
This report looks at the following areas:

•• The impact COVID-19 has had on consumer attitudes towards delivery and
collection services, and the implication for these areas moving forward.

•• The size of the market for collections, and the impact that COVID-19 has
had on collection-based sales.

•• Levels of online shopping pre- and post-pandemic, and the legacy
impacts of these shifts.

•• Methods used to receive products in the past year and the impact
COVID-19 has had on use of delivery/collection services.

•• The level of returns in the past year and how COVID-19 may influence this
moving forward.

•• Price-sensitivity, in particular around the cost of same-day deliveries.
•• Brand perceptions of leading delivery companies within the UK.

According to Mintel’s COVID-19 Tracker on average 41% of consumers say they
have done additional online shopping due to COVID-19 since the outbreak
began in the UK. This extreme growth in online retail use will, based on Mintel
forecasts, see online sales grow by 42.3% in 2020, the fastest growth rate in the
channel since 2009 (+28.5%).

This growth in online purchasing has been seen across all channels but is
particularly true in grocery, with the number of consumers buying food and
drink online growing from 43% to 56% between April and August 2020.

One of the biggest threats to the market in 2020 has been the potential for
logistics networks to be overrun by the additional demand caused by
COVID-19. Significant investment has had to be made to ensure the demand for
home delivery can be met, as well as that the safety of staff and customers is
protected. This investment should mean disruption is minimised during the
second lockdown in England, but the pressure on networks will be acute as
retailers have to pivot to fulfil more demand online during the busiest time of
year for the retail sector.
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There is significant demand for some of these COVID-19-related safety
measures to become commonplace longer-term, with 76% of consumers saying
they want contact-free deliveries to remain even when the peak of the
pandemic has passed and 54% saying that COVID-19 has made them more
critical of the hygiene standards of online orders.

Whilst greater scrutiny is being placed on online businesses, there is also
greater appreciation for their role in the market following their efforts during
COVID-19, with 86% of consumers saying the outbreak has given them more
appreciation for delivery drivers/personnel. More than this with online retail to
be given a long-term boost by COVID-19 behaviours, this will naturally bring
opportunity for retailers in the online channel and for those businesses that are
key to helping retailers fulfil this demand.
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• Impact of COVID-19 on online retailing
Figure 1: Short, medium and long-term impact of COVID-19 on
online retailing, October 2020
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• Online demand soars in light of COVID-19

Figure 2: All online sales and forecast (including VAT),
2015-25

• Collection accounts for just under a fifth of online demand
Figure 3: Estimated share of online sales, by fulfilment method,
2019

• Confidence takes a hit leading to customers holding back
Figure 4: The financial confidence index, January
2015-October 2020

• The COVID-19 recession has polarised consumer finances
Figure 5: Current financial situation compared to a year ago,
by household income, October 2020

• Companies and brands
• Amazon the leading player online

Figure 6: Leading retailers’ share of all online sales 2019
• Online is not immune to the demand for more sustainable

business practices
Figure 7: Loop reusable container delivery, 2020

• The consumer
• COVID-19 driving greater purchasing levels across all

categories
Figure 8: Products purchased in the past year, 2019-20

• Uptick in home deliveries as confidence in collection
waivers
Figure 9: Methods of delivery used in the past year, 2019 and
2020

• Half of online shoppers have made a return, which is set to
grow with greater online penetration
Figure 10: How goods were returned in the past year, August
2020

• Nearly half of online shoppers are Amazon Prime members
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Figure 11: Membership of leading retail delivery pass schemes,
2019 and 2020

• Same-day pricing is sensitive to order value
Figure 12: Price-sensitivity for same-day delivery in non-foods,
August 2020

• The Royal Mail brand in a strong position based on its
heritage
Figure 13: Correspondence Analysis, brand profiles of leading
delivery companies, August 2020

• Customers recognise the effort of delivery personnel during
COVID-19
Figure 14: Attitudes towards online retail delivery, collection
and returns, August 2020

• Reshaping the logistics network to meet heightened
demand caused by COVID-19

• Reinvigorating click-and-collect post-pandemic

• Confidence and demand take a significant hit from
COVID-19

• Online sales soar in 2020 and will be given a longer-term
boost by the pandemic

• Collection takes a backseat for now but holds significant
long-term potential

• Financial confidence took a hit during lockdown but has
seem some recovery
Figure 15: The financial confidence index, January
2015-October 2020

• Uncertain outlook means consumers cut back
Figure 16: COVID-19 Tracker: Impact on non-essential
spending, 16 April-1 October 2020

• Retail took a significant hit during the first lockdown, but
there are signs of some demand being released
Figure 17: Annual % change in retail sales, by category, H1
2020 and July-August 2020

• A polarising recession
Figure 18: Current financial situation compared to a year ago,
by household income, October 2020

• Online penetration and delivery volumes set to break
records in Q4 2020

ISSUES AND INSIGHTS

THE MARKET – KEY TAKEAWAYS

MARKET DRIVERS
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Figure 19: Online sales as a proportion of all retailing and by
broad category, January 2019-August 2020

• The impact of COVID-19 on online retailing
Figure 20: Short, medium and long-term impact of COVID-19
on online retailing, October 2020

• COVID-19 to drive significant growth in both the short and
longer term for online retailing
Figure 20: All online sales and forecast (including VAT),
2015-25
Figure 21: All online sales and forecast, 2015-25
Figure 22: Estimated breakdown of all online sales, by
product category, 2019
Figure 23: All online sales as a percentage of all retail sales,
2015-24

• Collection to take a backseat in 2020 but holds longer-term
potential
Figure 24: Estimated share of online sales, by fulfilment
method, 2019
Figure 25: Estimated collection market size, 2015-20

