Standard operating procedure: Processing a customer refund
	SOP ID
	CS-004

	Version
	3.0

	Owner
	Customer support lead

	Approved by
	Head of operations

	Effective date
	4 November 2026

	Next review
	4 November 2027, or sooner if the refund policy or payment system changes

	Applies to
	Customer support team, online orders



1. Purpose
To refund eligible customers quickly and correctly, keep an accurate record of every refund, and make sure refunds over the approval limit are approved before money is returned.
2. Scope
This procedure covers refunds for online orders paid by card.
It does not cover exchanges (see CS-005), chargebacks raised through a customer's bank (see FIN-011) or wholesale accounts.
3. Roles and responsibilities
	Role
	Responsibility

	Support agent
	Checks eligibility, issues refunds up to $500 and tells the customer

	Support lead
	Approves refunds over $500 and any exception to the refund policy

	Finance
	Compares the refund log with the payment dashboard every Monday



4. Definitions
	Term
	Meaning

	Refund ID
	The reference the payment dashboard gives each refund

	Saved reply
	A ready-written message in the help desk, chosen from the Saved replies menu



5. What you need
1. Access to the help desk, the order system and the payment dashboard
1. The refund policy (POL-002)
1. The refund log
6. Safety and warnings
1. Never issue a refund over $500 before approval is recorded in the ticket.
1. Never refund to a different card or account from the one used to pay.
7. Procedure
	Step
	What to do
	Who
	Notes

	1
	Find the order: search the order system for the order number from the ticket.
	Support agent
	No order number? Search by the customer's email.

	2
	If the order cannot be found, reply with the Order not found saved reply and stop. Otherwise, go to step 3.
	Support agent
	

	3
	Check the order was placed within 30 days and has not already been refunded.
	Support agent
	Read the order notes for earlier refunds or exceptions.

	4
	Decide the amount: full refund for unused items or our mistake; partial refund as set out in POL-002 section 3.
	Support agent
	Shipping is refunded only when the mistake was ours.

	5
	If the refund is over $500 or outside the policy, assign the ticket to the support lead and wait for approval. Otherwise, go to step 6.
	Support agent, support lead
	Add a one-line summary when assigning.

	6
	In the payment dashboard, open the payment, choose Refund, enter the amount and reason, and copy the refund ID.
	Support agent
	Warning: check the amount twice before confirming.

	7
	Mark the order Refunded or Partially refunded, and paste the refund ID into the order notes.
	Support agent
	

	8
	Reply with the Refund issued saved reply, filling in the amount.
	Support agent
	Refunds usually take 5 to 10 business days to appear.

	9
	Add a line to the refund log, then close the ticket with the tag refund.
	Support agent
	Date, order number, amount, reason, refund ID, approver.



8. Checks
☐  The refund ID is in both the order notes and the refund log.
☐  The amount matches what the customer was told.
☐  Approval is recorded in the ticket for any refund over $500.
If a check fails: correct the record straight away and tell the support lead. Finance raises any mismatch it finds on Monday with the support lead.
9. Records
	Record
	Where it is kept
	How long

	The ticket
	Help desk
	As set by the records policy

	Order notes
	Order system
	As set by the records policy

	Refund log
	Finance shared folder
	As set by the records policy



10. References
1. POL-002 Refund policy
1. CS-005 Exchanging an item
1. FIN-011 Handling a chargeback
11. Revision history
	Version
	Date
	What changed and why
	Approved by

	1.0
	January 2025
	First version
	Head of operations

	2.0
	August 2025
	Approval limit raised from $250 to $500
	Head of operations

	3.0
	November 2026
	Weekly finance check added after two refunds were logged with the wrong amount
	Head of operations





How to use this template
1. This is a filled-in example. The company, systems and amounts are made up. Use it to see the level of detail to aim for, then write your own in the standard template.
2. Notice the decision points. Steps 2 and 5 say exactly what to do in each case, so nobody has to guess.
3. Notice the revision history. It says why each change was made, which stops someone from removing a step that exists for a reason.
4. Delete this page before you share the SOP. 

Free template from coavon.com/templates/sop-template. How to write an SOP: coavon.com/blog/what-is-an-sop
