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REVERSE LOGISTICS

Reverse logistics is a specialized segment of logistics focusing on the
movement and management of products and resources after the sale
and after delivery to the customer (CSCMP)

= Why are products returned?

= How to optimize reverse logistics?

= Should reverse logistics be outsourced to 3" party?



REVERSE LOGISTICS
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ACTORS IN THE RECOVERY PROCESSES

= Retail companies

= Original equipment manufacturers (OEMs)

= Government or authorities

= Private waste management and product return companies

= Traders of recovered products or recycled materials

= Re-processors, transforming returned products into (re-)usable forms

= Customers



GARTNER’S FRAMEWORK FOR REVERSE LOGISTICS & RETURNS MANAGEMENT

Operational Activities

» Returns Customer
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* Returns Transport
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OPERATIONAL ACTIVITIES

Returns Customer Service Returns Transport Returns Processing
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STRATEGIC ACTIVITIES

= Internal strategy: all strategic activities related to the internal
organization, alignment and management of reverse logistic and
returns

= Customer strategy: all customer-related strategic activities within
reverse logistics and returns management

= Supplier strategy: all supplier related strategic activities within

reverse logistics and returns management



ADJACENT ACTIVITIES

Corporate Goal Alignment Opportunity Activities Cross-Functional Activities
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INDUSTRY REPORTS — NARVAR (2019)

60% of consumers globally said
their last return was “easy™ or “very easy™
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INDUSTRY REPORTS — NARVAR (2019)

My #1 reason for returning:

The size, fit, or color was wrong

The item was damaged,
broken, or no longer functional

The product wasn't as depicted in
its description or preduct phote

| didn't like it

| changed my mind

The package didn't arrive in time
for my needs or the package was late

. Returns to Amazon
| intended to return when | purchased (e.g. | bought

multiple items knowing | would return some of tham)

. Returns to other retailers
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INDUSTRY REPORTS — NARVAR (2019)

| won't shop with the retailer again based on my last returns experience.
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INDUSTRY REPORTS — NARVAR (2019)

Why | didn’t make a purchase:

—

| had to pay for Restocking | couldn’t find the return
return shipping fees or exchange policy
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INDUSTRY REPORTS — NARVAR (2019)

Reasons for satisfaction and dissatisfaction:

My refund
took too long

The process was fast
and/or easy

| was informed when my refund

| had to repackage the item - L4 vias processed

| was able to drop off my
return at a convenient location

| had to keep checking to sea
if my refund had gone through

| wasn't able to
track the package

| received updates on
the status of my return

| had to wait in line & [s}34

. Dissatisfaction
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INDUSTRY REPORTS — NARVAR (2019)

A drop box like a post office box

Drop-off at a convenient store location
(e.g. pharmacy, grocery store, convenience store, mall)

Convenient drop-off lockers

A person to accept my return

Car trunk or at-home pick-up

Self-zservice kiosk
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INDUSTRY REPORTS — UPS (2019)

FAULTY OR DAMAGED

42%

NOT AS DESCRIBED
Higher in Asia Pacific (32%)

21% 20%

POOR QUALITY"

ORDERED MORE THAN
ONE OF AN ITEM

ISSUES WITH DELIVERY
18%

00000

: - EASY-TO- EASY-TO-
Lowerin Europe { 13% FREE RETURN A HASSLE AUTOMATIC
P ) SHIPPING FREE RETURN REFUND TO PRINT RETURN FOLLOW
POLICY CREDIT/DEBIT LABEL RETURNS
CARD PROCEDURE

W/} NO LONGER WANTED ITEM
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INDUSTRY REPORTS — UPS (2019)

73%

AGREE

the overall returns experience
impacts their likelihood to
purchase from that retailer again

68%

AGREE

the returns experience impacts their
overall perception of the retailer
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CLOSED-LOOP SUPPLY CHAINS

Closed-loop supply chain management is “the design,
control, and operation of a system to maximize value
creation over the entire lifecycle of a product with dynamic
recovery of value from different types and volumes of

returns over time.”
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CLOSED LOOP SUPPLY CHAIN IN CONSUMER GOODS
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