
SOP Template: Handling Returns, Exchanges, and
Refund Procedures
This SOP details the handling returns, exchanges, and refund procedures to ensure customer satisfaction and
maintain efficient transaction records. It covers the verification of return eligibility, inspection of returned products,
processing exchanges or refunds promptly, updating inventory and financial systems, and communicating clearly with
customers throughout the process. The goal is to provide a seamless and transparent experience while adhering to
company policies and protecting business interests.

1. Purpose
To establish standardized procedures for handling returns, exchanges, and refunds to ensure consistency,
transparency, and efficiency while maintaining compliance with company policies.

2. Scope
This procedure applies to all employees involved in customer service, sales, logistics, and finance related to returns,
exchanges, and refund transactions.

3. Responsibilities
Customer Service Team: First point of contact, initial verification, customer communication.
Warehouse/Logistics Team: Receives and inspects returned items.
Finance Team: Processes refunds and updates financial records.
Sales/Admin Team: Updates inventory and sales records accordingly.

4. Procedure
1. Return/Exchange Request Initiation

Customer submits a return or exchange request via email, web portal, or phone within the specified
return period.
Customer must provide order number, product details, and reason for return/exchange.

2. Verification of Eligibility
Confirm product is eligible per company policy (check purchase date, product type, condition, proof
of purchase).
If ineligible, kindly inform customer with a clear explanation.

3. Return Authorization
If eligible, generate and issue return authorization (RMA) number.
Provide instructions for packaging and shipping/returning the product.

4. Product Receipt and Inspection
Upon receipt, inspect the product for damages, use, or missing parts as per checklist.
Document inspection findings and update the system.

5. Processing Exchange or Refund
If exchange: Arrange shipment of replacement item. Update customer with tracking information.
If refund: Initiate refund to the customer's original payment method within XX business days (specify
timeline based on policy).
Notify customer of the action taken.

6. Documentation and Updates
Update inventory records and adjust stock as necessary.
Finance logs transaction and updates payment records/refund logs.
File and store all related documents for audit and reporting purposes.

5. Communication
Keep the customer informed at every step: request received, approved/declined, item received,
exchange/refund processed.
Use professional, courteous, and clear language in all communications.

6. Exceptions



Non-returnable products (e.g., perishable goods, customized items) must be listed in the company policy.
Return requests made after the allowable time frame may be declined.
Products not in original condition or missing parts are evaluated on a case-by-case basis.

7. Records & Documentation

Document Name Retention Period Responsible Party

Return Authorization Form (RMA) 2 years Customer Service

Inspection Checklist 2 years Logistics/Warehouse

Refund Transactions Log 5 years Finance

Customer Communication Records 2 years Customer Service

8. Revision History

Version Date Description Author

1.0 2024-06-01 Initial SOP creation Admin

*Please refer to the official Company Return, Exchange, and Refund Policy for detailed eligibility criteria and conditions
specific to your product line or region.
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