
F.2.3A – Process Exchange/Refund – Process the return and exchange of a previously purchased itemF.2.3A – Process Exchange/Refund – Process the return and exchange of a previously purchased item
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Process Owner: Heidi Gygax, Process Trigger: Customer Visits Store, Customer Contacts Customer ServiceProcess Owner: Heidi Gygax, Process Trigger: Customer Visits Store, Customer Contacts Customer Service

Customer Service
Business Processes Map – Current State (for stores not on AJ POS)

F.2.3A.1
Discuss Exchange/

Refund with 
Customer 

(Typically returns 
are accepted 

within 21 days of 
sale)

Customer Initiates 
Exchange/Refund via 

Customer Service

Email or Phone

F.2.3A.29
Issue Credit or 
Process Refund 
Check and Send 

to Customer

End of 
Process

Downgrade or
Even Exchange

Initiated 
at Customer Service

F.2.3A.2
Arrange for 
Customer to 
Ship Item to 

Na Hoku

Customer Sends Item 
to Na Hoku

F.2.3A.3
Receive Item from Customer and 

Forward to Customer Service

Exchange/
Refund

Approved?

F.2.3A.4
Perform 

Assessment and 
Notate Condition (on 
copy of original sales 
order or customer’s 

correspondence)

No

F.2.3A.5
Notify 

Customer (via 
email) that 
Exchange/
Refund is 
Denied

To Distribution 
(D.2.5)

F.2.3A.7
Complete Mail Out 
Form and Forward 
with Original Item 
to Distribution for 

Shipment to 
Customer

Order Status
“Ready-to-Ship”

To Distribution 
(D.2.5)

Revised on 10/23/19
Revised on 10/22/19
Revised on 10/21/19
Revised on 10/18/19
Created on 10/17/19

F.2.3A.6
Add 

Member to 
NAV (if not 
already in 

the system)

F.2.3A.8
Retrieve and Print 

Original Sales Ticket 
(via Add’l Pgm) or 
Invoice (NAV) and 

Complete Customer 
Return Form

Yes

Yes
To Process 

Special Order 
(F.2.5)

 Scenario 1: Sales Originated at Customer Service or on the Website and Exchange/Return is Initiated at Customer Service

 Scenario 2: Sale Originated at a Store and Exchange/Return is Initiated at Customer Service

 Scenario 3: Sale Originated at Customer Service or on the Website and Exchange/Return is Initiated at a Store

 Scenario 4: Sale Originated at a Store and Exchange/Return is Initiated at a Store

Customer Initiates 
Exchange/Refund at 

Store

F.2.3A.15
Enter Return Ticket 
and New Sale Ticket 
in Legacy POS and 
Collect Payment

F.2.3A.18
Complete 
Customer 

Return 
Form

Upgrade

F.2.3A.23
Confirm that Correct 

Store/Salesperson 
Receives Credit for 
Return/Exchange

F.2.3A.10
Update Refund 
Log (Excel) and 

Forward 
Customer Return 

Form to 
Accounting

F.2.3A.27
Enter Return Ticket 
and New Sale Ticket 

in Legacy POS

Denotes Step Performed in NAVDenotes Step Performed in NAV

Type of 
Exchange?

 

Downgrade
or

Full Refund
Or

Even Exchange
F.2.3A.20

Create Transfer 
(in Legacy POS) 

to Customer 
Service (Loc 

124) to Relieve 
Inventory for 

New Item

Denotes Step Performed in Legacy System

F.2.3A.30
Receive Transfer 

Order of New Item 
to Customer 

Service (Loc 124)

F.2.3A.22
Retrieve and Print Original Sales 
Ticket (via Add’l Pgm) or Invoice 
(NAV) and Compare to Customer 

Return Form from Store

F.2.3A.9
Obtain 

Approval 
From 

Director

F.2.3A.11
Create 

Exchange 
Order

Customer Service
or

WEB

Downgrade
or

Full
Refund

To Step
F.2.3A.29

Type
of

Exchange?

Upgrade

F.2.3A.12
Collect 

Payment
 

F.2.3A.32
Change Order 

Status and 
Send eMail to 
Distribution

F.2.3A.31
Notify Customer 

Service (ok to 
ship new item)

 

Type
of Exchange?

 

All Other

Special
Order?

Even
Exchange

No

F.2.3A.24
Obtain 

Approval 
From 

Director

F.2.3A.25
Update Refund Log 
(Excel) and Forward 

Customer Return 
Form to Accounting

Sale 
Origination?

F.2.3A.13
Create Transfer Order 
(to location 124) for 

Returned Item

Store

Type
Of

Exchange?

Upgrade
Or

Even
Exchange

F.2.3A.14
Create Exchange 
Order and Collect 

Payment (if 
upgrade)

 

Downgrade or
Full Refund

End of 
Process

Sale 
Origination?

Same
Store

F.2.3A.16
Enter Return Ticket 

and New Sale Ticket in 
Legacy POS and Issue 
Refund (if downgrade 

or full refund)Original Form
Of Payment?

Credit
Card

Non
Credit
Card

F.2.3A.17
Enter Return Ticket 
and New Sale Ticket 

in Legacy POS

 

Different Store,
WEB, or Customer Service

End of 
Process

Downgrade
Or

Even
Exchange

F.2.3A.21
Forward Customer Return Form to 
Customer Service, Give Downgrade 
or Even Exchange Item to Customer 

with Copy of Form

 

F.2.3A.19
Complete 
Customer 

Return Form

To Step
F.2.3A.27

Downgrade or 
Even Exchange,

Initiated at Store and
 Sale Originated

at Different Store OR
Downgrade Initiated at Store and

Sale Originated on WEB
or Customer Service

End of 
Process

Return/Exchange Initiated at Customer 
Service or Store

Return/Exchange Initiated at Customer 
Service

Return/Exchange Initiated at Store

Return/Exchange Initiated at Customer 
Service

Return/Exchange Initiated at Store

Downgrade
or Full 

Refund,
AND Sale 

Originated
At Same

Store

Sale Originated on WEB or Customer Service

F.2.3A.28
Create 

Exchange 
Order

Downgrade
or Full Refund and

Sale Originated 
On Web or

Customer Service

Even
Exchange
And Sale

Originated
On WEB or

Customer Service

 

Downgrade,
Full Refund,

 or Even Exchange
AND Sale 

Originated
at Different Store

F.2.3A.26
Create Transfer Order 
of New Item to Store 

Where Exchange/
Downgrade Took Place
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