Refund Request Management

Last Modified on 07/28/2026 5:13 am PDT

Pathway: Accounting > Refund Request Management

The Refund Request Management screen is used to review and process refund requests submitted through the
Refund Request feature available from an account's menu. Refund requests may be created for reasons such as
closing an account and returning unapplied deposits or issuing refunds for payment transactions in AR History.
Once submitted, the request is routed to this screen for review and processing by an authorized user.

DIVISION DEPARTMENT ASSIGNED TO USER REASON
QAWASTE < - Al ~ [an - aol O
Review / Approval Pending Issuance
REFUND REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT AMOUNT NOTE STATUS ASSIGNED TO
REQUEST ID
1017 Customer Refund Re... PG NAVU (Custo... QAWASTE Lowe's Home Improvement (49103) §55.00 Please refund Submitted for Revi... Admin
Mail Check at 11/4/24 4:38 pm
1073 Customer Refund Re... PG NAVU (Custo... QAWASTE Donut Friend (49157) $22.57 Refund request Pending Approval
Mail Check at 7/20/26 1:46 pm
1033 Customer Refund Re...  Aliena Somers-... QAWASTE CHINESE CORPORATE (43358), $105.00 Customer dispute Submitted for Revi... Aliena Somers - ...
Mail Check at 1/2/25 7:40 am
1079 Internal Refund Requ... PG NAVU (Custo... QAWASTE Lupe's Burritos (49495) $63.52 Internal Refund Request. Pending Approval
Mail Check at 7/20/26 1:57 pm PG
1016 Customer Refund Re... PG NAVU (Custo... QAWASTE Pho Ga District (49146) $20.00 Please refund. Submitted for Revi... Paul Gonzalez - ...
Credit Card at 11/4/24 4:37 pm
1014 Customer Refund Re... Paul Gonzalez-... QAWASTE Casa Madera West Hollywood (49053) $30.00 Refund needed. Submitted for Revi... Admin
Mail Check at 11/4/24 2:28 pm

Permissions, Logic and Setup

Permissions

The following permissions are required to process refund requests:
Permission ID Permission Name
465 Create and Submit Refund Request
466 Refund Request Management Screen
467 Approve or Reject Refund Request
468 Review Refund Request
487 Edit Issued Rebate / Refund Check

Logic

e Theuser'srole (Setup > System > Role) must have a Refund Approval Limit defined.

e If auser does not have any of the Refund Request permissions, the Edit Refund Request screen is view-
only.

e Status logic based on the current status and the permission the user has:

Current Status of . .. . .. . ..
With Permission 465... With Permission 467..  With Permission 468...
Request
User can change status  User can change status User can change status
. . to Returned to to Returned to Submitter, to Reviewed (Submitted
Submitted for Review ] . . .
Submitter or Voided Rejected or Voided for Approval), Returned to

Submitter, Rejected, or
Voided
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Reviewed (Submitted for

Approval)

Returned to Submitter

Approved or Rejected

Issued

Voided

Setup Areas

Reason Code

Status is read-only

User can change status
to Submitted for Review
or Voided

Status is read-only

Status is read-only

Status is read-only

User can change status
to Returned to Submitter,
Approved, Rejected, or
Voided

User can change status
to Returned to Submitter,
Approved,

Rejected, or Voided

User can change status
to Returned to Submitter,
Approved, Rejected,
Issued, or Voided

User can change status
to Voided

Status is read-only

User can change status
to Returned to
Submitter, Rejected or
Voided

User can change status
to Reviewed (Submitted
for Approval), Rejected, or
Voided

Status is read-only

Status is read-only

Status is read-only

The Reason filter limits the records displayed on each tab to refund requests created with the selected

reason code. Reason codes are configured in Setup > System > Reason Code under the Refund Request type.

Review the Reason Code Setup documentation to learn how reason codes are configured and how they are

used throughout the application.

REASON CODE SETUP

N\

o TYPE Refund Request v

TYPE T LINE OF REASON NAME EXTER...
BUSINESS CODE 1 D RESULTS
REPORT

TYPE

Refund Request AP_IS... Check Already I... Temp...
Refund Request INTE... Internal Refun... Temp...
Refund Request RFDR... Customer Refu... Temp...

