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1. Overview 

What the module does 

EU Withdrawal provides a central system for managing customer requests related to 
purchased orders. 

Instead of asking customers to contact the store manually by email, the module allows 
them to submit structured requests directly from their PrestaShop account or through a 
secure guest verification page. 

The module can be used to manage: 

• Withdrawal and product return requests. 

• Product exchange requests. 

• Order cancellation requests. 

• Product or order complaints. 

Customers can select a request type, provide a reason, enter additional information, 
select relevant products and upload a supporting file when permitted. 

Store administrators can review all requests from the Back Office, update their status, add 
internal notes, contact customers and track the complete processing history. 

The module can also: 

• Send automatic email notifications. 

• Update the related PrestaShop order status. 

• Create a PrestaShop merchandise return for an accepted withdrawal. 

• Allow guest customers to verify an order using a one-time password. 

• Apply different eligibility rules based on request type, order status and time period. 

The module helps organize after-sales requests, but your team remains responsible for 
operational actions such as refunds, replacement shipments and warehouse processing. 

 

Supported request types 

The module supports four customer request types. Each type can be enabled or disabled 
separately. 
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Withdrawal / Return 

A withdrawal or return request allows a customer to notify the store that they want to 
withdraw from the purchase or return eligible products. 

Withdrawal availability is controlled by the configured withdrawal period, start-date rule 
and product exclusions. 

When partial returns are disabled, the module applies the request to the full set of eligible 
products according to its configured logic. 

Exchange 

An exchange request allows a customer to ask for an ordered product to be replaced. 

The module records and manages the exchange request. It does not automatically create 
or ship the replacement product. 

Cancellation 

A cancellation request allows a customer to ask the merchant to cancel an order. 

A cancellation request does not automatically cancel the payment or issue a refund. The 
merchant must review and process the request. 

Complaint 

A complaint allows a customer to report a problem with an order or product. 

The customer can provide a description and upload a supporting file, such as a photo or 
document, if attachments are enabled. 

 

Important limitations 

Before using the module, merchants should understand the following limitations. 

Refunds are not automatic 

The module does not automatically issue refunds through payment providers. 

Accepting a withdrawal, cancellation or complaint records the decision and may update 
the order status, but the merchant must process any refund separately. 
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Product exchanges are not fulfilled automatically 

The module manages the customer’s exchange request, but it does not: 

• Create a replacement order automatically. 

• Select a replacement product automatically. 

• Adjust stock automatically for the replacement. 

• Arrange replacement shipping. 

The merchant must complete the exchange using the store’s normal operational process. 

RMA creation is limited to accepted withdrawals 

Automatic PrestaShop merchandise return creation applies to accepted Withdrawal / 
Return requests when: 

• PrestaShop Merchandise Returns are enabled. 

• RMA integration is enabled in the module. 

• The request contains eligible products. 

• A duplicate RMA is not blocked by the configured rules. 

Other request types do not automatically create a PrestaShop merchandise return. 

One attachment per request 

The customer can upload one attachment with a request. 

When several files are required, the customer should combine them into a ZIP archive, 
provided ZIP files are included in the allowed file types. 

Request statuses are predefined 

The module uses the following request statuses: 

• Pending. 

• Wait for customer. 

• Accepted. 

• Rejected. 

The module does not provide an unlimited custom request-status builder. 
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Customer communication is notification-based 

The module sends status emails and stores request notes and history. It is not a live chat 
or complete two-way support ticket system. 

When additional discussion is required, the merchant may need to communicate through 
email or another customer support channel. 

Legal compliance is not guaranteed automatically 

The module provides tools that can help merchants implement an EU-style withdrawal and 
return workflow. 

However: 

• Store policies may differ. 

• Product exclusions may be subject to legal conditions. 

• Withdrawal periods and required customer information may vary. 

• Laws can depend on the merchant’s country, customer location and product type. 

The module does not replace professional legal advice. Merchants are responsible for 
reviewing their return policy, legal declarations and operational process. 

Compatibility can depend on the store environment 

The module operates within PrestaShop, but behavior may be affected by: 

• Theme overrides. 

• Custom checkout systems. 

• Third-party order management modules. 

• Email server configuration. 

• Custom order statuses. 

• Caching or optimization modules. 

• PrestaShop version differences. 

Always test the complete workflow on a staging environment before enabling it on a live 
store.  



 9 

2. Installation and requirements 
This chapter explains the requirements for using the module, how to install it and what to 
verify before starting the configuration. 

Requirements 

Before installing the module, make sure that your store meets the following requirements. 

Supported PrestaShop version 

Use a PrestaShop version supported by the module version you purchased. 

Refer to the module product page or release notes for the latest compatibility information. 

Working email configuration 

The store must be able to send emails. 

You can use either: 

• The native PrestaShop mail configuration. 

• An SMTP server configured in PrestaShop. 

Before enabling guest requests, confirm that your store can successfully send 
transactional emails. 

Guest request requirements 

To allow guest customers to submit requests: 

• Guest access must be enabled in the module. 

• The guest OTP email template must be active. 

• The store must be able to send emails. 

• The guest must provide the email address associated with the order. 

• The guest must know the order reference or required order identifier. 

If OTP emails cannot be delivered, guest customers will not be able to complete 
verification. 

Attachment requirements 

The server must allow PrestaShop to write files to the module attachment directory. 
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Check that: 

• The directory is writable. 

• The configured maximum attachment size does not exceed the server upload limit. 

• The required file extensions are allowed in the module settings. 

• PHP upload settings support the desired file size. 

Server limits such as upload_max_filesize and post_max_size may prevent uploads even 
when the module allows a larger file. 

RMA requirements 

To create a PrestaShop merchandise return automatically after accepting a withdrawal 
request: 

• PrestaShop Merchandise Returns must be enabled. 

• RMA integration must be enabled in the module. 

• The request must be a Withdrawal / Return request. 

• The request must contain eligible products and quantities. 

You can check the native merchandise return setting in the PrestaShop order 
configuration. 

RMA creation is optional. The module can still manage customer requests when native 
merchandise returns are disabled. 

 

Install the module 

To install the module: 

1. Sign in to the PrestaShop Back Office. 

2. Go to Modules > Module Manager. 

3. Select Upload a module. 

4. Upload the module ZIP package. 

5. Wait for PrestaShop to complete the installation. 

6. Confirm that the success message appears. 

7. Select Configure to open the module. 
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Do not extract or modify the ZIP package before uploading unless instructed by the module 
provider. 

If the installation fails, do not continue configuring the module until the installation error 
has been resolved. 
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3. Quick start 
This chapter explains the minimum configuration required to make the customer request 
system available on the Front Office. 

Complete the steps in order. Detailed explanations for each setting are provided in later 
chapters. 

Enable the module and request types 
Open General Settings 

In the module menu, go to: General Settings > General 

Enable the module 

Set Enable module to Yes. 

This is the main switch for the customer request system. 

