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1.0 Purpose

The purpose of this policy is to establish a standardised process for the return of products to CardioLogic Ltd. This ensures all
customer returns are handled efficiently, documented for quality analysis, and processed in compliance with statutory UK
consumer rights and 1ISO 9001:2015 quality standards.

2.0 Scope

This policy applies to all physical products sold by CardioLogic Ltd. It encompasses the entire return lifecycle, from initial
customer enquiry through to final refund authorisation and stock disposition.

3.0 Responsibilities
e Customer Support Team: Responsible for verifying return eligibility and issuing authorised return labels.
e Warehouse/Logistics: Responsible for the receipt, scanning, and physical inspection of returned goods.
e Finance Department: Responsible for processing refunds once the database confirms receipt of the item.
e Managing Director: Holds ultimate accountability for ensuring this policy aligns with the company’s quality objectives
and customer satisfaction targets.
4.0 Policy Requirements
To maintain rigorous quality traceability, the following conditions must be met:
e Eligibility Period: Customers must contact CardioLogic Ltd within 30 days of the order delivery date. Returns initiated
after this 30-day window will not be accepted.
e Authorisation: All returns must be dispatched using a CardioLogic Ltd-issued return label. Any items returned without
this specific label will be rejected.
e Mandatory Information: To ensure an expedited process, customers must provide:
1. The original Order Date.

2. The specific Reason for Return (required for internal quality monitoring).
3. The Serial Number of the product (required for device traceability).

5.0 Operating Procedure
5.1 Initial Request

Customers must initiate the process via the 'Contact Us' link. Upon validation of the request, the support team will issue a return
label and comprehensive instructions for the return.

5.2 Dispatch and Labelling

All authorised returns must be sent to the following registered address:
CardioLogic Ltd > Innovation House, Allendale Road

Thirsk, North Yorkshire, YO7 3NX

Customers are required to include a physical note within the parcel stating their authorised return number, name, and address.
It is strongly recommended that customers retain a postage receipt (e.g., from the Post Office or pick-up point) to assist in
delivery tracking.

5.3 Receipt and Inspection
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1. Arrival: Upon delivery to the warehouse, the package enters a 3-5 business day processing window.
2. \Verification: The item is scanned and confirmed in the company database.
3. Inspection: The product is checked against the provided serial number to ensure authenticity and to assess the

condition of the goods.

5.4 Refund Authorisation

o Refunds are processed only after the product is confirmed as 'Received' within the database.
e The default refund method is the original payment method. Requests for alternative payment methods must be
directed to the Customer Support team for individual review.

6.0 Documented Information

In accordance with ISO 9001:2015 Clause 8.7 (Control of Nonconforming Outputs), all records pertaining to returns—including

serial numbers and reasons for failure—shall be maintained to identify trends and facilitate continuous improvement.

Signed Martyn Dixon
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