EDIT REASON CODE

D RFDREQ
NAME

EXTERNAL ID
Refund

GL ACCOUNT

ACTIVE Yes

SALES IS NEW OWNER IS OLD OWNER

Customer Refund Request

No No No
No No No
No No No

Refund Request

APPLY 1085
RULE

TRANSLATE 1

EX

The reason codes displayed in this documentation are examples and may differ from those configured in

your system.
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CREATE REFUND REQUEST PO )

Details Issued Refund Transactions

Aliena Somers - Admin-Ns (Sales) P
CREATEDBY 1, 24,2026 03:00 pm NOTIFICATION METHOD ~ | CONTACT ~| Rreason | elect Reason

r

Check Already Issued

REFUND REQUEST MANAGEMENT TO QEPARTMENT = Customer Refund Request

DIVISION ASSIGNED TO USER REASON Internal Refund Request
Al - Al - AN - A -
I ..........

FUND [REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT

o

1013 Customer Refund Request Paul Gonzalez - QA E... QAWASTE Bacari Silverlake + Bar Bacari (49051)
Credit Card at 11/4/24 2:28 pm

] 1927 Customer Refund Request | Aliena Somers - Admi... QAWASTE CHINESE CORPORATE (43358)

Credit Card at 1114124 9:31 am ikita

1079 Internal Refund Request PG NAVU (Customer ... QAWASTE Lupe’s Burritos (43495)
Mail Check at 7/20026 1:57 pm PG

1014 Customer Refund Request | Paul Gonzalez - QAE... QAWASTE Casa Madera West Hollywaod (49053)
Mail Check at 11/4/24 2:28 pm

1016 Customer Refund Request | PG NAVU (Customer ... QAWASTE Pho Ga District (49146)
Credit Card at 11/4/24 4:37 pm

1021 Customer Refund Request | Aliena Somers - Admi... QAWASTE Nothing Bundt Cakes (49050)
Mail Check at 11/7/24 2:45 pm

Screen Overview

The Refund Request Management screen is organized into three tabs that guide a refund request through its
lifecycle, from submission to review and final processing. Depending on the requested refund amount, additional
approval requirements may be enforced to ensure compliance with user approval limits.

Review / Approval [tab]

Refund requests are displayed here when:
1. The amount requested exceeds the requesting users Refund Approval Limit defined in the user role.
2. The requested refund amount exceeds the Refund Amount Requiring Two Approvals setting defined for
the division associated with the account.
o The request will remain in this tab-view until both required approvals are complete.
3. The status of the request is: Pending Approval, Submitted for Review, and Returned to Submitter

Pending Issuance [tab]

Refund requests are displayed here when:
1. Reviewed requests have met all approval requirements.
2. The amount requested is below the requesting users Refund Approval Limit defined in the user role.
o Inthis case, the request will go directly to the Pending Issuance tab once the user has created the
request for the account.
3. The status of the request is: Approved

History [tab]

Refund requests are displayed here when:
1. The status of the request is: Issued or Voided
o Avoided status can not be changed and the request must be submitted again.

Approval Workflows and Setup Configurations

Refund requests do not all follow the same approval process.The workflow a refund request follows after
submission depends on the requesting user's refund authorization limit and the approval settings configured for
the account's division. Expand the workflow below to see how refund requests are processed based on your system
settings.



Refund Approval Workflow

The path a refund request follows after submission depends on the user’s approval limit
and the refund approval settings for the account’s division.

&

Is the requested
refund amount within
the user’s approval
limit?

v B
2A. Auto-Approved

The refund request is
automatically approved.

@ 1 Request Submitted

‘ User (CSR) submits
a refund request.

3. Pending Issuance
The request is placed in the
Pending Issuance tab for
final processing.

Within user’s
approval limit

A
NO
Exceeds user's
approval limit = = 06— e s
Approval Requirements :
¢ Based on division settings :
i I i
B Requita Aol Single Approva Two Approvals :
. The refund request must be . OR . —p . ;
reviewed by an authorized ) ) et pP—
user (or users) before it Approver Review First Approval Second Approval :
can move forward. ! . i . |
| One authorized user Request is approved < Request is approved |
| app the request. by a first authorized by a second |
‘ user. authorized user. i
)

No Approval Required

When the requested refund amount falls within the Refund Approval Limit configured in Role Setup for the
submitting user's assigned role, the refund request is automatically approved and displayed on the Pending
Issuance tab of the Refund Request Management screen.

