
Standard Operating Procedure (SOP): Product Return
and Exchange Procedures
This SOP details product return and exchange procedures, covering the process for customers to return or exchange
products, criteria for acceptable returns, documentation and authorization requirements, inspection and verification of
returned items, processing refunds or replacements, communication with customers throughout the process, and
compliance with company policies and consumer protection laws. The aim is to ensure a smooth, transparent, and
efficient handling of returns and exchanges to enhance customer satisfaction and maintain inventory accuracy.

1. Purpose
To outline the standardized process for handling product returns and exchanges to ensure a seamless customer
experience and align operations with company policies and legal requirements.

2. Scope
This procedure applies to all customer-initiated returns and exchanges for products purchased from [Company Name],
including online and in-store transactions.

3. Procedure
1. Initiation of Return/Exchange

Customers contact customer service or visit the store within the return window specified in the company return
policy.
Customers provide proof of purchase (e.g., receipt, order confirmation, invoice).
The reason for return or exchange must be stated.

2. Return/Exchange Criteria
Item must be unused, in original packaging, with all tags, and in resalable condition unless defective.
Certain products (e.g., perishable, customized, clearance items) may be ineligible for return/exchange.
Returns/exchanges must be requested within [X] days of purchase/delivery.

3. Authorization
Customer service reviews the request against policy criteria for approval.
Approved returns/exchanges receive a Return Authorization Number (RAN) and instructions for returning the
product.

4. Return Shipping/Drop-off
Customers ship the product (if online order) using the provided shipping label or return to the designated store
location.
Returned items must be packed securely to avoid damage during transit.

5. Inspection and Verification
Upon receipt, staff inspects the returned item(s) for compliance with return criteria.
Inspection results are documented and communicated to the customer.

6. Processing Refund or Replacement
If approved, process refund to the customer's original payment method or issue store credit as applicable.
If an exchange is requested, dispatch replacement product according to inventory availability.
Refunds and replacements are processed within [X] business days of approval.

7. Customer Communication
Provide updates to the customer at each stage of the return/exchange process.
Send confirmation once the return/exchange is completed.

4. Documentation and Records
Maintain all related documentation: return requests, proof of purchase, inspection reports, refund/exchange records.
Store records securely in compliance with company policy and regulatory requirements.



5. Compliance
Ensure all actions comply with company return policy and relevant consumer protection laws.
Regularly review and update the procedure to reflect changes in company policy or legal requirements.

6. Responsibilities
Customer Service Team: Manage communications, authorizations, and documentation.
Warehouse/Store Staff: Inspect returned products and process inventory adjustments.
Finance Team: Issue refunds and maintain financial records.

7. Related Policies/References
Company Return and Exchange Policy
[Applicable Local/National Consumer Protection Laws]
Privacy and Data Protection Policy

8. Revision History

Version Date Description Author

1.0 [YYYY-MM-DD] Initial SOP Release [Author Name]
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