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Why are transactional emails 
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the journey?
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Source: Analysis on internal data

Why transactional emails 
are not to be overlooked

It’s up to you to decide! 

The importance of transactional emails is no news to anyone, as they are an 

indispensable part of communication, prompted by clients themselves. 

For this same reason, they are the most opened and clicked emails!

A dead-end street or a conversation starter?

20,3%

0,8%

3,9%

24,9%

3,7%

14,8%
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Unique Open Rate Unique Click-Through Rate Click-Through Open Rate

DEM Transactional emails

+4,6 p.p +2,9 p.p +10,9 p.p

But why stop there? 

By stepping out from the standard, transactionals
do not only fulfill a functional role but also 
present an opportunity to enhance customer 
engagement and build trust through timely and 
relevant communication.

We have identified best practices from brands 
that leave nothing to chance and seize every 
opportunity to: 
• Accompany the customer throughout all the 

moments of the journey 
• Provide all the relevant information
• Infuse with their signature touch to add 

sparkle to the tone of voice
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Behind the insights…

Return Request 

Communications 

by Brand

Return Shipping 

Confirmation

RETURN JOURNEY

25
Brands 

monitored 

59
Emails from 

Brands

We conducted an online mystery shopping experience in Milan, 

adopting the perspective of a real customer, which included the 

online return process.

The test was carried out as a registered user, purchasing products 

from 25 industry leading brands, always opting for default delivery 

method and selecting the gift option when available.

For each brand, the return process was completed online, selecting 

courier pick-up as a preferred method. When courier pick-up not 

possible, courier drop-off was used instead.

We tracked all transactional communications sent by the brands, 

analyzing: 

• Journey architecture and sending time

• Content features 

• Tone of voice

Beyond communications sent by Brands, we also monitored the 

number and type of communication received from Couriers

27
Emails from 

Couriers

Source: Contactlab analysis

Return Received 

Confirmation

Refund 

Confirmation             

by Brand

(incl. Return request 

and Product Pick-up) 

04



Our Panel

Hard Luxury

Soft Luxury

Fashion Dept. Store
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Agenda

Journey architecture and sending time

Content & features 

Tone of voice

1

2

3
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from Courier

Source: Contactlab analysis

Journey Architecture
(Panel 25 Brands, May – beginning of June 2024)

Return Experience 
Feedback Request

Return 
Request

Courier Pick-up 
Booking

Online Return Process Initiation

Online Return Journey Communications

Post Purchase Feedback Request

Online Shopping  
Experience 

Feedback Request

Refund 
Communications 

from Brand

Return Request 
Communications 

from Brand

from Brand

Return Shipping 
Confirmation

Return Received 
Confirmation

Observing the complete Return process of 25 brands from the very first step of Return request to the final communication of Refund confirmation or Customer feedback, 

we have categorized the steps and types of communications into 3 areas depicted below.

Collected and 

analyzed all 

feedback requests 

inquiring about 

return process 

experience, 

received as a client

Collected and 

analyzed all 

feedback requests 

inquiring about 

general shopping 

experience, 

received as a client

For return 

requests, we 

intend the ways

each brand offered 

to initiate the 

return process 

Collected and 

analyzed all return 

shipping 

confirmations 

from brand or 

courier, received 

as a client

Collected and 

analyzed all return 

received  

confirmations 

from brand or 

courier, received 

as a client

Collected and 

analyzed all refund 

communications  

sent by brands, 

received as a client

Collected and 

analyzed all return 

request 

confirmations sent 

by brands, 

received as a client

Analyzed the 

possible options a 

client could use to 

book a courier 

pick-up, when pick-

up option offered 
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48%

20%

12%

12%

8%

Courier Pick-up Booking
(% of Brands)

Arranged by Client with Courier

Arranged by Brand CC via Phone

Arranged by Brand CC via Email

Online Booking on Brand Website

No Courier Pick-up Booking

Return Request & 
Courier Pick-Up Booking

68%

20%

12%

Return Request
(% of Brands)

Online

Via CC

Not needed

As a starting point, we have analyzed how 25 brands manage the initiation of their Return Journey with the options offered for return requests and courier pick-up booking.

Source: Contactlab analysis

PANEL EVIDENCES

For return requests, the majority of brands (68%) allow customers to initiate the 

process online, reflecting a preference for digital and self-service solutions. 

However, nearly a quarter of brands (20%) still rely on their customer care to 

handle return requests, indicating that some companies prioritize direct 

customer support. Only 12% does not require a return request step. 

Regarding courier pick-up booking, nearly half of the brands (48%) require 

customers to arrange the pick-up directly with the courier. One third of brands 

provide assistance via CC in arranging pick-up booking, 20% via Phone, while 

12% via Email. Only 12% provide an online booking option directly on brand 

website, while 8% offer no pick-up booking service at all.
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Return Request & 
Courier Pick-Up Booking

Online Return Request, with 
Courier Pick-up Booking included

TIP

Integrate online return requests with
courier pick-up to:
• Streamline the return process
• Provide guidance throughout the

entire return process
• Reduce operational costs,

enhance customer convenience
and satisfaction, and minimize
miscommunication

Brands with Online Return 
Request, with Courier Pick-Up 

Booking Included

Source: Contactlab analysis on https://it.burberry.com/ 

Example Burberry with online return procedure and booking included in the procedure

