Customer Experience as a 3P Seller on
eCommerce

Discuss the importance of customer experience and satisfaction for third-party sellers on
eCommerce platforms.

Audience

Heads of eCommerce, Key Account Managers, Supply Chain Managers

Introduction

In the vast realm of eCommerce, customer experience and satisfaction play pivotal roles in the
success of third-party (3P) sellers. With the rise of online marketplaces like Amazon, Mercado
Livre, Flipkart, and Walmart, delivering excellence in customer experience has become imperative
for 3P sellers to thrive in the competitive landscape. This article delves into the importance of
customer experience and satisfaction for 3P sellers on eCommerce platforms and provides
actionable tips supported by facts and figures for delivering excellence in areas such as product
quality, shipping speed, and customer service.
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Importance of Customer Experience and Satisfaction for 3P Sellers

Customer experience and satisfaction are fundamental pillars of success for 3P sellers on
eCommerce platforms. With consumers increasingly relying on online shopping for convenience
and accessibility, their expectations for a seamless and gratifying shopping experience have
heightened. Here's why customer experience and satisfaction matter for 3P sellers:

1. Impact on Sales and Revenue: Positive customer experiences lead to increased sales and
revenue generation. According to a study by PwC, 73% of consumers cite customer
experience as an important factor in their purchasing decisions.

2. Customer Loyalty and Retention: Exceptional customer experiences foster customer loyalty
and retention. Research by Bain & Company reveals that increasing customer retention
rates by just 5% can lead to a 25% to 95% increase in profits.

3. Brand Reputation and Trust: Delivering excellent customer experiences builds trust and
enhances brand reputation. A survey by BrightLocal found that 91% of consumers trust
online reviews as much as personal recommendations.

4. Competitive Advantage: Superior customer experiences differentiate 3P sellers from
competitors and provide a competitive edge in the marketplace. According to Salesforce,
84% of customers say the experience a company provides is as important as its products
and services.

Tips for Delivering Excellence Through a 3P Seller

1. Ensure Product Quality and Accuracy

e Provide Accurate Product Descriptions: Detailed and accurate product descriptions on 3P
seller’s product pages help set clear expectations for customers and reduce the likelihood
of returns or disputes.

e Offer High-Quality Products: Provide 3P sellers with high quality images and enhanced
content of your products. According to a survey by Qualtrics, 97% of customers say quality
influences their brand loyalty.

2. Optimize Shipping Speed and Transparency

e Ensure Fast and Reliable Shipping: Speedy delivery is crucial for meeting customer
expectations and reducing post-purchase anxiety. A study by Walker Sands found that 80%
of consumers consider shipping speed an important factor in their purchasing decisions.

e Ensure 3P seller provides real-time shipping updates: Keep customers informed about the
status of their orders with real-time shipping updates and tracking information. According
to Narvar, 73% of consumers say tracking updates are essential for a positive delivery
experience.

© 2024 nBorder Pte Ltd. All rights reserved. No part of this paper may be reproduced, distributed, or transmitted in any form or by any means,
including photocopying, recording, or other electronic or mechanical methods, without the prior written permission of the publisher. 2



3. Prioritize Exceptional Customer Service

e Offer Prompt and Responsive Support: Track 3P seller responses to customer inquiries and
concerns promptly to demonstrate commitment to their satisfaction. According to
HubSpot, 90% of customers rate an immediate response as important or very important
when they have a customer service question.

e Handle Returns and Refunds Efficiently: Work with 3P sellers to simplify the returns process
and ensure prompt refunds to mitigate dissatisfaction and build trust with customers.
According to UPS, 88% of online shoppers review a retailer's return policy before making a
purchase.

4. Solicit and Act on Customer Feedback

e Encourage Reviews and Feedback: Work with 3P sellers to proactively encourage
customers to leave reviews and feedback to gather insights and improve service quality.
According to BrightLocal, 68% of consumers left a review when asked, indicating the
importance of soliciting feedback.

e Use Feedback to Drive Improvement: Analyze customer feedback to identify areas for
improvement and implement changes in 3P seller operations to enhance the customer
experience. According to Qualtrics, 67% of consumers say they are willing to pay more for a
great experience.
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Conclusion

In conclusion, delivering excellence in customer experience and satisfaction is paramount for
third-party (3P) sellers to thrive on eCommerce platforms. By prioritizing product quality,
optimizing shipping speed and transparency, providing exceptional customer service, and
soliciting and acting on customer feedback, 3P sellers can enhance the overall shopping
experience and foster loyalty and trust among customers. With the rise of online competition and
the growing significance of customer experience in purchasing decisions, 3P sellers must
continuously strive to deliver excellence and differentiate themselves in the marketplace. By
embracing these tips and strategies, 3P sellers can not only meet but exceed customer
expectations, driving sales, revenue, and long-term success in the dynamic world of eCommerce.
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