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The U.S. Commerce Department reports that online retail sales rose 16 percent in 
2017, reaching a staggering $453.5 billion. And even as brick-and-mortar retailers, 
online storefronts and subscription services strive to satisfy all those customers 
with quick shipments, customer expectations continue to rise.

Today’s most successful businesses know all this. They know that mastering their 
shipping process can give them a leg up on the competition. And they know the 
best way to get ahead is to truly understand their own business practices —  
and use hard data to optimize everywhere they can.

There’s no denying it: if your company  
ships products to your customers, the 
competition is getting steeper by the day. 



3WHITE PAPER  |  The Top Shipping Metrics to Save Your Business Time and Money

MAKE THE MOST OF TRANSIT REPORTS
When you’re searching for insightful metrics to help optimize your 
shipping, the best place to start is in your company’s transit reports. 
These valuable readouts provide visibility into your shipment activity: 
where packages are going, where they’ve been recently, how long it 
took them to get there.

This bird’s-eye view of your shipment landscape can help you monitor 
your operations and scan for errors or inefficiencies. While your carrier 
generally groups transit reports by shipment batches, they can also 
provide reports sorted by ZIP code, postal zone, geographic region and 
more. Arranging the data in new ways can reveal trends and patterns 
you might not have noticed otherwise, which makes these reports 
worth looking at.

In addition, your shipping invoices are an excellent source of data on 
pricing and surcharges. If you ever have questions about your invoices, 
your shipping partner should be available to review them with you.

Now that you know the biggest sources of useful shipping data,  
let’s dive in. Which specific metrics will provide the most valuable 
insights for your business?

By analyzing the shipping data available to your business, you can get a true big-picture view of  
your operations. You might get peace of mind that all your shipping processes are running smoothly. 
Or, you might uncover problems and areas for improvement. And that can be very valuable. 

Identifying your business’s shipping trends, whether positive or negative, can help you make 
dramatic improvements in your shipping. And those improvements can have a big payoff:

■  Accelerated shipping speeds 

■  More accurate delivery

■  Fewer damaged packages and returns

■  Lowered total cost of shipping

It all adds up to more satisfied customers — and a stronger bottom line.

Ready to take a more data-driven approach to your business’s shipping?  
First things first: make sure you know where to look.
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1.  DELIVERY  
TAIL

Naturally, customers want their 
packages as soon as possible. But 
while same-day shipping is a nice perk, 
it’s not as important as making sure 
packages arrive within your quoted 
delivery window. This window sets 
customer expectations, and if those 
expectations aren’t met, chances are 
they’ll take action. 

One-third of online shoppers will 
contact customer service when a 
package is just one day late, and that 
number rises to 79 percent after three 
days. When your business’s delivery 
tail (packages arriving after your 
quoted delivery window) increases, 
so will your number of frustrated or 
disappointed customers.

Some delays are outside your control: 
extreme weather, for example. 
However, there are some factors 
you can change. If your delivery tail 
is longer than you would like, it can 
be worth examining your last-mile 
delivery process. With the nation’s 
largest network of ground carriers, the 
U.S. Postal Service (USPS) is generally 
the fastest and most reliable option 
for last-mile delivery. If your last-mile 
carrier has a more restricted network, 
your packages may spend additional 
time in transit, which will delay 
delivery times and run up costs.

Optimizations can also take place 
well before the last mile. If your 
customer data is subpar — incorrect 
ZIP codes, outdated addresses, missing 
unit numbers — your packages are 
more likely to require forwarding or 
reshipping. This will dramatically 
extend your timeline, and many carriers 
also charge a fee to forward packages. 
Therefore, it’s in your best interest to 
avoid this if you can.

It’s also smart to examine your delivery 
window by geography, either by postal 
zone or geographic region. If your 
shipping partner continually struggles 
to reach certain parts of the country in 
a timely manner, they might not be the 
right fit for your business.

79 percent of shoppers 
will contact customer 
service if a package is 
three days late*

Four Critical Shipping Metrics  
Every Business Should Monitor

*Source: The State of Online Shopper Delivery Expectations and Actions
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Most companies are well aware of the overall rates their shipping partners charge. 
However, some carriers have additional surcharges or hidden fees that you may 
not be accounting for. It’s important to scour your reports and invoices carefully to 
make sure you know exactly what you’re paying for, and whether there might be 
opportunities to reduce your costs.

If you ship packages to rural ZIP codes, your carrier may add a delivery area 
surcharge to account for the additional transit time required. These surcharges can 
add up if a large portion of your customer base is in rural areas, or if you frequently 
ship between the contiguous U.S. and Alaska or Hawaii. You may wish to see if 
another carrier would offer lower surcharges or waive the fees altogether. Note 
that, given the extent of its network, USPS generally does not require delivery area 
surcharges for last-mile delivery.

It’s also important to know whether you’re being charged based on dimensional 
(DIM) weight or billing weight. DIM weight is calculated by multiplying a package’s 
length, weight and height, then dividing by a volumetric factor set by each carrier. 
In some cases, this can make packages more expensive than if shipping costs were 
calculated by weight alone. If you examine your data and determine this is the 
case, using the most compact packaging possible will help you reduce DIM costs.

