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The online channel has a
strong value perception
which drives demand, but
retailers need to step up
their sustainability efforts
to cater to eco-conscious
consumers.

Online Retailing: Home Delivery, Collection And
Returns - Germany - 2023

This report looks at the following areas:

• The impact of the cost-of-living crisis on online
purchases, deliveries and returns
• Online channel usage and products purchased
• Preferred way of receiving online purchases
• Preferred mode of collecting online purchases
and ways to increase the use of click-and-collect
• Issues experienced when receiving, collecting
and returning online purchases
• Interest in convenient GPS-based delivery and
longer return periods
• Behaviour towards sustainable delivery methods
• Reactions to delivery and return charges and the chances that arise for delivery passes

Overview

High inflation is taking a toll on the budgets of online shoppers, resulting in falling sales for
online retailers in 2023. Despite less demand, the market will remain stronger than before the
pandemic and will continue to attract price-sensitive consumers.

While only 29% of German online shoppers use click-and-collect services, they are likely to
become more popular due to cost-efficiencies and being more sustainable than last-mile
deliveries. Long wait times and restricted collection hours are the main issues experienced,
revealing the need to boost flexibility and speed.
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Charges for postal returns make returning in-store more appealing for 45% of German
online shoppers, allowing multichannel retailers to benefit from reintroducing fees. But pure
online players need to be aware that 35% of online shoppers believe that ordering extra
products and returning the excess is a good way to meet free online shopping delivery limits,
demonstrating the lengths consumers will go to avoid fees.

60% of Gen Z prefer ordering from retailers offering sustainable delivery options, stressing the
need to reduce the carbon footprint of deliveries. As 54% of male online shoppers aged 16-24
would pay more to get online purchases delivered to their GPS coordinates, uber-
convenient delivery methods could be introduced as a premium service.
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Report Content

EXECUTIVE SUMMARY

Key issues covered in this Report

• Overview

• The five year outlook for online retailing: home delivery, collections and returns

Market context

• The online channel is affected by poor consumer sentiment but benefits from strong value perception

• Income squeeze dampens online retail sales

- Graph 1: development of online retail turnover in €bn (incl VAT), 2018-23

• Legislative regulation demands online retailers to rethink packaging

Mintel predicts

• Consumers' eco-ambitions call for the green transformation of online retailing

Opportunities

• Capitalise on delivery passes

• Speed up click-and-collect services

• Expand click-and-collect services to increase convenience

• Demonstrate sustainable efforts with eco-packaging and delivery

• Transform returns into new purchase opportunities

MARKET DRIVERS

The German economy

• Economic recovery to follow the slowdown in 2023

- Graph 2: key economic data, in real terms, 2019-25

• The inflation rate is slowly bouncing back to more conventional levels

• Inflation is still the key factor affecting consumers' finances…

• …confidence and expenditure

- Graph 3: financial confidence index, 2022 - 23

The impact of the economy on retailing

• Nominal retail turnover at an all-time high

- Graph 4: development of retail sales* (€bn incl VAT), 2016-23

• Inflationary pressure forces Germans to shop less
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Online market

• Income squeeze dampens online retail sales

- Graph 5: development of online retail turnover in €bn (incl VAT), 2018-23

• The five leading retailers account for half of the online retailing sector

- Graph 6: market share of leading online retailers, 2022-23

Sustainability

• Environmental consciousness is still high on the agenda

• Online retail boom calls for environmental action

• Environmental impact of ecommerce

• Germany has a substantial gap between generated and recycled packaging waste

- Graph 7: packaging waste generated per inhabitant, kilograms, 2012-21

• EU Proposal for Packaging and Packaging Waste Regulation

Living situation

• Urbanisation advances slowly but steadily

- Graph 8: share of urban population as percentage of total population, 2002-22

• Number of single households on the rise

- Graph 9: development of household sizes, 1970-2040

WHAT CONSUMERS WANT AND WHY

Online channel usage and products purchased

• Clothing, footwear and accessories are the most widely purchased products online

- Graph 10: products purchased online, 2023

• Online shopping is an integral part of Germans' lives

• Capitalise on online beauty boom

- Graph 11: consumers who purchased toiletries, fragrances and/or cosmetics online, by age and gender, 2023

• Offer additional services and socialising opportunities to grow online baskets of over-65s

- Graph 12: repertoire of products purchased online, by age, 2023

Delivery of online purchases

• Consumers prefer home delivery

- Graph 13: ways to receive online purchases, 2023

• Respond to flexibility in delivery that consumers are increasingly expecting

- Graph 14: repertoire of ways to receive online purchases, 2023

• Respond to generational preferences

- Graph 15: ways to receive online purchases, by generation, 2023

• Grow younger consumers' use of pick-up services
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Issues experienced while receiving online purchases

• Improve the delivery experience to maximise a costly consumer touch point

- Graph 16: issues faced while receiving online purchases through delivery, 2023

• Enhance delivery time accuracy to cater to younger consumers' busy lives

- Graph 17: consumers that experienced incorrect delivery time and order tracking, 2023

• Boost delivery experience in urban regions

- Graph 18: selected issues faced while receiving online purchases through delivery, by area, 2023

Collection of online purchases

• Increase the attractiveness of click-and-collect services

• Leverage click-and-collect to encourage pick-up purchases

• Promote the cost-saving aspects of click-and-collect

- Graph 19: online purchases by collection, by net monthly household income, 2023

