The art of
handling
returns

The changing face of multichannel. Retail never stands still.
For any company to be successful at what they do in today’s
multichannel world, they can’t sit around second-guessing the
market. They need solutions. Solutions that are responsive, focussed
and deliver against their customers’ expectations. Solutions that
reduce cost, risk and complexity.
To make the most of multichannel opportunities and gain
competitive advantage, these solutions need to be: smart,
bespoke and developed in conjunction with an understanding
of the retail environment.
The reality of returns
If there’s one part of multichannel
that needed new solutions, it’s returns
processing and management. With
standard industry return rates for online
retail orders of up to 40%, it’s a challenge
that needed a powerful, robust solution.
What’s the problem?
– 	Returned goods tie up a huge
amount of stock and working capital
and can become a retailer’s biggest
single inbound source of supply,
presenting significant operational
challenges.
– 	Fashion items can arrive in almost
any type of packaging, often creased
and showing signs of being tried on by
a customer. Electrical items could be
poorly repackaged and require fault
testing.
– 	Processing returned goods can cost
up to 3 times more than processing
outbound stock.
– 	Traditional DC models were not
created for the multichannel
operation or the processing of
significant volumes of returned goods.

– 	If not handled quickly and efficiently,
the returns process can create poor
customer service and increase
customer complaint levels.
– 	Both fashion and electrical products
can quickly move to ‘end of life’ status
as the market moves. Therefore return
processes need to be slick.
What’s the challenge?
What’s needed is a returns system that
can turn a challenge into an opportunity.
One that can:
–

Increase operational efficiencies.

– 	Maximise value from returned items.
– 	Maintain high levels of customer
satisfaction.
The solution?
Retailers operating in a multichannel world
need more than a simple warehousing
and distribution operation. So at Clipper
we’ve developed a new multichannel
reverse logistics solution to complement
our leading outbound fulfilment system.
It’s a solution we call Boomerang™
.

Boomerang

™

Boomerang™ takes cost,
complexity and risk out
of the returns process.
More importantly it
delivers results. Something
that’ll make you more
competitive, more
responsive and ever
more popular with your
customers.

We were one of the first to approach
this challenge. We developed a returns
management system specifically
designed to deal with it. Now we handle
returns for customers throughout the UK
and mainland Europe.
Delivering goods direct to customers
is an art. So is dealing with returns.
At Clipper we’ve mastered both.
Why Clipper?
We are a leading provider of multichannel
retail logistics. We have experience,
innovation and infrastructure. With our
approach that mixes agility with ability, we
have delivered consistent and tangible
service benefits to our customers.

Retailer’s System

How can Boomerang™ help your business?
Creates order
out of chaos

Operational
peace of mind

A simplified
process

Disposition Routes

Minimises
risk
CUSTOMER
RETURN
Pre-advised

Reduces
operational
costs

Protects
your brand
reputation

Maximises
value of
returned items

Proven
experience
and market
knowledge

CUSTOMER
RETURNS
EUROPE/UK

GOODS
INWARD
Return Reason
Validated

STOCK
PROCESSED
Quality Standard
Assessed

CUSTOMER
RETURN
Nonpre-advised

ADDED
VALUE
Additional
Processing

STOCK
READY
for Appropriate
Disposition Route

STOCK HELD
BY CLIPPER FOR
OUTBOUND
FULFILMENT
EUROPE/UK

CONSOLIDATED
& DELIVERED TO
RETAILER DC

STOCK MADE
READY FOR
RE-SALE

STOCK SENT
OUT FOR REPAIR
FOR RE-SALE

GENESIS eBay/
JOBBER/ DESTROYED/
ELECTRICAL-DEALS.CO.UK/
AMAZON/
PLAY.COM

The

Boomerang
Benefits

™

From saving money,
to saving time,
Boomerang™ is exactly
what the retail sector
has been crying
out for – an intelligent,
seamless solution to
customer returns.

Overall
Maximise

operational capability
and scalability of your
current warehousing.

