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Ordering online often takes only a few clicks. However, when 

large and bulky goods are purchased from e-commerce 

retailers, it can take a long time for the shipment to reach the 

recipient. The time between purchase and delivery makes all 

the difference in online retail. Our goal is to make the waiting 

time for your customers as short as possible through 

proactive, transparent and reliable communication. 

The pressure on companies has grown as the economy has 

become more demanding. According to respondents to the 

METAPACK Ecommerce Delivery Benchmark Report 2024, 

rising costs, weak customer demand and intense competition 

are among the biggest challenges currently facing businesses. 

Brand success is now even more closely linked to efficiency 

in the customer journey.¹ This concept has steadily evolved 

in recent years and has progressed from single channel to 

multi-channel and omni channel to unified commerce which 

manages customer data and channels via a single platform. 

A customer experience that is not handled seamlessly 

creates a risk for companies because recipients will look for 

alternative channels and competitors that better meet their 

needs. Convenience and reliability play a significant role in 

consumer satisfaction. To meet these needs, companies and 

their service providers must be flexible and adaptable. It is also 

crucial to make reasonable use of artificial intelligence and new 

technologies at the various touchpoints in the customer journey. 

KPMG study: Rising expectations are 
reshaping customer experience standards

A Europe-wide customer survey conducted as part of 

KPMG’s Customer Experience Excellence research indicates 

that customer experience performance across industries is 

under increasing pressure as customer expectations continue 

to rise faster than companies’ ability to meet them. The value 

of customer experience excellence includes factors such as 

empathy, integrity, personalization, expectations, problem-

solving skills and time and effort.2 

Why this is important: In recent years, many companies have 

improved their customer journey, creating high expectations. 

However, technologies such as artificial intelligence, augmented 

reality and a personalized customer approach can help retailers 

stand out from the competition. According to a 2024 study by 

Ralph Shad, Ayoolu Olukemi and Axel Egon titled “The Impact 

of Personalization on Consumer Engagement and Loyalty,” 

companies that deliver highly personalized experiences benefit 

from stronger customer engagement and increased loyalty, 

which in turn supports a greater willingness to recommend  

them to others.3 

That‘s why having personalized and clear communication 

during the delivery process is essential. It assures customers 

that even if something doesn‘t go as planned, such as a  

delay in the supply chain, they‘ll be more understanding 

because they‘re prepared for it. When retailers and their 

service providers actively communicate individually with the 

recipient, it encourages them to shop there again.  
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¹ See METAPACK, „Ecommerce Delivery Benchmark Report 2024”, p. 13, at:  
https://info.metapack.com/deliverybenchmarkreport2024.html 
(accessed on July 12, 2024)

2 See KPMG, “Global Customer Experience Excellence,” at: https://kpmg.com/xx/en/our- 
insights/transformation/global-customer-experience-excellence.html  
(accessed on December 12, 2025)

³ See Ralph Shad, Ayoolu Olukemi & Axel Egon, “The Impact of Personalization on Consumer 
Engagement and Loyalty,” EasyChair Preprints (2024), at: https://easychair.org/publications/
preprint/9dQN/open (accessed on December 12, 2025)

https://easychair.org/publications/preprint/9dQN/open
https://easychair.org/publications/preprint/9dQN/open


Positive effects achieved through  
improved communication with customers

In this age of instant access to data and information, 

consumers have higher expectations for transparency in the 

delivery of their goods. However, two-thirds of online retailers 

are failing to fulfill these customer expectations. The new gold 

standard for last-mile delivery now includes advanced tracking 

features that go beyond simple updates, according to the 

2024 Benchmark Report. Consumers expect a user-friendly 

interface that displays the estimated arrival time and provides 

accurate live GPS tracking of the driver.4 

The last mile has become a pivotal moment in the customer 

journey. It can significantly impact brand reputation and 

customer satisfaction: “Delivering on commitments and 

meeting growing expectations for convenient, personalized 

and on-time deliveries are paramount to maintaining trust 

in the future.”5 According to the study, an outstanding 

delivery experience includes route optimization tailored to 

customer preferences, real-time shipment tracking and clear 

communication with regular delivery updates via various 

channels such as apps, email or text message.6 

Using professional communication throughout the delivery 

process, we are able to sustain your customers‘ enthusiasm 

for the delivery. This is particularly valuable in e-commerce, 

as satisfied recipients are more likely to recommend their 

online retailer to others and continue shopping there. 

However, what touchpoints does transparent communication 

in the Rhenus delivery process encompass? 

Customer-friendly delivery times 

We typically deliver shipments Monday through Friday between 

7:00 a.m. and 6:00 p.m. In some regions, we also offer Saturday 

deliveries and extended hours until 9:00 p.m. on weekdays. 

Additionally, customers can enjoy a 3-hour delivery window 

(except in Iberia), making scheduling even more convenient.
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4 See METAPACK, “Ecommerce Delivery Benchmark Report 2024,” p. 27, at: ibid. 
(accessed on July 12, 2024)

5 METAPACK, “Ecommerce Delivery Benchmark Report 2024,” p. 26, at: ibid. 
(accessed on July 12, 2024)

6 See METAPACK, “Ecommerce Delivery Benchmark Report 2024,” p. 26, at: ibid. 
(accessed on July 12, 2024)
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Keeping track of where goods are

Surveys show that tracking goods until they are delivered 

is considered a requirement for the vast majority of online 

shoppers. The most popular channels for updates during the 

delivery process are email notifications and online portals or 

apps. Rhenus uses both of these communication methods to 

provide delivery information.7

Pre-delivery phone call from the driver 

To give recipients time to finish any last-minute tasks  

on the day of delivery, we notify them of our arrival 30 to  

60 minutes in advance via phone call or text message. 

Customers consistently highlight this service as particularly 

helpful in their reviews: It allows them to quickly stop by the 

bakery or pick up their children from school without any issues.

Notification when the goods are ready for delivery

When an order is ready for delivery, we’ll send out a notification. The  

customer then receives an email with a link to our customer portal, where in 

some countries you can easily book additional services. Plus, in most regions 

we operate, recipients can check their order status online anytime through  

the portal, making it simple to stay informed every step of the way.

04

Rhenus Group
Whitepaper

7 See METAPACK, “Ecommerce Delivery Benchmark Report 2024”, p. 28, at: ibid.  
(accessed on July 12, 2024)
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