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So, you think you know what 
consumers want from delivery? 

THINK AGAIN!

How can you make sure your delivery offers 
the service your customer is looking for?
For the second year in a row we have worked with leading retail 

analyst IMRG on the UK Consumer Home Delivery Survey to gain 
unique insight into the customer expectations around delivery and 

what drives them to make that purchase.

Here are our 10 key takeaways…

of consumers will abandon 
a purchase if there is a lack of 
convenient delivery options.

 are less likely to 
up their order for 

free delivery.

less likely to spend 
more to get faster 

delivery, and...

Compared to 2018, 
consumers are

GFS can help you put this into practise - 
Find out more by contacting us here 

or calling on 08456 044 011

Source: IMRG UK Consumer Home Delivery Review 2019/20

Customers are becoming 
less willing to pay for 
Click & Collect

4.

Customers buy 
convenience

1. It’s not all about 
‘Fast and Free’

2.

expect it to be free – but are 
willing to pay if the 3rd party 
locations available are convenient.

are satisfied 
with delivery, 
compared to6. Consumers are happy with 

delivery - but returns have 
some way to go

of consumers would choose home 
delivery over any other location (incl. 
work, neighbour, Click & Collect).

A good delivery experience 
encourages repeat purchases 

3.

Home delivery is the number one choice5.

satisfaction 
with returns.

will buy from a retailer 
again if they were 
satisfied by delivery.

consider all types of pre-
delivery notifications 
important – especially as 
they help customers get their 
delivery first time, improving 
satisfaction.

would like confirmation 
that their returns parcel 
has been received.

Consistent 
communication 
is crucial

7. With returns, the 
customer priority is 
knowing when they’ll 
get their refund!

8.

For the very first time, online is viewed as the 
more environmentally friendly way to shop.

Environmental concerns are playing 
on the shopper’s conscience – but 
not if they have to pay for it

9.

would not choose an eco-
friendly delivery option if it 
costs more money. 

The votes are in! What does convenience 
look like for shoppers in 2020?

10.

GOING UP
Customers want communication 
and control.

Online tracking

SMS or email notifications

Being able to choose delivery 
day or time.

GOING DOWN
Consumers don’t want to 
be disturbed.

Evening deliveries

Click & Collect

Same Day and 
weekend deliveries

The 4 C's for customer delivery:

CHOICE - Offer broad selection of delivery options. 

CONVENIENCE - Let consumers choose the method/day/time of delivery that suits them.

COMMUNICATION - Keep consumers updated to manage expectations.

CONSCIENCE - Go multi-carrier rather than using multiple carriers to consolidate shipping 
and reduce carbon footprint.
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