2.  UNEXPECTED 
SURCHARGES
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3.  POSTAL  
ZONE

Postal zones are regions of the  
country designated by USPS or 
another carrier, based on the distance 
a package must travel from origin to 
destination. Zones are numbered in 
ascending order from one to eight. The 
higher the zone number, the greater the 
distance — and, generally, the higher 
the shipping cost.

If your business frequently ships 
packages to destinations in zones 
seven or eight, you may be putting 
more money into shipping than 
necessary. If possible, figuring out how 
to ship more packages to lower zones 
is advisable.

There are several ways your business 
can go about doing this. If you have 
multiple facilities across the country, 
the simplest solution is to ship from the 
facility nearest to your end customer. 

You might also consider shipping to 
a lower zone and using the USPS’s 
existing on-ground network to cover the 
remaining distance more efficiently.

If you’re unable to avoid shipping to 
more expensive zones, you may still be 
able to optimize. For instance, consider 
how well your shipping partner services 
certain zones. If packages to one zone 
are frequently late or mishandled, 
you may want to consider a shipping 
partner with a more reliable network 
of coverage. On the other hand, if 
packages reach one zone sooner than 
expected, you may be able to provide 
expedited shipping speeds without 
paying a surcharge — saving both you 
and your customers money.

In this sample zone map, the point of origin is in Michigan. As distance from the origin 
increases, the zone number goes up, and shipping costs are likely higher.



7WHITE PAPER  |  The Top Shipping Metrics to Save Your Business Time and Money

Fast shipping matters to your customers, but it isn’t the only thing they care about. 
They also want to get exactly what they ordered, and get it in good condition. You 
might offer the fastest shipping available, but if you’re frequently fielding service 
complaints, your customers will be frustrated. Your customer service team will be 
overloaded. Your customer retention rates will suffer. And your internal costs can 
skyrocket over time.

Shoppers expect reliability from the companies they buy from. If they have a 
poor delivery experience, they’ll be less likely to return for repeat purchases, and 
odds are they’ll tell others about it. In fact, 75 percent of shoppers who receive a 
damaged package are likely to complain about the experience to family or friends. 
In other words, your reputation depends on the reliability of your delivery. It’s 
critical that your shipping partner helps you get it right.

To judge whether you have an ongoing issue with service quality and reliability, 
examine your average number of customer service reports, either per piece or per 
day. That can include reships, complaints about damaged packages, requests for 
refunds, lost customers or any number of standard measurements for customer 
satisfaction. If this number is high, your shipping process may be in need of  
a refresh.

4.  SERVICE 
ISSUES

75 percent of shoppers 
who receive a damaged 
package are likely to  
tell others*

*Source: The State of Online Shopper Delivery Expectations and Actions

How to Use Data to Optimize Your Shipping
■   Request data from your shipping carrier. 

>   A reliable partner will make it easy to  
get this.

■   Evaluate your average delivery times. 
>  Pay special attention to your delivery tail.

■   Examine your total cost of shipping,  
plus surcharges. 
>   Look for delivery area surcharges, DIM 

weight, etc.

■   Consider efficiencies by postal zone. 
>   Also look for patterns by region, ZIP code  

or state.

■   Look for reliability issues. 
>   Missing, reshipped and damaged packages 

are all red flags.

■   Monitor your reports regularly. 
>   Monthly, quarterly and yearly reports will 

reveal different key trends.
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The old adage is as true now as it ever was: you can’t improve what you don’t 
measure. Optimizing your business’s shipping process can lead to tremendous 
benefits, from lowered costs and an improved reputation to more loyal, satisfied 
customers. By arming yourself with the most useful and accurate shipping data 
possible, you can get the insight you need to iron out inefficiencies and achieve 
your business’s full potential.

At OSM Worldwide, we believe that a reliable, data-driven approach to shipping 
is essential to meet today’s customer expectations and succeed in a competitive 
marketplace. Working with the USPS for last-mile delivery, we make the most of 
all available data to deliver 98 percent of packages within one to five business 
days — while measurably lowering companies’ total cost of shipping. 

To learn how OSM Worldwide’s data-fueled approach can help  
your business ship more efficiently, visit www.osmworldwide.com.

THE VALUE OF DATA-DRIVEN SHIPPING



RELIABLE DELIVERY   |   EXCEPTIONAL SERVICE   |   ECONOMICAL RATES

866.681.7867
osmworldwide.com

OSM Worldwide provides reliable, data-driven shipping solutions that help businesses deliver packages 
faster and more cost-effectively. Our award-winning OSM Premium Network and partnership with the 
U.S. Postal Service allows us to ship packages anywhere in the nation in as few as 1–5 business days. In 
addition to being a recipient of the USPS Mail Solutions Award, OSM maintains partnerships with leading 
postal authorities in nations around the globe. Our commitment to customer service means that our 
clients can expect individualized delivery options, simple invoicing and personal assistance to help their 
businesses succeed.

To request an evaluation of your shipping process and receive a free quote,  
call 866.681.7867 or visit osmworldwide.com. 

ABOUT OSM


