HOW HEALTHY IS YOUR
WEBSITE?
HERE IS HOW TO FIND OUT.

WEBSITE HEALTH CHECK
Do you sell internationally?
Do you state your shipping options
on your home page and mentioned
that you sell internationally?

Do you offer an easy
returns solution?
Is your Website available in
multiple languages?

Do you offer an express delivery
option?

Do you apply currency
conversion?

Are your shipping
charges appropriate?

Do you offer localized
payment options?

Do you offer a Duties
& Taxes Paid option?

Are delivery notifications
mentioned on your website?
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“In the next 30 years, globalization will empower 80 percent of
businesses and people that have not benefited from globalization.
80 percent of small business will benefit from globalization.
In 2030 more than 85 percent of business will be e-commerce. Less
than one percent of trade will be offline. Much of today’s world trade is seen in
containers, while in 2020 most of it will be in packages…“
JACK MA – (retired) CEO Alibaba Group

IT’S A SMALL WORLD
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CROSS BORDER

EMERGING TRENDS

2x

900

25%

Consumer behaviour
is changing:

Cross Border Ecommerce grows with
twice the rate of
Domestic

YoY Growth of
Emerging
E-commerce
Markets

billion USD

spent on cross-border
purchases by 2020

They expect everything ‘on demand,’
any time, any place and to buy anywhere.
And don’t put your money in one basket…
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HOW DELIVERY INFLUENCES

ONLINE PURCHASING DECISIONS

60%

77%

of consumers choose
one merchant over
another because the
delivery options are
more convenient

expect that the
delivery options are
always displayed on
the product page

54%
of consumers say
that the delivery
defines who they
always shop with
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WE SHIP INTERNATIONALLY

EXPRESS DELIVERY

91%

FREE SHIPPING FOR ORDERS OVER 150 USD

of online shoppers will leave a website if services like
Fast Shipping are not available
Shoppers want their goods quickly and younger generations
are willing to pay a premium for that convenience.
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35%

OF CONSUMERS PLACE A
PREMIUM ON EXPERIENCE
AND CONVENIENCE.
A growing number of consumers
prioritize convenience over costs; 35%
of online shoppers say they are happy
to pay to get their items delivered
WHEN and WHERE they want.

Offering more than one Delivery Method could significantly
improve Conversion Rates for E-Commerce Sites. Both B2C and B2B.
Looking at 80 E-commerce sites in the US*, we analyzed what
effect having multiple delivery options (e.g. standard, express,
next day etc.) had on Onsite Conversion Rates.
 We can see that on average, sites which offered only one
delivery option convert at an average of 1.91%.
 The optimal number of delivery options appears to be 4 (e.g.
Standard, Next Day/Express, Service Point Collection &
Signature Release) with an average conversion of 5.15%.

US E-Commerce Average Conversion Rates vs.
Number of Delivery Options Available
US, Desktop & Mobile Web, May 2020
6.00%

5.00%

4.89%

5.15%

4.00%

The data suggests that E-commerce sites could more than
double their conversion rate by offering more than 1 delivery
option.

3.00%

Example: A company with 1 million hits on their website, (with
an average basket value of 50,00 euro) could increase their sales
from 955k to 2.6M - by going from 1 to multiple delivery options.

1.00%

4.69%

3.56%

2.00%

1.91%

0.00%
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Number of Delivery Options on E-commerce Websites
* SOURCE: SimilarWeb, B2B & B2C E-commerce Websites (Fashion Industry)
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45%

45% of consumers have
abandoned a basket on a
retailer / brand because
delivery would take too
long…
LUXURY ITEMS REQUIRE

FAST AND ACCURATE DELIVERY

63%

When making a luxury
purchase, the exclusivity
of a prestige delivery
service appealed to 63%
of consumers.

+

=70%

EXPRESS DELIVERY LEADS UP TO

BASKET VALUE INCREASE
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FOR HEALTHY SALES

DON’T GET LOST IN PRODUCT AND PRICING

91%

47%

shipping are not

“Fast.”

of online shoppers will
leave a retail website if
services like fast
available.

Only 47%
consider 2-day
shipping as

FREE vs.

FAST

The trend is starting to
reverse, with 79%
preferring “free” over
“fast,” down from 86%
the year before.

45%

Have abandoned
their cart because
delivery would
take too long.

+

=

EXPRESS DELIVERY

$35,00

+

=

EXPRESS DELIVERY

ONLY $10,00!

Are your Shipping Charges appropriate?

CANCEL ORDER

BUY NOW

START PLANNING

DECIDE UPON YOUR STRATEGY
If charges and service offerings are made clear, throughout the
website, conversion rates will increase dramatically.

 Charge the right costs
Integrate with real-time shipping carrier rates.

 Flat rate shipping

‘CHF 20 flat rate to the US’.
You may want to subsidize this rate too…

 Offer free shipping

i.e. ‘Free shipping on all orders over CHF 200’.

