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THE UK DELIVERY CHALLENGE
• Over 1.1 billion parcels delivered per annum
• Over 55% of homes are unattended during delivery hours
• Only 50% of consumers supply an alternative delivery option

d l 8% f ld b h f d b l f i h i• And only 8% of consumers would be happy for goods to be left without a signature



THE DOORSTEP EXPERIENCE – PERCEPTION VS REALITY

Performance in the Field –Consumer’s View on Home 
What Actually Happens?Delivery 

229 Retailers
500 Households

229 Retailers
1,320 residents



UK ONLINE SHOPPING MARKET

1.1 BILLION PARCELS
31 MILLION ACTIVE ONLINE SHOPPERS

£ 59 BILLION

£4 BILLION IN DELIVERY COSTS
PER ANNUM

£129 IN DELIVERY COSTS PER 
ONLINE SHOPPER

17% INCREASE IN SPENDING IN 2011 (£ 69 BILLION)
ADDITIONAL £173 MILLION IN FAILURE COSTS

6% MARKET IMPROVEMENT COULD SAVE £400 MILLION
(Hermes have achieved a 94% first time delivery rate with Blackbay)

12.14% FIRST TIME DELIVERY

£1 BILLION IN FAILURE COSTS

Consumer £265mA 1% IMPROVEMENT IN FIRST TIME 
12.14% FIRST TIME DELIVERY

FAILURE RATERetailer £239m
Carrier £286m
Untracked £206m

DELIVERY RATES COULD 
SAVE £ 65 MILLION 



COMMUNICATION IS KEYCOMMUNICATION IS KEY
• 83% of customers want consistent and accurate information on the delivery process



COMMUNICATION IS KEY

“43% of retailers didn’t 
provide tracking 

information to the 
consumer”

“96% of carriers didn’t 
provide pre‐delivery text 

notification”
consumer

“23% of retailers don’t “99% of deliveries didn’t 

“Warning in advance of 
Issues

provide access to online 
tracking”

provide “redelivery 
option” via text message”

“50% of deliveries 
required PoD, only 57% 

provided real‐time access 
to signatures

“1% of carriers notified the 
consumer of a carded or 
collection point delivery”

Source: Snow Valley & Blackbay Doorstep Experience 2011, IMRG & Blackbay Consumer Delivery Survey 2011



COMMUNICATING WITH MOBILITY

Receipt of Parcel at 
Confirmation of  order 

and tracking carrier

HUB

Hub 

Receipt of Parcel at 
Depot

DEPOT
DEPOT

Pre‐delivery text with 
option to change

Out for Delivery Scan 
and notification

VEHICLE VEHICLE

Real‐time SMS On‐Route Text

• SMS Delivery Date 
4th April

• Original Delivery 
date was 18‐21st

DELIVERY

carded /safeplace 
On Route Text 
within 1 hour

Real‐Time online 
delivery confirmation

April

COLLECTION

BACK OFFICE

DELIVERY



DOORSTEP EXPERIENCEDOORSTEP EXPERIENCE
• 46% of consumers are influenced by the delivery experience in their choice of retailer



MOBILITY & THE DOORSTEP EXPERIENCE

Inconsistency of carded 
delivery is a concern

51%

Delivery doesn’t  arrive as 
promised  ‐

11%

Concern over following 
delivery instructions

65%

Customer may not be at 
home to sign

37%

Delivery process will 
influence choice of retailer

46%51%11% 65%37% 46%

“only one driver followed 
specific instructions”

Parcel was pushed through 
the letterbox

Driver wrote on the card 
left by the previous carrier, 

and pushed this through 
the letterbox

“100% of drivers did not 
insist on delivering to the 

addressee”

“no retailer brand was 
represented in the  
doorstep process”

Secure PIN /Secure PIN
ID 
Special instructions

Time/Date Delivery
Image Capture
Progress notification

Safe Place
Leave w/Neighbour
Instant notification

Delivery Rules
Compliance

Branded Screen
Branded Web
Survey

Source: IMRG & Blackbay Consumer Delivery Survey 2011



BLACKBAY

RELIABLE 3,000,000 deliveries managed per day

SCALABLE 65,000 mobile workers managed per day

ROBUST 1,000,000 signatures captured per day
*available in real‐time

PROVEN 94% first time delivery rate
*6% better than industry average

Nigel Doust, CEO, Blackbay 
e.  nigel.doust@blackbay.com
p +44 7899 064 699p.  +44 7899 064 699
w.  www.blackbay.com



FLEXIBILITY AND CHOICE

Source: Snow Valley & Blackbay Doorstep Experience 2011, IMRG & Blackbay Consumer Delivery Survey 2011


