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Abstract

The “free return” policy for e-commerce platforms has become an industry standard, yet it needs to
balance consumers’ trust and merchants’ costs due to supply-demand contradictions. Based on the
supply-demand equilibrium theory and transaction cost theory, this paper explores the policy’s im-
pacts through dual-group questionnaire surveys, combined with scale measurements and regres-
sion analysis. The study finds that trust plays a mediating role between return service experience
and consumers’ repurchase behavior; the magnitude of improvement in trust and repurchase be-
havior among high-frequency consumers is significantly higher than that among low-frequency con-
sumers. Merchants’ cost perception is affected by the return rate and platform compensation, with
micro-merchants and merchants in clothing and beauty categories facing greater cost pressure. The
core supply-demand contradictions focus on cost sharing and rule definition, and a consensus is
only reached on improving return efficiency. This study provides a basis for platforms’ differenti-
ated mechanisms, merchants’ cost control, and the improvement of regulatory rules, facilitating the
supply-demand balance of the policy and the healthy development of the e-commerce ecosystem.
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Table 1. Sample statistics
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Table 2. Descriptive statistics
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Xof - & 3B BRAMEL ISR (132 2 4 ) 1435 58 215 2.21 1.08
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Table 3. Reliability test
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Table 4. The results of multiple linear regression on the consumer side
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R AR & SRS B SE tfH p 1H R?
BB S 0.31 0.06 5.17 0.011

BRSSP B E A R R IRIE PRI = 0.24 0.07 3.43 0.015 0.37
5 1 0.17 0.05 3.40 0.033
BRI AR S 0.23 0.07 3.29 0.012

B T B IR BIZ 2 A AR 0.27 0.06 450 0.007 0.34
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Table 5. The results of multiple linear regression on the operator side
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