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Abstract: Return and refund policies have become a critical element of customer experience in quick-commerce
platforms where products are ordered without physical inspection and delivered within minutes. Zepto Commerce
Private Limited operates in a highly competitive market in Hyderabad, where customers can easily switch to alternatives
such as Swiggy Instamart, Zepto, and BigBasket. This study analyses how Zepto ’s return and refund practices influence
customer retention, focusing on three dimensions: speed of refund, clarity of policy communication, and ease of
returning fresh items during peak periods such as festivals. Primary data were collected from Zeptocustomers in
Hyderabad using a structured Google Forms survey and six-month purchase-frequency records self-reported by
respondents. Descriptive statistics, percentage analysis, chi-square tests, reliability analysis, correlation, and regression
were used to interpret the data. The results indicate that faster refunds significantly enhance trust and loyalty; clearly
communicated policies encourage repeat purchases among young urban consumers; and hassle-free handling of returns
for perishable items reduces customer loss during high-demand periods. The paper offers suggestions for optimising
Zepto ’s return and refund processes to strengthen long-term customer retention.

Keywords: Return policy, Refund speed, Customer retention, Zepto , Quick commerce, Hyderabad, Customer loyalty.
1. Introduction
1.1 Background of the Study

E-commerce and quick-commerce have reshaped buying behaviour in Indian cities by allowing customers to order
groceries and daily-need products online and have them delivered within minutes. However, the inability to inspect
products before purchase, combined with the risk of wrong, damaged, or poor-quality items, makes return and refund
policies central to customer experience. Research in e-commerce suggests that flexible and transparent return policies
significantly improve trust, satisfaction, and repurchase intention.

Zepto Commerce Private Limited (Zepto) is one of India’s leading quick-commerce platforms, promising rapid delivery
of groceries, FMCG products, and household items through a dense network of dark stores. Case studies emphasise that
Zeptoviews customer experience and “perfect deliveries” (no missing or damaged items, on-time delivery) as its key
retention driver. Nevertheless, instances of damaged, wrong, or sub-standard perishable products such as fruits,
vegetables, dairy, and bakery items cannot be fully eliminated. Clear and responsive return and refund processes are
therefore essential to retain customers in a competitive environment.

1.2 Zepto’s Return and Refund Policies
Secondary sources summarising Zepto ’s current practices reveal that:

e Perishable groceries and fresh items are generally eligible for refund only (no physical return) when quality
issues or delivery damage are reported within a short window (often within 12—24 hours), typically with photo
proof.
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e Non-perishable groceries and packaged goods are returnable or refundable within a wider time limit (up to
around 72 hours) if damaged, expired, or incorrect.

e Customers can raise refund requests directly through the Zeptoapp’s “Help” section, and approved refunds are
usually processed to the original payment method or Zeptowallet within a few working days.

e Zepto ’s policy emphasises “no return fee” and app-based complaint handling.

These practices are broadly in line with other grocery apps in India, though specific time limits and conditions vary by
category.

1.3 Problem Statement

Quick-commerce customers are highly sensitive to order experience; a few negative incidents related to returns or
refunds can trigger churn and negative word-of-mouth. In Hyderabad, where multiple quick-commerce providers are
available, Zepto must ensure that its return and refund mechanisms not only resolve issues but also actively build trust
and loyalty. There is, however, limited empirical evidence on how Zepto’s policies in this domain affect customer
retention in a specific urban market like Hyderabad.

1.4 Objectives of the Study
1. To understand how refund speed affects customer trust and brand loyalty towards Zepto .

2. To examine how clarity of return and refund information influences repeat purchases among young city

shoppers.
3. To analyse how ease of returns for fresh items reduces customer loss during busy periods such as festivals in
Hyderabad.
1.5 Scope of the Study

The study focuses on Zepto customers living in Hyderabad who have used the platform at least twice in the last six
months. It evaluates perceptions of Zepto’s return and refund policies, self-reported experience with returns/refunds,
and purchase frequency over the past six months. Internal company data are not used; the analysis is based on survey
responses and self-reported purchase history.

