

















Executives report multi-prong strategy

Nearly three-quarters (72%) of executives
surveyed say that e-commerce is not
accretive to their profitability, while 76%
say their per-package delivery costs have
increased in the past year. No wonder
85% say that reducing total cost per
order (rather than, for example,
improving service levels) is their top
priority for last-mile delivery. To help
meet that goal, nearly half (49%) of
executives surveyed report that they
have increased the minimum purchase
level or required club membership, or
both, to qualify for free shipping.

Above all, though, executives say their
main lever for addressing costs is
distribution network optimization. For the
first time in three years, more than 50%
say they're addressing costs by
diversifying the carriers they use—40%
say they have shifted volume away from
FedEx or UPS in the past year as part of
their cost-saving drive. And though more
than half (57%) say they're investing in
their planning and execution technology
platforms, few are looking for a quick
technological fix: only 13% say they're
investing in Al/ML optimization
capabilities, while a mere 7% are putting
their chips on robots and other
autonomous technologies.

Retailers are also tweaking their service
offerings to accommodate consumer
expectations. A high percentage of
retailers say they're offering or plan to
offer in-store pickup of items
purchased online. One virtue of in-store
pickup, from the retailers’ standpoint, is
that the service neatly sidesteps the
problem of last-mile delivery, with its
rising costs and high service
expectations. It's also popular with a
small but significant percentage of
consumers, since in-store pickups
negate the risk of porch piracy and suit
the needs of consumers whose living
situations make home delivery
impractical or inconvenient.

49% of Execs

report they have increased
minimum purchase level or
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both, to quality for free shipping

FIGURE 5: OVER HALF OF THE RESPONDENTS INDICATED CURRENTLY OFFERING IN-STORE PICK-
UP, WITH 15 INDICATING A PLAN TO OFFER IT — MOST POPULAR SERVICE AMONG EXECUTIVES

Q: Which of the following customized delivery services do you currently or plan to offer?

CUSTOMIZED DELIVERY SERVICES CURRENTLY OR PLAN TO OFFER
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About AlixPartners

For more than 40 years, AlixPartners has helped businesses around the world respond quickly and
decisively to their most critical challenges — circumstances as diverse as urgent performance
improvement, accelerated transformation, complex restructuring and risk mitigation. These are the
moments when everything is on the line — a sudden shift in the market, an unexpected performance
decling, a time-sensitive deal, a fork-in-the-road decision.

But it's not what we do that makes a difference, it's how we do it. Tackling situations when time is of
the essence is part of our DNA — so we adopt an action-oriented approach at all times. We work in
small, highly qualified teams with specific industry and functional expertise, and we operate at pace,
moving quickly from analysis to implementation. We stand shoulder to shoulder with our clients
until the job is done, and only measure our success in terms of the results we deliver.

Our approach enables us to help our clients confront and overcome truly future-defining challenges.
We partner with you to make the right decisions and take the right actions. And we are right by your
side. When it really matters.
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