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Al-Powered Path
To Post-Purchase
Success

(

A handy guide to help you leverage Al-driven tools to
streamline post-purchase operations and exceed customer
expectations for the upcoming holiday season and beyond.
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The Current State of
E-Commerce Post-Purchase
Experiences

As an e-commerce merchant, your post-purchase efforts show that you care
about your customers’ experiences and have the power to become your brand’s
competitive differentiator. This is because not only does the post-purchase
phase make up 50% of the overall CX, but whatever happens in this phase is
likely the last thing your customers will remember about your brand.

Therefore, if your pre-sales efforts matter in customer acquisition, the post-
purchase experience you offer fosters long-term loyalty. And we all know the
impact of retention over acquisition. However, the post-purchase phase is
notorious for delivery and returns issues that only go up during peak times like
the holiday season.
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20%

of shipments face
ISSUES such as late
delivery, attempted-
failed delivery, lost or

40%

of customer support
inquiries are WISMO
OR WISMR (Where

is My Order/Return)

35%

of all products that
are purchased from
e-commerce
retailers are

‘78%

of shoppers won't
buy from a brand
again after ONE bad
delivery or return

damaged in transit

RETURNED

experience

All of these lead to a big post-purchase CX gap that has a negative impact on
customer satisfaction and ultimately affects your profits.

ORDER
RECEIVED

You do not proactively update
customers about their order delivery
status, including delivery delays

You don't offer self-serve, brand-
owned order tracking experiences

ORDER to your customers

SHIPPED
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Your returns process is not customer
friendly and complex, discouraging
shoppers to buy again from you

You don’t insure your shipments to
avoid financial losses due to package
loss and damage during transit

ORDER
DELIVERED
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https://www.businessdasher.com/customer-acquisition-vs-retention-cost/#:~:text=Acquiring%20a%20new%20customer%20can,only%2018%25%20prioritize%20customer%20retention.

Everything's Now Faster
With Al &

) -

E-commerce post-purchase issues are nothing out of the ordinary, getting more
common in occurrence during times like the Holiday Season. The impact they
have is catastrophic — wrecking customer experience, straining customer
support teams, and ultimately threatening the profit margins.

While manually dealing with these issues is an option, it is definitely not viable as
they take too much time and deviate your teams from focusing on core business
functions. This is where you employ artificial intelligence (Al) that helps you
simplify, automate, and streamline the post-purchase experience you offer.

83% of companies consider adding Al to their strategy a high-priority
initiative (Tidio), while 73% of shoppers believe Al can positively
impact the CX (Statista).

Automation and Al have become crucial in delivering a seamless post-purchase
experience, allowing e-commerce businesses to meet the growing demands of
customers effortlessly.

With the holiday season approaching, it is time to prepare by leveraging Al-driven
tools to streamline operations and exceed customer expectations. To help you
get started, we've covered everything you need to know about enhancing your
processes with automation to improve customer experience, boost customer
retention, and reduce shipping costs this Holiday Season and beyond.
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Boost Conversions With ML-Assisted Delivery Date
Estimates On PDP And Checkout Pages

-
Shipping Method

O,

Estimated Arrival
Tue, February 14 2024

Estimated Arrival
Tue, February 12 2024

Estimated Arrival
Tue, February 10 2024

- 1+ [S]]De] [xxL
Buy Now

Delivery Date Estimate

Enter your Zip Code to see arrival d

I Order within 02 hours 15 minutes for |
I delivery on Tuesday, 14th February |

a) Set delivery expectations right with accurate arrival dates

Leverage ML-assisted Estimated Delivery Dates (EDD) to
accurately predict package arrival based on factors like carrier,
service type, and real-time data (delay trends, weather, etc).
Reduce customer uncertainty by displaying this order arrival date
on the product and checkout pages.

b) Boost conversions with an order countdown timer

Implement a shipping countdown timer alongside accurate
delivery dates. This added urgency encourages shoppers to
complete their purchase quickly to secure an earlier delivery slot.

f

Impact - More than 50% of shoppers are more likely to
choose a retailer that can tell them the exact date the package
will arrive.
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Easily Protect Your Shipments Against Loss And Damages
With Automated Insurance

1 IES e
Pri $£460.00 gt
= rice . 1 | For Shoppers
T ) Coverage $300.00 e i

Insure shipments if

Label Created g(%),

Gnmhd For Merchants

e
=
J

E.
Sub total $650
Shipping Free
Apply package insurance 9]
Cover your order from unexpected loss,
damage or theft at $2.00

