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SOP SUMMARY

Quick Refund Process Flow: -

1.

O N vk

9.

Walk In / Online (Call In) customer request for Refund
a) Walk In —direct verification of return goods
b) Online (Call In) — verify via phone then arrangement of return
goods with customer by PCD forwarder
c) Onsite collection with Free of charge to customer

. Create 'Credit Note' for the refund Cashbill / Invoice (Prepare to input

the CN number into eForm)
Staffs to help customer fill in the online 'Refund Request Form'
e Link: https://pcdreams.com.sg/refund/form/

e Password: pcdg#1234 (*same password to check Refund Status*)
For service team - Return the item/ replaced spare parts (if any) to Grace
For service team - Acknowledged by Grace with items/ parts received
Department Operation Manager approval
Finance verification - audit the refund details via business system & etc.
Account - will prepare the refund payment accordingly to customer
directly
Encourage Refund Payment mode: Paynow | Bank Transfer

10.0Optional Refund Payment mode: Cheque
11. Done
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REFUND PROCESS FLOW

@dreoms

PC Dreams Groups — REFUND PROCESS:

Collsction by PCD forwarder with no chargs - FREE

‘Customer Call In Arrangement
Online & provide data for Check eligible for Confirm 1o collect
" " Refund? goords fram
refund
customer

Provide allemate Help 1o fil up
Resolution: Refund
Customer requested for REFUND Eschariga! Appication
Upgrade { eic. sForm

hittps:ipcdreams, com sgiefund

CUSTOMER

Collect back
device & do Cretit
Nota via Businass

System

Application eForm > Approval Level > Payment Arrangement

Outlets verification
—+  ofgoodsa
ducument

Return Goods to
Outlets

Confirm

walkln | el

- Cheque Preparation
3 - Update “Process By”
-Update “Approve” /"Deny” - Update “Approve” / “Deny”

- Update the Refund Amount
- Update “Approve By"
- Update "Approve” / "Deny”

Refund Process — 7 business days upon
receive the application

"d

&

2 Payment Mode:
2 Department Finance Account Payment Priority to use:
@ Manager Approval Verification Freparartion - Paynow / Bank Transfer
v

E Manager. Account: StEndny;

o - Verify the application validity - Cheque

a

o

-4

Application eForm = Approval Level = Payment Arrangement

Department Finance Account Payment
Approval Level Manager Approval g Verification " Preparartion
_E_MB"'? er: o o Finanace: Account:
- Verify the application validity - Verify the application - Cheque Preparation
- Update rt‘he Refund ﬁ:‘mount - Update “Verify By” - Update “Process By”
- Update “Approve By - Update “Approve” / “Deny” - Update “Approve” / “Deny”

- Update “Approve” / “Deny”
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How The Process Work

1. Customer walk in / call in to request refund

2. Staffs to do necessary verification & help customer to fill in the request
eForm

3. eForm trigger > Fresh desk = Slack notification / Customer & manager
4. Auto submission mail to customer

5. Auto notification mail to all department manager for approval & related
managers has to update eForm for the approved amount.

6. Auto notification mail to Finance, will verify the related document to
confirm the refund is approved & update to eForm

7. Auto notification mail to Account, will prepare the payment to customer
(Paynow / Bank Transfer) & update to eForm and close case

Customer walk in / call in to request refund

Customer Staffs help customer to fill in the online request application form

eForm trigger = Fresh desk = Slack notification / Customer & manager
Auto submission mail to customer

Manager Auto notification mail to department manager for approval
Approval

Belonging manager do update the approved amount

Auto notification mail to Finance
To audit / verify the related document to confirm the refund is approved

finance Update to eForm

Verificatio

* Auto notification mail to Account
= To prepare the payment to customer (Paynow / Bank Transfer)
e Update to eForm and close case

@ dreams RESTRICTED DOCUMENT
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Refund Request Form

1. Invoice Information

Click here to check the Refund Status ::).

Refund Request Form
Your requests and enquiries are important to us. Ple compiete and submit the ving form, one of our team
members will respond to you as soon as possible. = marked with an ast c{*) are required.

Invoice Information

Purchase Type * ) Walkn Online
Cwur Store Qutlet * Salect =
Date OF Purchase * =
i e
Purchase Amount *
Purchase Payment Type © ) Sales Order Cashbill ' Irvpice

Sales Order / Cashbill # Invoice
Number. ©

Credit Note Number *
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2. Customer Particulars & Refund Information

Customer's Particulars

Fil in customer information

Customer Name * I
..................................................... !
f= AALEE

Contact Mo =

Email *

Refund Information

Type Of Refund * E-Select— o

Reguested Refund Amount *

Reason Of Refund *

Payee's Name for Refund *

MNarre o5 ger bank oocoumt

Refund Payment Mode * &) Paynow ) Bank Transfer o1 Chegque

ERoDUrgEE

Prepare / Raised by * zelect W

noneirgge o wse Poymow S Bonk Tronsfer mbde. Aviodd refund by chegue s for

@dreoms RESTRICTED DOCUMENT
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3. PC Dreams Peace of Mind Purchase Policy

@dnaam_s

PC Dreams Peace of Mind Purchase Policy

EZ Dreams Sales Group — Laptop Factory Juclet &
a3 peace of mind for your
conditions.

purchzsss

prodoct
others,

Lz zimes,

one of our
has dropped a2t our =
promotions or cles
purchzse is m

wou may £

=taoreg

3) 14 DAYS EXCHANGE FROGBAM
In rars casas that you
can exchange th
exchangs the

rzosive 2 Lemeon
within 14 days
] following res

E

T Thne

s You receiwved
s You receiwved
arriwval

instanoss,

e price drop.

or defective hardwar

™

BEC Dresm= Outletc Dromises you
subject To prevs terms and

after wou hawve
erance if you bring

prices Bt
u purchased
TorE—Eoar =

ce protect you if your

=,
m the date of
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4. FAQ

FaQ

Must the product be exactly the same?

¥Yes, we will price match or refund the price difference on & “like—for—
for the same product brand origin, model and grading condition, including
orevailing tax (GSI, warranty coverzage, through the same payment method as
mode of deliwvery.

Whe are considered your competitors?

Courts, Best Denki, Challenger, Gain City, Hzrvey Normsn and Megs Discount Stozre.

How do T request for a price match from PCD?

Customers can wisit the store of wvour pur =
hotline €3333343 within 14 dsys from the date of purch
please highlight the lower price in effect that you wWan

TO OUr CRSTOmMEX Service
. In your communic ons,
us to price match.

ol
]

How do T show "proof" of price?

Please prowide = picture cf che competitor's price tag, sdvertisement or catslogue
to e price matckh view and werify the price match reguest.
In ons, WE may up the competitors to confirm the price.

How long do T have to wait to get 2 refimd?
If vou wisit any of ocur physicsl stores, we will be able to process the clsim in
the szme wi Refund will 1 to your stipulsted addr

What if the competitor does not have the itewm in stock or has limited guantities of
the product?

Bometimes = listed competitor will adwvertise prodict Wi
2 specizl price or the item may swven be out of stock.
will not be eligible for = price metch or a refund of

limited guantities for
scenarios. the item
price difference.

Doz PCD price match "free gift with purc:hase" offere?
Mo, BCD does not price metch ™f with purckasse" gffers as they sre Dot
exsctly “like—for-

ke

Doz PCD price match offers with fimancing?
Mo, BCD doss not price metch when the competitors’ price is only sppliceble when
using the competitors’ cred cards or dny other financing offers.

Doezg PCD match competitors' trade-in value and offers an trade-im products?
No. BCD does not metchk our competitcrs® trade-in walues and offers om t
products.

How will the difference in price be refimded to me?
The dif

funded wiz chegue or the same meds
are only allowed to claim ome price

deaIwalJ.ﬁffﬂrauEx:cham?
Exchange must be done within starcing from the date of purchs
You receiwed the wrong item inm vour package or you received products
defactive, hardwsre ed or dazazeci upon =T returned goods
original receiwed riginal

L] = Fuarantes takes sffszeco
= amend any terms znd condizions

@dre.cms gpnlﬁl.-rﬁ]:
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Email Notification

Once application form submitted, customer will receive the
email notification:

Refund Request Application: RRF200008 Intox x

PC Dreams Groups <notifications@zohoforms.com=
to JASON_NG -

Dear Valued customer,

Your refund request has been submittad 1o the respective depariment, please allow up to seven business days for the entire refund process
Should you require any further questions, please contact us via +65 63333343

Refund Details

Refund ID: RRF200008

Refund To: JASON NG

Refund Amount: 750

Reason Of Refund: DOA - CANT USE

Thank You

PL Ureams (roups

And managers will also receive the email notification for
approval:

A refund submission is waiting for your verification. RRF200008 insox

notifications@zohoforms.com

to jason_ng ~

Hi,

You have received a approved refund submission. Please review and and verify.

REMEMEBER :

1. Check & confirm the application form

2. Click on the top right corner edit icon

3. Key in the approved refund amount & approved by who,

4. if okay - Click on "Approve" button to complete the approval level

Link to the submission: https://forms.zoho.com/PCDreams/form/RefundRequestForm/record/383555000000434850/approvals/web?accessfrom=notification

Thanks.
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Layer of Completion

Refund ID:

Refund Request Date

Purchase Type

Payment Mode (Online only)

Purchase Payment Mode

Qur Store Outlet

Date Of Purchase

Purchase Amount

Payment Type

Sales Order / Cashbill / Invoice Number.

Credit Note Number

Customer Name

Contact No

Email

Type Of Refund

Requested Refund Amount

Reason Of Refund

Refund Payment Mode

Paynow Registered ID

Payee's Bank Mame

Payee's Bank Account No

Payee's Name On Refund Chegue

Type Of Collection

Address

Prepare / Raised by

RRF200008

07-Feb-2020 03:46 PM

Walk In

Cash

Digital Hospital #03-25

0i-Feb-2020

750

Cashbill

LGHT 0234

LGHMNC 0564

JASON NG

98754125

JASON_NGEPCDREAMS.COMSG

FULL REFUND

750

DOA - CAN'T USE

Bank Tansfer

UOB

3954444444

Darick Tan

Approved Refund Amount

Approved By

730

STEVEN NGIENG

Verified By

Update heare

Manager

Finance

Payment Processed By

Update hare

Account

Form Approval Status

RESTRICTED DOCUMENT
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Application Approval Status

Example:

Manager Approved = Finance Verification done = Pending for Account to prepare cheque

Level History Comments

~ Manager Approval Completed

Stewven Mgieng —
ILFeb-2D20 05:27 PM 2} ——— | Manager Approved

Approvers
- Verification Level Completed
Jeslin Jeslin Lim — . .
12.Eab-2020 DD:30 AM () ———” Finance Audit Completed
Approvers
A Account Fending ————— | Pending Account to prepare payment
Approvers

Click here to check the Refund Status ::> Refund Stats

Password: pcdg#1234 (*same password to check Refund Status*)

@dreomg
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Payment

1. Payment: 7 days after the submission
2.Payment Mode: Paynow / TT Bank Transfer
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