
‘Tis the Season 
for Unwrapping Better 
Shipping Experiences

As online shopping continues to accelerate, the 2021 holiday shopping season is expected to 
break records with forecasts anticipating eCommerce sales to reach between $210 and $280 
billion¹. As SMBs compete with larger retailers, they are recognizing the critical importance of 
delivering better shipping experiences for their customers.

Checking the Boxes on
Consumers’ Holiday Shopping Lists

With 33% of consumers planning to complete the bulk of their holiday shopping 
before Black Friday, it’s important for retailers to reach shoppers early. 

While the holiday shopping forecast is bright, retailers continue to face supply 
chain and in�ation challenges that will make this season tougher than ever. 

The Brighter Side 
of Shipping

SMBs have the opportunity to deliver 
excellence this holiday season.

With 65% of consumers typically spending 
$100 or greater with SMBs during the holiday 
season, there is a lot at stake for retailers.

Consumers want excellent customer support 
when things go wrong with a delivery. This can 
be an opportunity for SMBs to secure sales. 

35% of consumers say guaranteed 
replacements for lost and damaged packages 
would motivate them to shop with an SMB on 
Small Business Saturday. 

For more information, 
please visit upscapital.com

Small Business Saturday and Holiday ‘Deal Day’ Opportunities

SMBs depend on holiday shopping revenue

Easily protect packages, pro�ts, and 
reputation, across any carrier 

Reship or refund with con�dence, knowing 
most claims are paid for in four days or less*

Choose from transactional, annual or 
rules-based coverage

Accessible through upscapital.com/quote or 
popular platforms and apps, like Shopify

During Small Business Saturday, consumers say they can be 
motivated to shop online by offers including:

Insurance coverage is underwritten by an authorized insurance company and issued through licensed insurance producers, including UPS Capital Insurance 
Agency, Inc. (“UPSCIA”), a subsidiary of UPS Capital Corporation (“UPS Capital”). The insurance company, UPSCIA and its licensed affiliates reserve the right to change 
or cancel the program at any time. You may be offered the opportunity to insure eligible shipments under a policy of insurance (the “Policy”) issued: (i) directly to 
you; (ii) to UPS Capital; or (iii) to the sender/ publisher of this communication. Where the Policy is issued to UPS Capital or such sender/publisher, such Policy 
extends coverage to your eligible shipments, but you are neither an insured nor an additional insured under such Policy. In the event of a loss covered under such 
Policy, any resulting claim payment shall be directed to you as a loss payee. Where insurance coverage is made available through a third-party platform, details 
regarding the terms and conditions of that coverage is provided by UPSCIA.  This information does not in any way alter or amend the terms, limitations or 
exclusions of the applicable Policy and is intended only as a brief summary. Insurance coverage is not available in all jurisdictions and coverage is governed by the 
terms, conditions, limitations and exclusions set forth in the applicable Policy.
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1 |   Deloitte

2 |   Unless otherwise noted, all statistics used herein are derived from or based on information contained in the 2021 Holiday Shipping Experience Report, which 
is a compilation of two independent studies of 1,000 U.S. consumers and 500 US small businesses conducted by Dynata in August 2021, respectively, on 
behalf of UPS Capital. 

* Figures are based on aggregate insurance claim payment data collected by UPS Capital Insurance Agency, Inc. during the period of four consecutive fiscal quarters 
ended March 31, 2021. Individual results may vary.
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To Stay on the Nice List, Retailers Must
Balance Market and Shipping Challenges

Four in �ve SMBs (80%) are worried about the impacts of 
in�ation to their businesses

Nearly half of all consumers (47%) plan to spend less this year, 
with 23% planning to cut back speci�cally because of in�ation

SMBs are also concerned about supply chain 
challenges, including:
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Shipping
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Customer service 
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and the£
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Retailers need to up the ante to ensure they keep customers happy when shipping 
issues arise.

Lack of resolution support for stolen or damaged packages (44%)

Lack of communication around delayed deliveries (39%)

Lack of support around returns (38%)

Lost packages (33%)

Damaged packages (28%)

UPS Capital is helping SMBs provide exceptional 
experiences with InsureShield™ shipping insurance. 

Experiences Causing Consumers to Never Shop with a Retailer Again


