Standard Operating Procedure (SOP): Return
Merchandise Authorization (RMA) Procedures

This SOP details the return merchandise authorization (RMA) procedures, including the process for initiating returns,
verifying product eligibility, issuing RMA numbers, handling returned items, inspecting returned merchandise, processing
refunds or replacements, and maintaining accurate documentation. The goal is to ensure a consistent, efficient, and
customer-friendly approach to managing product returns while protecting company assets and maintaining quality control.

1. Purpose

To establish a standardized procedure for processing merchandise returns, issuing RMAs, and ensuring accurate and
timely resolution of return requests.

2. Scope

This SOP applies to all company employees involved in the processing of customer returns, including sales, customer
service, warehouse, and accounting personnel.

3. Responsibilities

¢ Customer Service: Receives return requests, verifies eligibility, communicates with customers, and issues
RMA numbers.

e Warehouse: Receives, inspects, and stores returned merchandise.

¢ Quality Control: Inspects returned products for compliance with return policy.

¢ Accounting: Processes refunds or credits.

4. Procedure

1. Initiate Return Request
o Customer contacts Customer Service via phone, email, or web portal to request a return.
o Customer Service collects order details, reason for return, and product information.
2. Verify Product Eligibility
o Check that the item is within the return period and meets return conditions (e.g., unused, original
packaging).
o Review warranty and policy exceptions.
3. Issue RMA Number
o Ifeligible, generate a unique RMA number and communicate it to the customer.
o Email RMA form and return instructions to the customer.
4. Return Shipment
o Customer returns the product, clearly marking the RMA number on the package.
o Customer provides shipping tracking information, if available.
5. Receive and Inspect Return
o Warehouse logs the receipt of the package and RMA number.
o Quality Control inspects the merchandise, documents findings, and determines resolution (refund,
replacement, or rejection).
6. Process Refund or Replacement
o Accounting processes refund or credit if approved, or ships a replacement item per customer request
and policy.
o Customer Service notifies the customer of status and resolution.

5. Documentation

¢ All steps, communications, and documentation must be recorded in the RMA database or tracking system.
¢ Maintain records of RMAs for auditing and quality improvement.

6. Related Forms & Templates

Document Description

RMA Request Form Used by Customer Service to initiate RMA process.



RMA Log
Inspection Checklist

Refund/Replacement Form

7. Revision History

Date

2024-06-15

Tracks status and outcomes of all RMAs issued.
Used by Quality Control during returns inspection.

Used by Accounting to process refunds or replacements.

Version Description

1.0 Initial SOP issued.
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