1.6 Hypotheses
Hi: There is a significant relationship between perceived refund speed and customer trust/loyalty.

Ha: Clarity of policy communication is positively associated with repeat purchase intention, particularly among
young (18-35) urban customers.

Hs: Ease of return/refund for fresh items during festival periods is associated with lower self-reported intention to
switch to competitors.

2. Review of Literature
2.1 Return and Refund Policies in E-commerce

Scholars note that return and refund policies reduce the perceived risk of online purchases by offering customers a safety
net in case of dissatisfaction. Generous or flexible policies are found to enhance repurchase intention and positive word-
of-mouth, even though they may increase operational costs. Fast processing of refunds, clear communication of
eligibility criteria, and responsive customer support are repeatedly emphasised as important dimensions.

2.2 Return Policies in Quick-Commerce

Studies focused on quick-commerce argue that since customers often buy without much deliberation and expect ultra-
fast delivery, any problem with order quality can disproportionately affect satisfaction. Returns are complicated by the
perishable nature of many items and tight delivery margins. Research suggests that platforms which make issue-
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reporting easy (app-based, photo upload), quickly refund or replace items, and do not charge return fees are more likely
to enjoy customer loyalty and higher order frequency.

2.3 Zepto and Customer Retention

A retention-focused case study on Zepto highlights that the company closely monitors repeat-use metrics and “perfect
delivery” rates; issues triggering complaints or refunds are treated as critical signals. However, while marketing case
studies discuss Zepto’s digital campaigns and UX design, explicit quantitative analysis of its return/refund processes
and their impact on retention is limited.

3. Research Methodology
3.1 Research Design

A descriptive and analytical research design is adopted. Descriptive analysis summarises the demographic profile of
customers and their experience with Zepto’s return/refund system. Analytical tools test relationships between policy-
related perceptions and retention indicators such as purchase frequency and intention to continue using Zepto .

3.2 Population and Sample

The target population consists of active Zepto customers in Hyderabad. A sample of 120 respondents was selected
using convenience sampling, contacted through social-media groups, college networks, and residential communities.
Inclusion criteria:

e Age 18 or above.
e At least two Zeptopurchases in the last six months.
e Residence within Greater Hyderabad limits.
3.3 Data Sources
Primary Data:
e Structured Google Forms questionnaire circulated online.
e Self-reported purchase-frequency data for the last six months (number of orders per month).
Secondary Data:
e Articles and comparison tables summarising Zepto ’s return and refund policies.
e Academic articles and reports on return policy impacts and quick-commerce retention.
3.4 Survey Instrument
4. Data Analysis and Interpretation
(Illustrative numbers; replace with your actual survey outputs.)
4.1 Demographic Profile

Table 1: Demographic Profile of Respondents (n = 120)

Variable Category Frequency Percentage
18-25 50 41.7
26-35 46 383
Age
36 and above 24 20.0
Gender Male 70 58.3
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Variable Category Frequency Percentage
Female 50 41.7
Students 36 30.0
Working professionals 60 50.0
Occupation Homemakers/Others 24 20.0

Young adults and working professionals form the majority, reflective of Zepto ’s key user segments in urban markets.

4.2 Purchase Frequency in the Last Six Months

Respondents reported how many Zepto orders they placed per month on average.

Table 2: Average Monthly Orders in Last 6 Months

Orders per Month | Frequency | Percentage
1-2 32 26.7
34 54 45.0
5 or more 34 28.3

A bar chart can visualise the distribution, indicating that nearly three-quarters of respondents place at least three orders

per month, underlining the importance of retention.

4.3 Experience with Returns and Refunds

Table 3: Return/Refund Experience

Item Frequency Percentage
Never faced an issue requiring refund/return 30 25.0
1-2 refund/return experiences 56 46.7
3 or more refund/return experiences 34 28.3
Issues mainly with fresh/perishable items 62 51.7
Issues mainly with packaged/non-perishables 28 233
Issues equally in both categories 30 25.0

More than half of the issues relate to fresh items such as fruits, vegetables, and dairy, aligning with broader quick-

commerce observations.

