
The Rapid Shift to Ecommerce  
Has Upended Retail Profitability

Driving e-commerce profitability will require 
taking on these 4 customer challenges

Get ahead of these customer challenges with Data and AI.

Optimize the Buyer Journey with Data and AI

Explore how brands such as H&M, Starbucks and  
Dollar Shave Club are unlocking the power of data + AI with  
the Retail Lakehouse on Databricks.

Offsetting big investments in 2020 and reducing higher cost to serve in ecommerce 
is a top priority across most Databricks Retail customers in 2021. 

HIGH RATES OF  
RETURNS IN ECOMMERCE 

CHANNELS

HIGH COST TO 
DELIVER

4. CUSTOMER SERVICE AND COST TO SERVE

Consideration
Build customer-centric engagement mechanisms
•  Content-based recommendations •  Search results ranking
•  Collaborative filter recommendations •  Personalized promotions
•  Landing page optimization

Conversion
Optimize campaigns for conversion
•  Upsell/Cross-sell •  Returns prediction
•  Suggested basket •  Fraud detection
•  Auto-replenishment •  A/B testing

Fulfillment
Increase efficiency by streamlining operations
•  Digital receipt offers •  Customer lifetime value
•  Order consolidation •  Delivery problem detection
•  Proactive customer service

Retention & Loyalty
Reduce customer churn to increase share-of-wallet
•  Customer winback •  Attrition
•  Survivorship •  Promotion spend analysis
•  Churn •  Return on promotion spend

16% 

Increased customer 
retention rates 
leading to 25-95% 
improved profits.

Customers who will switch retailers after a single bad customer experience.

Pricing premium 
for superior 
customer  
service in retail.

33% 5% 

2. DELIVERY PACKAGE THEFT

Average daily 
value stolen

Average value of 
stolen package

Consumers 
who have had 
at least one 
package stolen

$140 

$25M36%

1.7M Packages 
stolen daily

1.  IDENTITY AND ORDER FRAUD

62M 
Annual increase in 
account takeover fraud

Owners of e-commerce and retail willl lose due to fraud

Hours spent resolving 
identity fraud
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$6.4B

79% 

3. RETURNS AND REVERSE LOGISTICS

42%

Average processing cost per order 
excluding freight to handle returns.

Expected rise in 
returns versus a 
year ago.

Customers who have 
returned a product in 
past 6 months.

23%

$20 

Awareness
Improve targeting and engagement of prospects
•  Customer segmentation •  Advertising effectiveness
•  Propensity to buy •  GDPR/CCPA compliance

IMPROVE  
CUSTOMER  
ACQUISITION ROI

INCREASE 
LIKELIHOOD TO 
PURCHASE

INCREASE  
BASKET SIZE

REDUCE  
FULFILLMENT  
COST

RETAIN 
HIGH VALUE 
CUSTOMERS

L E A R N  M O R E

INCREASED SALES

INCREASED MARKET 
PENETRATION

Stronger revenues

Greater market share
Lower or negative  

profitability

INVESTMENTS IN 
PERSONALIZATION AND 

FULFILLMENT

INCREASED FRAUD IN 
E-COMMERCE CHANNEL
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https://www.finextra.com/blogposting/16051/2017-was-the-worst-year-for-identity-theft-ever
https://www.consumeraffairs.com/finance/identity-theft-statistics.html
https://www.rsa.com/content/dam/en/infographic/rsa-cyber-monday-2015.pdf
https://www.shopify.com/enterprise/ecommerce-returns
https://see.narvar.com/rs/249-TEC-877/images/Consumer-Report-Returns-2018-4.3.pdf
https://link.springer.com/article/10.1007/s12159-015-0124-5
https://www.nytimes.com/2019/12/02/nyregion/online-shopping-package-theft.html
https://ewscripps.brightspotcdn.com/9f/fd/8314c83e4e1ea03b00f57754e528/ringreport-packagetheft.pdf
https://www.newschannel5.com/news/report-1-7-million-packages-stolen-every-day
https://www.crresearch.com/blog/2020-package-theft-statistics-report
https://clutch.co/logistics/resources/package-theft-statistics-people-trust-ups-most-deliver-packages-safely#:~:text=In%20January%202020%2C%20people%20reported,of%20lost%20items%20or%20services.
qualtrics.com/blog/customer-service-stats/
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://databricks.com/solutions/industries/retail-industry-solutions

