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Disclaimer

This Report is prepared by Parcel Monitor (“PM”) and is intended for general guidance and information purposes only. 

The Report is solely for the use by the Recipient and under no circumstances should be copied or otherwise distributed, in whole or in part, to any other entity and/or its 
representatives. PM has made no express warranties and/or representations to the Recipient in connection with the Report, such as its completeness; reliability and/or accuracy 
contained therein, and hereby disclaims all warranties, express or implied. Any action taken upon by the Recipient and/or employer is strictly at their own risk(s), and PM will not be 
liable for any losses and damages in connection with the use of this Report. We do not accept any duty, liability or responsibility to any person in relation to this Report. 

Whilst we have made every attempt to ensure that the veracity of the information in the Report, PM is not responsible for any errors or omissions, or for the results obtained from 
the use of this information. All information in this Report is provided "as is", with no guarantee of completeness, accuracy, timeliness or of the results obtained from the use of this 
information. 

PM’s standard Terms and Conditions  (https://www.parcelmonitor.com/terms/) are hereby incorporated by reference and made a part hereof for all purposes. In the event of any 
conflict or inconsistency between the Terms and Conditions and the Disclaimer hereinabove, the terms set forth in this Disclaimer shall prevail.

https://www.parcelmonitor.com/terms/
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Parcel Monitor is a global knowledge-sharing community 
for merchants, logistics carriers and end consumers 
for everything around E-Commerce Logistics.

With the growth of e-commerce, the logistics landscape is rapidly 
evolving and retailers are eager to find answers on how they can 
improve their customers’ post-checkout experience. On the other 
hand, logistics carriers are also looking to improve their services and 
keep up with technological advancements. 

Parcel Monitor aims to bridge this information gap, and provide an 
open and collaborative space for e-commerce logistics professionals 
to learn and grow as a community.  

100,000+ 
community members 

1,000,000+
monthly users on our platform
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Since 2016, more than 100 million visitors from all over the world have been using Parcel Monitor to track their 
parcels in real-time; whilst leaving reviews of their delivery experience with various carriers. 

The Parcel Monitor Community is driven by our ambition to create transparency, 
accountability, and collaboration in the e-commerce logistics industry.  

Consumers can track their parcels and provide feedback on their delivery experience. Retail and Logistics 
Professionals can then better understand their performance and customers’ experience, whilst having access 
to curated content on the latest news, industry trends and analytical insights. 

E-Commerce
Consumers

Retail & E-Commerce 
Professionals

Logistics & Supply Chain 
Professionals
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E-Commerce Logistics in Southeast Asia

Source: “e-Conomy SEA 2019”,  Google, Temasek and Bain & Company, 2019

Southeast Asia is a rapidly growing region and a large market opportunity 
for investors and businesses around the world. E-Commerce giants like 
Shopee, Taobao, Lazada and recently Amazon have set their eyes on this 
region; setting up offices and opening up job opportunities in the 
respective countries.

Google, Temasek and Bain & Company have predicted that 
online consumer spending in the SEA region will reach a 
quarter of a trillion dollars by 2023. 

As Parcel Monitor, throughout our own research we have witnessed a spike 
in e-commerce demand outside of the region’s metropolitan areas, 
particularly during the initial wave of the COVID-19 pandemic.

With the current e-commerce boom, logistics carriers are quickly adapting 
to meet this increasing demand. 

In this report, we have summarized data from the millions of parcels 
tracked on our platform every month to provide a glimpse into how the  
region has adapted to these new circumstances. 
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Why the delivery experience?

The industry’s most comprehensive study of 
logistics carriers and e-commerce retailers 
based on more than 600+ carriers.

OUR SOLUTION

High quality data from millions of parcels 
tracked have been analyzed to create this 
report - giving you a powerful tool to add 
transparency in your logistics performance.

BENCHMARKING APPROACH

Machine Learning algorithms have been 
utilised to analyze logistics data, enabling you 
to easily visualize the regions end-to-end 
parcel delivery service performance.

SUPPLY CHAIN TRANSPARENCY

Southeast Asia E-Commerce Logistics Benchmarking Report

Consumers today have an ever-increasing range of choices 
in the e-commerce space and hence increased 
expectations. This includes the experience during delivery, 
which they generally regard as the retailer’s responsibility.

Therefore, the post-purchase experience has a significant 
impact on future purchasing decisions, in addition to 
offering multiple high-engagement touchpoints with 
consumers1.

