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FOREWORD  

The National Education Policy (NEP) 2020 envisions an education system that 

is deeply rooted in India's cultural heritage and achievements, while also 

preparing students to effectively engage with the challenges and opportunities 

of the 21st century. This aspirational vision is built upon the National 

Curriculum Framework for School Education (NCF -SE) 2023, which outlines 

a comprehensive approach to education across various stages. In the early 

stages, the NCF -SE 2023 fosters the holistic development of stu dents by 

focusing on the five dimensions of human existence, known as the 

pañchakoshas, creating a solid foundation for further learning.  

High -quality vocational textbooks play a vital role in bridging practical skills 

and theoretical knowledge.  

These text books must balance direct instruction with opportunities for 

hands -on experience, helping students to apply what they learn in real -life 

settings. The National Council of Educational Research and Training (NCERT) 

is providing such high -quality teaching -learning resources. A team of experts, 

educators, and practitioners have collaborated to develop these vocational 

textbooks to ensure students are well -prepared for the demands of their 

chosen fields.  

The textbook on E-commerce Delivery Associate  for Grade 11  introduces 

students to essential concepts in delivery operations, supply chain processes, 

customer service, and workplace ethics, while also highlighting the growing 

importance of the e -commerce sector in todayõs economy. It aims to equip 

students with pr actical skills, such as sorting and handling shipments, using 

tracking systems, managing handovers, and reporting delivery issues, so that 

they are well prepared for the job role of E -commerce Delivery Associate. The 

textbook also emphasises values such as  integrity, punctuality, safety 

awareness, and customer focus, which are crucial for maintaining service 

quality and trust in delivery operations.  

In addition to textbooks, it is important to encourage students to explore other 

learning resources, such as observing logistics operations, engaging in 

simulated delivery activities, and participating in workshops on safety and 

ethics. Teachers and parents play a vital role in guiding students as they apply 

their learning in real or simulated e -commerce environm ents.  

I am grateful to all who contributed to the development of this vocational 

textbook and look forward to feedback from its users to make future 

improvements.  
 

New Delhi        Dr. Dinesh Prasad Saklani  

July, 2025                     Director  
 National Council of Educational  

Research and Training  
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ABOUT THE TEXTBOOK  

The textbook for E -Commerce Delivery Associate is a comprehensive resource 

designed to prepare students for the fast -paced and evolving field of e -

commerce logistics. An E-commerce Delivery Associate  plays a crucial role in 

the logistics and delivery chain  of e-commerce operations. They are 

responsible for ensuring that products ordered by customers are delivered 

accurately, on time, and in good condition. Their primary responsibilities 

include handling packages, delivering them to customers, picking up ret urn 

packages, reconciling shipments, and handling cash -on-delivery 

transactions. The role also involves maintaining high standards of customer 

communication and adhering to the companyõs guidelines on integrity, ethics, 

safety, and security. The content of  this textbook is meticulously aligned with 

the National Occupational Standards (NOSs) to equip students with the 

essential knowledge, skills, and competencies required to perform effectively 

in this job role.  

The student textbook has been developed with t he contribution of the 

expertise from the subject and industry experts and academicians for making 

it a useful and inspiring teaching -learning resource material for the vocational 

students. Adequate care has been taken to align the content of the textbook 

with the National Occupational Standards (NOSs) for the job role of E - 

Commerce Delivery Associate, so that the students acquire necessary 

knowledge and skills as per the performance criteria mentioned in the 

respective NOSs of the Qualification Pack (QP).  The textbook has been 

reviewed by experts so as to make sure that the content is not only aligned 

with the NOSs, but is also of high quality.   

The textbook for E - Commerce Delivery Associate is structured to 

comprehensively cover the essential aspects of the role, ensuring a practical 

and theoretical understanding of key responsibilities. It is divided into four 

Module s, each addressing critical areas to prepare students for effective 

performance in the logistics sector.  

The textbook is divided into five key modules . Module  1, Introduction to E -

Commerce Delivery Associate, offers a foundational understanding by 

comparing e -commerce and traditional  retail delivery models, defining the 

roles and responsibilities of delivery associates, introducing supply chain and 

logistics fundamentals, and emphasizing the importance of customer 

satisfaction in e -commerce delivery. Module  2, Handling and Sorting of 

Shipments, focuses on the practical aspects of shipment management, 

including understanding various shipment types, implementing efficient 

sorting procedures, utilizing tracking systems, and adopting best practices for 

secure and effective handling of ship ments. Module  3, Handover and 

Reporting Delivery Issues, explores critical operational processes, such as 
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managing the handover process, maintaining accurate company receipts, 

efficient reporting of delivery issues, and adhering to proper documentation 

and  return policies, ensuring smooth operations. Module  4, Integrity and 

Ethics in Operations, highlights the importance of maintaining integrity and 

ethical practices. This unit delves into data security, ethical decision -making, 

compliance with industry sta ndards, and adherence to a professional code of 

conduct, fostering trust and reliability in operations. Module  5, Health, Safety, 

and Security Norms, emphasizes the critical role of health, safety, and 

security procedures in the workplace. It covers protoc ols for handling 

hazardous goods, emergency preparedness, inspection and compliance, and 

the implementation of the 5S system to ensure operational efficiency and 

safety while addressing reporting violations.  
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MODULE  1:  INTRODUCTION TO E -COMMERCE 

DELIVERY ASSOCIATE  

An E -commerce Delivery Associate plays a key role in the last mile of online 

shopping, ensuring customers receive their purchases efficiently and on time. 

These associates are the face of the company during deliveries, bridging the 

gap between digital tran sactions and real -world service. Delivery Associates 

are responsible for picking up packages from warehouses or distribution 

centres , planning the most efficient delivery routes, and delivering items safely 

to customers' doorsteps. They often use mobile ap ps to track and update 

delivery statuses, communicate with customers, and confirm successful drop -

offs.  

Delivery Associates represent the customer experience aspect of e -commerce, 

as they may handle special instructions, manage returns, and respond to any 

immediate customer inquiries. Their work is crucial for companies aiming to 

offer a smooth, reliable shopping experience. In addition, they are often 

required to adhere to schedules, maintain high standards for handling goods, 

and ensure vehicle safety. As  e-commerce continues to grow, the role of 

Delivery Associates becomes increasingly essential to meeting customer 

expectations for speed, accuracy, and convenience in online shopping 

deliveries.  

This module  is divided into four sessions. The first session comprises  of E-

commerce and traditional retail delivery. The second session deals with role 

and responsibilities of an E -commerce delivery associate. The third session 

discusses about supply chain and logistics fundamentals. The last session 

includes custo mer satisfaction in E -commerce.  
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SESSION 1: E -COMMERCE AND TRADITIONAL RETAIL 

DELIVERY  

E-commerce, or electronic commerce, is the buying and selling of goods and 

services over the Internet. It allows businesses and individual retailers to 

conduct transactions digitally without needing a physical store. It helps 

businesses reach global market s, operate 24/7, and reduce overhead costs 

compared to physical stores.  

Customers can browse, compare, and purchase products conveniently from 

any location. With advancements in technology, e -commerce increasingly 

includes features like AI personalization , mobile optimization, and seamless 

user experiences.  

DEFINITION OF E -COMMERCE  

òE-commerce means electronic commerce refers to the buying and selling of 

goods or services using the internet. " It includes online transactions, like 

payments, which require a platform to complete these transactions. E -

commerce operates through digital platforms, allowing businesses to market, 

sell, and deliver products or services to customers globally, without the need 

for a physical storefront.  

CHARACTERISTICS OF E -COMMERCE  

E-commerce has the following characteristics:  

1.  Online Transactions:  E-commerce helps the customer in all processes, 

from browsing the products to payment which takes place over the 

Internet.  

2.  Convenience:  The e-commerce facility is available 24/7, which me ans 

24 hours a day, 7 days a week, to help customers shop anytime and 

anywhere.  

3.  Variety of Models: There are various business models that work in a 

business environment.   

a.  Business -to -Consumer (B2C):  A business sells directly to 

consumers through online wh ile using online mode. For example, 

Amazon, Flipkart, Meesho etc.  

b.  Business -to -Business (B2B):  Businesses sell the products to other 

businesses. For example, eBay, G overnment e -marketplace (GeM).  

c.  Consumer -to -Consumer (C2C):  Consumers sell the products to 

other consumers. For example, OLX.  

d.  Consumer -to -Business (C2B):  Consumers sell services or goods to 

businesses. For, example Fiverr (Freelance Services Marketplace), 

Social Media Influencer, bloggers etc.  
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4.  Digital Payments:  Transactions are simplified through digital payment 

systems, such as credit or debit cards, digital wallets, UPI payments 

(Unified Payment Interface payment).  

E-commerce has transformed how businesses operate, offering scalability, 

global reach, and enhance d customer experiences.  

IMPORTANCE OF E -COMMERCE IN MODERN RETAIL  

E-commerce plays a crucial role in modern retail by transforming the way 

businesses interact with customers and deliver products and services. E -

commerce is very important for modern -day ret ailers to encourage their 

business fulfil customer needs and satisfy them. Fig. 1.1 shows the 

importance of E -commerce in modern retail.  

 

Fig. 1.1: Importance of E -Commerce in Modern Retail  

1.  Wider Market Reach:  E-commerce helps modern retailers reach global 

customers, breaking geographical boundaries. Even small businesses 

can compete with larger enterprises by adopting e -commerce business 

in international markets.  

2.  24/7 Availability:  Online stores remain open 24 /7, allowing 

customers to shop at their convenience. This increases sales potential 

and accommodates customers in different time zones.  

3.  Cost -Effectiveness:  E-commerce reduces operational costs, such as 

rent and utilities for physical stores. Automated proc esses like 

inventory management and customer service enhance efficiency.  

4.  Enhanced Customer Experience:  E-commerce platforms use 

customer data to analyse  and offer personalized recommendations. 
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Customers can browse, compare, and purchase products without 

leaving home. Integration of various digital payment methods simplifies 

transactions and enhances customer experience.  

5.  Expandability:  E-commerce allows retail businesses to expand quickly, 

adding new goods or services with minimum cost. Retailers can adapt 

to seasonal demand or sudden increases in sales without significant 

changes.  

6.  Data -based Understanding:  Retailers gain access to valuable customer 

data, such as preferences and buying behaviour . Understanding this 

data informs marketing strategies, inventory  management, and product 

development.  

7.  Omni channel  Integration:  E-commerce supports retailers, seamless 

integration with physical stores, offering options like òBuy Online, Pick 

Up In -Storeó (BOPIS). Customers enjoy a similar experience across all 

touchpoints.  

8.  Environmental Impact:  E-commerce helps consumers by reducing the 

need for physical stores and printed materials for display. It can be 

more sustainable for the environment. Advancements  in logistics and 

packaging improve efficiency and minimize waste.  

9.  Adapting to Consumer Trends: The rise of mobile shopping, social 

media marketplaces, and voice -activated search are easily integrated 

into e -commerce platforms.  E-commerce adapts quickly to  changing 

technologies and consumer preferences as per customer trends.  

10.  Competitive Edge: Businesses with a strong e -commerce presence can 

outperform competitors who rely solely on traditional retail methods. It 

allows retailers to implement fast delivery options, such as same -day or 

next -day shipping, enhancing customer satisfaction.  

E-commerce is not just a complementary channel but a necessity for modern 

retailers. It provides opportunities to grow, innovate, and remain competitive 

in an increasingly dig ital marketplace.  

KEY PLAYERS IN THE E -COMMERCE INDUSTRY  

The e-commerce industry in India has experienced exponential growth, driven 

by increasing internet penetration, smartphone usage, and digital payment 

adoption. There is list of key players in the Ind ian e -commerce industry shown 

in figure 1.2 are as follows  
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1.  Amazon India:  Amazon India is one of the biggest 

players in the E -commerce Industry. It is a Business -

to-Consumer (B2C) business model in India. Amazon 

has a wide range of products, including electronics, 

fashion, groceries, and more. The unique feature of 

Amazon is it s robust logistics network (Amazon 

Transportation Services), services like Amazon Prime 

for fast delivery and streaming, and Amazon Pay for 

seamless transactions.  

2.  Flipkart:  Flipkart is a Business -to-Consumer (B2C) 

business model that focuses on Electronics , fashion, 

home essentials, and groceries. It is owned by Walmart 

and leverages global expertise. Flipkart has a large 

customer base with strong regional penetration. It has 

adopted the best strategies, like the Flipkart Plus 

loyalty program and Big Billio n Day sales.  

3.  Myntra:  Myntra is also one of the best platforms for 

fashion and lifestyle. It is a Business -to-Consumer 

(B2C) business model. The unique strengths of Myntra 

are organised collections of apparel, accessories, and 

footwear, strong brand collab orations and exclusive 

launches and advanced personalization features in its 

mobile app.   

4.  Reliance Retail (Ajio and JioMart):  Reliance Retail is one of the 

growing players in the market. It is a Business -to-Consumer (B2C) 

types of business model that focuses on Groceries (JioMart), fashion 

(Ajio), and electronics. Reliance retail focuses on integration with 

Reliance's physical r etail network, competitive pricing and regional 

reach, and provide Jioõs telecommunications platform for promotions. 

 

5.  Tata Group (Tata Cliq, BigBasket, Croma):   Tata is one of biggest 

business groups in India. It is a Business -to-Consumer (B2C) type of 

bu siness model that focuses on lifestyle (Tata Cliq), groceries 

(BigBasket), and electronics (Croma). Tata is known for his legacy brand 

in India. It has various offerings across multiple platforms and 

emphasis on quality and customer service.  
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6.  Paytm Mall:  Paytm Mall focuses on selling electronics, fashion, and 

everyday essentials. The unique features of Paytm Mall are strong 

integration with Paytmõs digital wallet, attractive cashback offers and 

discounts, and presence in Tier 2 and Tier 3 cities.  

 

7.  Nyka a:  Nykaa focuses on beauty, cosmetics, and 

personal care products. Nykaa has unique features 

like exclusive partnerships with international 

brands, strong offline presence complementing its 

online store and personalized recommendations and 

beauty content.   

8.  Zomato and Swiggy:  It is hyperlocal store which offers food and grocery 

delivery at customerõs doorsteps. The unique idea behind these players 

are user -friendly apps with a vast restaurant network.  It supports fast 

delivery and strong customer support. T he Expansion of these payers 

into quick grocery delivery (e.g., Swiggy Instamart, Zomatoõs Blinkit).  

 

9.  Meesho:  Meesho is one of the fast -growing e -

commerce platforms. It is a Consumer -to-Consumer 

(C2C) and Business -to-Consumer (B2C) business 

model. It focuses on affordable fashion, home goods, 

and lifestyle products. It supports small businesses 

and individual ent repreneurs to grow with affordable 

price. It is popular for its social commerce model 

approaches to everyone. It is growing at large scale 

in Tier 2 and Tier 3 cities.   

10.  FirstCry: It focuses on Baby and kidsõ products. It specializes in baby 

care products, toys, and kids õ apparel. It is a trusted brand for parents 
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for their newborn babies. It combines an online presence with offline 

stores.  

 

11.  Pepperfry:  It focuses on furniture and home décor. Customers have 

wide selection of customizable furniture integratio n with studio 

experience centers. It also provides financing options like EMI for high -

value products.  

 

Indiaõs e-commerce industry continues to grow, with intense competition 

among these players driving innovation, customer -centricity, price sensitivity,  

and expansion into rural markets.  

DIFFERENCES BETWEEN E -COMMERCE AND TRADITIONAL RETAIL 

DELIVERY  

There are differences between e -commerce and traditional retail delivery as 

follows:  

S.N.  Aspect  E-Commerce Delivery  
Traditional Retail 

Delivery  

1 

Definition  

 

It delivers products  

purchased online by the 
customer.  

It provides products 
purchased from 
physical stores by 

the customer.  

2 

Purchase 
Process  

 

It can be done online 

through websites or 
apps.  

It can be done 
through in-store 

purchases or phone 
orders.  
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3 

Convenience  

 

It is accessible 24/7 from 
anywhere with internet 
access.  

It is limited to store 
hours and requires a 

physical visit to a 
retail store.  

4 

Logistics  

 

It involves centralized 
warehouses and courier 

services.  

It often involves  local 
delivery services or 

in -store pickup.  

5 

Speed of 

Delivery  

 

The delivery time for 

routine delivery takes 1 -7 
days, some offer same -

day delivery.  

The delivery can be 
immediate if 

purchased in -store 
but local deliveries 

can take hours or 
day.  

6 

Prod uct 

Selection  

 

Customers have a wider 

range of products due to 
no physical shelf 
constraints.  

Customers have 

limited options due 
to store inventory 
and space.  

7 

Customer 
Interaction  

 

Customers can virtually 
interact with a 
salesperson. But limited 

to face-to-face service.  

It can provide direct 
and in -person 
customer service and 

support.  

8 

Cost to 

Consumers  

 

 

In this case, shipping 
fees may apply. Products 

are often discounted 
online.  

In this case, prices 
may include retail 

overhead costs; and 
fewer d iscounts.  
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9 

Returns and 

Exchanges  

 

In this, returns and 

exchanges require 
shipping the product 
back.  

An immediate 

exchange or refund 
is possible if the 
store allows it.  

10  

Target Market  

 

 

It reaches the customer 

globally and serves 
diverse geographical  
areas.  

It reaches to 
primarily local or 

regional customers.  

11  

Payment 
Methods  

 

 

There are various 

payment options like 
cards, wallets, UPI, etc. 
available.  

It has limited 
payment options like 
Cash, card, or digital 

payments at the 
store.  

12  

Technology  

Dependence  

 

 

It requires the internet 
and digital tools for 

operations.  

The Minimum 

technology needed 
for basic delivery 

services.  

13  

Personalization  

 

 

It uses customer data for 

analysis and personalized 
recommendations.  

It uses personalized 
service based on 

customer 
interaction.  

 

Thus, e -commerce delivery focuses on convenience and a broader reach, while 

traditional retail delivery emphasizes immediacy and personal interaction, 

making each suitable for different customer needs and preferences.  
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PRACTICAL EXERCISES  

Activity 1: Demonstrate through presentation the growth of E -commerce in 

India over the last five years.  

Material required: Notebook, Paper, Pen/Pencil, Eraser and Presentation.  

Procedure:  

1. Make a list of topics to distribute among t he students for presentation .  

2. Make a group of 4 students and assign one topic to them.  

3. Ask them to search out articles in newspapers, and journals and browse 

them on the internet to know about the status of E -commerce in India.  

4. Collect the material relate to it and Make a Presentation on òthe growth 

of E -commerce in India over the last five years ó. 

5.  Students need to highlight some points in their presentation like:  

a. What is E -commerce?  

b.  Example of E -commerce  

c. What are the advantages of E -commerce?  

d.  What is the status of E -commerce 10 years ago and today?  

e. How India has grown in the E -commerce industry?  

6. Prepare the slides on the above question based .  

7. Ask to studentsõ group to present in the classroom.  

8. Teacher give them remark on prese ntation.  

Activity 2:  Prepare a chart on comparison between traditional retail delivery 

with E -commerce Delivery.  

Materials Required:  Pen, Pencil, Eraser, Notebook, Sheet, and Checklist  

Procedure:  

1.  Make a group of students and ask them to prepare a chart on 

comparison between traditional retail delivery with E -commerce 

Delivery .  

2.  Refers to books and searches about the content  on the internet.  

3.  Prepare a list of some points on which the difference can be made like:  

a. Definition, features, and scope.  

b.  Speed of delivery  

c. Return and exchange  

d.  Cost to consumer  
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e. Payment methods  

f.  Technology dependency  

4.  Prepare a comparative chart on the basis of above point.  

5.  Submit the chart to the teacher.  

Activity 3:  Group discussion on the impact of e -commerce platforms in India . 

Materials Required:  Pen, Pencil, Eraser, Notebook and Checklist  

Procedure:  

1.  Make a group of 8 -10 students . 

2.  Divide the group into two sub -groups . 

3.  Tell them the rules to keep in mind while participating in group 

discussions.  

4.  Start the group discussion with  

Teacher:  Good Morning, everyone! Today, we  will  discuss the impact of 

e-commerce platforms in India. Letõs begin. What are your thoughts? 

5.  Ask one group to put their point in favor of the positive impact of e -

commerce platforms in India.  

a. convenient to buy anything from electronics to groceries online  

b.  made shopping more accessible  

c. created opportunities for small businesses  

d.  empowered women entrepreneurs  

e. cash -on-delivery option  

f.  eco-friendly practices like reducing plastic packaging  

g. using electric delivery v ehicles.  

h.  created thousands of jobs in logistics, warehousing, and customer 

support.  

i.  becoming a more digital economy  

j.  Government initiatives like Digital India  

k.  game changer for Indiaõs economy 

6.  At the same time ask another group to put their point of view in favor 

of the negative impact of e -commerce platforms in India.  

a. impacted local businesses  

b.  lose the personal touch  

c. struggle of small shop owners  
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d.  online fraud increased  

e. excessive use of packaging materials  

f.  huge cost of logistics  

g. internet connectivity as chal lenge in remote areas.  

7.  Ask them to write down some points in their notebook . 

8.  Now start the group discussion.  

9.  After the group discussion, the teacher must give a concluding remark 

on the group discussion.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  ________ refers to the buying and selling of goods or services using 

the Internet.  

2.  In the ________ business model, businesses sell products to other 

businesses, such as Government e -Marketplace (GeM).  

3.  E-commerce platforms enable 24/7 availability, allowing customer s 

to shop at their ________.  

4.  One of the major players in the Indian e -commerce industry focusing 

on beauty and cosmetics is ________.  

5.  In ________ delivery, returns and exchanges usually involve shipping 

the product back to the seller.  

B.  Multiple Choice Quest ions  

1.  Which business model involves businesses selling products to other 

businesses?  

a) B2C  

b) C2C 

c) B2B  

d) C2B  

2.  What is one key advantage of e -commerce over traditional retail?  

a) Limited product selection  

b) Im mediate face -to-face service  

c) Wider market reach  

d) Dependence on physical store hours  
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3.  Which e -commerce platform focuses primarily on beauty and 

cosmetics?  

a) Amazon  

b) Flipkart  

c) Nykaa  

d) Myntra  

4.  What is the main feature of the "buy online, pick up in -store" model?  

a) Omnichannel integration  

b) Hyperlocal delivery  

c) Personalized recommendation s 

d) Subscription -based selling  

5.  What kind of e -commerce transaction occurs on platforms like OLX?  

a) B2B  

b) B2C  

c) C2C 

d) C2B  

C. State whether the following statements are True or False  

1.  E-commerce allows businesses to operate without a physical 

storefront.  

2.  Tra ditional retail delivery is always faster than e -commerce delivery.  

3.  Meesho follows both C2C and B2C business models.  

4.  E-commerce platforms cannot offer personalized recommendations 

to customers.  

5.  E-commerce delivery relies heavily on digital payment systems like 

UPI and wallets.  

D.  Match th e followings  

 Column A   Column B  

1 Amazon  A Beauty and cosmetics  

2 Flipkart  B Fashion and lifestyle  

3 Nykaa  C Electronics, fashion, groceries  

4 Myntra  D Exclusive brand partnerships  
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5 JioMart  E Groceries and regional reach  

E.  Short Answer Questions  

1.  What do you mean by E -commerce?  

2.  State  the features of E -commerce?  

3.  Why e-commerce  is important in todayõs world?  

F.  Long Answer Questions  

1.  Explain key players in the e -commerce industry.  

2.  Write down the difference between E -commer ce and traditional retail 

deliveries.  

G. Check Your Performance  

1.  Identify the key players of E -commerce in India.  

2.  Group discussion on the impact of e -commerce platforms in India . 

3.  Prepare a chart of the difference between E -commerce and 

traditional retail delivery.  
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SESSION 2: ROLE AND RESPONSIBILITIES  

An e-commerce delivery associate plays an important role in smooth logistics 

and customer satisfaction. Their primary responsibility is to pick up the 

product from the centre, transport it, and deliver the  products from 

warehouses or hubs to customers efficiently and on time. They act as the 

bridge between the company and its customers, giving a seamless end -to-end 

delivery experience.  

CONCEPT OF DELIVERY ASSOCIATE  

A delivery associate is responsible for t ransporting goods from a company or 

logistics hub to end customers. The role of delivery associate is integral to the 

supply chain, particularly in industries like, e -commerce, retail, and logistics. 

Delivery associates act as the final point where he cont acts with customer in 

the order fulfillment process, where customers receive their products on time 

and satisfactory manner.  

The concept revolves around creating a reliable connection between 

businesses and consumers. Delivery associates are not just carr iers of goods; 

they represent the company, often shaping the customerõs perception for the 

service quality. Their efficiency, professionalism, and customer service play 

an  essential role in customer satisfaction and loyalty.  

DUTIES OF DELIVERY ASSOCIATE  

Delivery Associate plays a very important role in delivery of goods. They have 

following responsibilities:  

1.  Timely Deliveries:  Delivery Associate collects orders from designated 

locations and delivers them to customers within the scheduled 

timeframe.  

2.  Customer Interaction:  The Delivery Associate maintains polite and 

professional behaviour while interacting with customers. Delivery 

Associate verifies delivery details, collects payments if required, and 

addresses minor concerns to enhance the customer exp erience.  

3.  Product Handling:  The Delivery Associate handles packages with care 

to prevent damage. This includes ensuring the accuracy of items before 

leaving the warehouse and maintaining product safety during transit.  

4.  Route Management:  The Delivery Associat e must plan and follow 

efficient delivery routes by using GPS or other navigation tools to 

minimize delays and fuel consumption.  

5.  Documentation:  The Delivery Associate updates the delivery status in 

the companyõs system using mobile apps or devices. She mus t collect 

signatures or proof of delivery when necessary.  
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6.  Problem Solution:  The Delivery Associate reports issues like wrong 

addresses, delivery failures, or damaged products to the logistics team 

promptly for solutions.  

7.  Compliance:  The Delivery Associate  adheres to company policies, local 

traffic laws, and safety protocols, ensuring responsible driving and 

delivery practices.  

8.  Vehicle Maintenance:  The Delivery Associate regularly inspects and 

maintains the delivery vehicle to ensure it is in good working c ondition.  

By efficiently managing these duties, delivery associates contribute in 

customer satisfaction and the operational success of the e -commerce 

business. Their duties demand punctuality, reliability, and excellent 

communication skills, making them in dispensable in the e -commerce 

ecosystem.  

TIME MANAGEMENT AND CUSTOMER SERVICE SKILLS  

In customer service, time management and customer service skills are 

interconnected. Delivery Associate manages time effectively to ensure 

customers arenõt waiting for their products. Meanwhile, strong customer 

service skills ensure that interactions are meaningful and satisfactory. Both 

time management and customer service skills enhance efficiency, improve 

customer loyalty, and contribute to a businessõs success. 

TIME MAN AGEMENT SKILLS  

Time management is the ability to plan, prioritize, and execute tasks 

efficiently within a set timeframe by the delivery associate. In customer 

service, effective time management ensures timely responses, satisfied 

customers, and smooth oper ations. The time management skills shown in 

figure 1. 2 are as follows:  

 

Fig. 1.2 : Time Management Skills  
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1.  Prioritization:  The Delivery Associate focuses on urgent and important 

customer queries first than using tools like to -do lists or software to 

organize tasks.  

2.  Scheduling:  The Delivery Associate allocates time blocks for tasks such 

as answering emails, resolving complaint s, and follow -ups.  

3.  Efficiency:  The Delivery Associate must use automation tools, like 

chatbots or CRM systems, to handle routine tasks, freeing up time for 

complex issues.  

4.  Avoiding Procrastination:  The Delivery Associate sticks to a schedule 

and minimizes distractions to stay productive.  

5.  Time Awareness:  The Delivery Associate monitors how much time is 

spent on each task to identify inefficiencies and improve processes.  

CUSTOMER SERVICE SKILLS  

Customer service skills are essential for building trust and satisfaction among 

customers. They involve understanding customer needs, resolving issues, and 

creating a positive experience. The following skill shown in Figure 1. 3 must 

be kept in mind while serving customers:  

 

Fig. 1. 3: Customer Service Skills  

1.  Active  Listening:  The Delivery Associate must pay attention to 

customer concerns and respond with empathy.  

2.  Clear Communication:  The Delivery Associate can use simple and 

understandable language to explain solutions or processes effectively.  

3.  Problem -Solving:  The Delivery Associate quickly identifies the issue 

and provides practical solutions tailored to the customerõs needs. 
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4.  Patience:  The Delivery Associate handles difficult customers or 

situations calmly without losing their temper.  

5.  Empathy:  The Delivery Associat e understands the customerõs 

perspective to create a positive interaction.  

6.  Technical Knowledge:  The Delivery Associate must be well -versed in 

the companyõs goods or services to answer queries confidently.  

WORK ENVIRONMENT, ROUTES, AND TOOLS USED FOR DELIVERIES.  

Delivery Associate works in such a dynamic and fast -paced environment, 

involving both outdoor and indoor work. A delivery associate õs work 

environment may vary depending on the type of delivery service for which they 

are working. Delivery Assoc iates may spend a significant amount of time 

working outdoors, walking or driving to delivery locations and performing 

other physical tasks. It means the delivery associates may expose themselves 

to varying weather conditions, such as heat, cold, rain, sno w, and wind.  

1.  Physical Demands:  Delivery associates must be physically fit and are 

often on their feet or driving for extended periods, requiring stamina 

and alertness.  

2.  Weather Conditions:  Delivery associates deliver goods in various 

weather conditions fro m high temperature  to heavy rain or snow.  

3.  Interaction Levels:  Delivery associates have limited interactions with 

colleagues but frequently interact with customers during drop -offs.  

4.  Flexible Hours:  Delivery associates have various shifts which can vary, 

in cluding early mornings, late evenings, weekends, or holidays.  

In this role, delivery associate work can be fast -paced and dynamic, with 

multiple deliveries to complete within a set time frame, often with unexpected 

changes in delivery routes or package loa ds. Delivery associates may work in 

teams or with a supervisor, coordinating consistently to ensure timely and 

accurate package delivery. They also interact with customers routinely to 

address concerns and queries and escalate issues if necessary.  

