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Research on the Relationship between Return and Exchange
Goods Strategies and Customer Loyalty in E-commerce

Enterprises

Take Company B as an example

[Abstract]With the rapid development of science and technology, the use of the
Internet has become more and more common, so online shopping has become an
indispensable part of people's daily life.Therefore, more and more people like and
are used to shopping online. Along with the increase of purchase rate, it also means
that the number of returns and exchanges will increase. How to reduce the number of
returns and exchanges in online shopping has become a major concern of enterprises.
Whether the countermeasures used in this process will affect customer loyalty is also
an urgent need for enterprises to know.At the same time, the increase of enterprise
sales also increases the possibility of returns and exchanges, which also means that
it increases the cost of enterprises.The increase of returns and exchanges may also
lead to the loss of customers, so the formulation of return and exchange strategy is
particularly important. How to measure and retain customers, and even improve
customer loyalty when formulating return and exchange strategies is particularly
critical to the development of enterprises. It also brings enormous challenges to
e-commerce enterprises.

This paper takes Company B as an example, and based on the previous
literature , combined with the current development situation of e-commerce
enterprises,  explores the relationship between return goods and exchange goods
strategies with customer loyalty of e-commerce enterprises.Taking the return goods

and exchange goods strategies of e-commerce and customer satisfaction and loyalty



FL T Al IR B S 5 5 7 B R AT T —— L B A R

PLEAECONA SO B T8I, AT REREN—F AR
BT R EVII:
https://d. book118. com/106022020123011011



https://d.book118.com/106022020123011011