Enable the required request types 

Enable the processes that your customer service team can support: 

• Withdrawal / Return 

• Exchange 

• Cancellation 

• Complaint 

You do not need to enable all four types. 

For example: 

• A store selling physical goods may enable all four types. 

• A digital product store may disable Withdrawal / Return and Exchange. 

• A store that does not allow customer-requested cancellations may disable 
Cancellation. 

• A store using another complaint system may disable Complaint. 

Disabled request types never appear to customers. 
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Decide whether to allow guest requests 

Enable guest requests when customers who purchased without creating an account 
should be allowed to submit requests. 

Guest access requires: 

• A working store email configuration. 

• An active OTP email template. 

• The correct order email and order reference. 

For the first setup, you may leave guest requests disabled and test the logged-in customer 
flow first. 
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Configure basic eligibility 

Enabling a request type does not automatically make it available for every order. The 
module also checks whether the order is eligible. 

Configure global restrictions 

In General Settings, review: 

• Restricted order statuses. 

• Duplicate request prevention. 

• Virtual product exclusion. 

• Excluded categories. 

• Excluded products. 

Configure Complaint, Exchange and Cancellation 

Go to: Order Status Management 

For each PrestaShop order status used by your store, decide whether customers can 
submit: 

• A Complaint. 

• An Exchange request. 

• A Cancellation request. 

You may also configure the number of days during which each request type remains 
available. 

Example initial configuration: 

PrestaShop order status Complaint Exchange Cancellation 

Payment accepted No No Yes 

Processing in progress Yes No Yes 

Shipped Yes Yes No 

Delivered Yes Yes No 

Canceled No No No 

Refunded No No No 

This is only an example. Configure the rules according to your store policy. 
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When a days value is supported: 

• Use a positive number to limit availability. 

• Use 0 when the request type should not expire for that status, according to the 
module behavior. 

Configure Withdrawal / Return separately 

Withdrawal / Return does not use the same eligibility matrix as Complaint, Exchange and 
Cancellation. 

Its availability is controlled mainly by: 

• The withdrawal period. 

• The withdrawal start-date rule. 

• The expired-request behavior. 

• Product exclusions. 

• Partial-return settings. 

Configure these settings in the Withdrawal section before testing a return request. 

 

Add request reasons 

Customers need at least one suitable reason for each enabled request type. 

Go to: Reason Management 

Create a reason 

To add a reason: 

1. Select Add new reason. 

2. Enter the reason text. 

3. Complete translations for the required store languages. 

4. Assign the reason to one or more request types. 

5. Set the reason to active. 

6. Save the reason. 
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Recommended initial reasons 

You can begin with a small list, assign each reason only to the request types where it is 
relevant. 

For example: 

Reason Withdrawal Exchange Cancellation Complaint 

Changed my mind Yes No Yes No 

Wrong item received Yes Yes No Yes 

Product damaged Yes Yes No Yes 

Ordered by mistake Yes No Yes No 

Other Yes Yes Yes Yes 

Verify reason availability 

Make sure that: 

• At least one active reason exists for each enabled request type. 

• Reasons are translated into all active Front Office languages. 

• Common reasons appear before less frequently used reasons. 

• An Other reason is available when customers may need to describe an uncommon 
issue. 

If no active reason is assigned to a request type, the customer form may be incomplete or 
unusable. 

 

Configure email recipients 

The module can notify store administrators when a customer submits a new request. 

Go to the module’s email configuration section. 

Add administrator email addresses 

Enter the email addresses that should receive new-request notifications. Use addresses 
monitored by the customer service team, for example: 

support@example.com 
returns@example.com 
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When multiple recipients are supported, enter them using the format indicated below the 
field. 

Use active inboxes that your team checks regularly. 

Review required email templates 

Confirm that the templates required by your enabled workflows are active: 

• New request — administrator notification. 

• New request — customer confirmation. 

• Wait for customer. 

• Request accepted. 

• Request rejected. 

• Guest OTP, when guest requests are enabled. 

Guest OTP template 

When guest requests are enabled, keep the guest OTP template active. 

If the OTP template is inactive or the email cannot be delivered, guest customers cannot 
verify their orders. 

Do not customize everything immediately 

For the first test, it is recommended to keep the default email content. 

After confirming that the complete workflow works, you can customize: 

• Email subjects. 

• HTML content. 

• Plain-text content. 

• Customer instructions. 

• Return address information. 

• Available shortcodes. 

 

Configure withdrawal details 

Complete this section when Withdrawal / Return is enabled. 

Go to: General Settings > Withdrawal settings 
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Set the withdrawal period 

Enter the number of days during which customers can submit a withdrawal request. 

For an EU-style workflow, a common baseline is 14 days. However, you must configure the 
value in accordance with your store policy and applicable legal requirements. 

Select the start-date basis 

Choose when the withdrawal period begins. 

Available options may include: 

• Delivery date. 

• Shipping date. 

• The date when the order entered a selected status. 

For most physical-product stores, delivery is the clearest basis because it is closer to the 
date on which the customer receives the goods. 

Make sure your PrestaShop order workflow records the selected event correctly. 

Configure expired-request behavior 

Choose what customers see after the withdrawal period ends. 

Available behavior includes: 

• Hide: The Withdrawal / Return option is no longer displayed. 

• Disable: The option remains visible but cannot be submitted. 

When using the disabled behavior, add a clear multilingual message explaining that the 
withdrawal period has expired. 

Configure partial returns 

Enable partial returns when customers should be allowed to: 

• Select individual products. 

• Select a return quantity lower than the purchased quantity. 

• Keep other products from the same order. 

Disable partial returns when a withdrawal must cover the full eligible product set 
according to your store process. 
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Add the legal declaration 

Enter the declaration that customers must accept before submitting a withdrawal request. 

Keep the text: 

• Clear. 

• Easy to understand. 

• Available in all store languages. 

• Consistent with your published return policy. 

Legal content should be reviewed according to your business and applicable regulations. 

Add the return address 

Enter the address where accepted returns should be sent. 

Include enough information for the customer and shipping provider: 

• Company or recipient name. 

• Street address. 

• Postal code. 

• City. 

• State or region when required. 

• Country. 

• Relevant warehouse or department. 

• Optional return instructions. 

Do not use an incomplete address on a live store. 

Add an instruction link when available 

When your store has a return policy or detailed instructions page, enter its HTTP or HTTPS 
URL in the corresponding field. 

Use a page that is accessible to customers without Back Office permissions. 
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4. General Settings 
Open EU Withdrawal > General Settings > General to configure the main behavior of the 
module. 

These settings control which request types are available, who can submit them and which 
products or orders are eligible. 

Enable the module 

Use Enable module as the main switch for all Front Office features. 

• Yes: Customers can access request links and forms according to the remaining 
settings. 

• No: Front Office request features are hidden, but existing requests remain available 
in the Back Office. 

Keep the module disabled while preparing the configuration if you do not want customers 
to access incomplete forms. 

 

Allow guest requests 

Enable this option to let customers who placed an order without signing in submit a 
request. 

