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DHL E-Commerce Trend Report 2025 - Top 15 Key Findings

1. Delivery and returns matter the most: Slow delivery is the No.1 reasons shoppers abandon their carts
and 81% of global consumers will leave if their preferred delivery option isn’t available. Furthermore,
79% will abandon their purchase if their preferred return option is not offered. Trust in the delivery and
returns provider is also crucial - 3 in 4 shoppers won't shop with a brand if they don't trust the delivery
& returns provider.

2. Out-of-home delivery & returns on the rise: There has been a 25% increase in delivery to out-of-home
locations globally, with 35% of Europeans and 25% of global shoppers opting for this convenience.
However, 79% of Europeans and 66% of global shoppers prefer returning items to parcel lockers or
shops.

3. Al Shopping Features are a Must: 7 in 10 global shoppers want smarter, personalized shopping
experiences. This demand presents a golden opportunity for retailers to leverage Al technology to
enhance customer engagement.

4. TikTok Takes Center Stage: A staggering 86% of online shoppers in Thailand and 48% of Gen Z have
made purchases directly through TikTok. By 2030, 22% of global shoppers anticipate buying more from
this platform, marking a significant shift in shopping habits.

5. Social Media Shopping on the Rise: Seven in ten global shoppers have made purchases via social
media and the same amount expect it to become their primary shopping destination by 2030. In
addition, viral trends drive purchases: 82% of shoppers report that trending or viral products impact
their buying choices.

6. Mobile Shopping Dominance: A whopping 83% of Millennials prefer shopping through mobile apps,
and 63% use social media to stay updated on new products. This trend highlights the critical role of
mobile and social platforms in shaping the future of retail.

7. Voice Commerce is Growing: Currently, 37% of global shoppers are making voice-enabled purchases
online, rising to 48% among social media shoppers. This trend indicates a shift towards hands-free
shopping experiences.

8. The dominance of Smartphones: 91% of online shoppers state that smartphones are their preferred
device for online shopping. To stay ahead, online shops must cater to this mobile-first mindset and turn
every smartphone interaction into a seamless experience.

9. Sustainability is non-negotiable: 72% of global shoppers prioritize sustainability when making online
purchases, with 57% wanting to understand the environmental impact of their deliveryand 1in 3

abandoning their cart due to sustainability concerns - rising to 49% for Gen Z vs. just 20% for Baby

Boomers.
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10. Embracing the circular economy: 52% of shoppers opt for pre-owned or refurbished products, driven
by sustainability and cost savings and 58% of global shoppers are ready to engage with online retailers'
recycling and buy-back programs.

11. When it comes to Sustainability and Digitalization, online shoppers in emerging markets are leading
the charge: A higher proportion are more likely to use social media to shop, place greater importance on
sustainable practices, and increasingly abandon cart due to sustainability concerns.

¢ Abandonment rate due to sustainability concerns: Netherlands 20% vs India 59%
e Purchase rate through social media: France 49% vs China 96%

12. Black Friday and Cyber Monday Skepticism: While 75% of global shoppers take part in these shopping
events, 16% have doubt about the deals offered. Baby Boomers are the least likely to trust the offer.

13. Buy Now, Pay Later Revolution: Half of global shoppers are using Buy Now, Pay Later options, with
40% stating it encourages them to spend more. This payment flexibility is reshaping the online shopping
landscape.

14. The Power of Reviews: 9 out of 10 shoppers say customer reviews significantly influence their buying
decisions. Gen Z and Millennials are particularly swayed by reviews featuring photos and videos,
highlighting the importance of authenticity in marketing.

15. Subscription Models on the Rise: 1 in 3 global shoppers subscribe to repeat purchases, particularly in
clothing, electronics, and beauty products. This trend underscores the growing demand for convenience

and reliability in e-commerce.

As we look towards 2030, these insights provide a clear roadmap for retailers aiming to capture the
attention of today's diverse shopper demographics. By embracing technology, prioritizing
sustainability, and understanding the evolving preferences of consumers, businesses can transform
challenges into opportunities. Further insights and information as well as the full report are available

under the following link: dhl.com/e-commerce-report or dhl.com/reports

About the DHL E-Commerce Trends Report 2025

The E-Commerce Trends Report 2025 surveyed 24,000 consumers from Europe, the Americas, Asia-
Pacific, Africa, and the Middle East. Its findings offer actionable insights for e-commerce brands seeking
to meet changing expectations, personalize experiences, and create growth through smarter logistics

and innovation.
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You can find the press release for download as well as further information on
group.dhl.com/pressreleases

Media Contact:
DHL Group
Media Relations

David Stoeppler

Phone: +49 228 182-9944
E-mail: pressestelle@dhl.com

On the internet: group.dhl.com/press

Follow us at: twitter.com/DHLglobal

DHL - The logistics company for the world

DHL ist die weltweit flihrende Marke in der Logistik. Mit unseren DHL-Divisionen bieten wir ein
einzigartiges Logistikportfolio — von der nationalen und internationalen Paketzustellung tber
Transport- und Fulfillment-L&sungen im E-Commerce, dem internationalen Expressversand sowie
StraBen-, Luft- und Seefrachttransport bis zum Supply-Chain-Management. Mit rund 400.000
Mitarbeiter:innen in Gber 220 Landern und Territorien weltweit verbindet DHL sicher und zuverlassig
Menschen und Unternehmen und ermdglicht so globalen nachhaltigen Handel. Mit einer einzigartigen
Prasenz in Entwicklungs- und Schwellenlandern und spezialisierten Losungen fiir Wachstumssektoren
wie ,, Technology*, , Life Sciences & Healthcare®, ,Engineering, Manufacturing & Energy*, ,Auto-
Mobility“, und ,Retail“ ist DHL ,, The logistics company for the world*.

DHL ist Teil des Konzerns DHL Group. Die Gruppe erzielte 2024 einen Umsatz von rund 84,2 Milliarden
Euro. Mit nachhaltigem Handeln sowie dem Engagement fiir Gesellschaft und Umwelt leistet der
Konzern einen positiven Beitrag fiir die Welt. Bis 2050 strebt DHL Group die netto Null-Emissionen-
Logistik an.
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