RETURNS 2022: [D)Doddle
WHY GARRIERS HAVE TO CARE

Returns are a major problem for ecommerce businesses of all sizes
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Smaller merchants are worst affected, though nearly

57 % of merchants say returns are a “significant” half of businesses surveyed with over 500 employees still
or “very significant” problem noted returns as a significant or very significant problem

What return rates are merchants experiencing?
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Average estimated return rate across Businesses selling on marketplaces and through third
all markets was 23.44% party websites reported higher average return rates

A worsening issue

Respondents who have seen Increasing returns rates, by market
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There are a multitude of methods offered,
with no predominant winner - the most
common returns initiation method is to
contact customer service.

Integrated returns portals, whether
developed in house or by third party
providers, require customers to input an
order number, tying the return to a record
of purchase. This allows retailers to capture
data about the return and associate it with
shopper data and purchase data, giving
them more control and insight. These are
the most sophisticated returns approaches,
used by just 36% of merchants.
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Carrier methods highlighted in yellow
are nhot widely adopted, but have more
traction at the top end of the market,
with smaller businesses not yet widely
adopting them.
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| , 5 % say very high

6% of retailers say it’s a low or no
priority - everyone else has it on the list