Guest customers must verify the order using: 

• The order reference. 

• The email address used for the order. 

• A one-time password sent by email. 

Guest access requires: 

• A working PrestaShop email configuration. 

• An active guest OTP email template. 

• Correct order and customer information. 

When guest requests are disabled, customers must sign in to access the request system. 

Recommendation: Test the registered customer flow first, then enable guest 
access after confirming that OTP emails are delivered correctly. 
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Enable request types 

You can enable or disable each request type separately: 
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• Withdrawal / Return 

• Exchange 

• Cancellation 

• Complaint 

Only enabled request types can appear on the Front Office. 

Enabling a request type does not make it available for every order. The module also 
checks: 

• Order status rules. 

• Time limits. 

• Withdrawal period. 

• Product exclusions. 

• Restricted order statuses. 

• Existing active requests. 

Enable only the request types that your customer service team can process. 

 

Attachment settings 

The module can allow customers to upload one supporting file with a request. 

Configure: 

• Allowed file extensions. 

• Maximum file size. 

Typical supported formats may include: 

• Images such as JPG, PNG or WEBP. 

• PDF documents. 

• Office documents. 

• ZIP archives. 

The customer can upload only one file per request. To provide several files, the customer 
can combine them into one ZIP archive when ZIP is allowed. 

Set a reasonable maximum size to avoid unnecessary storage and upload problems. 
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Product and category exclusions 

Use exclusion settings to prevent selected products from being included in customer 
requests. 

Exclude virtual products 

Enable this option when downloadable or virtual products should not be eligible for 
Withdrawal / Return requests. 

This is useful for products such as: 

• Digital downloads. 

• Software licenses. 

• Online services. 

• Other non-physical items. 

Exclude categories 

Enable category exclusion and select the categories whose products should not be 
eligible. 

This can be used for product groups such as: 

• Personalized products. 

• Perishable goods. 

• Hygiene-sensitive products. 

• Products covered by a separate return policy. 

Products assigned to an excluded category may be removed from the request form. 

Exclude specific products 

Use product exclusion when individual products require different rules from the rest of 
their categories. 

Search for and select the products to exclude. 

Effect on eligibility 

When an order contains both eligible and excluded products: 
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• Eligible products may still be available when partial returns are enabled. 

• The order may become unavailable for Withdrawal / Return when no eligible 
products remain. 

• The final behavior depends on the request type and module configuration. 

Review exclusions whenever new product categories or product types are added to the 
catalog. 

 

Prevent duplicate requests 

Enable Prevent duplicate requests to stop customers from creating another active 
request for the same order. 

This helps avoid: 

• Several return requests for the same products. 

• Conflicting cancellation and exchange requests. 

• Duplicate work for customer service staff. 

• Confusing status histories. 

When an active request already exists, the module can hide the request options or reject a 
new submission. 

Completed requests with a final status may be treated differently depending on the 
module logic. 

Recommendation: Keep duplicate prevention enabled unless your business 
process intentionally allows several simultaneous requests for one order. 

 

Restricted order statuses 

Restricted order statuses block all request types for orders currently using one of the 
selected statuses. 

Common examples include: 

• Canceled. 

• Refunded. 

• Payment error. 
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• Invalid order. 

• Other final or failed statuses used by your store. 

This setting works as a global restriction. 

Even when a request type is enabled or allowed in Order Status Management, it will not 
be available if the current order status is restricted here. 

Select statuses carefully. Restricting a commonly used active status may hide all 
customer request options for affected orders. 

 

Return address and instruction link 
Return address 

Enter the address where customers should send accepted returned products. 

Include: 

• Company or recipient name. 

• Street address. 

• Postal code. 

• City. 

• State or region when required. 

• Country. 

• Warehouse or returns department when applicable. 

The address may be shown in customer request details, acceptance emails or return 
instructions. 

Make sure the address is complete before enabling Withdrawal / Return requests on a live 
store. 

Instruction link 

You can also provide a link to a page containing detailed return or exchange instructions. 

Use a valid public HTTP or HTTPS URL, for example: 
https://example.com/content/returns-policy 

The page may include: 
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• Packaging instructions. 

• Return shipping responsibilities. 

• Required documents. 

• Return deadlines. 

• Refund processing information. 

• Customer support contact details. 

Keep the page consistent with the legal declaration and the module configuration. 

 

Hook and shortcode 

The module provides options for adding a request link to custom content or theme 
locations. 

Shortcode 

Use the following shortcode in supported CMS content or email content: 
{euw_request_form_link} 

The shortcode is replaced with the appropriate customer request link. 

Depending on the customer session: 

• Logged-in customers are directed to their request area. 

• Guest customers are directed to the guest verification page. 

Custom hook 

Theme developers can use the module hook to display the request link in a custom 
template position: {hook h='displayEuwithdrawalRequestLink'} 

This is useful when the default theme positions do not match your store layout. 

Possible placement locations include: 

• Return policy pages. 

• Help center pages. 

• Customer account navigation. 

• Order-related content. 

• Transactional email content. 
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After adding a hook or shortcode, test it as both a logged-in customer and a guest 
customer. 

 

5. Configure request eligibility 
Request eligibility determines which request types a customer can use for a specific order. 

When a request option is missing, check the rules in this chapter before changing 
unrelated settings. 

How eligibility works 

The module checks eligibility whenever a customer opens an order or submits a request. 

A request type is available only when all required conditions are met. 

The checks may include: 

• Whether the module is enabled. 

• Whether the request type is enabled. 

• The current PrestaShop order status. 

• The configured time limit. 

• The withdrawal period. 

• Product and category exclusions. 

• Restricted order statuses. 

• Existing active requests. 

• Whether eligible products remain in the order. 

The module also validates these conditions again when the form is submitted. Hiding or 
changing a Front Office field does not bypass the eligibility rules. 

 

Global conditions 

The following conditions can affect all request types. 
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Module and request type enabled 

The main module switch must be enabled, and the selected request type must also be 
active. 

For example, if Exchange is disabled in General Settings, it will not appear even when the 
order status allows exchanges. 

Restricted order status 

If the order’s current status is selected under Restricted order statuses, all request 
options are blocked. 

This global restriction takes priority over the rules configured in Order Status 
Management. 

Existing active request 

When duplicate prevention is enabled, the customer cannot create another request while 
an active request already exists for the same order. 

Order ownership 

A logged-in customer can only submit requests for their own orders. 

A guest customer must successfully verify the order using the order information and email 
OTP. 

Product eligibility 

For request types that involve individual products, the module checks whether the order 
contains at least one eligible product. 

Products may be excluded because they are: 

• Virtual products. 

• Assigned to an excluded category. 

• Specifically excluded in General Settings. 

 

Withdrawal eligibility 

Withdrawal / Return uses its own time and product rules. It is not controlled by the 
Complaint, Exchange and Cancellation matrix in Order Status Management. 



 29 

A Withdrawal / Return request normally requires: 

• Withdrawal / Return to be enabled. 