However, retailers often leave this critical part of the 
customer journey to their logistics carriers, with limited 
control and visibility on their logistics performance.

1. Source: “Differentiating Delivery: How to win the eCommerce battle”, Accenture 2016
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Long-term success in e-commerce is closely tied to logistics performance

70% 54%

of negative consumer ratings for 
e-commerce merchants are due 
to long delivery times or delays

of customers share negative 
post-purchase experiences 

with others

Sources: 
1. “Delivery - The biggest pain point in e-commerce in Southeast Asia”, 2019; 
2. “2018 Global Ecommerce Study”, 2018;
3. “Drop-off, I want it now: Same day Delivery + The U.S. consumer”, 2018.

69%

of consumers would not 
repurchase again if order 

delivery was delayed

Southeast Asia E-Commerce Logistics Benchmarking Report
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Want to know how your organization is 
performing against the industry benchmark? 

Obtain a personalised report with insights on critical metrics for free!

Carrier split for domestic parcels

Variation in transit times for domestic shipments

Carrier-wise performance on transit time for 
domestic shipments

Transit times for international shipments

Carrier-wise delivery attempts

Carrier-wise share of returned parcels

Share of collection point deliveries

Carrier-wise share of collection point deliveries

Request for your free report
Get in touch with us at contact@parcelmonitor.com

Want to know how your organization is 
performing against industry benchmarks?

Exclusiv
e!

Parcel volumes by weekdays 

mailto:contact@parcelmonitor.com
mailto:contact@parcelmonitor.com
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1. Transit Time until first attempt for domestic shipments

2
Benchmarks for Transit Times in Southeast Asia
With the charts of this section, gain transparency on delivery 
performance of domestic and international parcels:

6. First delivery attempt ramp-up for inbound shipments 
from China

2. First delivery attempt ramp-up for domestic shipments

3. First attempt success rates for domestic shipments

4. Involuntary returns to sender for domestic shipments

5. Transit times until final delivery for domestic shipments
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The Report is generated based on shipment 
data of the 2nd quarter of 2020, to mitigate 
short-term seasonal effects and reflect 
business-as-usual

Our methodology ensures relevance and data comparability

TIME FRAME

TRADE LANES
Domestic and international shipments are 
differentiated by their respective trade lanes, 
ensuring a representative comparison of key 
metrics

DATA SOURCE
Through our global benchmarking and carrier 
performance measurement activities, we collect 
more than 1 billion anonymized data points from 
130+ countries each year.

DATA SUFFICIENCY
Benchmark data sets have been compiled with 
strict minimum requirements for data point 
quantity and comparability

Southeast Asia E-Commerce Logistics Benchmarking Report
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1. Transit Time until first attempt for domestic shipments

Methodology:
● Limited to domestic shipments within the 

same country
● Parcels across all carriers considered 
● Parcels across all domestic tradelanes 

considered 
● All parcels with First Delivery Attempts 

considered
● Same time period used for all countries, with 

respective holidays and weekends 
accounted in business day computation

Is the transit time performance in line with 
our customer expectations?

Does our choice of logistics product take into 
account expected delivery performance?

How does transit time performance compare 
across SEA?

Food for thought
Is the domestic transit time in line with our 
own shipments’ performance?

How does [country] transit time performance 
compare to its peers?

Southeast Asia E-Commerce Logistics Benchmarking Report
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Methodology:
● Limited to domestic shipments within the same country
● Parcels across all carriers considered
● Parcels across all domestic tradelanes considered
● Same time period used for all countries, with respective holidays and 

weekends accounted for in business day computation
● All parcel statuses have been considered, including delivered and undelivered 

parcels

2. First delivery attempt ramp-up for 
domestic shipments Food for thought

Are the first delivery attempt times in line 
with the promise to customers?

Do 75% and 90% of parcels get delivered 
within a reasonable time frame?

How do the ramp-up curves for other 
markets in the peer group differ?

What share of parcels have seen delivery 
attempts after 5 business days?

Southeast Asia E-Commerce Logistics Benchmarking Report



21 Aug 2020 | 13

3. First attempt success rates for domestic shipments

What is the room for improvement of first 
attempt success rates?

Is our own first attempt success rate in line 
with the market? If not, why not?

How does first delivery success rate 
performance compare across SEA?

