garments received against your Purchase Order for quantity and sizes.
We do our best to protect you against the errors of your garment
vendors. We have saved our customers literally millions of dollars over
the past few years catching other vendor errors. RGR does make an
occasional mis-check of garments, however, by checking the garments

RGR is in no way taking on the responsibility for your other vendor’s
errors. If your other vendor had not initially made the error no error
would have occurred. You must hold your other vendors accountable
for these errors.
2 . Holes, dirt or other damage already on the garments when they
arrived at RGR. We will obviously notify our customer if we discover
the damage but we do not inspect the garments for such damage.
3. RGR is not responsible for poor quality embroidery caused by
digitizing from another source. RGR Strongly recommends ordering a
Pre Production Sample for approval prior to using a Tape from an
outside source when being sewn at RGR for the first time or on a
different material as all materials sew differently.
4. RGR is not responsible for any error resulting from not following
verbal instructions. ALL INSTRUCTIONS MUST BE IN WRITING.
For your protection all changes should be made on an RGR Embroidery
Change Order Form which has a signed verification returned for the
change. We use all instructions as written.
5 RGR is not be responsible for shipping related issues. We ship on
behalf of you - our customer. Our standard shipping method is UPS
Ground or Courier. If you have a different preferred shipping method it
must be specified on each Purchase Order and will require third party
billing. RGR will provide proof of shipment and once the package
leaves the building all responsibility reverts to you and the shipper.

In all RGR at fault spoilage situations - please follow the following steps to receive Credit.
1 All spoiled garments must be returned to RGR. RGR will provide its
UPS # for the return of the garments. No credit will be issued until
RGR has receipt of the garments.
2 A copy of the vendor invoice for the spoiled items must be provided
to RGR.
3 Upon receipt of the spoiled garments and the vendor invoice RGR
will issue a credit memo equaling the cost of each item (Max $40 ea)
spoiled in excess of the allowable 2% and the cost of Ground Shipping
only.
4 If RGR releases the garments to be sold to the buyer at a discount
all proceeds from the sale must first be applied to RGR’s Credit Memo
amount. If full credit is issued for spoiled garments RGR reserves the
right to offer the spoiled garments for sale to cover our loses.

All invoices are to be paid in full. RGR must issue a Credit Memo for any spoilage or Invoice
discrepancy. All Spoilage and Invoice Discrepancies must be reported within 14 days of completion on
order.