+ BEST PRACTICE
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Return Request & 
Courier Pick-Up Booking
Example Fendi with online return procedure and Courier Pick-up Booking arranged by client 

Source: https://www.fendi.com/it, Email from DHL, 9/5/2024 / Contaclab analysis 

Online Return 
Request

Courier Pick-Up Booking 
arranged by Client with Courier

WATCH OUT

When online return requests and 
pick-up bookings are handled 
separately by the client through the 
courier's website, it introduces 
additional steps into the process. 
This can increase the overall 
complexity, causing confusion for 
the client and potentially leading to a 
less seamless and more frustrating 
return experience.
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Return Request & 
Courier Pick-Up Booking

Source: Email to Breitling,10/5/2024 / Email from Breitling, 10/5/2024 / Contaclab analysis 

Example Breitling with return request and pick-up arranged via CC Email

Return Request via 
Customer Care 

Email

Courier Pick-Up Booking arranged
by Brand Customer Care

WATCH OUT

Handling return requests via Customer 
Care (CC) and arranging courier pick-up 
bookings through CC can be 
cumbersome and time-consuming for 
clients. 
The process lacks automation, relying 
on email exchanges that delay 
resolution and leave customers waiting 
for updates. 
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Return Request & 
Courier Pick-Up Booking
Example Cartier with return request arranged via CC Phone and Courier Pick-up Booking arranged by 
client 

Source: Cartier purchase, 17/5/2024 / Email from DHL, 20/5/2024  / Contaclab analysis

Courier Pick-Up Booking 
arranged by Client with Courier

Return Request via 
Customer Care 

Phone

«Within 14 days, we invite you to 
contact Cartier CC at the free number 

[..] to ensure that the return or 
exchange meets the sales conditions 

in order to arrange the pick-up.»

WATCH OUT

Brands handling return requests 
through customer care phone face 
challenges such as restricted service 
hours, elevated operational expenses, 
and the risk of miscommunication when 
providing return instructions verbally. 
Long wait times during peak periods can 
further frustrate customers, while the 
lack of automation slows down the 
return process compared to self-service 
online options.

Additionally, letting customers arrange
courier pick-up bookings by themselves
represents an extra effort for them, 
which can lead to negative customer 
experiences and dissatisfaction.
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Return Request & 
Courier Pick-Up Booking
Example Canada Goose with return request procedure not needed and Courier Pick-up Booking arranged
by client 

Source: Canada Goose purchase, 23/5/2024 / Email from DHL, 27/5/2024  / Contaclab analysis

«[…] if it doesn’t match your 
needs, you can conveniently 

return your order. Please 
follow the return instructions 

below (via QR code)»

«Book a 
pickup»

No Return Request 
procedure needed Courier Pick-Up Booking 

arranged by Client with Courier

WATCH OUT

No return request procedure needed may 
seem like a way to streamline the 
process, but it can leave customers
feeling unsupported and overwhelmed. 
Moreover, pick-up bookings arranged by 
clients may be perceived as an added 
burden. Those unfamiliar with booking 
logistics or who expect a fully managed 
return service might feel frustrated by the 
responsibility. 
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16%

52%

32%

Complete

Partial

Incomplete

Source: Contactlab analysis

Return Communication: Panel coverage
(Panel 25 Brands, May – beginning of June 2024)

TIP

Regular updates help reduce uncertainty, encourage 

customers trust in the brand and confidence that 

their return is being handled effectively.

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

from Brand

Observing the online return process of the 25 brands, we have identified 4 separate 

return journey steps and further analyzed how they are being leveraged in the 

transactional e-mail communication with clients, with the classification into three 

different categories:

• Complete journey steps: the client receives communication covering the all 4 steps 

of the journey from the brand alone or brand + courier: return request, return 

shipping, return received and refund confirmation

• Partial journey steps: the client receives a combination of communications 

regarding selected 3 out of 4 steps of the journey form the brand or brand + courier

• Incomplete journey steps: the client receives communication regarding 1 or 2 out of 

4 steps in the return journey form the brand, brand + courier or from courier only

Return Shipping 
Confirmation

from Courier

Conducting the analysis of end-to-end return journey, it emerged that more 

than half of brands (52%) are sending communication for 3 out of 4 selected 

journey steps while only 16% of are covering all, keeping the client updated 

throughout the whole return process. 

Surprisingly, one third of brands (32%) are sending only 1 or 2 

communications, leaving the client uncertain about the progress of the return 

procedure for most steps. 12% of brands with incomplete journey steps 

communication, opted for automatic updates sent only by courier, thus, not 

leveraging return journey emails for branding by sending communication 

directly to the end customer.

Return Received 
Confirmation
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Case Louis Vuitton Complete journey received from Brand + Courier

Return Journey

BEST PRACTICE

✓ Return Request Confirmation 

from Brand

✓ Return Pick-up Confirmation 

from Courier

✓ Return Received Confirmation 

from Brand

✓ Refund Communication             

from Brand

✓ Complete Return Journey

Source: Emails from Louis Vuitton, 14/5/2024, 17/5/2024, 17/5/2024 / Email from  UPS, 15/5/2024 

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

xxxxxx

xxxxxx

xxxxxx

xxxxxx

xxxxxx

xxxxxx
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Case Adidas Complete journey received from Brand + Courier

Return Journey

BEST PRACTICE

✓ Return Request Confirmation 

from Brand

✓ Return Pick-up Confirmation 

from Brand

✓ Return Received Confirmation 

from Brand

✓ Refund Communication             

from Brand

✓ Complete Return Journey

Source: Emails from Adidas, 14/5/2024, 15/5/2024, 21/5/2024

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

TIP

If you prefer sending less emails, 

including two different 

communications into a single email 

could be an efficient option, however,  

remember to always provide clear 

information.