ROUTES  

The biggest challenge for delivery associates is to design an effective and 

shortest route for making the delivery on time for retail and e -commerce 

businesses. Delivery associates must plan delivery routes in such a manner 

that helps them to deliver on ti me and easily. Fortunately, several methods 

can help to overcome this challenge and streamline routes for delivering the 

goods.   

Each method has its pros and cons , which one is best depends on the volume 

and complexity of your deliveries.  
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Efficient route planning is crucial work that must be done by delivery 

associates to ensure timely deliveries while optimizing fuel and time.  

1.  Route Optimization:  There are various tools like GPS apps (e.g., 

Google Maps, Waze) or specialized software (e.g., TrackoBit, Onfleet) 

that help delivery associates identify the quickest paths.  

2.  Dynamic Routing:  Delivery associates must adapt routes in real -time 

based on traffic, weather, or road conditions.  

3.  Delivery Zones:  Delivery Associates are often assigned specific areas 

or  zones to streamline delivery operations.  

4.  Cluster Deliveries:  Delivery associates are consolidating multiple 

deliveries in nearby locations to save time and reduce costs.  

TOOLS USED FOR DELIVERIES  

Various tools can be used for delivering the goods on time as shown in figure 

1.4.   

 

Fig. 1. 4: Tools used for deliveries  

Navigation Tools: Delivery Associates must use GPS -enabled devices or apps 

for real -time directions as well as offline maps as backups in case of poor 

connectivity.  

1.  Communication Devices: Delivery Associates must use smartphones 

or walkie -talkies for coordination with dispatch teams.  

2.  Delivery Software: Delivery Associates must use mobile apps for 

tracking deliveries, updating statuses, and obtaining electronic proof of 

delivery.  

3.  Payment Too ls: Delivery Associates must use portable card machines, 

mobile payment apps, or cash collection mechanisms for transactions.  
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4.  Safety Gear: Delivery Associates must  use  helmets, gloves, and 

reflective vests for delivery personnel on bikes or motorcycles.  

5.  Vehicle and Package Equipment: Delivery Associates must have 

insulated bags for food deliveries, secure containers for fragile items, 

and carts for bulky packages.  

6.  Tracking Devices: Delivery Associates must have RFID scanners or 

barcode readers for package identification and tracking.  

By using these tools and adapting to diverse environments, delivery associates 

ensure smooth and efficient operations, ultimately contributing to customer 

satisfaction.  

IMPORTANCE OF A DELIVERY ASSOCIATE IN CUSTOMER EXPERIENCE  

Delivery associates play an important role in shaping customer experience, 

especially in industries like e -commerce, food delivery, and logistics. They are 

often the only face -to-face interaction a customer has with the company, 

making them vital for build ing trust and loyalty.  

1.  First -Hand Customer Interaction:  Delivery associates represent the 

company during the final stage of order fulfilment . Their 

professionalism, and politeness influence customers' perception of the 

brand.  

2.  Timely Deliveries:  Customers value punctuality. Delivery associates 

ensure that products arrive on time, meeting or exceeding customer 

expectations, which enhances satisfaction.  

3.  Problem Solution on the Spot:  They handle issues like damaged 

goods, payment discrepancies, or d elivery address errors directly, 

reducing the need for customers to contact support teams.  

4.  Personal Touch:  Courteous behaviour, such as a smile or helping 

customers unpack large items, creates a positive and lasting 

impression.  

5.  Trust and Reliability:  Custo mers entrust delivery associates with their 

orders. A reliable and secure delivery process builds trust in the brandõs 

services.  

6.  Feedback Channel: Delivery associates act as mediator between 

customer and company for real -time feedback, relaying customer 

concerns, preferences, or suggestions to the company.  

7.  Consistency in Quality:  Delivery associates have the ability to handle 

packages with care ensures the productõs condition is undamaged, 

reinforcing the companyõs promise of quality. 
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8.  Adaptability to Custom er Needs:  Delivery Associates often adjust 

delivery schedules or routes to accommodate customer preferences, 

demonstrating flexibility and commitment.  

9.  Impact on Repeat Business:  A pleasant delivery experience 

encourages customers to order again, boosting c ustomer retention and 

lifetime value.  

Delivery associates are much more than logistic personnel; they are 

ambassadors of the company. Their professionalism, efficiency, and 

customer -focused approach significantly influence customer satisfaction and 

loyalty , making them indispensable in enhancing overall customer 

experience.  

PRACTICAL EXERCISES  

Activity 1: Demonstrate through Role-play a typical day of a delivery 

associate.  

Material required: Notebook, Paper, Pen/Pencil, dummy parcel of goods.  

Procedure:  

1. Make a group of students for role play.  

2. Assign the following roles to students.  

 1st student as courier assistant  

 2nd  student as delivery associate  

 3rd  students as customer  

3. Start the role play with the following situations the  student who is 

pla ying the role of delivery associate must get up on time and be ready 

for the warehouse . 

a. Delivery associates attend morning briefings where supervisors 

provide updates and safety tips and shares target  for the day.  

b.  The delivery associate decides the route and inspects the vehicle 

with fuel level, tire condition, and lights.  

c. Delivery associate scans all parcels and loads packages into the 

vehicle according to the route sequence.  

d.  Delivery associates can use GPS or company routing software to 

navigate custome r addresses.  

e. Delivery associates make a call to the customer to know their 

availability at given address to deliver the parcel .   

f.  Delivery associate delivers packages to customer.  

g. Continue delivery in a new area, navigate traffic and narrow streets .  
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h.  Communicate with customers for missed or rescheduled delivery . 

i.  Finish all deliveries for the day and update the record on the 

handheld device .  

j.  Return to the warehouse, drop off undelivered items, and submit 

reports .  

k.  Head home, tired but satisfied with a productive day.  

7. Teacherõs comment on studentõs performance.  

Activity 2:  Time management exercise: plan and execute a delivery route.  

Materials Required:  Pen, Pencil, Eraser, Notebook, Sheet, System for GPS 

and Checklist  

Procedure:  

1.  Make a group of stud ents and ask them to prepare chart on time 

management for delivering goods.   

2.  Students need to do the following things as follows:  

a. Firstly, the delivery associate needs to sort all the parcels for a day 

to deliver.   

b.  Delivery associates need to arrange the  parcel when and where they 

will start to deliver the parcel.  

c. Delivery associate needs to plan for a route for all the parcels for 

delivery to customers.  

d.  Delivery associates can use GPS to plan the route.  

e. Delivery associate makes sure that he should opt sh ortest route for 

delivering the goods.  

f.  Delivery associate executes the plan to deliver the goods.   

3.  Ask students to prepare a chart based on the above point.  

4.  Students must be able to make an effective route plan on the sheet with 

the help of GPS.  

5.  Students will submit the chart to the teacher.  

Activity 3:  Demonstrate the  soft skill for handling a mock customer 

complaint regarding a òdamaged packageó. 

Materials Required:  Pen, Pencil, Eraser, Notebook and Checklist  

Procedure:  

1.  Make a group of students demonstra ting soft skills based on customer 

complaints on damaged packages.  
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2.  Assign the following roles to students.  

1st student as delivery associate  

2nd  student as customer  

3.  2nd  student as a customer received the damaged package and put his / 

her concern about it.  

4.  1st student as a delivery associate must do the below -listed actions . 

a. Listen to the customer carefully without interrupting.  

b.  Speak with customers calmly and respectfully.  

c. First apologies for the missing or damaged package like, òI am sorry 

for the inconvenience. Let me help you with this.ó  

d.  Delivery associates can approach the customer like:  

¶ Empathize & Acknowledge the Problem:  I am very sorry to hear 

that, sir/ma dam. I completely understand how frustrating this 

must be. Can you plea se show me the damaged package so I can 

take a closer look? Was this the condition it arrived in when you 

received it?ó 

(Examining the package)  

¶ Gather Essential Information:  To help resolve this, I  wi ll need a 

few details. Could you kindly confirm your ord er number and the 

product inside the package? Is there any visible damage to the 

item itself?  

(The customer provides the order details and explains if the item is 

damaged or not.)  

¶ Offer a Solution:  òThank you for sharing the details. Since the 

item is dama ged, I  wi ll immediately escalate this to our support 

team for a replacement or refund. You  wi ll receive an update 

within 24 hours. In the meantime, I  wi ll document the issue and 

provide you with a reference number. Would you like me to pick 

up the damaged product now, or do you need time to repackage 

it?ó 

5.  Assure the customer that he /she  will receive the updates from the app.  

6.  Close the role play with positive signs and messages.  
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CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  Delivery associates act as the ________ between  the company and its 

customers, ensuring a seamless delivery experience.  

2.  ________ planning  helps delivery associates optimize fuel 

consumption and minimize delays during deliveries.  

3.  Delivery associates must follow ________ laws and company policies 

to ensure responsible driving and safety.  

4.  Tools like ________ apps and RFID scanners assist delivery 

associates in tracking deliv eries and identifying packages.  

5.  Handling packages with ________ ensures the product remains 

undamaged during transit.  

B.  Multiple Choice Questions  

1.  What is the primary responsi bility of a delivery associate?  

a) Tran sporting goods to customers  

b) Marketing products  

c) Creating customer invoices  

d) Managing warehouse inventory  

2.  Which of the following tools helps delivery associates optimize their 

delivery routes?  

a) Barcode scanner  

b) Portable card machines  

c) Waze or Google Maps  

d) Reflective vests  

3.  What is the purpose of active list ening for a delivery associate?  

a) Monitoring traffic updates  

b) Understanding and addressing customer concerns  

c) Creating efficient schedu les 

d) Tracking package details  

4.  Delivery associates are responsible for:  

a) Designing products  

b) Hiring warehouse staff  

c) Reporting delivery issues to  the logistics team  
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d) Conducting product qua lity tests  

5.  Which factor primarily impacts customer loyalty in delivery services?  

a) Cost of packaging  

b) Brand logo design  

c) Warehouse cleanliness  

d) Timely deliveries  

C. State whether the following statements are True or False  

1.  Delivery associates are only responsible for delivering products and do 

not interact with customers.  

2.  Efficient route management by delivery associates helps save fuel and 

time.  

3.  A delivery associateõs attitude does not affect customer perceptions of 

the company.  

4.  Adhering to traffic laws is part of a delivery associateõs responsibilities.  

5.  Delivery associates never handle payment collections during deliveries.  

D.  Match the followings  

 Column A   Column B  

1 Route optimization  A Portable card machines  

2 
Communication with dispatch 
teams  

B GPS apps or navigation software  

3 Handling fragile packages  C 
Ensures product safety during 
transit  

4 Payment collection  D Smartphones or walkie -talkies  

5 Safety gear for bikers  E Helmets and reflective vests  

E.  Short Answer Questions  

1.  What do you mean by time management?  

2.  State  the features of customer service?  

3.  In what kind of work environment do delivery associates work?  

F.  Long Answer Questions  

1.  Explain the concept of delivery associate.  

2.  Write down the duties of delivery associates.  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

нс 
 

3.  What are the tools used for deliveries?  

4.  Write do wn the importance of delivery associates in customer 

experience.  

G. Check Your Performance  

1.  List out the duties of delivery associates.  

2.  Prepare the route plan and time management as per schedule.  

3.  Identify the problems while  customer experiences.  
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SESSION 3: SUPPLY CHAIN AND LOGISTICS FUNDAMENTALS  

The supply chain is the interconnected network of processes, people, 

organizations, and resources involved in the production, transportation, and 

delivery of goods and services from suppliers to end consumers. Logist ics, a 

critical subset of the supply chain, focuses on the efficient movement, storage, 

and management of goods, ensuring they reach the right place at the right 

time in optimal condition.  

DEFINITION AND IMPORTANCE OF SUPPLY CHAINS  

òA supply chain  is a com plex logistics system that consists of facilities that 

convert raw materials into finished products and distribute them to end 

consumers or end customersó. 

In another words, a  supply chain  is the network of individuals, organizations, 

activities, resources, and technologies involved in the production and delivery 

of a goods or service, from raw material suppliers to the final consumer. It 

encompasses processes such as procurement, manufactu ring, warehousing, 

transportation, and distribution of goods.  

IMPORTANCE OF SUPPLY CHAINS  

There are following importance of supply chain as shown in Fig 1. 5:  

 

Fig. 1. 5: Importance of Supply Chain  

1.  Efficient Product Flow: Supply chains ensure the smooth movement 

of goods and services from suppliers to consumers. By streamlining 

processes, businesses can reduce delays, minimize waste, and improve 

delivery times.  

2.  Cost Optimization: A well -managed supply chain reduces costs 

associated with production, transp ortation, and inventory, helping 

businesses maximize profitability.  
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3.  Customer Satisfaction: Customer satisfaction and loyalty can be 

enhanced by timely delivery of high -quality products. The supply chain 

directly impacts the availability and condition of go ods reaching 

customers.  

4.  Market Competitiveness: In a competitive global market, efficient 

supply chains enable businesses to respond quickly to changing 

demands, trends, and challenges, giving them a competitive edge.  

5.  Risk Management: Robust supply chains  identify and mitigate risks 

such as supplier disruptions, natural disasters, or geopolitical issues, 

ensuring business continuity.  

6.  Global Connectivity: Supply chains connect businesses to global 

markets, facilitating international trade and enabling comp anies to 

source materials and sell products worldwide.  

7.  Innovation and Scalability: Supply chains drive innovation by 

integrating advanced technologies like automation, artificial 

intelligence, and IoT. They also provide the flexibility needed for 

businesse s to scale operations.  

8.  Sustainability: Modern supply chains emphasize sustainable 

practices, such as reducing carbon footprints, optimizing resource use, 

and recycling materials, contributing to environmental and social 

responsibility.  

Therefore , supply ch ains are the backbone of business and commerce, 

ensuring efficient operations, cost savings, and superior customer 

experiences while fostering innovation and sustainability.  

STAGES OF THE SUPPLY CHAIN: PROCUREMENT, TRANSPORTATION, 

DELIVERY:  

The supply chain consists of interconnected stages that ensure goods and 

services move efficiently from suppliers to end consumers. Among these, 

procurement, transportation, and delivery are critical stages that contribute 

to the overall process of the supply ch ain. As shown in figure 1.6 : 

1.  Procurement: Procurement means sourcing the inputs.  Procurement 

is the process of acquiring raw materials, components, or services 

needed for production or resale. The key activities  are in procurement 

of goods are identifying and evaluating suppliers, negotiating contracts 

and pricing, ensuring timely availability of quality materials and 

managing supplier relationships and risks.  

Procurement lays the foundation for the supply chain by ensuring the 

right resources are available at the right time and cost. Effective 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

нф 
 

procurement helps reduce costs, improve production efficiency, and 

ensure consistent product quality.  

2.  Transportation: Transportation means moving the goods from one 

place to another place. Transportation involves the move ment of raw 

materials, semi -finished goods, or finished products from one location 

to another. The main activities in transportation are selecting 

transportation modes (e.g., road, rail, air, sea), managing carriers and 

tracking shipments, ensuring complia nce with safety and regulatory 

requirements and optimizing routes and minimizing transit times.  

