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About the study

CouriersPlease (CP) conducted a survey of 145 Australian online retailers to determine how they 
performed during 23 March (when social restrictions were enforced) to 4 September 2020, before the 
peak retail period. E-tailers were asked if, and what, changes they made to boost online sales, prior to 
the organic growth from popular shopping events and Christmas. They were also asked whether they 
will shift their business focus and the factors that influenced them to do so. CP also sought to gauge 
whether e-tailers will boost their eCommerce budgets this year to continue driving growth. 

CP surveyed online retailers across a range of industries and organisation sizes: micro (1-15 
employees), small (16-50 employees), medium (51-200 employees) and large (more than 200 
employees).

What proportion of online retailers saw an increase in sales between the period of restrictions 
being enforced and prior to peak period?

Two in three (61 per cent) e-tailers experienced an increase in online sales between 23 March and 4 
September 2020. Specifically, 31 per cent cited an increase of up to 30 per cent in sales, and 11 per 
cent said their sales increased 30-50 per cent. 

Meanwhile, 22 per cent of e-tailers said their sales were the same as before the shutdowns, while 15 
per cent experienced a decline in sales.

Did the company you work for, or own, experience an increase in online sales (not 
in-store sales) since March 23, when Australia’s social restrictions were enforced?

No, our online sales decreased

No, our online sales were the same as before
the shutdown

Yes, we had an increase of more than 100%

Yes, we had an increase of up to 70-100%

Yes, we had an increase of up to 50-70%

Yes, we had an increase of up to 30-50%

Yes, we had an increase of up to 30%
31%

11%

8%5%

8%

22%

15%

The larger the organisation, the more likely they 
were to experience a significant increase in online 
sales: 25 per cent of large e-tailers saw a spike in 

Did the company you work for, or own, experience an increase in online sales (not in-store sales) 
since March 23, when Australia’s social restrictions were enforced?

Response All 
(%)

Number of employees in organisation (%)

1-15 16-50 51-200 201-1000 1000+

Yes, we had an increase of up to 
30% 31 28 35 47 50 0

Yes, we had an increase of 30-50% 11 11 6 13 0 67

Yes, we had an increase of 50-70% 8 6 6 20 25 33

Yes, we had an increase of 70-100% 5 4 18 0 0 0

Yes, we had an increase of more 
than 100% 8 9 12 0 0 0

No, our online sales were the same 
as before the shutdown 22 26 6 13 25 0

No, our online sales decreased 15 16 18 7 0 0

online sales of 50-70 per cent, compared with 20 
per cent of medium online retailers and an equal 
six per cent of small and micro businesses.

Online retailers across several industries were 
also surveyed. Industries included food and 
beverage, apparel, cosmetics, healthcare, toys, 
and tech and electronics, among others. Forty-
four (44) per cent of e-tailers in stationery and 
office supplies saw an increase of up to 30 per 
cent in online sales, compared with 33 per cent of 
those in furniture and homewares and 25 per cent 
in apparel.

Which e-tailer industries saw a decline in online 
sales?

Across industries, 40 per cent of online 
sportswear and sporting goods e-tailers 
experienced a decrease in sales, followed by 33 
per cent of baby and children’s online retailers 
and compared with 13 per cent of those in the 
automotive industry.

2 in 5
stationery & office supplies e-retailers saw 

an increase of up to 30% in online sales
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Did online retailers make changes to increase 
sales between 23 March and 1 September?

Thirty-two (32) per cent of respondents chose 
not to make changes to increase sales during 
this period, while the majority of e-retailers 
implemented at least one or more changes in 
their business.

What changes did online retailers make to 
increase online sales during this period?

Respondents were asked what changes they 
made to increase online sales during this period, 

out of a list of seven options, where they were 
able to choose multiple options.

Among the e-tailers who chose to make changes, 
half (49 per cent) of online retailers increased 
sales and promotions, followed by 45 per cent 
who chose to increase social media activity. 
A third (35 per cent) of e-retailers worked on 
enhancing their eCommerce site, while 31 per 
cent communicated with customers more, 30 per 
cent offered incentives, such as free shipping or 
a free gift with purchase, and a fifth (21 per cent) 
spent on advertising to increase online sales.

