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B2B Holiday Returns Survey 

- 300 U.S. Adults

- October 13, 2021



Inmar confidential – do not copy, distribute or use without Inmar written permission, 2021

HOW DOES YOUR COMPANY SELL ITS GOODS?

0%

70.67%

29.33%

IN BRICK AND MORTAR
STORES ONLY

IN BRICK AND MORTAR
STORES AND ONLINE

ONLINE ONLY
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HOW WOULD YOU DESCRIBE YOUR EXPECTATION OF THE 
UPCOMING HOLIDAY ECOMMERCE SEASON?

11.67%

36%

52.33%

NOT OPTIMISTIC

SOMEWHAT OPTIMISTIC THAT WE WILL BE ABLE TO
MEET DEMAND AND EXCEED 2020'S ONLINE SALES

VERY OPTIMISTIC THAT WE WILL BE ABLE TO MEET
DEMAND AND EXCEED 2020'S ONLINE SALES
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IF YOUR EXPECTATION FOR THIS UPCOMING HOLDAY SEASON IS 
“NOT OPTIMISTIC”, WHAT ARE YOU EXPECTING CHALLENGES 
FROM?

20%

22.86%

45.71%

34.29%

57.14%

OTHER

INCREASED COMPETITION

TRANSPORTATION PARTNERS

INSUFFICENT LABOR POOL

SUPPLY CHAIN CONSTRAINTS

Percentages above represent total respondents
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DOES YOUR COMPANY CURRENTLY PROVIDE CUSTOMERS THE 
OPTION TO BUY ONLINE, PICKUP IN STORE (BOPIS)?

69.67%

11% 10.33% 9%

YES NO NO, BUT WE ARE
CONSIDERING IT

NOT APPLICABLE,
WE ARE AN E-
COMMERCE

RETAILER ONLY
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DO YOU OFFER FREE SHIPPING FOR:

18%

13.33%

56.67%

31.67%

WE DO NOT OFFER FREE SHIPPING ON ANY ORDER

RETURNS

ALL PURCHASES OVER A CERTAIN DOLLAR AMOUNT

ALL PURCHASES

Percentages above represent total respondents
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IF YOU OFFER FREE SHIPPING, WHAT IS THE MINIMUM ORDER 
AMOUNT TO QUALIFY FOR IT?

19.11%

21.14%

28.46%

21.14%

10.16%

$0-$10 $11-$25 $26-$50 $51-$100 MORE THAN
$100
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WHAT DO YOU EXPECT YOUR RETURN RATE (UNITS RETURNED 
VERSUS UNITS PURCHASED) TO BE THIS HOLIDAY SEASON?

39%

30%

17.67%

6%

3%
4.33%

0-10% 11-20% 21-30% 31-40% 41-50% GREATER
THAN 50%
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HOW DO YOU CURRENTLY PROCESS RETURNS?

5%

21%

22.33%

70.67%

HYBRID FOR OVERFLOW ONLY

HYBRID

OUTSOURCE

INTERNALLY

Percentages above represent total respondents
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DO YOU KNOW HOW MUCH YOU SPEND IN RETURNS, 
INCLUDING HARD AND SOFT COSTS?

58.67%

41.33%

YES NO
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WHERE CAN YOUR SHOPPERS RETURN GOODS PURCHASED 
ONLINE?

4%

11.67%

6%

12.33%

26.33%

44.67%

54.33%

58.33%

DEPARTMENT STORE

DOLLAR STORE

CHAIN DRUG STORE

GROCERY STORE

FEDEX/ KINKOS

UPS

POST OFFICE

IN STORE

Percentages above represent total respondents
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HOW WOULD YOU RATE YOUR COMPANY’S ABILITY TO TRACK 
RETURNS?

53%

35.33%

9.33%

2.33%

EXCELLENT (RETRUN
INITIATION,

TRANSPORTATION,
PORCESSING AND

REFUND)

GOOD (RETURN
INITIATION,

TRANSPORTATION,
REFUND)

FAIR (REFUND) POOR (NO TRACKING)
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HOW OFTEN DO YOU PROVIDE A SHOPPER WITH A STATUS 
UPDATE REGARDING THEIR RETURN/ REFUND?

15.33%

66%

18.67%

NONE 1-2 UPDATES 3+ UPDATES



Inmar confidential – do not copy, distribute or use without Inmar written permission, 2021

WHAT IS THE ESTIMATED TIME NEEDED FOR YOUR COMPANY, 
OR 3PL, TO INSPECT AND PROCESS RETURNS AFTER THE 
HOLIDAY SEASON PEAK?

32.33%

50.67%

14.67%

2.33%

1-2 DAYS 3-6 DAYS 7-10 DAYS OVER 10 DAYS
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DO YOU OFER ANY OF THE FOLLOWING ITEMS TO CUSTOMERS 
RETURNING A PURCHASE?

8%

21%

19.67%

47%

57.67%

OTHER

CONVENIENT DROP OFF LOCATIONS (GROCERY
STORE, CHAIN DRUGSTORE, DOLLAR STORE)

LABEL-LESS/ BOXLESS RETURNS

IN-STORE OFFERS OR COUPONS

INSTANT CREDIT

Percentages above represent total respondents