Transportation is essential for connecting different stages of the supply 

chain. Efficient transportation minimizes delays, reduces costs, and 

ensures the timel y flow of goods across locations.  

 

Fig. 1.6 : Stages of Supply Chain  

3.  Delivery: Delivery means reaching the goods to customer.  Delivery 

represents the final stage where goods reach end consumers or 

retailers. The main activities are last -mile delivery planning and 

execution, verifying delivery accuracy and conditions, managing 

customer interactions and resolving issues and collecting payments (if 

applicable) or feedback.  

Delivery directly impacts customer satisfaction and brand perception. 

A smooth, tim ely delivery experience enhances trust, loyalty, and repeat 

business.  
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The stages of procurement, transportation, and delivery are 

interconnected and vital for a seamless supply chain. Effective 

management of these stages ensures operational efficiency, cos t 

savings, and superior customer satisfaction, contributing to the overall 

success of a business.  

KEY STAKEHOLDERS IN THE SUPPLY CHAIN  

The supply chain involves multiple stakeholders who play distinct roles in 

ensuring the smooth flow of goods, services, and information from suppliers 

to end consumers. Each stake holder is integral to the chainõs efficiency, cost -

effectiveness, and customer sati sfaction. As shown in figure 1.7 : 

 

Fig. 1.7 : Key Stakeholder in Supply Chain  

1.  Suppliers: Suppliers provide the raw  materials, components, or 

products required for production or resale. The role of supplier are 

source and supply materials, maintain quality standards and ensure 

timely delivery to manufacturers or distributors.  

2.  Manufacturers/Producers: Manufacturers tran sform raw materials 

into finished goods through production processes. The role of 

manufactures and products are producing goods according to demand 

forecasts, maintain production efficiency and quality and collaborate 

with suppliers and distributors.  

3.  Distr ibutors and Wholesalers: They act as intermediaries, purchasing 

goods in bulk from manufacturers and supplying them to retailers or 

other businesses. The role of distributors and wholesalers are managing 
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inventory and warehousing, facilitate efficient distribution of goods and 

bridge the gap between manufacturers and retailers.  

4.  Retailers: Retailers sell finished products directly to end consumers, 

either through physical stores or online platforms. The role of retailers 

is to maintain product availabili ty for their consumer , provide a 

seamless shopping experience and gather and analyse  consumer 

feedback.  

5.  Logistics Providers: Logistics providers handle the transportation, 

warehousing, and delivery of goods. The role of logistics provide are plan 

and execu te the movement of goods, optimize routes to minimize costs 

and delays and ensure safe handling and timely delivery.  

6.  Customers: Customers are the ultimate recipients of the products and 

services offered through the supply chain. The role of drive demand 

th rough purchasing behaviour, provide feedback influencing product 

and service improvement etc.  

7.  Technology Providers: Technology providers offer tools and platforms 

to optimize supply chain operations. The role of technology provides are 

provide software for  inventory management, route optimization, 

demand forecasting, and enable data sharing and real -time tracking.  

8.  Regulatory Authorities: Regulatory bodies ensure that supply chain 

operations comply with laws and standards. The role of enforce safety, 

quality , and environmental regulations and facilitate customs clearance 

in international trade.  

9.  Financial Institutions: Banks and financial institutions support the 

supply chain by providing funding and financial solutions. The role of 

offer credit or loans to bu sinesses and facilitate secure payment 

processing.  

Effective collaboration among these stakeholders is essential for a successful 

supply chain. Each stakeholder contributes unique value, and their combined 

efforts ensure the efficient production, movement,  and delivery of goods and 

services to meet customer needs.  

ROLE OF DELIVERY ASSOCIATES IN LOGISTICS  

Delivery associates are critical to the logistics system, especially in the òlast 

mile ó phase, which involves transporting goods from distribution hubs to the 

end customer. Their role is pivotal in ensuring customer satisfaction and the 

overall efficiency of the supply chain. The role of delivery associate in logi stics 

are as shown in figure 1.8 :  
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Fig. 1.8 : Role of Delivery Associate in Logistics  

1.  Package Handling and Delivery: Delivery associates picking up goods 

from warehouses or distribution hubs. They must ensure that packages 

are loaded securely in vehicles to prevent damage. Delivery associates 

are delivering packages to customers õ doorsteps within designated time 

frames.  

2.  Customer Interaction:  Delivery associates provide excellent customer 

service during deliveries, addressing customer queries or issues related 

to deliveries and obtaining proof of delivery, such as digital or physical 

signatur es. 

3.  Route Planning and Navigation: Delivery associates use navigation 

systems to determine the most efficient delivery routes, adapting to 

traffic conditions and making necessary adjustments to ensure on -time 

delivery.  

4.  Compliance and Safety: Delivery assoc iates adhere to local 

transportation laws and company guidelines, ensuring the safety of 

goods, self, and others on the road and conducting regular vehicle 

checks to ensure roadworthiness.  

5.  Technology Usage: Delivery associates use mobile apps or handheld 

devices to manage delivery schedules, update delivery status, and 

communicate with logistics teams and scanning barcodes or QR codes 

for package tracking.  

6.  Problem -Solving: Delivery associates manage delivery challenges such 

as incorrect addresses, absent recipients, or unexpected delays and 

reporting and resolving damaged or missing packages.  
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7.  Returns and Reverse Logistics: Delivery associates handle product 

returns or exchanges as per company policies, ensuring returned goods 

are safely transported back to  the warehouse.  

8.  Inventory Management:  Delivery associates keep track of packages 

loaded and delivered and ensuring accurate documentation of all 

delivery activities.  

9.  Maintaining Brand Reputation: Delivery associates represent the 

company in a professional and courteous manner, and serving as a key 

touchpoint between the company and customers, thereby influencing 

brand perception.  

PRACTICAL EXERCISES  

Activity 1: Prepare a chat to m ap out the supply chain process from order to 

delivery.  

Material required: Notebook, Paper, Pen/Pencil, Eraser and sheet.  

Procedure:  

1. Make a group of students for prepare a chat to map out the supply chain 

process from order to delivery.  

2. Ask them to search over internet and read some content about the 

supply chain process.  

3. Ask them to collect the material from various sources and arrange it in 

proper way.  

4. Students need to prepare the char on supply chain process from order 

to delivery . 

5.  Students need to highlighted some points in their presentation like:  

a. What is sup ply chain  

b.  State the components of supply chain?  

c. Explain  the process of supply chain?  

d.  Represent with diagrammatic representation . 

6. Prepare the chart on above points keep in mind . 

7. Ask the students to submit the chart on time.  

Activity 2:  Prepare a presentation on key logistics partners in an E -commerce 

setup.  

Materials Required:  Pen, Pencil, Eraser, Notebook, Sheet, and Checklist  
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Procedure:  

1.  Make a group of students and ask them to prepare a presentation on 

key logistics partners in an E -commerce setup .  

2.  Refers books and search over the internet.  

3.  Prepare a list of some points on which on the presentation can be made 

like:  

a. Prepare the first slide with title, subtitle and name of presenters  

b.  Introductions of e -commerce logistics  

c. Key logistics partners in an e -commerce setup  

d.  Importance of learning about key logistics partners in an e -

commerce setup  

4.  Prepare a presentation on the basis of above point.  

5.  Submit the presentation to the teacher and present in the class.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  ________ is the movement of raw materials, semi -finished goods, or 

finished products from one location to another in the supply chain.  

2.  Delivery associates are crucial in the ________ phase of logistics, 

involving the final movement of go ods to the end customer.  

3.  Effective ________ in the supply chain helps businesses mitigate 

risks and ensure business continuity during disruptions.  

4.  ________ ensures the smooth sourcing of raw materials or 

components for production within the supply chain.  

5.  Customers provide valuable ________, which helps businesses 

improve products and services.  

B.  Multiple Choice Questions  

1.  What is the primary role of logistics  providers in the supply chain?  

a) Designing new products  

b) Managing tr ansportation and warehousing  

c) Retailing goods to customers  

d) Developing marketing strategies  

2.  Which stakeholder is responsible for converting raw  materials into 

finished goods?  

a) Retailers  
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b) Suppliers  

c) Manuf acturers  

d) Logistics providers  

3.  What is the key focus of delivery associates durin g the l ast -mile 

delivery phase?  

a) Transporting go ods to customersõ doorsteps  

b) Processing customer payments  

c) Packaging raw materials  

d) Designing warehouse layouts  

4.  Which technology is most commonly used for route p lanning by 

delivery associates?  

a) Social media platforms  

b) Payment gateways  

c) Data analysis software  

d) GPS-enabled devices  

5.  How does an efficient supply chain contr ibute to customer 

satisfaction?  

a) By reducing advertising costs  

b) By ensuring timely delivery of quality products  

c) By li miting customer interactions  

d) By avoiding the use of technology  

C. State whether the following statements are True or False  

1.  Suppliers are responsible for providing raw materials or components 

needed in the production process.  

2.  Delivery associates are not involved in addressing customer queri es 

or concerns during deliveries.  

3.  Procurement is the final stage of the supply chain.  

4.  Efficient transportation minimizes delays and ensures the smooth 

flow of goods in the supply chain.  

5.  Regulatory authorities enforce safety and quality  standards in the 

sup ply chain.  
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D.  Match the followings  

 Column A   Column B  

1 Procurement  A Movement of goods to customers  

2 Transportation  B Acquiring raw materials or components  

3 Delivery  C 
Ensuring goods reach their final 
destination  

4 
Feedback from 
customers  

D Helps improve products and services  

5 Technology providers  E 
Provide tools for inventory and route 
management  

E.  Short Answer Questions  

1.  Define supply chain?  

2.  State  the importance of supply chain . 

3.  What do you mean by procurement?  

F.  Long Answer Questions  

1.  Explain the stages of supply chain.  

2.  Highlight the role of delivery associates in logistics.  

G. Check Your Performance  

1.  List out the key stakeholders in the supply chain.  

2.  Understand the different stages of supply chain.  

3.  Identify the role of delivery associate in logistics . 
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SESSION 4: CUSTOMER SATISFACTION IN E -COMMERCE  

Customer satisfaction in e -commerce delivery refers to the fulfillment  of 

customer expectations throughout the delivery process, including speed, 

accuracy, and the condition of the delivered goods. It is a crucial factor in 

determining a customer õs overall shopping experience and loyalty to an e -

commerce platform.  

CUSTOMER EXPECTATIONS FROM E -COMMERCE DELIVERIES  

In e -commerce, the delivery process significantly impacts customer 

satisfaction and loyalty. Customers expect a seamless, reliable, and 

convenient experience that aligns with the promises made during their 

purchase. As shown in figure 1.9  the primary expectations customers have 

from e -commerce deliveries:  

 

Fig. 1.9 : Customer Expectation from E -commerce Deliveries  

1.  Timely Delivery: Customers want On -Time Delivery. Customers expect 

their orders to arrive within the promised timeframe, whether it õs same -

day, next -day, or standard delivery. Proactive communication require 

updates on delays or changes i n delivery schedules are crucial to 

managing expectations.  

2.  Order Accuracy: Customers want correct items. Delivery associate 

must ensure that the right products, quantities, and specifications are 

delivered. Packages should arrive undamaged, intact, and in  proper 

packaging.  
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3.  Real -Time Tracking: Customers want access to real -time updates on 

their order õs location and estimated delivery time. Notifications and 

alerts for shipping, out -for -delivery, and completed deliveries enhance 

the experience.  

4.  Convenience: Customers wants flexible options like preferred delivery 

time slots, alternative delivery addresses (e.g., workplace) and pickup 

points or lockers for self -service. Sometime customer wants No -Contact 

Deliveries especially post -pandemic, customers value opt ions for 

contactless deliveries.  

5.  Cost Efficiency: Many customers expect free shipping, especially for 

higher -value purchases or subscriptions. Transparent charges i.e. any 

additional fees like expedited shipping should be clear at checkout.  

6.  Professionalism  from Delivery Associates: Polite, courteous, and 

friendly interactions leave a positive impression on customers. 

Sometimes customer needs assistance in unpacking large or heavy 

items when necessary.  

7.  Returns and Refunds Policy: Customers want a simple, con venient 

process for returning unwanted or defective items. Customers want 

prompt processing of refunds to build trust in the e -commerce platform.  

8.  Sustainability: Customers prefer minimal, recyclable, or biodegradable 

eco-friendly packaging. Some customers value green shipping or 

environmentally sustainable delivery methods.  

9.  Safety and Security: Delivery Associates must ensure packages are 

delivered safely without loss or theft. The customer wants proof of 

delivery methods like OTP verification or e -signatur es for valuable 

items.  

It can say that customers expect their e -commerce deliveries to be fast, 

accurate, convenient, and hassle -free. Meeting these expectations is essential 

for building trust, improving satisfaction, and fostering loyalty in an 

increasin gly competitive e -commerce market.  

IMPACTS CUSTOMER EXPERIENCE ON DELIVERY SERVICE  

Customer experience with delivery services can be significantly influenced by 

several factors. Below is a breakdown of the key impacts:  

1.  Speed and Timeliness: Customers expec t deliveries to arrive within the 

promised timeframe. Delays can lead to frustration and dissatisfaction. 

Through fast shipping options like same -day or next -day delivery 

services enhance customer satisfaction by catering to urgent needs.  

2.  Communication and  Tracking: If customer gets real -time tracking 

updates, which providing accurate and up -to-date tracking information 
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ensures transparency and builds trust. If a customer informed in 

advance for delay deliveries or changes in the delivery schedule helps 

man age customer expectations.  

3.  Delivery Accuracy: If customer experience the delivery of correct items 

in the right quantity add positivity in their experience. It is the duty of 

delivery associate to make ensure that deliveries are sent to the right 

location minimizes inconvenience.  

4.  Condition of the Package  or  Packaging Quality:  Well -protected and 

presentable packages contribute to a positive impression in customer 

experience. Delivery associate must ensure that items are not damaged 

during transit reinforces reliability.  

5.  Customer Service: Efficient handling of complaints or inqu iries related 

to delivery improves customer trust. Delivery partners offer solutions 

like rescheduling or rerouting and flexible delivery can enhance 

satisfaction.  

6.  Convenience: Delivery associates provide flexible delivery times, 

locations (e.g., lockers,  stores), or contactless options meets diverse 

customer needs. Delivery associates streamlined return processes for 

incorrect or damaged items contribute to a better experience.  

7.  Driver Interactions: Delivery associates  courteous and professional 

behaviour leave a lasting positive impression. If delivery associates 

respecting customer property and following special instructions (e.g., 

leave-at -door requests) matters a lot to customers.  

8.  Environmental Impact: Many companies are offering sustainable 

packaging o r carbon -neutral delivery options resonates with 

environmentally conscious customers.  

Improving these areas can help delivery services enhance customer 

satisfaction, foster loyalty, and build a positive brand reputation.  

HANDLING CUSTOMER QUERIES EFFECTIVE LY 

Handling customer queries effectively is a critical skill for delivery associates 

in the logistics sector. It not only ensures customer satisfaction but also helps 

maintain the companyõs reputation. In figure 1.10  showcase the how delivery 

associates ca n effectively manage customer interactions:  
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Fig. 1.1 0: Handling Customer Queries Effectively  

1.  Active Listening: Delivery associates must give full attention and listen 

customersõ problems carefully without interrupting. Delivery associates 

must understand the issue and ask clarifying questions if needed to 

fully grasp the concern.  

