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WORK INSTRUCTION
Approve a customer refund
A concise task-level instruction
	Controlled field
	Approved value

	Document owner
	Customer Operations

	Version and status
	1.0 | Approved

	Effective date
	September 1, 2026

	Review date
	September 1, 2027

	Approved by
	Customer Operations Director



Expected result: An eligible refund is approved once, recorded accurately, returned through the original payment method, and communicated to the customer with a traceable case reference.
Use this instruction when
Use this instruction after a customer requests a refund and the request is assigned to an authorized reviewer. Fraud investigations, chargebacks, cash refunds, disputed contract terms, and exceptions above the approved threshold follow separate procedures.
Prerequisites
1. The reviewer is signed in through an approved account with refund permission.
1. The customer, order, payment, requested amount, currency, reason, and request date are confirmed.
1. The current refund policy, approval threshold, and any contractual exception are available.
1. The case record is open and has a unique reference number.
Boundary: Never request or record a full card number, password, one-time code, or other authentication secret. Do not split a refund to avoid an approval threshold.


Work steps
1. Open the assigned case and compare the customer identity, order, payment, amount, currency, reason, and request date with the system of record.
1. Check the current refund policy and contract. Confirm the request is eligible, within the permitted window, and within your approval limit.
1. Review prior refunds, open disputes, delivery evidence, fraud indicators, and duplicate requests. Stop if the facts conflict or require investigation.
1. Record the decision rationale, approved amount, policy reference, payment reference, and any required evidence in the case record.
1. Submit the refund once through the original payment method. Record the processor confirmation and expected settlement window.
1. Send the approved customer notice with the amount, payment method, expected timing, and case reference. Do not promise a bank posting date.
1. Mark the case complete only after the processor confirms submission and the required record fields are present.
Completion criteria
	Required check
	Evidence
	Result

	Eligibility and authority confirmed
	Policy reference and reviewer limit
	Pass / Fail

	Amount and currency match the approved decision
	Case and payment records
	Pass / Fail

	Refund submitted once
	Processor confirmation
	Pass / Fail

	Customer notification sent
	Message record
	Pass / Fail

	Case fields and rationale complete
	Closed case record
	Pass / Fail



Exceptions and escalation
	Condition
	Required action
	Owner

	Request exceeds authority
	Pause and route the complete case for approval
	Operations manager

	Possible fraud or duplicate request
	Do not refund until the designated reviewer clears the case
	Risk owner

	Payment method cannot accept the refund
	Use the approved payment exception procedure
	Finance owner

	Customer disputes the decision
	Provide the escalation route and preserve the case record
	Customer lead



Records
	Record
	Approved location
	Owner

	Request, evidence, decision, and rationale
	Customer case system
	Reviewer

	Processor confirmation and payment reference
	Payment record
	Finance Operations

	Customer notice and delivery status
	Customer case system
	Reviewer



Approval and revision
	Version
	Date
	Change
	Owner
	Approval

	0.1
	Aug. 2026
	Initial starter draft
	Customer Operations
	Draft

	1.0
	[Date]
	Approved organization-specific instruction
	[Owner]
	[Approver]



Required review: Replace every sample role, threshold, system, policy, exception, record, and message. Validate this instruction with the people who perform and approve the work before controlled publication.
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