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[bookmark: _Toc212745889]
Element 1: Dissertation document
[bookmark: _yi67y7bglqqv][bookmark: _Toc212745890]Chapter 1: Introduction 
[bookmark: _qn8txmf33pas][bookmark: _Toc212745891]1.1 Introduction
The first part of this study is the ‘Introduction’ which offers a detailed description of the whole project. This context helps to provide different elements on the topic and evaluate the impacts. The background of the subject and the main issue will also be investigated in this section. Aim, questions and objectives will be prepared for progressing the research. It will provide a brief description of the business and its offerings in this part. It is required to identify the significance of the study which will also be included in this chapter. The structure of the entire project will be mentioned in this portion.   

[bookmark: _miryaxp1nk14][bookmark: _Toc212745892]1.2 Background of the study
An easy return policy permits consumers to return their items within a limited timeframe (Ecoffet et al., 2021). It can be performed within conditions such as the product being in its same conditions with the tags attached. Different key components encompass clear instructions for producing a return. Various organisations have terms and conditions for conducting the process. It also requires proof of purchase and original packaging for returning any item. According to information 65% of the UK online shoppers have stated that the return should be free (supplychainbrain, 2024). These statistics have proved that it has influenced consumer behaviour significantly. A hassle-free return to activities lowers the perceived threats and makes the audience feel safer. Such action has impacted the consumers’ purchasing behaviour and enhanced satisfaction (Margono and Gantino, 2021). This context maximises the sales and leads to higher return volumes. A fair policy builds trust and attracts a huge number of audiences towards the business.   

[bookmark: _907pypxsx40][bookmark: _Toc212745893]1.3 Organisational Overview
Amazon is a well-recognised organisation that offers e-commerce services and sells online products to its customers. It was founded in the year 1994 by Jeff Bezos and its headquarters are in Washington. The organisation is a global leader in cloud computing, e-commerce, AI and digital streaming (amazon, 2025). Such a business operates in diverse key divisions including Amazon retail, Prime Video, web services and devices. The mission of this organisation is to become the earth’s most consumer-centric business that concentrates on affordability, innovation and efficiency. It has operated in nearly 20 countries and has more than 300 million audience worldwide. Introducing a global digital structure helps the business to reinforce its roles.    
[bookmark: _lx4nnjbslhum][bookmark: _Toc212745894]1.4 Problem Statement
In recent years Amazon’s easy return policy has been designed to foster consumer satisfaction. This context has highlighted some operational and financial issues for small businesses selling items on the platform. The sellers have experienced problems due to a rise of returns and the maximised cost of logistics (Frei et al., 2022). Due to the profit margin reductions and inventory losses have decreased its selling capacity on the platform has decreased. On the other hand, fluctuations in return volumes also limit its operational efficiency. This context has disrupted its business functions and led to losses. Small businesses have experienced an imbalance of accountability that reduce consumer satisfaction in the business (Williams, 2025). It has disrupted the cash flow stability and decreased the sales performance. This study needs to evaluate some solutions which may help to mitigate the problems.   

[bookmark: _vhbwh6veuqka][bookmark: _Toc212745895]1.5 Research Rationale
This project is essential for realising the influence of Amazon’s return policy on small businesses. Different policies play a crucial role in developing consumer trust and experience (aboutamazon, 2024). Such actions have unintentionally built operational inefficiencies and monetary strains. It has lowered the profit and magnified the challenges significantly. The following study will explore various issues that the business is experiencing in the present situation. It has also incorporated with positive outcomes which impact the consumer’s confidence (Wickham, 2025). This study has value as it can identify the impacts of the easy return policy at Amazon. Analysing these aspects, it will develop some tactics that may assist small businesses in gaining profit. The investigator will prepare new models or improve the existing ones to enhance customer satisfaction.  

[bookmark: _taqglb5ibqia][bookmark: _Toc212745896]1.6 Research Aim
To examine the influence of Amazon’s easy return policy on small business owners listed on the platform.

[bookmark: _2k35ohqj7jrt][bookmark: _Toc212745897]1.7 Research Objectives
To analyse the financial and operational issues that small business owners encountered in the last 12 months because of the easy return policy of Amazon.
To explore the Amazon’s return policy that has influenced consumer behaviour, along with affecting the annual sales performance of the small businesses listed on the platform. 
To evaluate the process in which small businesses of Amazon can deal with return-related issues while ensuring a high profit percentage on Amazon. 

[bookmark: _9tdtosnxx346][bookmark: _Toc212745898]1.8 Research Questions
1. What are the financial and operational issues that small business owners encountered in the last 12 months because of the easy return policy of Amazon?
2. How does Amazon’s return policy influence consumer behaviour, along with affecting the annual sales performance of the small businesses listed on the platform?
3. How can the listed small businesses of Amazon deal with return-related issues within six months while ensuring a high profit percentage on Amazon?

[bookmark: _80goawyzeg9b][bookmark: _Toc212745899]1.9 Structure of the study
	Chapters
	Description

	Introduction
	The first chapter of this study indicates different parts that help in introducing the subject. Background, problem statement, objectives and aims are included in this chapter. The justification of selecting this subject is also mentioned in this portion. 

	Literature review
	It offers a detailed explanation of the topic using existing literature. Three objectives are described in this portion utilising secondary resources (Ritterbusch and Teichmann, 2023). The theoretical framework and the literature gap are explored in this part. 

	Methodology
	A detailed choice of progressing the whole study will be discussed in this portion. Different approaches including strategy, philosophy, data collection, design and ethics will be included in this part. 

	Findings and Discussion
	The findings’ part will describe the outcomes which have been gained from diverse sources. Using themes the answers will be offered. A detailed discussion of the perspectives will also be explored in this chapter. 

	Conclusion and recommendations
	The last chapter of this study is ‘conclusion and recommendations’ which represents a key summarisation of the research. Recommendations will be presented to mitigate the issues highlighted in this portion. 



[bookmark: _50bv5yaq9vy][bookmark: _Toc212745900]1.10 Summary
This chapter has presented a short description of the subject which is vital before progressing with the entire study. The main context of the problem statement has been highlighted in this portion. Objectives, aims and objectives have also been mentioned to find out the answers. It will include a detailed structure of the entire project. The rationale of the study will be discussed in this chapter to understand the subject more accurately. 
[bookmark: _9r6xm5h49owh]

[bookmark: _Toc212745901]Chapter 2: Literature Review
[bookmark: _Toc212745902]2.1 Introduction
The comprehensive evaluation of existing theories, research and various scholarly works will be done in this section of the study. Here, the scholarly works will be done because of the impact of product return terms on the owners of SMEs in the ecommerce industry. The policy of returning the product has a huge impact on the confidence of consumers and it helps to build a huge clientele easily. The section will show the ways paved out by the business entities to gain competitive advantages with such a condition. It will discuss various operational constraints along with economic challenges the SMEs faced in recent times in the chosen industry. After establishing the arguments with various journals, here another strong argument will be presented that will show the effect of this certain organisational procedure on consumer behaviour. Some potential strategies will also be represented to overcome those constraints with the utmost precision. Some theoretical frameworks will also be delivered in this context, which have absolute relevance with the variables of the study. The drawbacks of the used scholarly journals will be drafted precisely to enhance the credibility of the study and at last, this section will be concluded with a conceptual framework.

[bookmark: _Toc212745903]2.2 Review of Academic Evidences
[bookmark: _Toc212745904]2.2.1 The issues of operational and financial activities that are faced by the owners of small business for the easier return policy of ecommerce industries
Loss of revenue for multiple fraudulent returns
According to Merlano et al. (2024), fraudulent returns have made a huge impact on the revenue streams of small business houses in the retail industry. The customer-centric policy of larger entities of the ecommerce sector has made room for abusing the return rules of customers. As per these authors, with the increasing omnichannel business, the return of fraudulent products has been increasing simultaneously. Using two critical frameworks, such as planned behaviour and fraud triangle, they also argued that this kind of abuse of the return terms plays a critical role in distorting the ecosystem of goods return. Small business owners face a severe impact on revenue generation to a great extent. In the same way, Magano et al. (2024) also claim that the manipulation of the return of the goods and different false claims increase the operational costs. They also claim that in such cases, the companies are forced to make full refunds of the money to the consumers.

Challenges of reverse logistics and inventory
Reverse logistics can affect the income of a company that is very small in size in the chosen sector. However, it comparatively makes a lesser impact in the big companies, and this creates one of the most crucial operational burdens for the entities. According to O'Sullivan (2025), reverse logistics has become one of the most crucial reasons behind the erosion of profit marketing. As per the opinion of the author, this process is more complicated than forward logistics. While the process of return of products starts then such complication is increased by multiple times. The owners of the company must allocate additional resources for this purpose, which requires the engagement of an extra workforce in the organisation. Through making qualitative research, the author due to this reason their carbon footprint is also increased which harms their sustainable image. On a different note, Elia et al. (2024) also claim that due to having loopholes in the sorting system, small business houses the returned items sometimes mix with new inventory.

