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ABSTRACT

The purpose of this research is to examine the impact of online fashion stores’
return policies on the perceptual factors of Saudi consumers, including perceived
risks, perceived quality, and anticipated regret. With the growing trend towards
online shopping, particularly among younger generations, return policies have
become a critical service influencing purchasing behavior in online stores. Fashion
products require tactile assessment, which increases the importance of return policy
services in shaping purchasing decisions in online fashion stores. The study
employed a quantitative descriptive-analytical approach, and the data were
collected using an online questionnaire with (412) complete responses. The
purposive sampling included individuals who had made repeat purchases from
online fashion stores over the past year from the generation Z in Saudi Arabia.
Data were analyzed using Pearson correlation coefficient to examine the
relationship among the variables.Findings revealed a statistically significant
relationship between consumers' perceptual factors and lenient return policies in
online fashion stores in Saudi Arabia. Perceived risks, perceived quality, and
anticipated regret were positively associated with lenient return policies, with the
highest correlation observed for perceived risks. The study highlights that lenient
return policies significantly influence consumers’ perceptual factors. Consequently,
fashion online store owners should ensure clear and well-defined return policies,
including the allowable return period, cases where returns are not accepted, and the
required condition of returned products. These policies enhance customer trust and
satisfaction, encourage purchase decisions, strengthen the relationship between
stores and consumers, and contribute to achieving a competitive advantage.

Keywords: return policy, perceived risks, perceived quality, online fashion
stores, Saudi customer, generation Z
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