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Introduction

Over the last year, the e-commerce landscape has gone through a significant
transformation following the ongoing Covid-19 pandemic. This later has
created a new reality for online businesses around the world, bringing big
growth opportunities as well as operational and logistic challenges in the
scope.

As consequences of this new reality, we are
currently looking at a shopping season unlike
any others we've witnessed before where
online sales are on the rise, and consumers'
expectations, habits, and purchasing behavior
have changed.

With that said, effective holiday planning is a
must for the breakthrough growth of any
business. And while having a strong online
presence is crucial in this aspect, there are

In this guide, we’ll lay out everything you need

other indispensable factors every retailer

to prepare for a successful holiday season.

should consider.
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Ecommerce in the
time of Covid-19

COVID-19 crisis has revved an upsurge of e-commerce towards
new firms, customers, and types of products.
and agendas, consumers are adapting their

The effect of COVID-19 on the retail industry

new realities to be internet-first.

has been tremendous. Without effective
preparation to offset the increasing demands,
many businesses were compelled to shut down,

A. RISING ONLINE SALES

according to an OECD report on E-commerce

With the changing in consumer behavior,

in the time of COVID-19.

there is a huge surge in eCommerce and online
sales, especially for trusted brands.

Others, on the other hand, were able to

2. MEASURES

adequately adjust their online business by

strategies.

- Lowering transactions cost:

Before we dig any deeper into how to properly

Another measurement taken by governments

prepare to face these potential challenges and

to facilitate e-commerce during the Covi19

ride your holiday season into a giant success,

pandemic is by lowering or scrapping

let's briefly go through the current trends &

transaction costs on digital payments and

challenges in the eCommerce realm in 2020.

mobile money transfers, according to a WTO
report. Likewise, with such low processing fees,

- Current trends

consumers will not feel burdened with

- Measures were taken by the government and

unnecessary charges whenever they make
purchases online.

retailers.
- Challenges

- Improving delivery services:

1. TRENDS

Due to the lockdowns initiated to prevent any
A. CHANGES IN CONSUMER BEHAVIORS

further spread of the virus, e-commerce in
goods has met supply chain disruptions.

1. Connecting to the digital world: There is an
increasing shift in media consumption as

Governments started outlining methodologies

consumers are staying more and more at

for process improvement and systems thinking

home. Going online is becoming dramatically

to lessen the burden on both providers and

an important aspect of their daily lives.

users and increase value.

- From the sides of retailers:

2. Adapting to the "new normal": Consumers
of different ages are adapting to new practices
when it comes to the online world. They are

Retailers are more aware now of the

becoming more aware of what the internet can

importance of eCommerce, especially during

offer them at their own comfort. They are

the current time. They are constantly trying to

constantly looking for exact and specific

deliver personalized, relevant experiences

information that can help them meet their

shoppers have come to expect as well as

needs.

creating real product value that is meaningful
and distinct.

3. Internet first approach: With further
migration to digital, due to changes in routines
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planning efficient eCommerce and fulfillment

3. CHALLENGES
- Consumer protection from financial scams,
false claims, price gouging of essential goods,
and the promotion of unsafe or counterfeit
products.

- Compliance with health and safety
regulations at the level of receiving countries
and workers involved handling, inspecting, and

For ecommerce, the most
important thing is trust

delivering the goods.

- Bridging the digital divide both within and
across countries.

– Jack Ma
- Countries have introduced various
restrictions to cross-border and transit freight
transportation

- Amazon New restrictions on warehouse
inventory. All product categories will have
quantity restrictions to ensure merchants have
sufficient space to store their goods.
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Customer
Experience (CX)

A meaningful user experience enables you to determine your customer
journeys on your website- a significant step to your business success.

1. PERSONALIZE YOUR CUSTOMER
SHOPPING EXPERIENCE

delays can put off a potential buyer.
B. CONTENT

“There is only one boss. The customer.” – Sam
Walton

Optimize your website copy. Most of the
online activities start with a search. Therefore,
if your online store doesn't rank on the first 3

of the different stages a customer undergoes

pages on the search engines, you need to

through interacting with your business and

change that. Start with your copy. Your

brand. It enables you to comprehend his

product descriptions should be based on

journey map and locate touchpoints that

primary keywords that your target audience

allows you to enhance his/her experience.

uses in their searches.