Food for thought
What share of shipments in the market 
incur redelivery fees?

How does [country] first delivery success rate 
performance compare to its peers?

Southeast Asia E-Commerce Logistics Benchmarking Report

Methodology:
● Limited to domestic shipments within the 

same country
● Parcels across all carriers considered 
● Parcels across all domestic tradelanes 

considered 
● All parcels with First Delivery Attempts 

considered
● Same time period used for all countries, 

with respective holidays and weekends 
accounted in business day computation
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Methodology:
● Limited to domestic shipments within the same country
● Parcels across all carriers considered
● Parcels across all domestic tradelanes considered
● All dispatched parcels considered
● Same time period used for all countries, with respective holidays and 

weekends accounted in business day computation
● Parcel considered returned if a single event update indicates parcel return

4. Involuntary returns to sender for 
domestic shipments Food for thought

How does our return ratio compare to the 
market?

What might be addressable root causes of 
involuntary returns?

How can we accelerate returns processing 
for our customers?

What share of shipments in other countries 
incur return fees?

Southeast Asia E-Commerce Logistics Benchmarking Report
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5. Transit times until final delivery for domestic shipments
 Unit of measure: business days until delivery

Q2 2020 performance Comparison: FY 2019 performance

Market
Average 
(mean) Median

90 % of 
shipments

Average 
(mean) Median

90 % of 
shipments

Singapore 1.3 1 2 1.4 1 3

Malaysia 3.8 2 9 1.8 1 4

Indonesia 3.1 2 6 2.0 2 4

Thailand 2.2 2 4 1.8 1 4

Methodology:
● Limited to domestic shipments within the 

same country
● Parcels across all carriers considered 
● Parcels across all domestic tradelanes 

considered 
● Excluded parcels with unsuccessful 

delivery 
● Same time period used for all countries, 

with respective holidays and weekends 
accounted in business day computation

Are the 90%-transit times still close enough 
to mean and median? 

How do the performance changes since last 
year reflect on our own shipments?

Can we improve the overall transit time 
performance in the future?

After what time can an average consumer 
expect a shipment to be received?

Food for thought

Southeast Asia E-Commerce Logistics Benchmarking Report
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Methodology:
● Limited to international shipments from [country]
● Parcels across all carriers considered
● Parcels across all international tradelanes considered
● Same time period used for all countries, with respective holidays and 

weekends accounted in business day computation for origin & destination 
country

● All parcel statuses have been considered, including ultimately delivered and 
undelivered parcels

Food for thought
6. First delivery attempt ramp-up for 
inbound shipments from China

What share of parcels from China have seen 
delivery attempts after 7 business days?

Should different shipping products be used 
for some or all orders?

How should customer expectations be 
managed for overseas deliveries?

Are there opportunities created by the 
slower delivery time ramp-up from China?

Southeast Asia E-Commerce Logistics Benchmarking Report

Do the average shipment times keep our 
customer promise for international 
shipments?

How should customer expectations be 
managed for overseas deliveries?

What share of parcels have seen delivery 
attempts after 7 business days?



www.parcelmonitor.com

Benchmark your own 
organization’s delivery 
performance against the 
industry with Parcel Monitor
If you would like to have us compile a free report, 
reach out at jiamin@parcelmonitor.com 

Han Jiamin
Product Manager
Parcel Monitor Community

mailto:jiamin@parcelmonitor.com
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About Parcel Monitor Community 
Parcel Monitor is the global knowledge-sharing community dedicated to e-commerce logistics for retailers, logistics carriers and end-consumers. 
Through logistics data and the collective wisdom of the community, Parcel Monitor aims to create a collaborative space within the e-commerce logistics 
industry and deliver a better experience for ultimately the end-consumer through open, accessible logistics insights. 

The one-stop site for everything E-commerce Logistics 

1. Free parcel tracking. We are integrated with over 600 carriers worldwide and also 
provide tracking notifications for your shipment(s). 

2. Be the first to know the latest buzz in the industry; curated on a daily basis from 
over 100+ sources around the globe. 

3. Keep a lookout for Parcel Monitor’s very own data-driven infographic series, which 
is based on the billions of parcel data on our platform.

4. For merchants and logistics carriers, we also provide individual benchmarking 
reports for enterprises on their logistics performance. 

5. An inventory of all the key ecosystem players on our website; such as events, 
carriers, and service providers. 