2.  Prompt Response: Delivery associates must respond to queries 

promptly, even if just to confirm receip t. Delivery associates must 

resolve the issue quickly. Delivery associates must struggle to provide 

resolutions within a reasonable timeframe.  

3.  Empathy and Patience: When customer have any queries first 

acknowledge the customerõs feelings and frustrations. Delivery 

associates handle difficult customers with patience and 

professionalism.  

4.  Clear and Concise Communication: While handling customer queries 

delivery associates must use simple and polite  language to maintain a 

friendly tone. They need to avoid jargo n. Delivery associate must use 

simple language to ensure the customer understands your response.  

5.  Knowledge and Expertise: Delivery associate must be well -informed  

and know the companyõs products, and policies thoroughly. If delivery 

associate doesnõt know the answer, transfer the query to the 

appropriate person or department.  

6.  Personalized Approach: Delivery associate use their name while 

interacting to make customers feel valued. Delivery associates must 

offer solutions that address the specific needs of the customers.  

7.  Transparency: Delivery associate must explain the process and 

timeframe for resolution clearly. If the company is at fault, acknowledge 

it and apologize sincerely.  
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8.  Proactive Problem -Solving: Delivery associate suggest practical and 

effective  solutions to resolve the customer issue. Delivery associate 

follow up on regular basis and check back with the customer to ensure 

their issue has been resolved.  

9.  Utilize Technology: Delivery associate use CRM Tools to track 

customer interactions for contex t and continuity. Delivery associate use 

leverage chatbots for simple queries, provide instant responses while 

reserving complex issues for human agents.  

10.  Gather Feedback: Delivery associate ask for input to encourage 

customers to share feedback on how thei r query was handled. Delivery 

associate use feedback to enhance future query handling.  

Businesses can foster trust, loyalty, and a positive reputation while efficiently 

addressing customer concerns  by prioritizing these practices . 

MEASURING PERFORMANCE MET RICS: TIMELINESS, ACCURACY  etc . 

Measuring performance metrics for delivery associates in the logistics sector 

is essential for evaluating efficiency, productivity, and customer satisfaction. 

The right metrics help identify strengths, areas for improvement,  and overall 

operational success. Following are the key performance metrics and how they 

relate to timeliness, accuracy, and other aspects:  

1.  Timeliness Metrics: Timeliness metrics helps in measures the time 

taken to process an order from receipt to dispatch  which is known as 

order processing time. It also helps in adherence to schedule for tracks 

punctuality in logging in, attending shifts, and completing tasks within 

assigned timelines. It also helpful in know the average response time to 

measures how quick ly associates respond to customer inquiries or 

issues.  

2.  Accuracy Metrics: Accuracy metrics helps in measure the percentage 

of orders fulfilled correctly without errors, which is known as order 

accuracy rate and inventory accuracy help in evaluates the accuracy of 

inventory management, including stock counts and data entry and data 

entry accuracy tracks errors in updating product information, pricing, 

or descriptions.  

3.  Customer Satisfaction Metrics: Customer feedback / rating helps in 

gathers customer opini ons on their interactions with the associate (e.g., 

through post -interaction surveys). Net Promoter Score (NPS) measures 

the likelihood of customers recommending the business based on their 

experience.  

4.  Productivity Metrics: It helps the delivery associate to evaluate the 

tasks completed per hour/shift to monitors the number of assigned 
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tasks (e.g., order picking, packing, etc.) completed in a specific time 

frame. Utilization Rate helps in tracks the percentage of time spent on 

productive activities versus i dle time.  

PRACTICAL EXERCISES  

Activity 1: Role-play on customer interaction on resolving common delivery 

issues.  

Material required: Notebook, Paper, Pen/Pencil, Eraser.  

Procedure:  

1.  Make a group of students for role -play customer interaction on 

resolving common delivery .  

2.  Assign the following roles to students.  

1st student as delivery associate  

2nd  student as customer  

3.  2nd  student as a customer who has received a delayed delivery/ 

damaged / missing/wrong package and put his / her concern about it.  

4.  There are  three common issues which is faced by the customers .  

a) Damaged Package  

Customer : òHi, my package arrived, but the  box is completely damaged, 

and  the item inside is broken. ó 

Support Agent : òI am so sorry to hear that. Letõs fix this for you. Can 

you send us  a photo of the damaged package and product? Once 

received, we  wi ll arrange a replacement or refund immediately .ó 

b) Delayed Delivery  

Customer : òMy package was supposed to arrive two days ago, but I 

havenõt received it yet. Can you check?ó 

Support Agent : òI understand the concern, and I sincerely apologize for 

the delay. Let me check the statusé It looks like the package is delayed 

due to unforeseen transit issues. I  wi ll escalate this to our logistics team 

for an update and prioritize the delivery for you .ó 

c) Wrong Item Delivered  

Customer : òI received a package, but itõs not what I ordered.ó 

Support Agent : òI am really sorry for this mix -up. I  wi ll arrange for the 

wrong item to be picked up, and we  wi ll send you the correct product 

immediately. Can I confirm yo ur original order details ?ó 

5.  Key Soft Skills Demonstrated in these situations: 1 st student as a 

delivery associate must do the below -listed actions  
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a.  Active Listening : Listen to the customer carefully without 

interrupting.  

b.  Empathy : Acknowledging frustration and apologizing sincerely like 

òI am sorry for the inconvenience. Let me help you with this.ó  

c.  Clarification : Ask questions to gather all necessary details and ask 

the customer to put the return or exchange request through the 

same app or platform.  

d.  Problem -solving : Offering a clear, actionable resolution like 

returning the damaged parcel and a also  ask the customer to 

mention in the request the exact reason for r eturning or exchanging 

the damaged or wrong package and complaint for the missing 

package.  

e.  Reassurance : Maintaining a calm, confident tone to ease customer 

anxiety.  

6.  Assure the customer about resolving the common issues related to 

delivery.  

7.  Assure the cust omer that he will receive the updates from the app.  

8.  Close the role play with positive signs and messages.   

Activity 2:  Analyze and interpret delivery performance metrics.  

Materials Required:  Pen, Pencil, Eraser, Notebook, Sheet, and Checklist  

Procedure:  

1.  Make a group of students and ask them to prepare chart on delivery 

performance metrics .  

2.  Refers good books and search about the content  on the internet.  

3.  Prepare a list of some points on which on the difference can be made 

like:  

a. What do you mean by performan ce matrices?   

b.  What are the uses of different types of performance matrices?  

c. When and where use the performance metrics?  

4.  Prepare a comparative chart on the basis of above point.  

5.  Submit the chart to the teacher.  

Activity 3:  Survey customers about their delivery experience and present the 

findings.   

Materials Required:  Notebook, Paper, Pen/Pencil, Eraser and Questionnaire.  
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Procedure:  

1. Make a group of 4 students.  

2. Prepare a list of questions like:  

a. How satisfied are you with your recent delivery exper ience? 

b.  Was your package delivered within the expected time frame?  

c. How would you rate the condition of the package upon delivery?  

d.  How easy was it to track your package during delivery?  

e. Was the delivery associate professional and polite ? 

f.  Did you receive prop er updates about your package (e.g., 

notifications or messages)?  

g. Did you face any issues with your delivery?  

h.  If you reported an issue, how satisfied were you with the resolution?  

i.  What could we improve about your delivery experience?  

j.  Would you recommend our  delivery service to others?  

3. Survey at list 20 customers with above mentioned questions.  

4.  Make a report on the responses.  

5. Note down the answers of the above questions.  

6. Thank the customers for their co -operation.  

7. Discuss with the group members and teacher .  

8. Prepare a short report and submit it to the teacher.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  ________ refers to providing customers with real -time updates on 

their orderõs location and estimated delivery time. 

2.  Delivery associates must ensure ________ by delivering the correct 

items in the right quantity and condition.  

3.  ________ helps delivery associates track customer interactions for 

context and continuity.  

4.  Many environmentally conscious customers prefer ________, such as 

recyclabl e packaging or carbon -neutral delivery options.  

5.  The metric that measures the percentage of orders fulfilled correctly 

without errors is called ________.  
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B.  Multiple Choice Questions  

1.  What is a key expectation of customers regarding th e condition of 

delivered goods? 

a) Fast shipping options  

b) No-contact delivery  

c) Proper packaging to avoid d amage 

d) Eco-friendly materials  

2.  Which performance metric tracks the time spent on producti ve 

activities versus idle time?  

a) Order accuracy rate  

b) Utilization rate  

c) Customer feedback score  

d) Response  time  

3.  What is a critical skill for delivery associate s in handling customer 

queries?  

a) Active listening  

b) Inventory management  

c) Speedy driving  

d) Product designing  

4.  Which metric measures the likelihood of customers recommending 

a business based on the ir experience?  

a) Inventory accurac y 

b) Order processing time  

c) Net Promoter Score (NPS)  

d) Utilization rate  

5.  What do customers expect regarding communica tion during delayed 

deliveries?  

a) A simple apology after delivery  

b) Proactive updates about the delay  

c) Ignoring the delay completely  

d) A refund for the entire purchase  
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C. State whether the following statements are True or False  

1.  Timeliness metrics evaluate how quickly delivery associates respond 

to customer inquiries.  

2.  Customers do not consider sustainability important in e-commerce 

deliveries.  

3.  Real-time tracking enhances customer trust by providing updates 

on order status.  

4.  Delivery associates should avoid asking clarifying questions when 

handling customer queries.  

5.  The utilization rate measures the  accuracy of inventory records.  

D. Match the followings  

 Column A   Column B  

1 
Timeliness  

A Evaluate customer satisfaction post -
interaction  

2 Order accuracy rate  B Likelihood of recommending the business  

3 Sustainable practices  C Eco-friendly packaging or delivery options  

4 
Customer feedback  

D Measures how quickly associates respond 
to queries  

5 Net Promoter Score 
(NPS) 

E 
Percentage of orders fulfilled correctly  

E.  Short Answer Questions  

1.  Define customer satisfaction.  

2.  How active listening is useful while handling customer queries?  

3.  Why we need measuring performance metrics?  

F.  Long Answer Questions  

1.  Explain the various types of customer expectation.  

2.  What is the impact of customer experience on delivery service ? 

3.  How to handle customer queries effectively?  

4.  How t o measure performance with respect to timeliness and 

accuracy?  

G. Check Your Performance  

1.  List out the key importance of knowing customer expectations . 
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2.  Identify the various ways to measure performance with respect to 

timeliness and accuracy.  

3.  Learn how to h andling customer queries effectively.  
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MODULE  2:  HANDLING AND SORTING OF 

SHIPMENTS  

Handling and sorting of shipments in e -commerce is a vital feature of the 

supply chain which confirms the customer orders are delivered accurately 

and on time. When the order is placed, the details such as the product, 

quantity, and delivery address are entered in the system. Workers or 

automated systems in the warehouse then locate and gather the items needed 

for the order.  

E-commerce shipments include various types of p ackages like small parcels, 

bulk items, fragile goods, perishables and hazardous materials. Each require 

different packaging to address specific challenges. Items are packed in the 

boxes or envelopes and labelled with the address of customer, order details  

and tracking information.  

Packages are then sorted based on their destination with shipments to the 

same city or region grouped together. The sorted packages are handed over to 

the delivery carriers which manage shipments for their selected areas. This 

sorting process is important for confirming fast, accurate and cost -effective 

delivery, meeting customer expectations.  

Tracking systems plays a substantial role as they provide the package location 

on real -time, letting shipments monitoring possible. This he lps resolve the 

delays or issues on time. The process is finished when the customer receives 

the shipment.  

Technologies such as barcodes, scanners and specialized software enhance 

the speed and minimize  errors in the handling and sorting process. In additi on 

to this, health and safety standards are essential to e -commerce operations, 

workers, customers and the products through proper procedures, equipment, 

and protocols.  

Segregating packages based on factors like geography, type, storage needs, 

and delivery  priority is an important strategy. This approach improves 

processing , certifies proper handling and facilitate timely deliveries which 

contribute  to an improved supply chain, better inventory management and 

customer  satisfaction.  

The module  is divided int o four sessions. The first session comprises of 

Shipments and its types. The second session deals with Sorting procedures 

in E -commerce. The third session discusses about Tracking systems. 

Whereas, t he last session includes best practices for Handling Ship ments.  
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SESSION 1: SHIPMENTS AND ITS TYPES  

In e -commerce, shipment is the process of preparing, packaging, and 

delivering products from the seller or warehouse to the customer after an 

online order is placed.  

It is an essential part of order fulfilment and involves tasks such as picking 

items from inventory, securely packaging them, labelling them accurately with 

delivery information and transporting them to the buyer.  

Shipments can differ in size, type, and h andling needs based on the nature of 

the products.  

DIFFERENT CATEGORIES OF SHIPMENTS  

In e -commerce, shipments can be classified based on factors like the type of 

product, delivery deadlines, geographic destination, and specific handling 

needs.  

1.  By Type of Products: Categorization  in the form of small parcels, 

fragile items, bulky shipments and perishable goods (Fig 2.1);  

 

Fig . 2.1: Categorization  of shipments by the type of Products  

a.  Small Parcels: Small and lightweight packages, including items like 

electronics, books, or clothing.  

b. Bulky Shipments: Bulky or heavy items, such as furniture, appliances, or 

gym equipment.  

c. Perishable Goods: Items with limited shelf life, such as groceries, flowers, 

or food products.  

d.  Fragile Items: Fragile items, such as glassware, ceramics, or electronics, 

that need special packaging.  
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2.  By Delivery Timeline: This categorization  is done in terms of the 

expected delivery in the form of standard shipping, express shipping, 

scheduled and same day delivery  (Fig 2.2);  

 

Fig . 2.2: Categorization  of shipments by delivery timelines.  

a.  Standard Shipping: Delivery within a standard timeframe (e.g., 3 ð7 

business days).  

b. Express Shipping: Expedited delivery, typically within 1 ð2 business 

days.  

c. Same-Day Delivery: Items delivered on the same day the order is 

made.  

d.  Scheduled Delivery: Delivery at a specific date and time chosen by the 

customer.  

3.  By Geographic Location : In terms of delivery area like international, 

local or domestic shipments  (Fig.2.3);  

 

Fig . 2.3: Categorization  of shipments by Geographic location  
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a.  International Shipments: Across borders, typically requiring customs 

clearance and adherence to additional regulations.  

b. Domestic Shipments: Within the same country or area.  

c. Local Delivery: Local delivery, usually within  the same city or area . 

Understanding these categories helps improve logistics, control costs, and 

ensure timely deliveries that meet customer needs.  

PACKAGING REQUIREMENTS AND CHALLENGES FOR EACH SHIPMENT 

TYPE   

1.  Small Parcels: Small parcels in shipments ar e usually compact and 

lightweight packages (Fig 2.4);  

 

Fig . 2.4: Packaging requirements for small parcels  

Requirements:  

a.  Sturdy outer packaging (corrugated boxes/ padded envelopes) . 

b. Void fill materials (bubble wrap /air pillows/ paper) to avoid movement.  

c. Secure seals (tamper evident seals / packing tape).  

d.  Clear labeling (scannable barcodes) . 

