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Returns Process for 
Licensees  

 All Sales are final and cannot be returned unless product is damaged, mis-shipped or QA Product 
Recall

 Only damaged items during transport will be processed for credit
 Customer Complaints must have a valid signed Convenience Outlet/Retail Store Customer Product 

Quality Complaint Form (LCB 2457)
 LCO Operator breakage or customer breakage within the store or after receival will not be accepted 

for returns
 Stockpiling of returns will not be accepted
 Your returns must be submitted within 48 hours of your delivery
 QA recalled products must be reported immediately upon notification for shelf removal
 Please quote the QA recall # when requesting pick up of this product
 Driver’s will only pick up approved returns which will be accompanied by paperwork, signatures of 

both Driver and Operator are required.
 All product return requests must be made within thirty (30) days of the purchase date and must be 

accompanied by the original sales invoice to receive a refund to the original payment method used 
for the purchase.  

  
 The return process for products purchased from a depot and delivered by LCBO carrier on behalf of 

the customer is as follows: 
  
 • The first step is to submit a request for product return through the B2B Claim Application. 

Drivers will only pick up approved returns which will be accompanied by paperwork. Signatures are 
required for both the driver and customer.  

 • Product must be in good, saleable condition (unopened, label intact, etc.) 
 • Have your return product  ready for pick up by the driver.  
 • Notify staff that there is product to go back with the driver 
 • Ensure all returns items are packed appropriately in sealed boxes  
 • Once the driver picks up the product, you will receive a return reference along with a detailed 

list of the returned items. 
 • The products are then brought back to our facility for inspection and quantity verification. 
 • Upon successful verification, a refund will be processed.  
  
 All refunds will be issued using the original method of payment and you will receive a return invoice 

for your records.  
  
 All large returns MUST be packaged on a pallet/skid for ease of transport and shrink/plastic 

wrapped securely to prevent cases from shifting in transit. 
   
  
  
 Saleable Product Examination Checklist 
  
 To return a product, the product must be in good, saleable condition (unopened, label intact, etc.).  
  
 Below is the examination checklist to be used to determine whether the product is saleable prior to 

being returned:  
  
 • Is listed by the LCBO 
 • Validate that the tamper-evident seal is intact and that it has not been breached 
 • Ensure that the fill level of each product is correct, i.e., no severe under filing. 
 • Inspect the bottom of each product for any evidence of tampering e.g., deformities in the 

plastic/metal, discoloration, melted plastic, scoring or scratches or excess residue.
 • Inspect the side walls of each product for signs of wrinkles or creases 
 • Where possible, check the liquid to ensure the colour and clarity are consistent for the product 

type. For example, it is not cloudy and there is no visible sediment.  
 • Check the label to ensure it matches the product correctly 
 • Check the product for authenticity e.g., bottle shape, size, colour and bar code are all correct. 
  
 Non-Saleable Product 
  
 Stock may be considered defective and unsaleable for the following reasons: 
  
 • faulty cap (cracked / opened / broken) 
 • chipped bottle  
 • container not full 
 • container seal is no longer intact 
 • product contains sediment / foreign matter / glass particles 
 • cloudy content 
 • suspicion that product was tampered with, etc. 
  
  
 A Product Quality Complaint 
  
 A Product Quality Complaint may or may not require further investigation. Refund or exchange to 

the customer is based on the licensee's return policies. 
  
 Customers general complaints do not generally require further investigation and include (but are 

not limited to): 
  
 • Off colour 
 • Off odour 
 • Off taste 
 • Sediment in bottle 
  
 Product Quality Complaints requiring further investigation include (but are not limited to): 
  
 • Alleged illness 
 • Property damage 
 • Personal injury 
 • Customer requests for investigation 
 Product quality complaints require the completion of the Beverage Alcohol Product Quality 

Complaint form. Refer to the instructions on the form for reporting product quality. In cases where 
the return of product is due to a customer complaint, for products purchased from a depot, submit 
a claim in the LCBO B2B Claims Application by selecting Product Quality Complaint.  

  
 The licensee must advise the consumer that: 
  
 The personal information collected is protected in accordance with the Freedom of Information and 

Protection of Privacy Act; and the information is required in the event the LCBO finds it necessary 
to contact the consumer regarding the complaint. 

  
 If the licensee issues a refund to the customer, the licensee may submit a request to the LCBO to be 

reimbursed by completing the Beverage Alcohol Product Quality Complaint form (including valid 
proof of purchase information). 

  
 Note: Product quality complaints purchased from a retail store should be returned to the retail 

store. Products purchased from a depot should be returned to the depot using the B2B claim 
application.  

  
 Product Quality Complaint form can be found on www.lcbowholesaleoperations.com  by selecting 

Store Licensees/Forms.  


How to Access the Return Application: 

The application is accessible on desktops, mobile or tablet devices. Click this link https://lco-claims.lcbo.com/ 
to access the application and enter your Login and Password provided by B2Breturns@lcbo.com, click LOGIN. 

If you do not receive a Login, please contact B2Breturns@lcbo.com.

https://lco-claims.lcbo.com/
mailto:B2Breturns@lcbo.com
mailto:B2Breturns@lcbo.com
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Click this link https://lco-claims.lcbo.com/ to be directed to the login page, use the email and password 
provided by the B2B Customer Service Team 

Once you are logged in, the main screen will be shown as indicated below: 

There are three options to choose from, you can submit either a: 

 Customer Complaints claim – Customer Complaints
 Breakage/Shortage/Overage claim – Breakers, Miss Picks, Defective Product etc.
 QA Product Recall claim – Related Q/A alert products

https://lco-claims.lcbo.com/
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You will be able to track all claims, they will be grouped according to their status type, explained below. 