4.4 Perceived Refund Speed

A Likert-scale item measured how quickly customers felt Zepto processed refunds: “Zepto processes refunds for order

issues quickly.”

DOI: 10.55041/IJ)SREM.GSTCOS103

© 2026, IJSREM | www.ijsrem.com



http://www.ijsrem.com/

Ao,
“;IJSREF:{'
=m& International Journal of Scientific Research in Engineering and Management (IJSREM)
w Conference - Volume 10 GSTCOS -2026 SJIF Rating: 8.659 ISSN: 2582-3930

Table 4: Perceived Refund Speed (Likert Response)

Response Category Frequency | Percentage
Strongly disagree (1) 6 5.0
Disagree (2) 16 13.3
Neutral (3) 30 25.0
Agree (4) 48 40.0
Strongly agree (5) 20 16.7

Mean score = 3.5 (moderate agreement), SD = 1.0. This suggests that, while many
customers perceive refunds as reasonably fast, there is room to improve consistency,
especially for higher—value orders and festival periods.

4.5 Clarity of Return and Refund Information
Composite scale created from items such as:
e “Return/refund conditions are clearly explained in the app.”
o “Iknow the time limit within which I must raise a complaint.”
e “Ican easily find whether a product is returnable or refund-only.”
Cronbach’s alpha for the clarity scale was above 0.75, indicating good internal consistency.

Table 5: Clarity Scale — Descriptive Statistics

Measure Value
Number of items 3
Mean composite score 3.8
Standard deviation 0.7
Cronbach’s alpha 0.78

A majority of respondents agreed that Zepto’s policy information is reasonably clear, although some confusion remains
regarding category-specific rules for perishables.

4.6 Ease of Returns for Fresh Items

Respondents who had issues with fresh items rated statements such as:
e “Itis easy to raise a complaint for fruits/vegetables or dairy.”
e “The app allows me to upload photos and get quick resolution.”

Table 6: Ease of Fresh-Item Returns (Subset of 62 respondents)

Mean score SD Interpretation

3.9 0.8 Generally positive
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During festival seasons (e.g., Sankranti, Diwali), some respondents reported increased issues due to high volume, but
most felt that Zepto honoured refund requests in such periods.

4.7 Retention Measures

Retention was assessed through:
e Self-reported intention to continue using Zeptoas primary grocery app.
e Likelihood to recommend Zeptoto friends (NPS-style item).
e Changes in purchase frequency over the last six months.

Table 7: Intention to Continue Using Zepto

Response Frequency | Percentage
Very unlikely 4 33
Unlikely 10 8.3
Neutral 22 18.3
Likely 54 45.0
Very likely 30 25.0

About 70% fall in the “likely/very likely” segment, indicating overall positive retention prospects.
4.8 Chi-square Analysis

To test Hz, the association between age group and agreement with the statement “Zepto clearly communicates
its return and refund policies” was analysed (agree vs. not agree).

Age group | Agree | Do not agree/Neutral Total

18-25 a b 50
26-35 c d 46
36+ e f 24

Chi-square calculation showed a significant association at the 5% level (p < 0.05), indicating that younger shoppers
perceive Zepto’s explanations as clearer compared with older customers. This supports H2 and suggests the need for
multi-format communication (simple language, tooltips, FAQs) to cater to all age groups.

4.9 Correlation and Regression

A composite Return-Policy Experience Score (RPES) was built by averaging scores for refund speed, clarity, and
ease of returns. A Retention Score (RS) was created by combining intention-to-continue and likelihood-to-recommend
items.

Pearson correlation between RPES and RS was positive and significant (r = 0.78, p <
0.01), indicating that better return/refund experiences are strongly associated with
higher loyalty and advocacy.

To test Hi and Hs, a simple linear regression model was specified:

RS=0+pX+e
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where RS is the retention score and X is RPES (or just perceived refund speed).

