
2Ascendion Confidential

Payment Refund Process Automation — Solution Overview

Business Scope

One of the large Retail client's refund operations are heavily manual, creating significant delays, inconsistent decisions, and poor customer experience. As order volumes grow — especially during peak seasons and promotions — the absence of an 

automated, intelligent refund processing system is driving up operational costs, increasing audit risk, and eroding customer trust. There is a clear need for an AI-driven solution to automate, standardize, and accelerate the end-to-end refund lifecycle.

Solution Briefing

We propose a Multi-Modal Agentic AI framework built on Microsoft Azure to automate refund processing end-to-end. A sequential multi-agent pipeline — comprising an Orchestrator Agent, Refund Validation Agent, Policy Compliance Agent, Decision 

Agent, and Audit & Logging Agent — intelligently captures refund requests, applies business rules, ensures compliance, and delivers consistent, traceable outcomes at scale.

Problem Statement Solution Approach Technology Used

Manual Refund Processing Delays Retail client manually processes 

refunds, causing significant delays in refund processing.

Inconsistent Decisions  Human-led refund approvals may vary, causing 

inconsistency and customer dissatisfaction.

Customer Experience Impact  Delayed refunds negatively affect the 

customer experience.

Scalability Challenge  Manual refund processing doesn’t scale with 

growing order volume during peak seasons or promotions.

Lack of Visibility and Audit Trail  Current system may not provide 

adequate logging or reporting for refund decisions.

Orchestrator Agent  Captures and interprets refund requests, routing them intelligently to specialized 

sub-agents for processing.

Refund Validation & Policy Agent  Validates refund eligibility against business rules, order history, and 

compliance policies — eliminating inconsistent manual decisions.

Decision & Approval Agent  Automates approval or rejection with consistent, rule-based logic, reducing 

manual effort and turnaround time.

Audit & Logging Agent  Records every refund decision with full traceability in database, enabling real-

time reporting and audit-readiness.

Agent Development Studio

• Azure OpenAI

• CrewAI

Storage & Data

• Cosmos DB

• PostGre SQL 

Integration & Dev

• FastAPI

• VS Code – IDE

• Azure Function

• Azure App Service

• Azure AI Search

  Business Benefits

  60% reduction in

Processing Time

60% faster data accessibility and improved reporting 
reliability

  Quicker turn around time, vendor satisfaction

Achieved 100% automation in validation, minimizing 

manual interventions

  Enhanced Data Security

Enhanced data security and reduced error-prone 
communication
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  Real-Time Analytics and Visualization 

The refund dashboard provides operations team with 

analytics, summaries


