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Audit thesis. Wrong-size purchases are fashion e-commerce’s most expensive friction. Myntra
already shows a size chart and even a purchase-history size recommendation - yet fit is still the
top return driver. The opportunity is an Al fit-advisor that goes further: garment-aware,
explainable, confidence-scored, and useful even on a first-ever or cross-brand purchase. This
file maps the flow, mines real customer voice, isolates five frictions, and selects the one that
drives Files 2-6.

1. Product & Flow Selection

Product

Myntra - India’s largest fashion-and-lifestyle e-commerce platform, carrying 7 lakh+ products
across 3,500+ brands (per its own Google Play listing). Apparel is its core category.

Why this product

Fashion is the highest-return category in e-commerce, and Myntra is the Indian category leader,
so any friction in the buy-a-garment flow is both high-volume and economically heavy. Indian
apparel return rates run 25-40%, well above the ~17% all-category online average, and fit/sizing
is the single largest driver. Myntra’s own co-founder put it bluntly: sizing confusion has caused
almost 50% of the platform’s returns. Crucially, this is not a new or unattended problem - Myntra
has already shipped a standardised size chart, a how-to-measure guide, and a purchase-history
size recommendation - yet a decade on, fit is still the top return reason. The incremental fixes
have plateaued, which is exactly why a sharper approach is worth specifying.

The single flow audited

One narrow moment: size selection on an apparel product page (PDP) - from opening a clothing
item, to consulting the size chart and the on-screen size recommendation, to committing to a
size and adding to bag. It is deliberately narrow: this is the single decision where a shopper bets
on a size they cannot physically try.

What Myntra already does here (the “before”)

e A static size chart per garment (chest, front length) plus a “How to measure yourself”
guide.

e A purchase-history size recommendation on the PDP itself: “We recommend L based on
your purchase history.”

e A standardised cross-brand size chart (announced years ago) intended to cut returns by
~30%.

So the gap is not “no personalisation.” The gap is that this guidance is garment-blind (it
ignores how this specific item is cut and whether it stretches), unexplained (just “we recommend
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L,” with no reasoning or confidence), and absent exactly when a shopper has no purchase
history to lean on - a first-ever buy, a new brand, or a new category. That is the friction this
project targets.

Why this flow matters

e To the user: awrong size means a failed purchase, the hassle of a return or exchange,
money locked up while a refund processes, and - during sales - losing the item entirely.

e To the business: every wrong-size order triggers reverse logistics, refund/exchange
handling, inventory disruption, and trust erosion. At category return rates of 25-40%,
shaving even a few points off size-driven returns is material margin. Al fit tools have been
shown to cut returns by 20-30%.

2. Target User Segment

Dimension Description

Who they are The mainstream Myntra apparel shopper: value-conscious, mobile-first,
buying across many brands they have no consistent fit reference for. Several
items a month, across price tiers and labels - not couture buyers.

Goal in this flow Pick the size most likely to fit on the first try - without gaming the return
system or ordering two sizes “to be safe.”

Context On the phone, often mid-commute or late at night, low patience, frequently
during high-pressure sale events when both stock and decision time are
scarce. They cannot touch the fabric or try the garment; the fit signals
available are a static chart, model photos, and a purchase-history size hint
that breaks down on anything new.

What success looks The garment arrives and fits. They keep it. No return, no exchange, no
like refund wait. “Right the first time.”

lllustrative persona. Sneha, 27, Pune - buys 3-4 apparel items a month across 8-10 brands.
Burned repeatedly by inconsistent sizing, she now habitually orders two sizes and returns one.
This “bracketing” is not a quirk: about 63% of online shoppers now do it, and it is a direct,
measurable symptom of size uncertainty at purchase.