Problems in stock forecasting and stock management
Karl (2024) opines that due to returning the product, different types of issues are faced by the shopkeepers in the ecommerce industry while they manage their stocks. According to this investigator, in such a dynamic market, returning of commodities not just indicates the issue of consumer demand. It also creates the same constraints in the supply side. While the process of return of the commodity is introduced, companies must engage employees to inspect and repackage items. This makes the restocking and procurement of commodities very tough. During conducting this study, the author followed the PRISMA guideline effectively and by incorporating that method, it becomes understood that segmentation issues can be generated while items are returned. Additionally, Kmiecik (2024) also states that due to a lack of capital, it becomes harder for the small sellers to integrate returns and sales data. This leads to a potential mismatch between stock counts to a great extent.

[bookmark: _Toc212745905]2.2.2 The impact of return policy on the consumer behaviour and the annual performance of sales of SMEs that has been observed in the ecommerce platforms.
Effect on brand loyalty
Lysenko-Ryba et al. (2021) state that lenient return policy of different items makes the image of the commercial entities more customer-friendly. It can easily influence the recognition of the brand to a huge extent. With the lenient regulations of returning faulty items, companies of the selected industry can signal to customers that the entity is extremely trustworthy and consumer oriented. This kind of attitude plays a critical role in attracting new clients in a very short time and delivers competitive advantages significantly. The quantitative empirical approach of this study has given the authors a huge scope to establish that such lenient conditions can be used as a positioning tool.

Change in average order value
The frequent returning of different commodities makes a huge impact on the changes in average order value. Gustafsson et al. (2021) indirectly claims that due to a flexible returning policy, consumers of the small organisations show their bracketing behaviour. Showing such behaviour, they order many items in expectation of returning some. This kind of attribute of consumers directly increases over orders significantly, which impacts the gross order size of the company. During the exchange of the product, the companies of this concerned industry also get an opportunity to upsell the premium alternatives, which can increase repeat transactions. However, by reducing the rate of returns with the support of digital fitting retailers can improve consumer satisfaction and trust.

Strain in Working Capital
The policy of exchanging or replacing different items also creates severe strain on the working capital in the small enterprises of the chosen industry. According to Joukamo (2025), due to such exchange of goods, the days of inventory outstanding are increased in the company, which creates strain in liquidity. On a different note, such a practice can easily lengthen the cycle of conversion of cash and this also create strain in liquidity. Incorporating the quantitative research, the author also ratifies that while the exchange of items is processed then SMEs must face a disproportionate cost of logistics. This kind of cost directly makes a negative impact on the operational expenditure.
[bookmark: _Toc212745906]2.2.3 Several strategies that are implemented by the small companies of the e-commerce industry to overcome return-related process to ensure higher percentage of profit
Enhancing product visualisation and commodity information
Using multiple case studies, Frei et al. (2022) state that enhancing visualisation of goods is one of the best approaches that can be adopted by SME owners to reduce item exchange. As per the authors, this strategy is very effective in increasing the consumer expectation to a larger extent. With the assistance of enhanced visualisation of commodities, the mental model of customers can be developed. Such development of mental models is also very significant from the perspective of the drop in the probability of return. On a different note, product mismatch is one of the primary reasons for returning the items. Javornik et al. (2021) also say that with the help of augmented visualisation of commodities the rate of mismatch returns can be reduced.

Automated return management system
From the study of Kembro and Norrman (2022), it becomes very evident that integrating automation systems in the return management of products can decrease the return rate of items. The smart warehousing system can easily reduce errors in the handling of goods. It can also easily improve the real-time visibility of the exchanged items. This type of system will help to overcome issues such as the shipping of wrong items. Using the exploratory survey, in this study, the author has ensured that with the support of automation systems, the labour costs of the warehouse can be scaled, and the burden of expense can be removed significantly.

Working Capital Management Model
Diiashvili (2025) claims that the working capital management model is the most fit attribute in the context of curtailing the rate of returned product to the retailers. With the incorporation of this model, the demand of consumers can be forecast more accurately. It can also help retailers in optimising the safety stock and help to mostly mitigate the over-ordering issues. As per Tudor, (2022), this management tool has ample potential in investing in various pre-sale tools such as quality checks, virtual fittings and item’s visualisation. Leveraging these scopes plays a crucial role in reducing returns of goods to a significant limit.
[bookmark: _Toc212745907]2.3 Theoretical Framework
According to Manuere et al. (2022), the Howard Sheth Model of consumer behaviour is the most efficient theoretical attribute for this study. This model can help the small shoppers of the concerned sector to create a positive initial perception among consumers. Through this model, it becomes easier for the entities to mention the refund conditions. On the other side, Wilhelm (2023) also states that this framework has ample potential to manage expectations through using visual aid and helps to shape positive perception and encourage repeat purchases. The incorporation of this theory will help the companies in using AI-regulated chatbots that can assist in developing a positive brand attitude,

[bookmark: _Toc212745908]2.4 Literature Gap
There are several useful insights that are gained through the scholarly journals about the impact of the replacement strategies of the product on the business owners of SMEs. However, there are some loopholes that are noticed in those journals. For example, the research of Merlano et al. (2024) shows that fraudulent returns of products make a huge impact on retailers. Here, the authors have conducted only the supply-side research. They did not do any type of research on the consumer-demand side. There is also a requirement for a framework that can easily integrate both consumer behavioural theory and fraud theory, which is very effective in e-commerce retail. Besides that, O'Sullivan (2025) has also depicted the issues associated with reverse logistics that are faced in the retail industry through various methods. However, the academic investigations of the author have not investigated inter-party vulnerabilities in such cases. On a different note, Lysenko-Ryba et al. (2021) has stated about the benefits of lenient returns of components that are widely used by shoppers while they newly enter the market. In this literature, the academic investigators have treated such procedures of commodity return from an operational perspective. However, there is no detailed study about these attributes from a marketing perspective. This literature had to emphasise the e-commerce sector to make this study more specific.

[bookmark: _Toc212745909]2.5 Summary
The above discussion of this chapter has delivered a detailed insight in different aspects of the conditions of returning goods. It has helped a lot to establish a strong foundation for the entire research through delivering a sound concept of the topic. Apart from investing in different kinds of scholarly works, it has also indicated some loopholes in the journals. Moreover, the prime variable of the study has been justified with the help of a theoretical framework. The development of the theory has also been clarified by a conceptual model.

[bookmark: _Toc212745910]2.6 Conceptual Framework
[image: ]

[bookmark: _Toc212745911]Chapter 3: Methodology
[bookmark: _709ju51zrvp2][bookmark: _Toc212745912]3.1 Introduction
This chapter will explain the information related to the selected methodology technique and its potential benefits that can be experienced. A Saunders Research Onion methodology will be applied due to the different advancements and its easy applicability by the researcher. All the layers included in the structure will be presented and analysed for justification of the choices made for conducting this investigation. 

[bookmark: _q4b5d3d34db2][bookmark: _Toc212745913]3.2 Research Onion
[image: ]
Figure: Saunders Research Onion
Source: (Denny and Weckesser, 2022)
[bookmark: _o7hesr50jpeu]A suitable model was made by Professor Mark Saunders and his team for getting a systematic view of the processes included in the research. It helps the individuals perform their investigation and make assumptions based on a continuous approach to the respective choices (Denny and Weckesser, 2022). This method is considered very useful in exploring on insight and rigor to the study. It helped with the presentation of a constant and clear research design outline. It is also essential to enhance the simplicity and flexibility of the investigation (Köhler et al., 2022). 

[bookmark: _Toc212745914]3.3 Research Philosophy
[bookmark: _883u1imju6tq]A research philosophy is a set of opinions and expectations that would influence the understanding and gathering of information to define the body of knowledge. Four main types exist positivism, realism, interpretivism and pragmatism (Hendren et al., 2023). Other decisions that are made in this field are also known to affect the design and the action that is taken in the investigation. An interpretivism research philosophy has been used within the project to complete the various operations. The ability to produce high-quality outcomes of the gathered data and information was useful in adding subjectivity (LaMarre and Chamberlain, 2022). This option has also been vital to gaining comprehensive insight into the problems as per the social dynamics.

[bookmark: _Toc212745915]3.4 Research Approach
[bookmark: _mma0rhw2xkd1]It is an overall plan which includes the various activities, including collection, analysis and appropriate interpretation of the required data. The three primary types of this layer of methodology are deductive, inductive and abductive. This investigation has been conducted using the inductive research approach to gather and analyse the appropriate information to create new results (Stewart, 2022). It helps increase the flexibility and adaptability of the methods and measures taken for successfully completing this investigation. This technique is also known to add rich and detailed insights to adapt the approach as they are implemented throughout processes (Van der Weele and Bredewold, 2021). 

[bookmark: _Toc212745916]3.5 Research Design
The complete blueprint of the strategy for a study to be conducted to outline the different operations for grouping, measurement and evaluation of the information (Ezer and Aksüt, 2021). It has acted as a master plan for the successful completion of the relevant actions and activities with the provided structure. Experimental, descriptive and exploratory are the various types of research designs that can be included in an investigation as per the requirements (England, 2022). An exploratory technique has been selected for the conduct of different processes and methods in this study. It adds a better understanding of the related themes and context to the project deliverables. 