Today’s consumer appreciates a personalized

Besides, ensuring a strong presence online can

experience when doing online shopping. With

be achieved by sharing a variety of interesting

much power in his hands, you must give him a

and engaging content. Your content can be in

remarkable journey that will keep him coming

the form of HQ pictures, videos, or valuable

back to your site.

information. And engaging content can be a
valuable asset when it comes to assessing your

- Promotes loyalty

online store performance.

- Retain customers
- Boosts brand advocacy

- Increase in conversion rates
- Customers retention

Therefore, your eCommerce online shop
C. CREATE A VISUAL SEARCH

should be personalized, optimized, and easy to

INTERFACE

browse through. Hence, with the holiday
season around the corner, you need to check

Visuals are everything in eCommerce. Your

these basic steps off your list to ensure a

website should display a clean customer-

satisfactory customer experience. Here is what

focused design. In fact, Visual Search has

you need to do:

become the growing trend of flexible and
modular assets employed to support
commerce experiences.

A. EVALUATE YOUR OVERALL ONLINE
STORE

When your customer wants to explore a

You customers should be able to find what they

specific product category on your website, they

are looking for Fast and Easy. Therefore,

can navigate using images, thus, relying on

having a solid infrastructure is a must. With

visual search. This way, product navigation can

the high level of traffic and transactions, slow

be easier, convenient, and effective.

loading will not help keeping your customers

D. ABANDONMENT CARTS

long on your website. They can be a little

NOTIFICATIONS

impatient, so keep that in mind. Perform load

Cart abandonment is a common happening on

testing to ensure the optimal loading time.

any e-commerce website. And the reasons vary
from price-based to inefficient process to lack

How speedy is your loading page? Even minor

of commitment or security issues.
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A customer journey strategy is a visualization

In fact, according to a research study by

Offer Free Shipping if possible. Free

Baymard Institute the average cart

shipping can motivate purchases from

abandonment rate is 69.57%, which conveys

potential customers, winning their loyalty in

that three out of four consumers ditch their

the process. Likewise, you improve your

carts.

competitiveness and reduce cart
abandonment. If free shipping is out of the

However, recovering abandoned carts is rather

question, you can at least offer profitable

achievable with either web push notifications

Shipping Cost Promotion by cutting down

or targeted and personalized emails. As long as

Your Shipping Costs or Conditionalizing your

your website is HTTPS, consumers can

Free Shipping.

subscribe to web push notifications with just a
single click.

Multiple Delivery Options (Including

2. OPTIMIZE CHECKOUTS

Same-Day Delivery): Offering a variety of

Checkout page optimization helps you

that customers have come to expect as

increase conversions. Despite having engaging

standard. Consequently, they can reflect and

content, an intuitive interface, and solid

have more control over their final pricing.

delivery options showcases a level of flexibility

infrastructure, it only matters when a high
Offer Multiple Payment Options: the

the checkout page.

lack of payment methods can be a great hurdle
to the checkout process. Apart from Credit

Here are some of the best practices you can

Card and Debit Card, you should consider

apply for a smooth and effective checkout

including digital wallets like PayPal, Payoneer,

process:

Google Pay, etc. and Cash on Demand can be a
gamechanger sometimes.
One Page Checkout: Consider a

simplified single-page checkout to ensure a

Accentuate Your Refund Policy: A

smoother and fast process for your potential

refund policy can play a major role in

customers. Cut down on the number of form

conversation as they give the customers a sense

fields. For example, use one field for full name,

of security. That means, their investments in

rather than first name and last name. Make the

their purchases are less risky and are

shipping address the same as the billing

guaranteed to be what it is represented to be. If

address unless the customer state otherwise

not, they can always ask for a refund.

