New Invoice Process: Frequently Asked Questions

1. What if I have an invoice due during the disruption to business transactions (March 25 until April 6)?
You should continue to make timely payments based on the due date noted on the invoice; however, you may
experience a delay for the payment to be reflected on your accounts.
Checks and EFTs
o We can and will accept paper checks and EFTs throughout the interruption
Credit Cards
o Credit card payments can also be recorded during the interruption by calling the Merck Vaccine
Customer Center at 877-VAX-MERCK (877-829-6372)
o Payments will be processed when our systems are back up on April 6.
o NOTE: As long as the payment is received, there will not be any late charge assessed or prompt
payment discount lost as a result of our inability to process until normal activities resume on April 6.

2. Where can I find my invoice?
Invoices will be mailed to your billing location and will be mailed separately from your shipment. One invoice
will be mailed to your billing location per shipment. If your order results in multiple shipments, multiple
invoices will be mailed to your billing location.
Invoices may also be viewed online after April 6 at MerckVaccines.com for those registered on the site. After
April 6, to obtain a copy of your invoice if you are registered on MerckVaccines.com, please login and then
select Pay an Invoice from the Account Tools area. If you have multiple accounts, you must then select an
account. You will then see all your open invoices listed and available for download. If you need a paid invoice,
select that topic at the top of the page. Please note that only invoices created after April 6 will be available for
download.

3. What is different about the format of my invoice?
Beginning April 6, your invoice will look different. See the end of this FAQ for an annotated version of the new
invoice with specific changes highlighted. Here are some important things to know about the new invoice:
• More specific payment terms are listed.
• Backorder information will NOT be included on the invoice. Backorder information will be provided at
the time of order. Online users will see a note to call the Merck Vaccine Customer Center if a selected
product is in backorder status.
• All relevant payment and account information are combined in one section.
• Lot (batch) numbers and expiration dates have been added.
• Please view the annotated invoice at the end of this document.

4. Why is backorder information not included on my invoice?
Backorder information will be provided at the time of order. For questions on your order status, contact your
Merck representative or call the Merck Vaccine Customer Center at 1-877-VAX-MERCK (877-829-6372) from
8 AM to 7 PM ET, Monday through Friday.
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5. What should I do if I do not receive, or experience a problem with my invoice?
If you do not receive your invoice, please call the Merck Vaccine Customer Center at 1-877-VAX-MERCK
(877-829-6372) to report the problem and to get a copy of your invoice.
If you are registered on MerckVaccines.com, you can access your invoices online. First select Pay an Invoice
from the Account Tools area after you log in. If you have multiple accounts, you must then select an account.
You will then see all your open invoices listed and available for download. If you need a paid invoice, select
that topic at the top of the page.
If you experience a problem with something on your invoice, please contact Merck Vaccine Customer Center at
1-877-VAX-MERCK (877-829-6372) from 8 AM to 7 PM ET, Monday through Friday.

6. Why do I see a freight charge on my invoice?
Freight charges will be distributed across all shipments in an order. The freight charge amount will be divided
among all shipments based on quantities in each shipment. Please note that if you have ordered both frozen and
non-frozen products, they will be shipped to you separately.

7. Why don't I see a service charge on my invoice for not meeting the Minimum Order Amount?
Minimum Order Amount will be determined at the order level rather than the shipping location level. If your
order is below the minimum order amount ($600), then a service charge of $20 will be added to the order. The
service charge will be divided among all shipments based on quantities in each shipment. Please note that if
you have ordered both frozen and non-frozen products, they will be shipped to you separately.
Example: One order consists of 4 shipments. The total order is greater than $600, but each shipment is less than
$600. Because the total order is greater than $600, no service charge will be applied to the order.