- Graph 20: consumers who report that trying to save money on delivery costs has made them more interested in click-

and-collect options, by net monthly household income, 2023

• Underline potential to save costs with click-and-collect services

• Build on younger consumers' likelihood to shop with multichannel retailers to increase in-store collection

- Graph 21: types of retailers shopped with online in the last 12 months, by generation, 2023

• Highlight the eco-friendliness of in-store collections to address Gen Z's eco-ambitions

• Enhance &nbsp;reserve-and-collect experience with superior customer service

- Graph 22: ways to collect online purchases, 2023

• Increase the convenience of collections

- Graph 23: issues faced while collecting online purchases, 2023

• Leverage flexible pick-up times to appeal to younger shoppers

- Graph 24: issues encountered while collecting online purchases in the last 12 months, by age, 2023

• Broaden the appeal of collections with increased convenience and availability

Returning online purchases

• Promote convenient return options

- Graph 25: ways to return online purchases, 2023

• Grow the use of return collections by promoting convenience…

- Graph 26: ways to return items, by product categories purchased, 2023

• …and that they provide a remedy to return issues

- Graph 27: issues experienced when returning purchases, by way to return purchases – NET, 2023

• Help consumers to minimise returns

- Graph 28: ways to return online purchases, 2023

• Provide female consumers with better sizing tools to reduce returns

• Stand out and reward those who keep online orders
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• Target younger buyers with a smooth mobile return processes

- Graph 29: devices used for online channel*, by age group, 2023

• Turn returns into a valuable customer interaction

• Make returns hassle-free

- Graph 30: issues faced while returning online purchases, 2023

• Incentivise in-store returns as a cure for many return issues

Behaviours related to delivery, collection and returns

• Free returns hold strong appeal for cost-conscious shoppers

- Graph 31: behaviours towards online purchases, 2023

• Use delivery passes to bring consumers into the ecosystem

• When budget is tight, price beats Gen Z's eco-consciousness

- Graph 32: behaviours towards online purchases, by generation, 2023

• Stand out with innovative sustainable delivery methods

• Use and promote eco-friendly packaging

• Embrace convenience to cater to young male consumers

• Offer hyper-convenient delivery as a premium option

• Appeal with longer return periods

- Graph 33: consumers who would pay extra for extended return periods, by age and gender, 2023

• Extend products' lives

LAUNCH ACTIVITY AND INNOVATION

• REWE trials drone delivery in rural areas

• Amazon expands electric fleet in Germany

• Amazon reduces outer packaging where possible…

• …and opts for size-optimised paper packaging where needed

• Amazon promotes shipments in product packaging

• To reduce emissions, DHL invests in rail transport…

• …and trials transport via solar-powered ships in Berlin

• DHL promotes rail transport as green way of freight transport

• H&M introduces return fees for club members

APPENDIX

Appendix – products covered, abbreviations and consumer research methodology and language usage

• Products covered in this Report

• Abbreviations

• Consumer research methodology
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• A note on language

Appendix – repertoire analysis methodology

• Repertoire analysis methodology
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About Mintel Reports: Germany

Access our reports now and get the most
accurate, credible and powerful data, insights
and analysis. Mintel Reports Germany gives you
everything you need to know about what German
consumers want and why.

In each report, we're analysing the market, new
product innovations and the competitive
landscape, as well as consumer behaviours
across Germany. Our local analysts, supported by
our team of global experts then translate it into
what it means for you.

What makes us unique?

A 360-degree view of German
markets

Experienced analysts based in
Germany

Expert-led support from global
category experts

How Mintel Reports Germany will help your business grow:

Identify future
opportunities by
understanding what
German consumers want
and why

Make better decisions
faster by keeping
informed on what's
happening across your
market

See the trends and innovations
impacting Germany both on a
local and global level
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Disclaimer
This is marketing intelligence published by Mintel.
The consumer research exclusively commissioned
by Mintel was conducted by a German licensed
market survey agent (See Research Methodology
for more information).

Terms and Conditions of use
Any use and/or copying of this document is subject
to Mintel‘s standard terms and conditions, which are
available at http://www.mintel.com/terms

If you have any questions regarding usage of this
document please contact your account manager or
call your local helpdesk.

Published by Mintel Group Ltd
www.mintel.com

Help desk

UK +44 (0)20 7778 7155

US +1 (312) 932 0600

Australia +61 (0)2 8284 8100

China +86 (21) 6386 6609

Germany +49 211 2409023

India +91 22 4090 7217

Japan +81 (3) 6228 6595

Singapore +65 (0)6 818 9850

ONLINE RETAILING: HOME DELIVERY, COLLECTION AND RETURNS - GERMANY - 2023

© 2024 Mintel Group Ltd. All Rights Reserved.

https://help.mintel.com/en/articles/6193685
https://help.mintel.com/en/articles/6193685
http://www.mintel.com/terms
https://www.mintel.com

	Online Retailing: Home Delivery, Collection and Returns – Germany – 2023
	Online Retailing: Home Delivery, Collection and Returns - Germany - 2023
	This report looks at the following areas:
	Overview

	Report Content
	Executive summary
	market drivers
	What consumers want and why
	Launch Activity and innovation
	Appendix

	About Mintel Reports: Germany
	What makes us unique?
	How Mintel Reports Germany will help your business grow:


