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SCREENER: HAVE YOU RETURNED AT LEAST ONE ONLINE
PURCHASE DURING THE LAST THREE MONTHS?

100%

0%

NO
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HOW MANY ONLINE PURCHASES HAVE YOU MADE IN THE LAST
THREE MONTHS?

4o c | 31.5%

700 |, 5.9%

to.or more | 31.3%
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HOW MANY ONLINE PURCHASES HAVE YOU RETURNED IN THE
LAST THREE MONTHS?

4o |GG 20 3%

700 I o 5%

10 or more _ 9.3%
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DID YOU MAKE ANY ONLINE PURCHASES KNOWING THAT YOU
WERE LIKELY TO RETURN AT LEAST SOME OF THE ITEMS
PURCHASED?

54.9%

45.1%
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WHEN SHOPPING ONLINE, DO YOU READ THE MERCHANT’S
RETURN POLICY BEFORE DECIDING WHETHER OR NOT TO
PURCHASE?

80.7%

19.3%
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WHEN SHOPPING IN A STORE, DO YOU EVER ASK ABOUT THE
STORE’S RETURN POLICY BEFORE DECIDING WHETHER OR
NOT TO MAKE A PURCHASE?

67.3%

32.7%
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IF RETURN SHIPPING IS FREE FOR AN ONLINE PURCHASE -
AND YOU ALSO HAVE THE OPTION TO MAKE AN IN-STORE
RETURN - WHICH DO YOU PREFER?

56%

44%

SHIP THE RETURN RETURN IN-STORE
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WHAT WOULD MOST INCENTIVIZE YOU TO RETURN IN-STORE
INSTEAD OF SHIPPING YOUR RETURN?

INSTANT CREDIT

IN-STORE OFFERS OR

COUPONS 151 376 265 208 2.5
LABEL-LESS/BOXLESS

RETURNS 129 231 348 292 2.8
CONVENIENT DROP-OFF

LOCATION (GROCERY STORE, 245 188 213 354 57

CHAIN DRUGSTORE, DOLLAR
STORE)
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WHICH IS THE MOST CONVENIENT DROP-OFF LOCATION FOR
YOUR RETURN?

cHAIN DRUGSTORE [ 6.7%
DOLLAR STORE [ 6.6%

oTHER [ 2.6%

Percentages above represent total respondents
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IF AMERCHANT ALLOWS ONLINE PURCHASES TO BE
RETURNED IN-STORE, DOES THAT INCREASE THE LIKELIHOOD
THAT YOU WILL PURCHASE FROM THAT MERCHANT?

84.2%

15.8%
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IF A MERCHANT REQUIRES YOU TO PAY FOR SHIPPING ON
RETURNS WILL YOU STILL SHOP WITH THAT MERCHANT?

57%

43%
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HAVE YOU EVER HAD A BAD EXPERIENCE RETURNING A
PRODUCT PURCHASED ONLINE?

59.1%

40.9%
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HAVE YOU EVER STOPPED SHOPPING WITH A MERCHANT
BECAUSE OF A BAD RETURN EXPERIENCE?

82.74%

17.26%
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HAVE YOU EVER RETURNED AN ONLINE PURCHASE BECAUSE
DELIVERY TOOK LONGER THAN YOU EXPECTED?

S7.7%

42.3%
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WHEN MAKING A RETURN, WHAT IS MOST IMPORTANT TO YOU?

SR rocess O I
PROCESS 0
EASE OF THE EXCHANGE
PROCESS R 6.7
FREE SHIPPING FOR
retorns - I 25 3%

SPEED OF REIMBURSEMENT _ 11%
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WHEN RECEIVING A CREDIT OR REFUND FOR A RETURN, WHICH
DO YOU PREFER?

IMMEDIATE IN-STORE OR
ONLINE CREDIT (CREDIT 45.1%
YOUR STORE ACCOUNT)

REFUND BACK YOUR
ORIGINAL METHOD OF 54.9%
PAYMENT
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