One Approval Required

When the requested refund amount exceeds the Refund Approval Limit configured in Role Setup for the
submitting user's assigned role, the refund request is first displayed on the Review / Approval tab of the
Refund Request Management screen. Once marked approved, it will then move to the Pending Issuance tab.

Require 1 Approval (Setup)

Pathway: Setup > System > Division; Role

Role Setup

Set the maximum refund amount users assigned to the role are authorized to approve. When reviewing
refund requests on the Review / Approval tab of the Refund Request Management screen, the
Approve option is available only for requests that are within the user's approval limit.



ROLE ID ROLE NAME EDIT SERVICE PAST DAYS LIMIT
1 Navusoft Admin and Support 99
2 Sales Manager 7
3 Sald 7
ADD ROLE 7 D
4 Dri 1
5 Cor 0
ROLE NAME
1000 Op¢ 30
1014 Adf N 90
EDIT SERVICE PAST DAYS LIMIT 7 =
1015 Cus| 30
1016 Dis INVOICE ADJUSTMENT LIMIT = 30
1017 Bill 95
1018 Cus  ADIJUSTMENT APPROVAL LIMIT 0 = 5
1019 Crel 7
1 REFUND APPROVAL LIMIT =

1020 Dri 7
1021 Hell  \1AX DEFAULT RATE DISCOUNT = 7
1022 Ted 7
1023 test  ROLE DESCRIPTION 7

Two Approvals Required

When the requested refund amount exceeds the Refund Approval Limit configured in Role Setup for the
submitting user's assigned role and also exceeds the Refund Amount Requiring 2 Approvals set for the
division, the refund request is displayed on the Review / Approval tab until approval from two different users
has been met.

Require Two Approvals (Setup)

Pathway: Setup > System > Division; Role
Settings in the Division and Role setup screens include an option to require a second approval for refund
requests that exceed a specified amount before they can be processed.



REFUND REQUEST MANAGEMENT ACCOUNTING > REFUND REQUEST MANAGEMENT

DIVISION DEPARTMENT ASSIGNED TO USER REASON

All - Al - Al w | | Check Already Issued - Q C
Review / Approval Pending lssuance
REFUND REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT AMOUNT NOTE STATUS ASSIGNED TO
REQUEST ID
1097 Check Already lssued  Katie Raterink (... HOUSTON Kids Meal (53965) $1,200.00 Testing - Updating Request  Pending Approval Katie Raterink (A
Mail Check at 7/24/26 9:39 am Katie Test Notes

Requires 2 Approvals

EDIT REFUND REQUEST - 1097

Details History 2| bsued Refund Transactions

Katie Raterink (Admin) "
CREATED BY 0 5026 09:35 am NOTIFCATION METHOD  Call In ~  COMTACT | Katie Test - REASON  Check Already lisued -
ids Meal Active
accoumr s Henl G351 At ASSIGNEDTOUSER _ Katie Raterink (Admir = ASSIGNED TO DEPARTMENT -
AMOUNT 1200.00 REFUND METHOD Mail Check hd STATUS  Pending Approval -
Requires 2 Approvals
REQUEST NOTES ’

Testing - Updating Request Nates

Role Setup

In Role Setup, set the maximum refund amount users assigned to the role are authorized to approve.
When reviewing refund requests on the Review / Approval tab of the Refund Request Management
screen, the Approve option is available only for requests that are within the user's approval limit.

ROLE ID ROLE NAME EDIT SERVICE PAST DAYS LIMIT
1 Navusoft Admin and Support 99
2 Sales Manager 7
3 Sald 7
ADD ROLE 2 9
4 Dri 1
5 Con 0
ROLE NAME
1000 Op¢ 30
1014 Ad N 20
EDIT SERVICE PAST DAYS LIMIT 7 <
1015 Cus 30
1016 Disf  INVOICE ADJUSTMENT LIMIT < 30
1017 Bill 95
1018 Cugd  ADIJUSTMENT APPROVAL LIMIT 0 < 65
1019 Cref 7
| REFUND APPROVAL LIMIT >
1020 Dri 7
o1 He MAX DEFAULT RATE DISCOUNT : !
1022 Tec 7
1023 test  ROLE DESCRIPTION 7
Division Setup

In Division Setup, set the Refund Amount Requiring 2 Approvals field to define the refund amount that
requires two approvals. Refund requests exceeding this amount must receive two approvals before
they are moved to the Pending Issuance tab. Each approval must be performed by a user whose Refund



Approval Limit, as configured in Role Setup, is sufficient to approve the requested refund amount.

