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Purpose

This guide provides step-by-step instructions for refunding, returning, and 
canceling customer payments in Workday. This process ensures 
overpayments, duplicate payments, or cancellations are resolved and 
accounts receivable reports remain accurate.
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Prerequisites 

To effectively Refund, Return or Cancel Customer Payments, ensure the 

following: 

➢ You have the appropriate Workday Security role(s) (e.g., Settlement 

Specialist, Customer Refund Specialist).

➢ Customer Refund: 

○ The payment received must be On-Account with an associated 

deposit. 

○ The payment has a credit adjustment.

➢ Cancel Payment: 

○ The payment has not been reconciled. 

○ The payment does not have an approved customer deposit. 
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Refund Customer Payment

➢ Search for Create Customer Refund and select the related task. 

➢ Populate the required fields including Company, Customer, 
Currency, and Refund Date. Click OK.
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➢ Select the Payment Type for the customer refund.

➢  Select either On-Account Payment or Invoice Adjustment. Click 
Submit. 
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Return Customer Payment

➢ Search for Find Customer Payment and select the related task. 
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➢ In the Payment Status field, select Complete to find completed 
payments for return. 

Optional:  Populate any additional search filters.

➢ Click OK and navigate to the customer payment.
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➢ Click on the Related Actions from Payment→Customer Payment→ 
Return
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➢ Enter the Payment Return Date and Payment Return Code. 
➢ Click OK. The Payment Status for the customer payment will show 

Returned.
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Cancel Refund 

➢ Search for Find Customer Refunds and select the related report. 

➢ Populate the required field of Company. 

Optional:  Populate any additional search filters.
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➢ Click on Related Actions from the Customer Refund→Customer 
Refund→Cancel. 

Optional: Add a reason for Cancel. 

➢ Click OK to confirm the cancellation of the refund. 
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➢ View the customer refund and confirm the Document Status says 
Canceled. 
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Common Errors and Resolutions 

Issue Description Resolution

Incorrect Payment 
Return Date

A Payment Return was 
created with an incorrect 
date, causing 
accounting or period-
end discrepancies. 

1. Cancel the 
payment return 
and recreate it 
with the correct 
date. 

2. If the original 
transaction was 
repaid, cancel the 
new 
payment.Then, 
repay the 
transaction using 
the ‘Manual’ 
payment type. 

‘Cancel’ Task is 
Unavailable 

The option to cancel a 
Customer Refund does 
not appear in the related 
actions menu. 

Unreconcile your bank 
statement line 
associated with the 
customer refund.

Linked Deposit 
Constraints 

Cannot cancel a single 
payment tied to a group.

Cancel the entire 
Customer Deposit first 
to release and edit 
individual payment lines. 
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Best Practices 

➢ Understand Payment Types and the difference between payment 

returns and refunds. Use payment returns for bank rejected 

payments and refunds for credit adjustment or on-account balances. 

➢ Access the Find Payments report to identify settled payments that 

need to be returned. 

➢ If the payment return is unreconciled and the original payment 

hasn’t been paid, consider canceling the return to streamline the 

process. 

➢ Be aware that returning a payment generates journal entries that 

reverse the original payment. 
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