Resolve

Better Returns

Case study by Ethan Hawkes

Let’s find your order

Email or Phone number

Janedoe@gmail.com

&5 Returning a gift?

@ English

Find your order another way

Look up order

By continuing, you acknowledge you have had an
opportunity to read Levi's Privacy Policy

Exchange Value

$138.57 ~

Gb Free Shipping  $12.59 exchange bonus

Want something different?
Find a new item with $12.59 extra on us, or continue
with your return to get a full refund.

Q Search Levi's...

More Pants

Baggy Dad Barrel Jeans Loose Boot Women’s J...

$60.00 $58.43
Exchange covers Exchange covers

Popular Picks

R

Continue with Refund




(4%  Returning
< '94 Baggy Wide Leg Wome...

Speed up your refund

Photos of your item help us provide instant
refunds by reviewing its condition.

Front Photo Back Photo

FD'\ I"D"l

L od v J

Take photo Take photo

Continue without photo

Take photos
L 4> Instant refund j

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

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

Intended Impact

Scope

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

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

Each year, up to 44%' of returned apparel goes unsold,
averaging return processing costs of 27% of the items

‘A'\
A%

S

..7;5 sale price, on top of lost inventory value.
T

KW [hesereturns often end up in the dump. Why?

'Roichman et al., 2024, based on ~630,000 returned apparelitems  20ptoro, 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

Customer —® Start return J‘ Return hand off ~
Retailer ‘L Approve return

Carrier @ Ship to facility
Processing partner \L .
9.0 / Receive and Inspect -

facility

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

(. Choose destination =~

Ship item to end

[ destination
\. Prepare item Dispose of item




Friction creates a loyalty problem

The frustrated returner

Returns happen when a product disappoints, friction
during the return process can compound and cause
customers to not shop with a brand again.

Wants to return Starts return Return reason Chooses resolution Returns item
The purchase didn't Frustration starts when Customer inputs why Customer is frustrated The customer has their
work out. Now the retailers charge for they want to return. when return flows slow money back but the
customer has to fix it. return shipping. desired return options, poor experience might
About pushing alternate return make them not shop
62% of customers have methods. there again.
stopped buying places
due to shipping fees, 79% of customers /1% of customers say a
yet 66% of retailers abandon carts when poor return experience
charge for at least one preferred return options causes them to stop
n return method. aren't offered. shopping somewhere.
Emotions

*DHL E-Commerce Trends 2025, NRF 2025 Retall Returns Landscape, Optoro Returns Research, Eightx E-commerce Refunds Benchmarks 2026
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How Might I

..help businesses recover more value from returns
without increasing customer friction?

Customers who paid for return shipping reduced
subsequent spending by 75—-100%.

Bower, A. B,, & Maxham, J. G, lll (2012)



< Back Choose Return Option

/
Donate your return

By donating your return, you help someone
who truly benefits from it. Just a small
portion of your refund goes toward making
that impact possible.

+/ Reduces waste and more sustainable
~/ Quick and easy return

v You receive 200 store credit points

Continue with donation

Standard Return

~/ Quick and easy return

v You receive a full refund

X Does not benefit anyone in need
X May end up in a landfill

X You do not receive store credit

( Continue with standard return )

Return Options X

This Return Can be Donated ®

Nike Flex Control 4 $70
Mens Workout Shoes
Cream
Size: 10
Partner with Nike to donate this item and

help others. If you cover shipping, we’ll send
this item directly to a local charity.

Charity: Utah Valley Refugees

Estimated refund: $74.67

Estimated shipping cost: $4.59

How do we pick which charity?

Gl Receive store credit bonus

Q 90% shorter shipping distance

Donate Your Return

Continue with standard return
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< Back Donation Amount

Percent Amount

You're Donating

® 20%

Your Donation

$3.57

Your Refund

Refund Options

Your refund total:

$74.67

Itemized Return

Item refund amount
Tax Refund

Donation Shipping Cost
Store Credit Bonus

Select your refund type

" Recommended
© Store Credit
Receive extra value to your in store credit
as thanks for choosing store credit.

Payment Card

Receive your money back to your original
payment card after processing time.

@; Receiving $3.65 extra store credit

4 Receiving an instant credit refund

Store Credit

Exploring donations led the project
toward proactive return routing.

Assessing an item’s condition before donation revealed a

broader opportunity: reducing unnecessary shipping and
handling by routing returns before shipment.

Testing early iterations with 11 recent returners also revealed:

1. Customers need clarity on money they will receive.

2. Store credit offers were a top frustration.

3. Donations appealed, but complicated the return




Competitive review revealed more opportunities

Amazon Returns

o Advance refund to your MasterCard
ending in 3739

Estimated refund timing: We'll issue a refund 2 to
4 hours after item drop-off or pickup. It then takes
up to 7 days for your financial institution to make
the funds available in your account.

Please note, we may charge you fees if the item:
¢ Doesn't match the original return request

¢ |s used or damaged

¢ Is returned after the return-by date

Learn more about return fees

Problem

Crowded Ul that is hard to parse,
reducing flow clarity.

