SOP Template:
Reporting, Review, and Continuous Improvement of
Return Processes

This SOP details the reporting, review, and continuous improvement of return processes, encompassing
systematic documentation of return incidents, regular analysis of return data, identification of process inefficiencies,
implementation of corrective actions, and ongoing evaluation to enhance return efficiency and customer satisfaction.

1. Purpose

To outline a standard procedure for effective reporting, review, and continuous improvement of product return
processes in order to minimize inefficiencies and increase customer satisfaction.

2. Scope

This procedure applies to all personnel involved in the returns process, including but not limited to returns processing,
quality assurance, customer service, and management teams.

3. Responsibilities

¢ Returns Team: Accurately document and report all return incidents.

¢ Quality Assurance: Analyze return data, identify root causes, and recommend process improvements.
¢ Management: Approve and oversee implementation of corrective actions.

¢ Customer Service: Communicate return status to customers and collect feedback.

4. Procedures

1. Incident Reporting
o Complete the Return Incident Form for each return case.
o Log the form in the centralized Return Log Database within 24 hours of receipt.

2. Data Collection & Analysis
o Compile monthly return data, including reason codes, quantities, resolution times, and customer
feedback.
o Conduct trend analysis to identify frequent return reasons and process bottlenecks.

3. Review Meetings
o Hold monthly cross-departmental meetings to discuss findings.
o Document meeting minutes and action items for follow-up.

4. Corrective and Preventive Actions (CAPA)
o Identify root causes using tools like 5 Whys or Fishbone Diagram.
o Develop and assign corrective measures with deadlines and responsible parties.
o Document outcome and monitor effectiveness.

5. Continuous Improvement
o Regularly review KPIs such as Return Rate, Processing Time, and Customer Satisfaction Score.
o Adjust the returns process and SOP based on data, feedback, and outcomes.

5. Documentation & Records

Return Incident Forms

Return Log Database Entries
Monthly Analysis Reports
CAPA Documentation
Meeting Minutes

6. Key Performance Indicators (KPIs)



KPI Description Target Value

Return Rate Percentage of products returned vs. total sold <2%
Average Return Processing Time Time from return initiation to resolution <5 days
Customer Satisfaction Score Feedback rating post-return process >90%

7. Continuous Evaluation

e Quarterly audits of the return process
e Annual review and update of this SOP
¢ Incorporate new technologies and feedback as appropriate

8. Revision History

Version Date Description Author

1.0 2024-06-06 Initial SOP release SOP Team
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