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Merchants Have Increased Confidence in Shipping 
Carriers Going into the Holiday Season

Survey Says: 
Happy Holidays
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Merchants respond: how confident are you that 
the carriers that you use for shipping will keep 

up with demand amid the holiday season?
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Merchants That Are Confident in Their Own Operations 
Have More Confidence in Carrier Reliability

Survey Says: Happy Holidays

HOW DO I READ THIS CHART?
Here's a helpful tip: Adding up all percentages in a row totals 100% of folks that selected the given operations 
confidence level. As an example, 43.84% of folks that selected "very confident in my shipping operations" said 
they are "very confident in the carriers".
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Consumers Stay Consistent With Holiday Shopping

Survey Says: Happy Holidays
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on holiday gifts
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I will do less online
shopping

I do not do any
holiday shopping

6.8%
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With traditional shipping habits shifting this past year, we surveyed consumers 
to help predict this year’s holiday selling season.

Good news: for half of the consumers surveyed, the COVID-19 pandemic has not 
affected holiday spending plans.

Are shoppers planning to deck the halls of their local brick and mortars or will 
they be browsing online?

More than one third of consumers are planning to keep their online/offline 
shopping mix the same as previous years. Another one third of consumers are 
going to do more online shopping compared to years prior.
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Delivered by the Holidays?  
The Pressure’s Off. 

Survey Says: Happy Holidays

Do you feel pressure to offer a “delivered 
by the hoildays guarantee” to avoid losing 

business to competitors?
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The Impact of
COVID-19 on Shipping

Package Delays Amid a Pandemic

More package
delays

More sales My supply chain
is disrupted

Less sales More customer 
complains

Fulfilling 
orders has 

become harder 
due to safety 

concerns

Number of 
returns has 

increased

None of 
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The Impact of COVID-19 on Shipping

Half of Businesses Saw No Change to Average 
Order Value (AOV)

Businesses that are very 
confident in their shipping 
operations were almost 
three times as likely to see 
significantly larger AOV during 
the COVID-19 pandemic.

Percentage of businesses that are very 
confident in their shipping operations 
that saw a significant increase in AOV 
during COVID-19.

Percentage of all other 
businesses that saw a 
significant increase in AOV 
during COVID-19.

Significantly
larger AOV

Slightly larger
AOV

No change Slightly
smaller AOV

Significantly
smaller AOV
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The Impact of COVID-19 on Shipping

E-commerce Shipping Was Not Spared the 
Wrath of 2020
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The Impact of COVID-19 on Shipping

58% of Consumers Increased Their Online 
Shopping Habits Since COVID-19

I do all or almost all
my shopping online

I do more than half of
my shopping online

About as often as I
shop in-person

I do less than half my
shopping online

I almost never
shop online
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40.4%I swapped in-store
buying for online

I did not buy any new
types of items online
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How Much are Businesses 
Spending on Shipping?

Shipping Makes Up 15 Percent or Less of Average 
Order Value for Most Businesses 

 

67.4
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Shipping Spend as a percentage of AOV

Businesses With Higher Percentage Spend on 
Shipping Are More Likely to Not Be Confident 
in Their Shipping Operations Than Those With a 
Lower Percentage Spend on Shipping
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Percentage of Order Value Spent on Shipping
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Merchant Fulfillment 
Trends

Most Businesses Fulfill Orders in 
Their Home or Office 

We fulfill
orders from

our home

We fulfill
orders from

our office
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We have a mix
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inventory and
drop shipping

We have a mix
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We use a 3PL
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We are
mostly drop
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Merchant Fulfillment Trends

A Diverse Fulfillment Strategy 
Breeds More Confidence  

*All processes that make up 1% or less of the overall survey were not 
included due to the low representative sample.
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Merchant Fulfillment Trends

Cost of Shipping Continues  
to Be a Challenge  

Cost of
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Merchant Fulfillment Trends

Fulfillment Times Are Slowing Down 

2017 2018 2019 2020
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Carrier and
Delivery Options

Consumers Prefer 2-3 Day Delivery Options

Speed and Cost Are More Important Than Carrier 

72

31.713.7
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Carrier and Delivery Options

Yes, I will pick it no
matter cost or speed

Somewhat, but it 
has to be competitive

No, I decide based on
speed or cost

6%

22%

0 20 40 60 80

72%
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Carrier and Delivery Options

Leveraging More Carriers Does Not Impact 
Your Confidence Level 

41.7%

<1%

57.7%

1 Carrier

2-4 
Carriers
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Carrier and Delivery Options

Most Businesses Share Carrier Tracking Pages 

Very
confident

Somewhat
confident

No opinion Somewhat
not confident

Not
confident
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Carrier and Delivery Options

20.9%

3.5% 2% 5.5%
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The Checkout
Experience

Shoppers Prefer Free Shipping, But Don’t Require It 

33%

We always
offer free
shipping

We offer
free shipping

more than
half the time

We occasionally 
offer free
shipping

We do not
offer free
shipping
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The Checkout Experience

Consumers respond: how does free shipping most often 
affect your online purchasing decisions?

Consumers Seek Delivery Date More Often 
Than Shipping Cost

I only purchase online
with free shipping

I will swap stores
for free shipping

I prefer it, but it won’t
prevent buying

I don’t care about
shipping cost

40.5%

19.4%

24.9%
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The Checkout Experience

Shipping
cost

Average
fulfillment/

shipping
time

Carrier who
will deliver
the item(s)

When the 
item will

ship

Expected
delivery
date to 

customer
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The Checkout Experience

Most Merchants are Not Running  
Shipping-related Tests

Have you run any shipping-related
tests in the last year? 

No

Yes
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Returns as a
Growth Driver

Free Return Shipping Valued by Consumers

The
consumer is
responsible
for paying
for return
shipping
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the cost of

return
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We don’t
accept

e-commerce
returns
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Other
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Returns as a Growth Driver

Free return shipping

The ease of processing
a return

How quickly I get
my refund

A long time frame when 
returns are accepted

I care about
something else

I don’t care
about returns

41.2%

19.6%
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About the
Survey

Merchants respond: which best describes your online retail store?

Specialty items

Hobbyist items

Health and beauty

Womens apparel
and footwear

Food products

Home and office

Sport and outdoor

Mens apparel
and footwear

Jewelry

Hardware (computer
and electronics)

Pet

Baby and kids

Games and
entertainment

Auto and
accessories

Medicinal/
medical supply

Hardware

23.9%

11.3%

5.9%

1.6%

1.4%

0.7%

0.5%

0 5% 10% 15% 20%

13.3%

9.4%

8.8%

7.7%

2.5%

2.6%

3.2%

3.3%

3.9%

Merchant data is based on responses from 704 e-commerce merchants that use Shippo’s 
platform. Consumer data is based on responses from 500 e-commerce shoppers and was 
gathered by a third-party survey platform. Both sets of data were collected in October 2020.
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About the Survey

Merchants respond: how confident are you in your 
current shipping operations and strategy (how your 
business stacks up compared to competitors, the 
efficiency of your process, customer satisfaction 
with shipping, whether or not you feel confident 
that you are minimizing costs as best as possible)?

Very
Confident

Somewhat
Confident

No
Opinion

Somewhat
Not

Confident

Not
Confident

21.84%

47.40%

3.57%
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20%
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40%

9.51%

17.68%
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About Shippo

Everything You Need for E-commerce Shipping in 
One Easy-to-use Platform
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