3. User-Flow Map

Below is the size-and-fit flow as a real user experiences it. The diagram shows the happy path
along the top, with the size-selection decision flagged as the friction, and the failure path - the
“return spiral” a wrong size triggers - along the bottom.
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Myntra - Size & Fit selection flow (apparel PDP) A THE FRICTION

1. Open > 2. Search /
Myntra app browse listing

Receives item Initiate return / Replacement size
that doesn't fit exchange often out of stock

Return spiral - refund, lost sale, reverse-logistics cost, trust erosion

3. Open product 4. Check size chart 5. SELECT SIZE 6. Add to bag

™ page (PDP) ™ / Fit Assist (decision point) - checkout

wrong size
guessed

C I

Figure 3.1 - Myntra size-and-fit selection flow. Teal = the friction node; terracotta = the downstream return spiral.

Step-by-step, captured live from Myntra (myntra.com), with the size-selection decision
flagged as the friction:

1. Open Myntra - User lands on the home / shop-by-category screen and begins a session.

< = C % myntracom B x O ¢
29 @ AbhishekKatkar|.. [ Update [J Leaming [J Upgrading [J Al [3J Product [3J ProductDeploym.. [J Altools [J Studymaterials [ A/BTesting [J Profolio AIPM » | [3 Al Bookmark
M MEN WOMEN KIDS HOME BEAUTY GENZ sTuDIO MW Q  Search for products, brands and more & Q
Profile  Wishlist Bag

SHOP BY CATEGORY

i h J—
Ethnic Wear Casua Wear Men'’s Activewear Women's Activewear Western Wear Sportswear
50-80% OFF 40-80% OFF 30-70% OFF 30-70% OFF 40-80% OFF 30-80% OFF
Shop Now Shop Now Shop Now Shop Now Shop Now Shop Now

X
.

Loungewear Innerwear Lingerie Watches Grooming Beauty & Makeup
N-AN% OFF 1IP TO 70% OFF 1IP TO 70% OFF 1IP TO RN% OFF LIP TO RN% OFF LIP TO RN% OFF

Figure 3.2 - Myntra home (Shop by Category).

2. Browse to a listing - User opens an apparel category - e.g. Men T-Shirts, 348,357 items.
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Home / Clothing / Men T-Shirts

Men T-Shirts - 348357 items

FILTERS Bundles Country of Origin Size Sort by : Recommended

CATEGORIES

Tshirts (34662
Lounge Tshirts (1730)
Tshirts Smart (1)

BRAND Q

Seekbuylove (i¢
HERE&NOW (17931)
WOOSTRO (111€2)
SZN (s316)

4.2 * | 59
aarumple (6414)

41% | 878

— Q WiISHLIST
Roadster (5170 Imsa Moda SZN Moda Rapido The Modern Soul
Moda Rapido (5159) Men Henley Neck T-shirt MEN'S T-SHIRT Men Henley Neck T-shirt Sizes: M Men Henley Neck T-shirt

MaverlQ (44:0) Rs. 372 Rs—9999 Rs. 299 Rs-2459 Rs. 379 Rs-1650 Rs. 379 Rs—$299 Rs. 399 Rs—499

+1981 more

PRICE

[ EE— ]
100 - 10,100+

COLOR Q e T = 8 5
@ {
[~

Figure 3.3 - Category listing with 3.4 lakh+ items, where size knowledge does not transfer brand to brand.

3. Open a product page - THE FRICTION - User reaches the size selector. Note the on-
screen recommendation: “We recommend L based on your purchase history.” It is shown,
but it is garment-blind and unexplained.

¢ > C % myntra irts/i i d henley k-t-shirt/42281181/buy B & In) (2]
83 @ Abhishek Katkar |... [0 Update [ Learning [3J Upgrading [3 Al [3J Product [ Product Deploym... [ Altools [ Study materials [ A/B Testing [ Profolio AIPM » 3 All Bookmarks
M MEN ~ WOMEN  KIDS  HOME  BEAUTY  GENZ  STuDIO M Q  Search for products, brands and more & Q
Profile  Wishlist Bag

Home / Clothing / Men Clothing / Tshirts / Imsa Moda Tshirts > More By Imsa Moda

Imsa Moda
Men Henley Neck T-shirt

4.2 % | 596 Ratings

¥372 MRP %4999 (

inclusive of all taxes

MORE COLORS

e

SELECT SIZE SIZE CHART >

s M @ XL XXL

% We recommend L based on your purchase history.