3. CHOOSE YOUR HOLIDAY PRODUCTS
CAREFULLY

Guest Checkout: Offer guest
checkout page for first-time customers. Avoid
required signs up pages as they can add time

As a first step, you may need to specify the

and effort to the process. Some customers do

different products including holiday bundles

not feel comfortable to save their contact

and seasonal favorites you are going to sell

details during their first visit to an online store.

during the holiday season.

Include Social Login options for

Second, think about how you’ll display these

form Validation (Facebook, Google auto

seasonal items on your site. For instance, you

address...) This eases the flow of their check out

can categorize a holiday season section in your

and reduces cart abandonment.

site navigation. You can also manage gifts in
one category to make the shopping experience
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percentage of your website traffic makes it past

Nevertheless, if the demand is unpredictably
high, here is what to do:

- Inform and update your customers on when
and where the products will be in stock again

- If you a physical store, direct them on how
you can get it from there or on how you can
deliver it to them

- Keep your product page live. Display
relevant or similar alternative products to the
original one that they may be interested in.

- Reach out to your customers once your

4. Prepare Your
Merchandising Strategy

product is back in stock.
C. PLAN YOUR PRICING
Start by looking into your past sales reports
and see what worked and what didn't Check

that any retailer should use to maximize

out your competitors and their pricing

impact.

strategies. Learn when to raise pricing on some
of your best selling items.

A. PROPERLY DISPLAY YOUR PRODUCTS
ON YOUR WEBSITE

Offer product bundles to increase sales.
A clear display of your products can leave a

Customers consider product bundles as

positive impression on your customers. Your

valuables purchases since they get the best out

products should be appealing and well

of their money.

categorized. HQ pictures are gamechanger
changes for online stores, they can either make
or break your sales success. Choose your
product pictures and videos wisely.
B. STAY ON TOP OF ORDERS
Out-of-stocks can have a damaging effect on
retailers and manufacturers. These effects can
be seen at the level of sales and consumer
loyalty, giving an open opportunity for
competitors to steal away their loyal
customers. In order to avoid this kind of
scenarios; retailers should:

- Develop an effective re-ordering threshold
- Do Demand forecasting
- Automate Inventory Process
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There are certain merchandising best practices

4. PARTNER WITH 3R PARTY AGENCY FOR
ADDED SUPPORT
Outsourcing any activity to a third-party
agency can be an operational necessity and a

Fulfillment Bridge
enabled us to run our
business processes
effectively, and to
improve our customer
service. It's interesting to
have a French-speaking
team properly dedicated
to all this. As a founder, I
can notice the spectacular
change that this solution
provider has made today.

commercial reality for your eCommerce
business.

During the holiday season-busiest season - you
might find yourself looking for extra support
at the level of marketing, fulfillment, shipping,
and more.

Therefore, hiring a 3rd party agency can help
you reduce costs, exploit their expertise, and
create core value prepositions.

- Romain Jean De Dieu/
Uglow Sport
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Customer Service
And Support

Customer services play a critical role in your
sales success, especially during the holiday
season.

It can drive an exceptional customer
experience, especially when their assistance
and support go beyond just reacting to
problems and toward predicting customers'
concerns.

89% of companies now
expect to compete mostly
on the basis of customer
experience.

For this reason, you need to create a solid
customer support force that is always prepared
to answer your customer's inquiries, suggest
recommendations, and offer any essential
guidance during their journey.

— GARTNER RESEARCH
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3. Enable Customer Selfservice
Many customers tend to take
matters themselves and choose
automated self-service to get the
answers they need without having
to contact support. To enable selfservice, you can:
- Create a knowledge base: a

1. Dedicated Customer
Support

knowledge base serves as a support
center for your customers. You can
share valuable and insightful
content including guidance, how-to

Offering multiple support channels

articles, FAQ sections, and more.

is one of the basic services that you

Make sure your content is easy to

need to provide for your potential

find and read.

include phone, email, and social

77% of consumers have used a self-

media. Respond to all inquiries

service support portal. According to

within 24–48 hours.

Forrester, among all self-service
channels, customers prefer

2. live chat

knowledge bases the most.

