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Express Manual 
 

08.19.20 

We want to be the best furniture company. 
 

Improve Quality - Reduce Cost - Do More Business - Be Profitable - Stay in Business 
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What is Express . . .  

What is Express shipping? 

A convenient direct to consumer shipping program. 

Express shipping is an opportunity to have an “endless aisle of furniture” 

that you sell directly from your website to the end consumer. We have more 

than 12 furniture categories with thousands of available products SKUs for 

you to sell online 24/7. 

Best of all– you don’t have to lift a finger!  

 What are the benefits of Ashley Express? 

 Your customers can shop 24 hours a day, 7 days a week. 

 Fast shipments, We can ship in-stock products directly to your customer 

within 48-hours.  

 Your account won’t have to store furniture as it can ship directly to your 

customers.  
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Express Application Information 
Things to know before getting started. . .  

 Payment Terms:  

Dealers cannot have COD/CBD Credit Terms. These Credit Terms make 

the dealer ineligible to participate in the Express Shipping process. Please 

reach out to your Credit Analyst to help with credit terms. 

Where do I find the application: 

Applications can be found online, go to  

Ashley Direct/Ashley Information/Download Forms/Ashley Forms/Ashley Express  

Application.  

It can also be found in manual on page (9).  

Information to think about: 

 Your account can choose to utilize Ashley Direct or an EDI provider for order 

entry. 

 Your account can choose between  Ashley’s Freight Contract or your own.  

 Weight limit of 150lbs 

 Ashley’s Freight Contract Shipment rates are based on weight/dimension/

zone 
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Express Application Information  
Differences in freight contracts  

Ashley’s Freight Contract- 

 Ships from our closest Warehouse to address, If inventory is not in stock, it will ship once available 
 Required states are now “Blocked” if the resale certificate or Tax exempt requirements not provid-

ed. ( See page (6) for detailed information)  

 Better Freight Rates 

 Prices are based & categorized by SKU, not Item Class 

 Ashley uses Rate Shop, our system selects the carrier between FedEx & UPS for quickest delivery 
date 

 

 

Your own Freight Contract- 

 Ashley will ship the Order and Account will receive bill from designated Carrier 

 The ability to switch DC’s as needed  with proper Resale certificates  

 Ashley is NOT liable for your Freight Contract account’s pricing/billing 

 Carrier needs to be UPS or FedEx 

 Resale certificate required  for Distribution Center states ( See page (7) for detailed 

information)  

 

 

 

Every Dealer will be charged a 2.5% handling fee, with a minimum handling fee of $2.50, for each  

order shipped via Ashley Express.    

Vs. 



 

 6  

Resale Certificate Information  
Ashley Freight Contract 

 

• SHIPPING VIA ASHLEY’S EXPRESS FREIGHT. 

 
IF YOU PLAN TO SHIP TO CONSUMERS LOCATED IN THE FOLLOWING STATES, 

ASHLEY’S CREDIT DEPARTMENT NEEDS TO BE SUPPLIED WITH THE SALES TAX 

EXEMPTION RESALE CERTIFICATE FOR EACH DESTINATION STATE SELECTED.  

 

EACH STATE’S SALES TAX EXEMPTION RESALE CERTIFICATE NEEDS TO LIST THE 

SALES AND USE TAX IDENTIFICATION NUMBER ISSUED BY THAT RESPECTIVE 

STATE.   

 

IF SALES TAX EXEMPTION RESALE CERTIFICATES ARE NOT PROVIDED, YOU 

SHOULD NOT BE ALLOWING ORDERS FOR THESE STATES TO BE SUBMITTED INTO 

YOUR SYSTEM AND ASHLEY’S SYSTEM WILL NOT ACCEPT ORDERS FOR 

CONSUMERS LOCATED IN THESE STATES. 
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Resale Certificate Information  
Accounts Contract 

 

 

 

 

 

SHIPPING VIA YOUR OWN FREIGHT ACCOUNT WITH FEDEX OR UPS. 

