Delivery and returns information is easy to treat as housekeeping: a policy page to write once, link in the footer
and forget. But shoppers often look for it just before deciding whether to buy. If they cannot quickly work out
when an order will arrive, what delivery will cost or what happens if an item is unsuitable, uncertainty can stop the

sale.

That matters in ecommerce, where running a profitable business is harder than it looks. Margins can be tight,
competition is relentless and customers can compare prices in seconds. You may not be able to win every sale by
being the cheapest. Clear, trustworthy information is one way to make the buying decision feel easier — and to

avoid setting expectations your operation cannot meet.

This guide explains how to write delivery and returns information that is useful at the point of purchase. The aim is
not to make policies sound exciting. It is to answer customers’ real questions in plain English, make the next steps

obvious and help them buy with confidence.

Why delivery and returns details influence conversion

Customers weigh more than the product and its price. They also consider whether it will arrive in time, whether
delivery costs are reasonable and how difficult it might be to return. When those details are hidden, vague or
difficult to understand, shoppers may postpone their decision, contact customer service or leave to compare

another retailer.

Reviews can reinforce or undermine what your policy says. If customers repeatedly praise reliable delivery, or
complain that returns were confusing, those experiences shape expectations for future shoppers. Your policy and
your fulfilment experience need to match: reassuring language cannot compensate for a process that regularly

misses its promises.

Clarity is not a promise to offer the fastest delivery or the easiest possible returns. It is a promise to explain what
you actually offer, what the customer needs to do and what happens next. That distinction is important when

costs and operational capacity are under pressure.

Start with the questions shoppers need answered

Before rewriting anything, list the questions customers ask before placing an order. Check customer service
enquiries, product reviews, search queries on your site and feedback about recent orders. Look for repeated points
of confusion rather than guessing what shoppers care about.

® When is the order expected to arrive?

* Does the delivery estimate change by location, product or time of order?

® What will delivery cost, and when will that cost be shown?

® (Can the customer track the parcel or get updates?

* How long does the customer have to request a return?

* What condition must an item be in, and are any items excluded?

* How does the customer start a return, and what happens after it is received?

¢ When and how will a refund be issued?

Answer these questions in the places where customers need the answers. A detailed policy page is useful, but it

should not be the only place to find important information. Make key details easy to spot on product pages, in the



basket and at checkout, then link to the full terms for shoppers who need more detail.

Make delivery ETA clarity your priority

“Fast delivery” sounds positive, but it does not tell a customer when to expect an order. Delivery ETA clarity means
giving a realistic estimate and explaining what it applies to. Use words customers understand and distinguish

between the time it takes to prepare an order and the time it takes to deliver it, if both affect the estimate.

Be specific about the conditions that change an ETA. If an estimate depends on the customer’s location, the
product being in stock or the time an order is placed, say so near the estimate. If some products have different

lead times, make that visible on the relevant product page rather than leaving shoppers to discover it in a long

policy.

Use a date or a clearly described delivery window where your systems can support it. If you can only give an
estimate, call it an estimate. Avoid language that sounds guaranteed unless you can honour it consistently. A clear,
honest expectation is more useful than an ambitious claim that creates disappointment when an order arrives

later.

Also explain what happens after purchase. Tell customers whether they will receive an order confirmation, dispatch
notification or tracking information, where available. Do not imply that tracking is available for every order if it is
not. These small details reassure customers that they will know what is happening without needing to chase your

team.

Keep delivery costs easy to find

Customers can feel misled when an unexpected delivery charge appears late in checkout. Show the relevant cost as
early as possible, and explain whether it varies by destination, order or delivery option. If the final cost depends on

information the customer has not yet provided, tell them when it will become clear.

Present delivery options in a straightforward way. Explain the practical difference between them, such as the
estimated arrival time, rather than relying on labels that may not mean much to a new customer. Avoid adding

promotional claims unless they are accurate and apply to the order in front of the shopper.

Write returns process steps in the order customers follow

Many returns policies contain the necessary rules but make the process hard to follow. A customer should not
have to read several paragraphs and piece together what to do first. Write the returns process steps as a short

sequence, using the same order the customer will experience.

1. Check eligibility. Explain the return window, item condition requirements and any exclusions. Make the start

point of the return period clear.

2. Start the return. Say how to contact you or use your returns system, and what details the customer should
have ready.

3. Send the item back. Explain how to package and send it, including any return label or postage instructions
that apply.

4. Wait for assessment. Set expectations for what happens when the return reaches you, including any

inspection process.

5. Receive the outcome. Explain how refunds or exchanges are handled and when the customer should expect

an update.



Only include steps and options that reflect your actual process. If customers need to contact your team before
sending an item, say so clearly. If a particular product cannot be returned, explain that before purchase and make
the exception easy to notice. Do not make a general statement that suggests every product follows the same rules
if that is not true.

