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Return fees won’t break your customer relationships

Today’s merchants often mitigate costs by charging return fees. 63% of Loop merchants now charge return fees. This begs the question: How are customers 
reacting to return fees? Are they reducing the number of orders they return? Are they choosing different return outcomes when presented with a fee? 



We analyzed six months of data before and after fees were implemented to gauge the impact of flat fees:

The Loop Refund Rate declined  by 2% after return fees were 
implemented. We’d expect customers to be dissuaded by fees, 
but this slight decrease could indicate that customers value 
getting their money back, even if it’s reduced.

Store Credit Rate and Exchange Rate increasedboth  by 1% 
after implementing fees — Exchange Rate hovers around 28%, 
while Store Credit hovers around 9%. These slight increases 
coincide with the total decrease of 2% in Refund Rate. 1%

2%
Return Rate remains stable at 10% before and 
after merchants implement fees.

Repeat Purchase Rate remains stable also  at 
48%, suggesting that customers prioritize 
product quality, customer experience, or brand 
loyalty over the cost of the return.

48%

10%





Key Takeaways 

01 

02 

Brands that effectively manage shipping and return costs 

can offer more competitive pricing or better customer service 

without compromising profitability. This is a significant 

advantage reflected in customer attraction and retention. 

Flat fees do not seem to impact customer behavior related 

to Return Rates, Repeat Purchase Rates, or Loop's Return 

Outcome Rates - suggesting customers may not prioritize 

free returns as much as expected. 

And, now with Loop Offset, brands can benefit from all of Loop's 

industry leading software and support, all for free. By offering 

customers the option to pay a small fee at checkout, to unlock 

free returns later, you can completely cover the costs of return 

shipping including Loop software costs. 

Learn more 0 Offset

Oloop 

03 
At some point, free loses its value. The sheer perception 

of getting a win will mean a lot more to customers. For 

example, a customer earning a free return for an action, 

like being on a higher-tiered loyalty program or spending 

a certain amount, or paying a small fee during checkout. 

https://www.loopreturns.com/returns/offset/






Five key features from Loop are helping them achieve this: 

https://www.loopreturns.com/returns/instant-exchanges/


https://www.loopreturns.com/happy-returns/


https://www.loopreturns.com/case-studies/case-study-loop-aviator-nation/
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Book a Demo 

https://www.loopreturns.com/book-a-demo-today/?utm_source=hubspot&utm_campaign=2024_impact_report&utm_medium=direct