DIVISION SETUP SETUP > SYSTEM > DIVISION
N
© Qe O
DIVISION ID NAME 1 LEGAL ADDRESS PHONE
1002 CORPUS PO BOX 260119 Corpus Christi, TX +1361-289-5588
1003 ADD DIVISION 7
1006
1004
1008 NAME AUTO PROCESS SERVICE CHANGES -
1on MAIN PHONE B - (999) 999-9999 ENABLE INTEGRATION -
1001
TOLL FREE PHONE B - (999) 999-9999 LOCK BOX IMPORT FORMAT -
1007
- . X LOCK BOX NON-MATCHING -
1009 FAX B - (999) 999-9999 N o
DEFAULT ACCOUNT
1010 EMAIL
CUSTOMER PORTAL URL
TIME ZONE -
CUSTOMER PORTAL PAST DUE TEXT
SERVICE NOTIFICATION FROM
EMALL MAILCHIMP API KEY
DIVISION GROUP - MAILCHIMP LIST ID
EPAID SMS TASK DEFAULT USER v
GL SEGMENT RO DISPOSAL REV % 0.00
EXTERNAL DB ID CAMERA EXTERNAL ID
NOTE ACCOUNT CUSTOM SETTINGS .
cLass
SITE CUSTOM SETTINGS CLASS -
LOGO URL BROWSE... EXCLUDE FROM NAVU SALES No -
ADJUSTMENT AMOUNT REQUIRING
2 APPROVALS
REFUND AMOUNT REQUIRING 2
APPROVALS

Approve and Issue a Refund

Although the workflow may vary based on your refund approval settings, the steps for processing a refund request
remain the same. This section explains how to update the status of a refund request, record the issuance check
number, and mark the refund as Issued.

Mark a Refund Approved

From the Review / Approval tab, double-click the refund request to open the Edit Refund Request screen.
Review the request details, then select Approved from the Status drop-down and click Save.

If a second approval is required, the first approval is recorded when the request is saved; however, the
request remains on the Review / Approval tab with a status of Pending Approval. The name of the first
approver, along with the approval date and time, is displayed until the second approval is completed following
the same process outlined here.



REFUND REQUEST MANAGEMENT

ING > REFUND REQUEST MANAGEMENT

DIVISION DEPARTMENT ASSIGNED TO USER REASON
QAWASTE - Al ~ Al <A - Q 9
REFUND REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT AMOUNT NOTE STATUS ASSIGNED TO
REQUEST ID
1033 Customer Refund Request ~ Aliena Somers - Ad...  QAWASTE CHINESE CORPORATE (43358) $105.00 Customer dispute Pending Approva Aliena Somers - Ad...
Credit Card at 172125 7:40 am Requires 2 Approvals
1073 Customelf

IVISYA  EDIT REFUND REQUEST - 1033
1017 Customet Pending Approval Admin
Mail Che« History Issued Refund Transactions

1013 Customel

Returned to Submitter  David Navarro - Ad...
CreditCa] ' createp BY

Aliena Somers - Admin-NS (Sales)

Jan 2.3095 07:40 am NOTIFICATION METHOD  Email - conmact ~ | REASON | CustomerRefund Request  ~
1014 Custome Submitted for Review  Admin
Mail Che CHINESE CORPORATE (43358) - Active
AccounT gt ASSIGNED TOUSER  Aliena Somers - Admir ~ ASSIGNED TO DEPARTMENT -
1016 Custome forReview  Paul Gonzalez- QA ..
Mail Cheq | amount | 105.00 REFUND METHOD  Credit Card - starus [pe -
1021 Customel Pending Approval Pending Approval Aliena Somers - Ad...
Mail Che
o reouesT NoTES Approved