 Subscription Services

Think about what the E-commerce giants are doing…

© 2018 Magento Commerce
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79%

THE APPEAL OF DELIVERY LOYALTY
PROGRAMS ARE STRONG.
79% of consumers say they want the
E-commerce websites they shop with to offer a
delivery loyalty program, so they can benefit
from FASTER or ‘FREE’ delivery.
86% say that a ‘VIP STYLE’ membership
would incentivize them to shop more
exclusively with e-commerce sites.
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ARE THE CUSTOMS DUTIES AND TAXES
PAID? OR IS THIS AN OPTION WHICH CAN
BE CHOOSEN?

WEBSITE HEALTHCHECK
CLEARLY STATING ON HOMEPAGE THAT YOU
ARE OPEN TO INTERNATIONAL ORDERS



INTERNATIONAL OFFERING
EXPRESS OFFERING



APPROPRIATE DELIVERY CHARGES



CUSTOMS DUTIES AND TAXES PAID OPTION
EASY RETURN OFFERING
DIFFERENT LANGUAGES
LOCAL CURRENCY
PAYMENT OPTIONS
DELIVERY NOTIFICATIONS








70% of Customers would like to pay these charges at
checkout
All research shows that consumers are worried about hidden
costs
By offering a Delivery Duties Paid (DDP) service, you (as
the sender) can bill all duty and tax charges back to your
account
Retailers who offer DDP grow at double the rate of those
that don’t
15 of DHL’s top 20 e-commerce Customers send their
shipments Delivery Duties Paid
Low ‘de minimis’ values for Canada, Norway and
Switzerland mean that duty would be charged for most orders
Luxury brands don’t want their Customers to be contacted
for money and have their shipments delayed while payment
is made (especially as many orders are gifts)
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RETURNS
SERVICE

92% of Customers
are likely to make a
future purchase with
a retailer that offers
simple returns

Your Customers want to return
shipments with minimum effort.

Don’t like it?

Prepare return and
locate Service Point
or
Book a
Pick Up

Drop off
shipment

Happy again!

3X

68%

56%

41%

buyers are 3X more likely to
return an online order
compared to a retail store

millennial
would choose a retailer based
solely on their returns policies

56% of online shoppers have
abandoned the cart after
reading the Returns policy

41% of consumers order
multiple items knowing they
will return some or most items

CONSUMER BEHAVIOR IS CHANGING WITH
RETURNS BEING AN INTEGRAL PART OF AN
ONLINE BUYER’S SHOPPING JOURNEY

CUSTOMERS WANT FLEXIBLE RETURN
OPTIONS WITH CUSTOMERS WILLING TO PAY
FOR PREMIUM OPTIONS

•

•

•

Consumers are not satisfied with existing return
policies
Consumers want flexible returns options

Customers may choose from different return
options like Postal Returns, Drop off at counter &
Courier Pick Up

CONSUMERS ARE BECOMING MORE GLOBAL
BUYING INTERNATIONALLY

SUPERIOR RETURNS CAN INCREASE
CUSTOMER LOYALTY & REPEAT SALES

•

•

•

International customers want a hassle free returns
process.
Current challenges they face are High Return Costs,
Lengthy Refund Times, Customs Issues

•

Faster Refunds - primary reason for customer
dissatisfaction is due to extended processing times
Faster return times & seamless clearance
increasingly important
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FOR HEALTHY SALES,
DON’T GET LOST IN TRANSLATION

WEBSITE HEALTHCHECK
CLEARLY STATING ON HOMEPAGE THAT YOU
ARE OPEN TO INTERNATIONAL ORDERS



Studies have shown 20% increases in conversion rates when
landing pages and adverts are translated into the local
language and a staggering 70% when websites are fully
localized



56% of shoppers said the ability to obtain information in their
own language is even more important than price



75% of internet users do not make important purchasing
decisions unless the product description is in a language
they can speak

INTERNATIONAL OFFERING
EXPRESS OFFERING
APPROPRIATE DELIVERY CHARGES
CUSTOMS DUTIES AND TAXES PAID OPTION
EASY RETURN OFFERING
DIFFERENT LANGUAGES
LOCAL CURRENCY
PAYMENT OPTIONS
DELIVERY NOTIFICATIONS
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WANT TO BE PAID?
MAKE PAYING EASY


98% of online shoppers
prefer to pay in their local
currency.



In Holland, 56% of online
shoppers purchase via
iDeal, if this option isn’t
available, you may miss
out on half of your Dutch
customers.



Offering payment options
that are local makes it
easier for customers to
buy from you.
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"THE HUMAN BRAIN IS
WIRED TO BE CURIOUS“
AND WE HAVE A NATURAL
TENDENCY TO KNOW ...
Are delivery notifications
mentioned on your website?

DHL EXPRESS 9829289116
from ADIDAS is scheduled
for delivery TOMORROW.
Signature is required.
Manage your delivery at
On Demand Delivery
delivery.dhl.com

 30% of consumers requested a

change of delivery date or location after
their order was dispatched

 50% said that if this option had
been available, they’d have used it

 49% of consumers expect an online
retailer to communicate the status of
their new order
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AND WILL INCREASINGLY
BE SPENDING MONEY

DHL Express – Excellence. Simply delivered.

FOR INTERNAL USE ONLY

THANK YOU