4. Create A Public Forum

Using a live chat tool to keep up
with high demand during high sales
season or when your customers are

A public community or forum is a

anticipating instantaneous answers.

space where all customers can bring
about the different inquiries that may

Also, consider using a chatbot to

arise and can help you get answers to

provide answers to frequently

some of your concerns from other

asked questions.

users and Product Experts.
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customers. Different channels can
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Selling, Fulfillment,
& Shipping

In the world of eCommerce, data is fuel to your business. And with the
right supply management system, all your problems unravel.

1. PLANNING FOR HOLIDAYS

- The type of products you sell

Planning for the holiday season demands can

- Pros and cons of each considered sales

either make or break your business

channel

profitability for this year. That's why effective
management of your supply chain is crucial in

-Type of payment processing

this regard. From selling to shipping, and
fulfillment in general, there are several things

Other sales channels you can consider besides

you need to prepare.

your online store:

Here are our top tips and tactics to get your

- Online marketplaces: There are different

supply chain ready for the holiday season:

marketplaces including general, auction,
handmade, on-demand production, and more.

A. ANALYZING DATA SOURCES
Identify your holiday products in advance.

mentioned, decide on the one that works best

Knowing your most demanded products can

for you. Overall, your products get exposed to

be a great advantage to your sales success. Start

a larger audience and obtain a degree of

by analyzing your last year and current data.

credibility.

The analysis will help you forecast your biggest
trends for this holiday season.

- Affiliate Programs: Collaborate with other
websites or e-commerce online shops with a

B. EXPAND YOUR SALES CHANNEL

similar target audience and get your products
To grow your sales, you need to expand to new

recommended audience in exchange for a

markets or channels.

commission on every sale.

Expanding to new venues helps you:

- International selling: a.k.a cross border
selling. Start by mapping your global

- Raise revenues, cut per-unit costs, and boost
the bottom line.

expansion. Identify and understand your
potential target markets. Get yourself familiar
with legal requirements. Launch your business

- Raise consumer awareness of your products

and localize your customer experience.

and offers.
Evaluate and decide carefully what channel is

- Social Media like Facebook, Pinterest, and

the right one for your business. Here are some

Instagram. For instance, Facebook enables you

factors to consider:

to set up a Facebook store that you can connect
to your eCommerce online site.

- Your business model and business goal
Eventually, you can start selling directly from
- Your target audience

your Facebook business page. You can also
leverage from Facebook Marketplace to (re)sell

- Your brand standing in the market

your products.
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Depending on the factors we have previously

- Google Shopping: Google Shopping shows

Enable curbside pickup for customers who

the ads that pop up with transactional searches

want to pick their own packages. Unless you

(if you look at it, it says “Sponsored” in the top-

have a brick and mortar store, decide on the

right corner).

exact location where they can come and pick

2. In-House shipping and
fulfillment:

their products.

A. STREAMLINE

YOUR

D. DECIDE ON THE PACKAGING
Packaging plays a significant role in leaving

INTERNAL

great first impressions. Create a special

PROCESS

unboxing adventure for your customers and
Make sure that you are handling any upcoming

give them that premium feel.

and potential problems like delays, missing
packages, and others with ease. Always have a

Consider a sturdy and strong outer packaging

backup plan in case certain processes in the

with your business logo, consistent brand

supply chain go unplanned.

colors, simple yet a communicative design.
For the inner packaging, opt for dividers,

Having these streamlined internal processes

wooden curls or something more eco-friendly

mean that issues that will arise during the

(compostable).

holiday season won't necessarily disrupt your
Excellent packaging can help with your
marketing strategy and raising awareness and

B. PLAN YOUR INVENTORY

setting up your brand.

Optimize your inventory management
E. RETURNS ARE EQUALLY IMPORTANT

systems, reporting, and analytics capabilities to
avoid running out of stock. With the data
analysis and reports, make sure to order the

Returns are inevitable, and they continue to be

right quantities of the demanded items. Avoid

one of the major concerns of every

selling products with high returns rates or low

eCommerce business owner.

profitability. Adjust inventory levels
simultaneously for different products. Always

Customers may return their products for a

stay updated and track the stock level of your

number of reasons. For instance, products that

inventory.

demand a specific fit, like apparel and

C.

