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Return strategy of omni-channel retailers considering consumers’ exchange behavior
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gent Decision-making of Ministry of Education, Hefei 230009, China; 3. Ministry of Education Engineering Research Center for Intelli-

gent Decision-making and Information System Technologies, Hefei 230009, China)

Abstract; Considering the exchange behavior of online consumers when they return product offline,
pricing models of online and offline channels are established for omni-channel retailers when they im-
plement same-channel return strategy and omni-channel return strategy. Based on this, the retailers’
choice of return strategy as well as its influence on optimal pricing is studied. The results show that
the implementation of omni-channel return strategy can effectively improve the optimal pricing of on-
line and offline markets when the consumers’ online return cost is high, but the strategy may have a
demand reduction effect on both online and offline markets. The retailers” choice of return strategy is
influenced by a variety of factors: when the consumers’ online return cost and product matching rate
are high, omni-channel return strategy plays an important role in attracting traffic, which is the opti-
mal choice of retailers; for retailers, the higher operational efficiency of online and offline channels
benefits a lot, making the omni-channel return strategy become the dominant strategy.

Key words: omni-channel retailer; cross-channel return; consumers’ exchange behavior; valuation un-

certainty; return cost
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