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Welcome to the Elevated Holiday Shopping Experience playbook.

You'll find everything you need to know for a game-ready 
approach to last mile delivery during peak shopping season. We'll 
help you understand what you're up against and show you how to 
develop and execute strategies that will lead your store to victory.

introduction



opposition profile

Can You Compete?

Before you can begin crafting delivery strategies, you have to understand what
you’re up against.

Analyze insights from industry experts and 
review consumer surveys.

Research your biggest competitors to see what 
steps they’re taking to meet their 
customers’ delivery expectations.

Source:
https://retailwire.com/discussion/are-retailers-getting-closer-to-nailing-last-mile-delivery/
https://www.parcelmonitor.com/insights/get-ahead-of-the-curve-preparing-for-peak-season-2022
https://www.channeladvisor.com/blog/industry-trends/time-for-holiday-prep-already-you-bet/
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28%%
US adults began 
shopping before
November in 2021.

35%%
Retailers offer same 
day delivery, yet only 
29% successfully hit 
delivery windows.

99%%
Retailers plan to offer 
same day delivery by 
2025.

Customers prefer selectable 
delivery windows.

Global Trend since 2021
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2022 Holiday Shopping Predictions

Consumers will begin their holiday shopping earlier than ever. Here are some
holiday predictions that will get you ready to meet rising customer expectations.

Inflation Impact Shopping Begins Sooner

Supply Chain Woes

Due to inflation, gifts are 
likely to increase in cost. 
Nearly 40% of consumers 
will begin holiday shopping 
before Thanksgiving with 
12% having already begun. 

Consumers have already 
begun holiday shopping with 
41% of survey respondents 
will begin holiday shopping 
pre-Thanksgiving.

80% of SMBs say supply 
chain costs have risen. Two-
thirds of SMBs reported 
facing inventory challenges 
due to supply chain 
disruptions.

Source:
https://www.practicalecommerce.com/5-predictions-for-the-2022-holiday-shopping-season
https://www.chainstoreage.com/survey-consumers-have-high-holiday-shipping-expectations
https://www.scmr.com/article/supply_chain_impacts_holiday_season_before_it_even_starts
https://www.insiderintelligence.com/insights/last-mile-delivery-companies-startups/

opposition profile

Slow Delivery Times

Increase in customer 
expectations and package 
volume is causing major 
congestion and the inability 
to deliver purchases from 
warehouses to the last mile.
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Look Back Before You Move Forward

To get ahead, you first have to look back. You’re better prepared to plan for this
year if you review consumer shopping trends from previous seasons. Don’t
forget to account for your own performance as well. You need to understand
what went well for your business and what you should improve.

$10.9B
CYBER MONDAY

$5.17B
THANKSGIVING

$9.03B
BLACK FRIDAY

What About Your Business?

• When did holiday sales begin to pick up for you?
• Were you prepared for the influx of shoppers?
• How did customers get purchases of big, heavy or high value items to their

destinations?
• Did you have a professional and trustworthy last mile delivery solution in place?

Holiday Season
Retail Sales
Growth

Source: 
https://www.insiderintelligence.com/content/us-holiday-2021-review-
holiday-2022-preview

Review game footage

2.3%

.3%

1.1%



Source: https://www.insiderintelligence.com/content/us-holiday-2021-review-holiday-2022-preview
Shipwell.com

Retail supply chain 
concerns and 
stockouts drove 
earlier shopping
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US Holiday Season Retail Sales

Retail Sales %Change$ Billions % Change

2015 2016 2017                  2018 2019 2021 2022

2179.8M
Unique shoppers with 
in-store & online 
purchases during 
holiday season

8.5% YoY
Increased holiday retail 
sales with online sales 
growing by 11%

Review game footage

%



Identify KPIs

The last step before developing your plans is to determine what you consider
a win. Identify the key performance indicators you will refer to at the end of the
year to measure growth and wins. Here are some typical KPIs to get you started.

Name your goals

Customer Satisfaction
Over 72% of shoppers will consider 
other retailers if they have a poor 
delivery experience.

What is your current and projected 
Net Promoter Score?

Delivery Optimization

Last mile delivery expenses account 
for 53% of the total cost of an item's 
shipment.

Can you reduce the costs incurred 
from deliveries?

