Catalog SOP: Return Status and Issue
Refunds (MFN)

10/08/2024 12:43 pm CDT

Who is this for? This is for customers who have questions or concerns related to refunds and returns
of products or services they have purchased.

Objective: To efficiently and accurately handle return requests and issue refunds to ensure customer
satisfaction and maintain a positive brand reputation.

Instructions:

1. Loginto Seller Central Account and go to Orders > Manage Returns

Catalog >

Inventory >

Pricing >

Orders > Manage Orders n
Advertising > Create MCF Order n
Stores > Order Reports

Growth > Upload Order Related Files

Reports > Manage Returns

Performance > Manage SAFE-T Claims

Apps and Services »

BZB >

Brands “

2. Paste the Order ID and Search, Note that you can modify the Date range, and Sort By.
Manage Retu rns Learn more Returns FAQs View reports Edit returns settings

(@ We have transitioned the Manage Returns page to a globalized experience, allowing you to easily manage your returns across multiple stores.

(@ seller fuffilled orders now follow the new prepaid retum process

Order ID v 113-0465963-3896247] Sort By: Newest First ~ | Date Range: Last 30 Days + | | Country/Region v

3. Check the return Details, Return Status and Available Action


https://sellercentral.amazon.com/

Order ID ~ | | 113-0465963-3806247 Sort By: Newest First ~ | | Date Range: Last 30 Days ~ | | Country/Region ~

View all Pending Actions Completed Returns with A-Z Claims View Returns Performance
Total Returns: 1 Collapse all details sections

Order Details Product Details Return Details Date Return Status Action

o £ Request Date: 02/21/2024 _
Order IE{. . Tz Return Reason: sh il e et Issue Refund
113-0465063-3896247 - Product damaged, but Prioe refund: Applied
- shipping box OK . o
ontact Buyer
Buyer: Order Date: 02/11/2024 !
Den Dr. Dan’s Cortibalm- 4 Pack. Slyer Comment Hcays 800
2 out of the 4 tubes, had
ity cracked lids. Its a defect in the
:;rk;l;l\ace o Suasit 1 product. The product \Issl\f is Spproval Date (121212024
|| EE . -
= ASIN: BOTD92RSZB great, but the lids are not 29 days ago
. Merchant SKU: NO-27UL- acceptable.
Communication History MQHG

Close Date: 03/11/2024
10 days ago

More information »

Showing Returns: 1-1 m m a -

Note: You must respond to return requests that require manual authorization within 24 hours. You are required to
issue a refund within two business days of receipt of a return. If you do not take action regarding the refund,
Amazon may refund the buyer on your behalf and charge the amount to your seller account. In addition, if you
refuse to accept the return of an item and Amazon determines that it is materially different, you might be held
responsible for any A-to-z Guarantee claim or chargeback dispute that is filed.

Return Auto-Authorization: Amazon automatically authorizes US return requests that fall within Amazon’s return
policy, including items with seller-filed SKU exemptions from the Prepaid returns for seller-fulfilled orders. Return
requests that are out-of-policy or category-exempt will be sent for manual authorization. For more information, go
to Authorize a return request.

Prepaid return labels: Amazon automatically enrolls US sellers in the Prepaid returns for seller-fulfilled orders. In
this program, we provide buyers with prepaid return shipping labels on your behalf through Use Buy Shipping
services.

Return labels for exempt items: For returns of seller-fulfilled SKUs that are exempt from the Prepaid Returns Label
program, you will have the option to upload a merchant-paid label. We recommend that these merchant-paid
labels include tracking. Go to Return Settings in Seller Central to select the return label you want to provide for
exempt items.

Wrong item returned by buyers: Sometimes buyers mistakenly return a different item than the one they purchased
from you. If this happens, contact the buyer to do the following:

Let them know that they may have accidentally returned the wrong item.
Ask them if they would like you to return the item to them.
Inform them that they can return the correct item for a refund.

If the buyer indicates that they would like the wrong item back, consider sending it back to them. If the buyer
indicates that they received the wrong item initially, consider giving them the benefit of the doubt.

3. Please make sure that the item was returned to the warehouse or to your client before processing any refunds.
Once the return has been confirmed by the client, advise them to check the condition of the item so that they can
decide whether they process a full or partial refund.



To Process the Refund:4. Check the tracking information and verify that
the item was returned to the warehouse. Click Issue Refund.

View all Pending Actions Completed With A« Claims

B Austo-authorized

Return Reason: Item defective or doesn’t work

1 was o smal for what | needded # for nesd to get the next size up.

~ Hide details

armie picked Up the peckage

Qverall Return Information

Qrder Date: March 3, 2025 7:54:42 AM PST
Raquast Date: March 30, 2023 &12:36 AM PDT
March 30, 2023 8:12:36 AM POT
lue: $47,84

Charge restocking fee

1. Grade condition of returned item

Criginal condition Minor damages
Item Q @
Accessories [+ ] &
Packaging [« ] o)

Additional information

D ltem shipped oulside of return window

2. Charge restocking fee

“You cannot charge restecking fees for items returned in original condition.

Upload photos of used or damaged item @

Mo phetes necessary for items returned in original condition.

Cancel

Severe damages
@]
@]
O]

ew FBA
View Returms Perfc

Collapse all details

Order 101

RM: DLEhBIHRRMA

Et autharization

s L

Complote

Contact buyer

X

Iwant to refund this unit

Missing Materially different
O O
O O
0]

You may charge a restocking fee if the item is damaged, missing parts, or was delivered outside of the return period.
NOTE: Charge a 10% restocking fee for returns that state that they were "purchased by mistake" or "no longer
needed"; in other words, the packing was changed. For the other factors, give a complete refund.

5. Choose Reason for Refund. Click Submit Refund.



Refund order  ieammore

(D Tax only refunds are managed by Amazon for Marketplace Facilitated orders.Learn more

Returned ltems

Return Reason: lem defective or doesn't work
Customer comment: item was oo small for what | needed it for
need o get the next size up.

Reason for refund” | Customer Retun

+ Product fax @&

‘Outbound shipping

Total

Additional refunds/charges

Addtional refunds

Cost Amount to refund
538.04 All units: $38.04 (full refund)
Charge restocking fee
52385 Tax to be calculated
56.95 I:l Refund outbound shipping ($6.95)
547.84 §38.04 + full tax amount to be calculated
Cost ‘Amount to refundicharge

Refund

‘ $ | 000 Remaining: 520.00

Return request summary

Customer:
Wessage history

Crder 1D 114
Ordered: 27 days ago
Approved: 0 days ago
Label Price: $8.26

Refund summary

Refund amount

Order amount 538.04
Return shipping 50,00
Additional refunds 50.00
Total 538,04
Amount to refund $38.04
+ full tax amount fo be

calculated