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

xxxxxx
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Case Breitling Partial journey steps received from Brand

Return Journey

TO IMPROVE

✓ Return Request Confirmation 

from Brand

✓ Return Pick-up Confirmation 

from Brand

ⅹ Return Received Confirmation

✓ Refund Communication           

from Brand

✓ Partial Return Journey

Source: Emails from Breitling, 10/5/2024, 10/5/2024, 17/5/2024

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

xxxxxx
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Case Bulgari Partial journey received from Brand + Courier

Return Journey

Source: Emails from Bulgari, 13/5/2024, 21/5/2024 / Email from UPS, 16/5/2024

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

TO IMPROVE

✓ Return Request Confirmation 

from Brand

✓ Return Pick-up Confirmation 

from Courier

ⅹ Return Received Confirmation

✓ Refund Communication       

from Brand

✓ Partial Return Journey

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

xxxxxxxx

xxxxxx

xxxxxx
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Return Journey 

Source: Emails from UPS, 15/5/2024, 23/5/2024

Case Tiffany Incomplete journey received from Courier only

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

TO IMPROVE

ⅹ Return Request Confirmation 

✓ Return Pick-up Confirmation 

from Courier

✓ Return Received Confirmation 

from Courier

ⅹ Refund Communication

ⅹ Incomplete Return Journey

TIPS

Do not forget about Return Request and

Refund Confirmations, as they mark the 

beginning and the end of the return journey!

Send at least one communication directly

from the brand to show that you care and 

build connection by acknowledging the client.

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand

xxxxxxxx

xxxxxxxx
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Return Journey 

Source: Email from Dolce&Gabbana, 21/5/2024

Case Dolce&Gabbana Incomplete journey received from Brand

TO IMPROVE

ⅹ Return Request Confirmation 

ⅹ Return Pick-up Confirmation

ⅹ Return Received Confirmation

✓ Refund Communication           

from Brand

ⅹ Incomplete Return Journey

from Brand

Return Shipping 
Confirmation

from Courier

Return Received 
Confirmation

TIP

Do not neglect communication with your 

clients at each stage of the return process 

to keep them updated while avoiding any 

negative sentiment created by uncertainty.

Refund 
Confirmation 

by Brand

Return Request 
Communications 

by Brand
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Source: Contactlab analysis

Immediate

1

16

2

Next day

After 4 
days

Refund Confirmation 
(after product pick-up)

2-3 days

1

11

8

4-7 days

Nearly one 
month later

Return 
Confirmation

Post-purchase Feedback
(after Refund Confirmation)

2 days before

Same day

1

After 4 days
2

N. Of brands

KEY

Return Journery Timing
21
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Return Request Confirmation Timing
Panel Timing from Return request to Return request confirmation received

Source: Contactlab analysis

With the exception of

few, brands tend to send 

a confirmation email 

immediately after the 

return request (84%), 

while 11% opted for the 

next day and 5% after 4 

days. While receiving a 

return request 

confirmation on the next 

day is not a bad practice, 

immediate 

communication boosts 

customer satisfaction, 

builds trust and 

encourages customer 

loyalty towards the 

brand in the long term.

84%

11%

5%

Immediate Next day After 4 days

TIP

Return Request Return Request 
Confirmation

PANEL EVIDENCES

19 brands sending Return Request Confirmation after 

return request: 

• Immediately: 16 brands 

(after return request online / CC)

• Next day: 2 brands 

(after return request with CC via email / phone)

• After 4 days: 1 brand 

(after return request with CC via phone)

Immediate communication after clients’ enquiry 

is always favored as it doesn’t leave space for 

uncertainty, thus leaving the client at ease, 

knowing that their request is being taken care of.
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Refund Confirmation Timing
Panel Timing from Product pick-up/ drop-off to Refund confirmation received

Source: Contactlab analysis

Out of all brands sending 

refund confirmation, 48% 

are sending within 2-3 

days, 35% within 4-7 

days and  13% within     

8-14 days, while 4% sent 

refund confirmation 

nearly 1 month from 

product pick-up / drop-

off. While majority of 

brands are sending 

timely refund updates, 

ca. 20% are still 

gambling customers’ 

trust and loyalty by 

failing to communicate 

efficiently throughout the 

process.

Refund 
Confirmation

48%

35%

13%

4%

After 2-3 days After 4-7 days After 8-14 Nearly 1 month later

Product Pick-up/ 
Drop-off

PANEL EVIDENCES

23 brands sending Refund confirmation after product 

pick-up / drop-off: 

• After 2-3 days: 11 brands

• After 4-7 days: 8 brands

• After 8-14  days: 3 brands

• Nearly 1 month later: 1 brand

TIP

Send a refund confirmation within max. of 7 days.     

