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ABSTRACT
The purpose of this study was to find the factors in increasing return rates of returning products of
consumers to the organization. The organization has run business related to sell products online which consists of
clothing, shoes and jewelry. This research collects internal information on the return of products from consumers

from the organization to determine strategies, analyze the causes and find a solution for solving issues. This research
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studies on sample group researched during the period from January until September in 2018 which has a total of
1,697 returned product. The result of this research indicates that the cause of returning products mostly is the quality
of products that consumers receive does not meet the customers’ expectation. The amount of 684 orders accounted
for 40 percent of all returned products. The problem arises from examine random quality of the product, no
qualification tests or quality tests product after production. The same products have different characteristics in terms
of color or quality of raw materials. Therefore, these cause problems that the quality of products that consumers
receive does not meet standard. This study also found the cause of the returning products from unsuitable size of the
products. The total number of orders is 523 and accounted for 31 percent of the total return. This problem causes by
the size of the product that consumers receive which does not reach standard of manufacturing. The size is too small
or too large and does not meet the standards thus causing consumers unable to wear products. This study determines
methods for solving problems to the organization and specifies the appropriate strategy for solving the quality of
product problem. The strategy is the quality control strategy (Quality Control or Q.C.) which will be applied in
quality control since manufacturing until delivering quality products to consumers in order to create customers’
credibility while preventing problem of poor products send to the hands of consumers.

Keywords: Product returning, Product quality, Quality control
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