
Hidesign 15 Days Refund Policy 

Process & Instructions 



What is it? 

A customer can now buy a product and return it to a store and get their cash / 
credit payment back in stead of having to exchange it for another Hidesign 

product within the period of 15 days.  



Why is the company implementing this? 

There are very few companies in India who have a refund policy, most have 
exchange policies only.  

By implementing the 15 days return policy, we can run a strong marketing 
campaign that speaks of our confidence in our products and also our 

commitment to the satisfaction of our customers.  



How does it help you in sales? 

Currently our conversion rate is only 20%. With the new refund policy we 
are expecting it to be around 30%. That‟s almost double the sales we make 

currently. How is this possible?  

Because we are making the risk for the customer 0. If the customer likes 
something, all he has to do its buy it. If he changes his mind, he can get all 

his money back. He‟s not stuck with a product he doesn‟t want. 

This is sure to increase the number of people who actually buy rather than 
walk out of the store, saying they will return.  

A win for your customer & for you! 

 



Hidesign is known for it‟s expertise in crafting leathers and in 

 the use of only the finest materials to make its products. 

Because we are so confident about our products we are one of the  

few companies that offer refunds and not only exchanges. 

 

Most of our customers, are people who use and reuse our products over the 
years. We value are relationships with each customer and want only the 
best for you. We are sure you will love our product but just in case you 
change your mind, we are ready to offer you a refund. Anything for your 
satisfaction.  

 

As you know, Hidesign is a product that many people buy to gift their family 
or friends. With a refund policy, you can tell a customer that you are sure 
that the person they are gifting will love what he has chosen, but just in 
case, we are happy to provide a refund. 

How should I talk about it to customers? 



What are the conditions for a refund? 

 

1. Original cash memo is mandatory. Pictures, copies, etc will not do.   

2. Product has to be unused, with all the tags and price stickers. 

3. No refund of discounted or sale items. 

4. Refunds can be made for  

• Purchases from Hidesign stores to any other Hidesign store.  

• Purchases made on www.hidesign.com can be refunded on the same 
website. 

5. Mode of repayment will be the same.  

• So cash for cash. 

• Debit/credit card will be done back to the same card.   

• Fresh gift cards of the exact amount should be made for purchases  
made using gift cards.  

 



How do I do it? 
8 Steps for Refunds: 

 

1) Request for original cash memo. Check for: 

• Date of purchase 

• Item – whether discounted or not 

• Mode of payment  

• Where has it been purchased from? 

 

2) Inspect the bag. Check for: 

• Whether it has be used or worn off 

• Blue hard tags, price stickers 

• Scratches on metal fittings, pen marks, etc 

• Politely ask for the reason the customer wants a refund 

 

3) Ask the customer if he or she would like to purchase any other Hidesign 
item. If so, do an exchange. If not, inform her of the repayment mode. 
Especially if it is a card payment. Explain time line for refund, etc.  

 



Contd. 

4) Punch an „Sales Return‟ bill  NOT „Sales Exchange‟ in Shoper 9.  

 

5) Repay the customer the exact amount by cash/ card/ gift card.  

 

6) Maintain an excel sheet/ book with: 

• Customer‟s full name 

• Customer‟s contact number 

• Invoice Number 

• Date  

• Reason for refund 

 

7) For cash + gift card refunds: Require the customer‟s signature on the 
new sales return invoice and the old invoice provided. It should state 
“Received Rs.xxxx” + sign + date.  

 

8) The original cash memo has to be attached along with the sales return 
copy and filed at the store. Soft copy to be sent to Santhy and team. 

 

 

 



What are the requirements for card refunds? 

1) Customers who paid using credit or debit card will have to carry the 
same card at the time of availing the refund. It is not possible to refund 
it to another card or in cash. 

 

2) We have to refund the complete amount which is the product price + 
% for using card machine. 

 

3) Kindly inform customers that the money should be refunded to them 
within 7 business/working days.  

 

4) Offer the store‟s phone number & email address 

in case they are worried and want some  

contact details.  

 



The Accounts Team will inform the bank to get the refunds done. Email 
them the following details: 

 

1) Email them stating: 

• Customer‟s name as per their bank account (don‟t go by the charge slip)  

• Card details (last 4 digits of the card number, as on charge slip) 

• Date of Purchase (as on invoice) 

2) Attach soft copy clear images of: 

• Original invoice 

• Charge Slip with customer‟s sign (merchant copy) 

• Sales return invoice 

 

How do I repay customers who have paid 
by card? 



How do I refund Gift Cards? 

Situation 1: Product purchased using a gift card 

In this case, the customer will have to be issued a gift card of the exact 
amount to be refunded. It can either be on the same gift card he had 
used earlier to make the purchase or on a new gift card.  

 

 

 

 

 

 

 

 

Situation 2: Gift Card purchased using cash & customer wants the cash 
back.  

Gift card is to be cancelled by informing back end the card number and 
amount. Cash to be refunded to customer by taking back gift card & 
getting his signature on the sales return invoice. 



What about Loyalty Points? 

When a refund is done, loyalty points will have to be deducted from the 
back office. Please email ecom@hidesign.com the following details:  

• Loyalty Card Holder‟s name 

• Card number 

• Soft copy of the sales return invoice 

• Amount for which refund should be done 

 

 

 

 

 

 

 

RMs & RDs are required to check this on a weekly basis. 

 



Thank you & Happy Selling! 


