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Returns, refunds, and exchanges.



Returns
When a customer wants to return an item, you should “Report an Incident” using the button in the Pietra 
Portal with the order number and request a return label for your customer. Pietra’s warehouse will follow up 
and send you a return label to share with your customer.

In your Shopify
● You can immediately refund this customer using your Shopify account

Notify Pietra
● Use the “Report an Incident” button to instruct your warehouse team to send you a return label 

AND cancel the order in the Pietra system

When the item is sent back
● Once the item arrives back in the warehouse, it will be restocked and added back into inventory. 

The inventory will not update until the item is physically available in the warehouse.

*If the item arrives damaged or cannot be restocked you will be notified.



Exchanges
When a customer wants to exchange an item, you should cancel the original order in your shopify and request 
a return label via the “Report An Incident” button in the Pietra portal. Once the order is cancelled, you should 
place another order in the Pietra Portal using the “Create an Order” button.

In your Shopify
● Cancel the order in your Shopify 

Notify Pietra
● Use the “Report an Incident” button to instruct your warehouse team to send you a return label AND 

cancel the order in the Pietra Portal.

Create a New Order 
● In the Pietra Portal, create a new order so that the warehouse can send a new order to the customer right 

away

When the item is sent back
● Once the item arrives back in the warehouse, it will be restocked and added back into inventory. The 

inventory will not update until the item is physically available in the warehouse.

*If the item arrives damaged or cannot be restocked you will be notified.



Refunds & Cancelled Orders
When a customer wants a refund without a return, you can cancel the order in your Shopify account and 
also notify Pietra via the “Report An Incident” button to cancel the order in Pietra’s system. If the order has 
already shipped, we ask that you follow the process for a return to make sure inventory is always correct.

In your Shopify
● You can immediately refund this customer using your Shopify account

Notify Pietra
● Use the “Report An Incident” button to instruct your warehouse team to cancel an order in Pietra and 

restock the inventory if the item has not been sent out yet. If the order has already shipped, Pietra 
will follow up with a return label for your customer.

When the item is sent back
● Once the item arrives back in the warehouse, it will be restocked and added back into inventory. The 

inventory will not update until the item is physically available in the warehouse.

*If the item arrives damaged or cannot be restocked you will be notified.