[bookmark: _yhsy57bk22go][bookmark: _Toc212745917]3.6 Research Method
There is a selection of specific techniques and tools that are used to derive the different approaches to data collection and interpretation. Mono, mixed and multi are the three types of measures as per the suitability of the derivable on qualitative or quantitative data. A mono-method has been selected due to the various benefits that can be gained for data gathering in this investigation (Tracy, 2024). It is a single process method that is easy to apply and track the respective activities. Thus, the chances of incurring biased and irrelevant information have been reduced to a significant extent. Other factors, such as cost efficiency and methodical simplicity, are gained by the research as well. 

[bookmark: _nibeqtzbvfe9][bookmark: _Toc212745918]3.7 Data Collection Tools and Analysis
Many strategies and methods are available for gathering and grouping the essential information related to the selected topic. Thematic analysis has been chosen for successful data collection and interpretation in the scope of this investigation (Brennen, 2021). It helped add more insights and details to the context of the study in relation to the various themes and concepts. Thus, a positive impact can be gained in generating relevant outcomes and conclusions from the undertaken research. A suitable application of essential strategies has been made to assess the versatility of the design and derive content to add credibility (Silverman and Patterson, 2021). 

[bookmark: _pet2fb3dpdk4][bookmark: _Toc212745919]3.8 Time Horizon
This layer of the research onion is known to showcase the length of time taken for the study to be completed effectively. There are mainly two types of time horizon that are distinguished as cross-sectional and longitudinal. It represents the timeline that involves data collection and performing the other tasks within a limited timeframe or a specific moment (Dumitrica and Jarmula, 2022). The study has been subject to a faster and cheaper way to conduct the operations and functions with the involvement of this choice. It also helped the researcher to gather data on multiple variables and contexts simultaneously, which reduced the time and resources used. 

[bookmark: _9o3ez1b1m205][bookmark: _Toc212745920]3.9 Ethical Considerations
It is observed that an effective maintenance of all the ethical norms and regulations that are essential for conducting research has been done (Stapley et al., 2022). The list of all guidelines stated by the authorities of the University has been followed as well for the successful completion of this project. All the sensitive content in relation to the informed consent from participants in selected evidence has been verified and evaluated (Newman et al., 2021). Similarly, the reliability and credibility of the investigation and its developed context have been retained as well. 


[bookmark: _4xo2fibxmzyl][bookmark: _Toc212745921]3.10 Conclusion
All the choices made in this chapter have been supported with proper justification and comparison with the other options. There has been added a Gantt Chart to keep track of the various activities included in the successful completion of this chapter. A focus was made on maintaining all the ethical principles and norms throughout the coordination of the activities. 


[bookmark: _Toc212745922]Chapter 4: Results and Discussion        
[bookmark: _Toc212745923]4.1 Introduction 
The findings and discussion chapter is a vital part as the core information related to the return policy of the Amazon platform. Secondary thematic analysis will be conducted here, collecting various insights from relevant sources. Online publications, Google Scholar and reviews on the policies from the sellers will be considered. Based on each objective, some themes will be made related to the context for detailed analysis. The financial and operational complexities for small businesses because of Amazon’s easy system of returning items will be disclosed here. Further, the influence of the policy on shifting consumer conduct will be described with the depiction of core themes. Based on the challenges, strategies will be proposed for small sellers to overcome the problems related to sales performance, loss and operational issues. The entire findings from thematic analysis will be compared to the literature review that led to an ultimate discussion of the overall context. 


[bookmark: _Toc212745924]4.2 Qualitative analysis  
[bookmark: _Toc212745925]4.2.1 Objective 1: Financial and operational issues faced by small business owners due to the easy return policy of Amazon
Theme 1: Reasons for destroying returned items
[image: ]
Figure: The intention of destroying return items by small sellers
Source: (Tarasov, 2025)





Analysis 
Returned products on Amazon are sometimes destroyed due to the complex and highly expensive processing system. Also, damaged goods cannot be resold, and the only option is to discard them by the sellers. The increased economic as well as logistical pressure forces businesses to make such decisions that induce loss (Tarasov, 2025). Small business owners cannot balance the expenses of inspection, repackaging and relisting the returned goods as the long-term procedure exceeds the actual value of the products. The damaged, unpacked, and used items are not eligible for reselling and are then discarded. Additionally, the intact returned products need time and labour to verify the condition, repacking, restocking and delivering. To avoid the lengthy process of low-priced items, sellers prefer to destroy them. The CNBC article depicts that Amazon’s return policy is designed for the well-being of its customers, and careless returns are accepted. Despite sellers' complaints about used or swapped returns, Amazon continues its automated return system without prioritising the shoppers’ concerns. For example, one seller claimed to have received a box full of rocks instead of the original items and was still being forced to refund that customer. This kind of issue is under the context of abuse that drives shoppers to take drastic steps (Rintamäki et al., 2021). As a result, many small businesses prefer to dispose of items rather than follow the recovery process, which is more costly and complicated. Additionally, sometimes, Amazon’s own warehouse operations destroy returned items when the storage costs are high. 















Theme 2: High return rates and revenue losses 
[image: ]
Figure: Request from the seller to the Amazon Team for reviewing the return policy
Source: (Sellercentral, 2025)

Analysis 
The return policy of Amazon is easier to meet the demand of customers and satisfy them (García‐Dastugue et al., 2024). However, this has increased complications for small business owners who use the platform for selling their products. The above evidence shows the complexities faced by the ventures, and thus, they are requesting Amazon's teams to review the policy. By affecting their financial and operational activities, the policy overall hinders revenue generation. The flexible approach allows customers to return items frequently without any return charges. No specific details or cause are required for this activity, and due to the lack of inspection, huge returns are noticed. This causes uncertainty of sales for the small businesses, and they face a loss. The break of cycles or patterns of sales affects their operations, which limits revenue generation. Additionally, some customers return used products in damaged condition, which creates trouble in reselling them to other customers (Sellercentral, 2025). Therefore, the cost of the items, their shipping and packaging is absorbed by the business owners, which indicates potential financial loss. Products which are returned in good condition can be sold further; however, the expenses on restocking and repackaging increase operational costs. Also, the process is more time-consuming, and the additional resources affect a small business’s growth. Due to the unpredictability of returns, managing inventory becomes complex, and the cash flow is affected. This forces sellers to maintain higher stock to manage potential returns and provide new customers with their desired items. The modifications in the system require more space and time, which limits the companies’ focus on key operational factors. Another complexity involves making a proper plan and forecasting the demand; thus, it becomes difficult to invest significantly. Customer service demand increases while such businesses handle disputes efficiently and allow returns easily. Amazon does not provide necessary support to the small ventures on their potential loss or operational burdens. 

Theme 3: Return fraud and product swapping 
[image: ]
Figure: Complexities caused by fraud in returns
Source: (Danziger, 2025)




Analysis 
According to the online publication, retailers find it challenging to get returns of products from customers. Shoppers of Amazon thus experience the trouble and are further affected by fraud in returns and swaps. The e-commerce platform is dedicated to satisfying global customers, and to avoid negative reviews, it gives them such facilities. Return fraud is mainly done in the form of product swapping, which is a growing concern for independent sellers on the company’s marketplace (Danziger, 2025). The process involves purchasing items by customers and returning different or damaged pieces which have less value in the market. These returned products are non-functional, most of the time, though they are claimed as original. As the return system of Amazon is automated and its prime intention is customer convenience, the fraudulent procedure is increasing without proper inspection. It has negative implications for sellers as they have to bear the entire costs. For small businesses which are operating on definite margins, it is detrimental. They receive unsellable items in return for fresh ones, which makes the loss double. Sometimes, sellers complain of receiving empty boxes or boxes filled with waste that causes huge losses for them. They do not want to be associated with any legal trouble by complaining against those customers, and the tendency to avoid burdens forces them to face such issues on a regular basis. Fraud during returns disrupts the businesses’ inventory tracking systems, sales data and thus creates challenges for the logistics department (Dupuis et al., 2023). The small ventures find themselves vulnerable, and due to a lack of support from Amazon, running their activities becomes difficult. They are supposed to follow the rules set by the marketplace despite potential losses. It also affects their trust in the platform, and the relationships between the sellers and Amazon are hampered. 



[bookmark: _Toc212745926]4.2.2 Objective 2: Influences of Amazon's return policy on consumer behaviour and affects the annual sales performance of the small businesses
Theme 4: Effects of Amazon’s return policy on customer purchasing behaviour 
[image: ]
Figure: Impact of “Amazon effect” on consumer expectations and attitudes
Source: (Vollero et al., 2023)

Analysis 
Return policy by Amazon has shaped customer purchasing behaviour by creating a culture of trial-based buying, convenience, and this has increased service expectations throughout the retail field. The journal explores how Amazon’s operational model in the seamless return system has influenced consumer demands significantly (Vollero et al., 2023). Their performance has been improved to experience any services and return them in case of dissatisfaction (Amazon, 2025a). The policy designed by Amazon that allows customers to send back products has altered their perspective from commitment to trial-based buying. Clienteles have the power to test products for increasing their level of satisfaction. This process reduces the threat of losing customers however, it led to development of temporary purchasing behaviour. It drives individuals’ perception of purchasing goods for temporary use and returning them within the mentioned deadline. The ease of the return process allows them to think this way and try products without thinking carefully about the colour, size and quality of products before ordering. This kind of mentality is beneficial for consumer satisfaction; however, it creates inconvenience for sellers as they face a loss. The effect of Amazon’s system has changed consumer shopping attitudes, along with redefining their consideration for accepting services. The current social media commentary and customer reviews indicate the increasing impatience of people, their lack of consideration and morale. Sellers who cannot fulfil the standards or practices of Amazon’s return policies properly face severe criticism, which also highlights individuals' poor tolerance. Negative reviews spread faster and increase restocking expenses, which is a complex procedure for small sellers. 





