• The withdrawal start event to have occurred. 

• The order to be inside the configured withdrawal period. 

• The order to contain eligible products. 

• The current order status not to be globally restricted. 

• No conflicting active request when duplicate prevention is enabled. 

Withdrawal start event 

The withdrawal period can begin from: 

• The delivery date. 

• The shipping date. 

• The date when the order entered a selected status. 

If the selected start event has not occurred, the withdrawal option is not yet available. 

Expired withdrawal period 

After the withdrawal period expires, the module follows the configured behavior: 

• Hide: The Withdrawal / Return option disappears. 

• Disable: The option remains visible but cannot be submitted. 

Partial returns 

When partial returns are enabled, customers can select eligible products and quantities. 

When partial returns are disabled, the request applies to the complete eligible product set 
according to the module configuration. 

 

Exchange, complaint and cancellation eligibility 

Exchange, Complaint and Cancellation are mainly controlled by the order’s current status. 

For each request type, the module checks: 

• Whether the type is enabled. 

• Whether the current order status allows that request type. 
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• Whether the configured number of allowed days has expired. 

• Whether the order is in a restricted status. 

• Whether duplicate prevention blocks another request. 

Exchange and Complaint may also depend on product eligibility because customers can 
select products related to the request. 

Cancellation normally applies to the complete order rather than individual products. 

Allowed days 

Order Status Management can define how long a request type remains available after the 
order enters a status. 

For example: 

• Cancellation allowed for 2 days after Payment accepted. 

• Exchange allowed for 14 days after Delivered. 

• Complaint allowed without a time limit after Delivered. 

When the configured value is 0, the mapping does not expire based on the number of days. 

 

Order Status Management 

Open: EU Withdrawal > Order Status Management 

This page defines whether Complaint, Exchange and Cancellation are available for each 
PrestaShop order status. 

For every order status, configure: 

• Complaint: allowed or not allowed. 

• Exchange: allowed or not allowed. 

• Cancellation: allowed or not allowed. 

• The availability period in days. 

Withdrawal / Return is configured separately under Withdrawal settings. 

Important: Order Status Management controls whether customers can create a 
request. Request status mapping controls whether processing that request later 
changes the PrestaShop order status. 



 31 

 

 

 

Practical examples 
Example 1 — Customer wants to cancel a new order 

The order is currently Payment accepted. 

Configuration: 

• Cancellation is enabled. 

• Payment accepted allows Cancellation. 

• The cancellation window is 2 days. 

• The order entered “Payment accepted” today. 

Result: Cancellation is available. 

If the customer opens the order after the 2-day window, Cancellation is no longer 
available. 
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Example 2 — Delivered order inside the withdrawal period 

Configuration: 

• Withdrawal / Return is enabled. 

• The period starts from Delivered. 

• The withdrawal period is 14 days. 

• The order was delivered 5 days ago. 

• The order contains an eligible physical product. 

Result: Withdrawal / Return is available. 

Example 3 — Withdrawal period has not started 

Configuration: 

• The period starts from Delivered. 

• The order is currently Shipped. 

• No delivery date has been recorded. 

Result: Withdrawal / Return is not yet available. 

Exchange or Complaint may still be available if the Shipped status allows them. 

Example 4 — Order contains excluded and eligible products 

The order contains: 

• One excluded virtual product. 

• One eligible physical product. 

With partial returns enabled: The customer can request a return for the eligible physical 
product. 

If no eligible products remain: Withdrawal / Return is unavailable. 

Example 5 — Order has an active request 

A Pending Complaint already exists for the order, and duplicate prevention is enabled. 

Result: The customer cannot submit another request for that order until the existing 
request reaches a completed state, according to the module rules. 
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Example 6 — Status allowed but globally restricted 

Order Status Management allows Complaint for the current status, but the same status is 
selected under Restricted order statuses. 

Result: No request type is available. 

The global restriction takes priority. 

 

Eligibility decision table 

Use this table as a quick reference when a request type does not appear. 

Condition Withdrawal / 
Return 

Exchange Complaint Cancellation 

Module 
enabled 

Required Required Required Required 

Request 
type 
enabled 

Required Required Required Required 

Current 
status 
allowed in 
Order 
Status 
Manageme
nt 

Not used Required Required Required 

Withdrawal 
period 
started and 
not expired 

Required Not used Not used Not used 

Current 
status not 
globally 
restricted 

Required Required Required Required 

Duplicate 
active 

Required Required Required Required 
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request not 
blocking 
submission 

Eligible 
product 
available 

Required Usually required Usually required Not normally 
required 

Guest order 
successfull
y verified 

Required for 
guests 

Required for 
guests 

Required for 
guests 

Required for 
guests 

 

6. Withdrawal settings 
Open: EU Withdrawal > General Settings > Withdrawal settings 

These settings control when customers can submit a Withdrawal / Return request and 
which products they can include. 

Important: The module records and manages the customer’s request. It does not 
automatically refund the payment, receive the returned goods, arrange shipping 
or restock products. These actions must be completed manually by the 
merchant. 

 

Withdrawal period 

The withdrawal period defines how many days customers have to submit a Withdrawal / 
Return request. 

For example: 
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• Withdrawal period: 14 days 

• Order delivered: July 1 

• Last eligible day: approximately July 15, depending on how dates are calculated by 
the store 

A customer opening the order within the configured period can submit a request, provided 
all other eligibility conditions are met. 

When setting the period: 

• Follow your published return policy. 

• Consider the legal requirements that apply to your business. 

• Make sure the same period is communicated on your return policy page. 

• Test the calculation using a real order status history. 

A 14-day period is commonly used for EU-style withdrawal workflows, but the correct value 
may depend on the products, customer location and applicable regulations. 

 

Start date 

The start-date setting determines when the withdrawal period begins. 

Available options may include: 

• Delivery date. 

• Shipping date. 

• The date when the order entered a selected PrestaShop status. 

Start from delivery 

The period begins when the order is marked as delivered. 

Example: 

• Order shipped: July 1 

• Order delivered: July 4 

• Withdrawal period: 14 days 

The period begins on July 4, not July 1. 
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This option is often appropriate when the withdrawal period should begin after the 
customer receives the goods. 

Start from shipping 

The period begins when the order is marked as shipped. 

Example: 

• Order shipped: July 1 

• Order delivered: July 4 

• Withdrawal period: 14 days 

The period begins on July 1. 

This gives the customer less time after actual delivery, so use it only when it matches your 
store policy. 

Start from a selected order status 

You can use a custom PrestaShop order status as the starting point. 

For example, a store may use: 

• Delivered to customer. 

• Collected from pickup point. 

• Order completed. 

Choose a status that is applied consistently in your order workflow. 

If the selected status has never been applied to the order, the withdrawal period may not 
start and the request option may remain unavailable. 

Recommendation: Use the Delivery option when your order history records 
delivery dates reliably. 

 

Expired-request behavior 

This setting controls what customers see after the withdrawal period has ended. 