Order total $652

a) Insure shipments on auto-pilot — without losing control

Easily protect parcels with rule-based shipping insurance. Set
custom rules and/or automatically apply insurance — tailored to
your unigue needs. Stop overpaying for insurance with flexible
coverage and on-demand options for each shipment.

b) Streamline the insurance claims management process

Insurance claims made easy. With automated claims management,
file claims faster, track statuses, and ensure swift, accurate
payouts for lost, damaged, or stolen packages.

f

Impact - Merchants can save more than 40% on shipping
Insurance costs by using automated shipping insurance
compared to traditional insurance options.
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Keep Customers Engaged And Ease Anxiety With
Automated Real-Time Order Updates

YOYAGER

Team Voyager

Hi Karl, we're really excited that your
order has been shipped. You can track
your order here,

Dear Karl,

We know you can’t wait for your order
to arrive! Track your parcel here.

TRACK ORDER
i

ITEMS IN THIS SHIPMENT]

V \foyag.er. o —

Welcome! How can we help yvou?

Sunshine Voyag _
Quantity: 1 Track Order
Price: $99 '

Return Order G

N | o

Black Frldﬂ}" SEIIE*._ ® What's your order number? (=)

35% OFF! . \ ————

-
i,

SHOP NOW Order delivered on 01/11/2024 @y

=

a) Automate notifications (e-mail and SMS) to reduce post-
purchase customer inquiries

Significantly reduce ‘Where’s My Order’ and ‘Where’'s My Return’
inquiries with automated email and SMS updates at every post-
purchase step — from 'shipped' to 'delivered' and return statuses.

b) Enable self-serve order status lookup

Make order tracking self-service with a 24/7 order lookup widget
on your website and chat tool, allowing customers to check delivery
and return status anytime. This can help you reduce both customer
anxiety and your support team’s load.

(

Impact - Reduce up to 72% of WISMO and WISMR inquiries.
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Drive Customer Delight By Making Order Tracking
A Convenient, Branded Experience

Athleix

Furnishd

Your order has been
delivered!

Hey Will,

Your order "Slesk Chair” has been
delivered. We're thrilled to see your space
coming together with our pieces!

Cheers!

Order Details

Sleak Chair - Block
Quantity: 1
Price: 3126

End of Season Sale
50% Off

TALE TD US

a) Simplify order tracking experiences

Manual tracking can be challenging with multiple carriers and
shipments. Make order tracking hassle-free for your customers
with a single, unified page that provides itemized, partial status

updates.

b) Make order tracking experiences an extension of your brand

If you can control the buying experience, why not the tracking
experience too? Create branded order tracking assets (tracking
pages and shipping notifications) that are personalized,
customizable, and beautiful and help you boost brand recall,
customer delight, and post-purchase engagement.

-
Impact - Increase in post-purchase customer engagement by
6x with branded tracking pages and shipping notifications.
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Grow Your Business By Unlocking Smart Revenue
Opportunities During Order Tracking Moments

Hihleix

Great news!
We've received your return!

MIEW PACHAGE JIUNKEY

Hey Nate,

Your return has reached our
warehouse. We'll wverify vour return

and get back with an update soon.

Cheers!

Track Return

Return Information

LLE THINS Y'OUT LOUE

ADD TD CART

a) Enhance order tracking with data-driven personalization

Turn visits to your shipping notifications and tracking page into
repeat purchases with Al-powered personalized product
recommendations based on your customers’ recent purchases.

b) Increase recurring revenue opportunities through custom
promotions

Double your chances of driving repeat sales with targeted

campaigns, personalized discounts, and seasonal promotions at
key order tracking moments.

f

Impact - Personalized shipping notifications and tracking
pages with targeted cross-sell opportunities can help you see
up to a 25% lift in repeat purchases.
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Prevent Negative Reviews With Automated, Proactive, And
Transparent Communication And Compensation

Delivery Exception Triggers

(® E-mail (®) SMS (®) WhatsApp

Order Pickup Delay O
Delayed In Transit [ @]
Delivered with Delay . @)
Predicted Delivery Delay @O
Shipment Lost In Transit @)
Damaged Shipment O

Package Suspected Lost ‘ ) -
9% SHEP 1. SOVETHING ¥ g T
Failed Delivery Attempt @O [TV =1e el

Hi Jason,

We're sorry your order is running late. Please
be sure that we're daoing everything possible to
deliver your order as 500n as we can.