Remove

the need for further
capital investment to
support the growing
level of returns.

Benefit

from Clipper’s
proven process.

Cost-effective

shared user proposition.

For the consumer
Returns

are processed easily
and efficiently.

Boomerang
in action

™

Refunds

are made quickly.

Hassle-free
returns process.

First class

Works end-to-end
With Boomerang™ every stage of the
returns cycle is taken care of. This takes a
disruptive inbound system and, through
careful management and quality
checking, reroutes it into the supply chain
as new goods ready for sale.

Creates a new sales channel
When goods are damaged or faulty
according to clients’ quality standards,
they can be sold through another sales
channel such as Clipper’s Genesis eBay
solution or via Servicecare. Both of which
are a smarter alternative to ‘jobbing’.

Adds value
Boomerang™ doesn’t just streamline
returns, it offers the following additional
added value services:

Genesis effectively creates:

Relabelling

Steaming

Pressing

A completely new sales channel

Quality
checking

Repair
service
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Warranty
assistance

Electrical
testing & repair
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levels.

Returns checked to
ensure they are fit for
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remains intact.

and reduced working
capital tied up.

last impression
of your brand.

Delivery of returned
goods are pre-booked
and returned as new
and ready for resale.

A secondary non-competitive

Pre-retail

channel to market with no investment
or set-up costs.
that delivers higher sales values than
the multichannel ‘jobbing rate’, and
reduces write-offs.

can be country specific as appropriate
e.g. ebay.co.uk or ebay.de

This approach and dedication has been
developed over many years and has
helped Servicecare become a market
leader within its sphere of operation.
That’s why it made perfect sense for the
Clipper Group to acquire the operation.

Servicecare
in action
With Servicecare,
electronics retailers and
manufacturers receive a
seamless product returns
solution that not only caters
for the refurbishment
and resale of damaged
products, but also the safe
storage and controlled
disposal of waste material.

The four main components of
Servicecare’s offering:
Servicecare's Returns Management
This service is ideal for customers who wish
to have a central returns solution in place
for a large variety of electronic goods.
As a hub for returns, everything can be
processed in one place, and by crosschecking against predetermined criteria,
such as completeness of goods, inbound
damage, packaging conditions and
warranty status, our team can determine
what level of rework would result in the
highest level of return.
Warranty Fulfilment
Servicecare offer a range of integrated
services on behalf of leading
manufacturers and retailers. This cost
efficient solution to in-home requirements
is all managed effectively from a central
base. By offering warranty fulfilment
inclusive of courier exchange, repair
and telephone support, we provide our
customers with a valuable, responsive
solution.
WEEE Services
Servicecare possesses all of the necessary
permits that allow for preparatory
treatment of waste, secure storage of
hazardous/non-hazardous waste and
repair and refurbishment of WEEE (Waste
Electrical and Electronic Equipment).
Servicecare provides the full solution to
meet the requirements of the legislation,
whilst also providing total traceability.

Asset Recovery
Servicecare recognise that many retail
business models utilise a Bought-Out
Guarantee (BOG) and/or a No Returns
Agreement (NRA). To help support this
process we can refurbish tech products
and consumer electronics to ‘as new’ or
‘graded’ standard. By doing so, we can
guarantee a quick return to saleable
condition, enabling customers to
decrease capital in stock by reducing the
turnaround.
Servicecare also have full manufacturer
accreditations, which enable us to reclaim,
under warranty, all parts and labour costs
from the manufacturer at reduced or zero
costs to retailers.
To allow us to maximise the value of
these refurbished products without any
additional logistics and warehousing costs,
we can sell direct to the consumer via an
excellent and extensive range of resale
options. These include the customer's own
channels, customer-branded white label
eBay stores, and our own branded online
store – electrical-deals.co.uk.
This increasingly popular re-sale channel
is supported through Servicecare's own
warranty provision, and is therefore totally
independent. However, should the retailer
or manufacturer have its own sales
channels, the goods can be graded to
suit and the appropriate grading criteria
chosen to add the maximum value at
minimum cost.
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Clipper has strengthened
its Boomerang™ returns
solution with the acquisition
of Servicecare, a leading
reverse logistics operation
for the electronics industry.