Theme 5: Amazon’s responsibility for product recalls 
[image: ]
Figure: Accountability of Amazon for product recall
Source: (Sherman, 2024)

Analysis 
Amazon is accountable for product recalls, specifically for unsafe or disputed items sold to customers through its platforms (Martin, 2021). It highlights the company’s dedication to maintaining consumer protection laws and regulatory compliance. The company positions itself as an intermediary between third-party sellers and buyers globally. It is also famous for giving consumers the right to return unused products due to their defects or other reasons. In the BBC article, it is clearly mentioned that Amazon is fully responsible for recalling unsafe products sold on its online site. Thus, the decision taken by the platform meets consumer protection law and highlights dedication to customers. The CPCS criticised it due to the inconsistency of the recall system for the items of false carbon dioxide detectors (Sherman, 2024). Its failure to inform customers about the cautiousness of hazardous people causes severe reputational loss. Amazon then conducted a robust plan to manage recalls and ensure customer protection. Along with confirming this, the organisation has given more advanced chances for buyers that are affecting the sellers. Though the intention is pure and convenient, many customers use the facility in the wrong way. The decision of Amazon to give customers the power to return is adverse for small businesses, which must be addressed. Additionally, the increased accountability of recalling causes more operational costs for the organisation, which affects its revenue streams as well. Still, implementation of a suitable plan for supporting sellers can increase their motivation, and a robust plan to reduce unnecessary returns is needed. 

Theme 6: Effects of Amazon’s return policy on small businesses’ sales performances 
[image: ]
Figure: Impacts of Amazon’s return system on sales performance of small online retailers Source: (BBC, 2021)

Analysis 
The return policy set by Amazon has a notable impact on small businesses’ sales performances by affecting profit margins, increasing operational costs and reducing customer trust. The BBC article highlights that the company's customer-centric return system is convenient for buyers; however, it creates challenges for small sellers. Many small businesses have lodged complaints that due to the easy policy, impulsive buying and careless returns are increasing. The frequent returns lead to unpredictable sales patterns that are detrimental to managing business activities (BBC, 2021). This affects the revenue of the ventures and creates complexities in inventory management. Thus, maintaining cash flow in a consistent form is challenging for small enterprises that utilise Amazon’s platforms for sale. Sellers found themselves surrounded by a cycle of selling, returning and reselling or disposing at a loss and the entire process forced them to reduce profitability. The article highlights that some retail businesses have experienced significant drops in their net sales due to the high rate of returns, specifically in the categories of fashion, electronics and home accessories. Along with financial streams, the policy affects sellers’ ratings as dissatisfied customers give poor ratings or reviews about the returned products. This has a negative effect on the visibility of the online retailers on the platform, as reviewing the comments, other customers show a lack of interest. Returned items change consumers’ perception about buying, and it indicates poor performance metrics that, in turn, decrease sellers’ opportunities of appearing in top search lists (Doherty, 2023). The loss of visibility impacts the sales volume and growth of the small businesses directly.  To deal with that situation, sellers try to invest more time and resources into their customer service and resolving disputes, which further limits their budget. It causes increased operational costs that indirectly affect the sales margin. 








[bookmark: _Toc212745927]4.2.3 Objective 3: The process by which small businesses of Amazon can deal with return-related issues while ensuring a high profit percentage on Amazon. 
Theme 7: Significance of returnees refunds at Amazon
[image: ]
Figure: Importance of returnless refunds to promote Amazon profits
Source: (Amazon, 2025b)

Analysis
This theme is properly aligned with the third objective to identify several strategies for Amazon regarding its return-related issues. These factors are a major concern for the sellers of this company. Small businesses with tight margins in this context face this problem the most during operations. This figure highlights returnees refunds as a key strategy to reduce the overall logistical costs. The entire customer satisfaction will also be boosted through this initiative in the market. This aspect allows sellers to issue refunds without the requirement of the return procedure. Saving on shipping, restocking, and processing fees are some major approaches in this segment. However, sellers should apply this technique selectively to avoid abuses in this context (George, 2024). Amazon also offers a ‘Returnees Resolutions’ feature for fulfilled by Amazon (FBA) shoppers to achieve its goals properly. This factor can also be configured for specific AINs in the process. Similarly, seller-fulfilled businesses set rules based on product category and price range. Return reasons are also considered in the process to ensure its success properly. The company will also target low-cost and low-risk items for this procedure to prevent significant losses. These are some major examples of effective strategies for this company in mitigating the challenges regarding the return processes. This theme has pointed out some major issues in this technique, which can affect the operations significantly. Return fraud and abuse are some major factors in this area. The mitigation of this situation has necessitated some vital concerns. Listed small companies of Amazon should track the overall return pattern and limit this practice based on verification. 

Theme 8: Several strategies for Amazon listings to boost sales 
[image: ]
Figure: Tactics to drive the overall sales of Amazon listings in the market
Source: (Aronson, 2023)





Analysis
This theme is also a major portrayal of the third objective in this process, to offer a proper idea regarding the strategy for small businesses of Amazon. The company’s guide outlines nine actionable tactics for the improvement of product visibility and conversion. These efforts are also effective in mitigating the overall loss regarding the return issues. Listening optimisation is the first technique for this section. Sellers should craft concise and informative descriptions based on the assessment of customer preferences. An effective utilisation of Amazon’s ‘manage your experiments’ tool will allow these small businesses to run A/B tests for the determination of best best-performing content. Images, titles, and descriptions are evaluated in this section to execute the plan properly. Advertising also plays a significant role in this area. The company’s listings will also gain positive profit from the market with this technique. Sponsored brands and sponsored display campaigns allow sellers to target keywords in the market. This initiative is also effective in promoting brand identity through the boosted reachability among customers. These cost-per-click ads significantly enhance the sales of these businesses. A major role of these tactics has been evaluated in this assessment. Amazon’s use of discounts and reviews is a major strategy in the market. There are some other methods in this process to allow the company to achieve its goal in the approach. Inventory management, price automation, and listing enhancement are the portrayals of this section. Amazon should focus on these areas strongly during its operations to boost the profits of its small businesses (Johansson, 2021). The overall return-related issues are mitigated through these initiatives in the market. 














Theme 9: Plannings of Amazon to mitigate its excessive return issue
[image: ]
Figure: Major plans of Amazon to fix its overall issues regarding massive returns
Source: (Tarasov, 2022)

Analysis
This theme in the qualitative analysis supports the third objective of this study properly. The major focus of this part is to offer an effective strategy for the mitigation of return-related challenges reflects its alignment with the goal. Sustainable resale strategies have been prioritised in the figure to offer a great insight into the listings of Amazon. The growing concern over this company’s massive return problem is strongly highlighted through the writing. A billion dollars of losses occur with this issue, which necessitates its mitigation in the market. The overall problem significantly contributes to environmental waste during the operations. Amazon is also expanding its resale and donation programmes to achieve its goal of zero product disposal properly. Small businesses of the firm can align with this strategy by reselling returned items through Amazon Warehouse. Third-party liquidation platforms will also help these organisations streamline their operations. This method also turns potential losses into revenue streams. Another effective tactic in these operations is the application of Amazon’s returnless refund features for low-cost items (Baldauf, 2024). The method avoids reverse logistics costs through the enhancement of customer satisfaction. However, sellers also apply this process very selectively to reduce the chance of fraud. Optimised product listings and tracking return patterns are some other suggestions for this organisation to achieve its goals properly. 


