Cash and card handling policies are the unglamorous backbone of a point of sale operation. Customers rarely
think about how the drawer gets opened, who can void an item, when a terminal must be rebalanced, or why a
refund needs a manager’s approval. But those details decide whether your day closes cleanly or ends in a tense

back-and-forth about missing money.

A good policy does more than tell staff what not to do. It creates a repeatable rhythm for accuracy, accountability,
and speed. It also helps you survive the messy middle, the part where a customer wants cash back with a card

purchase, a drawer is short because a bill was miscounted, or a card payment fails after the receipt prints.

Below is how I'd structure cash and card handling policies for retail, food service, kiosks, and service counters that

use POS terminals, cash drawers, card readers, and some form of daily reconciliation.

Start with your reality, not a template

Most POS businesses can't run “the ideal process” every time. Your policy should match how the store actually
operates: staffing levels, peak periods, how many registers run simultaneously, and whether you have a back office
for safe storage.

In practice, policy quality comes from three choices:

First, decide what you can control directly. If one cashier opens the drawer, counts the change, and closes it daily,
you can define clear handoff points. If you have two shifts and overlapping breaks, you need rules for drawer

swaps and interim counts.

Second, decide what you treat as normal exceptions. A card reader may go offline once or twice a month.
Someone might forget to stamp a cash receipt. A customer may ask for a partial refund when the original
payment was card. Your policy should state how to handle these moments without turning every issue into a

panic.

Third, decide what you can audit. If you can review transaction logs by register, operator ID, and timestamp, your
policy can rely on those records. If your POS system is older or the reporting is limited, your policy must lean more

heavily on physical process, like signed counts and locked storage.

Cash handling: build a chain of custody

Cash rules are easiest to follow when they treat cash like inventory with a chain of custody. The main goals are

preventing unauthorized access, reducing counting errors, and making discrepancies traceable.

Drawer openings, drops, and access

Most businesses underestimate how often drawers get touched outside expected moments. Cash can appear in
drawers during changes, tips, refunds, or cash-based transactions. It can also move around when employees

"borrow” bills for a purchase that can’'t make change fast enough.
Your policy should define:

® Who can open the drawer and under what circumstances
* How starting cash is prepared and verified
® Where extra cash, float, tips, and petty cash belong

* How and when cash is “"dropped” into locked storage or removed from the register



A simple but powerful rule is that a drawer starts the day with a defined float, and it ends the day with a counted
amount that must reconcile to the recorded POS sales and cash movements. If staff need to exchange bills during

the shift, require a log entry or a manager-controlled “change bank” system, so cash doesn't drift.

One store | worked with had a “grab change as needed” habit. It felt harmless, but after a week of small gaps, they
realized the drawer was being used as a general-purpose wallet. Once they introduced a separate change bank in
the office and required sign-off for any transfer between bank and drawer, shortages dropped dramatically, not

because people suddenly became honest, but because the process removed temptation and reduced ambiguity.

Counting rules that reduce mistakes

Counting is where errors multiply. People count fast during rushes, recounting silently in their heads. That works

until it doesn't.
A workable policy uses consistent counting methods:

® Use the same denominations, same order, and same procedure every time.
® Require a second person verification when money is moved between registers or stored after close.
* Don't allow "approximate” counts when reconciling the drawer.
If you can, separate tasks. One person counts, another records. If you cannot separate roles due to staffing, at

least require that the same employee who counts also confirms the count on the POS reconciliation screen, then a

manager verifies the outcome.

The biggest practical win is enforcing a pause for reconciliation. People treat it like paperwork. In reality it is risk

management. A drawer count that takes five extra minutes at close can save hours of investigation later.

Receipts, refunds, and cash back

Cash refunds are where a lot of POS businesses get burned. The policy needs to address refunds funded by cash,

refunds that partially return cash with a card transaction, and “voids” versus “refunds.”

In many POS setups, a “void” cancels the transaction before it fully settles, while a “refund” returns funds after
settlement. The exact timing depends on your payment processor and terminal configuration, but staff should

know the practical difference.
Your policy should require:

® Refunds above a certain threshold need manager approval.
e Refunds must match the original tender type whenever feasible.

® (Cash back requests require verification steps to ensure the customer did not pay by card when they should

have received card-based funds.

A customer scenario that shows why this matters: a customer buys an item with a card, then asks for “half in cash”
because they forgot to withdraw money. If staff comply without a policy, the register ends the night with cash that
does not correspond to recorded sales. Later, the business must decide whether the employee is mistaken,
whether the POS transaction was set up correctly, or whether a chargeback or reversal will cause additional

discrepancies.

The fix is not “never do it.” The fix is “do it correctly, using the POS flow designed for it, with approvals and

documentation.”



Card handling: treat terminals like payment instruments

Card policies overlap with cash controls, but they also include specific risks: fraudulent card use, chargebacks, and

terminal tampering.