Action Required 
• Marked incomplete by the LCBO, this means there may be additional information required

before the claim can be approved, comments will be left on the claim. You can check them by
clicking on the claim in question

Drafts 
• Claims that are in process of being completed by the Operator

Claims In Progress 
• Submitted claims that have yet to be reviewed by the B2B Customer Service Team

Completed with Declined Items 
• Submitted claims that have been reviewed by the B2B Customer Service Team with some products

being declined. When items are declined the reasons will be communicated through the comments

Completed with Full Approval 
• Submitted claims that have been reviewed by the B2B Customer Service Team and approved
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Customer Complaints 
 

1. Click Customer Complaints button on the main screen; read the instruction shown below and click next: 

  
2. Upload a file or photo of the Customer Compliant Form (LCB 2457), and then click Next. (Customer 

signature required) 
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3. Click Add Item to add at least one item to your claim. For each item being claimed all details and 
pictures are mandatory. 

 
 
 



6 
 

 
4. Click Add Item: 

a. Enter the LCBO item number and click the magnifying glass, the application will auto 
populate the item description field 

b. Enter the quantity by units only, do not enter the quantity by cases 
c. Enter reason for return 
d. Click “Add Photos” to upload supporting pictures or files from your mobile device or computer 

 
Note: The “Save item” button will be available if all mandatory fields are populated. 
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5. Click Submit when all claim item details are added to submit the claim. *Note: You can add more than 
one item per claim if it belongs to the same invoice* 
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Breakage/Shortage/Overage  
 

1. To report claims, click the Breakage/Shortage/Overage button on the main screen. 
 

• Breakage: All items that are broken on delivery. 
When submitting breaker pictures, the damages are 
to be pictured clearly 

• Shortage: When your order is received, and you 
are missing a case that is on the Order Invoice 

• Overage: When you receive a case that you did 
not order and is not on your deliver 

 
 

Make sure to carefully read all instructions provided 
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2. Fill in Mandatory Fields (*) and upload a Bill of Lading /Order Invoice file or photo and click next. 
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*Example: 941 GTA Depot Bill of Lading/Order Invoice is the product summary of the invoice received on delivery* 

*Example: 620 Ottawa Depot Bill of Lading/Order Invoice located on your Versapay Account* 
*A signature on the 620 invoices is not required at time of submission*
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3. Click Add Item: 
a. Add LCBO item number and click on magnifying glass, the application will auto populate item 

description field 
b. Enter the receival date 
c. Select one of three claims category: Breakage, Shortage, or Overage 
d. Enter the quantity by units only, do not enter the quantity by cases. 
e. If an item being claimed is a breakage you will have to select ‘yes/no’ for Case Sealed, 

Breakage Type and Breakage Location. 
f. If you received a mispicked item, please use the category “Shortage” for the item you 

ordered but did not receive, and an “Overage” for the item you received but did not order. 
g. Upload photo and documents. (mandatory) 

 
*If you have multiple breakers or shortships related to one invoice number make sure to submit all items 
related on one claim, do not submit multiple claims for one invoice – do not submit multiple invoices on 

one claim* 

Note: The “Save item “button will be available if all mandatory fields are populated. 
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4. Click Submit once all items are added. 
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Product Recall  
 

Step 1 - When you login to the Claims Return Portal - click on Product Recall 
 

 
 
Step 2 – click the drop down menu and select the QA Product Recall number 
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Step 3 – Once you have selected the QA Product Recall number with product information click Next  

 
 
 
Step 4 – click Next 
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Step 5 – Enter Store Manager name, email, click the drop down and select Return to LCBO, click Next 



16 
 

 
 

 
 
Step 6 – check the box, enter quantities, no pictures are required for QA Recalls, click Next 
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Step 7 – enter your name, title, phone number, check the box and click Submit 
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Step 8 - a pop-up will appear, see below, click Submit Form – Remember to go back to your text or email and 
click Yes you submitted the Claims Return Form – this will close the QA Product Recall and timestamp your 
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response to ensure you are within the  3 hour window 
 

 
 
 
An email will be sent to you with instructions regarding pickup.
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Review Submitted Claims: 
 

After claims are successfully submitted, B2B Customer Service team will review and either ask for more 
information or approve/decline each claim item. You can review the progress of each claim, claim details, 
and any messages from B2B Customer Service team by clicking individual claims on the main screen. 

 
Editing Submitted Claims: 

 

If more information is required, the claim will be moved to the “Action required” area of the homepage 
accompanied with an icon. When you see this icon, it means there is a comment left on the claim, to 
view it click on the claim. 

Once you click on the icon, you will be taken to the page below where you can answer any questions 
regarding this claim. You can also edit the claim if there is any extra information required. 

 



21 
 

Application Main Screen – Profile Tab: 
 

Clicking the Profile Icon from the main application screen will take you to your profile page where 
you can edit your password or log out of the application. Your profile details should be kept up to date 
since they are used to pre-populate new claim forms that you create. If profile details need updating, 
please contact B2B Customer Service Team at B2Breturns@lcbo.com. 

 

Click Edit Profile to change your password. *Note that only your password can be changed, all other 
details are maintained by the B2B Customer Service team. 

 

 
Click the Logout button to log out of the app 

mailto:B2Breturns@lcbo.com
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