
Credit Memo- Cancellations 
Step-by-step guide on how to process a cancellation via the credit memo process on Salesforce 

Last Updated: November 2019 

OVERVIEW & PURPOSE 

This is an extremely exciting change that we will be efficient and effective in                           

documenting cancellation on our end, as well as on the customer's end. It will no longer                               

be necessary to email the accounting team requesting the fees, all fees will be                           

calculated through the system. The customer will automatically be receiving a                     

receipt via email of all credit memos processed, complete with information on                       

which items were cancelled, the discount that was deducted, and for the total                         

amount that was refunded. Any questions or concerns, please direct to Leah at                         

leah@renegadefurniture.com.   

PRIOR VERIFICATION 

Steps to check prior to processing a credit memo: 

1. Find PO on Salesforce 

2. Scroll to the Shipment item status, ensure that all statuses are correct. Move to the                             

appropriate status, if incorrect.  

3. Scroll to the Refund information section - Ensure that this cancellation was not                         

already processed 

STEP-BY-STEP 
1. Scroll to the Transactions - Copy the transaction including the ‘TN-’ that has a                           

transaction status listed as ‘Captured. - Visual Below- 

 

2. Scroll up to click on credit memo - Visual Below- 
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3. Insert the Transaction # in the Refund Transaction Type - Visual After #9- 

4. Click Reason for refund from the drop down menu, click ‘cancellation’ -                       

Visual After #9- 

5. Continue to fill out the information on the form for the location of the                           

furniture. - Visual After #9- 

6. Continue to fill out the information on the form for “Shipping Charge”                       

-Visual After #9- 

*For Coleman/Home Gallery Orders: Enroute/never delivered = Click None. If this                     

was refused at the time of delivery= click one way. If this order was picked up at a                                   

later date = click two ways.* 

*For Furniture ETC Orders: Enroute/never delivered = Click None. If this was refused                         

at the time of delivery= click none. If this order was picked up at a later date = click                                     

one way* 

7. Continue to fill out the information on the form for “Disposition of the                         

Furniture” - Visual After #9- 

8. Continue to fill out the information on the form for cancellation reason.                       

-Visual After #9- 

* If the reason for this particular refund does not apply to any of the choices in the                                   

picklist, please detail in the comments section that will appear , when this choice is                             

clicked. *Please limit use of this option to only when it's absolutely necessary.* 

9. Continue to fill out the information on the form for Refund Handled By                         

-Visual Below- 

*This field gives us information on who we will be claiming this compensation to. As                             

always, Renegade will be refunding the customer directly but this section will allow                         

RFG Claims department to go back to the appropriate party to recoup our losses.* 
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10. Next, input the information for which item/s will be canceled. Update the                       

"Qty to Refund" field or if the entire order is cancelled, click the checkbox                           

for ‘refund all items’, it will automatically update the QTY in the ‘QTY to                           

Refund’ fields.  -Visual Below- 

 

11. If there is a discount and tax on the order it will automatically be updated. The                               

default value for the restocking fee will be listed as 15%. The shipping fee will be                               

automated based on information inputted.-Visual After #13-  

12. For orders that have reward points applied, you will see the value listed in the                             
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reward points field. If you are handling a full refund, please have a checkmark                           

inserted into the field so that the reward points value is deducted from the                           

calculation, as would a discount. If the customer is keeping active items on the                           

order, please uncheck the checkbox so that reward points do not affect this refund                           

calculation and can apply to the active items.    -Visual After #13- 

13. Click Submit refund -Visual Below-  

 

A new page showing the payable invoice will appear as a confirmation, detailing the                           

cancellation that was just processed. If you click to go back to the sales order you will see                                   

the following: 

AUTOMATIC TEMPORARY CHANGES ON THE SALESORDER PAGE 

All users will see that the total submitted refunds will be updated and a refund table will                                 

appear with all the information of the submitted refund. The yellow $ sign indicates that                             

the refund is waiting on approval.  -Visual Below-  
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At this point, the credit memo is successfully submitted. From here, your manager will                           

receive an email notification specifying the submitted cancellation. Once approved by                     

your manager and the refunds department, you will see the below permanent changes                         

on the salesorder.  

AUTOMATIC PERMANENT CHANGES ON THE SALESORDER PAGE 

1. When the cancellation is approved, all users will see that the total submitted                         

refunds will be updated to 0.00 and the amount refunded will be updated in the                             

Total Refund field. The green $ sign indicates that the refund was successfully                         

approved and submitted -Visual Below-  

 

 

2. If this is a full order cancellation, the order status will be moved to “Cancelled”                             

and the payment status will be moved to “refunded.” If this was a partial                           

cancellation, the payment status will be moved to “Partially Refunded.” -Visual                     

Below-  

 

3. The item/s statuses of the cancelled items will change to “Cancelled after                       

Shipment” and will be moved from items ordered into a new section called                         

“Cancelled items” -Visual Below-  
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4. The total refunded field by the order total section has been updated and the                             

grand total now reflects only the active items on the order. If the entire order is                               

cancelled, the new grand total will read as 0. 

 

FINAL STEPS 

1. Close out any open Zendesks by notifying the customer that the refund was                         

processed and it will post to the customers account within 3-5 business days. Mark                           

the ticket as solved. 

2. Mark the order green on the All-in-one doc.  
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