Use plain English policies rather than legal-sounding language wherever possible. Short sentences, familiar words
and descriptive headings help customers scan. You still need accurate terms, but accuracy does not require dense

prose. If a legal or operational term is unavoidable, explain what it means in practical terms.

Be clear about refunds, exclusions and responsibilities

Ambiguity around refunds is a common source of frustration. Explain how smenews.digital a refund is issued, what
happens after a return is received and when customers should expect to hear from you. Do not promise a precise
timeframe unless your process can reliably meet it. If the timing depends on a payment provider or bank,
distinguish that from the part of the process you control.

State who is responsible for return postage and whether that varies by reason for return, product or circumstance.
If the customer must pay, make that clear before they buy. If you provide a label or arrange collection in some

cases, describe the conditions without making it sound universal.

Exceptions should be understandable, not hidden. Put important exclusions in a visible place and explain them in
direct language. Where a product has special handling or return requirements, link the relevant information from
the product page as well as the main policy. This reduces the risk of a customer discovering a material condition

only after placing an order.

Less helpful wording More useful approach “Delivery is fast.” Give a realistic delivery estimate and explain any
conditions that affect it. “Returns are easy.” List how to start a return, send the item and receive an update or
refund. “Terms and conditions apply.” Summarise the important condition in plain English and link to the full terms.
“Refunds are processed promptly.” Explain what triggers the refund and give a timeframe only if you can support
it.

Put the right detail in the right place

A policy page is not a substitute for useful information in the buying journey. Use a layered approach: show the
key answer near the decision, then provide a link to fuller details. For example, a product page can show an
applicable delivery estimate and a concise returns summary, while the policy page explains the complete process

and exceptions.

On mobile, check that the information is readable without excessive scrolling, tiny text or complicated tabs. Use
headings that describe the answer, such as "When will my order arrive?” rather than a generic heading like

“Information”. Make links descriptive so customers know where they will go.

Keep information consistent across the site, confirmation emails and customer service replies. A customer should
not see one delivery estimate on a product page and another at checkout without an explanation. If you update a

process, review every place where the old wording appears.

Use reviews and customer service feedback as evidence

Reviews can tell you whether your written expectations match the lived experience. Look for themes in comments

about delivery timing, tracking updates, packaging, return instructions and refunds. A handful of detailed reviews
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may reveal a confusing step that is not obvious from your internal process map.

Do not use reviews as a substitute for clear policies, and do not make claims based on isolated positive feedback.
Instead, treat recurring feedback as a prompt to investigate. If shoppers praise reliable delivery but still ask how to

track an order, the experience may be working while the information is not easy to find.

Customer service questions are equally useful. If people repeatedly ask how long a refund takes or where to start a
return, improve the relevant page and links. Reducing avoidable confusion can save team time as well as support

conversion, though the effect should be measured rather than assumed.

Measure whether your changes help

Conversion is the goal, but it is not the only measure. Monitor the customer journey alongside operational
outcomes. Useful indicators may include checkout completion, delivery-related enquiries, contacts about returns,
cancellation patterns and feedback after delivery. Compare performance over a suitable period and account for

other changes, such as seasonality or stock availability.

Test one meaningful change at a time where possible. For example, make the delivery estimate more visible on
product pages, then review whether shoppers complete checkout more often and whether delivery questions

change. A lift in conversion is not a success if it comes from wording that overpromises and leads to more

complaints, refunds or avoidable costs.




With tight margins, it is especially important to focus on profitable growth rather than a single headline metric.
Clear policies can support confidence, but the wording must reflect what your operation can deliver. The best

version is one that helps the right customers buy while setting expectations your business can meet.

Where an AddToAny sharing widget fits

An AddToAny sharing widget is designed to let visitors share a page through supported sharing options. It is not a
replacement for putting delivery or returns answers beside the buy button, and it should not distract shoppers at
checkout. If you use it, consider whether sharing is useful on longer advice or help content, such as a guide
customers may want to send to someone else. Keep the core policy information easy to find regardless of whether
the widget is present.

A practical checklist before publishing

® (Can a shopper find the delivery estimate and cost before committing to buy?

® |s the ETA realistic, and are conditions or exceptions explained?

® Are returns process steps listed in the order customers need to follow them?

* Are refund timing, return postage and exclusions easy to understand?

® Does the wording use plain English without hiding important terms?

® Does the information match the product page, checkout, emails and actual operations?

* Have you checked customer feedback for recurring confusion?

Delivery and returns information helps conversion when it removes doubt at the moment customers need an
answer. Make delivery ETA clarity a priority, describe returns process steps plainly and ensure your policies reflect
the real experience. In a competitive market, trustworthy detail can be more valuable than another vague promise

— for customers, your team and your bottom line.