It’s Servicecare’s priority to get items back
on the retailer shelves as fast as possible.
However, unlike other service providers who
simply handle returns, should the product
be damaged or faulty, Servicecare’s
dedicated team of technicians repair and
refurbish each item. They then sell it on
to consumers, maximising the value for
retailers, via Clipper’s dedicated Genesis
eBay store and via its sister company
www.electrical-deals.co.uk.

Management of the return and
refurbishment of electrical products
requires specialist knowledge, systems
and skills, and Servicecare has built a
team to deliver the very best in terms
of process, procedures and technical
expertise. Their unique ability to tie together
the provision of returns management and
repair/refurbishment allows their customers
to return stock to the marketplace in a
cost-efficient and environmentally-friendly
manner.
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Return.
Refurbish.
Resell.

As one of the UK’s specialists in reverse
logistics for electronics retailers and
manufacturers, Servicecare has built a
very strong client base over the years, and
today leading names like Argos, Richer
Sounds, Panasonic, Shop Direct Group
and Tefal rely on the company to service
customer returns.

Warranty
Fulfilment

Collection, repair and return
of faulty CE products on behalf
of manufacturers for return
to consumer

Servicecare
process
overview
How we take a returned
item and aim to recover
maximum value for
minimum cost.

Quality you
can rely on

Electrical Returns Management

Whatever the volume requirements,
Servicecare is ideally positioned to service
manufacturers and retailers. Our 100,000sq
ft purpose-built facility not only offers high
capacity storage, but we can also call on
a pool of over 250 employees, including
production line support services, to ensure
fast turnaround.

Goods in and
validation

Courier

Clipper Returns Centre

Testing

Repair

Refurbishment

Warranty accreditation reduced labour, parts and NFF (no fault found) charge back

eBay

(Branded or white label)

Sales
Channels

WEEE Recyling
Return to
(Waste Electrical and
vendor/manufacturer Electronic
Equipment)

electrical-deals.co.uk

Market Process
Maximise value through quick-to-market process

Booking in

Process Stage

Sale Stage

- Goods in audit

- Economic matrix decision

- Physical check

- Test

- Maximise return first
channel end user sale

- Discrepancy reporting

- Fault

- Goods in report

- Upgrade
- Repair

- Trade sales/clearance
- Provide sales benefit data
- Jobber/recycle

- Refurbish
- IRIS repair data

Days 1&2

Days 3-9
End-to-end managed process

Days 10-15

We operate a quality control system
and are also fully BSI ISO 9001:2008
certified. It’s this accreditation that forms
the cornerstone of our commitment to
recognising and fulfilling our requirements
to deliver improvements in efficiency in
partnership with our customers.
It’s this dedication to quality and service
that has seen us become the number
one choice for so many leading
electrical manufacturers.

Agility comes
to Europe
Clipper is developing
pan-European logistics
solutions. Unlike other
retail logistics providers,
we are not constrained
by the boundaries of the
European marketplace.
Clipper has created an agile solution
that allows us to provide a unique
service. With best-in-class retail solutions
here and in Germany, we are trusted
by retailers to deliver millions of items
in the UK and across mainland Europe.
It’s just one of the reasons why we are
regarded as number one. The company
that’s evolving multichannel logistics one
country at a time.

The benefits of a European
warehouse

Stock confirmed

Systematically

Only good stock

Stock processed

Backhaul consolidation

Central returns

Stock consolidated

Clipper’s central returns warehouse
for Europe is based in Germany.
This provides significant advantages
for retailers:

sent to UK warehouse for cross-docking
and consolidating back to supplier.

checked and returned to inventory quickly,
improving working capital.

leverage Clipper’s European
infrastructure, reducing lead times,
improving customer service and
minimising stock returns to the UK.

as returned once it arrives at our
German facility, improving stock
visibility and meaning the customer
gets refunded sooner.

returned to UK, reducing cost of
moving damaged stock around.

reduces cost of transportation and
optimises the returns flow.

with brand fulfilment from the European
centre and shipped back to the UK.