[bookmark: _Toc212745928]4.3 Discussion
This part of this entire study is crucial to generate the main outcome of this topic for real-life application. An effective alignment between the literature review and findings is conducted through this area to achieve the major goal. The comparative assessment of these two chapters offers a great insight into the subject. Three results from the three objectives of this observation are the desired factors from this process. As per Merlano et al. (2024), various issues are faced by the owners of small businesses due to the easier return policy of the e-commerce industry. The authors have strongly focused on the loss of revenue for several fraudulent returns. This aspect negatively affects these businesses during their operations.  O'Sullivan (2025) also discussed some other challenges in this field. Issues of reverse logistics and stock forecasting are some major factors regarding the approach. The result of the literature review is like the qualitative assessment. Themes 1, 2, and 3 have focused on this objective to provide a proper insight into the goal. As per the first figure of this section, sellers of Amazon sellers are led to destroy all the return products due to the high cost of refurbishment of damaged items. This is a portrayal of the companies’ loss of revenue during the operations. Theme 2 has also prioritised a similar fact regarding the issue. The frequent returns are the vital reason for high return rates and revenue loss. Despite the fulfilment of customers’ expectations from easier return policies, listings of Amazon listings face some additional costs for the restocking procedure. Repackaging and inventory approaches intensify the situation for these small businesses in the market. There is also a huge chance of return fraud in this entire operation. This factor is also recognised in the third theme to offer a proper insight into this area. As per this figure, product swapping by consumers is a common issue in the return process. This aspect is a portrayal of businesses’ major loss in the market. This situation also occurs with the middlemen in the process of items. Several times, a lack of a proper tracking feature has significantly misguided the entire operations. Limited inspection by Amazon regarding the problems also negatively affects the sellers. This entire assessment reflects that due to the easier return policy in this chosen platform, small businesses face a loss of revenue. The second objective of this study has strongly prioritised various impacts of return policy on consumer behaviour and the annual performance of sales of small organisations. As per Lysenko-Ryba et al. (2021) in the literature review, this policy of e-commerce companies strongly affects the brand loyalty among customers. This initiative is directly connected to user-oriented approaches with their proper expectations. An effective fulfilment of their need with this effort boosts their overall trust in the market. Gustafsson et al. (2021) have also focused on some other areas of these influences. Change in average order value and strain in working capital are the portrayals of this factor. Themes 4, 5, and 6 have also focused on the same area to offer a proper result regarding the practice. Dissatisfaction of users during the product misalignment and fraud has been analysed in the fourth theme. This is a negative approach for the overall brand image of Amazon. However, the easy return policy of the company boosts their satisfaction level. They get the opportunity to avoid any type of fraud and product misalignment in the operations. This result is like the first point of the literature review. Amazon’s lack of responsibility in offering a proper product range among consumers is reflected in theme 5. The firm’s decision to maintain the customer protection law has been discussed in the process. An overall spread of unsafe items in the market by this firm has changed the average order value for small businesses. This outcome of the theme is also like the points of the literature review. Their compatibility in the context of easy return is the portrayal of both its positive and negative impacts on consumer behaviour. Various effects of this situation on small businesses have been mentioned in the sixth theme of the process. Profit margins of these sellers are negatively affected by the policy of Amazon. Enhancement of operational costs and reduction of user trust are some vital impacts of the operations. They struggle to maintain their competitive edge in the market. Frei et al. (2022) have offered some strategies in the literature review to achieve the goals of the third objective significantly. The authors described that the enhancement of product visualisation is one of the most vital tactics to address the challenges of small businesses in the e-commerce industry. A major on automated return and tiered return has been highlighted in this area. Organisations will benefit from these initiatives in the market during their operations. Themes 7, 8, and 9 have been conducted based on the prioritisation of the third objective. Various strategies for Amazon in mitigating various issues regarding the return policy are pointed out in these parts. A major role of returnless refunds in the workplace is discussed in the seventh figure of the study. This initiative ensures the profitability of small businesses with tight margins. Theme 8 also mentions a total of 9 tactics for Amazon to drive sales of its small businesses. Listing optimisation and detailed information are some key areas of this entire result. This fact is very close to the outcomes of the literature review. Theme 9 is a part of Amazon’s plan to fix these types of excessive returns. Resale of items is one of the most vital techniques for this organisation to mitigate the problem. Additionally, the significance of returnless refund has been evaluated in this area. The application of these methods by small companies allows them to run A/B tests during operations. An effective prioritisation of the strategies in the overall business procedure will allow the company to maintain its proper competitive edge. 


[bookmark: _Toc212745929]4.4 Summary
This entire chapter has conducted a detailed assessment regarding the topic of Amazon’s delivery and return policy. A thematic approach has played a core role in offering proper insight in this context. Three objectives of the study have been assessed in this section for the generation of outcomes regarding the procedure. Various themes from Amazon’s websites and some other authentic resources have been used in this section to complete the entire part. The major role of Amazon’s delivery and return policy on its listed small businesses has been evaluated in this entire process. Various challenges with their solutions have also been discussed in this section to ensure a proper result. A discussion part has been presented in this chapter. This portion has played a vital role in linking findings with the literature review. A comparative analysis in this area has highlighted the major outcome of the topic. 


[bookmark: _Toc212745930]Chapter 5: Recommendations, Conclusion and Limitations of the research 
[bookmark: _s70j9z6c5fli][bookmark: _Toc212745931]5.1 Conclusion 
The following study mainly concentrates on the significance of Amazon’s return policy on consumer behaviour and small businesses. The findings have revealed that small companies experience different issues due to the ease of returns. It has led to financial losses and fraudulent returns. This action has maximised its refurbishment costs and hampers the quality of returned items. Here, in this portion the first objectives of the study have been met successfully. The second objective has discussed the effect of these policies on the brand and small shoppers. Outcomes of the research have indicated that this context fosters audience satisfaction and trust. It also increases sales and maintains operations. This context also offers dissatisfaction when any fraudulent actions happen. The dual effect can influence consumer behaviour and small enterprises. It has decreased the order value and weakened the policies. In addition, Amazon’s limited quality control policy has declined the contribution to changing the perception of the customers. Answering this the next objectives have also been determined. The third objective was about the tactics that businesses have incorporated to mitigate the following issues. The investigator has stated that reselling the goods and products may increase the profit level effectively. Enhancing item visualization and automating returns also assists in reducing unnecessary returns. These strategies may safeguard the small businesses and maintain the consumer satisfaction and trust.  

[bookmark: _kxu6tz3maa4h][bookmark: _Toc212745932]5.2 Recommendations 
Implementing data-driven return management
The small business owners must leverage data analytics in predicting and realising consumer return behaviours. The organisation may use sellers' central information or third-party analytical techniques for monitoring reasons, return frequencies and return patterns of the customers (Pantović et al., 2024). This context helps to determine the items which is returned frequently. Identifying the problems also assists in developing the products and enhancing consumer satisfaction. The small enterprises can take proactive steps to improve the quality of the item (Owusu, 2024). It minimises the issues and changes the perception of the audience. On the other side evaluating information may assist the shoppers in adjusting prices and maximising the sales. This action also permits to reduction of return-related losses from the business.  
Strengthen product quality control
A significant return happens due to discrepancies among the received items and the consumer's expectations. It is suggested to invest in quality control measures to meet the requirements of the customers. Establishing pre-dispatch investigation protocols may minimise the item returns (Nugroho et al., 2022). This context assists in delivering positive results and increasing customer trust. Developing product listing accuracy through detailed descriptions of the items, transparent sizes and high-resolution images may reduce misunderstandings. The small businesses may align the customer expectations with the product reality by decreasing refund costs (Lysenko-Ryba and Zimon, 2021). This context offers better audience engagement and strengthens brand image.   

Adopting flexible return approaches
Amazon has enforced an easy return policy; diverse small businesses may incorporate flexible parameters in their return policy. This action assists in minimising the rate of return items and fosters audience trust towards the company. It includes restocking and handling fees for categories (Espinosa et al., 2021). Promotional product exchanges also assist in delivering an easy return procedure effectively. It is essential to offer loyalty rewards and store credits can reduce the financial losses while purchasing any product. The small shoppers may utilise FBA refurbishment programmes to resell the items in good condition (Yamini and Gajanand, 2023). This action maximises the sales and helps to gain a huge profit. Such traditional return operations may reduce the financial strains and affirm transparency in front of the customers.  

[bookmark: _eqvp8h3utzbf][bookmark: _Toc212745933]5.3 Limitations of the study
A structured methodology has been followed in the study to gain outcomes on a particular topic. The mono method with secondary data analysis has been performed by the investigator. However, some challenges have arisen while analysing the findings. There are various limitations that have been incorporated that affect the study negatively. Lack of specificity and relevance to the subject has prevented to accurate information. It has offered outdated information which may not be aligned with this context (Kumara, 2022). On the other side a lot of information has been gathered that confused the researcher. A lack of human contribution in the findings increased concerns about its validity and bias. Small details related to the subject have been ignored which can impact the whole study. The researcher lacks control over the data which raises concern about the collection procedure (McBurney and Kubas, 2022). Information might be inaccurate or incomplete due to problems with the original context. The investigator could take primary data collection to gather recent data and know more about human perspectives. 

[bookmark: _ovzvdx3l34k1][bookmark: _Toc212745934]5.4 Scope for further study 
The future study may reveal several aspects of the subject and offer operational efficiency to small businesses. It can be involved in exploring the long-term impact on small businesses and changing the behaviour of the customers. Further studies can evaluate the process in which frequent returns affect small shoppers’ inventory management, profitability and consumer trust (Hipólito et al., 2025). It will also examine the behavioural and psychological factors that may influence the audience's return policy. Developing strategies can contribute to mitigate the problems. Diverse comparative studies can highlight best practices on easy return policies and minimise unnecessary returns. Further it may reduce the repetitive outcomes and improve some policies to enhance customer satisfaction.  
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[bookmark: _Toc212745936]Element 2: Research Process Reflection
[bookmark: _s3gahvka1xb5][bookmark: _Toc212745937]Introduction
The second section of the portfolio will show a critical understanding of the different skills and knowledge that are developed after completion of the dissertation project. Various stages of Kolb’s Learning Cycle will be applied to describe and analyse the information gathered while completing the previous element. 