TRY

footwear, usually have a higher return rate

OUT A TECHNOLOGY BASED

than other types of products.

SYSTEM
A big part of effective supply chain

On average, shoppers return 15% to 30% of

management relies on deploying the best and

online purchases during the holiday season.

latest technologies. Prevent any human error

Statistics.

that can be disrupting your supply chain
Now here is what you need to keep in mind

processes by acquiring the right system.
D.

when dealing with returns:

DECIDE ON THE RIGHT SHIPPING

OPTIONS

- State clear and simple to understand

Increase the number of staff responsible for

Return and Exchange Policies for your

fulfilling orders and shipping if you are

customers

planning to handle shipping by yourself.
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operations.

3PL (third-party logistics) services like

- Include Return Instructions or a Return

Fulfilment Bridge.

Label in Every Order - A deadline is a must

Services, like Fulfillment Bridge, helps to

- Offer free return shipping

manage your orders and inventory effectively
with the use of a smart tech-powered solution.

- Consider returns as a new opportunity to
engage your customers. Show them gratitude

You can distribute your inventory to different

and win them as loyal customers.

warehouses, get your packages shipped and

3. Outsource Shipping And
Fulfillment

delivered on time.

- Have better control over internal processes.
During the holiday season, Fulfillment and
shipping management requires advanced and

- Cut down costs and increase your profit

detailed planning so you can handle high flex

margins.

of demands.
- Enjoy better shipping options depending on
Your in-house team may not be ready to

your budget.

handle all these overwhelming processes,
especially during high peak seasons. That’s

- Focus more on other significant parts of

why you should consider partnering and

your holiday preparations like marketing and

connecting your online eCommerce website to

promotions.

18
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Marketing And
Promotions

The holiday season brings everyone into a shopping craze, and with an
excellent marketing strategy, you can win a big piece of that pie yourself.

4. Engagement with existing
customers

The holiday shopping season is the ultimate
jackpot for e-sellers. You can market and
promote your products in so many different
ways without breaking your bank. Here’s how:

Start by creating a core messaging for your

Here are our top tips and tactics to get your

online store that resonates with your audience.

supply chain ready for the holiday season:

Offer content resources, like holiday gift
guides, promotions guides, bundle offers

1. Gifts with purchase

guides, and more.

Free gifts are one of the commonly used tactics
in sales to increase conversions. Simply by

Always keep in mind that your website copy
should engage and communicate what the

offering more at the same price, customers are

customers are looking for and how to get it in

more tempted to buy the product. It adds

the easiest and simplest way possible.

value to your brands and attracts customers'
loyalty. I mean who doesn't love free stuff,

Another thing to look out for when creating
your marketing campaign is the effective use
of your marketing channels:

2. Offer promotions

A. EMAIL MARKETING

Contests, sweepstakes, or giveaways, there are

Email Marketing is the ideal way to increase

plenty of things you can think of. Offer

your customers' interest and to help you grasp

discounted products or coupons in a limited

a percentage of that revenue. Your marketing

time frame. Bundle best-sellers products with

emails can differ depending on your

high margin ones.

incentives.

3. Run a killer influencer
campaign

They can be sales promotions emails, holidayrelated emails, last-minutes sales offer emails,
and more. Make it as personalized as possible,

Influencers are a big buzz in the digital world,

it creates a sense of subjective communication

so why not consider it in your marketing

between you and your customers.

campaign. Study your target audience, and
determine the right social media platform.

There are plenty of interesting email

Choose your influencers wisely. Someone who

marketing tools like Mailchimp offering

is popular in your niche and aligns with your

attractive templates, campaign targeting, and

brand's values.

tracking and attribution elements.
B. SOCIAL MEDIA

“Consumers want to hear from people that
they idolize and respect. They trust these

Social media like Facebook, Pinterest, and

recommendations more than advertising from

Instagram ensures that your brand gets that

brands.” – Jeff Bullas

audience recognition it deserves
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right?