 ASHLEY’S CREDIT DEPARTMENT NEEDS TO BE SUPPLIED WITH RESALE CERTIFICATE(S) DEPENDING ON 

WHICH ASHLEY DISTRIBUTION CENTER(S) EXPRESS ORDERS WILL BE SHIPPED FROM.  

RESALE CERTIFICATE(S) WILL NEED TO BE PROVIDED FOR EACH OF THE STATES IN WHICH THE ASHLEY 

DISTRIBUTION CENTER IS LOCATED, THAT EXPRESS ORDERS WILL SHIP FROM. 

Distribution Center Options: 

ADVANCE, NC (WHSE 17) 

 ECRU, MS (WHSE ECR) 

 ARCADIA, WI (WHSE 1) 

 LEESPORT, PA (WHSE 15) 

 COLTON, CA (WHSE 5) 

 MESQUITE, TX (WHSE 28) 

 TACOMA, WA (WHSE 42) 

 

         

 

 

  ~~~~~~~~~~~~~~~~~~~~~~~~~~~ ©2017 Ashley Furniture Industries, Inc. ~~~~~~~~~~~~~~~~~~~~~~~~~~~~~ 
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Claims for UPS/FedEx 
Damage Claims 

Survey link below: 

https://forms.office.com/Pages/ResponsePage.aspx?id=_ZydWi7DwUqp7f6D30-

eTc0QGOGG2lJMiTs4bY7TDh5UQjkzWktHT0FFQ0hJWDZJRU9aVjlOWDczTC4u 

Damage claim Information:  

 UPS/ FedEx is not required to pick product up, Exhaust all options first (Suggest Customer dis-
pose / donate item) 

  For an item to be considered Carrier damage, the box would need show damage to it as well as 

the item 

 Below is some example of some questions asked on survey 

 The dealer has 30 days to notify us to file a Damage claim.  

Damaged Pictures needed from Customer : 

please email with tracking number in  

Subject line to:  

Expressclaims@ashleyfurniture.com   

Please see next page for picture details  

Why do we need pictures? -These pictures were requested by UPS/FedEx in help to access damages 
quicker 

mailto:Expressclaims@ashleyfurniture.com
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Claims for UPS/FedEx 
Damage Claims– Pictures need from carrier  

1. A photo of the damaged item 
 

2. A photo showing the damaged merchandise, I 
nside the original box, with all of the original cushioning (picture should show the placement of the 

merchandise and  
packaging inside the box) 

  
3. A photo of the packaging material used inside the box (e.g. bubble wrap, Styrofoam peanuts, card-

board dividers, etc.) 
  

4. A close-up photo of the shipping label with tracking  
number (please zoom in enough to read the tracking  

number) 
  

5. A close-up photo of the box manufacturer’s certificate (BMC), if available 
  

 -The BMC is a round stamp that details either the bursting strength of the box or the edge crush 
rating of the box. 

 -The BMC is generally found on a bottom flap on the  
outside of a corrugated cardboard box. 

  
6. Two photos displaying all six sides of the package (One photo should display the top and two sides. 

The second photo should display the bottom and the opposite sides.) 
Note: All photos must be in jpeg or bitmap format.  
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Claims for UPS/FedEx 
Lost Package Claims 

Link to survey below: 

https://forms.office.com/Pages/ResponsePage.aspx?id=_ZydWi7DwUqp7f6D30-

eTc0QGOGG2lJMiTs4bY7TDh5URVFHQlI2SU9UUjMxNE1VMkNCUkwyVkVOTi4u 

 

When to file Lost: 

A claim can be filed after 24 hours of no new scan on the carriers sight . 

Time Frame on filing: 

The dealer has 30 days to notify us to file a lost package claim.  

 

PROOF OF DELIVERY:  

If the carrier shows that is has delivered to the address, this is considered “Proof of delivery”. If a 

FedEx/UPS delivery signature option is not selected, FedEx/UPS may deliver to a residential  

address without obtaining a signature. FedEx/UPS does not accept liability for loss or damage due 

to  releasing such packages.  
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Claims for UPS/FedEx 
Label Created  

Link to survey below: 

https://forms.office.com/Pages/ResponsePage.aspx?id=_ZydWi7DwUqp7f6D30-

eTc0QGOGG2lJMiTs4bY7TDh5URVFHQlI2SU9UUjMxNE1VMkNCUkwyVkVOTi4u 

General information about Label Created Claim 

Please Allow 4 full business days (Monday-Friday) before replacements are issued. After these days are 
complete the dealer may re-order item for their customer 

 

What is the difference between Lost package & Label created:  

Label created  is the status in which the package has had the label printed and put on the carriers truck. 
However if there is no origin scan within 4 business days the item is considered to be “missing” and 

needs to be reordered. 

Lost package:  The item has received an origin scan from the carrier, If no movement or has not re-
