
1 Returns solution, 
5 department wins



Hi! Niels here.

🏀 Basketball

🏙 Eindhoven

🥊 Commercial lead

🔥 Partnerships

🎩 Personal branding

Tall lad with a hat!



retourstatus.
anno 2024.



1 in 10 consumers

causes unnecessary returns.
Source: ShoppingTomorrow research, Get Rid of Returns

A return costs a webshop an 
average of €12.50.
source: Return to Noise, NOS



23 million returns 
per year 󰐗

530 million returns 
per year 󰎲

🥊



retourpercentages

per branch.

Fashion 55%

Shoes 30%

Jewelry 20%

Underwear 15%

Elektronics 15%



Free shipments Free returns

Fashion 81% 73%

Home & living 68% 53%

Jewelry 69% 54%

Electronics 57% 43%

Cosmetics 100% 75%

free shipping vs. returns

per branch.



the impact of
return optimization.



return optimalisation.

before after



return optimalisation.

before after



ValueBombs 💣



“Processing a return went 

from 4.5 to 2.5 minutes."

Eveline Jansen - Customer succes manager 



Return challenges:

❌ Unclear and complicated return process.

❌ Many return questions in customer service.

❌ Lack of a local partner to support return policy.



● 95% transparency on incoming returns 

● Time wizard! Handling a return only takes 

2.5 minutes 

📦
● Multi carrier strategy on international 

level 

● Webshop optimization with returns data

💻

● Payments & Giftcards automated 

● From 3FTE to 1FTE

💸
● 10% less returns due to return policy rules. 

● Less pressure on Support team + 30 seconds to 

process return by CSM 

● Overall a workload reduction of 59.8% 

🎟



"We have improved from an average of 8 to 5 minutes for 

handling one return." 

Jelle Lagendijk - Senior Service Employee repairs & returns



Return challenges:
❌ No understanding of what, when and why a product is returned.
❌ Decoding handwritten return forms.

❌ Despite the low return rate, still many returns due to high sales volumes.

❌ Multiple return flows, all of which required separate handling.

❌ Customers had many questions due to the unclear return process.

❌ Returns handling took a lot of time: an average of 8 minutes to handle one return.



● Better positioning of product on webshop + 

community

● Webshop optimization with returns data

● 90% transparency on incoming returns.

● Time wizard! Handling a return only takes 

5 minutes instead of the 8 we had first. 

📦 

● Return requests related to price 

differences are automated which 

prevents 5% of returns.

● Repairs & warranties are included in the 

return flow, going

● from 3 return flows into 1 return flow.

🎟

💻



Exchange, repairs & Warranty



“Het is op twee knoppen drukken en de creditering is verwerkt, waar 

we voorheen wel twee minuten per retour bezig waren, kost het ons nu 

nog maar twee seconden.”

Mascha Brekelmans - E-commerce Coördinator 



Return challenges:
❌ Omslachtig en overzichtelijk verzend process met MyParcel.
❌ Drie afdelingen veel tijd kwijt bij de verwerking van slechts één retour.
❌ Geen strakke alignment with Fulfilment partner.

❌ Weinig inzicht in retouren en de echte redenen. 

❌ Veel fysieke rompslomp en onduidelijkheid in warehouse, en voorraad niet 

overzichtelijk.

❌ Klachten en onduidelijkheden rondom retouren bij de klant. 



● 85% tijdsbesparing per return.

● More grip on incoming returns + reasons

📦
● Less manual labor, which results in 

more time to really help

● Fulfilment synch is way smoother.

🎟 
● Product update based on returns data.

● specific product returns dropped with 

60%.

💻 



Influence on 53% of 
returns

return reasons. 
at the range level.



return reasons. 
at the product level.



EXTRA ValueBombs 🚀



Small range (1%) 

=

Large proportion of returns (17%)



"The return rate has dropped 
from 43% to 29%."



Tip!
Offer free returns 
on coupons.



"35% of our customers choose a 
coupon instead of a refund."



trigger automatic 
refunds.



okay. 
summary. 



logistics.customer experience. customer service.

● Grip on what may be returned.

● Understanding when returns 

come in.

● Faster handling time.

● Better reviews

● Higher customer loyalty

● Fewer customer service 

questions on returns. 

● Higher customer satisfaction



e-commerce. finance.

● Reduce return rate with insights from 

return data.

● Improve your assortment

● Optimize profitability of your online 

store.

● Make refunds easily and faster.

● Retain sales by offering coupons with 

shopping credit.



meet our customers.

and many more…



our integration partners.



Niels Bergmans

Commercial Lead

niels.bergmans@returnless.com

kei bedankt!
Tall lad with a hat!

mailto:naam@returnless.com


customer experience fun 
facts.

With a pleasant return experience, 75% - 100% buy again from the online store, and 

make up to 3 times more repeat purchases. 
Source: PostNL, Return Magazine

50% say they would switch to competitor when the return experience there is more 

positive. 
Source: Emerce, How logistics experience affects customer satisfaction
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