TRACK ORDER

ITEMS IN THIS SHIPP

Team Sneakerz

Hi Jason, we're really sorry your order
is running late. We're doing everything
possible to deliver your order as soon

as we can. Track your order here,

True Voltage

ﬁfq Quantity: 1
- Price: $99

UP TO USE CODE:
35% OFF! SPRING

et

a) Keep customers satisfied despite facing delivery issues

Keep shoppers proactively informed and reduce frustration with
automated and timely delivery exception alerts for issues such as
delays, transit losses, and failed delivery attempts.

b) Avoid negative reviews with smart compensation

Automate credits or discount coupons within delivery exception
alerts based on the severity and type of shipping issue. These
gestures reduce the likelihood of negative reviews and also creates
opportunities for repeat purchases.

(

Impact - Nearly two-thirds of customers have a more
favorable view of brands that offer or contact them with
proactive customer service notifications.
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Resolve Critical Delivery Issues By Keeping Your Customer
Service Agents Ahead And In Control

’

Today's Deliveries

ACME.COM

Expected Deliveries Predicted Delays Failed Dalivaries
2597 = 28 - 4 -

\_”

¢+ Acme.com Helpdesk

Shipment Alert: 1240303977, In-transit with Delay

Jason Adams
Your UPS package 1240303977 15 in transit

with delay,

Email: jasona@gmail.com
Store Name: Acme Shopify
Order Number: #8975413
Track your package here

¥ LateShipment.com

Hi C omer Tirst name ,

This is Curremt agent I 12, there is an
unexpected delay on your order. We understand that
this can be frustrating and we sincerely apologize.
Simply use the at checkout to get a

13% discount on your next purchase.

Contact us by phone at +186-8%30-5834 or via email
at support@acme.com for any further assistance.

Regards,
Team Acme

Order Number: #8975413

Shipping Carrier: UPS

Service Type: UPS Ground

shipment Status: In-transit with Delay
Shipped On: 2024-04-24

Estimated Delivery Date: 2024-05-06

Delivered On: -

View Package Journey w

Report Lost/Damaged

a) Fix delivery issues before customer impact

Set up alerts for critical delivery issues to enable your support
agents to step in proactively. This approach frees your team to
focus on higher-priority tasks while reducing costs from

unnecessary support tickets.

b) Provide support agents the context they need to extend fast and

exceptional customer service

Give your agents the visibility they need — real-time order and
return status, pre-built responses, coupon codes, etc, so they can
proactively address post-purchase issues and resolve them quickly

— all without switching tools.

f

11

Impact - Achieve KPls of 95% and above on OTDs (On-time
Deliveries) and lower ART (Average Resolution Time).

La LATESHIPMENT.COM



Order
Checkout

I
2

Auto-lnsure
Order

I
3

Shipping
Notifications

I
4

Exception
Notifications

e

Returns and
Exchanges

I
/

Shipping
Invoice Audit

Optimize Your Post-Purchase Efforts With Al-Enabled Data
Analytics

Shipping and Delivery Analytics Last 90 Days v
- A
Total Total Avg. Delay Delivery Satisfaction Feedback
shipments Delays Rate
21,200 2.975 14.03% | | © seustec
B Completely Satisfied
Delay by Carriers Hours 10ay [l 20ays B Dissatisfied
B iverage
June -- Fed=x - o
— o
Customer Engagement Metrics
0 250 200
' R A
Shipments Ermiail EME
Open Rate - 89.4% Delivered - 42 400
Monthly Shipping Cost Shipping Spend by Clickthreugh - 86.2% Clickthrough - 73 %
Service Type |
200 e o "
" s N b
i DHL SameDey Tracking Page [ Website Redirects [
. Bl FedEx Express Visits - 59,829 Visits - 22,816
0 B FedEx 2 Day Clickthrough - 37.8% Conversion = %1%
Jan Feb Mar Ape May Jur

a) Decode customer sentiments post-purchase

Adopt metrics such as Delivery Satisfaction Score (DSAT) and
Return Satisfaction Score (RSAT) to accurately gauge the
efficiency of your delivery and returns process. You can use these
insights to make meaningful post-purchase improvements that
enhance customer satisfaction.

b) Make data-driven post-purchase decisions with shipping
intelligence

Leverage Al-enabled fulfillment insights (on-time delivery
performance, shipping spend analysis, post-purchase engagement,
and returns analytics) — to make precise, data-driven decisions
that enhance operational efficiency and reduce costs in post-
purchase operations.

r

Impact - 70% of consumers are likely to purchase exclusively
from brands that understand them and their needs.
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Retain More Than 40% Of Your Revenue With Self-Serve,
Automated Return And Exchange Flows

Radar

Hello Kate, what would you like
to return?