& ADDTOBAG © WISHLIST @I

¥ 372 34999 (81% OFF)

Figure 3.4 - PDP size selector. The existing purchase-history recommendation appears here (pink banner). This is
the friction moment.
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4. Consult size chart | how-to-measure - The existing guidance: a chest / front-length
chart and a how-to-measure diagram - measurements, not a fit outcome.

G % myntra.com/tshirts/i i da-men-henl k-t-shirt/42281181/buy B x O @

83 @ AbhishekKatkar|.. [J Update [J Learing [J Upgrading [J Al [3J Product [3J ProductDeploym.. [J Altools [3J Studymaterials [ A/BTesting [3J Profolio AIPM » | [3 All Bookmarks

Imsa Moda
st .
Imsa Moda Men Henley Neck T-shirt
2372
Get it by Tue, Jun 23 - 560093

2

Size Chart How to measure

., Werecommend L based on your purchase history.

Size Chest (in) Front Length (in)
@) s 36.0 260
O M 380 27.0
® L 40.0 28.0
O XL 420 29.0
® XXL 440 300

@e

& ADDTOBAG Q WISHLIST

Figure 3.5 - Size chart with the recommendation repeated. Measurements only; no read on cut, stretch, or fit intent.

5. Add to bag - User commits the (possibly wrong) size and proceeds to cart.

< (6] 25 myntra.com/checkout/cart B % tn} {

L @ Abhishek Katkar |... [3J Update [3J Learning [ Upgrading [3 Al [3 Product [ Product Deploym.. [3J Altools [3J Study materials [ A/BTesting [ Profolio AIPM » 3 All B

l\A BAG <ececamees ADDRESS -ereeseees PAYMENT 0100% SECURE

COUPONS

Deliver to: Abhishek Shankarrao Katkar, 560093 SHXNGE AooREse ©  Apply Coupons APPLY

14.D Cross Road, Nagaravapalya, C V Raman Nagar, C.V.Raman Nagar, Bang...

SUPPORT TRANSFORMATIVE SOCIAL WORK IN INDIA

@ Available Offers
(O Donate and make a difference
7.5% Assured Cashback* on a minimum spend of 2100. T&C
ShowiHorex 210 220 250 2100
Know More

1/1ITEMS SELECTED REMOVE MOVE TO
WISHLIST

PRICE DETAILS (1Item)

Imsa Moda X
Men Henley Neck T-shirt Total MRP 1,999
Discount on MRP -%1,627
Size:L~  Qty:1~- Coupon Discount Apply Coupon
¥372 3999 1,627 OFFC Platform Fee Know More 210
@ 7 days return available
 Delivery by 23 Jun 2026 Total Amount 2382

By placing the order, you agree to Myntra's Terms of Use
and Privacy Policy

[ Add More From Wishlist > PLACE ORDER

Figure 3.6 - Cart with the chosen size (L) and a 7-day return - the safety net that becomes the return spiral.
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6. (Failure path) Exchanges pile up - Real order history showing repeated size-driven
exchanges, with exchange/return windows that close.

& > C % myntra.com/my/orders B % ) e

-1 @ Abhishek Katkar .. [ Update [J Learning [J Upgrading [3J Al [ Product [ ProductDeploym.. [ Altools [ Study materials [ A/BTesting [ Profolio AIPM » 3 All Bookmarks
I\A MEN WOMEN KIDS HOME BEAUTY GENZ Q  Search for products, brands and more Pfﬁle ngist B'?g

ACCOUNT

Profile

~ Exchange Delivered
G\o On Wed, 10ct 2025, 11:32 AM

Saved Cards Snitch
Addresses Men Solid Casual Shacket
Myntra Insider Size: L

@ Exchange/Return window closed on Wed, 15 Oct 2025

w®  Review & get a chance to win MynCash!

