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Investigating the Relationship between Online Multimedia Product Information and
Product Return Behavior

YI Chengl, GE Chunmianz, LI Quan1
( 1. School of Economics and Management, Tsinghua University, Beijing 100084, China; 2. School of Business
Administration, South China University of Technology, Guangzhou 510640, China )

Abstract The difficulty of closely inspecting actual products online has led to a high level of consumer uncertainty in
product quality and fit, resulting in large amounts of online product returns. Accordingly, online vendors have tried various
forms of multimedia product presentations in order to deliver product information effectively. Yet, how these product
presentations affect online consumers’ product return behavior is largely unknown. Based on an analysis of transaction data of
apparel products on a large-scale e-commerce platform, this research finds that there is a significant relationship between
product return behavior and the presence of product videos, the number of product photos, and the social distance between
models in product photos and consumers. In the case of high model-consumer distance, a larger number of photos is associated
with fewer returns; whereas in the case of low model-consumer distance, there is an inverted U-shaped relationship between
returns and the number of photos. Such effect of product photos disappears when product videos are present. Theoretical and
practical implications are discussed.

Keywords Online Product Return, Multimedia Product Information, Expectation Disconfirmation, Social Distance,
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