Solution

Use minimal information per screen
to make progression fast and clear.

View full heuristic evaluation of return portals

Loop & Happy Returns

<

What Would You Like To Return?

W7008 - Courtside Romper

Butter Yellow / XSmall

$44.20 x1
Sh2 84

Problem

Unclear relationship between the
original price, discount, and refund.

Solution

Don't cross out item prices. If it was
discounted explain that explicitly.

AfterShip
Choose a Refund Method

Refund For Store Credit (]

Refund to Original Payment Method

Find a better fit >

o 651 I

Problem

Three nudges are used in one flow,
present on nearly every screen.

Solution

Use a single highest value nudge
based on return context.



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

Updated Return Flow

Change size or color

(Optional) 1

Photo of return Exchange portal
_ g P —@® Drop off location —@® Confirmation screen ——®  Success Screen
(Optional) (Optional)

Partial refund offer J

(Optional)

Assess condition & \ Assign return . Send post-return
Merchant system : : -———— — : - . =2 )
select route destination donation update

Customer — Find order —® Select return —@® Returnreasons —O

Assess returns before shipment Keep the customer flow focused
Earlier routing decisions (Blue): Return reasons and One relevant offer (Purple): Customers see a
photos allow assessment of a return’s current condition contextual exchange or partial refund oftfer, with a clear
before it ships, reducing reverse logistics costs. path to continue their return. This aims to minimize

friction while maximizing revenue retention.



Questions to assess condition

Follow up questions adapt to the selected
return reason, gathering more specific return
iInformation to inform routing and relevant
exchange offers.

(4% Returning
< '94 Baggy Wide Leg Wome...

Why are you returning this item?

Iltem doesn't fit as expected

Iltem doesn’t match description

Iltem arrived damaged / defective

Wrong item received

Item arrived late

Changed my mind

Other

(#¥  Returning
< '94 Baggy Wide Leg Wome...

Item doesn’t fit as expected

Why didn’t the item fit as expected?

It was too short
It was too long
It was too big

It was too small

10




¥ Returning
< '94 Baggy Wide Leg Wome...

Speed up your refund

Photos of your item help us provide instant
refunds by reviewing its condition.

Front Photo Back Photo

r D‘\ i rD'\

| | )

Take photo . Take photo

Continue without photo

Take photos
4> Instant refund

@ Photo looks good, lets move onto the back

* SR
< n '94 Baggy Wide Leg Wome...

Back View

Keep the whole item visible and well lit.

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).

11




One relevant offer

Using return context, a single offer would be given to the user. Never store credit.
Exchanges retain 3x more revenue than store credit.”

Exchange Value

$138.57 ~

ﬂ Returning
< '94 Baggy Wide Leg Wome...
3 - | Keep the item, get $15.90 back

6b Free Shipping  $12.59 exchange bonus
Get $15.90 back to your original payment

method, without returning the item

Would you like a larger size? Il Want something different?

Find a new item with $12.59 extra on us, or continue
with your return to get a full refund.

Q Search Levi's...

More Pants

'94 Baggy Wide Leg Women's Jeans

Free Exchange
Waist Size

26

Current
‘94 Baggy Wide Leg Women's Jeans

Inseam Length
Light Indigo - 26/30

l 30 I Baggy Dad Barrel Jeans  Loose Boot Women’s J...
Current $60.00 $58.43 $79.50

Exchange covers Exchange covers

Show all sizes and styles
Popular Picks

Exchange for larger size ‘ . f Keep item, $15.90 refund

Continue with return, full refund

Continue with Refund

Fit issue - Size exchange Standard returns - Product exchange Exceeds recovery value - Keep item offer

12

* Loop, Ecommerce Returns Benchmark Report



Simplifying the flow (A)

Customers can return another item from the
review screen, avoiding the need to ask an extra
question for everyone.

Information, as needed (B)

Return locations expand with a map of the
location, store hours, and return instructions.

ad

Review your return
You'll receive $86.11 back

Refund to card: Visa :--- 3176

Returning
e
' '94 Baggy Wide Leg
Women's Jeans Exchange
Light Wash - 26/30

+ Return another item

Receiving

'94 Baggy Wide Leg
Women's Jeans

Light Wash - 26/32
b Delivery Jul 2-5

Exchange

Baggy Dad Barrel Jeans
Medium wash - 26/32
& Delivery Jul 2-5

Exchange delivery

Ships free to
1847 Address here Ln , 86613, Finley Park...
Expected Delivery: Jul 1- 3

Drop-off Locations

No Label No Box

Levi’'s In Store Return

=& 57 No Box % No Label
2.1 Miles away

The UPS Store
75 No Box % No Label
1.6 Miles

- -

West Cougar Blvd -

G Kneaders Bakery & Cafe
North Park Plaza o 5]

f ’ The UPS Store
Intermountain Health o Q

Home Medical:l

The UPS Store, 223 West Cougar Blvd, P...