If the processing time exceeds this period, consider 

sending an additional courtesy email to inform the 

customer regarding possible delays in refund timing.
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Refund Confirmation Timing

Sources: Email from Hermès 20/5/2024 /, 19/6/2024 / Contactlab analysis

Confirm of  
return 

request

Return RefundRefund 
Confirmation

Example Hermès sending refund confirmation nearly 1 month after product pick-up

Date: 
20/5/2024

24

Date: 
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Post-purchase Feedback request
Post-purchase 

Feedback request

Online Shopping 
Feedback

Return experience 
Feedback

4 Brands (16% of panel) sent post-purchase 

Feedback request email

• 2 Brands with specific Return Feedback follow-up 

on the same day of Refund Confirmation

• 2 Brands with generic Feedback form regarding 

Online Shopping / Website Experience, in a span of 

2-4 days around the Refund Confirmation

PANEL EVIDENCES

-3 -2 -1 0 1 2 3 4 5
Refund 

Confirmation

days

Feedback Timing

Specific post-purchase 

Feedback request regarding 

Online Return Experience

Generic post-purchase 

Feedback request regarding 

Online Shopping / Website 

Experience
TIP

When asking for additional effort from the 

customers in form of a post-purchase 

feedback, make sure to send the request as 

close as possible to the respective 

transactional communication to maintain

relevance and accuracy while the experience 

is still fresh.

Legenda: = 1 brand
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H&M request part of Refund email Examples: Adidas separate email after Refund confirmation

Source: Email from H&M, 28/5/2024

VS

received same day as 
Refund confirmation

Source: Emails from Adidas, 21/5/2024 

Return Experience Feedback

Refund 
Confirmation

Feedback 
request

Feedback 
request

Refund 
Confirmation

+

To ensure the 

effectiveness of the 

Return Feedback request, 

try to send it right after 

the last communication. 

To further secure the 

answer, Feedback request 

could be even combined 

with the Refund 

Confirmation email.

TIP

xxxxxx
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Burberry Feedback request after Refund emailExamples: Dior Feedback request before Refund email

Source: Email from Burberry, 4/6/2024

VS

4 days after Refund 
confirmation

Source: Email from Dior, 4/6/2024

Online Shopping Feedback

Refund 
Confirmation

Feedback 
request

2 days before Refund 
confirmationFeedback 

request
Refund 

Confirmation

To ensure the effectiveness 

of the Online Shopping 

Feedback request, try to 

send it within the 

timeframe of a purchase 

journey. Sending it days 

after might miss the mark 

as no further 

communication is expected 

by the client.

TIP
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Tips to improve your Return 
Journey architecture (1/2)

Source: Contactlab analysis

Integrate online return requests with courier 
pick-up to Provide guidance throughout the 
entire return process

Regular updates help reduce 
uncertainty, encourage customers 
trust in the brand and confidence 
that their return is being handled 
effectively

Send at least one communication 
directly from the brand to show that 
you care and build connection by 
acknowledging the client

If you prefer sending less emails, 
including two different communications 
into a single email could be an efficient 
option, however,  remember to always 
provide clear information

Do not forget about Return Request and
Refund Confirmations, as they mark the 
beginning and the end of the return
journey!

Do not neglect communication with your 
clients at each stage of the return 
process to keep them updated while
avoiding any negative sentiment created 
by uncertainty

Immediate communication after 
clients’ enquiry is always favored as it 
doesn’t leave space for uncertainty, 
thus leaving the client at ease, knowing 
that their request is being taken care of

Send a refund confirmation within 
max. of 7 days. If the processing 
time exceeds this period, consider 
sending an additional courtesy email 
to inform the customer regarding 
possible delays in refund timing

When asking for additional effort from 
the customers in form of a post-
purchase feedback, make sure to send 
the request as close as possible to the 
respective transactional communication
to maintain relevance and accuracy 
while the experience is still fresh
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Tips to improve your Return 
Journey architecture (2/2)

Source: Contactlab analysis

To ensure the effectiveness of the 
Return Feedback request, try to send it 
right after the last communication. To 
further secure the answer, Feedback 
request could be even combined with 
the Refund Confirmation email

To ensure the effectiveness of the Online 
Shopping Feedback request, try to send it 
within the timeframe of a purchase journey. 
Sending it days after might miss the mark 
as no further communication is expected 
by the client
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Journey architecture and sending time

Content & features 

Tone of voice

Sum Up

1

2

3

Agenda

4
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What are the Return contents «must-have»?

List of Key Features Panel coverage

Source: Contactlab analysis

Clear Sender Alias 92%

Clear Subject line 100% 

Personalized greeting, with user’s name 92%

Detailed product recap (including product name, code, picture, price, size, color, quantity) 75%

Return Number 50%

Refund Payment Method reminder 92%

Expected Refund Timing 58%

Refund Amount 75%

Return Costs reminder *21%

Return Instructions *67%

Return Tracking Link *21%

Courier Name *54%

Pick-up Address *13%

Pick-up Date reminder (for brands with pick-up booking online / via CC) *17%

Return Label attached / downloadable *38%

Alternative Product Suggestions (Generic New Arrivals, Specific Products) 29%

Customer Service contacts highlighted for return support 71%

Captivating visual impact (Brand picture or graphic elements, brand logo, brand style and color 
guide, balance text image) 63%

Key Contents & Features of Return Emails (% on 24 brands overall sending at least one email)

Overall Best Practices 
For Email contents

Return Refund

*% only Return 
communications

A

B

C

D

E

F

G

H

I

J

K

L

M

N

O

P

Q

R
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Sender Alias and Subject Line

Source: Emails from Dior, Bottega Veneta, Hermès, Moncler, Louis Vuitton, Valentino, Ferragamo / Contactlab analysis

A B

No Alias 

Make your email easily recognizable by using clear sender alias and subject line 

Clear Sender
Alias

Return SubjectFrom Refund Subject

32

Clear Subject line 
referring to return

Clear Subject line 
referring to refund



Personalize your message from the start, including user’s name

Greetings

Sources: Email from Tod’s, 9/5/2024 / Email from Prada, 23/5/2024 / Contactlab analysis

«Hello [Name, 
Surname]»

C

Return

«Dear [Name, 
Surname]»

Refund

33



Personalize your message from the start, including user’s name

Greetings

Sources: Email from Zara, 13/5/2024 / Email from H&M, 28/5/2024 / Contactlab analysis

C

Return Refund

No Greetings 

/ User name

No Greetings 

/ User name
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Product recap
Remind the user of the products they requested to return with a detailed recap 
including picture, price, size, color 

Sources: Email from Prada, 20/5/2024 / Email from Moncler, 24/5/2024  / Contactlab analysis

Detailed product 
recap including

• Product picture
• Name
• Size
• Color
• Quantity
• Price

Detailed product 
recap including

• Product picture
• Name
• Color
• Quantity
• Price

Return

D

Refund
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Product Picture

Sources: Email from Hermès, 20/5/2024 / Contactlab analysis

Pay attention to product visibility against background color

D

Silver/white product on

grey background, 

difficult to see

Return
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Return number

Sources: Email from Bottega Veneta, 21/5/2024 / Email from Fendi, 13/5/2024 / Contactlab analysis

Include a Return number as a reference to help the customer easily manage their return

E

«Your return 
number is [..]»

«We confirm that we have 
accepted your return [RO-93..]

and processed the refund»

Return Refund
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Refund Payment method

Sources: Email from Fendi, 9/5/2024 / Email from Burberry, 31/5/2024 / Contactlab analysis

Remind the user of the refund payment method to clarify where they will receive their 
refund

F

«The refund will be visible on your 
account Mastercard [***] within 
about a week, depending on the 

time required for bank procedures»

« Refund method: [MC***] »

Return Refund
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Expected Refund timing

Sources: Email from Adidas, 14/5/2024 / Email from Valentino, 14/5/2024 / Contactlab analysis

Inform the customer when they can expect the refund for their return

G

«Depending on your bank's 
conditions, you will receive the 

refund within 14 business days»

«The credit will be visible 
in your account in about 

7 business days. The 
timing depends on the 
banking procedures»

Return Refund
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Refund amount

Sources: Email from Burberry, 15/5/2024 / Email from Rinascente, 23/5/2024 / Contactlab analysis

Include the refund amount so the client is informed about the total they will be receiving

H

«Return details: 
Refund [..]»

«Items refunded: 
Total refund»

Return Refund
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«Method of return: UPS 
Collection [0.00€]»

Return costs

Sources: Email from Burberry, 15/5/2024 / Email from Zara, 13/5/2024 / Contactlab analysis

Include a clear reminder of any return costs or additional charges they may incur

I

«The cost of the return 
is [4.95 EUR], which will 

be deducted from the 
total refund»

Return
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Return Tracking Link

Sources: Email from Burberry, 15/5/2024 / Email from Gucci, 9/5/2024 / Contactlab analysis

Include a return tracking link to keep the customer updated on the return status

J

«Return 
tracking» CTA

«Track your 
return» CTA

Return

42



Return Instructions

Sources: Email from Gucci, 9/5/2024 / Email from Fendi, 9/5/2024 / Contactlab analysis

Provide detailed instructions of the steps to follow to complete the return process

K

« 1. Prepare the items in the original box of the order
2. Fill out the courier label you received with your order
3. Call the DHL Express courier to arrange the pickup 

within 14 days.»

«1. Download and print the prepaid label 
2. Pack the item 

3. Schedule the pick-up»

Return
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Courier Name

Sources: Email from Breitling, 10/5/2024 / Email from Dior,  3/6/2024 / Contactlab analysis

Include the name of the courier to ensure a smooth pick-up

L

«We kindly ask you to 
prepare the package 
as instructed below 
and hand it over to 
the UPS courier»

«The pick-up has been 
scheduled at your address. 
A UPS courier will pick up 

the package containing your 
return at your home»

Return
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Pick-up Address

Sources: Email from Burberry, 15/5/2024 / Email from Zara, 13/5/2025 / Contactlab analysis

Include information regarding the pick-up address to avoid possible mistakes

M

«Pick-up details: 
Street, City, Zip Code»

«Pick-up address: 
Name & Surname

Street
Zip Code, City

Country
Phone number»

Return
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Pick-up Date reminder

Sources: Email from Dior, 3/6/2024 / Email from Prada, 20/5/2024 / Contactlab analysis

Do not forget to include the pick-up date in the email

N

«UPS will come to the 
following address on 
04/06/2024 between
11 AM to 2 PM: […]»

«The pick-up 
appointment is

scheduled on May
22nd, between 10 

AM to 12 PM»

Return
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Return Label attached / downloadable

