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According to baymard.com, a quantitative study of users’ reasons for accessing 
their e-commerce accounts found that 29% of users said initiating, managing, and 
completing returns were among the three most important reasons why they’d 
access their account.
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53% of users returned at least one item in the past year to an e-commerce site,
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11% of users have abandoned at least one order in the past quarter solely due to an 
unsatisfactory returns policy. 7% of users would never purchase from a site again 
solely due to the returns experience, while 13% responded that they would be 
unlikely to purchase from a site again.
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Despite the importance of returns, during the usability testing of the return 
processes and user interfaces, they generated the most usability issues for users.

Baymard’s UX performance benchmark revealed that that 54% of sites have 
significant usability issues within their returns flow.

They’ve identifited four sites that do a good job on their return processes 
based on 11 guidelines.
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1. Provide an Online Return Flow in Addition 
to Any Pre-Printed Labels

When users decide they need to return an item, the 
extent to which users are accommodated by a site 
was shown during their testing to inform users’ 
decision as to whether to conduct business with that 
site again in the future — turning a potentially 
negative experience into a positive one. 
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2. Explicitly State the Costs Associated with 
Returning an Item

When the cost of the expected return was not clear, test subjects became 
confused, annoyed, and, at worst, felt cheated. The cost of the return was 
repeatedly observed to be a friction point during testing. 
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3. Make Intelligent Default Selections for Users in 
the Return Flow

Refund

Replacement/Exchange

In the checkout flow, making intelligent default selections for users was observed 
to eliminate distractions and inconveniences. For example, Pre-populating an 
e-mail, address field, closest location for in-store return, and dictating the flow 
based on the reason for the return can all help make make the customer feel that 
their problem is understood and being addressed.

Damaged
Missing Parts

Changed Mind
No Longer Needed
Lower Price Available
Other
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4. Provide the Ability to Both Print and Email the 
Shipping Label

Printing the return shipping label is frequently the last step in the return flow. 
However, testing revealed that many users will not print the label when they 
complete the return shipping process. In testing, this was observed to be the case 
for 67% of test subjects, who cited printer issues or the lack of a printer as reasons 
for having to postpone printing the return label to a later time.

If printing a shipping label appears to be the only option, it can in many cases lead 
to users being anxious about their ability to eventually print the label and complete 
the return process. This in turn can escalate to a phone call to customer service or 
live chat initiation, and delay a user’s ability to ship an item back.
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5. Update Order Statuses to Show Key Returns 
Milestones

Without timely and accurate updates on the progress of a return, users who are 
concerned about whether and when a refund will be received are likely to seek 
assistance from a customer service representative. As one test subject stated, 

“After drop off [of the returned item, ed.], I would check my credit card for a 
reverse charge a week later, and check the site. Another week later I would call 
customer service”.
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6. Use Descriptive Microcopy, Button Text, and 
Tooltip Text Throughout the Return Flow 

Testing revealed that without appropriately descriptive headers, text descriptions, 
and primary buttons in the return flow, users take longer to complete the process 
and have more issues.
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7. Promote In-Store Returns Alongside Mailed 
Return Options

In testing, 20% of test subjects indicated a preference 
for returning an item directly to the store. 
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8. Provide Detailed Instructions on How to 
Package Returns

To initiate any mail return of an order, the items have to be 
packaged securely to be sent to the vendor. Although this may 
seem like a straightforward task, during testing a number of test 
subjects expressed the opinion that packaging items was the most 
challenging part of the whole returns process.