ceived a scan in 24 hours it’s considered a “Lost  Package”  



 

 12  

Credit 
Things to know about crediting with Express 

Wrong Item Received : 

Pictures must be sent to your current Credit Specialist and CRM.   

Any credit given will be deiced by your Credit Specialist  

Damage process:  

If claim is approved. . .  

Credit will be given once check is received to our credit department  

If claim is denied. . .  

For non DFI accounts -  Please contact the Express Department about Credit 

DFI accounts– per your accounts contract with Ashley you would not receive credit  
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Credit 
Things to know about crediting with Express 

Label Created  

Ashley’s Credit Policy is that when an item is stuck in Label Created status, we wait 3 weeks for a cred-
it to be issued. This gives the warehouses time to find the item and return it to stock, prompting 

an auto-return credit.  

Lost Package Process: 

If claim is approved. . .  
Credit will be given once check received from carrier to credit department  

 
If the claim is Denied. . .  

Due to proof of delivery Ashley Furniture is not liable for issuing credit due to carrier’s terms. This 
is stated on page  8. 
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Documents & Links  
Ashley Express Applications (Double click to open link) 
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Documents & Links  
How to place an Express order (Double click to open link) 
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Documents & Links  
Downloading Freight Rates (Double click to open link) 
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Documents & Links  
How to find tracking information (Double click to open link) 
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FAQ’S 
Helpful information 

Q: What happens if a dealer’s Credit Terms are changed to COD or CBD? 

A: If the dealers Credit Terms change when the dealer has already been set up for Ashley Express, the Ash-
ley Express team, Supervisor and CRM will receive an email stating the dealers Credit Terms have been 
changed. This email will automatically remove the dealer from the Ashley Express program. Any orders 

that were in the system that were Ashley Express will no longer be able to ship Ashley Express.    

Q: Where can I find the list of items that can be shipped via Ashley Express? 

A: Ashley Express items can be found in the Product Catalog on Ashley Direct. Select the account/ship-to 
and on the left of catalog page select the Ashley Express Items checkbox under “Quick Filters”.  This list 

can be exported to Excel by clicking upper right-hand icon.  All Dealers now have the ability to see the Ash-
ley Express Items checkbox in the Product Catalog regardless of being setup for the Ashley Express Pro-

cess.  
Q: How do I get set up on EDI? 

A: For more information on EDI, please email your questions to EDIadmin@AshleyFurniture.com or con-
tact your marketing  specialist. 

Q: Will a Dealer be notified if an item is discontinued?  

A: There is a discontinued field on the Ashley Direct Ashley Express Items spreadsheet that can be viewed.  
Also, on Ashley Direct under the Product Status report you can view what was discontinued each day. This 
report does not show if the items are Express shippable or not.  It only shows the items that are discontin-
ued. Once an item is discontinued and no longer available from the warehouse, that item no longer shows 

up on the Ashley Express Items spreadsheet.  

In the new release of the EDI item availability feed that will be available soon, there will be a status field 
(discontinued, new, etc.) and the date the status changed.  

Q: Will the consumer be able to tell if an Ashley Express item being ordered via a Dealer’s Website is in 
stock or not? 

A: Ashley can give the Dealer EDI item availability feeds daily to determine which items are in stock; how-
ever, it all depends on how the Dealers website is setup.       

 
Q: If parts are needed, where would the Consumer get these? 

A: The Consumer would need to contact the Dealer whom they purchased from to see if parts are availa-
ble. If parts are available, the Dealer can order from Ashley and most often the parts can be shipped di-

rectly to the Consumer’s home. 