[bookmark: _t3ebaq7e4l68][bookmark: _Toc212745938]Kolb’s Learning Cycle
Concrete experience
It is the first stage of the reflective framework that includes a descriptive summary of the different activities involved and the overall process. The selection of the topic was made after taking notes from the lectures of the professor and help from the module teachers. I gathered relevant evidence and journals that discussed the delivery system and return policy of the Amazon company across different regions of the UK (Szenes and Tilakaratna, 2021). It has been followed by the evaluation of the collected data with the themes and context of relevance. At the end of the project, I collected all the information to form the conclusions and strategise a set of suitable recommendations. 

Reflective observation
The beginning of this project has been the most challenging part for me, as I tend to get nervous easily and fail to make suitable decisions. However, with utmost encouragement from my friends and family, I started it. The notes from my previous classes and the module materials helped me a lot in reducing the pressure of making this assessment. Furthering in the different operations, I gained confidence upon receiving positive remarks after completing the proposal. It played an important role in conveying my confidence to perform better in developing this dissertation (Alt et al., 2022). Active team engagement and attention in the classes and lectures mostly helped me. 

Abstract conceptualisation
The absolute evaluation of the experiences helped me realise that my skills and scope of adequate knowledge played a key role in streamlining the processes. An example can be taken from my lack of self-motivation and confidence led to a slower start of the project process. It also caused an issue in defining the background study and scope of the first chapter of the dissertation. However, my communication skills and the ability to pay attention to the details were able to help me manage these gaps and adjust them accordingly. I was able to present my project within the given deadline without compromising the content quality. 

Active experimentation
It is the last stage of the cycle that helps me reflect on the different observations that I made about myself, as per my performance (Howell, 2021). I will undertake additional classes to develop my motivation skills and calm my tense personality. It can help me keep myself motivated to do the given assignments with enthusiasm and meet the deadlines. I am also aiming to enrol in other extracurricular activities, such as debate tournaments and public speaking seminars. This strategy can ensure I will be able to boost my self-confidence and represent myself efficiently. 


[bookmark: _rtlbf1q57wil][bookmark: _Toc212745939]Conclusion
An evaluation of the experiences gained during the development of the dissertation document has been provided in this element. Different transferable skills and knowledge that need to be exercised for academic and personal advancement have been included, too. It helped plan strategies to drive strategies that ensure own learning and self-management. 
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[bookmark: _Toc212745942]Introduction
This is the last element of the portfolio for the independent project that is based on analysing the delivery systems and return policies for Amazon. It will include the description of the chosen methods and strategies that are to be adopted by the researcher. The key findings related to the selected topic will be presented in the scope of this poster as well. 


[bookmark: _2t8heg7x4fw7][bookmark: _Toc212745943]Chosen methods and strategies
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Figure: Saunders Research Onion
Source: (Denny and Weckesser, 2022)
An interpretivism research philosophy has been mixed with the inductive method to collect suitable qualitative information in relation to the chosen topic (Smith, 2024). It has been assisted with a mono-method choice that was based on an exploratory design technique. The mentioned procedures helped conduct the research in a methodical manner within the mentioned deadline using a cross-sectional time horizon (Nayar and Stanley, 2024). A thematic analysis has been implemented to collect and analyse the information and data after maintaining all the ethical regulations (Williams, 2021). 


[bookmark: _7vm8hooa9hlf][bookmark: _Toc212745944]Key findings
Objective 1
It has been discovered from the evidence of theme 1 that the higher logistics and distribution costs of the returned items are the main challenges for Amazon (Tarasov, 2025). This caused significant damage to the brand awareness as well as strained the relationship with small businesses. Moving further into the depth has helped identify that the management faced higher return rates and notable revenue losses that discouraged the SMEs from partnering with Amazon. Return fraud and product swapping during the delivery periods are identified to be quite common as well (Danziger, 2025). It has been responsible for developing a negative brand image of the company in the business environment of the UK and other regions. 

Objective 2
The next point highlights the impacts of Amazon’s return policy on customer behaviour as well as the annual sales performance of small companies. It has been evident that a trial-based tendency was developed extensively along with optimised customer services (Vollero et al., 2023). Further, the management of Amazon has become liable for many functions, such as product recall and transparency maintenance. It helped the company meet their legal obligations and avoid legal obstructions from the end of the government  (Sherman, 2024). Thus, major negative impacts have been experienced by small businesses with the development of unpredictable sales patterns. 

Objective 3
An overview of the process that can be used by small businesses to deal with the return-related issues has been given. It stated that a strategy of return-less refunds should be introduced to reduce the logistics charges and stress on restocking and processing fees (George, 2024). There has also been listed several strategies that are subject to drive the sales performance of the small businesses engaged with Amazon. It included informative and attractive product descriptions and improved the product development tendencies through feedback. 


[bookmark: _abrf78gj3f58][bookmark: _Toc212745945]Conclusion
A poster has been designed to present the choices of methods and findings in relation to the selected topic. There has been included an overview of the justification for the chosen techniques of data collection and analysis. It also provided an insight into the findings that were constructed as per the context of the project. 
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	YES
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	NO
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	If YES then the permission question below does not need to be answered.
	YES
	☐
	NO
	☐

	9
	Has permission to undertake the research has been provided by the partner organisation?
	(If YES attach copy)
If NO the application cannot continue
	YES
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	Does this organisation have its own ethics approval system?
	YES
	☐
	NO
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SECTION E: Details of Research Activity
	1
	Indicative title:
	A study of Amazon's delivery system and returns policy


	2
	Proposed start date:
	From 12 June 2025
	Proposed end date:
	19 December 2025

	
	Introduction to the Research (maximum 300 words per section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the points below:
· Purpose of Research Activity
· Proposed Research Question
· Aims of Research Activity
· Objectives of Research Activity
Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
· What the research activity will add to the body of knowledge 
· How it addresses an area of importance. 

	3
	Purpose of Research Activity

Discussion of the chosen issue
The easy return policy of Amazon creates significant challenges for small business owners who are selling their products on this platform. This policy of Amazon extends the return window, leading to an increased rate of returns, as well as financial losses because of the shipping costs of the returns. During the return process, damaged goods as well as the potential about to the systems by some customers also create challenges for the small business owners. Due to the easy return policy of Amazon, the customer can return products with ease, which leads to a larger volume of product returns. This impacts the small business owners disproportionately, as these organisations do not have the needed resources to absorb these extra costs (Maffettone, 2023). Small business owners are required to maintain a sufficient inventory to meet customer demands, mostly during the peak seasons.

(this box should expand as you type)

	4
	Research Question

1. What are the financial and operational issues that small business owners encountered in the last 12 months because of the easy return policy of Amazon?
2. How does Amazon’s return policy influence consumer behaviour, along with affecting the annual sales performance of the small businesses listed on the platform?
3. How can the listed small businesses of Amazon deal with return-related issues within six months while ensuring a high profit percentage on Amazon?

(this box should expand as you type)

	5
	Aims of Research Activity

• To analyse different digital marketing strategies used by H&M
• To evaluate the role of digital marketing in improving sales performance of the company
• To identify challenges and potential solutions faced in implementing digital marketing strategies to improve sales performance
To examine the influence of Amazon’s easy return policy on small business owners listed on the platform.



(this box should expand as you type)

	6
	Objectives of Research Activity

To examine customers perception and satisfaction levels with Amazon return policy.

To evaluate how Amazon return policy affects customer loyalty and trust.

To compare Amazon return policy with competitor policies in terms of flexibility.

(this box should expand as you type)

	
	Proposed methods (maximum 600 words)
Provide a summary of all the methods that may be used in the research activity, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here but should instead describe how you intend to collect the data necessary for you to complete your project.

	7
	

[bookmark: _Toc204712906]Research Method 
The choice of research method shows the preferred data collection and interpretation tactics of the researcher for conducting a specific research work. For this specific research work, a mono-method will be followed. Mono-method is comparatively simple despite the risk of erroneous results due to the lack of cross-checking opportunities like mixed-method research (Nanthagopan, 2021). Hence, it is evident that the researchers' choice focuses on cost-effectiveness and ease of work. 
[bookmark: _gg6129wnwucs][bookmark: _Toc204712907]Data Collection Tools and Analysis
The researcher’s choice of data collection and analysis method guides the nature of the required data, along with identifying the suitable interpretation tactics. For conducting this specific research work, secondary qualitative data will be collected from reliable sources, which will be processed through thematic analysis. Thematic analysis is a flexible and accessible option for processing qualitative data (Squires, 2023). In the case of this specific research work, this choice is suitable as evaluating the equations of diverse essential variables will be easier. 
[bookmark: _1mm9ri8l7uc4][bookmark: _Toc204712908]Time Horizon 
The time horizon refers to the time invested in collecting data for a study. Here, a cross-sectional time horizon will be opted for in this business study. This depicts that data for the study will be acquired only a single time (Hunziker and Blankenagel, 2024).  The utilisation of a cross-sectional time horizon will apparently help establish a relationship between multiple variables like e-commerce return policy, profitability of small sellers, and their operations as well. Besides, gathering information only once will contribute to making this study time effective along with inexpensive.  
[bookmark: _8fz4hep5mgcd][bookmark: _Toc204712909]Ethical Considerations 
While carrying out this business research, the credibility as well as integrity of the study will be taken into consideration by avoiding any illicit conduct. Besides, the inclusion of only secondary information will eliminate risks related to human volunteers like voluntary participation, informed consent, and many more. The researcher will appropriately cite the data sources throughout the work to protect the intellectual property of the original data collector. Additionally, the investigator needs to be concerned about the intentional or unintentional biases to ensure the reliability of the research outcomes.

