SOP Template: Handling Refunds, Voids, and
Exchanges

This SOP details the processes for handling refunds, voids, and exchanges to ensure accurate and
efficient transaction management. It covers the authorization requirements, documentation procedures,
system updates, and customer communication protocols to maintain financial integrity and customer
satisfaction. The goal is to minimize errors, prevent fraud, and provide a clear, consistent approach for
resolving sales discrepancies.

1. Scope

e This SOP applies to all staff responsible for processing customer refunds, voiding transactions, and
managing exchanges.
e [t covers in-store, online, and phone transactions.

2. Responsibilities

¢ Frontline Staff: Initiate and document refund/void/exchange requests.
¢ Supervisors/Managers: Authorize and review all refund, void, and exchange transactions.
¢ Finance/Accounting: Reconcile and audit transaction records.

3. Procedure

Step Refunds Voids Exchanges
I Customer request, item & Identify error or Customer request, item &
1. Initiation . . ; . . . . -
receipt verification duplicate transaction receipt verification
o Supervisor approval required  Supervisor approval Supervisor approval
2. Authorization above $XX required required above $XX
3. Complete refund form & attach . Exchange form & attach
. . Void form/log entry ) .
Documentation receipt both item receipts
4. System Process in POS; issue refund  Void transaction in Update in POS; adjust
Update to original payment POS immediately inventory
5. Customer Explain process, provide Inform customer of Explain process, provide
Communication  confirmation receipt voided transaction exchange receipt

6. Record- File all documents for audit
keeping trail

Maintain exchange

File void log foraudit | 4 @ entation



4. Key Guidelines

All refunds, voids, and exchanges must be approved by a supervisor or manager.
A valid receipt and identification are required from the customer.

Always process the refund/exchange in the original form of payment.

Document the reason for the transaction clearly.

Notify finance/accounting of large or suspicious transactions immediately.

Maintain confidentiality and professionalism when communicating with customers.
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5. Exceptions & Escalations

¢ Any requests outside normal policy (e.g., refund without receipt) must be escalated to a manager.
e Suspected fraudulent activity must be reported to upper management and loss prevention
immediately.

6. Audit & Compliance

e Allrefund, void, and exchange records will be reviewed monthly by the finance team.
¢ Periodic training will be provided to ensure compliance.
¢ Non-compliance may result in disciplinary action.

7. Revision History

Date Version Changes Author

2024-06-15 1.0 Initial release Admin
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