Challenges:  

a.  Ensuring cost efficiency while providing sufficient protection.  

b. Handling volumetric weight charges for items that are lightweight but 

take up significant space.  

c. Ensuring uniform packaging standards across a large number of orders.  
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2.  Bulky Shipments:  They are large, heavy /oversized items that demand 

specific handling, packaging and shipping logistics (Fig.2.5) ; 

Requirements:  

 

Fig . 2.5: Requirements in Bulk  Shipments  

a.  Robust corrugated boxes or crates.  

b. Additional reinforcements such as straps or bands to keep items secure 

during transit.  

c. Use of pallets for easier handling and transport.  

Challenges:  

a.  Potential for damage caused by shifting during transit.  

b. Increased logistics costs, necessitating optimization of package 

dimensions and weight  

c. Adherence to freight carrier protocols/regulations.  

3.  Perishable Goods: They are products with a short shelf life that need 

watchful handling and storage to preserve their quality and freshness 

(Fig.2.6);  

 

Fig . 2.6: Packaging requirements of Perishable Goods  Requirements  
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a.  Insulated packaging (thermal liners / foam containers) . 

b. Refrigerants such as ice packs or dry ice to preserve temperature.  

c. Fast -tracked shipping to reduce transit time.  

 Challenges  

a.  Ensure food safety regulations are followed.  

b. Controlling costs related to temperature -sensitive packaging.  

c. Processing returns for spoiled or damaged items.  

4.  Fragile Items: Fragile items are delicate products likely to get damaged 

or break down during transit. They require careful handling and 

attention to confirm they arrive unbroken (Fig.2.7);  

 

Fig . 2.7: Packaging requirements of Fr agile Items  

a.  Cushioning materials (foam inserts/ bubble wrap).  

b. Using double -boxing for extra protection.  

c. Applying òFragile ó labels to promote careful handling.  

Challenges:  

a.  Higher costs and time requirements for custom packaging.  

b. Risk of mishandling during transit, even with proper labeling.  

c. Ensuring customer satisfaction by delivering items undamaged.  

 

OBTAINING DAILY COUNT SHEETS AND SHIPMENT SCHEDULES  

These are documents or reports that provide an outline of the number of 

products in stock. They help track inventory levels and highlight those that 

need restocking.  
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DAILY COUNT SHEETS  

Daily count sheets can be created using one of the following methods:  

1.  Manual Counting:  Employees physically count the items in the 

warehouse and record the quantities either on a sheet or in a system . 

2.  Inventory Software:  Automated tracking is done using software that 

updates inventory levels whenever items are sold or resto cked . 

3.  Barcode Scanners:  Products are scanned during packing or 

restocking, and the inventory count is updated automatically.  

SHIPMENT SCHEDULES  

Shipment schedules outline the timing and destination of outgoing orders. 

They specify the orders needed to be shipped today, tomorrow or in the future. 

This confirms timely delivery to customers and minimizes delays or missed 

shipments.  

Shipment schedules are created using the following methods:  

1.  Order Management System (OMS):  An OMS creates a daily list of 

orders.  

2.  Shipping Carriers:  Couriers, like FedEx or DHL, provide schedules for 

package pickups and deliveries.  

3.  Warehouse Teams:  Teams compile shipment lists based on the 

incoming orders they receive.  

COLLECTING NECESSARY LABELS, STATIONERY, AND BARCODES  

LABELS:  Labels contain important details such as shipping addresses, 

tracking numbers and special instructions (such as Fragile /Handle with 

Care). These labels provide guidance to shipping carriers on where and how 

to deliver the Package (Fig 2.8).  

 

Fig . 2.8: La bels used in Shipments  
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They can be obtained through:  

1.  Automatically Generated by Shipping software.  

2.  From the Shipping Carriers.  

3.  Special Labels /Pre -printed labels (òFragile ó/ó Perishableó) can be 

ordered in rolls for items requiring special handling.  

STATIONERY : Stationery consists of essential packing materials, such as 

packing slips, stickers and branded inserts . 

These items can be obtained through a printer or a local vendor to produce 

stickers, custom packing slips or branded inserts.  

It is necess ary to ensure a sufficient supply of tape, paper and envelopes to 

maintain efficient packing operations.  

BARCODES : Barcodes are unique codes printed on labels or products which 

are used to track inventory and shipments. Scanning them ensure accurate 

pickin g, packing and shipping of items (Fig 2.10).  

 

Fig . 2.10: Barcodes  

They can be obtained through:  

1.  Inventory Software / tools like Zoho or QuickBooks generate barcodes 

for the products.  

2.  Suppliers as pre -printed Codes which contains barcodes on products.  

3.  Barcode printer /label printer to create custom barcodes.  

The goal of shipment is to ensure timely delivery of the correct products to 

customers, while minimizing errors and delays.  
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PRACTICAL EXERCISES  

Activity 1: Field v isit to a transport hub and;  

i.  Identif y and classify different shipment types based on size, weight, and 

handling requirements.  

ii.  Review daily count sheets and match them to different shipment 

categories.  

Material required: Notebook, Paper, Pen/Pencil, Eraser and Questionnaire.  

Procedure:  

1.  Make a group of 4 students.  

2.  Visit a Transport hub which deals in multiple products.  

3.  Make a list of shipments.  

4.  Classify the shipments based on size, weight and handling 

requirements.  

5.  Request the authorities to show you the daily count sheets.  

6.  Ask them about the methods they follow to daily count sheets.  

7.  Ask them questions on;  

a. Manual Counting of shipments  

b.  Inventory software  

c. Bar code Scanners  

8.  Review daily count sheets and match them to different shipments.  

9.  Prepare a report on the field visit.  

10.  Discuss findings in the class.  

Activity 2: Model making : Different shipment types based on size, weight, 

and handling requirements . 

Materials Required:  Pen, Pencil, Rubber, colored  papers, glue  

Procedure:  

1.  Divide the class in groups . 

2.  Prepare a model of a hub/warehouse of e commerce.   

3.  Create props of different shipment types .  

4.  Discuss each prop .  

5.  Match the shipment types with the handling requirements .  

6.  Ask questions .  
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7.  Prepare notes .  

  8. Discuss leanings in the class . 

Activity 3:  Role-play packaging various shipment types according to their 

specific requirements .  

Materials Required:  Pen, Pencil, Eraser, Notebook and Checklist  

Procedure:  

1.  Divide the class in groups.  

2.  Assign each group the roles of packaging of;  

a. Small parcels  

b.   Bulky shipments  

c.  Perishable goods  

d.  and Fragile goods  

3.  Play the role of specific requirements of each type of shipments.  

4.  Discuss about the challenges in packaging of each of this shipment.  

5.  Ask questions.  

6.  After the discussion, teacher must give remark on the discussion.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  In e -commerce, a ____________________is the process of preparing, 

packaging, and delivering products.  

2.  In _________________employees physically count the items in the 

warehouse and record the quantities  either on a sheet or in a system  

3.  ______________________outline the timing and destination of outgoing 

orders.  

4.  ________________contain important details such as shipping 

addresses, tracking numbers and special instructions  

5.  _____________________are unique codes printed on labels or products 

which are used to track inventory and shipments.  

B.  Multiple Choice Questions  

1.  Labels can be obtained from ______________  

a) Shipping software (automatically generated).  

b) Shipping Carriers  

c) Special Labels /Pre -printed labels  
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d) All of the above   

2.  ___________ is not a way to create daily count sheet?  

a) Manual Counting  

b) Inventory Software  

c) Data Scanners  

d) Barcode Scanners  

3.  Bubble wrap /air pillows/ paper are used in packaging of_____;  

a) Small Parcels  

b) Bulky shipments  

c) Perishable goods  

d) Fragile Shipments  

4.  Tools like  tools like Zoho or QuickBooks generate_______ ; 

a) Stationary  

b) Barcodes  

c) Shipments  

d) Wraps  

5.  The challenges of shipping fragile items are;  

a) Higher costs and time requirements for custom packaging.  

b) Risk of mishandling during transit, even with proper labeling.  

c) Ensuring customer satisfaction by delivering items undamaged.  

d) All of the above  

C. State whether the following statements are True or False  

1.  Barcodes can be obtained through a printer or a local vendor.  

2.  An OMS generates a daily list of orders requiring shipment.  

3.  Refrigerants such as ice packs or dry ice to preserve temperature are 

used for packaging of bulky shipments.  

4.  Items with limited shelf life, such as groceries, flowers or food 

products are perishable goods.  

5.  Corrugated boxes/padded  envelops provide sturdy outer packaging.  

 

 

 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

рф 
 

D.  Match the followings  

 Column A   Column B  

1 Standard Shipping  A 
Expedited delivery, typically within 
1ð2 business days.  

2 Express Shipping  B 
Delivery at a specific date and time 
chosen by customer  

3 Same-Day Delivery  C Delivery within a standard timeframe  

4 Scheduled Delivery  D Same city or area  

5 Local delivery  E Items delivered on the same day  

E.  Short Answer Questions  

1.  What do you mean by Shipments?  

2.  What do you understand by labels, stationery and barcodes?  

3.  Write two examples each of Fragile, Perishable, Bulky and small 

shipments.  

4.  What are daily count sheets?  

5.  What is a shipment schedule?  

F.  Long Answer Questions  

1.  Elaborate different categories of shipments.   

2.  Explain the packaging requirements and challenges for e ach type of 

shipment.  

3.  Describe the ways to obtaining daily count sheets and shipment 

schedules.  

G. Check Your Performance  

1.  Prepare a chart on the categorization of shipments.  

2.  Discuss in the class about the p ackaging requirements and 

challenges for each shipme nt type.  

3.  Explain the importance of labels and different instructions related 

to them.  
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SESSION2:  SORTING PROCEDURES  

In e -commerce, the sorting process involves the systematic categorization  of 

goods as soon as they are received, picked or prepared for shipment in a 

warehouse/ fulfilment Centre  so that the items are correctly grouped and 

properly routed to their final destinations.  

IMPORTANCE OF SORTING TO PREVENT DELIVERY DELAYS  

Sorting is e ssential in e -commerce as it helps avoid delivery delays as it;  

1.  Ensures the packages are grouped by delivery location.  

2.  Plans the delivery trucks to follow the most efficient routes.  

3.  Saves time of the delivery of shipment.  

4.  Prevents order mix -ups as the item s are sent to the correct address.  

5.  Increases efficiency by enabling workers and machines to process more 

packages quickly.  

6.  Helps to match packages with the best carrier/courier / delivery service 

based on factors like size, location and delivery speed.  

7.  Reduces the risk of missing shipping deadlines.  

SORTING TECHNOLOGY (BARCODE SCANNERS, RFID)  

Sorting technologies (Barcode scanners and RFID) help e -commerce 

companies to accurately organize packages, confirming they are delivered to 

the correct destinations.  

BARCODE SCANNERS:  These devices scan black -and -white patterns 

(barcodes) printed on packages. Each package has a unique barcode, similar 

to an ID card (Fig 2.11).  

 

Fig . 2.11: Barcode Scanner  
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The scanner reads the barcode, allowing the computer system to identify the 

item and its destination. The system then directs the package to the 

appropriate delivery route or bin.  

RFID (RADIO FREQUENCY IDENTIFICATION): It is a technology that uses 

small tags with a chip and antenna to store package information.  

These tags are attached to packages and send signals wirelessly to RFID 

readers, eliminating the need for scanning (Fig.2.12)  

  

Fig . 2.12: RFID System  

The system reads these signals to find the package and control its destination. 

RFID is faster than barcodes because it doesn't require pointing a scanner at 

each tag; it can read many tags at the same time, even from a distance.  

MATERIAL HANDLING EQUIPMENT USED FOR SORTING  

Material handling equipment used for sorting are essential for confirming that 

items are s orted quickly and accurately for shipping or further processing 

with both speed and accuracy.  
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1.  Conveyor Systems :  They move  items throughout the stages of the 

sorting process, minimize manual handling, processing fast track and 

facilitate integration with o ther systems (Fig.2.13) .  

 

Fig . 2.13: Conveyor system for sorting  

The types of conveyors used for sorting are;  

a. Belt Conveyors : These are used to transport flat -bottomed packages.  

b.  Roller Conveyors : These are best suited for carrying heavier packages.  

c. Tilt Tray or Cross -Belt Conveyors : They are designed precisely to sort 

items into chosen bins or chutes.  

2.  Automated Guided Vehicles (AGVs) : Mobile robots that move items 

from sorting areas to storage or packing zones. They are flexible and 

reduce dependence on f ixed conveyors (Fig.2.14).  

 

Fig . 2.14: Automated Guided Vehicles (AGVs)  
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3.  Chutes and Slides : They guide items from a sorting system into 

selected bins or packing areas. They are simple, efficient and frequently 

used together with automated sorters (Fig. 2.15).  

 

Fig . 2.15: Chutes and slides used for sorting  

4.  Automated Sorters : They automatically identify, organize and route 

items based on barcodes or RFID tags (Fig.2.16).  

 

Fig . 2.16: Automated Sorters  

IDENTIFYING BAGS FOR UNLOADING BASED ON PRIORITY  

In e-commerce, identifying bags for unloading based on priority in a way;  

1.  Priority is given based on urgency of customer demand. High -priority 

orders are recognized and unloaded first.  

2.  Products intended for specific areas or regions may need to be unloaded 

earlier to quicken the fulfilment process.  
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3.  Some deliveries may require additional time or resources are given 

priority (Higher number of orders and /or bulky items)  

4.  The warehouse system automatically determines the priority by 

scanning the RFID tags by the b ar code or RFID tags on the package.  

5.  Some orders are time  bound (those associated with specific sales 

events, seasonal promotions or deadlines). These bags are flagged and 

unloaded first.  

6.  Bags containing fragile or perishable items are prioritized for unlo ading 

to prevent spoilage or damage.  

7.  Automated systems (such as AI or robotics) support in sorting bags 

based on priority.   

8.  In some warehouses workers manually label the priority level (e.g., 

high/ medium/ low) and sort bags accordingly.  

PRACTICAL EXERCISES  

Activity 1: Demonstrate the process of organizing and sorting shipmen ts for 

delivery.  

Material required: Notebook, Paper, Pen/Pencil, card board, sheets, sketch 

pens  

Procedure:  

1.  Form a group of four students.  

2.  Engage in a discussion about the process of organizing and sorting 

shipments within the class.  

3.  Prepare props representing different types of shipments.  

4.  Showcase the process of organizing and sorting shipments for delivery.  

5.  Take notes and ask any relevant questions.  

6.  Share and discuss the k ey takeaways with the class.  

Activity 2:  Practice using barcode scanners to sort shipments into categories.  

Materials Required:  Pen, Pencil, Eraser, Notebook  

Procedure:  

1.  Explore the purpose and functionality of barcode scanners through 

discussion.  

2.  Visit th e lab or transport hub for a hands -on experience.  

3.  Learn the proper techniques for using a barcode scanner.  

4.  Practice utilizing barcode scanners to categorize and sort shipments.  
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5.  Share and discuss insights gained during the activity with the class.  