~ Exchange Delivered | =nexeress®
@\o On Sat, 27 Sep 2025, 11:36 AM

¥ snitch
Men Olive Mid-Rise Baggy Cargo Pants
Size: 30

© Exchange/Return wind:

iow closed on Sat, 4 Oct 2025

v Review & get a chance to win MynCash!

Figure 3.7 - Order history: two “Exchange Delivered” items, windows since closed. The downstream cost of a wrong

size.

4. Voice-of-Customer Mining

Channels mined. Google Play Store reviews, Reddit, Trustpilot, PissedConsumer, and
Myntra’s own product blog - cross-checked against an independent industry analysis (Pragma).
Six sources, well beyond the two-source minimum, mixing raw user voice with category data.
Every quote below is captured at source (figures 4.1-4.6).

# Verbatim fragment (full text in
screenshot)

1 “one tshirt of M size has different
dimensions and other has diff”

2 Exchange “shows not available at
your pincode” for the size/style

3 “request was declined after 10 days
and they closed return window”

4 Sizing confusion has caused “almost
50% of the returns”
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Theme

Same-brand size
inconsistency

Replacement size
unavailable at
exchange

Return window
weaponised after a
wrong item

Sizing is the
dominant return
cause

Source

Reddit (Fig 4.6)

Reddit (Fig 4.6)

Play Store, 1%, 1,997 found

helpful (Fig 4.5)

Myntra blog - co-founder (Fig 4.3)

Page 6



# Verbatim fragment (full text in Theme Source

screenshot)

5 A brand’s “Medium” can fit while Cross-brand Pragma analysis (Fig 4.4)
another brand’s “Medium” does not inconsistency

6 67-73% pick sizes from past Measurement Pragma analysis (Fig 4.4)
purchases “rather than precise avoidance
measurements”

7 Reviewers cite refunds delayed and  Exchange/refund PissedConsumer - 1.7% / 1,470
“exchange policy issues” pain at scale (Fig 4.1)

8 Summary flags “coupons not being Post-cancellation Trustpilot - 1.1% / 2,289 (Fig 4.2)
restored after order cancellations” refund friction

Evidence screenshots

¢ > G % myntrapi 1sumer.com/review.html BEa X 3§

83 @ Abhishek Katkar .. [J Update [J Learning [J Upgrading [ Al [J Product [ Product Deploym.. [J Altools [ Study materials [ A/BTesting [ Profolio AIPM » | [3 AllBoc

Myntra Customer Service Overview
Al insights based on reviews

Rating Distribution
C—

78% negative 9% positive

Myntra 1.7 star average from 1470 reviews; 18% would recommend; 78%
c are mostly dissatisfied and 71% say they won't use
Myntra in the future.

Key Takeaways for Future Customers

Check recent Myntra reviews before prepaid orders due to frequent delivery

disputes.

Expect delays in refunds and keep proof for refunds and exchanges.
Prepare for limited responsive customer service and possible account
access issues.

Negative Feedback / Risk Areas

Recurring complaints: delayed or missing refunds and refund delays.

Poor customer service, unresponsive support, and account deactivation
problems.

Delivery and packaging failures, wrong or damaged items, and exchange
policy issues.

Positive Feedback

Company has a return and refund policy and some deliveries are completed
as expected

Close

Figure 4.1 - PissedConsumer: 1.7% from 1,470 reviews, 78% unfavourable; recurring exchange-policy and refund
complaints.

Al Reimagine - File 01 - Product Audit & Friction Analysis  Page 7



< [¢] 25 trustpilot.com/review/www.myntra.com g

85 @ AbhishekKatkar|.. [ Update [J Learning [J Upgrading [3J Al [J Product [J Product Deploym.. [3J Altools [J Study materials [ A/BTesting [J Profolio AIPM

Trustpilot Q_ Search for another company... Categories  Blog [\ Login

Shopping & Fashion > Clothing & Underwear > ClothingStore > Myntra

A Unclaimed profile
5-star L

Myntra 11 .

