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For the fifth time in a row, the Händlerbund Satisfaction Study shows the developments in online retail.
Around 726 stationary and online retailers provide
information about their sales developments, expectations and challenges in daily online business. Never
before have so many online retailers looked back positively on the past fiscal year. The number of retailers
who recorded a sharp drop in sales was only one third
of the previous year's figure. Optimism for the current
e-commerce year also rose from 58% to 72% among
those surveyed. The euphoria is only clouded by the
new packaging law in Germany and the growing pressure in terms of digitalisation.
www.haendlerbund.de
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1 | OVERALL SATIFACTION IN ONLINE TRADE
LEGEND

Exactly three quarters of the surveyed retailers
(75%) feel "satisfied" or "very satisfied" at the
past fiscal year in online trade. While the overall satisfaction of online retailers fell in the
previous study, it rose again to a record level in
2018.

SATISFACTION OF
ONLINE RETAILERS:

very satisfied

dissatisfied

satisfied

very dissatisfied

100 %
17%

24%

20%

15%

50%

44%

47%

50%

25%

26%

19%

56%

very dissatisfied 2%
very satisfied 19%
dissatisfied 23%

25%

25%

23%

8%

7%

8%

9%

2%

2014

2015

2016

2017

2018

Years

2018
satisfied 56%

www.haendlerbund.de

Never before have so many
online retailers felt so positive
about the past fiscal year.
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2 | SALES PERFORMANCE
YEARLY SALES PERFORMANCE
The sales performance of retailers is
often close to their overall satisfaction
percentage. For the most part, those surveyed (52%) recorded an increase in sales.
Compare that to the previous year, when
the results remained at about equal to or
similar to the year 2015.

%
70
60

57%
53%

52%

49%

50
43%
40
30

35%
31%

31%
24%

23%
20

SALES PERFORMANCE
IN 2018

10

2014

41%

2015

LEGEND

24%

11%

2016

positive

2017

2018

Years

negative

21%
3%

STRONGLY
GREW

GREW

www.haendlerbund.de

STAYED THE
SAME
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Only 3% of the retailers surveyed saw
a sharp drop in sales instead of 9% in
the previous year.
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3 | CHRISTMAS BUSINESS

Seasonal business takes place in online retail regardless of the Christmas season.
Turnover rises in most online shops every year. The figures for last Christmas’s sales are also positive.
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4 | RETURN RATES
The return rates in online retail have risen rapidly over the years. The rates rose again in 2018.
86% instead of 71% of retailers confirm that they received more returns after Christmas.

ARE THERE MORE RETURNS
AFTER CHRISTMAS?
86% SAY “YES”
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IMPACT:

• overall growth in online retail

• higher costs for online retailers

• unnecessary orders from impulse buys

• additional expenses due to returns processing

• reckless orders that are not cancelled

• depreciation of the returned goods

• selective orders for multiple models or colours

• additional burdens on the logistics sector

www.haendlerbund.de
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5 | FORECAST
WHICH EXPECTATIONS DO YOU HAVE
IN E-COMMERCE FOR 2019?

47%

In the previous year, 58% of respondents
replied with "alright" or "good” –
the figure is now 72%.
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6 | CHALLENGES FOR 2019
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Almost 30% see
the new packaging
law as a difficulty. The
topic of digitalisation is
gaining importance.

While competition and legal security
continue to take top priority, 2019 will
see another challenge:
the packaging law.
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7 | RESULTS OVERVIEW

75% feel "satisfied" or
"very satisfied" in 2018.

86% instead of 71% received
more returns after Christmas.

3% instead of 9%, showed
"sharply declining sales."

72% are optimistic for 2019.

70% saw positive
Christmas sales.

29% see the VerpackG
(packaging act) as the largest
challenge.

www.haendlerbund.de
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ABOUT HÄNDLERBUND

Händlerbund is the service network for all questions concerning digital and stationary trade. Together with its members
and partners, Händlerbund promotes the professionalisation
of several tens of thousands of online retailers throughout
Europe. Händlerbund works with service partners that cover
the entire value chain. With its many years of experience in
e-commerce, Händlerbund is also committed to serving the
interests of the entire industry at the political level.

The study is presented by:

KEY DATA
over 80,000
protected online
presences
Europe’s largest
online retail association
one of the leading
legal text providers on
the Internet
founded in 2008

With its online shop Lizenzero, the Interseroh Dual System is
aimed primarily at smaller (online) retailers and companies
that have no experience of licensing their sales packaging
in view of the Packaging Act that has been in force since
January 1, 2019. In just a few steps, they can simply register
their packaging online and thus set themselves up in
accordance with the Packaging Act. More information at
www.lizenzero.de.
www.haendlerbund.de
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CONTACT

HÄNDLERBUND
Händlerbund
ARCUS Park
Torgauer Straße 233
04347 Leipzig
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represented by the Chairman of the Board
of Management Andreas Arlt
Telephone: 0341/ 926 59 0
Fax: 0341/ 926 59 100
E-mail: info@haendlerbund.de
Internet: www.haendlerbund.de
registered in the Register of
Associations of the Leipzig Local
Court Register number VR 4663

2018 STUDY:
Satisfaction in
Online Trade 2018
We asked 726 online retailers about their
satisfaction, sales development, Christmas
business and their expectations for 2019.

This report is for information purposes only. The recommendations and advice contained herein have
been prepared in good faith. Händlerbund assumes no liability.
© Händlerbund 2019
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