Hide the request option 

The Withdrawal / Return option disappears after expiration. 
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Use this option when you want a simple Front Office experience without displaying 
unavailable actions. 

Example: 

• Withdrawal period: 14 days 

• Order delivered: 20 days ago 

Result: The Withdrawal / Return button is not displayed. 

Disable the request option 

The Withdrawal / Return option remains visible but cannot be selected or submitted. 

A warning message explains that the period has expired. 

Example message: 

The withdrawal period for this order has expired. 

Use this option when you want customers to understand why they cannot submit the 
request. 

Make sure the expiration message is: 

• Clear and polite. 

• Translated into all active store languages. 

• Consistent with your return policy. 

The customer may still contact the store through another support channel, but the module 
will not accept an expired Withdrawal / Return request. 

 

Legal disclaimer 

The legal disclaimer is displayed in the Withdrawal / Return form. 

Customers may be required to accept it before submitting the request. 

The text should clearly explain what the customer is confirming. 

Example: 

I confirm that I want to exercise my right of withdrawal for the selected 

products and that the information provided in this request is correct. 
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You can also mention that: 

• The request is subject to review. 

• Products must meet the store’s return conditions. 

• The customer may need to return the goods to the specified address. 

• Refunds are processed only after the merchant completes the required checks. 

Keep the disclaimer concise and provide a link to the full return policy when more detail is 
needed. 

Complete the translation for every active Front Office language. 

Important: The default or example text is not legal advice. Review the final 
wording according to your business, products and applicable regulations. 

 

Partial returns 

Partial returns allow customers to select specific products and quantities from an order. 

Partial returns enabled 

Customers can: 

• Select one or more eligible products. 

• Choose the quantity to return. 

• Keep the remaining products from the order. 

Example: 

An order contains: 

• 2 T-shirts 

• 1 pair of shoes 

• 1 excluded digital product 

The customer can request: 

• 1 of the 2 T-shirts 

• The pair of shoes 

The digital product is not available when virtual products are excluded. 
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The module checks that the requested quantity does not exceed the quantity purchased. 

Partial returns disabled 

The request applies to the full eligible product set according to the module logic. 

The customer cannot choose only one product or reduce the return quantity. 

Use this option when your business process only supports complete eligible returns. 

Operational impact 

Before enabling partial returns, make sure your team can handle: 

• Product-level return quantities. 

• Partial refunds. 

• Partial stock adjustments. 

• Partial warehouse receipt. 

• Different outcomes for products from the same order. 

The module stores the selected products and quantities, but it does not complete these 
operational actions automatically. 

 

7. Reason Management 
Request reasons appear as selectable options when customers submit a Withdrawal, 
Exchange, Cancellation or Complaint request. 

Using predefined reasons helps customers complete forms faster and allows your team to 
categorize requests consistently. 

Open: EU Withdrawal > Reason Management 
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Create and assign reasons 

To create a reason: 

1. Select Add new reason. 

2. Enter the reason text. 

3. Assign it to one or more request types. 

4. Set the reason as active. 

5. Save the reason. 

A single reason can be assigned to several request types when appropriate. 
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For example, Product does not match the description may be relevant to: 

• Withdrawal / Return. 

• Exchange. 

• Complaint. 

However, Ordered by mistake may be more appropriate for: 

• Withdrawal / Return. 

• Cancellation. 

Create at least one active reason for every enabled request type. 

Keep reason labels short and easy to understand. Customers can use the message field to 
provide additional details. 

 

Enable, disable and reorder 
Enable or disable a reason 

Only active reasons appear in customer forms. 

Disable a reason when: 

• It is no longer relevant. 

• It is temporarily unavailable. 
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• You want to preserve it for historical requests without allowing new customers to 
select it. 

Disabling is usually safer than deleting a reason that has already been used. 

Delete a reason 

Delete a reason only when it is no longer needed and removing it will not affect your 
reporting or support workflow. 

Historical requests normally keep the reason information saved at the time of submission, 
but disabling remains the recommended option for previously used reasons. 

Recommendations 

• Create 4–8 reasons for each request type. 

• Avoid several reasons with almost the same meaning. 

• Include Other when customers may have uncommon issues. 

• Use the message field for detailed explanations. 

• Review reasons when your product catalog or return policy changes. 

• Keep translations complete and consistent. 

 

8. Email notifications and guest OTP 
The module sends automatic emails to customers and administrators during the request 
workflow. 

Open: EU Withdrawal > Email 

Use this section to configure email content, administrator recipients and guest verification 
messages. 
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Email template events 

The module includes templates for the main request events. 

New request 

When a customer submits a request, the module can send: 

• A confirmation email to the customer. 

• A notification email to the configured administrators. 

These emails normally include the request reference, request type, order reference and a 
link to the request details. 

Wait for customer 

This email is sent when the merchant changes a request to Wait for customer. 

Use it to ask the customer for additional information, such as: 

• More details about the issue. 

• A clearer product photo. 

• Missing order information. 

• Confirmation of the requested replacement. 



 44 

Include a clear customer-facing comment before changing the status. 

Request accepted 

The module provides acceptance emails for: 

• Withdrawal / Return. 

• Exchange. 

• Cancellation. 

• Complaint. 

The email can explain the next steps appropriate to each request type. 

For an accepted withdrawal, it may include: 

• The return address. 

• Packing or shipping instructions. 

• A return policy link. 

• The RMA reference, when one was created. 

Important: An acceptance email confirms that the request was approved. It does 
not mean that a refund, product return or replacement shipment has already 
been completed. 

Request rejected 

This email informs the customer that the request was declined. 

Add a clear explanation before rejecting a request so the customer understands the 
decision. 

Guest OTP 

The OTP template sends a verification code to guest customers before they can access an 
order and submit a request. 

Keep this template active whenever guest requests are enabled. 

 

Configure templates 

Open the email template list and select the template you want to edit. 
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Depending on the template, you can configure: 

• Template status. 

• Email subject. 

• HTML content. 

• Plain-text content. 

• Language. 

Edit multilingual content 

Configure the subject and body for every active store language. 

Customers receive the email in the language associated with their order when that 
translation is available. 

Keep the content: 

• Short and easy to understand. 
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• Consistent with your store policy. 

• Clear about any action the customer must take. 

• Free from promises that are not completed automatically. 

HTML and plain-text versions 

Configure both email formats: 

• HTML: The formatted version used by most email clients. 

• Plain text: The fallback version used when HTML cannot be displayed. 

Both versions should communicate the same important information. 

Preview and test 

Use the preview option, when available, to check: 

• Layout. 

• Translations. 

• Links. 

• Dynamic values. 

• Return instructions. 

After saving, submit a real test request. A preview alone does not confirm that your mail 
server can deliver the message. 

 

Available shortcodes 

Shortcodes insert information from the customer request into an email. 