Round Tinted
‘ Transparent
$95.00

Non-returnable items

@ Your return has been initiated

Square Tinted
Blue

Download Shipping Label

a) Make returns initiation self-service

Provide a self-guided, branded returns portal for customers to
return items in their preferred way—whether for a refund, store
credit, or exchange.

b) Make the returns process effortless to boost buyer confidence

Enhance efficiency with end-to-end automation for return
approvals, denials, label creation, exchanges, status updates, and
processing of refunds and credits.

c) Retain revenue by encouraging exchanges or store credits over
refunds

Incentivize customers to opt for exchanges or store credits over
refunds by offering additional discounts. This will help you save a lost
sale and retain profits.

f

Impact - 96% of shoppers will buy again if the returns
experience is easy. Encourage exchanges or store credits
over refunds and retain revenue from up to 50% of returns.

1 3 La LATESHIPMENT.COM



Save On Shipping Costs With Easy, Automated
Refund Claims

Order
Checkout -
Delivery Service Invoice
| Invoice Date: May 28, 2024
2 Service Refund
Guaranteed Service Refunds
May 26, 2024  1Z402R3Y0378362621 Standard 209 209 $11.09 $11.09
AU tO = I nSU re ( - p— $11.09 $11.09
Refund Credits Last 30 Days v S S
Order P $11.09 $11.09
Carrier Invoice No. Claim Type  Credit Amount iver:
| @ 1801241 = $300.00
Delivery
209 $11.09 $11.09
Lost $11.09 $11.09
3 @ 1544340 Shipment $90.00 $11.09 $11.09
Incorrect $11.09 $11.09
FedEx. 1237587 S— $100.00 L
FedEx. 4901443 Damaged  ¢,89.00
Shi in Shipment
p p g 7.85 557.14 -160.71
Notifications — " -160.71
TOTAL SERVICE REFUND packages ,_16071
4 a) Audit your shipping invoices and claim refunds

Hold your shipping carriers accountable to improve service quality
and reduce costs. Rather than manually identifying and filing claims
(which is time-consuming and laborious), use an automated parcel
| audit solution to recover shipping refunds and save on shipping

5 costs effortlessly.

Exception
Notifications

b) Have a claims manager on auto-pilot

Customer
Feedback Streamline your claims process with a comprehensive lost and
| damaged claims management system. Replace lengthy and
exhaustive carrier forms with a simple, two-step reporting form —
6 just upload proof, and our automated system handles claim filing

and refund recovery on your behalf.

Returns and
Exchanges 4

| Impact - Reduce your shipping cost by up to 20% through
shipping refunds and also receive better service by holding
carriers accountable to their service-level agreement.

1 4 La LATESHIPMENT.COM
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LateShipment.com:
Completely Automating End-

To-End, The Best Possible Post-
Purchase Experience

LateShipment.com is the ultimate all-in-one post-purchase success platform for
e-commerce retailers, D2C brands, 3PLs, and businesses shipping small parcels,
no matter their size or shipping volume.

Our feature-packed Delivery Experience Management platform helps
improve shipment visibility and drive customer delight post-purchase.

Our customer-first Returns Management platform makes returns
effortless and efficient — all while retaining revenue.

Our Automated Shipping Refunds solution brings better performance

accountability to shipping carrier services by recovering millions of dollars
in refund claims.

Our Automated Shipping Insurance solution simplifies protecting your e-
. commerce parcels from lost and damaged packages via a fully

customizable and automated process for maximum cost savings.
LateShipment.com seamlessly integrates with 600+ Shipping Carriers and
Business Tools that include E-commerce platforms, Order Management Systems,
Helpdesks, and Marketing Automation tools to help you drive post-purchase

experiences and shipping cost savings, at scale.

Deliver Delight Beyond The Buy
Button With LateShipment.com

Learn more —

I!E LATESHIPMENT.COM


https://www.lateshipment.com/e-commerce-delivery-experience-management-platform/
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2024 Holiday E-commerce Guide 16

La LATESHIPMENT.COM


https://www.lateshipment.com/
https://www.lateshipment.com/?utm_source=lifetime+value+retention+pdf&utm_medium=last+page+link&utm_campaign=blog+conversion+tracking

