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Abstract

The continuous expansion of the global e-commerce sector has intensified market
competition, compelling organizations to pursue strategies that enhance their competitive
advantage. Reverse logistics management, particularly the product return process, is regarded
as a crucial strategy directly influencing contemporary customer satisfaction. This research
aimed to examine consumer satisfaction levels regarding product return factors associated
with online purchasing and to investigate the relationship between return factors influencing
satisfaction within the product return process in the e-commerce business. This study
employed a quantitative research design. Data was collected via online questionnaires from a
sample of 419 consumers with experience in returning online products, selected using

convenience sampling. The data were analyzed using multiple regression analysis.

The findings revealed that reverse logistics factors were significantly associated with,
and collectively predicted, 72.10 percent of the variance in consumer satisfaction. The factors
influencing customer satisfaction with product returns include return locations, followed by
communication channels for returns, and return policies, respectively. However, the return
processing time was found to have no statistically significant relationship in predicting the

level of customer satisfaction.
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