Who can process cards and what “normal” looks like

Your policy should specify who is allowed to take payments at the terminal. In many stores, every cashier can ring
and swipe. That's fine, but you still want rules about when staff can deviate.

For example, define the boundary between:

* In-store customer present transactions
® Card not present scenarios, if you allow them (like phone orders)

* Manually entered transactions, if your business uses them

Even if your business rarely uses manual entry, you want staff to know it exists and that it comes with additional

risk. The policy doesn't need to ban it outright, but it should require manager approval, documentation, or both.

Security basics that staff can actually follow

Card handling often fails because people follow complicated security practices inconsistently. The best policies

translate security into practical habits:

® Terminals should not be left unattended during transactions.

* Employees should not accept “helpful” changes from unknown people (like someone offering to fix the

terminal).
® Device cables, card readers, and any accessories should remain in approved positions.

¢ |f anything looks unusual, staff should stop and escalate immediately, not “test it” themselves.

You point of sale also want a procedure for device downtime. If the POS or terminal goes down during peak, staff
may improvise to keep lines moving. That's where policy must offer a safe path: either switch to an approved
offline process if your payment setup supports it, or pause card collection and route customers through a known

method, like cash only temporarily or directing them to complete payment when systems recover.

Reconciliation for card sales, not just cash

End-of-day cash reconciliation is common. Card reconciliation gets neglected because card money “just shows up
later.” That belief causes late surprises when settlements don't match expected sales, or when a refund posts
differently than staff assume.

A solid card policy requires that the daily close includes:

* Confirmation that the POS sales totals match the payment logs for each register
® Review of failed transactions and voids/refunds activity
* Investigation of any settlement mismatch before leaving for the day, if possible
The timing varies. Some businesses reconcile immediately after close. Others wait for settlement reports that arrive

later in the evening. Your policy should reflect what your processor and POS provide. The important part is that

reconciliation is scheduled, assigned to a responsible person, and documented when it is incomplete.

Returns, chargebacks, and the documentation culture
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Every refund and dispute becomes easier when you document like a professional, not like someone defending

themselves later.
Your policy should require that staff record:

® The reason for refund or return
* Any required proof of purchase or identity verification
® Whether the refund went back to the original tender type

* Manager approval details for exceptions

For chargebacks and disputes, staff habits matter less than you think, but only if you store the right transaction
notes. A cashier's short written explanation, combined with the original receipt and any return authorization

record, can make the difference between a quick resolution and a messy back-and-forth.

POS discipline: operator accountability and void control

The most effective cash and card policies rely on POS features, not just human memory. Many POS systems assign

operator IDs and log every void, refund, and drawer opening event.

The policy should treat those logs as your source of truth and define how staff interact with them.

Operator ID rules

If you have any kind of staff sharing or “the computer was signed in as someone else,” your policy is already

leaking value. People may do it for convenience, especially during breaks.
The policy should state that:

® Operator IDs are personal.
* Logging in for someone else is not allowed.

¢ |f someone clocks out, the terminal must be logged out or switched according to your system'’s workflow.

This is one of those rules that sounds harsh but protects everyone. When you can trace a void to a person and

time, you stop guessing and start solving.

Void versus refund thresholds

Voids should be limited to genuine mistakes and time windows. Refunds should include approvals and

documentation. The policy should set thresholds for manager review.

You don't need to pick one magical number for every store, but you do need consistency. For many small
businesses, thresholds like “manager approval for refunds above $X" work better than trying to train staff on every

edge case.

The policy should also require staff to categorize reasons properly. A generic reason like “customer changed mind”
can be fine for some returns, but if you use a reason code system, wrong codes slow down later analysis and

create audit headaches.

A practical policy framework you can hand to staff

Here's a staff-facing way to express cash and card handling rules without overwhelming employees. The goal is

clarity at the counter, not a 40-page document nobody reads.



The counter rules (the ones employees see daily)

Use a short policy sheet at the register. Keep it aligned with your POS capabilities and your staffing reality. If you

do only one policy refresh this year, make it this one.
A good example looks like this:

e (Cash drawers open only at shift start, and only by authorized staff, with starting float verified per procedure
* No refunds, cash back requests, or voids above your threshold without manager approval in the POS system
® Operator IDs must be used only by the assigned employee, no sign-ins for others

® Failed card transactions must follow the approved recovery steps, not “retry until it works” without logging

* End-of-day reconciliation requires signed counts and a review of POS transaction reports before the close is

finalized

This is short, but it's not vague. It points people to the action you want, and it ties back to the system.

Store-level processes that make the policy stick

Even the best counter rules fail if back office processes are inconsistent. The policy must include the daily

operational rhythm.

Morning setup and change control

At open, staff should count starting cash and document it. If the business has multiple registers, each register
should have its own defined float. If you rely on one float moving between registers, define the transfer process

and require verification.

