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ARE POTENTIAL SALES 
VANISHING AT YOUR 
CHECKOUT?
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2 How to build a better basket

ARE POTENTIAL 
SALES VANISHING 
AT YOUR CHECKOUT?
In shopping malls and city centers, abandoned shopping 
carts are an eyesore. But in the world of e-commerce, 
they’re an expensive headache.

A customer has visited your site, filled their cart and is all 
set to hit BUY when…something happens. They have a 
change of mind. Maybe there’s someone at the door, or their 
mom’s on the phone.

Unfortunately, it’s more likely that the fault lies somewhere 
in your checkout procedure. Whatever the cause, the result 
is the same – a lost sale.

It’s one of e-commerce’s biggest problems. There have been 
numerous studies into the issue of abandoned shopping 
carts, each citing different figures as to the scale of the 
problem. But it’s no exaggeration to say that almost seven 
out of 10 of all potential transactions made online evaporate 
at the checkout stage.1

Visualize this happening at a traditional bricks and mortar 
store and you’ve instantly got an understanding of why it 
matters to you as an e-commerce trader.



DISCOVER.DHL.COM   How to build a better basket 

All rights reserved. No part of this publication may be reproduced or transmitted in any form or by any means, electronic or mechanical, including 
photocopy, recording or any information storage and retrieval system, without prior permission in writing from the publisher.  
Copyright © Deutsche Post DHL 2018.

3 How to build a better basket



DISCOVER.DHL.COM   How to build a better basket 

All rights reserved. No part of this publication may be reproduced or transmitted in any form or by any means, electronic or mechanical, including 
photocopy, recording or any information storage and retrieval system, without prior permission in writing from the publisher.  
Copyright © Deutsche Post DHL 2018.

4 How to build a better basket

HIDDEN CHARGES 

These are mostly shipping charges 
but could also include things like 
taxes or handling fees. But the 
crucial word here is ‘hidden’ – 
customers don’t see any mention of 
an extra charge until they’re ready 
to buy, and suddenly they feel 
cheated. Hiding charges until the 
last moment is a major cause of 
carts being abandoned – and of 
shoppers never returning.

WHAT YOU CAN DO 

Be transparent and upfront. Provide 
shipping options and costs at the 
earliest opportunity, then reaffirm 
them at checkout. Use reassuring 
copy like ‘there’ll be no more 
charges’ or ‘this is the total amount 
you’ll pay’.

1
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OK, SO THIS IS THE SAMPLE.
WANT TO GET THE WHOLE THING?
Gain access to DHL Express’s library of 
marketing leading intelligence. FREE!

Discover.dhl.com is your gateway to an enormous 
resource of exclusive and unique research reports, 
films, guides and articles that is growing every week.

From Augmented Reality in warehousing or starting 
your own business in 10 minutes a day, to how the 
sharing economy is already changing how we shop 
and sell, this is business insight at its best.

But we don’t stop at business. As a global 
organisation, we have access to what’s happening in 
the world across culture, green issues, technology, 
sport, entertainment and much, much more. This 
isn’t rehashed cold news, but the hottest, latest 
trends from the four corners of the planet.

Easy to read, definitive, valuable – and yours 
absolutely free when you register as a member of  
Discover.DHL.com.

• 	 Thought Leadership

	 Learn from the experts on today’s hottest business  
	 and logistics topics and get your competitive 		
	 advantage.

• 	 Commissioned Research

	 Discover unique, in-depth research from the world’s 
	 most trusted authorities – great for presentations  
	 and pitches.

• 	 New Trends

	 Get up-to-speed fast with the emerging tech, social  
	 and commercial zeitgeist in many countries.

• 	 Instant Guides

	 No ‘heavy-lifting’ guaranteed – just the facts and  
	 stats you’re looking for in the sharpest formats. 

• 	 Films & Interviews

	 Watch how others are achieving their goals in  
	 business, sport and life – and take the gold-dust  
	 for yourself!

TO GET STARTED AND ACCESS OUR LIBRARY OF IN-DEPTH REPORTS, 
AUTHORITY ARTICLES AND WHITE PAPERS SIMPLY VISIT  
HTTPS://DISCOVER.DHL.COM/LOGIN

•	 SHARING ECONOMY LOGISTICS. 
Rethinking logistics with access  
over ownership 

•	 INTERNET OF THINGS IN LOGISTICS.  
A collaborative report by DHL 
Express and Cisco 

•	 FAIR AND RESPONSIBLE LOGISTICS.  
A DHL Express perspective on 
how to create lasting competitive 
advantage 

•	 SELF-DRIVING VEHICLES IN 
LOGISTICS. Implications and use 
cases for the logistics industry 

•	 HOW TO START A SUCCESSFUL 
BUSINESS.  
In Just 10 minutes a Day

•	 AUGMENTED REALITY IN 
LOGISTICS.  
Changing the way we see logistics

READY TO FIND OUT MORE?
YOU’VE GOT FREE MEMBERSHIP

That’s right. There’s NO 
SUBSCRIPTION fee to join 

discover.dhl.com

Just invaluable content at your 
fingertips, whenever you want it.

Some of our latest trend reports, include:

https://discover.dhl.com/
https://discover.dhl.com/