Activity 3:   Simulate;  

i.  Sorting technology and Material handling equipment  

ii.  Identifying bags for unloading based on priority.  

Materials Required:  Pen, Pencil, Eraser, Notebook, props of sorting and 

material handling equipment.  

Procedure:  

1.  Set up a transport hub in the classroom as a live practical workstation.  

2.  Discuss and demonstrate the functions of the following using live 

examples and props:  

a. Barcode scanners  

b.  RFID technology  

3.  Explain the types and uses of the following equipment for sorting 

shipments, supported by props:  

a. Conveyor systems  

b.  Automated Guided Vehicles (AGVs)  

c. Chutes and slides  

d.  Automated sorters  

4.  Highlight the importance of sorting to avoid delivery delays.  

5.  Discuss how to identify bags for unloading based on priority.  

6.  Share and discuss key learnings from th e activity with the class.   

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  ________________________enable e-commerce companies to efficiently 

and accurately organize packages.  

2.  The __________________reads the barcode, allowing the computer 

system to identify the item and its destination.  

3.  _________________________ move items throughout the stages of the 

sorting process.  

4.  _______________________are identified and unloaded first.  

5.  In some advanced e -commerce warehouses______________________ 

support in identifying and s orting bags based on priority . 
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B.  Multiple Choice Questions  

1.  In e -commerce, for unloading priority involves;  

a) Customer demand, as some orders may be more urgent  

b) Products destined for specific areas may need to be unloaded 

earlier  

c) Time -sensitive orders are flag ged and unloaded first  

d) All of the above  

2.  _______________________guide items from a sorting system into 

designated bins or packing areas;  

a) Conveyor systems  

b) Chutes and Slides  

c) Automated Guided Vehicles  

d) Automated sorters  

3.  __________ is not a type of conveyor?  

a) Belt Conveyors  

b) Roller Conveyors  

c) Tilt Tray or Cross -Belt Conveyors  

d) Sorting conveyor  

4.  ________________________is a technology that uses small tags with a 

chip and antenna to store package information.  

a) RFID  

b) RDIF  

c) RIFD  

d) RFDI  

5.  _______________________scan black-and -white patterns (barcodes) 

printed on packages;  

a) Barcode scanners  

b) Sheet fed scanners  

c) Bar flip scanners  

d) Photo scanners  

C. State whether the following statements are True or False  

1.  Sorting prevents order mix -ups as the items are sent to the correct 

address.  
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2.  Barcodes are faster than RFID.  

3.  Material handling equipment used for sorting are essential for 

ensuring that items are sorted quickly and accurately.  

4.  AGV are mobile robots that move items from sorting areas to storage 

or packing zones.  

5.  Belt conveyors are be st suited for carrying heavier packages.  

D.  Match the followings  

 Column A   Column B  

1 Seasonal promotions  A 
Guide items from a sorting 
system  

2 Chutes and Slides  B Mobile Robots  

3 AGV C Flat Bottom Packages  

4 Belt conveyors  D 
Small tags with a chip and 
antenna  

5 RFID  E Time sensitive orders  

E.  Short Answer Questions  

1.  What is a Bar code scanner?  

2.  What do you understand by RFID?  

3.  What are Conveyors?  

4.  What is the use of AGV in sorting?  

5.  State the  Priority in unloading.  

F.  Answer Questions  

1.  Explain the importance of sorting to prevent delivery delays.  

2.  Explain material handling equipmentõs used for sorting. 

3.  Describe identifying bags for unloading based on priority.  

G. Check Your Performance  

1.  Demonstrate the use of material handling equip mentõs in sorting. 

2.  Discuss the concept of identifying bags for unloading based on 

priority.  

 

 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

су 
 

SESSION 3: TRACKING SYSTEMS   

A tracking system in e -commerce is a tool or technology designed to monitor 

the movement of a package from the moment it is ordered until it reaches the 

customer.  

 

Fig . 2.17: Tracking systems  

When an order is placed, a tracking number is assigned to it. As the package 

moves through different stages  such as packing, shipping, and deliver y the 

system updates its status.  

Customers can u se this tracking number to view the package õs location and 

estimated delivery time.  

FUNCTION OF TRACKING SYSTEMS IN DELIVERY OPERATIONS  

1.  The system provides the details of package õs location at each stage from 

packing at the warehouse to final delivery.  

Shippedéééé. ééé.in transit ééééééééé. Out for delivery  

2.  It provides real -time updates to both the customer and the delivery 

team about the package õs status.  

3.  The system guides delivery drivers to plan optimal routes to reach 

customers quickly, minimize del ays and ensure on -time deliveries.  

4.  If a package is delayed/ lost / mis  delivered, the system helps in 

identifying the issue and resolve it.  

5.  Customers feel secured as they can track their package and know the 

exact delivery time.  

6.  The system enables businesses to efficiently handle big orders.  

IMPORTANCE OF REAL -TIME UPDATES FOR CUSTOMERS  

It involves providing real -time updates (the package õs current location and 

estimated delivery time) on order status.  

Tracking 
update 

Customer 
access 

Order 
Placed 
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Real time updates are important for customers as they;  

1.  Keep customers informed and reduce uncertainty.  

Customers receive instant notifications about their package, such as:  

òYour order has been shipped .ó 

òOut for delivery ó 

òDeliveredó 

2.  Reassure customers that the company is transparent and reliable.  

3.  Being aware of the exact delivery time allows customers to organize 

their day more effectively.  

Knowing the package will arrive at 2 pm allows customers to ensure 

they are home to receive it.  

4.  If there is a delay or issue (such as a package being delayed / delivered 

to the wrong address) real -time updates promptly notify both customers 

and businesses.  

5.  It enhances customer satisfaction by making the shopping experience 

smoother and more dependable.  

TOOLS USED FOR TRACKING: MOBILE APPS, GPS, HANDHELD 

SCANNERS  

In e -commerce, tools like mobile apps, Global Positioning System ( GPS) and 

handheld scanners are used to track package movements and ensure timely 

and efficient deliveries.  

MOBILE APPS:  These are smart phone applications that enable customers, 

delivery dri vers and businesses to monitor and manage order tracking (Fig 

2.18).  

 

Fig . 2.18: Use of Mobile Apps for Tracking  

1.  Customers can be updated about the status of their orders and view 

estimated delivery times.  
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2.  Delivery drivers use the apps to access delivery routes and update the 

current status of packages upon delivery.  

An e-commerce app displays  updates like òYour order is on its way ó or 

òDelivered at 3:00 PM .ó 

GPS: It is a technology used to monitor/track the precise location of delivery 

vehicles (2.19) . 

 

Fig . 2.19: GPS Tracking System and GPS device  

1.  GPS tracking systems use the Global Navigation Satellite System 

(GNSS) network.  

2.  GPS devices in delivery trucks / driver smartphones transmit location 

information to the tracking system.  

3.  GPS lets customers and businesses to view the delivery vehicle õs real -

time location.  

A map displaying updates like òThe driver is 5 stops away ó or òYour package 

will arrive at 2:30 PM .ó 

HANDHELD SCANNERS:  They are c ompact, handheld devices used by 

delivery personnel to scan barc odes or QR codes on packages (Fig.2.20) . 

 

Fig . 2.20: Using Handheld scanners  
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1.  Every package is allocated a barcode or QR code.  

2.  Scanning the code updates,  the package õs status in the system.  

A delivery driver scans the package at the destination to update its status as 

òDelivered .ó 

SCANNING BARCODES AND REMOVING BAG SEALS FOR SHIPMENT 

SORTING  

Scanning barcodes and removing bag seals are important steps in the e -

commerce shipment sorting proces s, confirming packages are properly 

recognized, sorted and routed to their exact destinations.  

SCANNING BARCODE:  

There is a unique label on each package or bag which contains essential 

information of the shipment (the shipment ID, destination, and order details).  

A handheld scanner or automated system reads the barcode, transmit the 

data to the warehouse or sorting system, which then determines the package õs 

next destination.  

 Importance:  

1.  Barcodes allow for precise tracking of packages.  

2.  Scanning confirms packages are automatically directed to the right area 

and reduce errors.  

3.  Both customers and businesses receive timely updates, such as 

òPackage arrivedó at the sorting center. 

 A package õs barcode is scanned and the system directs it to the appropriate 

sorting belt for delivery to a specific city.  

REMOVING BAG SEAL:  

Bag seals secure bags containing multiple packages during transit, ensuring 

their safety.  

Once the bag reaches the sorting center , the seal is removed so that workers 

access the packages inside.  

Importance:  

1.  Opening a sealed bag enables the sorting of individual packages 

according to their final destinations.  

2.  Sealed bags protect packages during transit and prevent any damage.  

3.  Removing seals at the right stage ensures control led access.  

4.  Bag Seals makes sorting operations better by providing quick access to 

multiple packages simultaneously.  
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 A sealed bag containing 40 packages are  delivered to a sorting hub.  

The seal is removed, and each package is then sorted based on its destination.  

PRACTICAL EXERCISES  

Activity 1: Practice using handheld scanners to track and log shipment 

information.  

Material required: Notebook, Paper, Pen/Pencil, Handheld scanners  

Pro cedure:  

1.  Form a group of four students.  

2.  Visit a transport hub or lab for a hands -on experience.  

3.  Study and understand the functionality of handheld scanners.  

4.  Practice using handheld scanners effectively.  

5.  Record shipment information by creating a detailed log.  

6.  Take notes and ask questions for clarification.  

7.  Share and discuss insights and learnings with the class.  

Activity 2:  Role-play providing real -time tracking updates through a mobile 

app.  

Materials Required:  Pen, Pencil, Eraser, Notebook  

Procedure:  

1.  Divide the class into groups.  

2.  Explore the concept of real -time tracking updates using mobile apps.  

3.  Enact a scenario where an order is placed, tracking its journey from 

leaving the warehouse to reaching the customer.  

4.  Role-play the process of monitoring the orderõs progress with real -time 

updates via a mobile app.  

5.  Ask questions for clarity and better understanding.  

6.  Share and discuss key takeaways with the class.  

Activity 3:  Use a mock tracking system to understand how shipment 

movement is monitored .  

Materials Required:  Pen, Pencil, Eraser, Notebook  

Procedure:  

1.  Review the key con cepts of tracking systems, including:  

¶ Functions and purposes of tracking systems  
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¶ Providing real -time updates to customers  

¶ Tools and technologies used for tracking  

¶ The significance of scanning barcodes and removing bag seals for 

shipment sorting  

2.  Develop a m ock tracking system that incorporates all these aspects.  

3.  Gain an understanding of how shipments are monitored and tracked 

throughout the process.  

4.  Take detailed notes and submit your findings to the class.  

5.  Wrap up the activity by seeking the teacher õs final  remarks on the 

discussion.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  A _______________________or automated system reads the barcode.  

2.  ____________________secure bags containing multiple packages 

during transit, ensuring their safety.  

3.  ___________________ensures packages are automatically directed to 

the appropriate sorting area, reducing errors.  

4.  It is a technology used to monitor/track t he precise location of 

delivery vehicles.  

5.  ________________are smart phone applications.  

B.  Multiple Choice Questions  

1.  _______________________is the technology used to monitor/track the 

precise location of delivery vehicles  

a) GRS 

b) GPS 

c) GVS 

d) RGS 

2.  Scanning barcodes are  important because they;  

a) Allow for accurate tracking of packages  

b) Ensures packages are automatically directed to the appropriate 

sorting area, reducing errors  

c) Help to receive timely updates  

d) All of the above  
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3.  Every package is allocated a unique _____________ ____________. 

a) Barcode or QR code  

b) Title  

c) Packaging  

d) Color   

4.  GPS tracking systems use the ______________________System 

network.  

a) Geo National Satellite  

b) Global Navigation Satellite  

c) Global National Satellite  

d) Geo Navigation satellite  

5.  Customers receive instant notifications about their package 

though___________; 

a) Scanning  

b) Real time updates  

c) Sorting  

d) Scheduling  

C. State whether the following statements are  True or False  

1.  Scanning the code updates,  the package's status in the system.  

2.  Barcodes doesnõt allow for accurate tracking of packages.  

3.  Bag seals secure bags containing multiple packages during transit, 

ensuring their safety.  

4.  If there is a delay or issue real -time updates promptly notify both 

customers and businesses.  

5.  GPS are smart phone applications  that enable customers, delivery 

drivers, and businesses to monitor and manage order tracking.  

D.  Match the followings  

 Column A   Column B  

1 GPS A Reads the barcode  

2 Handheld scanner  B Protect packages  

3 Sealed bags  C Current location  
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4 Real-time updates  D Monitor the movement  

5 Tracking system  E Precise location of vehicle  

E.  Short Answer Questions  

1.  What do you mean by  Tracking system?  

2.  Define;  

a. Mobile apps.  

b.  GPS  

c. Handheld scanners   

3.  What is  a real time update?  

4.  What are  the  Bag seals?  

5.  What is a Bar code? 

F.  Long Answer Questions  

1.  Explain the functions of tracking systems in delivery operations.  

2.  Describe the   importance of scanning barcodes and removing bag 

seals for shipment sorting.  

3.  How real time updates are important for customers?  

G. Check Your Performance  

1.  Create a chart showing t ools for tracking: mobile apps, GPS, 

handheld scanners.  

2.  Discuss situations in which real time updates are useful for 

customers.  
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SESSION 4: BEST PRACTICES FOR HANDLING SHIPMENTS  

SAFE HANDLING  

Safe handling of shipments includes managing products throughout the 

shipping process confirming they are delivered to customers in perfect 

condition and on time. It involves;  

1.  Proper Packaging: Using suitable materials like durable boxes, bubble 

wrap or waterproof packaging to protect items during transit. Fragile or 

delicate items are padded to avoid damage (Fig. 2.21).  

 

Fig . 2.21:  Proper packaging  

2.  Labelling:  It makes sure that shipping labels are accurate and clear, 

including the recipient õs address/ return addre ss/ any special handling 

instructions (òFragile ó or òThis Side Up ó) 

3.  Compliance (with Shipping Guidelines): Compliance with 

shipping/carrier -specific guidelines on size, weight and prohibited 

items.  

4.  Tracking and Documentation: Issuing tracking numbers (for  both the 

sender and recipient) and keeping detailed shipment records to address 

issues like loss or damage.  

5.  Secure Transportation: Tie ups with reliable logistics providers who 

make sure that the shipments are protected against extreme weather, 

theft or m ishandling.  

6.  Damage and Loss Prevention : Taking steps to prevent theft, 

misplacement or accidental damage and insurance of valuable or 

delicate items to reduce financial loss.  

TECHNIQUES OF SAFE HANDLING IN DIFFERENT SHIPMENT  

In e -commerce, ensuring safe handling is crucial to build customer trust, 

minimize returns and damages. The methods of safe handling differ based on  

the type of products being shipped and the logistics process involved.                     

(Fig. 2.22).  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

тт 
 

FRAGILE ITEMS:  

1.  For safe handling  of fragile items  materials like bubble wrap, foam, or 

air pillows  are used to prevent items from damage.  

2.  Items are placed in a padded inner box within a larger cushioned outer 

box for added safety.  

3.  Clearly label packages with cautions such as òHandle wi th Care ó or 

òFragile ó to alert handlers.  