(this box should expand as you type)

	

	Location of research activity
Identify all locations where research activity will take place.

	8
	
London
(this box should expand as you type)

	
	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural and/or legal sensitivities or vulnerabilities of participants. If you live in the country where you will do the research then please state this.

	9
	
N/A

(this box should expand as you type)



	10
	Use of documentation not in the public domain: Are any documents NOT publicly available? 

	NO
	☐

	
	
	YES
	☒

	11
	If Yes, please provide details here of how you will gain access to specific documentation that is not in the public domain and that this is in accordance with the current data protection law of the country in question and that of England and Wales.
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	Does your research relate to one or more of the seven aims of the Well-being of Future Generations (Wales) Act 2015?
	
YES
	
NO

	12
	A prosperous Wales
	☐
	☒

	13
	A resilient Wales
	☐
	☒

	14
	A healthier Wales
	☐
	☒

	15
	A more equal Wales
	☐
	☒

	16
	A Wales of cohesive communities
	☐
	☒

	17
	A Wales of vibrant culture and thriving Welsh language
	☐
	☒

	18
	A globally responsible Wales
	☐
	☒

	19
	If YES to any of the above, please give details:

	
	


(this box should expand as you type)



SECTION F: Scope of Research Activity
	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☒
	☐

	2
	Use of interviews?
	☒
	☐

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☐
	☒

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	
	Details of any other primary data collection method:



(this box should expand as you type)
	
	


If NO to every question, then the research activity is (ethically) low risk and may be exempt from some of the following sections (please refer to Guidance Notes).

If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION G: Intended Participants
If there are no participants then do not complete this section, but go directly to section H.

	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	☒

	2
	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	3
	Vulnerable adults?
	☐
	☒

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	☒

	5
	Prisoners?
	☐
	☒

	6
	Young offenders?
	☐
	☒

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	8
	People engaged in illegal activities?
	☐
	☒

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	☐

	
	Details of any other participant groups:



(this box should expand as you type)
	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	
8-10 participants (interviews)
30-40 participants  (survey/ questionnaire)


(this box should expand as you type)

	11
	Who will the participants be?

	
Supervisor, Team Leder, Cashier

(this box should expand as you type)

	12
	How will you identify the participants?
	
I will target individual who are customers Amazons 

(this box should expand as you type)




	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	15
	Will you obtain written consent for participation?
	☒
	☐
	☐

	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☒

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	


(this box should expand as you type)



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	☒
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	28
	If YES to any question, please provide full details 

	
	


(this box should expand as you type)











SECTION H: Anticipated Risks

	
	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	1
	Full risk assessment completed and appended? 
	Yes 
	☒

	
	
	No
	☐

	2
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information

	
	Risk to participants:
· Customers (buyers) — people returning items.
· Sellers or vendors — who receive, or process returns.
· Amazon employees or logistics partners — handling, inspecting, or approving returns.


(this box should expand as you type)
	How you will mitigate the risk to participants:


Reduce participant risks under Amazon's return policy by putting in place clear communication, thorough inspection procedures, data security safeguards, and continual training for those involved. Fairness, compliance, and participant safety are guaranteed throughout the return process via proactive fraud detection, safety protocols, and clear refund monitoring.

(this box should expand as you type)

	3
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	

N/A
(this box should expand as you type)

	4
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:

Reputation or professional risk

Legal or ethical risk: collecting or using PII incorrectly; violating Amazon’s policies or local laws

Psychological or social risk

Data security risk: unauthorized access to case files, photos, PII


(this box should expand as you type)
	How you will mitigate the risk to the investigator:
The hazards to the instigator in this research are minor. Analysis of publicly accessible data and, when appropriate, volunteer survey or interview responses are the main components of the study. Minor ethical or reputational problems brought on by incorrect data interpretation or unapproved information disclosure are examples of potential hazards. By maintaining anonymity, utilizing anonymised data, and abiding by institutional research ethical requirements, these will be reduced.



(this box should expand as you type)

	5
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:



(this box should expand as you type)
	How you will mitigate the risk to the University:



(this box should expand as you type)

	6
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:

N/A

(this box should expand as you type)
	How you will mitigate the risk to environment:

N/A

(this box should expand as you type)



	
	Disclosure and Barring Service

	
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	7
	Does your research require you to hold a current DBS Certificate?
	☐
	☒
	☐

	8
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	



SECTION I: Feedback, Consent and Confidentiality

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	
At the end of the activity, participants will receive a debriefing to go over the project's goals, go over the main results,
 and give them time to ask questions or have a conversation. By doing this, participants will be guaranteed to comprehend how their participation or opinion influenced the ultimate goals.


(this box should expand as you type)

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	
A Participant Information Sheet explaining the project's goals, the nature of participation, the data being collected, 
its use, storage, and protection, as well as the participants' right to withdraw at any time without facing any repercussions,
 will be given to all prospective participants prior to their involvement. To make sure participants understand exactly what is expected of them, the information will be provided in an easy-to-understand manner.

(this box should expand as you type)

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	
All participant-provided information will be handled with the utmost discretion. Names, contact information, and other 
personally identifiable information will be eliminated or substituted with participant numbers to guarantee anonymity in
 all documentation, analysis, and results.

(this box should expand as you type)



SECTION J: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	☐
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	


(this box should expand as you type)

	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c ) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	☐
	☐

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	


(this box should expand as you type)



	
	
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	☒

	6
	University computers?
	☐
	☒

	7
	Private company computers?
	☐
	☒

	8
	Home or other personal computers?
	☒
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	10
	“Cloud” storage or websites?
	☒
	☐

	11
	Other – specify:

	☐
	☒

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	

(this box should expand as you type)



	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☒
	☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☒

	15
	Sharing of data with other organisations?
	☐
	☒

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☒

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☒
	☐

	18
	Publication of data that might allow identification of individuals?
	☐
	☒

	19
	Use of data management system?
	☒
	☐

	20
	Data archiving?
	☐
	☒

	21
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and any international equivalents, where appropriate):

	
	


(this box should expand as you type)

	22
	List all who will have access to the data generated by the research activity:

	
	
The researcher and the supervisor

(this box should expand as you type)

	23
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	
The researcher

(this box should expand as you type)

	24
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why not.  

	
	
I`ll secure my info with encryption, access will only be available to approve user following strong authentication. I`ll keep the data on cloud services like Google Cloud in addition to on-site servers. When the  is not longer required I will securely delete it or anonymise it in compliance with regulatory rules.

(this box should expand as you type)

	25
	Please indicate if your data will be stored in the UWTSD Research Data Repository (see https://researchdata.uwtsd.ac.uk/ ).   If so please explain. (Most relevant to academic staff) 

	
	


(this box should expand as you type)

	26
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	YES
	☒

	27
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	YES
	☒





SECTION K: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	Constantin Alexandru Petrescu
	Date:
30 October 2025




For STUDENT Submissions:
	2
	Director of Studies/Supervisor:
	Mohammad Rahman
	Date:
30 October 2025

	3
	Signature:
	
Mohammad Rahman
	



For STAFF Submissions:
	4
	Academic Director/ Assistant Dean:
	
	Date:
30 October 2025

	5
	Signature:
	

	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	☒
	I have read the guidance notes supplied before completing the form.

	☒
	I have completed ALL RELEVANT sections of the form in full.

	☒
	I confirm that the research activity has received approval in principle

	☒
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☐
	I have attached a full risk assessment (where appropriate)  ONLY TICK IF YOU HAVE ATTACHED A FULL RISK ASSESSMENT

	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☒
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Academic Director.



	RESEARCH STUDENTS ONLY
Once complete, submit this form via the MyTSD Doctoral College Portal at (https://mytsd.uwtsd.ac.uk).


	RESEARCH STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.


	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.
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Why returns are destroyed

Figuring out which returns are fraudulent and which are ready for re-sale is
labor-intensive and item specific, experts said. That creates plenty of room for

error.

“Because it’s such a large operation, things are missed,” said Lu of Helium 10.
“Ithink they're probably missed on the margins, but these stories are very
impactful because it is such a reckoning for the brand.”

Ceres Chill founder Lisa Myers, who once relied on Amazon to handle returns

for her business as part of FBA, has one of these stories.

In 2023, Amazon sent one of Ceres Chill’s products to a customer with
someone else’s rotten breastmilk inside, said Myers, adding that the customer
wrote a review saying, “she will never forget that smell.”