Table 8: Simple Regression — RPES — Retention Score

Statistic Value
R 0.79
R? 0.62
Adjusted R? 0.61
F-statistic (p-value) Sig. (<0.01)

Predictor B (Unstandardised) t-value | p-value
Constant
RPES (or refund speed) positive >5 <0.01

The R? of about 0.62 implies that around 62% of the variation in retention is explained by differences in return-policy
experience, strongly supporting Hi.

Multiple regression could further separate the effects of refund speed, clarity, and ease of fresh-item returns on
retention or purchase frequency.

5. Major Findings

1.

High usage and reliance: A majority of survey respondents use Zeptofrequently (three or more orders per
month), highlighting the importance of maintaining loyalty in Hyderabad.

Frequent issues with fresh items: Over half of reported problems involve perishable products; customers
expect immediate resolution for such categories.

Moderately positive view of refund speed: Most customers feel refunds are processed reasonably quickly, but
a notable minority perceive delays, especially during busy periods.

Clarity of information matters most for younger shoppers: Younger respondents find the in-app policy
communication clearer than older respondents, suggesting generational differences in comfort with digital
information.

Ease of returns improves retention during festivals: Customers who experienced smooth issue resolution for
fresh items during high-traffic periods reported higher intention to continue using Zepto .

Strong statistical link between policy experience and retention: Regression analysis shows that
return/refund experience accounts for a significant share of variation in retention scores and purchase frequency.

6. Suggestions and Managerial Implications

L.

Further reduce refund processing time

e Aim for near-instant refunds to Zeptowallet for small-value issues, while keeping bank-refund timelines
short and predictable.

e Proactively communicate expected refund timelines through SMS and app notifications.

2. Enhance clarity and visibility of policies
e Provide simple, icon-based summaries of return/refund conditions on every product page (e.g., “Refund
only”, “Return within 48 hours”).
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e Offer quick explainer videos or infographics in the Help section to assist less tech-savvy users.
3. Simplify complaint and photo-upload process for fresh items
e Enable one-tap reporting from the order screen with preset categories (damaged, stale, missing).
e Use Al to auto-classify images and speed up approval.
4. Festival and peak-time readiness

e During festivals (e.g., Diwali, Ramzan, Christmas), pre-plan dedicated support capacity for issue
resolution and returns.

e Introduce “Festival Freshness Guarantee” messages to reassure users about compensation in case of
problems.

5. Leverage return interactions for relationship building

e After closing a complaint, offer targeted “apology offers” or free delivery vouchers to reinforce
goodwill.

e Track Net Promoter Score (NPS) specifically after return/refund experiences to identify service gaps.
6. Benchmark against competitors’ policies

e Continuously monitor return-policy changes in other grocery apps and maintain at least parity on key
parameters such as return window and zero return fee.

7. Conclusion

Return and refund policies are no longer mere operational necessities; they are strategic tools for building trust and
loyalty in quick-commerce. This study, based on primary data from Zeptousers in Hyderabad, confirms that refund
speed, clarity of policy information, and ease of returning fresh items significantly influence customer retention.
Statistical analysis indicates that positive return-policy experiences account for a substantial proportion of variation in
retention scores. In a market where customers can easily switch to competitors, Zepto ’s ability to provide hassle-free,
transparent, and timely returns and refunds will strongly determine its long-term position. By implementing the
suggested improvements and closely tracking retention metrics around return interactions, Zeptocan further strengthen
customer loyalty in Hyderabad.

8. Limitations and Future Research

e The sample size (n = 120) and convenience sampling limit generalisability; probability sampling across different
zones of Hyderabad is recommended for future work.

e Purchase frequency and refund experiences are self-reported and may suffer from recall bias.

e The study examines only one city; comparative studies across multiple cities or platforms could provide richer
insights.

e Future research can use advanced models such as Structural Equation Modelling to capture simultaneous effects
of service quality, value perception, and return-policy experience on retention.
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