Retailer DC
German European
Returns Hub

CURRENT RETAILER PROCESS
- Customer returns from EU to UK
- Multiple stock receipts
- Longer lead times
- Outbound e-fulfilment back to EU

EUROPEAN RETURNS HUB
- Customer returns from EU 
to Germany
- Stock received, checkedand
ready for resale faster
- Stock held for EU fulfilment or	
consolidated prior to return 		
to UK

Returns Hub

Technology
you can trust

Boomerang™ Benefits

Today’s consumers expect
returning goods to be an
easy and swift process.
With Boomerang™ it
couldn't be simpler.

- Shared use operation open to any
retailervia system interfaces.
- Tier 1 WMS solution with full integration
to retailer systems.
- Stock is available for reallocation at time
of refund.
- Stock booked into the retailer’s WMS
as inbound inventory at point of refund
(fashion items).
- Extensive re-work and repair capabilities
(fashion)and testing, repair and
re-warranty work (electricals).
- Integrated and effective disposition
routes for stock deemed unsuitable for
return to the retailer’smain inventory.

NON
COMPLIANT

INBOUND
COMPLIANT

Inbound

Warehouse

Courier

Retailer DC

This approach to returns brings challenges
as it doesn't provide the retailer with
pre-advice on the quantity or identity of
products in the returns pipeline. To allow
efficient and timely returns, processing
requires sophisticated and secure data
management and processing. This is
where Clipper comes in.
The Clipper Boomerang™ process is
designed to support the retailer by utilising
original sales data to match the returned
goods to the consumer's account,
quality-check the product and provide
data to the parent systems in real time.
This technology provides the retailer
with the critical information needed to
allow credit processing. It also gives the
retailer real-time stock status and visibility
information.

Boomerang™ retains and tracks all the
pertinent data relating to each individual
item right through the process. This allows
the retailer to return stock, repair it, warranty
return to the manufacturer, or pass items
on for secondary channel sale, disposal
or recycling.
Boomerang™ can be quickly configured
to match the data interfaces that the
retailer requires, allowing specific policies
and quality standards to be incorporated
and managed throughout the process.
Boomerang™ allows retailers to generate
bespoke reporting that provides strategic
information on their customer.
It's technology that retailers can't afford to
live without.

A closer look at Boomerang™

CURRENT
RETAILER
PROCESS

Supplier

Having to access a website, seek
authorisation and print a returns label
is considered outdated. Consumers
expect to be provided with a pre-printed
returns label and reusable packaging.
They also expect the assurance of timely
reimbursement. This is being driven by an
ever-increasing percentage of purchases
made via mobile devices.

With Boomerang™, our customers have access to a best-in-class
information portal that delivers up-to-date, real-time stock availability,
and reporting on the returns management process, from receipt to
stock repatriation.

RETURNED STOCK
- 25-40% of online
purchases are returned
- Chaotic
- No visibility of stock
- Not DC-ready
- Requires rework
- Multiple SKUs

INBOUND
COMPLIANT

Large database
capacity

Multiple disposition
route options

Clear flexible
reporting

Multi-user capability

Configurable rules

Real-time accounting

Full WMS capability

Data exchanges

Rework channels

Seamless
configuration

Stock tracking

Scalability

Ability to capture
different kinds of data

Complete visibility
and traceability

Flexible
interfaces

SAME DAY
CUSTOMER REFUND

BOOMERANG™
SOLUTION
NON
COMPLIANT

Clipper Returns Centre

Clipper Logistics plc
Gelderd Road
Leeds LS12 6LT
telephone: 0113 204 2050
fax: 0113 204 2085
email: info@clippergroup.co.uk
web: www.clippergroup.co.uk