Across industries, 50 per cent of apparel e-tailers tried to grow sales by enhancing their eCommerce 
site, compared with 37 per cent of those in food and beverage and eight per cent in tech and 
electronics. 

Increasing promotions or sales were more common among arts, craft and hobby e-tailers (67 per cent), 
than those in stationery (33 per cent), and tech and electronics (17 per cent). 

Online retailers also offered incentives to increase their online sales, such as free shipping or a free 
gift with purchase, with 63 per cent of apparel e-tailers citing this. In contrast, 47 per cent of food and 
beverage e-tailers and 17 per cent of baby and children’s e-tailers said the same.

1 in 2
apparel e-tailers tried 

to increase sales 
by enhancing their 

eCommerce site

67%
of arts, craft and hobby 
e-tailers increased sales 

or promotions

2 out of 3
apparel e-tailers offered 
incentives, such as free 

shipping

Did e-tailers shift their business focus to 
increase sales?

Two in three (60 per cent) e-tailers shifted their 
business focus to increase sales between the 
period of restrictions being enforced and prior to 
peak period.

Across industries, 78 per cent of stationery and 
office supply e-tailers shifted their business focus, 
compared with 68 per cent of those in food 
and beverage and 33 per cent in furniture and 
homewares.

What influenced e-tailers to shift their business 
focus?

One in four (26 per cent) online retailers said they 
changed business focus as they experienced 
a decline in sales during social restrictions. 
Meanwhile, 25 per cent said it was to prepare the 
business for a potentially long recession, and 10 
per cent said it was due to not having a strong 
eCommerce presence, and require one.

A decline in sales during the shutdowns

We lack

We want to prepare for a potentially long recession

Realising that the business doesn’t have a strong 
eCommerce presence, and requires one

Realising that our returns process needs improvement

We have not changed our business focus

Other

26%

8%

25%

10%

1%

40%

4%

We increased sales or promotions

We eased returns and exchange criteria

We enhanced our eCommerce site

W e.g. free shipping or free gift with 
purchase)

We communicated with customers more

We increased our social media activity

Paid activity

Other

49%

3%

35%

30%

31%

45%

21%

8%

Did the company try to increase online sales during this period? If so, how?

What has influenced your business’ shift in focus?
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75%
of apparel e-tailers’ sales declined and will 

be focusing on this

2 out of 3
of arts, craft and hobby e-tailers want to 
prepare for a potentially long recession 

Apparel e-tailers experienced the biggest 
decline in sales during the shutdowns across 
all industries, at 75 per cent, and will shift their 
business focus as a result. This is compared with 
32 per cent of those in food and beverage, 17 per 
cent in tech and electronics, and 13 per cent of 
automotive that said the same.

Across industries, 88 per cent of apparel e-tailers will increase their eCommerce budget over the next 
12 months, compared with 75 per cent of those in automotive and an equal 50 per cent in tech and 
electronics and sportswear and sporting goods.

Among those who will be increasing their eCommerce budget, a higher proportion of apparel e-tailers 
will increase their budget by more than 20 per cent (chosen by 57 per cent), while 31 per cent of food 
and beverage and 20 per cent of tech and electronics e-tailers said the same.

Two in three (67 per cent) arts, craft and hobby 
e-tailers shifted their business focus to prepare 
for a potentially long recession. This is compared 
with 38 per cent of those in automotive, 26 per 
cent in food and beverage and 17 per cent in 
furniture and homewares.

Will online retailers increase their eCommerce 
budget over the next 12 months?

Two in three (66 per cent) online retailers said 
they will increase their eCommerce budget over 

Yes, by about 80-100%

Yes, by about 60-80%

Yes, by about 40-60%

Yes, by about 20-40%

Yes, by about 0-20%

56%

26%

10%

3%

the next 12 months. 

Among this group, 44 per cent will increase their 
eCommerce budget by more than 20 per cent, 
and 18 per cent by more than 40 per cent.

Will retailers increase their eCommerce budget over the next 12 months?

88%
of apparel e-tailers will increase 

their eCommerce budget

57%
of apparel e-tailers will increase 

their eCommerce budget by 
more than 20%