The issues center around whether the items need to be packed in a 
certain way and to a certain standard in order for the return to be 
accepted and the refund to be issued.
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9. Provide a Clear Path Forward in the Return 
Flow with Noticeable Calls to Action

When users are not able to easily identify the primary button 
or the way forward, they experience unnecessary friction. The 
worst possible outcome can occur when users feel as though 
they’ve reached a dead end (e.g., “The app is broken!”), or 
completed the task at hand but actually haven’t.
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10. Consider Providing More Than One Return 
Shipping Method 

Providing users with the ability to return an item by more than 
one courier acknowledges that some options are, for the 
individual user, vastly more convenient than others.
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11. Provide “Other” as an Option in the “Reasons 
for Returns” Interface

In testing, it was observed that some subjects spend an inordinate 
amount of time selecting a reason, if the provided reasons do not 
perfectly align with why they want to return an item. 
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Amazon app
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Amazon App

Pros:

Cons:

• Provides a clear path forward in the return 
flow with noticeable calls to action.

• Uses Descriptive Microcopy, Button Text, and 
Tooltip text through the return flow 

• Updates order statuses to show key returns 
milestones

• Intuituve and easy to use

• Design isn’t aging well, feels more like a 
wireframe than a final design
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Best Buy App
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Best Buy App

Pros:

Cons:

• Provides a clear path forward in the return 
flow with noticeable calls to action.

• Uses Descriptive Microcopy, Button Text, and 
Tooltip text through the return flow 

• Updates order statuses to show key returns 
milestones

• Explicitly States the Costs Associated with 
Returning an Item

• Intuituve and easy to use

• Design is meh…

• No “Other” option in return reasons
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Wayfair App
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Wayfair App

Pros:

Cons:

• Provides a clear path forward in the return 
flow with noticeable calls to action.

• Updates order statuses to show key returns 
milestones

• Explicitly States the Costs Associated with 
Returning an Item

• Intuituve and easy to use

• Design feels unfinsihed

• No “Other” option in return reasons
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Target App
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Target App
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Target App

Pros:

Cons:

• Provides a clear path forward in the return 
flow with noticeable calls to action. (sticky CTA)

• Updates order statuses to show key returns 
milestones

Explicitly States the Costs Associated with 
Returning an Item

• Intuituve and easy to use

• Promotes In-Store Returns Alongside Mailed 
Return Options

• For in-store returns, shows receipt, and 
instructions on where to take it in the store

• For return by mail, provides replacement 
option as well as refund option

• For replacements, Allows users to share 
feedback, change shipping address, and 
take a picture of what’s wrong

• Good design

• No “Other” option in return reasons

• Doesnt provide option to email shipping 
label

• Doesn’t provide instructions on how to 
package return item
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Amazon Web
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Amazon Web

Cons:

• Provides a clear path forward in the return flow with 
noticeable calls to action. 

• Makes intelligent default selections for users in the return 
flow (user address pre-entered)

• Explicitly States the Costs Associated with Returning an Item

• Uses Descriptive Microcopy, Button Text, and Tooltip text 
through the return flow

• Provides the ability to both print and email the shipping 
label

• Updates order statuses to show key returns milestones

• Provides detailed instructions on how to package returns

• Provides more than one return shipping method 

• No “Other” option in return reasons

• Comments are required making it likely many users will 
simply retype the reason they selected

Pros:
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Apple Web
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Apple Web

Cons:

• Provides a clear path forward in the return flow with 
noticeable calls to action. 

• Promotes In-Store Returns Alongside Mailed Return 
Options

• Makes intelligent default selections for users in the return 
flow (user address pre-entered)

• Explicitly States the Costs Associated with Returning an Item

• Uses Descriptive Microcopy, Button Text, and Tooltip text 
through the return flow

• Updates order statuses to show key returns milestones

• Good design

• Doesn’t Provide Detailed Instructions on How to Package 
Returns

• Doesn’t Provide the Ability to Both Print and Email the 
Shipping Label

Pros:
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Wayfair Web

Cons:
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Wayfair Web

Cons:

• Makes Intelligent Default Selections for Users 
in the Return Flow

• Provides an Online Return Flow in Addition 
to Any Pre-Printed Labels

• Provides More Than One Return Shipping 
Method

• Uses Descriptive Microcopy, Button Text, and 
Tooltip Text Throughout the Return Flow

