Fulfillment Process Policy

Purpose:This policy outlines the procedures and standards for fulfilling customer orders efficiently
and accurately, ensuring a positive customer experience.

Scope:This policy applies to all departments involved in the order fulfillment process, including
sales, customer service, warehouse, and shipping.

Definitions:
e Order Fulfillment: The process of receiving, processing, and shipping customer orders.
¢ Inventory: The stock of products available for sale.
o Shipping Carrier: The company responsible for transporting products to customers.
e Tracking Number: A unique identifier assigned to a shipment for tracking purposes.
Procedures:
1. Order Receipt:

o All customer orders, whether received by phone, online, or in-store, must be
entered into the order management system accurately and promptly.

o Orderinformation, including customer details, shipping address, and product
specifications, must be verified for completeness and accuracy.

2. Inventory Verification:

o The availability of ordered products in inventory must be checked against real-time
stock levels.

o Ifaproductis out of stock, the customer must be notified immediately and provided
with an estimated backorder or alternative product option.

3. Order Processing:

o Orders that have been verified and approved for fulfillment must be processed
through the order management system.

o Necessary paperwork, such as packing slips and shipping labels, must be
generated.

4. Picking and Packing:

o Warehouse staff must accurately pick the ordered products from inventory and
package them securely for shipping.

o Products must be inspected for damage or defects before packing.



5. Shipping:

o Orders must be shipped using the most appropriate shipping method based on
factors such as product weight, dimensions, and delivery time requirements.

o Shipping carriers must be selected based on reliability, cost, and service level
agreements.

o Tracking numbers must be provided to customers so they can monitor the status of
their shipment.

6. Post-Shipment Activities:
o Once an order has been shipped, the order status must be updated in the system.

o Shipping documentation, including tracking numbers, must be retained for
reference.

o Customerinquiries regarding order status or shipping issues must be addressed
promptly and professionally.

Quality Control:

e Regular audits and inspections must be conducted to ensure compliance with fulfillment
procedures and quality standards.

¢ Key performance indicators (KPIs) must be tracked, such as order accuracy rate, on-time
delivery rate, and customer satisfaction.

e Continuous improvement initiatives must be implemented to identify and address any
areas for improvement in the fulfillment process.

Exceptions and Approvals:

e Anydeviations from the standard fulfillment process must be documented and approved
by a designated authority.

e Exceptions may include expedited shipping, special handling requirements, or returns and
exchanges.

Review and Updates:

e This policy must be reviewed annually or as needed to ensure its continued relevance and
effectiveness.

e Anyupdates or changes to the policy must be communicated to all affected staff.
Compliance:
e Allemployees involved in the fulfillment process are responsible for adhering to this policy.

o Failure to comply with the policy may result in disciplinary action.



By signing below, employees acknowledge their understanding and commitment to following
this Fulfillment Process Policy.

Signature: Date:

Returns and Refunds

o Eligibility: Customers may return eligible items within 14 days of receipt. Items must be in
their original condition, with all tags and packaging intact.

e Process:
o Customers must contact customer service to initiate a return.

o Customer service will provide return instructions, including a return authorization
number (RA).

o The customeris responsible for shipping the item back to the designated return
address.

o Upon receipt of the returned item, it will be inspected for eligibility.

o Iftheitem is eligible for a refund, the purchase price will be refunded to the original
payment method, minus any shipping costs.

o Refunds may take 14 business days to process.

o Damaged or Defective Items: If a customer receives a damaged or defective item, they
must contact customer service within 14 days of receipt. Customer service will arrange for
a replacement or refund, as appropriate.

Cancellations

e Before Shipment: Customers may cancel their order before it is shipped by contacting
customer service. If the order has already been processed, a cancellation fee may apply.

o After Shipment: Customers may not cancel an order after it has been shipped. However,
they may return the item upon receipt for a refund, subject to the return policy.

By signing below, employees acknowledge their understanding and commitment to following
this Fulfillment Process Policy.

Signature: Date:




