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1. MISSING ITEM:

If a customer receives an incomplete order, we will send the missing item, even if the 14-day
return/exchange period has passed. Since we do not yet have a fully integrated system to track
such cases accurately, we handle them with flexibility to ensure customer satisfaction.

2.WRONG |ITEM SENT:

If the customer receives an incorrect item and provides a clear image as proof, we will proceed with
a replacement regardless of the 14-day return policy, as the image confirms the mistake. The
product must be unused.

3.EXTRA ITEM RECEIVED:

If the customer receives an extra item by mistake, we will arrange for its pickup through our
shipping company. If we are unable to reach the customer after multiple attempts, the case will be
closed. We may also offer the customer the option to keep the item and pay for it if they wish.



4 DAMAGED ITEM OR POOR PACKAGING:

If reported within 14 days, we will offer an exchange. If reported after 14 days, we will assess:
Whether there have been multiple reports of issues with the same product. Whether the customer is

a loyal buyer who frequently shops with us. Based on these factors, we will decide on a fair
resolution.

S.INCORRECT AMOUNT CHARGED:

If the customer forgot to apply a discount code, we will refund the difference via Instapay,
wallet transfer, or Pay mob (for online payments)

6.LATE DELIVERY:

If a customer’s shipment is delayed, we take the following actions: If the order is returned due to

the delay, we send a replacement. If the order is still in transit, we escalate the case with the
shipping company to speed up delivery.



7.CUSTOMER CHANGED THEIR MIND:

If the products are in perfect condition but the customer no longer wants them, they will need to
cover the shipping costs for the return.

If the product has an issue (either damaged packaging or a product defect) and the customer
wishes to return everything, we will process the return without deducting shipping costs—but first,
we will offer a product exchange as a solution.

Please note that returns are accepted within 14 days from the date of order delivery, and all
products must be sealed and in their original condition.

8.3PL BEHAVIOR ISSUES:

If a delivery agent behaves rudely or charges the customer extra fees, we will: Report the issue to
the shipping company via email. Follow up with the customer to ensure resolution

9. SIDE EFFECTS:

If a customer experiences irritation or an allergic reaction from a product, we will raise the issue
for review with supply chain team and the manufacturing team. Based on their assessment, we will
decide whether an exception should be made



10.PRODUCT QUALITY CONCERNS:

® |f a product is known to have internal quality issues—such as a bad or unusual odor (e.g.,
smelling spoiled), a change in color, or an abnormal/compromised texture—we will offer an
exchange or refund after proper verification.

® |f the product is performing as intended but the customer is not seeing the expected results, we
will take the following approach:

Understand their hair type and determine whether they need hydration, volume, or another
solution.

Review their usage method and provide guidance on proper application if needed.
Recommend a more suitable product based on their needs.

Please note that in such cases, exchanges or refunds will not be offered, as the product is
functioning as intended.

11. MANUFACTURING DEFECTS:

If a product has a known internal defect (such as packaging issues, leakage in the Scalp Serum or
Hair Oil, or missing product quantities in the Hair Mask) and the customer reports it within 14 days
from the date of delivery, we will offer an exchange, as this issue is already acknowledged internally.



12.0NLINE PAYMENT:

If a customer inquires about their order but no order is found in our system, and they have paid

online, we will collect the following details to track the payment in Pay mob: Full name, date of

transaction, time of transaction, and deducted amount. This information will help us efficiently
locate the payment and resolve the issue.

X X X X

If a customer reports a quality issue with a product after 14 days from purchase, we will still follow
the standard quality procedures. The product can be sent for inspection by the Supply Chain team,
and the customer has up to 45 days from the order date to report a confirmed quality issue.
Reporting Unusual Issues: If you come across any unusual problems, whether quality-related or
anything else that seems out of the ordinary, please report them immediately so we can address

them properly.



WORKING TOOLS

2.MAGENTO

https://favelin.com/admin/admin/
Magento is the company's internal system.

3.ARAMEX

https://www.aramex.com/eg/en/home

Aramex is the shipping company used for order
delivery and tracking

4 AWFAR

https://phone.awfarcc.com/agent
Awfar is the system used for handling calls




CUSTOMER CARE FORM

https://docs.google.com/forms/d/e/1FAlpQLSfvkHWyoXGb jb1
bC6illZr4d_9AhVrzhOPU3QzIEikBSreqlw/viewform

® This formis where all tickets are entered, and the
information from each ticket is recorded in the
Customer Care sheet. They come through the FO team Daily Complaints
via Instagram, Facebook, or calls, or through inbound e oo "
calls. All ticket informaction is collected, including the e
order number, customer name, phone number, full
details of the ticket , and a clear photo of the products.

* Indicates required question

CUSTOMER CARE GOOGLE SHEET

https://docs.google.com/spreadsheets/d/1I_jW-
QdBCc2v?vYzjtNBQAKU39dqzghTBOBTZBVLgKE/edit?
9id=1#13924#15#91d=17*13924715




1-CUSTOMER CARE SHEET

When documenting a customer complaint, please make sure the following fields are filled correctly and completely:
SO (Order Number)
Record the correct order number linked to the complaint.
This ensures we can track the order history properly.
Order Source
Specify where the customer placed the order (e.g., Website, Noon, Amazon, etc.).
Ticket Source
Indicate the platform from which the complaint was raised (e.g., Email, Phone, WhatsApp, Social Media, etc.).
Customer Name
Enter the full name of the customer who raised the complaint.
Phone Number
Document the phone number the customer wants to be contacted on.
Ticket Detalils
Provide a clear and complete description of the complaint.
Make sure all details are included to help us understand and resolve the issue smoothly.
Ticket Image
Attach any photos provided by the customer as evidence [B) NovCistone CareataBaso202s 1 & & &
This is necessary to validate the issue. '
Responsible Agent
The name of the agent documenting the case.
Priority
Classify the case based on urgency:
( Top Urgent - Urgent - Normal )
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DETAILS AND ACTION

From SKU Name : we choose the item that has the issue.

From SKU Price : we document the price of the item that has the issue.

From Failure Mode : we document the issue type ( missing - damage - etc. )

From Responsible Liability : (Who caused the problem) ( Customer - WH- 3PL- CX - etc. )
From Action : (Resolution / Next Step) (Replacement-Return , Handled -Missing , Return , etc.
From To be replaced or missing : we document which product we need to send the customer

This is the Customer Service L |
(CS) section to document the | onmeaamane | SO —— - oy R
a c t i O n S t h e y a r e t a k i n 9 . 8 Moroccan AgERn Repair Hair Mask 200 1624 \Wrong liem - WH -Operafions Team = Replacement & Retul ? Holy Fyeraton fair Hasx

1884
% BG4 - - ations Team = Unsolved - customer unreason... -
1885 - uplicatea: -
-

= Duplicated

Spring Petals Body Lotion 125mi Spring Petals Body Lotion 125mi

Sunkissed Honey Body Lotion Fun Size Sunkissed Honey Body Lotion Fun Size
G40 Product Bad Quality Custom - - Return - with refund -

Replacemsant & Return

" advanced Anti frizz Hair Serum 480 Damage liam Advanced Anti frizz Hair Serum

Replacement & Return * Cupcake Glaze Shower Gel 400ml
2 Playful Peach Lip Balm




REFUND & RETURN DOCUMENTATION FIELDS

Transfer Method: How we refund the customer

Options: Instapay - Wallet - Pay mob.

.Return AWB : Pickup tracking number(s).Items must be returned before processing the refund.

. Transfer Method Number : The phone number linked to the refund method (Instapay/Wallet).

. To Be Refunded Amount : The exact amount to refund to the customer.

.Processed with payment : Yes/No — Mark Yes when refund can be processed (after items are received

back).
. Transfer Reference : The transaction reference provided by the accounting team once refund is

completed.

. tranfser method : To be refunded. Proceed with
i number if refund | amount payment

50626804216 1018522541




2-MAGENTO

1 - Search the Order:

Go to Sales — Orders.

Enter the order humber in the search bar.

If the order number is not available, use the filter option to search by phone
number or email.

Once found, check the order items to proceed with the case.

Actions through Magento: '.,Qr SALES
1.New Order
Used when we want to send an item to the wﬁm _ :
customer. s = — G RMA Settings
2.Return SALES Orders Return Reasons
Used to get the products back from the
Customer. ﬁ Invoices Item Conditions
CATAL G
i Shipments Return Resolutions
CUSTORESS Credit Memos RMA Statuses

F Return Rules
MARKETING



RETURN REQUESTS ( RMA )

1- From manage request : we can access the new requests
created by Customer or CX

2- Customers’ pending requests : we can access pending
return requests

3- Archived requests : Resolved Returned requests

-
ﬁ Invoices
CATALDG
* Shipments
CUSTORERS Credit Memos
MARKETING
il 2 RMA Management
L]
REPOHRTS
Manage Requests 6
I
STORES

Customers” Pending Requests
293

Return Reasons

Item Conditions

Return Resolutions
RMA Statuses

Return Rules

€1 Amasty Cancel Orders

Cancel Orders Grid



HOW TO CREATE RETURN REQUEST

® The order must be delivered before a return

request can be created.

® Click on “Create Return.”

=,

DWSHIECWARDY

CUSTOMERS

-

MARKETING

REPORTS

ORDER VIEW Order & Account Information

Information
Order Date
Invoices

Order Status

Purchased From
Credit Memos

Shipments

Comments History Address Information

) Billing Address Edit
History of Changes

RMA Kafr Sagr, Shargia, -
Egypt
T: 2001069295181

Send Email

Order # 000161318 (The order confirmation email was sent)

Feb 11, 2025, 6:42:00 AM

Deliversd

Credit Memo

Account Information Ed
Customer Mame
Ermai

Customer Group

Shipping Address Eedi

et -

l_."-j._: :::"'""-'=J"‘:'.-.I‘ I3 !-___'
Kafr Sagr, Shargia, -
Egypt

T: 2001069295181

Create Return

t Customer

S5end 5M5

' 5

sayedshargawy2050@egmail.com

General




Return Reason — Select the failure mode (e.g., missing item, wrong item,
damaged, poor packing, etc.).

Item Condition = Choose whether the item is: (Opened - Unopened - Damaged )
Resolution = Select the action requested: (Return - Exchange )

If the product does not have anyissue, choose “No issue with this product.”

SALES
Items to Return
ﬁ Who Pays for Shipped Refunded
CATALDG Product 1 ltem Condition ,_' .“I .ﬂ} N : ,:Ip . : Return QTY
Shipping OTY QTy
JUSTOMERS 2 oly Haly Hydration Shampoa
H'_-,'Ijr'-EltiC-ﬂ SKU- 6224003382046 ‘legse cnoose leane ChNo ease Cnod [}] 0
“ Shampoo
WARKETING
P aly Holy Hydration Conditioner
1l. Hydration  SKU: 6224003382053
REPORTS Conditione:
'ﬂ. [&2Holy Holy Hydration Hair Mask
Tkt Hydration  SKU: 6224003382060
ﬁ Hair Mask
SYSTEM

Lr:' Advanced Anti frizz Hair Serum
Advanced SKU: 6224003382084

Anti frizz

Hair Serum

L' ]

unkissed 250ml

Sunkissed Honey Body Splash

ney SkU: 6224002524850
)

d

.
Ho
1]

E

— Then we click Submit to Create the pickup



From the RMA Status, we select “Approved by Admin” to proceed with the pickup process.

From the RMA Manager, we choose the hame of the person creating the return request.

Once the updates are saved, by clicking on Save

The shipment tracking number will appear in the Internal RMA Notes, which allows us to follow up on the

pickup.

The next step will be for the warehouse team to receive the returned items. After that, the status
should be changed to “Received by Admin.” by the warehouse admins.

Once we follow up on the return request and ensure that the warehouse team has received the items, we
will change the status to “Resolved by Admin.” At this point, the return request will be successfully moved

to the Archived stage.

4 ™ Honey SKU: 6224002524874
Ch s ~ 5

NOTE:

Any case that comes through
Customer Care, even if it was

handled directly, should still
be documented in the RMA —

with all details by creating a

return request and selecting

“ReSOI\Ie bU Admin." Attach File Internal RMA Note
\§ J # Attach File

#000246211 (delivered) Mame: Ahmed Salah RMA Status
2026-02-07 16:44:49 Email: hegazys16a@gmail.com
Group: General

Purchased From: Favelin




NOTE: We track the pickup using the shipment number until it reaches us and the warehouse
confirms receipt. The status is updated from Approved by Admin to “Received by Admin”. The
warehouse sends an email confirming the returned products, including detalils such as the specific
items and quantities returned by the customer.

After receiving the return, we update the ticket status to “Resolved by Admin” and create a
new order for the customer, which will be the replacement order.

REPLACEMENT

To create an order replacement, we first open the original delivered order, choose Reorder, and
review the details to ensure they are correct. Then, we add the products that will be part of the
replacement and set their price to “zero” . The order is completed according to each case.

If there are shipping fees, we include them. If we want to remove the shipping fees, we select Add
Products — Free Shipping Service.

After that, we Click on “invoice” to confirm the order and add a comment in “Order Comments”
stating that it is from Customer Care, specifying whether it is a replacement and return,
replacement only, or missing item

ltemns Ordered

Product rice i n Row Subtotal

Groowy Growth Plus 5et + Leave in

SKL: groowvy-growth-extra-set-leave-
i

Configure

Total 1 product]s; Subtotal:



3-ARAMEX

> From the , Wwe can follow up on shipments, whether it’s a or a
> Make sure you are logged in through the
> From the , search for the shipment using the

ara I ex Ship & Track Logistics Solutions Contact Aramex Corporate (@) English~  © Eqypt-~ | My Account -
delivery unlimited

Track your shipment

|E|] Type your tracking number here Qru
nter multiple tracking n o

format or click here for support.

anced tracking by logging into their accounts here.