8. Why is my credit card information not on MerckVaccines.com?
Most customers will still see their stored credit card information on MerckVaccines.com. If your credit card is
not displayed, it is because you previously used one credit card across multiple accounts.
• If you want to store your credit card, you can do so for one account only. This can be done on
MerckVaccines.com or by calling the Merck Vaccine Customer Center at 1-877-VAX-MERCK (877-8296372) from 8 AM to 7 PM ET, Monday through Friday.
• If you want to use one credit card for multiple accounts, you cannot store your card in our systems. If you
try to enter a credit card and it is already stored in our systems for another account, you will be prompted to
enter another card. If this occurs, you have two options:
o If you want to use the same card, you must delete it from the account it is linked to. You can do
this by logging into MerckVaccines.com for each account and selecting Pay an Invoice from the
choices on the left. Then select Payment Methods to see the cards on file for that account. Select
the card and delete.
o Use another credit card.
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If you have questions about using your credit card, please call the Merck Vaccine Customer Center at 1-877VAX-MERCK (877-829-6372) for assistance.
9. Can I opt out of receiving my invoice in the mail and print it off of MerckVaccines.com instead?
No. At this time, customers cannot "opt-out" of printed invoices.
10. Can I enter multiple Purchase Order (PO) numbers when I place my order? I have multiple ship-to
locations and need to identify them by PO numbers.
No, only one Purchase Order can be entered per order, however, for customers needing to identify multiple
shipping locations there is a solution. In the PO field please enter, "See Attention Line for Purchase Order" and
then in the Attention line for each shipping location, the corresponding PO number can be listed. This PO
number will now be displayed both on the shipping label and the invoice.
11. When I place an order and put it on my credit card, and I have extended payment terms, such as 2%
90 NET 91, will my credit card be billed on the day of the order or on the discount due date on the
invoice?
Your card will be billed on the discount due date on the invoice.
12. When I place an order, can my account be set-up so that the order is automatically put on my credit
card and then billed on the discount due date of the invoice?
No. If you are placing your order on MerckVaccines.com, and you wish to use a credit card, you will have to
manually select it. If you are calling into the Merck Vaccine Customer Center to place your order, let your
Vaccine Account Specialist know that you want to put your order on a credit card before the order is finalized.
As long as a credit card is entered/selected at the time of order entry, and you have extended payment terms on
your account (e.g., 2% 90 NET 91), your credit card will be billed on the discount due date on the invoice per
those terms.
13. Can my account be set up to so that you charge my credit card immediately at time of order,
regardless of the terms on my account?
Yes, we can set up your account so that all orders will be billed to your selected credit card immediately when
product ships, or you can call your Vaccine Account Specialist to place your order if you want the flexibility to
do this on a per order basis. Please note that on MerckVaccines.com, if we set up your account to bill your
credit card immediately, you must select/enter a credit card at the time of the order. You will not have an option
to bill your Merck account.
14. If I have a credit card on file, will it be migrated over into the new system?
Yes, if you have a credit on file prior to the service interruption, it will be migrated into the new system and be
available for selection on your account.
15. Where can I view my invoices that were put on a credit card at time of order and are scheduled to be
paid on the discount due date on the invoice?
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After April 6, invoices that are scheduled to be paid in the future can be viewed in the 'Paid Invoices' screen
under 'Pending' status.
16. What paperwork will be in the shipping box?
The shipping box will contain a packing slip that lists only the products contained in the box. Please see below
for an example of the new packing slip.
17. Since my invoice is mailed separately, how will I match up my packing slip to my invoice?
You may use the "Order Number" (see example below) on your packing slip to match with the invoice you
receive in the mail. Additionally, if your business uses Purchase Order numbers, you can use them to match
with your invoice.
18. Are product lot numbers listed on the new packing slip?
Yes, however product lot numbers are now referred to as "Batch No." In addition, you will find the product
Expiration Date on the packing slip.
19. Why does the Prompt Pay Discount on MerckVaccines.com differ from the invoice I received in
the mail prior to the service interruption?
Invoices created prior to March 27, 2010 may appear on the customer account summary with a slightly
different prompt pay discount amount. These differences, which are minor (most will be less than $0.20),
are the direct result of data migration to our new system and err in the favor of the customer. Customers
need only pay the posted amount. The migrated data incorrectly provided a prompt pay discount for the
excise tax. Moving forward all invoices created starting on April 5th will have the prompt payment
discounts correctly applied to only product cost, not excise tax. Again, this discrepancy will only appear on
invoices open as of March 27th and were migrated into the new systems.
20. For invoices prior to March 27, 2010, why has my invoice number changed?
Due to our recent systems update, the invoice numbers were updated to our new invoice number. In order to
match up invoices prior to March 27, 2010, please use the Invoice Date, Due Date or Amount Billed.
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Packing List
C/O UPS Supply Chain Solutions
1645 Satellite Blvd.
Duluth, GA 30097
State License: 022

Ship to:

ORIGINAL
PACKING LIST FOR DELIVERY XXXXXXXXXX

Page

Special Instructions

A
 nyplace Medical Ctr
1 23 Someplace St


Anytown, Pa 00000
State License: XXXXXXX

Sold to:

DOCTORS

OFFICE
456 ANYTIME CIRCLE


SOMEPLACE,

Material
1000990
1000794

60B60

PA 00000

Description
M-M-R II (TEN SINGLE DOSES)
STERILE DILUENT/VACCINES

Batch No.
1010Y
6021Y

UAT

Exp. Date
14-Jul-2011
30-Sept-2011

1 of

1

Plant
1018
Delivery No
XXXXXXXXXX
Order No
3000050034
Cust. Account Number
XXXXX
Shipment Date
01/08/10
Shipment Number

Purchase Order Number

NDC Number
0006468100
0006430900

Quantity
10
10

Sa

CERTIFICATION OF CONFORMITY IN ACCORDANCE WITH THE CONSUMER PRODUCT SAFETY
IMPROVEMENT ACT OF 2008 CAN BE FOUND AT HTTP://WWW.MERCKCPSC.COM

pl

m
e

Not an actual Shipping Label
and
Packing List

Remarks:
PT#:

XXXXXXXXXX

Merck Sharp & Dohme Corp.,
770 Sumneytown Pike
West Point, PA 19486
License: XXXXX

Total Quantity
20

DCS WMS PL 001 (Ver 1.0)

Copyright © 2010 Merck Sharp & Dohme Corp., a subsidiary of Merck & Co., Inc.
All rights reserved.
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MERCK SHARP & DOHME CORP
C/O UPS SUPPLY CHAIN SOLUTIONS
1645 SATELLITE BLVD.
DULUTH GA 30097

Anyplace Medical Ctr
123 Someplace St

Anytown, PA 00000
United States

m

Sa
TRACKING #: 1Z 320 846 00 0000 0000

e

pl
D

P.O. 60B60 UAT

0080058300

L

0001018110201322184

Not an actual Shipping Label
and
Packing List

April 6, 2010,

You will see a new, easier-to-read invoice. For greater

security, each invoice and its corresponding shipment will be mailed simultaneously but separately.
The invoice will no longer include backorder information. Backorder status will be communicated
at the time of order.

Highlighted below are some

Annotated Invoice

On

changes and additions to the redesigned invoice.

Formerly “Shipment ID”
Formerly “Warehouse”
Formerly “Account Number”
Formerly “NDC Number”
A new addition to invoice
(commonly called “Product
Lot Number”)
Expiration date added to
allow for easier tracking
Clearer, more specific
payment terms
All relevant payment and
account information
combined into one box
for easier reference

Not actual invoice
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