


Follow me down the returns insights rabbit hole...

@brockvickyvicky@reboundreturns.com



Heard any of these?

Returns are mostly caused by women buying 3 
different sizes

True or 
false?

Nobody buys something they don’t plan to keep
True or 
false?

Most returns are down to a product or supplier issue
True or 
false?

Most returns are down to a sizing issue
True or 
false?

Our returns policy is enough to keep shoppers happy
True or 
false?

Customer fraud is a major cause of returns
True or 
false?
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- Fit not Size
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Fact: high returners can be profitable….

Items per order



Fact: they can become even more so over time….

Orders Per Customer



BUT - small segments have very big impacts….



Yet, if you have:

● Visibility and robust insight to customer returns behaviour

● A good returns strategy

● Policy enforcement

● Operational and service efficiencies around returns

● An upsell-over-time mindset

● A willingness to optimize for the keep, not simply the sale

Returns can become competitive advantage & grow new revenue



This is why we’ve built ReBOUND INSIGHTS



Understand different types of returners



And international context



Making returns operationally sustainable 



When you can focus you can act

Benchmarking UK 

Categories

Item Return Rate 

%

IRR Benchmark 

%

% Point Difference 

From Benchmark

Financial 

Return Rate %

FRR Benchmark 

%

% Point Difference 

From Benchmark

Totes Emosh - All UK 34% 40% -5% 51% 44% 7%

Workwear 32% 41% -9% 41% 46% -5%

Tops, Skirts, Trousers 28% 23% 5% 34% 25% 9%

Womens Fashion Brands 64% 59% 5% 57% 47% 10%

Womens Casual Brands 34% 36% -2% 41% 42% -1%

Womenswear Dresses 39% 42% -3% 50% 48% 2%

Occasionwear 72% 70% 2% 58% 63% -5%

Accessories 21% 24% -3% 30% 31% -1%

Lingerie 17% 21% -4% 20% 25% -5%

Shoes 27% 35% -8% 30% 37% -7%



Thank You!
Come & see me for a ReBOUND INSIGHTS preview

vicky@reboundreturns.com                @brockvicky