Speed & Accuracy

Measure average delivery 
completion time. Track on-time 
delivery rates.

What are you doing to increase 
the speed of delivery?

Source: 
https://cms.anyline.com/app/uploads/2022/03/report-last-
mile-survey.pdf
https://www.insiderintelligence.com/insights/last-mile-
delivery-shipping-explained/



Time to Launch

Now that you have a good understanding of what to expect during holiday
shopping season, you have what it takes to create and roll out a victory plan to
deliver a win.

Draw up plays and practice
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1
Stock up on Inventory
80% of shoppers intend to spend as much as
they spent last year on holiday gifts. Be ready
to offer customers the hottest items of 2022.

2
Partner with Delivery Provider
The most efficient and cost-effective way to
offer delivery to your customers is to partner
with a trusted delivery provider like PICKUP.
With same day and scheduled delivery by
PICKUP, your business will be equipped to
meet the holiday season rush.

3
Leverage Delivery Provider
Take full advantage of your partnership with
PICKUP’s elevated delivery experiences.
Ensure that your team understands the
benefits of same day and scheduled delivery
and how to best communicate them to
your customers. We also have helpful training
materials to guide your team.

PICKUP delivers big, 
heavy and high value items 
from the store to the 
door. Through a co-
branded delivery portal, 
store associates can 
schedule deliveries exactly 
when and where customers 
want them. 

• Launch within 48 hours
• Local Delivery Nationwide
• Live Customer Support
• Real-time Tracking
• CX Surveys
• White Glove Delivery

Source: 
https://www.forbes.com/sites/garydrenik/2022/08/17/the-big-mistakes-retailers-make-in-preparing-
for-holiday-peak-season/?sh=3803a809280a



Power the Perfect Delivery

PICKUP is here to help you win this holiday shopping season. We elevate
delivery experiences for your customers during a typically stressful time. We’ve
heard many successful partner stories and how they have achieved their goals
to reach new demographics, keep existing customers and increase overall
revenue.

Our partners have celebrated many successes over the years, including:

• Increased customer satisfaction Net Promoter Score
• Higher store engagement by creating lifelong loyal customers
• Decreased average purchase abandon rate
• Increased overall sales comps
• Elevated customer experience
• Improved brand reputation

Play to win
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Reigning PICKUP Champions

A discount retailer experienced 130% sales growth in eCommerce and omnichannel
during the 2020 holiday season across the nation. Its partnership with PICKUP was a key
part of its success. Learn More

play to win

ready to win?
Launch PICKUP delivery within 48 
hours. Contact us now for a 
winning 2022 Holiday Shopping 
Season.

With PICKUP’s same day and scheduled delivery, a specialty baby merchandise retailer 
increased its customer satisfaction score by 30% while creating a trustworthy and seamless 

last mile delivery experience of its big and heavy items for expecting parents. Learn More

?

130% eCommerce Sales Growth

30% Boost in Customer Satisfaction

PICKUP enabled a renowned luxury retailer to offer their clientele the type of 
delivery experience they expected from one of the world’s most valuable brands. The 
retailer grew in digital business by transforming delivery net promoter score (NPS) from 
the 30s to the 90s and above. Learn More

Increase Net Promoter Score to 90s

https://pickupnow.com/resources/national-discount-retailer-partners-with-pickup-case-study/?
https://pickupnow.com/resources/specialty-baby-merchandise-retailer-simplifies-furniture-delivery-with-pickup/?
https://pickupnow.com/resources/case-study-pickup-elevates-delivery-experiences-for-luxury-retailers-high-end-clientele/?


About pickup

PICKUP is one of the nation’s fastest growing enterprise-grade, last-mile delivery 
providers. The company’s fully vetted delivery pros deliver a broad assortment of big, 
heavy, and high value items directly to customers’ locations. PICKUP partners with 
leading retailers and commercial businesses to transform their omni-channel delivery 
experience. 

PICKUP successfully achieved the SOC 2 Type 2 certification that securely processes 
customer data. The company’s people and technology enable delivery pros to 
consistently provide elevated delivery experiences. PICKUP currently operates in over 
85 service areas and reaches 150 million people, with plans for aggressive expansion. 

To learn more about PICKUP, visit pickupdelivers.com.


