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Who is this for? Applies to all customer service representatives who are responsible for responding to
buyer messages, processing refunds, and issuing replacements.

Objective: Facilitate learning and understanding of how to process refunds, replacements, and handle
buyer messages.

Customer service typically involves providing support to buyers in regards to their purchases, including resolving
issues with orders, answering questions about products, handling returns and exchanges, and addressing any
concerns or complaints. This is intended to help ensure a positive shopping experience for the buyer, which can lead
toincreased customer satisfaction and repeat business.

Fulfillment by Merchant: Fulfillment by Merchant (FBM) is a fulfillment option on Amazon where the seller is
responsible for storing and shipping their own products to buyers. The seller is in charge of handling customer
service and returns for their items. This option allows the seller to have control over their inventory and shipping
process, but it also requires them to handle all the logistics and storage costs associated with fulfilling orders. FBM is
a popular choice for sellers who want to have more control over the customer experience and the management of
their products.

Note: Amazon will handle fulfillment and customer service for items Fulfilled by Amazon. Any form of
communication with customers has to be aligned with Amazon Communication Guidelines.

HOW TO CHECK CUSTOMER MESSAGES MANUALLY

1. From Seller Central, click the Messages icon on top right corner of the page.

B EN~ Help

oice of the Customer Customer Engagement  Pricing Health Edit

2. New messages will appear under the Messages Response Needed option. Check and address every message from
the buyer, sample below. See Communication Guidelines.


https://cdn.document360.io/d9e9b7a2-6758-4c75-97d3-36a6877048cf/Images/Documentation/en_US_Communication_Guidelines.pdf?sv=2022-11-02&spr=https&st=2024-10-08T15%253A28%253A57Z&se=2024-10-08T15%253A38%253A57Z&sr=c&sp=r&sig=m90nTyWUeSun7%252BnDxDOjHcWDt53L2ysVhFY8Dhi0wqw%253D
https://cdn.document360.io/d9e9b7a2-6758-4c75-97d3-36a6877048cf/Images/Documentation/en_US_Communication_Guidelines.pdf?sv=2022-11-02&spr=https&st=2024-10-08T15%253A28%253A57Z&se=2024-10-08T15%253A38%253A57Z&sr=c&sp=r&sig=m90nTyWUeSun7%252BnDxDOjHcWDt53L2ysVhFY8Dhi0wqw%253D

Business Reports  Campaign Manager  Inventory Planning  Manage All inventory ~ Shipments  A-to-z Guarantee Claims  AccountHealth Manage Orders  Brand Analytics  Feedback Performance Notifications

Response Needed ~

Vaice of the Customer  Customer Engage|

Re rtkGal  trlkor+AQ144954YN.  3XKOXS@  etplaceamazoncom
Inguiry from Amazon customer  rt: Received damaged or defective item(Order: 113-93  J5-6763458)

Messages

hittp/ fwww amazon com

Enter Order 10 or Email Address T

e were not able o send a copy of this message to your emall address because the email was bounced by your emall service provider

Jan 30, 2023

=

Jan 22, 2025716 AM
anu:ryfdrum:r:eznn customer Robert: Received Hello. e,
TG Thank you for your patience. | can definitely help you out. Can you send me 2 photo of the item you received?

Jen  Lynn Jan 30,2003 | Jan 26, 2023852 PM
Order delivery inquiry from Amazan customer
JenniferLynn War.

3 hrs e

Please see attached phato

e to your email address because the emall was bounced by your emall service providel

B

Jan 30, 2023 Jan 27, 2025 509 AM

Inquiry from Amazon customer mary yates(Order: Helle ot
111-6353503-5... Thanks for the photos. A replacement tumbler will be sent right away.
Due: 12 s

[

- g3 | Jan 27,2023 1153 Am
G on Jan 31, 202

Inquiry from Amazon customer Gretchen

Thank you, | appreciate your help,
Hsu(Order: 114-9799922....

TR We were not able to send a copy of this message to your email address because the email was bounced by your email service provider
Jan 27, 2023 6:32 PN
i Jan31, 2023 You're most welcome!
Shipping inquiry from Amazon customer Sarsh
Bailey(Order: 11... Jan 50, 2023824 PM
Due: 23 hrs

Do you happen to have tracking for the item? Thanks!

e were

1ot able to send a copy of this n

to your emall address because the emall was b

jour emall service provide

Select Template ~

Characters remaining: 4(

to 4000 characters

3. In this scenario sample, the customer requested a refund because the item never arrived.

Jan 15, 2023 8:52 AM

This item has still not amived, | would like a refund. Thank you.

e werz not 3tke to send a copy of this mes=age w your email 3ddress becausze the ema’ was bounced by your emal senvce provider

4. Prior to issuing a refund, it is important to investigate the order by verifying the tracking number. This information
can be located in the order details page.

Package 1
Action on package 1 Edit shipment | | Print packing slip
Shipdate  Tue, Jan 3, 2023
Carrier  USPS TrackingID  940011120621° 1500683
Shipping service  USPS First Class Mail
Image Product name Mare information Quantity  Proceeds
LofSa  pundD  1Beve :Yelew Condition: New 1 tem subtotal $14.99
4 [« rCoffes  ible AL dTum  w/ Order Item ID: 0567458 3610 Tax $1.05
Ll dPA-Fre < Durable v..ieTy . Black120z( ated Tumble Refund: $16.04

ASIN: BOBL,  XMZ
SKU: ¥S-1 EC 17 M

5.If it has been determined that the item was not delivered, you should follow your store's policies to issue a refund
or replacement.

HOW TO PROCESS AREFUND

A full refund can be issued through a return request after a product is returned to you or for items where you are
allowing the buyer to keep the product, (no return is requested).

IMPORTANT: Refunds will reflect in the account in 2-3 business days.



1. From messages click the Order ID and it will take you to the Order Details page.

amazon seller central ﬂ Search Q X EN- H

Feadback

Messages

Manage Al Inventory

Atoz Guarantee Claims  Apcount Health

Performance Notificaions  Voioe of the Customer

Business Reports Shipments Manage Orders  Brand Analytics Customer Engagement  Pricing Health

Campaign Manager

Inventory Planning

Cogm Npra—_
nquiy from Amazon customer Gary Einnor(Orcer: 113.0830547-8220004)

Links v

Messaging Permissions

" Sesrcn 1 .
a0s28 5220084 Jon HLRBERPM o Tempiates
- Messaging Palicies
e
an 15,2025 -
) Jan 15 202 T et e s massage oy Customer Service Dasnboars (EY)
Inquiry from Amazon customer Gary - Messaging Metrics
Einhom(Order: 113-0820547. Massags from selier Age of Sage: Buyer-Seller Messages FAQ
Helo Gary Jein Customer Service by Amazon (CSEA)
We appreciste your patience. The tem is cumently out of stock and we are unsure of when it will be back in stock.| have

Erocess 2 rafund ans the mansy wil b2 eradied B2ck 3 your aseaunt within 2-3 83yz. Order ¥

Jan 15,2023 503 PM

Stil waiting for the beer mug-re

We were not nd 3 copy of s

smailas bounced by your

Jan 15,2023 508 PM

have contasted the seller on Deo28th nd again on Wed 1/11- the 25t | was told they would send = replscement 2 of
111 no answer from them now

We were notati el

nd 2 copy of tis emailwas bounced by your

Jan 16, 2023 9:20 P18

Tracking Number

status

2. Click the Refund Order button.

Sales proceeds

Order details owerio:» sur Seller Order 10: # Edit .

Payment methods: Standard

Items total $2999
Order summary Ship to Tax total; 220
Ship by Mon, Jan 9, 2023 Shipping service: Standard Rr Contact Buyer Grond botal: $32.19
Delive: Wed, Jan 11, 2025 10 Fri, Jan 13, 2025 Fulfiltment Seller o
Purchase date Sun, Jan & 2023, 11:30 AM PST Sales chamnel. Amazon.com B e

Addross Type: Residential
Seller Notes
For your re il not be

More details displayed to the buyer.

3. Select General Adjustment from Reason for Refund. Enter the refund amount or issue a full refund in the amount
box then Submit Refund.

Refund order  tezmmor

(@ Tax only refunds are managed by Amazon for Marketplace Facilifated orders Learn more X Order summary

Customer: Robert

Ordered items Cost Amount to refund Message history

Order ID: 113-8307605-6763458
Lord of the Rings Mug, 30 oz Stainless Steel Wine & Coffee Tumbler §20.00 Units (0-1) | 1

- Double Wall Insulated Tumbler with Lid - LOTR Merchandise.
32000 (full refund)

Accessaries for Kitchen & Bar, Winter Travel Mug, LOTR Beer Mug

Quantity: 1 ssue partial refund Refund summary
Reason for refund:” | General adjustment ~] Refund amount
Could Nat Ship Order amount 52040
+Producttax @ _ s2.20 Tax to be cakulated Additonal refunds s0.00
Customer Retun
- Total 32000
Total General adjustmant 53219 $29.99 + full tax amount to be caloulated
Amount to refund $29.99

+ full tax amount to be

Buyer Cancelled ated

Additional refunds Cost Amount to refundicharge
Different item

Additionalrefungs | Deliversd Late by Camier Refund s | 000 Remaining: $20.00 Caneal

Product not as deseribed

Shipping Address Undeliverable
Hote to yourself

No Invantary

Order not received

Missed Fuffilment Fromise

Pricing Error
255 characters left

4. Notify the buyer of refund processing completion by replying to their message and informing them that the refund
has been issued to their account.

Sample Scenario 2: The item arrived damaged, and the customer wants a replacement order.



R. . I kGziafykirliers MOS4YNOLAZL 00 dmarke Loeam  noom
niquiry from Amazon customer Rol  © Received damaged or defective demiOrder: 117 390 5677 1)

| Jan 21,2023 10:08 AM

Hello
23 '
We've been contacted by 3 customner regarding the order identfied below.
Order#: 113-8. 760567 458
tem:
Reason: Received Damaged or Defective ltem
23 Defails: The item has arrived, but it was damaged. Please researeh the issue and contact the customer immediately and

help with the replacement.
To respond to this customer, please reply to this e-mail or visit your seller account at the following link:
https:/isellercentral.amazon.com/gp'communication-manager/inkoz.htm
23 Sinceraly,
Customer Service Department
Amazon.com
httpzifwww.amazon.com

NOTE: Before processing an order replacement. Request a photo of the damaged item from the customer and
their complete shipping information. Sample email template:

Hello (Customer’s Name)

We apologize for the damaged item you received. We want to make sure you have the best experience possible and | am here
to help. Would it be possible for you to provide a photo of the item? Thank you for reaching out to us.

e Once they are provided, follow below instructions.

HOW TO PROCESS AN ORDER REPLACEMENT

1. From Messages, click the Order ID of the customer. It will take you to the Order details page.

amazon seller central “ Search Q % EN- H

Brand Analytics Feedback  Performance Notifications  Voice of the Customer  Customer Engagement  Pricing Health

M BusinessReporis Campaign Manager Inventory Flanning  Manage Allinveniory ~ Shipmenis  A-fo-z Guaraniee Claims  Account Health  Manage Orders.

rovremremes [T
Messages |EEERRERINICE IRt oo

M3eEz sz Search san 1 223 830PM
5, 2023 HiGary:
v LA Selier Age of Sage has a massage for you
Inquiry from Amazor ~stomar Gary ~
Einnom(Order: 113 8547.. Messge from seller Age of Sage:

He oy
We appraciats your patience. The item is cumrantly out of stack and we ars unsure of when it il be back in stock. | have
Erosess 2 rafund and the maney will 2 eradited bask to your asount within 2-3 say.

Jan 15,2023 £03 FM

wras baunzas 5y your ema

have contacted the seller on Dac28th and again on Wed 1/11- the 25th | was told they would send a replacement as of
1/11- no answer from them now

Deliver by
Dec 23, 2022 2:50 AM ET

e wers

1o 520 a copy of this message o your amal addres i was bounced by your email s

Carrier
Jan 15, WBETWEM | j5ps

Tracking Number

status

Shipped

2. Copy the SKU of the item that needs replacement.



Order details orwerio:# 112 _osesr

Order summary

Ship by: Tue, Dec 20, 2022
Deliver by: Thu, Dec 22, 2022 to Tue, Dec 27, 2022

Purchase date: Mon, Dec 19, 2022, 11:07 PM PST

More details
Tax Collection Model: MarketplaceFacilitator

Order contents

Status Image Product name

[ stippea of Do ess with Mar.
3 Gold Tum’  -Stz < Steel Mom ™

Dr.  Inswiated Tur. rs for Wome.

