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Consumers Are Taking Note of
Restricted Return Policies

69% 60%

are aware of retailers Find tighter return
Instituting tighter restrictions to be
restrictions on returns iInconvenient or unfair

Return Policies Directly Impact
Consumer Purchasing Habits

59% 71%

said tighter return said lenient return policies
restrictions have significantly or moderately

deterred them from influenced their decision
making a purchase to purchase

Reasons Consumers Make Returns

Most popular reasons consumers make returns:

Incorrect
size or fit

77%

Defective or
damaged product

Received the
wrong product

Changed their mind or
didn’t like the item

ltem didn’t arrive in time
for when they needed

Ordered several items
to try on for fit

Purchased extra items to
get free shipping

3LI O/o make a return every few months or more

Third-Party Return Services Ease
Consumer Return Woes

Factors that influence consumers to use third-party services:

Offers lower shipping
or no fees

62%

Convenient drop-
off locations

Faster refund
processing

Hassle-free returns

Reliable tracking
and confirmation of
returned items

In-Store Returns Benefit Retailers

always or sometimes are very likely or somewhat
make impulse purchases likely to return in-store if
when returning in-store given a discount incentive

The Blue Yonder Retail Returns Survey was fielded by a third-party provider on July 17, 2023. Blue
Yonder surveyed 1,000+ U.S. consumers to gather insights on how return restrictions are impacting
shopper behavior.