“To have something, and I don't mean to be dramatic, but dangerous,
somebody else’s bodily fluids in your kitchen rotting in something that you had
intended to use for your child is wnacceptable,” Myers said. “That’s the
moment I broke down crying and just sat down and thought, Ihave noidea
Thow this could have happened.”
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& Request to Review Return Policy - High Return Ratio Affecting Small & -
. Businesses

by Sellr._ghaPSBNSERYO  months ago
car Amazon Team,

1am a new sefleron Amazon and 1 truly apprecate the opporturity o row my small busines throusgh yourplatform, However, |
ol ke 1 bring t your atention  erous scue that many mal sellers ke me arecLrenty facing

e are experencing an extremely ighfetum rato, which s affectng us fnancaly and mentaly. For sample, i we sell 10
products, round 6-7 are being returned ith easns such a5 "quality ot oo, even thugh e re providing cxactly what we
mertion nthelsings — genuine and igh-quality products.

1 many cass, ¢ eems customers ae using the productfor  few days and th iiting reurns within e 10-day window. A5
Sellrs, we bear the Lo of farward and retrn shipping charges,and often receive used or damaged products back that cannot be
ezl This cad 0 huge losse,cspecaly for smal Busnesees rying t Sy n 3 ighly compettus emronmert,

Therefore, we humbly request Amazon (o plesse:

Recosider theretrn policy and implement stiter check forreturms.

Bree replacements ver rtunns, specially when the product s ot defective,

Provide better support t seflers when etum abuse s suspected.

W believe these changes wil nat only protect genuine customers but ls support small selers ke us who ok hard to provide
the st servie,

Tk youfo your atention and continued support.
Warm regards,
Fidham Sonpal

Vstramaala (DICRAZE)
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Ask anyone in retail, and they Il tell you that returns are a huge problem,. It's the same for
shoppers. Nobody wants the hassle of returning merchandise or waiting for credit to their
account. And a retailer’s return policy or a customer’s negative returns experience can
influence where they shop next.

Returns, an inevitable consequence of buying and selling, creates friction between the retailer
and the shopper when the goal should be to take friction out of the retailer-consumer
interaction at every touchpoint: before, during and after the sale.

“The solution for returns must address pre-purchase, post-purchase and the physical
handling of the goods afterwards,”said Sender Shamiss, founder and CEO of ReturnPro, a
reverse-logistic company formerly known as goTRG, “We live in  consumer based society,

meaning we're shoppers. There's always going to be something o return.”
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Exploring the role of the Amazon effect on customer
expectations: An analysis of user-generated content in
consumer electronics retailing
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Abstract
While Amazoris disupton of the retal maket has been associated with sgicant
changes in consumer behavir,empiical stues on how Ineracting with Amazon s
changed customers’ expectations toward othe offin/onine reaers reman scace.
‘Such Amazon-iven peceptions of seice attrbutes e sometimes refered 102 the.
“Amazon efect. Afe clarfying the meaning of the Amazon effect and reviewing the
Stucles on consumer complints onle, thi paper s o dentiy ke tiggers for the
Amazon effectfrom consumer comments on socil medis. Bssed on natesl knguage
processing techiques, conent nd seniment sl of users comments i from
the Facebook pages of thre leading consumer eectonics retallrs n faly over 3 two-
year span (2016-2018) s used to exalatethe disatstaction toward thes retaders
assodated to Amazon-relted senvice atrbtes, The fidings show that there is 2 wide.
iffusion of consumer comments and senvice complaints rated to the Amazon effect
on consumer elctronics etaers, epecil regarding pric, customer senvie, n-<tore
Salt,and post purchase support. Compared withcoresponding evaluaions o the I
i Amazon website, the negative sentiments reveled i consumers’ comments on
Facebook sugget tha the Amazon's sence stancrds have rased consumer expecta
tons and have made consumersles stised when they intractwithofher reaers.
We ague the nee o futher research to beter clarfy Amazonfication i tems of cus-
tomer imatience and dissatisacton in general. 50 ging beyond price and logistics
I i o e Comit o e mks raehdiv k.
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In the event of a recall, Amazon said it currently removes products from its site and
notifies customers.

"We are disappointed by the CPSC's decision. We plan to appeal the decision and look
forward to presenting our case in court,” the company said in a statement.

In this case, Amazon said it had stopped selling the unsafe products identified in the
complaint, which included the faulty carbon monoxide detectors, hairdryers without
electrocution protection, and children’s pyjamas that did not meet flammability rules.

It said it had notified customers, instructed them to stop using the items and provided
refunds.

But the commission said Amazon's messages failed to include terms like “recall* and
supply other information.

Amazon "did not take adequate steps to encourage its customers to return or destroy
them, thereby leaving consumers at substantial risk of injury, it said.

Amazon has long pushed back on claims it was liable for products sold by other
businesses on its platform.

In this case, Amazon had disputed its responsibility as a "distributor” under the law,
arguing that it was simply acting as an outside logistics provider.
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Retailers suffered their worst annual sales performance on record in 2020, driven by
slump in demand for fashion and homeware products, figures show.

While food sales growth rose 5.4% on 2019, non-food fell about 5%, the British Retail
Consortium (BRC) said.

Tt meant an overall fall of 0.3% in a year dominated by the Covid-19 impact, the worst
annual change since the BRC began collating the figures in 1995.

Christmas offered little cheer, with much of the High Street still closed.

*Physical non food stores, including all of non-essential retai, saw sales drop by a
quarter compared with 2019," said Helen Dickinson, BRC chief executive.

“Christmas offered litle respite for these retailers, as many shops were forced to shut
during the peak trading period,” she said.

“The 5.4% ise in food sales was fuelled by shoppers flocking to supermarkets and
online grocers to ensure they were stocked up during the pandenic.
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&), 59 Goodbye to Costly Returns: How Returniess Refunds Can Boost Your Amazon Profits
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Amazon (7 is handling a rapidly growing number of returns that are causing a
‘massive problem for the e-commerce giant and the planet.

A National Retail Federation survey found a record $761 billion of
merchandise was returned to retailers in 2021. That amount surpasses what
the U.S. spent on national defense in 2021, which was $741 billion.

‘Amazon woulds't share its overall eturns mumbers, but in 2021, the National
Retail Federation estimates 16.6% of all merchandise sold during the holiday
season was returned, up more than 56% from the year before. For online:
purchases, the average rate of retum was even higher, at nearly 21%, up from
18%in 2020, With $469 billion of net sales revenue last year, Amazon's
returns numbers are likely staggering.

U.S. returns generate 16 million metric tons of carbon emissions during their
complicated reverse journey and up to 5.8 billion pounds of landfill waste cach
year, according to returns solution provider Optoro.

“We're talking about billions, billions, and billions of [dollars of] waste that'sa
byproduct of consumerism run amok,” said Mark Cohen, director of retail
studies at Columbia Business School and former CEO of Sears Canada.

“The reverse logistics are always going to be nasty because the merchandise, in
‘most cases, cannot be resald as it was originally,” Cohen said. “The most
expedient pathway s into a dumpster, into alandfil.”

Amazon has told CNBC it sends no items tolandls but elies on “encrgy
recovery” as alast resort.
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Introduction
“This is the last element of the portfolio
for the independent project that is

based on analsing the delivery
Systems and retum _policies _for

Amazon. It wil include the description | |
of the chosen methods and strategies
that are to be adopied by the
researcher. The key findings related o
the selected topic will be presented in
the scope of this poster as well

Chosen methods and strategies

An interprefivism research philosophy has been
mixed with the inductive method to collect suitable.
qualitative information in relation to the chosen
topic (Smith, 2024). It has been assisted with a
mono-method choice that was based on an
exploratory desion technique. The mentioned
procedures helped conduct the research in a
methodical manner within the mentioned deadiine
using a cross-sectional time horizon (Nayar and
Stanley, 2024). A thematic analysis has been
implemented to collect and analyse the
information and data after maintaining all the
ethical regulations (Williams, 2021).

References

Conclusion

~e= | A poster has been designed to present
the choices of methods and findings in
relation to the selected topic. There has
been included an overview of the
justification for the chosen techniques
of data collection and analysis. It also
provided an insight into the findings
that were constructed as per the
context of the project.

(Denny snd Weckesser, 2022)

Key findings

Objective 1
It has been discovered from the evidence of theme 1 that the higher logistics and distibution costs
ofthe retumed fems are the main challenges for Amazon (Tarasov, 2025). This caused significant
damage o the brand awareness as well as strained the relationship with small businesses_ Moving
further into the depth has helped identiy that the management faced higher return rates and notable
revenue losses that iscouraged the SMES from partnering vith Amazon.

Objective 2

The next point highights the impacts of Amazon's return policy on customer behaviour as well as
the annual sales performance of smal companies. It has been evident that a tial-based tendency
was developed extensively along with optimised customer services (Vollro et al., 2023).

Objective 3

An overview of the process that can be used by small businesses to deal vih the retum-related
issues has been given. I tated that a straegy of retur-ess refunds should b introduced 10 reduce
he logistcs charges and sress on restocking and processing fees (George, 2024).

Smith, J.A., (2024). Qualiative psychology: A practical guide to research methods.
Nayar, S and Stanley, M. eds., (2024). Quaitative resarch methodologies for occupational science and occupational therapy. Miton Park, Abingdon,

Oxon: Routledge.
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