The Paper Packaging Experts™

THE POWER
OF PAPER
7 best packaging practices
for e-commerce success

Introduction
Nowadays, e-commerce businesses are increasingly focusing on how
their package arrives at the customers’ doorstep. It is the only chance
to make a good first impression. Furthermore, it has been proven that
repurchase intentions are higher when a package arrives and delivers
an exciting unboxing experience for the recipient.

On behalf of Ranpak, Harris Interactive surveyed over
1000 online shoppers across Europe and the USA in July
2016 to uncover their brand packaging expectations
and recent unpack experiences focusing on in-the-box
packaging materials.

Based on the results of this survey, Ranpak identified the 7 best
packaging practices to achieve e-commerce success.

1. Use the right size box where possible
Size matters, when we are talking about packaging. 15% of our respondents were
not content with the size of their package compared to the product they ordered.
Make sure to use the right size box when it is possible: a box that can fit enough
protective material, but is not too big in relation to the product inside. Shipping
needless air will annoy your customers and increase transportation costs at the
same time.

“The box that was used to ship my
products was way too big. They
didn’t use paper to fill in the gaps
between my products in the box
and unused area. What I got was
a huge mess waiting for me at my
door step”
Anonymous respondent
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15%
of our respondents
are not content with
the size of the box

‘The box was crushed on the side and
looked like it was not handled properly
by the post office’
US respondent quote

20%

of our respondents
returned orders that
were damaged

2. Use the right amount of packaging
material with the right protection
Not only the right size boxes are essential, but also the right amount of in-thebox packaging material that offers the right protection. In relation to fragile
products: 4 in 5 respondents perceive the in-the-box packaging material used
for their fragile products to be very important in determining where they
purchase their products.
Also, when products arrive damaged, 20% of the respondents returned them
to the vendor. Moreover, many people indicated their repurchase intention
went down significantly when receiving a damaged product.

Importance of protection for in-the-box packaging

51%
49%

20%

78%
80%
Easy to return product
Is appropriate for packaged product
Protects the product

Top 3 most valued properties of packaging material
for e-commerce*

20% of respondents returned a product due to
damages on arrival*

* Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences
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3. Use packaging material that is
easy to recycle
Using recyclable packaging material does not only in benefit the environment, but
is also valued by your customers. 4 out of 5 respondents find it important to have
recyclable material for e-commerce packaging. 33% of the respondents is even willing
to pay more for environmentally friendly packaging!

Recycling rates of in-the-box packaging
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20%

Plastics
80%

40%

31%

Paper

22%

23%

0%

General recycling rates paper vs plastics*

Airbags

Bubble

Paper

20%

15%
Foam

80%

45%

Loose fill

60%

Respondents’ recycling rates of paper packaging materials
compared to the competitive materials **

* CEPI http://www.cepi.org/
** Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
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Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences

33%
of our respondents
are willing to pay more
for environmentally
friendly packaging

82%

of the respondents value
easily disposable packaging
material

‘Returns are an inevitable
factor in e-commerce,
make sure your packaging
accommodates easy returns’
Andries Bolding, e-commerce Manager, Ranpak

4. Use re-usable packaging materials
Before people recycle or throw away their packaging materials, they might find
another use for it. 33% of the respondents were likely to pay more for packaging if
they can re-use the materials. Also make sure that your packaging material offers the
opportunity to send the products back easily. This supports the flexibility of online
ordering as well as customer loyalty.

Consumer response to re-usable packaging material

82% of respondents find it (very) important
that in-the-box packaging material should be
easy to dispose of

33% of respondents were likely to pay
more for packaging that can be re-used

* Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences
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5. Use paper based packaging material
Cardboard boxes are used most commonly to ship e-commerce orders, but what packaging
material is used to protect the content inside the box? Nearly 90% of the respondents that
had their last unboxing experience with paper, were very positive about the paper packaging
material. What was valued most by the respondents was the quality of the packaging, the ability
to keep the product protected, and the ease of removing and disposing of the packaging. Paper
is flexible and easy to adapt to the contents of the box. Paper is also more likely to be recycled
than other materials.

Respondents’ preference for in-the-box packaging material *

100%

Paper

80%

51%

60%

40%

20%

Airbags

16%

Bubble wrap

24%

Loose fill

5%

0%

* Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences
Based on respondents answers regarding the most common ordered goods: books, shoes and clothing
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‘The majority of unsatisfied respondents
said they would have preferred to receive
paper packaging material’*
Research finding

* Customer sample too small to draw
statistically valid conclusions.

90%

of our respondents, were
very positive about the
paper packaging material.

45%

of respondents indicated
they recycled internal
paper packaging.

‘‘Using a carrier and internal packaging
material consisting of the same material
will greatly enhance the chance of it being
recycled as both can be curb side disposed of”
Jeroen van Oosterhout, Marketing manager E-commerce Ranpak

6. Use mono-materials
21st century consumers need the most efficient packaging to keep up with their
busy lives. Packaging should not only be easy to open, but also easily thrown away
or recycled all at once. Using mono-materials (e.g. cardboard boxes combined with
paper packaging material) enables people to recycle all of the packaging material at
the same time. As opposed to taking apart many different materials, using monomaterial packaging helps the recycling rate (www.wrap.org.uk).

Therefore, with internal paper packaging you can recycle it together with the
box it comes in.

Mono-materials stimulate recycling
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51% of respondents recycled the cardboard box

15%
Foam

Other

45%

Loose fill

49%

60%

45% of respondents recycled internal paper packaging

* Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences
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‘Unboxing experiences are a powerful
tool to create loyalty and even spur social
sharing that will convince new potential
customers to try your product’
Amber Augustus, Product Manager Geami Ranpak

58%
of respondents were
convinced by an online
unboxing review
to buy a product.

7. Exceed customer expectations
by using innovative ways of
packaging
Customers know what they have ordered, but do not know what kind of
packaging to expect. Innovative packaging will get the best out of your customers’
unboxing experience and receive positive social media attention. Sharing
unboxing experiences online has proven to influence the (re)purchase intention
of customers.
Create an eye-catching design, use great copywriting or be innovative with your
packaging material to optimize the moment of opening a package. Surprise your
customers to give them the ultimate unboxing experience! Make sure to align
your packaging to reflect your brand values.

And last but not least: use all of the above tips to maximize customer loyalty.

Unboxing reviews influence purchasing behaviour

58% claimed that an online unboxing review
convinced them to purchase the product

* Harris Interactive survey, over 1000 online shoppers in multiple countries (including the UK, France,
Germany and the USA) to uncover their brand packaging expectations and recent unpack experiences
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Conclusion
Wowing your customer when your package arrives at their doorstep is
essential nowadays. Customer expectations have increased and they
will no longer settle for fast delivery only, now they need to be happy
about the way they receive their parcel.
This white paper offers several practical tips that e-tailers can use to
‘own the unboxing experience’ and create loyal online customers.
Practical tips for online retailers
•

Use the right size box where possible

•

Use the right amount of packaging with the right protection

•

Use packaging material that is easily recyclable

•

Use re-usable packaging materials

•

Use paper based packaging where possible

•

Use mono-materials

•

Exceed customer expectations by using innovative ways of
packaging

Different customers value different unboxing experiences, so make
sure you tailor your offering and way of presenting to your aspired
customer base.
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To find out more about how we can help you to improve the ‘unboxing experience’
for your customers call T +31 (0)88 2551111 or email eu.info@ranpak.com.