Available values may include: 

Shortcode Content 

{request_id} Request reference or ID 

{request_type} Withdrawal, Exchange, Cancellation or Complaint 

{customer_name} Customer name 

{order_reference} Related PrestaShop order reference 

{status} Current request status 

{request_link} Link to the request details 
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{admin_note} Comment added while processing the request 

{reason} Reason selected by the customer 

{message} Customer’s additional message 

{return_address} Configured return address 

{rma_id} Created RMA reference, when available 

{otp_code} Guest verification code 

{shop_name} Store name 

The available shortcodes may differ between templates. Use only the values listed in the 
template editor. 

Do not remove {otp_code} from the guest OTP template. Without it, the customer will 
not receive the verification code needed to continue. 

 

Admin recipients 

Configure the email addresses that should receive notifications about new customer 
requests. 

Use an inbox monitored by the responsible team, such as: 

• Customer support. 

• Returns department. 

• Order management team. 

When several recipients are supported, add them using the format indicated in the 
configuration field. 

Avoid using inactive employee addresses or personal addresses that are not monitored 
regularly. 

 

Guest OTP 

Guest OTP verification protects orders from unauthorized access. 

The verification flow is: 

1. The guest enters the order reference and order email address. 
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2. The module sends a six-digit OTP by email. 

3. The guest enters the code. 

4. After successful verification, the module displays the eligible request types. 

 

OTP security rules 

The module applies limits such as: 

• The OTP expires after approximately 10 minutes. 

• The customer can make up to 5 incorrect attempts. 

• A new code cannot be requested immediately. 

• The resend waiting period is approximately 60 seconds. 

• The code is stored securely rather than as readable plain text. 

After too many failed attempts or after expiration, the customer must request a new code. 

 

Guest verification requirements 

For the guest flow to work: 

• Guest requests must be enabled. 

• The OTP template must be active. 

• The store must be able to send email. 

• The order reference and email must match the order. 

• The code must be entered before it expires. 

For security, the initial response should not reveal whether a specific order exists. 

 

Email Log 

The Email Log records messages sent by the module. 

Open: EU Withdrawal > Email > Email Log 
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The log can show information such as: 

• Email template. 

• Recipient. 

• Subject. 

• Related request. 

• Sending status. 

• Error message. 

• Date and time. 

 

Use the log for troubleshooting 

When an email is missing: 

1. Find the related entry in the Email Log. 
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2. Check whether it is marked as sent or failed. 

3. Review the recorded error message. 

4. Confirm that the recipient address is correct. 

5. Check the PrestaShop mail configuration. 

6. Check the recipient’s spam or junk folder. 

A successful log entry confirms that the module passed the email to the configured mail 
system. It does not always guarantee that the recipient’s email provider delivered it to the 
inbox. 

 

Manage log entries 

Depending on the available actions, administrators can: 

• Filter logs by template. 

• Search by recipient or subject. 

• Filter successful and failed emails. 

• Filter by date. 

• Delete individual entries. 

• Delete several entries in bulk. 

Review failed entries regularly, especially when guest OTP verification is enabled. 

 

9. Request status mapping and RMA 
This chapter explains how customer request statuses can update the related PrestaShop 
order and how accepted Withdrawal / Return requests can create a merchandise return 
record. 

Difference between the two status configuration pages 

The module contains two pages with similar names but different purposes. 
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Page Purpose 

Order Status Management Decides whether customers can submit 
Complaint, Exchange or Cancellation 
requests for an order status 

Status Management Decides whether changing a request status 
should also change the related PrestaShop 
order status 

Order Status Management example 

You can allow customers to submit a Cancellation request while an order is in Payment 
accepted. 

This controls request eligibility before submission. 

Status Management example 

You can configure the module so that accepting a Cancellation request changes the order 
status to Canceled. 

This controls what happens after the merchant processes the request. 

Important: Allowing a request and updating an order status are separate 
settings. 

 

Configure request-to-order status mapping 

Open: EU Withdrawal > Status Management 

A mapping connects: 

1. A request type. 

2. A request status. 

3. A target PrestaShop order status. 

The request types include: 

• Withdrawal / Return. 

• Exchange. 

• Cancellation. 
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• Complaint. 

The request statuses include: 

• Pending. 

• Wait for customer. 

• Accepted. 

• Rejected. 

For each combination, configure: 

• Whether the order status should be updated. 

• Which PrestaShop order status should be applied. 

 

 

Example 

Configuration: 
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• Request type: Cancellation 

• Request status: Accepted 

• Update order status: Yes 

• Target order status: Canceled 

Result: 

When an administrator accepts the cancellation request, the related order changes to 
Canceled. 

If status updating is disabled, the request status changes but the order status remains 
unchanged. 

Recommendations 

• Configure only mappings required by your workflow. 

• Avoid changing orders to final statuses too early. 

• Confirm that the selected PrestaShop order status still exists. 

• Test each important mapping with a test order. 

• Remember that an order status change does not process a payment refund. 

 

Default mappings 

The module may create default mappings during installation. 

Typical default mappings include: 

Request action Target PrestaShop order status 

Withdrawal / Return accepted Withdrawal accepted 

Exchange accepted Exchange in progress 

Cancellation accepted Canceled 

Complaint requests may remain linked to the existing order status unless you configure a 
specific mapping. 

You can keep, disable or change the default mappings according to your operational 
process. 



 54 

Example workflow 

For an accepted exchange: 

1. The request changes to Accepted. 

2. The order changes to Exchange in progress. 

3. The customer receives the exchange acceptance email. 

4. Your team manually prepares and sends the replacement product. 

The status change helps staff identify the order but does not complete the exchange 
automatically. 

 

Reset mappings 

Use Reset to default when you want to restore the original request-to-order status 
mappings installed by the module. 

Resetting may overwrite your current mapping choices. 

Before resetting: 

• Review any custom mappings. 

• Record the statuses currently selected. 

• Make sure the default target order statuses still exist. 

• Perform the reset on a staging store when possible. 

After resetting, review every mapping before processing live customer requests. 

 

Enable RMA integration 

RMA means Return Merchandise Authorization. In PrestaShop, it is represented by a 
merchandise return record connected to an order and its returned products. 

Open: EU Withdrawal > General Settings > RMA integration 

To enable automatic RMA creation: 

1. Enable PrestaShop Merchandise Returns. 

2. Enable RMA integration in the module. 

3. Configure duplicate RMA prevention when available. 
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4. Save the settings. 

RMA creation applies only to accepted Withdrawal / Return requests. 

The module does not automatically create an RMA for: 

• Exchange. 

• Cancellation. 

• Complaint. 

 

Requirements 

An RMA can be created only when: 

• The related order exists. 

• The request is a Withdrawal / Return request. 

• The request contains eligible products. 

• Valid return quantities are available. 

• PrestaShop Merchandise Returns are enabled. 

• Module RMA integration is enabled. 

• Duplicate prevention does not block creation. 

If an RMA is not created, verify these conditions before retrying. 
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What happens when a withdrawal is accepted 

When an administrator accepts a Withdrawal / Return request, several actions may occur. 