Q: What logo and product information can the Dealer put on their website in regards to the Ashley Ex-
press name? 

A: The websites information for each item can list Ashley’s Sku number and group name, if the Dealer 
wishes to use them.  Be careful that the correct wording is used.  For example, if a Signature Design group 
is involved, the wording should read Signature Design by Ashley, not simply Ashley.  Again, it is up to the 
Dealer as to whether to use Ashley’s Sku numbers and/or group names.  Some Dealers choose to create 

their own internal Sku numbers and names for various reasons.  The words Ashley Express cannot be used 
anywhere on the website.   

mailto:EDIadmin@AshleyFurniture.com
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FAQ’S 
Shipping 

 

Q: Will a Dealer be notified if an item is not available to ship within 48 hours of the receipt of an order? 

A: No.  Ashley has processes in place for FedEx and UPS to come into each Ashley Distribution Center 
Monday through Friday at a scheduled time.  If an Ashley Express order comes into the system by 
this pickup time and product is available, the order will go out the same day.  If an Ashley Express 

order is received after the daily pickup time and product is available, the order will ship out the next 
available working day.   

This information is viewable on Ashley Direct Check On My Order or Delivery Status.  

Q: Which Resale Tax Certificates are needed if using Ashley’s Express Freight Rate? 

A: If the Dealer is using Ashley’s express freight rate, they will need resale tax certificates for 22 states and 
the District of Columbia.  These states include:  California, Connecticut, District of Columbia, Florida, Hawaii, 

Idaho, Illinois, Indiana, Kentucky, Louisiana, Maine, Maryland, Massachusetts, Mississippi, Nebraska, New 
Mexico, New York, North Carolina, Pennsylvania, South Dakota, Tennessee, Utah and Virginia.  Since Ashley 

has no way to know the Dealer will not sell into any one of the states listed, we will need to collect resale 
certificates for these states.  If the completed resale certificates are not sent in with the Ashley Express com-

pleted form that is fine, the Credit Department will send out the resale certificate forms to the Dealer to 
help them begin this process.  If a dealer chooses to utilize Ashley’s Freight Contract, this will list Ashley as 

the Shipper of Record. 

Q: Which Resale Tax Certificates are needed if the Dealer is using their own freight contract with FedEx or 

UPS? 

If the Dealer is going to use their own freight contract with either FedEx or UPS, they will need the resale tax 
certificate for the Ashley Distribution Center’s state or states that the Dealer is choosing to ship their ex-
press orders from (express orders can ship to consumers all over the country from just one Ashley DC or 

more than one Ashley DC).  If the completed resale certificates are not sent in with the Ashley Express com-
pleted form that is fine, the Credit Department will send out the resale certificate forms to the Dealer to 

help them begin this process.   

Q: Where can I find each states resale certificate? 

A: You can get some of the resale certificates under Ashley Forms on Ashely Direct/Resources, Download 
Forms and give to the Dealer.  Otherwise, our Credit Department can get these same documents and email 

them to the Dealer if requested or once they send in the Ashley Express paperwork.  

Q: Who can I contact if I have questions regarding resale certificates or tax exemptions?  

A: Once the Dealer has reviewed their sales tax responsibilities with their Tax Accountant, they can then 
contact their Ashley Credit Analyst.  

Q: Can a Dealer set a weight limit for each item which ships via Ashley Express? 

A: Ashley’s system sets the weight limit to 150 pounds for Ashley Express items. The Dealer can choose to 
set the weight limit to be less than that, if desired.  Typically normal freight charges apply for anything 70 

pounds or less.    
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FAQ’S 
Contact information  

Questions on claims:  

Email: Expressclaims@ashleyfurniture.com 

 

Ashley Express Process or General Questions:  

 Email: Ashleyexpress@ashleyfurniture.com 

Need help right away? 

Express phone number: 888.477.1117 Ext 8 

Express hours: 

Monday—Friday  7am-4:30pm central  

mailto:Ashleyexpress@ashleyfurniture.com