Sources: Email from Gucci, 9/5/2024 / Email from Burberry, 15/5/2024 / Email from Tod’s, 9/5/2024

Provide customers with a return label attached to the email or easily downloadable

O

«1. Download the prepaid
label attached to this email 
and available on your MY 

Gucci account […]»

«The label to be applied to 
the package is attached to 

this email»

«PRINT SHIPPING LABEL» 
CTA

Return
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Alternative Product Suggestions

Sources: Email from Fendi, 9/5/2024 / Email from Adidas, 21/5/2024 / Contactlab analysis 

Consider recommending alternative products to possibly replace the returned ones

P

«New products

Discover»

«SUGGGESTED PRODUCTS»

Return Refund
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Customer Service contacts

Sources: Email from Dior, 3/6/2024 / Email from Burberry, 31/5/2024 / Contactlab analysis

Highlight Customer Service contacts in case of additional support needed

Q

«For any questions, do not hesitate to 
contact our Customer Service.

Our Customer Service is available also 
through WhatsApp.

You can write us on WhatsApp or call 
the number [CC Phone Number]»

«We are here for you
Our assistants reply to 

all your questions in 
your language

CTA: Contact us»

«Should you decide to 
keep the items, we 

invite you to contact 
our Customer Service 

[Phone/ Email]»

Return Refund
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Captivating visual impact 

Sources: Email from Armani, 15/5/2024 / Email from Canada Goose, 30/5/2024 / Contactlab analysis

Use visually captivating elements, such as pictures, graphic, style and color guide, while 
ensuring the balance between text and images

R

Very simple

visual, 

without

graphic 

elements

and pictures

✓ Visually 
captivating elements 
including pictures, 
style and color guide

✓ Balance between 
text and images
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R

Source: Email from Adidas, 14/5/2024 /, 21/5/2024 / Contactlab analysis

Clear Sender Alias ✓ ✓

Clear Subject line ✓ ✓

Personalized greeting, with user’s name ✓ ✓

Detailed product recap (including product name, 
code, picture, price, size, color, quantity) ✓ X

Return Number X X

Refund Payment Method reminder ✓ ✓

Expected Refund Timing ✓ ✓

Refund Amount ✓ X

Return Costs reminder ✓ X

Return Instructions ✓ X

Return Tracking Link X X

Courier Name ✓ X

Pick-up Address X X

Pick-up Date reminder (for brands with pick-up 
booking online / via CC) X X

Return Label attached / downloadable ✓ X

Alternative Product Suggestions (Generic New 
Arrivals, Specific Products) X ✓

Customer Service contacts highlighted for return 
support ✓ ✓

Captivating visual impact (Brand picture or 
graphic elements, brand logo, brand style and color 
guide, balance text image) 

✓ ✓

Refund 
Payment 
method 

reminder

Expected 
Refund 
TimingReturn Costs 

+ Refund 
Amount

Return 
Instructions 
with Courier 

name

Detailed product 
recap including

• Product picture
• Product name
• Price
• Color
• Size
• Quantity
• Product code

Customer 
Service 

highlighted 
for support

Best Practices for Contents & 
Features

Example Adidas
Return Refund

Other product 
suggestions: 
after refund

RefundReturn
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Source: Email from Burberry, 15/5/2024, 31/5/2024 / Contactlab analysis

Best Practices for Contents & 
Features

Example Burberry
Clear Sender Alias ✓ ✓

Clear Subject line ✓ ✓

Personalized greeting, with user’s name ✓ ✓

Detailed product recap (including product name, 
code, picture, price, size, color, quantity) ✓ ✓

Return Number X X

Refund Payment Method reminder X ✓

Expected Refund Timing X ✓

Refund Amount ✓ ✓

Return Costs reminder ✓ X

Return Instructions ✓ X

Return Tracking Link ✓ X

Courier Name ✓ X

Pick-up Address ✓ X

Pick-up Date reminder (for brands with pick-up 
booking online / via CC) ✓ X

Return Label attached / downloadable ✓ X

Alternative Product Suggestions (Generic New 
Arrivals, Specific Products) X X

Customer Service contacts highlighted for return 
support ✓ ✓

Captivating visual impact (Brand picture or 
graphic elements, brand logo, brand style and color 
guide, balance text image) 

X X

Return Refund

Detailed product 
recap including

• Product picture
• Product name
• Quantity
• Price
• Reason of 

return

Refund 
Payment 
method 

reminder

Expected 
Refund 
Timing

Refund 
Amount

Refund costs 
reminder + 

Courier name

Return 
Instructions

Return Tracking Link 
+ Return label 
downloadable

Pick-up date 
reminder + 

Pick-up 
Address

Customer 
Service 

highlighted 
for support

RefundReturn
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Source: Email from Dior, 3/6/2024, 6/6/2024 / Contactlab analysis

Best Practices for Contents & 
Features

Example Dior
Clear Sender Alias ✓ ✓

Clear Subject line ✓ ✓

Personalized greeting, with user’s name ✓ ✓

Detailed product recap (including product name, 
code, picture, price, size, color, quantity) ✓ ✓