0 Health'Utah Valley... L5

® Open Now
Accepting returns until 6:30 PM

a Return Instructions
Bring return and QR code to counter

Select Location

FedEx

FedEx & Box % No Label
1.9 Miles

13




Donation as a positive touchpoint

10 of 11 participants liked donating to someone
IN need, but it complicated the return.

. Levi's Returns 10:41 AM
Your return was donated to help someone in

need. Sign in to learn more.

| moved donation updates to after the return,
preserving it as a positive touchpoint without
adding another customer decision.

14



Return portal flow - 10f 2

all ¥ @8

w Policy & (& Photo looks good, lets move onto the back

IF/ Returning | Returning . I
‘94 Baggy Wide Leg Wome... ‘94 Baggy Wide Leg Wome... ﬂ '94 Baggy Wide Leg Wome...

What would you like to return?

Q' Search items Speed up your refund | Back View

Photos of your item help us provide instant Keep the whole item visible and well lit.
Returnable i i refunds by reviewing its condition.

Item doesn't fit as expected

W . - ”
'94 Baggy Wide Leg v Why didn’t the item fit as expected? ;;
Women's Jeans | | Front Photo Back Photo
Light Indigo - 26/30 | 1 It was too short |

Let’s find your order
® 4 days to return

Email or Phone number

It was too long

i | N
High-Rise Baggy Jeans b, O,

Dark Wash - 26/30 $79.50 It was too big | Take photo R
8 Returning a gift? ® 21 days to return

Janedoe@gmail.com

It was too small

Carve Women's Jeans
Light Wash - 26/30 $125.98
®© 21 days to return

@ English
Not Returnable
Find your order another wa . :

ind you ey Middy Wide Leg Pant
Medium Wash - 26/30 $74.99 Continue without photo

Look up order ® Past return date

By continuing, you acknowledge you have had an
opportunity to read Levi's Privacy Policy

Take photos
4> Instant refund

15



@ Photo looks good, lets review them

. S
ﬂ '94 Baggy Wide Leg Wome...

Review your photos

Make sure both sides of your item are clearly visible

Front Photo Back Photo

4 Instant refund

£) Helps reduce shipping distances

Continue with return

Return portal flow « 2 of 2

Exchange Value

$138.57 ~

6b Free Shipping  $12.59 exchange bonus

Want something different?
Find a new item with $12.59 extra on us, or continue
with your return to get a full refund.

Q  Search Levis...

More Pants

Baggy Dad Barrel Jeans  Loose Boot Women’s J...
$110.00 $58.43
Exchange covers Exchange covers

Popular Picks
P

Continue with Exchange

Continue with Refund

Exchange Value

$138.57 ~

Baggy Dad Barrel Jeans
* %k kA 496

$60.00 $0.00 after credit

Color: Easy days - Medium wash

Waist Size

23

ull ¥ @8

|Levrs | 84604 ©

Where will you make the return?

Return from your doorstep

UPS Pickup
@ Box © Label
Choose a pickup time

USPS Pickup
E @ Box needed & No Label

Choose a pickup time

Drop-off Locations

No Label No Box

Levi’s In Store Return

& 4 No Box % No Label
2.1 Miles away

UPS
@ % No Box % No Label

1.6 Miles

FedEx
® Box A No Label
1.9 Miles

=

Review your return
You'll receive $86.11 back

Refund to card: Visa - 3176

Returning
oy

'94 Baggy Wide Leg
Women's Jeans Exchange

Light Wash - 26/30

+ Return another item

Receiving
‘94 Baggy Wide Leg
Women's Jeans
Light Wash - 26/32 Bichangs
& Delivery Jul 2-5

Baggy Dad Barrel Jeans
Medium wash - 26/32 $60.00
&b Delivery Jul 2-5

Exchange delivery

Ships free to
1847 Address here Ln, 86613, Finley Park...
Expected Delivery: Jul1- 3

10
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Built with tokens

56 primitives and 22 semantic tokens.
Includes color, radius, and spacing.

Choo

primifives and semantics

Drop-off Locations

No Label No Box @— ]
gray-50 —@ surface-background _ O radius-12

Levi's In Store Return S'p .
gray-200 —e (J surface-sunken | =7 g;o ok Zihekabel ree — [ radius-24 L:"”'lg
1 Miles away ﬁpn- gt

MAfve

The UPS Store
4 No Box % No Label Free

8 gray-900 —e @ text-primary —; Lo Mites | — spacing-8

@ Konala

- - i e

; West Cougar Blvd - -+ West Cougar Blvd = -+ West Co °

@ gray-700 —e @ text-secondary E—— — spacing-16
North Park Plaza o e
Intermountain Health o Q ’The bl

Home Medical..

o 6 Provo Stadil

d200w

The UPS Store, 223 West Cougar Blvd, P... @

0 Health'Utah Valley... i

gray-0 —@ text-inverse — — T label-strong

® Open Now @ Ny 10 feXf 5@465

Accepting returns until 6:30 PM

Return Instructions

- ¥ T label-regular 17

Bring return and QR code to counter
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T hank You

study by Ethan Hawkes



