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In its second edition of the cross-border e-commerce shopper survey, IPC has considerably
increased the reach of the survey, extending to over 24,000 respondents in 26 markets across
North America, Asia-Pacific and Europe.

Second extended edition of the IPC
cross-border e-commerce shopper
survey1 confirms leading role of
Amazon, eBay and Alibaba
Clear information on delivery charges
and returns policy is key for online
shoppers
Tracking principal motivation for
consumers to pay for delivery

IPC Cross-border e-commerce Shopper 
Survey 2016

Brussels, 19 January 2017 –Brussels, 19 January 2017 –Brussels, 19 January 2017 –Brussels, 19 January 2017 – In its second
edition of the cross-border e-commerce
shopper survey, IPC has considerably
increased the reach of the survey, extending
to over 24,000 respondents in 26 markets
across North America, Asia-Pacific and

Europe.

Holger Winklbauer, CEO of IPC said: “The
extension of the IPC cross-border e-commerce
shopper survey into 26 global markets
strengthens the insights we had collected
with the first survey. As e-commerce
continues to be on the rise it is vital for postal
operators to understand the evolving cross-
border e-commerce shoppers’ expectations.
By understanding the consumers’ behaviour
posts can better meet their needs and
remove remaining obstacles for consumers to
fully embrace the opportunities of cross-
border e-commerce.”

What are consumers’ preferences?What are consumers’ preferences?What are consumers’ preferences?What are consumers’ preferences?

Consumer preferences in China differed from
other developed markets. Chinese consumers
are more likely to shop online than
consumers in any other country, with 36%
shopping online at least once a week. Given
that China is the largest e-commerce market
in the world ranked by retail e-commerce
sales, it provides an insight into the future of
cross-border online shopping in other
markets.

The most popular device for shopping online
was a laptop (41%), followed by a desktop
(36%) and a smartphone (14%). Shopping
online with a smartphone is becoming
increasingly popular. Smartphone preference
increased from 9% in the 2015 survey to 14%



in 2016. The Chinese lead this trend, with
29% of consumers preferring to shop with a
smartphone. Smartphone usage is expected
to rapidly grow in the years to come.

The survey indicated that clear information
about delivery charges, free returns and free
delivery over a particular value are the most
important drivers for cross-border online
shoppers.

Considering cross-border purchases,
consumers are more likely to pay extra for
tracking rather than for speed of delivery.
Consumers are more willing to pay for
delivery of a tracked item that takes 5-8 days
that an untracked item that takes 3-4 days.

Where are consumers buying from?Where are consumers buying from?Where are consumers buying from?Where are consumers buying from?

China is the most popular market for
consumers around the world to shop from,
accounting for 26% of most recent cross-
border purchases, followed by the US (16%),
Germany (15%) and the UK (15%).

The US and China are the main markets
cross-border shoppers bought from in
Asia-Pacific and Canada. China is the overall
favoured market for Europeans, but notable
differences are seen in Luxembourg,
Belgium, Austria or Switzerland where cross-
border shoppers mainly bought from
neighbouring countries with a shared
language. 

Amazon, eBay and Alibaba were the top three
websites used by cross-border consumers in
almost all countries. Overall, they accounted
for 65% of most recent cross-border
purchases.

What are consumers buying?What are consumers buying?What are consumers buying?What are consumers buying?

The top four categories bought cross-border
are clothing, footwear & apparel (33%);

consumer electronics (21%); books, music &
media (14%) and health & beauty (13%).

When looking at the value of the goods
bought by cross-border online shoppers,
goods ordered online cross-border are mostly
low-weight and low-value items, with 45%
weighing less than 500g, and 16% valued
less than €10, with a further 40% valued
between €10 and €49.

What are consumers’ deliveryWhat are consumers’ deliveryWhat are consumers’ deliveryWhat are consumers’ delivery
experiences?experiences?experiences?experiences?

This year’s survey confirms that most cross-
border purchases had free shipping. 59% of
respondents received free shipping for their
most recent cross-border e-commerce
purchase. Chinese consumers benefited the
most from free shipping (78%).

70% of cross-border online shoppers were
offered tracking and 88% used it, mostly in
the interim stage to check on delivery
progress.

Almost three-quarters of shoppers used the
post for their most recent cross-border
purchase. Overall, 87% were satisfied with
their delivery experience.

Overall, 30% of purchases included a free
return label. Only 6% returned their cross-
border purchase, mostly using the post for
this return.

To download the key findings from the
research click here.
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1 The sample size for the survey was 24,331 interviews in 26

different countries:  Austria, Australia, Belgium, Canada, China,

Denmark, Finland, France, Germany, Greece, Hungary, Ireland,

Iceland, Italy, Japan, Luxembourg, the Netherlands, New Zealand,

Norway, Portugal, Slovenia, Spain, Sweden, Switzerland, the United

Kingdom and the United States. The research took place using online

consumer panels supplied by Qualtrics between 29 September and

24 October 2016. In order to be eligible to take part in the survey,

respondents had to have bought a product online – whether

domestically or cross-border – within the past three months. Those

who shopped online less regularly were excluded from the survey

sample.
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International Post Corporation (IPC) is the
leading service provider of the global postal
industry that provides leadership by driving
service quality, interoperability and business-
critical intelligence to support posts in
defending existing business and expanding
into new growth areas. It is a cooperative
association of 24 member postal operators in
Asia Pacific, Europe and North America. IPC’s
solutions and services are used by over 180
posts worldwide. Since 1989 IPC has set
standards for upgrading quality and service
performance and developed technological
solutions that help members enhance service
for international letters, packets and parcels.
IPC engages in industry research, creates
business-critical intelligence, provides a range
of platforms and programmes for member
post CEOs and senior management to
exchange best practices and discuss strategy.
IPC also manages the system for
incentive-based payments between postal
operators.
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