Return Number X X

Refund Payment Method reminder ✓ ✓

Expected Refund Timing X ✓

Refund Amount ✓ ✓

Return Costs reminder X X

Return Instructions ✓ X

Return Tracking Link ✓ X

Courier Name ✓ X

Pick-up Address ✓ X

Pick-up Date reminder (for brands with pick-up 
booking online / via CC) ✓ X

Return Label attached / downloadable X X

Alternative Product Suggestions (Generic New 
Arrivals, Specific Products) X ✓

Customer Service contacts highlighted for return 
support ✓ ✓

Captivating visual impact (Brand picture or 
graphic elements, brand logo, brand style and color 
guide, balance text image) 

✓ ✓

Return Refund

RefundReturn

Detailed product 
recap including

• Product picture
• Product name
• Size
• Quantity
• Price

Refund 
Payment 
method 

reminder

Expected 
Refund Timing

Refund 
Amount

Other product 
suggestions: 

New 
collection 

push

Return 
Instructions

Courier name + 
Pick-up Address 
+ Pick-up date 

reminder

Return 
Tracking Link Customer 

Service 
highlighted 
for support
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Tips to improve your Return
Email contents

e.g. Bottega Veneta, Fendi

Include a return number as a reference to 
help the customer easily manage their 
return 

Remind the user the products they are they 
requested to return with a detailed recap, 
including picture, price and other useful 
info

e.g. Prada, Moncler

Inform the customer when they can 
expect the refund for their return

e.g. Adidas, Valentino

Include the refund amount so the client is 
informed about the total they will be 
receiving

e.g. Burberry, Rinascente

Include a clear reminder of any return 
costs or additional charges they may 
incur

e.g. Burberry, Zara

Remind the user of the refund payment 
method to clarify where they will 
receive their refund

e.g.  Fendi, Burberry

Include a return tracking link to keep the 
customer updated on the return status

e.g. Burberry, Gucci

Personalize your message from the start, 
including the user’s name inside
greetings

e.g. Prada, Tod’s

Provide detailed instructions of the 
steps to follow to complete the return 
process

e.g. Gucci, Fendi

Include the name of the courier to 
ensure a smooth pick-up

e.g. Breitling, Dior

Include information regarding the pick-up 
address to avoid possible mistakes

e.g. Burberry, Zara

Use clear sender alias and subject line, 
so that the email is easily recognizable

e.g. Valentino, Louis Vuitton, Moncler, Hermès, 
Bottega Veneta

Source: Contactlab analysis

Pay attention to product visibility 
against background color in product 
pictures

Do not forget to include the pick-up date in 
the email

e.g. Dior, Prada

Provide customers with a return label 
attached to the email or easily 
downloadable

e.g. Burberry, Gucci, Tod’s

Consider recommending alternative 
products to possibly replace the returned 
ones

e.g. Fendi, Adidas

Highlight Customer Service contacts in 
case of additional support needed

e.g. Dior, Burberry

Use visually captivating elements, such as 
pictures, graphic, style and color guide, 
while ensuring the balance between text 
and images

e.g. Canada Goose
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Journey architecture and sending time

Content & features 

Tone of voice

Sum Up

1

2

3

Agenda

4
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Tone of voice
Overall, we analyzed the tone of voice of 59 emails sent by brands 

throughout the whole Return Journey. 

Each email copy has been categorized as “Extra effort” or 

“Standard” according to the following definitions:

EXTRA EFFORT STANDARD
VS

An engaging and 
warm tone of voice 
that reflects the 
brand's identity and 
luxury appeal, 
focusing on 
personalization and 
elegant language to 
convey exclusivity and 
create an emotional 
connection with the 
customer

A neutral and generic
tone of voice, that 

delivers only essential 
information, lacking 

the brand's 
personality, 

sophistication, and  
personalization, while 

failing to create 
connection, 

recognition, or a sense 
of exclusivity

RETURN JOURNEY

Email distribution: % of Extra Effort vs Standard copy 
(% on total emails received, 2024)

59
EMAILS

EXTRA EFFORT

STANDARD

44 Emails

15 Emails

Source: Contactlab analysis

25%

75%
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Tone of Voice 
Start the email by showing empathy to your customer

Source: Email from Adidas, 21/5/2024 / Email from Hermès, 20/5/2024 / Email from Gucci, 9/5/24 / Contactlab analysis

«We are sorry that the 
products you ordered did not

meet your expectations»

«We are sorry that your
order does not meet
your expectations»

«We are sorry that the 
order does not meet 
your expectations»
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Tone of Voice 
Reassure your customers with timely updates whenever possible

Source: Email from IWC, 21/5/2024 / Contactlab analysis

«We will make sure to 
update you on this as

soon as possible»
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Tone of Voice 
Show enthusiasm to maintain a positive vibe

Source: Email from Adidas, 15/5/2024 / Contactlab analysis

«Good news! Your return has been
picked-up by the courier and it is

now on its way to our warehouse»
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Tone of Voice 
Elevate your communication with a distinguished touch

Source: Email from Bulgari, 16/5/2024 / Email from Cartier, 24/5/2024 / Contactlab analysis

«I am pleased to assist you 
with your return request»

«We would be please to assist 
you in fulfilling any request»

«Thank you for your collaboration and I cannot wait to welcome 
you again on Bulgari.com or in person in one of our boutiques. 

