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Unit 205: Process returned goods and materials in a retail environment
Handout 2: How to process returns of retail goods
There may be specific members of staff authorised to raise credit notes and refund payments, and it is important that you know who these people are. You will need the following information from the customer in order that the refund can be processed:

· Name and address of customer

· Description of goods

· Value of refund

· Reason for return

· Original method of payment

· Signature of customer (if available)

If the returned goods are going back into stock, you will need to update the stock control system by adding them back onto stock. This should be done as soon as possible in order that the stock records are accurate and so that a possible sale is not lost because the stock records do not show the existence of the returned goods.
If the returned goods are not going back into stock because they are not fit for sale, care needs to be taken over the updating of stock records. The returned goods should only be re-entered onto the stock records if they are to be removed from the stock records when they are returned to the supplier or manufacturer or disposed of.

Goods which are to be returned to the supplier or manufacturer should be labelled either with the full name and address they are to go to or a label indicating that they are to be returned so that the despatch department can deal with them according to company policy. Once labelled, the goods should be taken to the correct location for despatch or collection. 
Goods which are not in a saleable condition but cannot be returned to the supplier or manufacturer, such as fresh food, must be disposed of in accordance with the company policy on recycling and disposing of waste. Remember that disposal of certain items, such as electrical goods or batteries must be disposed of in accordance with legislation.

Goods which are in saleable condition should be placed back into the stock room or on the shop floor fixtures. There may need to be a reduction in the price if the packaging has been damaged or soiled; you may need a supervisor’s authority to action the mark down.[image: image1.jpg]