- The tracking number can be obtained from the order, or the return request

Shipping & Handling Information
Internal RMA Note

Track Order
50617192161

ad shipping label

Shipping - Fixed L.E 0.00




Once the case is fully resolved and closed, we change its status from Pending to “Done”, as shown.
This also affects the next field, called Resolution Time, which records the duration it took to close
the case.

Note: Our SLA is 8 working days, this is the Service Resolution Time we take to close cases
within each month.

Delay
Responsibility

Case Details Case_Status

First, we carefully read the case and review it e

218 S e T g 0 e R
g gl pa L SOTE0521313 b 3 2 pla W0 5 Juifl o Lilea S201 L4

thoroughly. We check the photos carefully to determine 2 1f

248 o _ad i )

219 e Al gy pad o A

whether they are valid or invalid. Then, we prepare for s D ko )
LR g (e gpete e sl cedh gaad e 8 S L) Gaala el e BT el 1l

the call and make the call to the customer, taking the PR SR LIRSS e

3 ittt g ek ma o L SOTEOTE2TES — Sl A2y g'-_-'_}jf-":'l TS Ly u‘_'t.. T:'I 42ak| Pending -
necessary details over the phone. S v *“
R | JL| |
- 218 o Frogt L 1 ing

After that, we process the return. Once the returned
products reach the warehouse and the WH is

confirmed, we proceed with a replacement or refund pRmeedianm
for the customer, depending on the case. Finally, the i au

case is closed.

Note: During the case workflow, it is essential to follow up with the customer only when needed. It
IS not necessary to contact them repeatedly; follow-ups should be done as required until the issue
Is fully resolved.



AHT (Average Handle Time)
customer doesn’t feel rushed or miss
Qualit Maintain service | yality Score 45% 95% : : :
y quality y 0 0 important information, and not too long,
N , , to avoid repeating information or putting
Efficiency Meet ticket SLA SLA 30% 8 Working Days .
the customer on hold excessively

S L A C A L C U l- A T l O N If the customer doesn’t respond, |

send them this message

Open RMA And Reaching Customer dosll LU)J).Q
If customer did not answer 2 times within the first 24 hrs we send this sms U)o Lél-su’ Jrolgidl dgloe ol
i : A0 : s 1] :
Pick Up (Collection) J)gk.isl (O'I USJg == (O o
Pick Up (Return to warehouse) .. o .l ol . . )
8Working Days LJ..99.D LA.Lle L9>LC—! (OJ..LUJ GLSU.) LJ'l; QLL.’
Gaga ol 54

ol e clislunog il o ol

o8 s e Jeltl o
L')ﬁ.o,o

Sl Galls po.

Favelin Customer Care Team

i «($5)>1 8yo Lo Wliolgs 33z




DAILY TASKS - AGENT

Follow-up on Pending Cases:
® Ensures they are progressing according to the normal workflow
® |f any issues are noticed (pickup delays), informs DS by ema.il or through the DS form
® |f warehouse problems are noticed, informs the team leader
For Completed Cases:
® Follows up with the customer - Checks feedback - Closes the case
For New Cases:
® Starts making calls after 11 AM, preferably around 12 PM
® Tracks the RTN status of pickups through the warehouse emall
® Closes the RMA in the system

DAILY TASKS - TEAM LEADER

Sends the daily Customer Care report

Ensures that all cases are accurate, properly recorded, and clearly documented
Monitors completed cases (DONE) to confirm they are processed correctly

Monitors pending and new cases to ensure their workflows are progressing properly
Coordinates with the warehouse when necessary

Ensures that cases are resolved accurately, workflows are properly followed, RTNs are
sent, and all detalls are correct



MONTHLY TASKS - TEAM LEADER

Customer Care Monthly Quality Report
® Total valid and invalid issues + percentage
® Total replacement cases “amount, issue type, root cause”
® Total refund cases “amount, issue type, root cause “
Product Issues Monthly Report
® Tab 1- Issues Summary “ Product Name - Issues Count - Issue % “
® Tabs 2+ -0ne Tab per Product
“ Product Name -Quantity - Action (refund / replacement / etc.) - Responsible “.
® Track SLA - AHT
® Calculate and monitor KPls.

THE HIERARCHY

Customer Care Agents
CC & DS Team Leader

Supervisor

CX Manager
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