Reviews 2,289 . 10 Bad 3-star

* 2-star
Clothing Store &
2K reviews Tstar  C——

k el webenell ‘
- & How is the TrustScore calculated?

No history of asking for reviews
This company hasn't invited their

< customers, so reviews may not
be representative

@ We use technology to protect platform integrity, but we don't fact-check reviews v

% Review summary

Created with Al, based on recent reviews

How this company uses Trustpilot
See how their reviews and ratings are (4

~
Considering 413 reviews, most reviewers were let down by their experience overall. Many ool
sourced, scored, and moderated.

customers reported receiving incorrect, damaged, or counterfeit products, often finding
the quality to be cheap or not as advertised. Reviewers frequently experienced issues
with orders, including items never arriving, missing products from bulk orders, or
packages being marked as delivered when they were not received. The delivery service
was often criticized for being delayed, unreliable, and unprofessional, with agents
sometimes updating statuses incorrectly or failing to make delivery attempts.

Customer service was a major point of dissatisfaction, with many finding it unhelpful,
unresponsive, and difficult to get issues resolved, even when escalating to managers.
Reviewers also mentioned problems with refunds not being processed, coupons not

being restored after order cancellations, and a general lack of accountability from

Figure 4.2 - Trustpilot: 1.1% from 2,289 reviews; summary cites refunds not processed and coupons not restored
after cancellations.

25 blog.myntra.com/an-end-to-the-dreaded-size-struggle/ g QA * [ ]

) All Book

’\ A Myntra About Us MyntraLife Inclusion Careers Campus Corner Blog Newsroom & Insights

h e

How often have you faced the dilemma of buying a dress you loved online and later returning it due to sizing issues?
The struggle to hunt for the correct size according to different size formats and finally finding your perfect match
seems more challenging than a game of high-level tetris. But you no longer have to sweat on figuring out the right
size that fits you; Myntra has decided to end this size struggle.

By mid-April, Myntra will launch a standardized size chart on the app and mobile website. One can then buy any
brand label without worrying about the brand specific size instructions. In the West, there is standardisation of sizes
and all retailers and manufacturers follow it. In India, every brand has its own understanding of sizes. Sometimes, a
large size dress for Mango may be too small for someone who wears a large size Dressberry dress. Such confusion in
sizing has resulted in almost 50% of the returns on the Myntra platform, according to Ashutosh Lawania, Co-founder
of Myntra.

The standardized size chart aims to reduce Myntra’s return rate by atleast 30%! So in the near future, you can all
hope to spend less time finding a perfect size fit and more time enjoying the 2000+ brands on Myntra app that fits
youlike aglove.

Figure 4.3 - Myntra’s own blog: co-founder states sizing confusion caused almost 50% of returns, standardised chart
aimed to cut returns 230%.
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€ 2> @ 2% bepragma.ai/blogs/top-return-triggers-in-indian-e-commerce @ Q ¥
1] @ Abhishek Katkar | [ Update [ Learning [ Upgrading [ Al [ Product [ Product Deploym [ Altools [ Study materials [ A/BTesting [ Profolio AIPM

PRAGMA.

