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30 Second Brief
Resolve is a return portal concept that uses return reasons and 
photos to inform routing before shipment, balancing minimal 
customer friction and maximizing business revenue.

My role Scope

Built initial flow with a small 
team, then redesigned the 
project solo with feedback.

Full return portal flow, from 
item lookup to package 
drop-off and refund.

Intended Impact

Reduce reverse logistics costs without increasing user friction, 
maintaining both return revenue and returning customers.
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The Return Problem

Each year, up to 44%1 of returned apparel goes unsold, 
averaging return processing costs of 27% of the item's 
sale price, on top of lost inventory value.

These returns often end up in the dump. Why?

1Roichman et al., 2024, based on ~630,000 returned apparel items 2Optoro, Returns Unwrapped (2024), p. 5.



Returns ship before value is known

Some returns cost more to ship, process, and route 
than they are worth, and that’s often discovered 
only after businesses ship and process it. 

Disposal can be the easiest and cheapest solution.

Current Return Logistics

How are businesses responding?

First, increasing return flow friction. Return fees, 
delayed refunds, and several money retention nudges 
help businesses reduce costs.

Second, proactive handling. Returns can trigger 
returnless refunds, or exchanges to ignore return costs.

Problem Zone
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Friction creates a loyalty problem 
The frustrated returner

he purchase didnt 
or out. o the 

customer has to  it.

rustration starts hen 
retailers charge for 
return shipping.

62% of customers have 
stopped buying places 
due to shipping fees, 

yet 66% of retailers 
charge for at least one 
return method.

ustomer inputs hy 
they ant to return. 

ustomer is frustrated 
hen return os slo 

desired return options, 
pushing alternate return 
methods. 

% of customers 
aandon carts hen 
preferred return options 
arent offered.

he customer has their 
money ac ut the 
poor eperience might 
mae them not shop 
there again. 

% of customers say a 
poor return eperience 
causes them to stop 
shopping somehere. 

About

Emotions
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How Might I
...help businesses recover more value from returns 

without increasing customer friction?



V1

V2

Exploring donations led the project 
toward proactive return routing.

ssessing an ites ondition eore donation revealed a 
roader oortnity: reding nneessary shiing and 

handling y roting retrns eore shient

Testing early iterations with 11 recent returners also revealed:

Customers need clarity on money they will receive.


Store credit offers were a top frustration.


Donations appealed, but complicated the return
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Competitive review revealed more opportunities

Loop & Happy ReturnsAmazon Returns AfterShip

Problem

Solution

Problem

Solution

Problem

Solution
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https://docs.google.com/spreadsheets/d/1_Zu3E3Fy3J4ZDjeSpEecsr9aWrhJPBarmefr5qRyS64/edit?usp=sharing


Updated Return FlowUpdated Return Flow

Assess returns before shipment

Earlier routing decisions (Blue): Return reasons and 
photos allow assessment of a return’s current condition 
before it ships, reducing reverse logistics costs.

Keep the customer flow focused

One relevant offer (Purple): Customers see a 
contextual exchange or partial refund offer, with a clear 
path to continue their return. This aims to minimize 
friction while maximizing revenue retention.
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Questions to assess condition

Follow up questions adapt to the selected 

return reason, gathering more specific return 

information to inform routing and relevant 

exchange offers.
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A

B

Photos to assess condition

Photos reveal item conditions. Instant refunds 

encourage participation, while customers 

without camera or item access can continue 

without photos (A).

Guided photo capture automatically advances 

from front to back, confirming progress (B).
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One relevant offer

Fit issue → Size exchange

 oop Ecommerce etrns enchmar eport

Standard returns → Product exchange Exceeds recovery value → Keep item offer
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Simplifying the flow (A)

Information, as needed (B)
A B
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Donation as a positive touchpoint

10:41 AMLevi’s Returns

Your return was donated to help someone in 

need. Sign in to learn more.
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Return portal flow 1 of 2
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Return portal flow 2 of 2
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Thank You


