SOP: Customer Return, Refund, and Exchange
Processing Protocol

This SOP details the customer return, refund, and exchange processing protocol, covering the steps for handling
return requests, verifying product conditions, approving or denying returns, issuing refunds or exchanges, documenting
transactions, and communicating with customers. The goal is to ensure efficient, transparent, and customer-friendly
management of returns and refunds while maintaining company policies and minimizing losses.

1. Purpose

To outline standardized procedures for processing returns, refunds, and exchanges, ensuring customer satisfaction,
policy compliance, and accurate documentation.

2. Scope

This SOP applies to all employees responsible for customer service, order fulfilment, and accounting.

3. Responsibilities

¢ Customer Service Team: Receives and processes return/exchange requests; communicates with customers.
¢ Returns Processing Staff: Physically inspects returned items and updates inventory records.
¢ Accounts Team: Issues refunds and updates financial records.

4. Return/Refund/Exchange Process Steps

1. Return Request Initiation
o Customer submits return/exchange/refund request via designated channel (email, portal, phone, etc.).
o Obtain necessary details: order number, reason for return, item details, and photographs if applicable.
2. Eligibility Verification
o Confirm the request falls within the returns window (e.g., 30 days from receipt).
o Verify product condition and if the request aligns with company return policy.
3. Return Authorization
o Approve or deny the request based on eligibility verification.
o Provide customer with return instructions if approved (return label, shipping guidance, etc.).
4. Product Receipt and Inspection
o Receive returned product at designated facility.
o Inspect item(s) for condition, completeness, and cause for return.
o Document findings and update internal records.
5. Decision Finalization
o Approve or deny refund/exchange based on inspection resuilts.
o Notify customer of outcome and next steps.
6. Refund or Exchange Processing
o If refund approved: initiate refund to original payment method within specified timeframe (e.g., 5 business
days).
o If exchange approved: ship replacement product to customer and confirm shipment.
o If denied: communicate reason(s) to customer and return product if necessary.
7. Documentation and Closure
o Record transaction details in order management and accounting systems.
o File any supporting documentation (photos, notes, email correspondence).
o Close the ticket/request once resolved.
8. Follow-Up
o Send follow-up communication to ensure customer satisfaction and gather feedback if applicable.

5. Communication Guidelines

¢ All communications must be professional, timely, and transparent.
e Customers must receive confirmation of each step (request receipt, approval/denial, refund/exchange notice).
¢ Provide estimated timeframes for each process stage.



6. Documentation & Records

¢ Maintain a log of all return/refund/exchange activities for auditing and reporting purposes.
e Ensure all personal customer data is handled per privacy regulations.

7. Related Forms and References

¢ Return Request Form (electronic or paper version)
¢ Return Merchandise Authorization (RMA) form
¢ Return/Refund Policy Document

8. Revision History

Date Version Description Author

2024-06-15 1.0 Initial SOP creation [Your Name]
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