(formerly Logisy)

Misleading Product Visuals:

Contents
Talk to our experts for a

STeEr P sies dorminale . Mod‘s‘I-Cemrlc Photography: Product PhO'fJS typically feature professional models with e B
s specific body fypes, creating an inaccurate visual reference for many customers. A dress on a ST o sali fanne]
57" athlefic model will look considerably different on a 5'3" curvier customer. This "visual-to-

physical translation error” creates returns not due to product defects, but because of the
discrepancy between customer expectations (formed by model imagery) and reality. pookaen

Professional styling. in this confext, can widen rather than narrow this "imagination-reality gap."

extual Guid

ng Product Visu:

Customer Behavior and Measurement Avoidance: @ @ X

« Inaccurate Self-Measurement: Despite the availability of size charts, customer data indicates
that shoppers rarely measure themselves accurately. Studies show that 67-73% of customers
select sizes based on previous purchases or general perceptions, rather than precise

Control Return Risk Without Killing : 3 ¢ 5 y

measurements. This “measurement avoidance" stems from inconvenience and overconfidence.

Consequently, size selections based on approximations rather than data lead fo higher return

rates that could be prevented with accurate measurements.

Conversions

y perception

Control Return Risk Without Killing
biCatess Conversions

of Returns in Indian E-commerce

Identify and Tackle

Profect Margins. Preserve Customer Experience.

What

Bey Pragma offers what many consider the best return management system for e-commerce in India, with

automated workfiows that handle exchanges, refunds, and reverse logistics at scale.
How c

enhanced produc

ration Use Pragma's RTO Suite, RMS and analytics o detect serial returners, risky pincodes and channels in
real time, then apply smart policies. payment options and offers that protect margins while keeping
good customers happy.

presentation reduc:

Comprehensive Visuals for

P ———— How do quality perception mismatches drive
YR returns?

Subjective quality assessments formed from digital presentation collide with tactile reality
evaluation at delivery

« Product photography lighting
« Editing
* and stvlina
Figure 4.4 - Pragma: 67-73% of shoppers pick size by past purchase / perception, not measurement; a brand’s
“Medium” # another’s.

€ S © 25 play.google. /apps/ ils?id=com.myntra.android

o @ Abhishek Katkar |... 3 Update [ Learning [3J Upgrading [ Al (3 Product [ Product Deploym.. [ Altools [3J Study materials [ A/BTesting [ Profolio AIPM

' Goog'e Play Games Apps Books Kids

RAUNYS anarevicws =7 RAUNYS U TSVISWS are verneu W
B Phone O Chromebook @ Tablet
5 ——
6 :
4 3 @&
' 2 0
* Kk kY I

5.57M reviews

e Prakriti Agrawal :

* June 16, 2025

| had ordered a product and wrong product was delivered to me. On the same day, | requested for return and posted the images of the
product as well. After multiple follow up, My request was declined after 10 days and they closed return window. They are just trapping
the customers like this. Really disappointed, this was not expected from Myntra. Very poor services. Will not recommend it to anyone.

1,997 people found this review helpful

Did you find this helpful? Yes No

Myntra June 16, 2025

Hey! We regret any inconvenience caused while shopping with us! For us to have a direct conversation with you, please
share the details about this review/feedback, & purchase details (Order ID) from your Myntra regd. email ID at
appfeedback@myntra.com. Our team is committed to providing you with a delightful shopping experience on Myntra

Figure 4.5 - Play Store, 1% (1,997 found helpful): wrong item, return declined after 10 days, window closed.
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(6] 25 reddit.com/answers/e6d24601-0e65-44a2-8996-11ea2c393453/?q=myntra+size&

@ Abhishek Katkar |...
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P& ID=82bda818-a5c0-414b-b8ba-b52739fbbf7b&u.. B & )
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3 Altools [ Study materials [ A/BTesting [ Profolio AIPM » D

reddit

Home

® B

Popular

News

Explore

o,
%

+ Starta community

GAMES ON REDDIT ~
NEW
Red

B Vowel Play

@B arows puzzle

G Discover More

CUSTOM FEEDS ~

+  Create Custom Feed

& myntrasize (4
Myntra Size Issues — What Redditors Say

Common Problems Reported

« Inconsistent Sizing Across Same Brand: Users found identical sizes (e.g., M) fitting differently between
items from the same brand. "for the same fit, eg relaxed fit.. one tshirt of M size has different dimensions and
other has diff.." >