• Explicitly States the Costs Associated with 
Returning an Item

• Provides the Ability to Both Print and Email 
the Shipping Label

• Good design

• Doesn’t Provide Detailed Instructions on How 
to Package Returns

Pros:
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Target Web

Cons:

• Promotes In-Store Returns Alongside Mailed 
Return Options

• Makes Intelligent Default Selections for 
Users in the Return Flow

• Provides a Clear Path Forward in the Return 
Flow with Noticeable Calls to Action

• Updates Order Statuses to Show Key Returns 
Milestones

• Good design

• Doesn’t Provide Detailed Instructions on How 
to Package Returns

• Doesn’t Explicitly State the Costs Associated 
with Returning an Item

• Doesn’t Use Descriptive Microcopy, Button 
Text, and Tooltip Text Throughout the Return 
Flow

• Doesn’t Provide “Other” as an Option in the 
"Reasons for Returns" Interface

• Doesn’t Provide the Ability to Both Print and 
Email the Shipping Label

Pros:
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Post Purchase  - Return Process - Select Return Items Screen

• Not immediately clear that a user needs to 
select a reason to continue to next screen

• Primary CTA is frequently off screen and the 
user must scroll to see it



M
OBILE INITIATED RETURNS

33

Select Return Method Screen - Return In-Store

• Original purchase cost is not displayed

• No receipt shown

• Reason for return is not shown

• No instructions on where to return In-
Store ( i.e go to Register, Go to 
Customer Care, Go to Guest Services)

• No clear instruction as to what the 
primary action a user is supposed to 
take on this page 

• User could hit Submit Return without 
selecting proper return method 
resulting in possibility user feels they 
were steered towards return In-store vs 
Box and Ship it intentionally
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Confirmation Screen - Return In-Store

• h1 text is condescending

• Feels like its missing some kind of 
confirmation message. (i.e ”Your return 
has been initiated. You should receive 
an email containing the information on 
this screen. If you would like to send 
this information to a different e-mail 
addrress please click here.”)

• Please return by date could be more 
prominent
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Select Return Method Screen - Box and Ship it

• No option to replace or exchange 
instead of refund
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Confirmation Screen - Box and Ship it

• Email copy of shipping label could be a 
button instead of a text field. Users may 
think they are required to enter their 
email address. “Don’t have time to 
print?” Should be more prominent

• No instructions on how to package their 
return

Confirmation Screen - Box and Ship it
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Cons:

• Promotes In-Store Returns Alongside Mailed 
Return Options

• Updates Order Statuses to Show Key Returns 
Milestones

• Provides “Other” as an Option in the 
"Reasons for Returns" Interface

• Provides the Ability to Both Print and Email 
the Shipping Label

• Provides an Online Return Flow in Addition 
to Any Pre-Printed Labels

• Uses Descriptive Microcopy, Button Text, 
and Tooltip Text Throughout the Return 
Flow

• Doesn’t Explicitly State the Costs Associated 
with Returning an Item

• Doesn’t Make Intelligent Default Selections for 
Users in the Return Flow

• Doesn’t provide a Clear Path Forward in the 
Return Flow with Noticeable Calls to Action

• Doesn’t Provide Detailed Instructions on How 
to Package Returns

• Doesn’t Provide More Than One Return 
Shipping Method

Pros:

Adherance to 11 guidelines - 6 out of 11
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1. Select Item 2. Select Item - no item selected 
(drawer open)

3. Select a return reason
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4. Select a return reason 
(reason selected)

5. Select an item - item selected 6. Select an item - item selected
(drawer open)
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7. Select a return method
(In-Store selected)

8. In-Store Return Confirmation
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9. Select a return method
(Box and Ship it selected- Replacement)

10. Select a return method
(Box and Ship it selected - Replacement - 

Additional Feedback)
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11.  Box and Ship it - Replacement - 
Confirmation

12.  Box and Ship it - 
Return for a refund 

13.  Box and Ship it - 
Confirmation
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