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Spinnaker Point of View: e-Commerce is 

Constantly Changing Returns Management 
 

Having a Returns Management Strategy is vital to your 

success…especially during the holidays!

In today’s competitive retail environment, companies must develop a returns management 

business strategy in order to stay competitive .  Consumers now have more options than ever 

before when it comes to shopping: purchase online, in stores, and from third party providers .  

Consumers expect to return products in multiple ways as well.   With 60% of companies 

offering online sales and the inevitable returns that result, returns management strategies are 

imperative and need to be adjusted fast if you want to stay competitive.    

Returns are Rising 

With the holiday season right around the corner,  and online sales set to break records, 

returns management is more important than ever.  The holidays are a huge season for retail 

and gifting, which ultimately leads to returns. According to the NRF, nearly 20% of retail 

sales occur during the holiday season of November and December.   

Americans returned $267.3 billion worth of goods last year.   

About 1 of every 3 gifts  purchased online and instore  ends up being returned.  Marketing 

promotions also contribute to the high amount of returns from online sales .  Advertising free 

shipping and lenient return policies increases online sales and returns.  

48% of supply chain executives site returns as their top operational challenge in supply chain 

execution stating: 

“The volume of returns increasing is a result of the Omni-channel purchases” 
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With the rise of Omni-channel purchases, more products are being returned.  Online shopping 

allows you to shop around for the best offer on that perfect gift.  As example, the average 

women attending a holiday event buys three dresses online with the intention of returning 

two.  Lenient returns policies, coupled with endless ways to buy online , have created a 

problem for the top performing retailers.  Having accurate inventory is the single most 

important prerequisite for profitable Omni -channel order fulfillment.  

The Basics Are Missing 

When it comes to supply chain, if your company does not have the basic s down you are in 

jeopardy of not being able to respond to your customer’s needs.  Even when looking at the 

companies that are classified as the “retail winners” they are still hav ing basic inventory 

problems - too much/inaccurate inventory in stores, too many out of stocks, and too many 

inventory transfers between stores.  These problems only get more complicated when 

fulfill ing orders online.  Spinnaker’s 5 Lense approach takes a holistic look into your 

company’s People, Process, Technology, Policies and Metrics.   

People: Do you have the right people in place for your supply chain to run efficiently and 

effectively this holiday season? 

Process : Are you following your returns management strategy and reacting to your Omni -

channel? 

Technology : Do you have the right technology needed for your company’s fulfil lment?  

Policies : Do you have policies set in place to manage your returns management strategy?  

Metrics : Are you using your company’s statistics to continue to adapt to the returns 

strategies? 

Once the product is returned, then what? 

Once the product is returned to the store or online , a decision must be made on what to do 

with the product.  Should the product be returned to stock, discounted in store, sent to a 

distribution center or overstock store, auction it off, or just write it off?  These are all very 

important options to consider when your product has been returned.  Your reverse 

management strategy has to consider all options and the impacts it has on your business.  

Is it possible your inventory is sitting in transit?  If you had your returns strategy in place, 

could you avoid stock outs?  Do you know the true cost of not having a Returns 

Management strategy?  
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Conclusion 

Your returns management strategy is vital to your supply chain health and bottom-line 

performance, especially around the holidays.  Customers are evolving and expect to buy “the-

just-perfect-product.” Retailer ’s laissez faire support of consumer buying habits (buy multiples, 

return most) dictates a shift in policy and process to support a robust returns  management 

strategy. Although e-commerce sales are usually higher, they also come with a higher return 

rate.  With so many holiday gifts being returned, your company needs to know how to react  

fast.  How will your company respond when product returns start rolling in? 

We hope you found this information to be helpful. To access more Spinnaker thought 

leadership click here or to learn more about our services click here.  

 

About Spinnaker: 

Spinnaker is a supply chain services company that helps clients grow, manage risk, reduce 

costs, and improve customer service by developing world-class supply chain capabilities. 

Our services help clients develop the right supply chain strategy for their business 

challenges and implement the process and technology solutions to improve Demand/Supply 

Planning, Procurement and Sourcing, Logistics  and Warehousing, and Reverse Logistics 
business performance.  Spinnaker offers a unique service delivery model that combines the 

strength of deeply experienced management and technology consultants with a seasoned 

team of business process outsourcing (BPO) and 3rd-party logistics (3PL) professionals. 

Founded in 2002, Spinnaker has offices in Boston, Columbus, Denver, Houston, Memphis, 

Pittsburgh, London, and Singapore.  

 

Contact Us: 

 

Phone: 877-476-0576 

 

Email: info@spinnakermgmt.com 
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