+ Shoes Size Confusion (UK vs US): Mismatch sometimes comes from international size labeling — check
charts. "Dude UK 10 size is US 11 size for Asics and many other shoes. They delivered the right shoe. Check
size chart." >

« Faulty 1 ilability Problems: Exch: can fail because the requested size/style may show

unavailable at your pincode even if initially deliverable. "when | try yo exchange for size/style, it shows not
available at your pincode (or for any other pincode)." >

Quality & Returns Impacting Size/Condition
« Received Used or Damaged Items After Exchange: Returned items may be reshipped without proper QC,
causing damaged or creased products. "Someone had clearly abused these shoes and returned them.
Myntra's quality control is so trash that they accepted this return and sent it to another customer..." >
« Packaging | Delivery Handling Affects Product Condition: Damaged boxes and rough delivery can make
items look worse or affect fit perception. "The box has been destroyed, OBLITERATED... The suede on the
shoes, looked like shit" >

Practical Steps Redditors Recommend
« Check Size Charts Before Ordering: Confirm UK/US conversions and brand charts to avoid shoe-size
surprises. "Check size chart" >

O @ crea

COMMUNITIES ~

€3 Manage Communities

+ Use Exchange/Return If Fit or Condition Is Wrong: Many users suggest initiating exchange/refund when
issues arise. "Just put a exchange request they'll give you the size you want 4" >

« Be Cautious During Big Sales | Stock Changes: Sale-era listings can make picking correct size feel like "a
game of luck." "choosing the right size during this sale ... felt like such a game of luck" >

« Expect Occasional QC Failures — Inspect Immediately: Open and inspect promptly; file returns if damaged
or used. "Replace/refund it | do not expect better from them." >

RESOURCES ~

Contrarian [ Mitigating Views

<& About Reddit

« Not Always Bad — Some Deliveries Fine: Some report receiving fine items even if packaging was damaged.

@ Advertise

Figure 4.6 - Reddit: same-brand “M” dimensions differ; exchanges fail when the size shows out of stock at the user’s

pincode.

Themes extracted

1.

Sizing is the dominant return cause - Myntra’s own co-founder pegs it near half of all
returns.

Cross-brand (and even same-brand) inconsistency - learned size knowledge does not
transfer, even within one label.

The existing size recommendation is shallow - purchase-history-only, garment-blind, and
unexplained, so users can't tell whether to trust it.

Measurement avoidance - 67-73% pick by past purchase or perception, not by measuring,
so the recommendation inherits that noise.

Wrong size - broken exchange spiral - return windows close and exchanges stall, turning
a size miss into a lost sale and broken trust.

Replacement size out of stock - exchange fails even when initiated; bracketing (=63% of
shoppers) is the learned coping response.

5. Five Friction Points

Five distinct frictions in the size-selection flow. F1-F3 are upstream (the size-decision itself); F4-
F5 are the downstream consequences a size miss produces.
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Friction

F1 - The on-screen
size
recommendation is
garment-blind,
unexplained, and
absent for first-time
| cross-brand buys

F2 - Cross-brand
(and even same-
brand) size
inconsistency: “M”
means different
things

F3 - Guidance is
measurements, hot
a fit outcome;
shoppers avoid
measuring

F4 - Wrong size -
forced into a broken
exchangelreturn
loop

F5 - Replacement
size out of stock;
exchange fails even
when initiated

Where in the
flow

Size-selection
step on the
PDP

Across PDPs of
different brands

Size chart /
how-to-
measure
screen

Post-purchase
(originates at
size selection)

Exchange flow

Al Reimagine - File 01 - Product Audit & Friction Analysis

Evidence (quote / observation)

PDP shows “We recommend L based
on your purchase history” (Fig 3.4) - but
no garment-cut/stretch reasoning, no
confidence, and nothing for a first-ever
or new-brand buy; 67-73% pick by past
purchase, not measurement (Fig 4.4).