If you run tips, define where tips go immediately. Some places allow cash tips to remain in the drawer until close.
Other places require tips be put in a sealed container right away. The right answer depends on how busy you are

and whether you trust the drawer security at peak. In any case, the policy should eliminate gray areas.

Midday drops, if you do them

Some businesses drop cash during the day to reduce theft risk and loss. That can be a secure point of sale good
control, but it requires procedure. If you drop cash without a log and without reconciling it to POS movements,

you recreate the same problem you were trying to solve.

The policy should specify the drop method, who witnesses it, and how it is recorded in your reconciliation process.

Close procedure and exception handling

Your close procedure should specify who performs it, what reports are required, and what happens when totals

don’t match.

Discrepancies will happen even with good processes. The policy must define the investigation steps and who

makes the final call. It should prevent staff from “fixing” the drawer by entering false amounts into the POS.

A good exception policy makes room for truth. If the drawer is short, it should be treated as a real issue that is
documented and investigated. If the drawer is over, it should be handled similarly. Overages often get dismissed,

but they can be just as meaningful.

Edge cases that deserve explicit rules
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Many cash and card policy failures come from scenarios staff cannot guess how to handle.

Paying with a card after cash was offered

Sometimes a customer insists on paying with a card after staff already started a cash workflow. Or a cashier starts

a transaction and then realizes it should have been a card sale.
Policy should require that staff use the proper POS transaction flow to correct the sale, rather than mixing tenders

informally. The system should reflect reality, not effort.

Partial refunds with different tender types

If you allow partial refunds, staff must know how the POS allocates tender. If a transaction was paid by card and a
customer returns an item for a cash reimbursement, your POS may not support that cleanly. Some businesses
allow it only in limited cases and require manager handling. If you do allow it, require receipts, reason codes, and
approvals.

Cash tips and gratuities

Gratuities can be cash, card, or split. Your policy should define where gratuities belong and how they are
reconciled. For card tips, you usually rely on processor reporting and terminal configuration. For cash tips, you rely

on physical controls and daily counts.

If you treat tips as “extra money” outside reconciliation, you will never fully understand your cash position.

Unattended terminal screens and “quick fixes”

This is subtle but common: a cashier sees a prompt, then tries a quick fix to get the next customer moving. That

might be fine for one day, but over time it creates inaccurate transaction logs.

Your policy should instruct staff to call a manager for POS prompts that relate to voids, refunds, drawer counts, or

tender changes, especially during high volume.

Training: policy is only real when it’s practiced
Policies don't stick because staff agree with them. They stick because staff rehearse them.
Train using short scenarios at the pace of your store. For example, practice:

® A customer wants to void a wrong item

A card payment fails after the receipt prints

A refund requires manager approval

® A drawer is short at close, then you reconcile using reports

You can run this training as a 15-minute daily huddle for a week during onboarding, then a monthly refresher for

anyone who is new or frequently covers registers.

If you rely on written policies alone, you will get inconsistent interpretation. If you rely on verbal habits alone, you

will lose control when staff rotate.

Audits and review: the part people forget



A policy should include a review rhythm. It doesn't have to be dramatic, just consistent.

Review drawer counts against POS logs periodically. Sample card settlement reports against what the store
recorded. Track frequent void or refund reasons. If one cashier triggers unusually high refund counts or frequent
transaction corrections, that's not always wrongdoing, but it's a signal that the workflow needs adjustment or
additional coaching.

The best audits feel routine to staff. They are less about blame and more about keeping the system trustworthy.

What to include in your written policy document

A written policy should cover both the “what” and the “how.” Staff should be able to follow it at 8:00 pm during a

rush, not just in a training room.
Include sections for:

® Authorized roles and escalation paths (who can approve refunds, who can handle terminal issues)
e Drawer procedures (float preparation, access rules, drops, close counts)

® Tender rules (cash, card, refunds, cash back, void versus refund guidance)

e POS discipline (operator ID rules, logging expectations)

® Reconciliation steps (what reports to review and when)

® Exception handling (how to document shortages and overages, when to pause operations)

® Security expectations for terminals and cash storage

Keep the language staff friendly, but don’t remove the accountability parts. If your policy avoids specifying who is

responsible, you've created a document without operational power.

Final thought: accuracy is a service, not just an internal goal

Cash and card policies are often treated as internal controls. They are, but they also protect customer experience.
When your process is consistent, your staff can respond confidently to refunds, payment problems, and

reconciliation questions. Customers feel the difference, even when they never hear the word “policy.”

A good system makes the right behavior the easiest behavior. It gives employees a path when something goes
wrong, and it gives ownership a clear way to verify what happened. Over time, you reduce shortages, prevent

mismatches from compounding, and build a store where the register results match reality at the end of every day.