Customer dispute Rejected

Returned to Submitter

Voided
.
Second Approval Required Example
REFUND REQUEST MANAGEMENT
DIVISION DEPARTMENT ASSIGNED TO USER REASON
QAWASTE v All v All v All v
SRR
REFUND REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT AMOUNT NOTE STATUS
REQUEST ID
1013 Customer Refund Request ~ Paul Gonzalez- QA ... QAWASTE Bacari Silverlake + Bar Bacari (49051) $49.99 Testing NAVU-17425 Returned to Submitter
Credit Card at 11/4/24 2:28 pm
1033 Customer Refund Request ~ Aliena Somers - Ad... QAWASTE CHINESE CORPORATE (43358) $105.00 Customer dispute ==l Pending Approval
Credit Card at 1/2/25 7:40 am First Approval - Aliena Somers -
Admin-NS (Sales) at 7/27/26 3:54
—_— pm
1 Approval Pending
1073 Customer Refund Request PG NAVU (Customer... QAWASTE Donut Friend (49157) $22.57 Refund request Pending Approval
Mail Check at 7/20/26 1:46 pm

{{snippet.expandEnd}
Issue a Refund

Step 1: Mark the Request Issued

After a refund request has met all approval requirements, it is moved to the Pending Issuance tab with a
status of Approved. To record the issuance of the refund, double-click the request to open the Edit
Refund Request screen.



REFUND REQUEST MANAGEMENT ACCOUNTING > REFUNC

DIVISION DEPARTMENT ASSIGNED TO USER REASON FROM T0
QAWASTE - Al v Al -~ Al ~ | 07/01/2026 i 08/27/2026 i
Review / Approval Pending Issuance
REFUND REASON CODE CREATED BY DIVISION ACCOUNT / CONTACT AMOUNT ISSUED AMOUNT NOTE STATUS
REQUEST ID
1062 Customer Refund Req... Paul Gonzalez-... QAWASTE Vaca Tires (60004) $135.64 $135.64 NAVU-21181 Test Approved
Mail Check at 7/20/26 10:05 am Rebate/Refund Check:
PENDING AP PROCESSING
7/20/26 $ 135.64
1064 Check Already Issued  Palg lpved
Mail Check P'S  EDIT REFUND REQUEST - 1062 7 9
1065 Internal Refund Requ... Pai ved
(el i & Paul Gonzalez - QA Expert
1067 Internal Refund Requ... Pai CREATED BY  (Admin) NOTIFICATION METHOD  Email v CONTACT ~  REASON  Customer Refund Request v ved
. Jul 20,2026 10:05 am
Mail Check at
Vaca Tires (60004) - Active
ACCOUNT 522.84 ASSIGNED TO USER  Paul Gonzalez - QA Ex ~ /ASSIGNED TO DEPARTMENT v
1069 Internal Refund Requ... Pai 22284 ved
Mail Check at

AMOUNT ~ 135.64 REFUND METHOD  Mail Check - STATUS

REQUEST NOTES Rejected
NAVU-21181 Test Issued N

Returned to Submitter

Voided

Step 2: Record the Check Number for the Cut Check
Once the Status has been changed to Issued, select the Issued Refund Transactions tab and click the
Pending AP Processinglink displayed below the Reference No. In the Check # field, replace Pending
AP Processing with the check number that was issued for the refund and select Post.

This step assumes the refund check has already been cut. Entering the check number records the issued
check in the customer's AR History and does not generate or print the refund check.

EDIT REFUND REQUEST - 1062

m Issued Refund Transactions (135.64) ol
DATE TYPE REFERENCE NO AMOUNT
07/20/26  Rebate/Refund Check o PENDING AP PROCESSING 135.64 [ @)
[ 7
?
EDIT ISSUED REBATE / REFUND CHECK ? Q T () o EE ) A R
ACCOUNT 60004 - Vaca Tires ACCOUNT 60004 - Vaca Tires Enter
4615 E 59th PI
4615 E 59th PI heck
rsaywood, CA 90270-3203 Delete Maywood, CA 90270-3203 chec
4 . vs number
CHECK # PENDING AP PROCESSING CHECK # Sy
o AMOUNT $135.54 AMOUNT $135.64
DATE 07-20-2026 (i DATE 07-20-2026 o
=0

Step 3: Verify the Check Number is Linked to the Issued Amount
After the check number has been recorded and posted, it is displayed in the Reference No column. A
green toggle indicates the check number has been linked to the refund amount. If the refund was issued
using multiple checks, each check number is displayed with its own toggle, allowing the appropriate
refund amount to be mapped to the corresponding check.



EDIT REFUND REQUEST - 1062

Issued Refund Transactions (135.64) o

DATE TYPE

REFERENCE NO AMOUNT
07/20/26  Rebate/Refund Check

2234 135.64

Related Articles

Refund and Payment Chargeback
Refund Request
Role Setup
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