• Market drivers and assumptions
Figure 26: Key drivers affecting Mintel’s market forecast,
2015-24 (prepared on 21 October 2020)

• Forecast methodology

• Growth in purchasing levels across all categories in light of
COVID-19

• Delivery sees a boost whilst the collection picture is mixed
• Long-term boost to online will also see online returns

volumes jump

• The majority shop online
• Online purchasing has grown significantly year-on-year

Figure 27: Products purchased in the past year, 2019-20
• Online demand has remained heightened even as stores

have reopened
Figure 28: COVID-19 Tracker: Impact on online shopping use,
by age, 16 April-1 October 2020

• The repertoire of products purchased online has grown
Figure 29: Repertoire of products purchased in the past year,
by age, August 2020

ONLINE AND COLLECTION MARKET SIZE

THE CONSUMER – KEY TAKEAWAYS

ONLINE RETAIL USE AND PRODUCTS PURCHASED
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• Home delivery has become more dominant…
Figure 30: Methods of delivery used in the past year, 2019
and 2020

• …as concerns around using click-and-collect rise…
Figure 31: Attitudes towards click-and-collect as a result of
COVID-19, by age, August 2020

• …but some have been utilising click-and-collect more
during the pandemic
Figure 32: COVID-19 Tracker: Impact on online shopping use,
16 April-1 October 2020

• Half of consumers have made a return in the past year
Figure 33: How goods were returned in the past year, August
2020

• Younger consumers more likely to make a return
Figure 34: How goods were returned in the past year, by age,
August 2020

• COVID-19 will lead to a higher level of returns in the long
term for retailers
Figure 35: Attitudes towards returning online purchases,
August 2020

• Half are members of at least one delivery pass scheme
Figure 36: Membership of leading retail delivery pass
schemes, 2019 and 2020

• Prime: more than just delivery
Figure 37: Amazon Prime services regularly used, by access
level to Amazon Prime, October 2019

• Delivery pass ownership skews towards younger online
shoppers
Figure 38: Delivery pass ownership, by age and socio-
economic group, July 2019

• Most still think it is easiest to go in-store for urgent
purchases
Figure 39: Attitudes towards same-day delivery, by age,
August 2020

• Sensitivity in paying for same-day delivery tied to basket
size

HOW PURCHASES ARE RECEIVED

RETURNS

DELIVERY PASSES

PRICE-SENSITIVITY IN SAME-DAY ORDERS
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Figure 40: Price-sensitivity for same-day delivery in non-
foods, August 2020

• Younger shoppers in general more receptive to paying for
same-day delivery
Figure 41: Percentage of online shoppers who would pay £5
or more for same-day delivery, by age and order size, August
2020

• Methodology
• The Royal Mail brand in a strong position

Figure 42: Correspondence Analysis, brand profiles of
leading delivery companies, August 2020
Figure 43: Perceptions of leading delivery businesses, August
2020

• Positive perceptions strongest for Royal Mail among older
shoppers
Figure 44: Perceptions of leading delivery businesses,
under-45s vs over-45s, August 2020
Figure 45: Perceptions of leading delivery businesses,
under-45s vs over-45s, August 2020

• COVID-19 drives greater online volumes, placing pressure
on logistics
Figure 46: COVID-19 Tracker: Impact on product availability,
16 April-1 October 2020

• A greater spotlight is being shone on the hygiene of online
deliveries
Figure 47: Attitudes towards the impact of COVID-19 on
hygiene and deliveries, by age, August 2020
Figure 48: Impact of COVID-19 on trying on fashion items,
June-October 2020

• COVID-19 may mark a change in attitudes towards delivery
personnel
Figure 49: Attitudes towards the impact of COVID-19 on
delivery services, by age, August 2020

• Amazon the dominant player online
• Scaling of operations key to meeting the challenges of

COVID-19

PERCEPTIONS OF LEADING DELIVERY COMPANIES

THE IMPACT OF COVID-19 ON DELIVERY, COLLECTION AND
RETURNS

LEADING PLAYERS – KEY TAKEAWAYS
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• COVID-19 forces brands to engage with online like never
before

• Amazon remains the dominant player
Figure 50: Leading retailers’ share of all online sales, 2019

• Amazon
• Grocery: complex and costly for retailers

Figure 51: Store-based retailers online grocery sales as a
percentage of total sales, 2014-20

• Fashion: online retailers weathering the 2020 storm
• Electricals: online penetration particularly high

Figure 52: Online electrical goods sales as a percentage of
all spending on electrical goods, 2015-19

• Courier and express delivery
• Royal Mail
• DPD
• UPS
• DHL
• Hermes Parcelnet

Figure 53: Leading delivery operator’s turnover, 2018-20
• Third-party collection
• Collect+

Figure 54: Leading third-party collection turnover, 2019
• New challengers: From foodservice to retail delivery

Figure 55: Food delivery operator turnover, 2018-19

• Retailers rush to provide more delivery slots
• Smaller players joining forces to compete
• Partnering to meet demand for deliveries
• Drone delivery dream edges closer

Figure 56: Co-op robot delivery service 2020
• Click-and-collect is helping retailers expand reach with

lower costs
• Royal Mail launches parcel collection service
• Collection lockers rolled out nationwide in Singapore
• Sustainability on the mind

Figure 57: Loop reusable container delivery 2020

COMPETITIVE STRATEGIES – LEADING RETAILERS

COMPETITIVE STRATEGIES – LEADING DELIVERY/COLLECTION
OPERATORS

LAUNCH ACTIVITY AND INNOVATION
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• Data sources
• VAT
• Abbreviations
• Consumer research methodology

APPENDIX – DATA SOURCES, ABBREVIATIONS AND
SUPPORTING INFORMATION
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About Mintel
Mintel is the expert in what consumers want
and why. As the world’s leading market
intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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