I hope the information provided has been helpful to you»
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Tone of Voice 
Propose assistance in finding a better fit or product alternative after return

Source: Email from Canada Goose, 30/5/2024 / Email from Moncler, 24/5/2024 / Contactlab analysis

«Our Customer Experience 
team is here to help you

find the perfect size and fit
or something else you love»

«If you are interested in other
products, check out our website»
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Show enthusiasm to maintain a 
positive vibe

e.g. Adidase.g. IWC

Start the email by showing empathy to 
your customer

e.g. Adidas, Hermès, Gucci, Moncler 

Source: Contactlab analysis

Propose assistance in finding a better 
fit or product alternative after return

e.g. Canada Goose, Moncler, Dior

Elevate your communication with a 
distinguished touch

e.g. Bulgari, Cartier

Tips to “add sparkle” to your 
Return Emails

Reassure your customers with timely 
updates whenever possible
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Journey architecture and sending time

Content & features 

Tone of voice

Sum Up

1

2

3

Agenda

4
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To improve your Return flow (1/2)

OUR 34 TIPS

Source: Contactlab analysis

Integrate online return requests with 
courier pick-up to Provide guidance
throughout the entire return process

Regular updates help reduce 
uncertainty, encourage customers trust
in the brand and confidence that their 
return is being handled effectively

If you prefer sending less emails, 
including two different communications 
into a single email could be an efficient 
option, however,  remember to always 
provide clear information

Do not forget about Return Request and
Refund Confirmations, as they mark the 
beginning and the end of the return
journey

Pay attention to product visibility 
against background color in product 
pictures

Include a return number as a reference 
to help the customer easily manage 
their return 

64

Send at least one communication 
directly from the brand to show that you 
care and build connection by 
acknowledging the client

Do not neglect communication with your 
clients at each stage of the return 
process to keep them updated while
avoiding any negative sentiment created 
by uncertainty

Immediate communication after clients’ 
enquiry is always favored as it doesn’t 
leave space for uncertainty, thus 
leaving the client at ease, knowing that 
their request is being taken care of

Send a refund confirmation within max. 
of 7 days. If the processing time 
exceeds this period, consider sending 
an additional courtesy email to inform 
the customer regarding possible delays 
in refund timing

When asking for additional effort from 
the customers in form of a post-
purchase feedback, make sure to send 
the request as close as possible to the 
respective transactional communication
to maintain relevance and accuracy 
while the experience is still fresh

Use clear sender alias and subject line, 
so that the email is easily recognizable

Personalize your message from the 
start, including the user’s name inside
greetings

Remind the user the products they are 
they requested to return with a detailed 
recap, including picture, price and other 
useful info

1 2 3 4

5 6 7 8

9 10

16

1211

1513 14

KEY

Email Content 
& Features

Tone of VoiceJourney 
Architecture

To ensure the effectiveness of the 
Return Feedback request, try to send it 
right after the last communication. To
further secure the answer, Feedback 
request could be even combined with 
the Refund Confirmation email

To ensure the effectiveness of the 
Online Shopping Feedback request, try 
to send it within the timeframe of a 
purchase journey. Sending it days after
might miss the mark as no further 
communication is expected by the 
client



OUR 34 TIPS

Source: Contactlab analysis

65

KEY

Email Content 
& Features

Tone of VoiceJourney 
Architecture

Include information regarding the 
pick-up address to avoid possible 
mistakes

Do not forget to include the pick-
up date in the email

Consider recommending alternative 
products to possibly replace the 
returned ones

Highlight Customer Service 
contacts in case of additional 
support needed

Include the refund amount so the client 
is informed about the total they will be 
receiving

Include a clear reminder of any return 
costs or additional charges they may 
incur

Include a return tracking link to 
keep the customer updated on the 
return status

Include the name of the courier to 
ensure a smooth pick-up

20

21 22 23

19

Provide detailed instructions of the 
steps to follow to complete the 
return process

Provide customers with a return 
label attached to the email or easily 
downloadable

24

25 26 27 28

29
Use visually captivating elements, such 
as pictures, graphic, style and color 
guide, while ensuring the balance 
between text and images

Reassure your customers with timely 
updates whenever possible

Show enthusiasm to maintain a 
positive vibe

Elevate your communication with a 
distinguished touch

31 32

33

Start the email by showing empathy 
to your customer

30

Propose assistance in finding a 
better fit or product alternative after 
return

34

Remind the user of the refund payment 
method to clarify where they will 
receive their refund

Inform the customer when they can 
expect the refund for their return

1817

To improve your Return flow (2/2)



CHECKLIST

✓ Are you streamlining your return process by enabling customers to efficiently submit return requests online and 
book a courier pick-up at the same time?

✓ Are you communicating with your clients at each step of the return journey to keep them updated?

✓ Are you sending return and refund confirmations choosing an optimal timing?

✓ Are you sending a specific post-purchase feedback request email regarding the return experience?

✓ Do your emails provide a detailed recap of the product, including picture, price, size and color? 

✓ Do your emails provide all the return instructions, information about the courier and a reminder of any return cost?

✓ Do your emails include information about refund amount and expected refund timing?

✓ Do you offer assistance in finding a better fit and do you recommend alternative products that could replace the 
returned ones?

✓ Do your emails feature a captivating visuals such as brand pictures, graphic elements, style and color guide, 
balance between text and image?

✓ Is the tone of the email aligned with your brand’s voice and the customer’s stage in the journey?

TO OPTIMIZE YOUR RETURN EMAILS
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