Preplan your social media strategy and make
your holiday posts incredibly visuals and
engaging.

Use Branded #Hashtags. Vary your posts to
include pictures, videos, gifs, and why not Live
session! Ask yourself: What is the purpose of
your holiday social media campaign? Who is
your target audience? What's your content
strategy? How much time do you need to plan
and implement?

Focus on user and prefer
best practices of digital
marketing and the rest
will follow

C. PAID ADVERTISING
Start by testing and experiencing ad strategies
until you figure out what works best for your
business, what might work for another
eCommerce business, may not work for you.

– Murat Yatagan

You can start with Facebook and Instagram ads.

A paid ad on an organic post can help you
garner a plethora of views. Moreover, since
Facebook corporate parent owns Instagram
now, you can easily manage your ads from
Facebook Ads Manager interface.
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How fulfillment Bridge can
help you during the Holiday
Season

4 Features To Boost
Your Performance

Fulfillment Bridge offers both pre-established and customizable
ecommerce multi-channel integrations solutions. Directly manage your
orders with one dashboard, quickly and hassle-free. From picking and
packing to storage, processing, and dispatching, we integrate every aspect
of the process into a consolidated central platform.

Integrating All Your
Sales Channels To
One System

Inventory
management
Our solution enables you to

Fulfillment Bridge offers both pre-

monitor and track your stocked

established and customizable

goods processes like no other.

ecommerce multi-channel

Everything, including ordering,

integrations solutions. Directly

storing, and replenishing inventory,

manage your orders with one

movement, locations, and quantity

dashboard, quickly and hassle-free.

control is made easy.

Shipping Options And
Discounted Shipping
Rates

Cross Border Trade

With our vast carriers network, we

Whether you need to export goods

provide a global shipping approach

from China to our warehouses in

that is based on your shipping

the USA, Australia, France, Poland,

preference, load time, order

Hong Kong and more or want to

quantity, and your budget. We help

manage same day shipping,

you save more on shipping

Fulfillment Bridge offers a tailored

products through our expertise,

logistics and fulfillment solution

experience, and connections with

which you can choose as per your

the most reliable carriers.

needs.
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Full checklist of your
Holidays sales preparations

Customers' User Experience
PERSONALIZE

THE

CUSTOMER

SHOPPING

EXPERIENCE
OPTIMIZE CHECKOUTS
CHOOSE YOUR HOLIDAY PRODUCTS CAREFULLY
PROVIDE CUSTOMER SERVICE AND SUPPORT
PARTNER WITH 3R PARTY AGENCY FOR ADDED
SUPPORT

Customer Service And Support
DEDICATED CUSTOMER SUPPORT
LIVE CHAT
ENABLE CUSTOMER SELF-SERVICE

CREATE PUBLIC FORUM

Selling, Fulfillment, & Shipping
ANALYZING DATA SOURCES

EXPAND YOUR SALES CHANNELS
INHOUSE SHIPPING AND FULFILLMENT

OUTSOURCE SHIPPING AND FULFILLMENT

Marketing And Promotions
GIFTS WITH PURCHASE
OFFER PROMOTIONS

RUN A KILLER INFLUENCER CAMPAIGN

ENGAGEMENT WITH EXISTING CUSTOMERS
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About fulfillment bridge
Fulfillment Bridge is your leading global all-inone logistics service provider. By experiencing
your journey as an eCommerce business, we
understand the hassles and challenges of this
industry.

Connect..fulfill
And with that in mind, we dedicated our time
and efforts to build a tech-driven solution that
Powered by cutting-edge technology,

helps you streamline your ecommerce

Fulfillment Bridge facilitates logistic processes.

fulfillment operations for maximum efficiency

We offer you reliable, efficient, and global
fulfillment services.

Our mission is to provide you with scalable,
tailor-made, optimized, end to end solutions
that help stay ahead of the game with your
eCommerce competitors. Whether you are
crowdfunding, selling on Shopify, Amazon
FBA or Amazon FBM, Wix, or WooCommerce,
we are there with fulfillment service
integrations the whole way.

26