Co-founder: sizing confusion = 50% of
returns (Fig 4.3); a brand’s “Medium” #
another’s (Fig 4.4); Reddit: same-brand
“M ... has different dimensions” (Fig
4.6).

Chart gives chest / front-length only, no
cut or stretch (Fig 3.5); 67-73% never
measure and pick by perception (Fig
4.4),

Play Store: “request was declined after
10 days and they closed return window”
(Fig 4.5); real order history shows
repeated exchanges (Fig 3.7).

Reddit: on exchange the size/style
“shows not available at your pincode”
(Fig 4.6).
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Who it hurts
most

First-time / new-
brand / new-
category buyers
(no history) and
anyone buying a
differently-cut
garment

Multi-brand
shoppers - i.e.
most users

Casual shoppers
who don’t know
or won't take
body
measurements

Anyone who
guesses wrong -
a large share,
given 25-40%
returns

Sale shoppers
and popular-SKU
buyers



6. Impact-vs-Effort Prioritisation

Impact x Effort - five frictions in the size-selection flow

QUICK WINS * SELECTED

OO

Wrong size - broken

Size rec is garment-blind & exchange loop

fails first-time / cross-brand buys
Cross-brand size

inconsistency

Replacement size
out of stock
Charts give measurements,
not fit outcome

IMPACT -

EFFORT -

Figure 6.1 - The five frictions plotted on impact x effort. F1 is selected.

Scoring criteria
¢ Impact = (how many shoppers hit it) x (severity: lost sale + reverse-logistics cost + trust
damage).
» Effort = build complexity to address it well - data needed, model/inference required,
integration depth - judged for a realistic engineering build and a no-code prototype.

Reading the matrix

F1 and F3 sit in the quick-wins quadrant: high impact, genuinely addressable. F2 is high-impact
but needs cross-brand normalisation data, pushing effort up. F4 and F5 are high-impact but are
process and inventory problems - not Al's sweet spot - and they sit downstream of the size
decision.

Selected friction

F1 - Even with a size chart and a purchase-history recommendation already on
screen, a shopper still can’t trust which size will fit: the recommendation is garment-
blind, unexplained, and missing exactly when it's needed most - a first-ever buy, a new
brand, or a new category.
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F2 and F3 are facets of F1; F4 and F5 are its downstream consequences. Targeting F1 attacks
the root cause that generates the return-spiral volume customers complain loudest about.

Why Al is the right tool here (and not a rule or UX fix)

This is the strongest part of the case, precisely because Myntra has already tried the non-Al
fixes. Its co-founder pegged sizing at almost 50% of returns and promised a standardised chart
would cut returns by >30% - and Myntra has since shipped that chart, a how-to-measure guide,
and a purchase-history size recommendation. A decade later, Indian fashion still returns at 25-
40% with fit as the top reason. The deterministic and rule-based levers have plateaued. The
unsolved problem is reconciling four moving parts at the decision point, at once:

e per-brand (and per-garment) sizing idiosyncrasy across 3,500+ brands;

* how this specific item is constructed - cut, stretch, fit intent;

« the shopper’s body and fit history - including the cold-start case where there is none;
* natural-language preferences (“I like it slightly loose”).

A static chart cannot do this, and the existing purchase-history recommendation does only the
third part - partially, and silently. Reconciling all four, then explaining the call with a confidence
level, is an inference-and-personalisation problem: an LLM plus retrieval over size charts plus a
learned fit profile. That is why Al is the right tool for F1 - and the wrong tool for F4/F5, which are
logistics and inventory problems no model will fix.

The win is scoped honestly. This does not aim to out-predict Myntra’s purchase-history signal
for repeat buyers - that signal is grounded in real fit outcomes and is hard to beat head-to-head.
It targets the cold-start and cross-brand moments that signal structurally cannot reach, and
converts an opaque “we recommend L” into an explained, confidence-scored call. That is the
bet Files 2-6 build and measure.

This selected friction drives Files 2-6.
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