Depending on the configuration, the module can: 

• Change the request status to Accepted. 

• Save the action in the request history. 

• Send the withdrawal acceptance email. 

• Include the return address or instructions in the notification. 

• Update the related PrestaShop order status. 

• Create a PrestaShop merchandise return. 

• Display the RMA reference in the request details. 

 

Example 

A customer requests to return one of two purchased products. 

The merchant accepts the request. 

The module may then: 

1. Mark the request as Accepted. 

2. Send return instructions to the customer. 

3. Change the order status to Withdrawal accepted. 

4. Create an RMA for the selected product and quantity. 

The customer must still send the product back, and the merchant must inspect it and 
process the refund manually. 

 

Manual refund reminder 

The module does not automatically issue refunds. 

Accepting a Withdrawal, Cancellation or Complaint request does not: 

• Send money through the payment provider. 

• Create an automatic credit card refund. 

• Confirm that returned goods have been received. 
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• Inspect the returned products. 

• Restock the products. 

• Calculate return shipping costs. 

• Create a replacement shipment. 

After accepting a withdrawal, the merchant normally needs to: 

1. Send the return instructions. 

2. Wait for the customer to return the goods. 

3. Inspect the products. 

4. Confirm the refundable amount. 

5. Issue the refund through the payment provider or PrestaShop workflow. 

6. Update stock when appropriate. 

7. Complete accounting and warehouse tasks. 

An RMA helps record and track the merchandise return, but it does not replace these 
manual steps. 

Important: Train customer service staff not to tell customers that a refund has 
been completed merely because the request status is Accepted 

 

10. Customer experience 
The module provides separate request flows for logged-in customers and guest 
customers. In both cases, customers can only access orders that belong to them and only 
see request types that meet the configured eligibility rules. 

Logged-in customer flow 

Logged-in customers can access the request system from locations such as: 

• My Account. 

• Order history. 

• Order details. 

• The customer request list. 

• A custom link added through the module hook or shortcode. 

A typical flow is: 
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1. The customer signs in. 

2. The customer opens an order. 

3. The module displays the available request types. 

4. The customer selects a request type. 

5. The customer completes and submits the form. 

6. The new request appears in the customer request area. 

7. The customer receives email updates as the request is processed. 

The customer only sees request types that are eligible for the selected order. 

For example, a delivered order may allow Withdrawal, Exchange and Complaint, while an 
order that is still being prepared may only allow Cancellation. 

 

Guest verification flow 

Guest customers must verify their order before they can submit or view a request. 

The guest flow is: 

1. The customer opens the public guest request page. 

2. The customer enters the order reference and the email address used for the order. 

3. The module sends a one-time password by email. 

4. The customer enters the verification code. 

5. The module displays the request types available for the verified order. 

6. The customer submits the request. 

7. The customer receives a secure link for viewing the request. 

The verification code: 

• Is valid for a limited time. 

• Can only be entered a limited number of times. 

• Must match the verified order session. 

• Cannot be used to access another customer’s order. 

If the code expires or too many incorrect attempts are made, the customer must request a 
new code. 

Important: Guest verification depends on successful email delivery. Test the 
complete OTP flow before enabling guest requests on a live store. 
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Submit a request 

After opening an eligible order, the customer selects one of the available request types: 

• Withdrawal / Return. 

• Exchange. 

• Cancellation. 

• Complaint. 
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The form fields depend on the selected type but may include: 

• Request reason. 

• Products and quantities. 

• Additional message. 
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• Requested replacement information. 

• Supporting attachment. 

• Legal declaration. 

The customer should provide enough information for the merchant to understand and 
process the request. 

 

Example 

For a damaged product complaint, the customer could: 

1. Select Complaint. 

2. Select the damaged product. 

3. Choose Product damaged or defective. 

4. Describe the damage. 

5. Upload a photo. 

6. Submit the request. 

 

After submission: 
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• The request receives the initial Pending status. 

 
• The request appears in the Back Office. 
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• Customer and administrator notifications may be sent. 

 

• The action is stored in the request history. 
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The module validates eligibility again during submission. A request may be rejected if the 
order status, time window or product eligibility has changed since the form was opened. 

 

Select products and quantities 

Product selection is available for request types involving specific order items, such as: 

• Withdrawal / Return. 

• Exchange. 

• Complaint. 

The customer can only select products from the related order. 
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Eligible products 

A product may be unavailable when it is: 

• Virtual and virtual products are excluded. 

• Assigned to an excluded category. 

• Specifically excluded in General Settings. 

• Otherwise ineligible under the module rules. 

Quantity selection 

The requested quantity cannot exceed the quantity purchased. 

Example: 

The customer purchased three units of a product. 

The customer may request: 

• One unit. 

• Two units. 

• Three units. 

The customer cannot request four units. 

Partial returns 

When partial returns are enabled, the customer can select individual products and 
quantities. 

Example: 

An order contains: 

• 2 shirts. 

• 1 pair of shoes. 

The customer can request to return: 

• 1 shirt only. 

When partial returns are disabled, the customer cannot choose a smaller set of eligible 
products according to the module’s configured full-return behavior. 
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Upload an attachment 

Customers can upload one supporting file with a request when attachments are enabled. 

Attachments are useful for: 

• Photos of damaged products. 

• Images of incorrect items. 

• Shipping documents. 

• Product labels. 

• Other evidence related to the request. 

The accepted formats and maximum file size are controlled in General Settings. 

A file is rejected when: 

• Its extension is not allowed. 

• Its content does not match the expected file type. 

• Its size exceeds the configured limit. 

• Its size exceeds the server upload limit. 

Only one file can be uploaded per request. 

When several files are needed, the customer can combine them into one ZIP archive if ZIP 
is included in the allowed file types. 

Recommendation: Include common image formats and PDF. Allow ZIP only 
when your support team is prepared to download and inspect compressed files 
safely. 

 

Track request status 

Customers can view submitted requests from the module request area. 

The request list may show: 

• Request reference. 

• Related order. 

• Request type. 

• Current status. 
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• Creation date. 

• Last update date. 

Customers can filter requests by type, such as: 

• All requests. 

• Withdrawals / Returns. 

• Exchanges. 

• Cancellations. 

• Complaints. 

 

Request details 

The request detail page can include: 

• Related order information. 

• Selected products and quantities. 

• Customer reason and message. 

• Current request status. 

• Submitted attachment. 

• Request history. 

• Merchant comments. 

• Return address or instructions after acceptance. 
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• RMA information when available. 

 

Request statuses 

The customer may see the following statuses: 

• Pending: The request is waiting for merchant review. 

• Wait for customer: The merchant needs more information or action. 

• Accepted: The merchant approved the request. 

• Rejected: The merchant declined the request. 

 

Wait for customer 

When a request changes to Wait for customer, the customer should review: 

• The merchant’s comment. 

• The related email. 

• Any requested information or document. 

• The required next action. 

The module records the status change, but it is not a complete two-way chat system. The 
customer may need to reply through the support method provided by the merchant. 



