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PURPOSE 

 
New features are now available to help retailers submit Return Merchandise 
Authorizations (RMAs, or “returns”) using AGLC’s ecommerce website.  
 
The following guide will assist users in the submission of returns to the AGLC Cannabis 
Quality Assurance team for processing. 
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“My Account”, “My Account Details” 
 
After a successful login, navigate to “My Account” at the far right of the top menu. 
Select “My Account Details.” The “My Orders” and “My Returns” menu items are visible 
on the page. These menu items will take you to the order listing and return listing 
pages, which will be discussed later in the guide. 
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“My Account”, “My Order History”, “My Return History” 
 
Navigate to “My Account” at the far right of the top menu. The “My Order History” 
and “My Return History” menu items will be visible. 
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View “My Orders” 
 
To create a return, first select the “My Order History” menu item. 
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The “My Orders” page will appear. A listing of orders will be displayed. 
The orders are sorted based on the selected filter. By default, All Orders 
are displayed by Order Number from Highest to Lowest.  
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Order sorting/filtering options for the “My Orders” page 
 
The order listing display can be sorted or filtered. The order listing can be sorted by 
selecting one of the following options in the drop-down menu: ORDER NO HIGH-
LOW, ORDER NO LOW-HIGH, VALUE HIGH-LOW, VALUE LOW-HIGH, DATE 
NEWEST-OLDEST, DATE OLDEST-NEWEST.  
 

 
 
The order listing can be filtered by choosing to display only Completed Orders 
(“Order Delivered” status) instead of All Orders. 
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The order listing can also be filtered by a specific order by entering/removing a value 
in the Search field. 
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Start a Return 
 
To begin a return, select the applicable Order from the listing. A return may only be 
started once the order has been delivered, so ensure that the status of the Order is 
“Order Delivered.” The “Start a Return” button will be visible and will become green 
when the cursor moves over it. Select “Start a Return” to proceed. 
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Choose items to Return 
 
The “Create a Return” details page will appear. A green pop-up window will display a 
message to remind users that “Only one return request can be submitted per order 
per day.” This pop-up can be dismissed/closed after initial display. 
 
 

 
 
 
Note: The banner will also display the message “You will have 14 days from the last 
edit made to this return to submit it. Any returns that have not been submitted 
within 14 days will be deleted”. 
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Sorting/filtering options for the “Create a Return” page 
 
The return items listing can be sorted by selecting one of the following options in 
the drop-down menu: SORT: ALPHABETICAL, A-Z, SORT: ALPHABETICAL, Z-A, 
SORT: CNB NUMBER, HIGH-LOW, SORT: CNB NUMBER, LOW-HIGH, SORT: PRICE, 
HIGH-LOW, SORT: PRICE, LOW-HIGH. 
 
 

 
 
 
The return item listing can also be filtered by a specific Name, Brand, or SKU# by 
entering/removing a value in the Search field. 
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Selecting a return item 
 
The “Select” button is visible on the right of the return item and will become green  
when the cursor moves over it. Choose “Select” to select the return item. 
 

 
 

Removing, clearing, and proceeding 
 

If an item was added in error, select “Remove” and the item will be removed from the  
return. If you want to remove all the items selected from the return, you can select “Clear” 
from the bottom of the display. Once you have completed your selection of return items 
proceed by choosing “Next.” 
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Add quantities for return 
 
Next select the quantity of return items from the original order. The quantity can be in  
either Cases or Eaches. The quantity selected will not be able to exceed the original  
order value or any outstanding return items already submitted. 
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Add reason for return 
 
Select the reason for the return from the dropdown list. You can filter the reasons by typing in the 
“Reason” dropdown list.  

 
Note: Shipping Return reasons may be selected within 48 hours of order delivery,  
after which they will be greyed out (unavailable for selection). If a Shipping Return issue 
 is not resolved within 48 hours, please contact Alberta Cannabis at 1-855-436-5677 or 
 by email at albertacannabis@aglc.ca. 
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Cancelling a return 
 
If you choose not to proceed with a return submission you have the option to cancel.  
Returns can only be canceled prior to submission. NOTE: If you need to change or cancel a 
return after submission, please contact Alberta Cannabis at 1-855-436-5677 or by email at 
albertacannabis@aglc.ca. 
 
Select “Cancel Return” at the bottom of the page. 
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A pop-up message will appear to confirm that your return will be permanently deleted  
if you proceed. Choose “Delete Return” or “Cancel.” 
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Adding Description of Complaint and Photos 
 
A description is mandatory and will be entered in the “Description of Complaint” field. Please 
describe the issue with the cannabis product in detail. Include the product type (e.g., vape, dried 
flower, edible), the nature of the defect (e.g., hardware malfunction, foreign material, incorrect 
labeling, leaking), and any relevant observations such as taste, smell, texture, packaging 
condition, or performance. If applicable, mention when the issue was noticed, how the product 
was stored, and any troubleshooting steps you have taken. 
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Photos may be required to complete the submission depending upon the return reason selected. 
Photos can be attached to the return by selecting “Attach Photos” and uploading the  
photo(s) from your computer (any image format can be used). The photo(s) will be visible 
 once they have been uploaded and added to the return. You can choose to “Save & Close”  
the return for later submission or proceed with the submission by selecting “Next.”  
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Review Details Page 
 
The “Review Details” page will display all the return information prior to submission.  
Select “Edit Return” to go back and make revisions if necessary. “Comments” for the  
overall return can be added here as an option. To proceed with submission, select 
 “Submit Return Request.”  
 
Note: The product selected must match the item being returned (Lot #, SKU #, quantity, etc.).  
If the product does not match upon receipt at the warehouse, a refund will not be  
issued. 
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“Return Submitted” page 
 
After choosing to submit the “Return Submitted” page will display. The return details 
 will include an RMA Number (beginning with the prefix R) for tracking purposes.  
You can choose “Back to Orders” to navigate back to the orders page or choose  
“View my Returns” to navigate to the “My Return History” page. 
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“My Return History” 
 
The “My Return History” page displays submitted and unsubmitted returns for you.   
The return listing can be sorted/filtered in the same manner as previous pages.  
 
Unsubmitted returns will have a return prefix of “RD”, a status of “Unsubmitted”,  
and an option to “Continue Return”.  
 
Submitted returns will have a return prefix of “R” and have a status of any of the  
following:  
“Unsubmitted”, “Under Review”, “Action Required”, “In Progress”, or “Completed”. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Page | 22  
 

 
 
 
“Action Required” status 
 
The “Action Required” status may appear for submitted returns where feedback has  
been requested. The return will not proceed until the “Action Required” status is removed. The 
option to “Continue Return” will be available and will take you to “Create a Return” page. 
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Once the “Action Required” is addressed, update the return with a response in the 
 “Comments” and select “Submit Return Request”. 
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“Action Required” status in “My Return History” 
 
You should periodically review submitted returns to determine if “Action Required” 
 appears as the status. The primary method of communication will be through  
comments on the submitted return. This will ensure tracking of the historical record  
of the return. Email notifications will not be sent if the return is set to “Under Review”  
or “Action Required” status. This status may go back and forth multiple times until  
corrected by the retailer. 
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Next steps 
 
After completing a submission, the return will be reviewed by AGLC. Next steps may include return of 
product to the AGLC warehouse or destruction of product by the retailer. Notification of next steps required 
will be communicated by AGLC via email or “Action Required” comments. The return request will result in 
either a refund or a denial of claim. 
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