ASIN:BOE  SF7C

SKUIMO.  UR  (G-7461-FE

ans You'll Get Jurasskicked Rose
lerwf Lid for H Cold
.ravel Mug, 30 oz winbler

448 | Your Seller Order ID: # Edit

Ship to
Shipping service Standard

Fulfilment Seller

Sales channel: Amazon.com B

Address Type: Residential

Tax Collection Responsible Party: Amazon Services LLC

More infermation Quantity

Condition: New 1
Order Item ID: 49516365, 494

Print packing slip

Refund Order

Contact Buyer:

Unit price

$29.99

Proceeds

Item subtotal.
Tax:
Item total:

Request 2 Review

$29.99
$1.99
$31.98

Sales proceeds

Payment metheds: Standard

items total: 42999
Tax total: $199
Grand total: $31.98

Seller Notes

For your records nly, will not be
displayed to the buyer

3. Go to Manage Inventory. Paste the SKU in the search box and click Search. Check the box next to "Edit" and open
the drop-down menu in the action selection box near the search bar.

[ Action on 1 selected v] | Q ML AURLE  -7451-F X |@ 1 product(s)

e
Filters: Status: o All ':' Active .':'. Inactive .':'. Incomplete ":" Listing Removed .':'. Search Suppressed Fulfilled By: o All .:. Amazon .':'. Merchant Search: | : T
Save all Status SKU Listing 1D Custom Product Mame  Date Created Available  Inbound  Unfulfillable Reserved
- Condition ASIM Status Changed Date
Active SAURL. 3~ v aZr.oMNLF Disabled o 12/15/2022 20:03:17 -
Tdt1-FBM . V'r'|:_ma 12/16/2022 03:46:25

New

4. Select Create Fulfillment Order.

Manage Inventory Leammare

| Change shipping template

Take the tour

|u15, I-F % @ 1 productis)

Print item labels

Create fulfillment order

Create removal order

Set replenishment alerts
Send/replenish inventory
Change to Fulfilled by Amazon
Change to Fulfilled by Merchant
Match Low Price

Close listings

Delete products and listings

Advertise listing

Help Program Policies

English

] ":" Inactive ":" Incomiplete ":" Listing Removed ":" Se

SKU Listing 1D Custom P
Condition A
' WSRG- 1210 _F Disabled A:
ria i pr
M. B

W Download the Amazon Szller mat

5. From the Multi-Channel Fulfillment Order page, fill in the necessary fields. Check if all the information is correct

and click Place Order.



Place a Multi-Channel Fulfillment Order

Enter your customer's shipping address, items. and shipping speed to place an order. Looking to automate this procass? Leam how

1. Enter customer address 2. Add items 3. Select shipping speed
Country | Q, Searsh by titie, MSKU, ASIN, or FNSKU Standard

B United States ~ ‘ Arrives by
Intemational postal addresses allowed B only ship with blank boxes @

. () Slock Amazon Legistics 23 2 carier for this order Expedited
Full name i
‘ ‘ SKUs Urits Arives by
i i Shipping Details Estimates

et addness. Use the search field above to add items o this order

Shipping weight : -
Street address, P.O. box, company name, 60

Latest snip gate : -

+ Add aline Order ID, Latest delivery date - -
Order total - -
Gyl Will generate if left biank ‘
‘ Pazking sip commants PFlace order Greate hold order | (D
sese s pronnce () 2 mosin ol | Thank you for your order ‘

‘ ~ | ‘ + Optional details

Customer Contact IrllDrmnti\:’

Phane num"' Email addrgss.

+1 (855) 1234567 ‘

customer@mai. com ‘

Optonal Optional

6. Go back to messages and provide the customer information about their order replacement.