 69 

 

Accepted requests 

An Accepted status means that the merchant approved the request. 

It does not automatically confirm that: 

• A refund has been paid. 

• Returned goods have been received. 

• A replacement has been shipped. 

• A cancellation refund has been completed. 

Customers should follow the instructions provided by the merchant. 
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Email notifications 

Customers may receive emails when: 

• A request is submitted. 

• More information is required. 

• A request is accepted. 

• A request is rejected. 

The request page remains the main place to review the latest recorded status and history. 
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11. Manage customer requests 
Use the Back Office request management pages to review, process and track requests 
submitted by customers. 

Dashboard 

The Dashboard provides a quick overview of customer request activity. 

It may display: 

• Pending requests. 

• Requests waiting for customer information. 

• Accepted requests. 

• Rejected requests. 

• Recently submitted requests. 

Use the Dashboard to identify requests that require immediate action. 

Select a status summary or recent request to open the related request list or detail page. 
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Request list and filters 

Open: EU Withdrawal > Request Management 

The Request Management page displays all customer requests available in the current 
shop context. 

The list may include: 

• Request reference. 

• Order reference. 

• Customer. 

• Request type. 

• Current status. 

• Shop. 

• Submission date. 

• Last update date. 

Use the available filters to find requests by: 

• Request reference. 

• Order reference. 

• Request type. 

• Request status. 

• Shop in a multistore environment. 

• Submission date range. 

You can also sort the list and change the number of requests displayed per page. 
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Request details 

Open a request to review all information before changing its status. 

The request detail page may include: 

• Customer name and contact information. 

• Related PrestaShop order. 

• Request type and current status. 

• Selected reason. 

• Customer message. 

• Selected products and quantities. 

• Uploaded attachment. 

• Internal notes. 

• Status history. 

• Return address and instructions. 

• Related RMA information when available. 

Before processing a request, verify: 

• The order belongs to the customer. 
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• The selected products and quantities are correct. 

• The request is still valid under your store policy. 

• Any uploaded evidence is relevant. 

• The correct email and order status actions are configured. 

You can normally open the related PrestaShop order directly from the request page. 

 

 

Wait for customer 

Use Wait for customer when more information is required before you can accept or reject 
the request. 

For example, you may need: 
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• A clearer photo of a damaged product. 

• The product serial number. 

• Confirmation of the preferred replacement. 

• Additional delivery information. 

• Clarification of the customer’s request. 

Before changing the status, enter a clear customer-facing message explaining: 

• What information is missing. 

• What the customer should send. 

• Where the customer should send it. 

• Whether a response deadline applies. 

When the status changes to Wait for customer, the module sends the related email 
template if it is active. 
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Communication after this status change 

All further communication between the merchant and customer takes place through 
email. 

The module does not operate as a live chat or full support ticket system. It does not: 

• Receive the customer’s email reply. 

• Store the email conversation. 

• Display an email thread in the request detail. 

• Automatically detect that the customer has replied. 

• Automatically change the request back to Pending. 

The customer replies through the email channel provided by the merchant. After receiving 
the required information, the merchant must return to the Back Office and process the 
request manually. 

Important information received by email can be summarized in an internal note for staff 
reference. 

 

Accept or reject a request 

After reviewing the request, choose the appropriate final action. 

Accept a request 

Use Accepted when the request has been approved. 

Depending on the request type and configuration, accepting may: 

• Send an acceptance email to the customer. 

• Update the request history. 

• Update the related PrestaShop order status. 

• Display return instructions. 

• Create an RMA for an accepted Withdrawal / Return request. 

Before accepting, make sure the customer-facing message clearly explains the next steps. 

Examples: 

• Where to return the products. 
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• Whether the customer should wait for a return label. 

• How an exchange will be arranged. 

• Whether the cancellation is confirmed. 

• What action will be taken for a complaint. 

Important: Accepted does not mean that a refund has already been issued, 
returned goods have been received or a replacement has been shipped. 

Reject a request 

Use Rejected when the request does not meet your store policy or cannot be approved. 

Provide a clear and polite explanation, such as: 

• The request was submitted after the allowed period. 

• The product is excluded from returns. 

• The requested quantity is invalid. 

• The order has already been canceled or refunded. 

• The provided information does not support the request. 

The rejection email is sent when the corresponding template is active. 

 

Internal notes 

Internal notes are visible only to Back Office employees. 

Use them to record information such as: 

• Customer details received by email. 

• Warehouse instructions. 

• Refund reminders. 

• Product inspection results. 

• Staff responsibilities. 

• Internal decisions. 

• Follow-up dates. 

Internal notes are not: 

• Sent to the customer. 

• Included in customer emails. 
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• Displayed on the Front Office request page. 

Avoid entering sensitive information that is not necessary for processing the request. 

Example: 

Customer replied by email on July 30 and provided a clearer damage photo. 

Warehouse team should inspect the returned item before refund approval. 

 

Status history 

The status history provides a timeline of actions performed on the request. 

A history entry may include: 

• Previous status. 

• New status. 

• Date and time. 

• Employee who performed the action. 

• Customer-facing comment. 

• Related order status update. 

Use the history to understand how the request was processed and who performed each 
action. 

The history does not include the full email conversation between the customer and 
merchant. 

When information is received outside the module, add a short internal note if it is 
important for future processing. 

 

Bulk actions 

Bulk actions allow administrators to update several requests at the same time. 

Available actions may include: 

• Mark as Wait for customer. 

• Mark as Accepted. 

• Mark as Rejected. 
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To use a bulk action: 

1. Filter the request list. 

2. Select the required requests. 

3. Choose the bulk status action. 

4. Confirm the operation. 

5. Review the result for each request. 

 

Use bulk actions carefully because each status change may trigger: 

• Customer emails. 

• Order status updates. 

• Request history entries. 

• RMA creation for eligible accepted withdrawals. 

Do not bulk-accept requests that require individual product, attachment or policy checks. 

 

Requests on the Back Office order page 

The module can display related customer requests directly on the PrestaShop order detail 
page. 

This allows staff to see: 

• Request reference. 
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• Request type. 

• Current status. 

• Submission date. 

• A link to the request detail. 

Always review related requests before manually changing an order status or issuing a 
refund. 
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Thank you 
Thank you for using the EU Withdrawal module and for taking the time to read this guide. 

We hope this documentation helps you configure the module correctly, manage customer 
requests more efficiently and provide a clearer after-sales experience for your customers. 

Before using the module on a live store, remember to test the complete workflow, review 
your return policy and make sure your customer service team understands which actions 
must still be completed manually. 

If you experience a problem or need help with the module, please contact our support 
team and provide the following information whenever possible: 

• Module version. 

• PrestaShop version. 

• PHP version. 

• A clear description of the issue. 

• Steps to reproduce it. 

• Relevant screenshots or error messages. 

Providing complete information will help the support team investigate and respond more 
effectively. 

Thank you for choosing our module. 

 


