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Abstract : Environmental concern and consumer rights have entailed e-tailers to adopt better strategies to facilitate product
returns from customers. As the demand for reverse logistics (RL) continues to grow, little is known about what motivates e-
tailers to enhance their RL capabilities and about the role RL capabilities plays in enabling e-tailers to achieve better customer
satisfaction and economic performance. Based on resource-based theory and institutional theory, this article proposes that the
following factors play a critical role in influencing the RL capability of e-tailers: (a) Financial resource commitment to RL, (b)
managerial resource commitment to RL, and (c) institutional pressure to implement RL. Based on the role of these factors, the
study provides a framework and propositions that serve to guide future research addressing the link among resources,
institutional pressure, and RL capability.
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