EISSN: 2716-8891/ISSN 6202-7623 Bualas doala) cilagf ddas
326 -307 La (2026) 02 21l « 09 sl

A Y Bylaal) Cileadipe datlasy Ladgudl] )

T A9aiS (ugl) dnada A (1
Marketing methods and handling e-commerce returns
through the Zappos Foundation as a model

* eliigalss Bl

Dr.Hayat Boulaouinat
boulaouinat.hayat@univ-ghardaia.edu.dz «(s)us daals)doaiilly sbai@¥) pda ¢ jihall cdilaje dasls

2026-11-04 : ,ail) &b 2026-10-31 : J ) g6 2026-06-30 :adkiud) )l

:padla

g bl Slbbens eDleal) dlllae 55 (o A8)lial) dallan (8 igedl gl i duaal Sl N Adadl 3850 038 cdan
Apall las Ky Lind 8 Siall g oY) Clleal dalias Hlalies RS (e daig ST jaliall dgalsi Log cduilaay dasye
o alae Vb Slaaipall dallas o adlgll 5 g lasY) i ane Gaidy Cilanal) 52b) (& dall agibigll G g 7SIY)
el saiehyg el e ST M B 4l caaling (aiats eDlaall Lad et ol ) L)

callall 8 Ag IV Bylaall clilean) Jon L) jabeadl) iy Calide Julaty Chumg e L) 8 Ladicl g
Gilabid 7350 Slanipall dallea 8 (@il e Vs L3V s & Leaiadia) Zapposyssl) dauie cslad 135,
M) At aad T o AR Jpeal) dend 3 Lgaduaddl L lldg cdasyally Ll g LayY)

A8 Slailiul A5 Jeds dag¥) 23wt Ligad Lagd by (onslaiall (uda g Gl O ) dabal) caalig
2l 5ySe Jsla () ALY ¢ eSlaalls Jealsill Ao o cuabus g o) cullid 3 Ly cdaaly g la) cilub Jie
gl Al opadg JliaY e
Zappos sy dususe i guil) Al i) ¢dg SV 5)lanll Culendye 1dualidal) cilalst)
M30 ¢ M31 : JEL il

Abstract:

This research paper aims to highlight the importance of adopting a marketing-oriented
approach to address the paradox between growing customer demand for fast, free returns and the costs and
risks online retailers face due to frequent returns. While online retailers often prioritize increasing sales and
reducing return rates, the reality is that managing returns through methods that enhance the customer
experience and satisfaction yields a greater financial impact than merely pursuing sales growth.

The study relies on the description and analysis of Secondary data regarding global e-
commerce statistics, as well as the return-handling practices of Zappos—an online footwear and apparel
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retailer—as a model of generous and convenient return policies rooted in a customer service philosophy of
"delivering an exceptional experience."

The study concludes that reconciling these perspectives requires a multifaceted marketing
approach. This entails adopting effective strategies—such as clear return policies, investment in seamless
return processes, and continuous customer communication—alongside innovative solutions to mitigate fraud
and accelerate supply chain operations.
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JEL Classification Codes : M31 ¢ M30
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