4.  Specially designed packaging for impact -sensitive items like electronics.  

PERISHABLE ITEMS  

1.  Maintain the required temperatures by using insulated containers, cold 

packs or dry ice.  

2.  Fast shipping options are impleme nted to reduce the time of transit.  

3.  Confirm the packaging is capable of containing potential spills.  

4.  Temperature or freshness indicators are included to verify the condition 

of the goods upon delivery.  

BULKY ITEMS  

1.  Secure items during transit with pallets,  straps, or wooden crates.  

2.  Use mechanical equipment or handlers, such as forklifts to ensure safe 

handling.  

3.  Distribute weight evenly to avoid tipping or shifting during transport.  

4.  Protect items from dirt and moisture by covering them with tarps or 

shrink  wrap.   

 

Fig . 2.22: Techniques of Safe Handling in Different Shipment  

 

Safe Handling Techniques Fragile items 
ÅCushioning and padding : Protect items with materials like bubble wrap, foam, or air pillows to prevent damage. 

ÅDouble boxing

Å'Fragile' Labeling 

ÅShock  resistant Packing 

Safe Handling Techniques Perishable goods
ÅTemperature control 

ÅExpedited shipping 

Åleak proof packing 

ÅMonitoring device 

Safe Handling Techniques Bulky items 
ÅRe inforced packaging 

ÅTeam handling 

ÅWeight distribution

ÅProtective covers 
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MEANING AND IMPORTANCE OF PROTECTIVE PACKAGING  

In e -commerce, protective packaging covers the materials and techniques 

used to protect products during storage, handling and shipping (Fig.2.23) . 

It means that items reach customers in unspoiled condition, protected from 

damage, pressure, moisture or any other environmental factors during 

transit.  

 

 

 

 

 

 

 

 

Fig . 2.23: Protective Packaging Materials  

It is important because;  

1.  Protective packaging protects items and makes sure they remain intact 

and undamaged during transit especially for fragile, high -value or 

perishable goods.  

2.  If the products are delivered in perfect condition, it builds customer 

trust and increase satisfaction.  

3.  It redu ces the risk of damage of product, decrease return rates and 

related costs such as refunds, replacements and waste management.  

4.  Consistently delivering goods in perfect condition creates an image of 

professionalism and reliability.  

5.  Some items (hazardous or medical products) need specialized 

packaging to conform with regulatory and safety standards. Following 

these requirements helps to prevent legal issues and penalties.  

6.  New age packaging solutions focus on sustainability by using recyclable 

or biodegradable  materials taking care of environmental responsibility.  

7.  Properly packaged products are easier to handle and transport and 

reduce delays and risks during transit.  

MEANING OF HEALTH AND SAFETY  

Health and safety in e -commerce include practices, procedures, p rotocols and 

regulations to protect workers, customers, and the quality of product 

throughout the supply chain.  
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It includes all the features of shipment handling, order processing, inventory 

management and maintaining a safe workplace environment.  

Health  and safety measures minimize the risk of accidents, injuries and 

product damage by ensuring proper storage, packaging and transportation of 

products.  

HEALTH AND SAFETY STANDARDS FOR HANDLING SHIPMENT  

Following health and safety standards is essential to p rotect workers, 

customers and product integrity and reduce the risks during handling of 

shipment (Fig.2.24).  

 

Fig . 2.24: Health and safety risks  

 These standards include;  

1.  Workplace Safety Standards: It includes training of employees on safe 

handling procedures like the use of equipment like forklifts and 

conveyor belts and correct lifting techniques. Regular inspections and 

maintenance of tools and machinery are performed to avoid accidents.  

Also, workstations /tools are designed to minimize physical strain such 

as anti -fatigue mats and includes   modifiable packing tables.  

2.  Personal Protective Equipment: Supply the necessary PPE (gloves, 

safety shoes, and high -visibility vests) to protect workers fr om 

accidents.  Respiratory protection is provided when dealing with 

hazardous materials or working in dusty environments.  
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3.  Safe Handling (of Packages): Safe packing techniques to avoid damage 

during transit by evidently labelling heavy packages and follow we ight 

limit guidelines. Minimize the risks of manual lifting use equipment 

such as trolleys, pallet jacks and conveyor belts.  

4.  Hazard management: Prevents tripping hazards and collisions 

maintain the pathways clear and designated zones. Also follow proper 

storage and handling procedures. Fire extinguishers and smoke 

detectors are installed with the accessibility of emergency exits.  

5.  Technology and Automation: It involves utilising automations like 

robotic sorters or Automated  Guided  Vehicles (AGVs) and reduce risks 

involved with manual handling. Also improves the flow of shipments 

and reduce delays.  

6.  Environmental Considerations: It involves  dispose of waste materials 

(damaged goods and excess packaging) properly. To minimize 

environmental impact , switch to sust ainable packaging materials by 

adhering to these health and safety standards.  

E-commerce businesses can maintain smooth operations and prioritize the 

health and safety of both employees and customers.  

IMPORTANCE OF CHECKING BAGS AND SEGREGATING DAMAGED 

SHIPMENTS  

 

Fig . 2.25: Checking bags and segregating damaged shipments  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

ум 
 

Checking bags and segregating damaged shipments improves operational 

efficiency and customer satisfaction as it (Fig.2.25);  

1.  Confirms customers receive products in perfect condition which 

reduces complaints, refunds, and returns.  

2.  Encourage repeat purchases.  

3.  Identifies damaged goods in the warehouse which helps in quicker 

solutions such as repair/ replacement / return without disturbing the 

delivery process.  

4.  Helps to maintain accurate inventory records.  

5.  Prevents the sale of damaged products.  

6.  Follow  the safety and environmental standards particularly for 

hazardous materials.  

7.  Minimise the costs related with returns or refunds for defective items.  

SEGREGATING PACKAGES  

Segregation of packa ges by geography, type, storage requirements, and 

delivery priority improves warehouse organization, timely deliveries and 

improve shipping processes.  

1.  Based on Geography:  Arrangement of the packages according to their 

destination, such as regions, cities, or countries to enable smooth 

shipping and efficient sorting. It;  

a. Enhances overall logistics efficiency as it simplifies the allocation of 

shipments to the right carrier and /or delivery route.  

b.  Reduces delays in transit as grouping of packages reaching th e same 

location speeds up dispatch.  

c. Helps reducing transportation costs by minimizing the number of 

trips needed.  

2.  Based on Type:  Classifying packages based on their type 

(Fragile/hazardous/ oversized/perishable items).  

a. Confirms that the products are handl ed and stored correctly .  

b.  Reduce the risk of damage or accidents.  

c. Facilitate the use of suitable packaging materials and methods 

specific to each product type.  

3.  Based on Storage Requirements: Segregation of packages based on 

their storage requirements (temperature/ humidity/specialized 

shelving) involves;  
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a. Storage of products (perishables/ medications/ electronics) in ideal 

conditions to preserve their shelf life.  

b.  Avoid contamination or damage as incompatible items like food and 

chemicals are separated.   

c. Utilisation of warehouse space efficiently.  

4.  Based on Priority: Segregating shipments by priority/delivery urgency, 

includes high -priority orders or with specific customer deadlines.  

a. It Improves customer satisfaction as it makes sure the orders reach 

on t ime.  

b.  Prioritize urgent shipments particularly during peak times to reduce 

delays.  

c. It supports the effective allocation of resources.  

Segregation of packages by geography, type, storage requirements and priority 

are an essential strategy in e -commerce. By  applying this approach, 

businesses can improve inventory management, optimize their supply chain 

and steadily fulfil customer expectations.  

PRACTICAL EXERCISES  

Activity 1: Demonstrate proper lifting techniques for heavy and bulky 

shipments.  

Material required: Notebook, Paper, Pen/Pencil, Eraser  

Procedure:  

1.  Form a group of four students.  

2.  Discuss workplace risks, particularly when handling heavy or bulky 

shipments.  

3.  Talk about proper lifting techniques to minimize these risks.  

4.  Demonstrate the correct methods for lifting heavy and bulky shipments 

safely.  

5.  Share and discuss the insights gained during the activity with the class.  

Activity 2:  Practice sorting and packaging fragile items to avoid damage.  

Materials Required:  Pen, Pencil, Eraser, bubbl e wrap, cushion box, sketch 

pens   

Procedure:  

1.  Divide the class into groups.  

2.  Discuss the concept of safe handling for fragile items, covering:  
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¶ The use of protective materials such as bubble wrap, foam, or air 

pillows to prevent damage.  

¶ Placing items in a pa dded inner box inside a larger cushioned outer 

box for additional protection.  

¶ Clearly labelling packages with warnings like òHandle with Care òor 

òFragile ó to inform handlers.  

¶ Using specially designed packaging for impact -sensitive items, such 

as electroni cs. 

3.  Select some fragile items to sort and record their details.  

4.  Practice properly packaging these items using appropriate techniques.  

5.  Add labels to the packages if necessary.  

6.  Share and discuss the key takeaways from the activity with the class.  

Activity 3:  Conduct a safety inspection of the handling area and equipment 

to ensure compliance with health and safety standards .  

Materials Required:  Pen, Pencil, Eraser, Notebook  

Procedure:  

1.  Divide the class into groups.  

2.  Visit a nearby transport hub or warehouse.  

3.  Observe and understand the health and safety standards practiced at 

the site.  

4.  Engage in discussions and ask questions on topics such as:  

¶ Workplace safety standards  

¶ Personal protective equipment (PPE)  

¶ Safe handling of packages  

¶ Hazard management  

¶ Technology a nd automation in operations  

¶ Environmental considerations in the workplace  

5.  Review the safety inspection processes for handling areas and 

equipment to ensure compliance with health and safety regulations.  

6.  Take detailed notes during the visit.  

7.  Prepare a compr ehensive report based on observations and 

discussions.  
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8.  Submit the report in class and share insights and learnings from th is 

activi ty.  

CHECK YOUR PROGRESS  

A.  Fill in the Blanks  

1.  _______________and segregating damaged shipments improves 

operational efficiency and customer satisfaction.  

2.  To prevent collisions and tripping hazards maintain clear pathways 

and __________________. 

3.  ____________________safeguards items. 

4.  For safe handling of ___________________items   material like bubble 

wrap is used.  

5.  ________________________ include the recipient õs address, return 

address and any special handling instructions  

B.  Multiple Choice Questions  

1.  Insulated containers are used for handling of____________ . 

a) Perishable items  

b) Bulky items  

c) Fragile items  

d) Waste items  

2.  Bubble wrap, foam, o r air pillows are used in_____________ . 

a) Perishable items  

b) Bulky items  

c) Fragile items  

d) Waste items  

3.  Workplace Safety standards include;  

a) Train employees on safe handling procedures  

b) Design workstations /tools  

c) Perform regular inspections  

d) All of the above  

4.  Sustainable packaging materials are a part of___________ . 

a) Environmental considerations  

b) Technology and automation  

c) Workplace Safety standards  
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d) Hazard management  

5.  Grouping packages going to the same location comes under basis 

of_______________. 

a) Type 

b) Geography  

c) Storage requirements  

d) Priority  

C. State whether the following statements are  True or False  

1.  Temperature or freshness indicators are included in shipping of 

bulky items to verify the condition of the goods upon delivery.  

2.  Proper packaging is utilizing suitable materials like durable boxes, 

bubble wrap or waterproof packaging to protect items during transit.  

3.  If the products are delivered in perfect condition, it builds customer 

trust and increase satisfaction.  

4.  Providing respiratory protection is not imp ortant when dealing with 

hazardous materials or working in dusty environments.  

5.  Segregation of packages based on storage requirements utilize  

warehouse space correctly.  

D.  Match the followings  

 Column A   Column B  

1 Automation  A Bulky Items  

2 PPE B Handling instructions  

3 Pallets, wooden straps  C Smoke Detectors  

4 Label  D Gloves and vests  

5 Hazard Management  E Robotic Sorters  

E.  Short Answer Questions  

1. What do you understand by Safe handling?  

2. Define;  

a. Fragile items  

b.  Perishable items  

c. Bulky items  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI  

ус 
 

3. What do you mean by health and safety?  

4. What is a protective packaging?  

5. What is a Personal Protective Equipment ? 

F.  Long Answer Questions  

1.  Explain the concept of  segregating packages based on geography, 

type, storage, and priority.  

2.  Elaborate health and safety standards for handling shipments.  

3.  Discuss the importance of checking bags and segregating damaged 

shipments.  

4.  Explain the meaning and importance of protective packaging .  

G. Check Your Performance  

1.  Demonstrate the health and safety risks at work place.  

2.  Role play: Techniques of safe handling in different shipments.  
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MODULE  3: HANDOVER AND REPORTING 

DELIVERIES ISSSUES  

In the rapidly evolving scenario  of e-commerce, the significance of efficient 

delivery logistics cannot be overstated. As consumers increasingly expect swift 

and reliable service, the role of delivery associates becomes vital  in ensuring 

that these expectations are met. However, the complexiti es of the delivery 

process often give rise to various challenges that can hinder operations and 

impact customer satisfaction.  

An e -commerce delivery associate plays a critical role in ensuring the 

seamless execution of the last -mile delivery process, brid ging the gap between 

the company and its customers. This role encompasses a wide range of 

responsibilities, including proper handover of packages, managing 

undelivered shipments, handling company receipts, and obtaining customer 

acknowledgments.  

Timely rep orting of delivery issues such as delays, missed pickups, or 

damaged shipments is another key responsibility, enabling quick resolution 

and maintaining operational efficiency.  Further , ensuring the vehicle is in 

good condition and adhering to maintenance s chedules are essential for 

minimizing disruptions and ensuring timely deliveries.  

Proper documentation, including filing forms such as insurance, 

reimbursement form, etc . and logging delivery statuses, ensures 

accountability and smooth operations. Returnin g company property, such as 

devices, unused stationery, or uniforms, is equally important for resource 

management and organizational compliance. Collectively, these duties 

highlight the delivery associateõs pivotal role in sustaining the efficiency, 

reliab ility, and customer -focused approach of e -commerce logistics.  

This module  explore the best practices for handover operation among delivery 

associates, discuss about undelivered shipment in first session, company 

receipts and acknowledgement in second sessi on and outline strategies for 

effective reporting in third session where as in last session we talk about the 

documentation and returning of company devices.  

E-commerce businesses can enhance their delivery processes, improve 

customer satisfaction, and ul timately foster a more resilient supply chain  by 

understanding these dynamics . Whether you are a delivery associate, a 

logistics manager, or a business owner, insights into this kind of aspect in e -

commerce operations can help propel your organization towa rd greater 

efficiency and success.   
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SESSION 1: HANDOVER PROCESS  

The concept of handover (fig 3.1) involves the structured process of 

transferring responsibility for packages, routes, and delivery -related 

information either from the warehouse to the deliver y associate or between 

delivery associates. This process ensures that each package reaches its 

destination successfully and that any issues or concerns are documented and 

addressed at each stage (Fig3.3) of delivery.  

 

Fig . 3.1 : Handover process between warehouse  

Overall, a well -implemented handover process in e -commerce delivery 

promotes continuity, efficiency, and accountability, ensuring that packages 

are handled carefully from dispatch to doorstep.  

 

Fig . 3.2 : Handover of pac kage  


