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If you're in the last-mile industry, you're aware this fast-moving element 
in the order lifecycle has always been vital to the overall success of the 
customer experience. And luckily, last-mile delivery is finally receiving 
the recognition it deserves in the transportation sector and the universal 
supply chain. Keeping your business successful in the last mile involves 
paying attention to what constitutes a triumphant last-mile experience 
and what differentiates the leaders from the laggards. 

As a vehicle is a machine comprised of many moving parts, the last-mile 
experience is a machine with numerous moving parts of its own. The 
customer experience is shifting at an unprecedented rate — with much 
energy going to innovative technology, an intensifying yearning 
for convenience, and the pandemic reshaping our lives in real time. 

There are five last-mile trends currently cementing 
our figurative roadway:

1.  	 E-commerce

2. 	 Same-day delivery

3. 	 Contactless delivery 

4.   Crowdsourcing

5.   Customer experience

Identifying the inventive trends of today is one vital way you can establish 
yourself as a pioneer in the last-mile sector.
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E-commerce

E-commerce, the process of conducting transactions electronically on 
the internet, crossed $1 trillion for the first time in 2022. It is both the 
highest annual e-commerce growth rate in two decades and nearly 
triple the growth rate of 2019. To no surprise, the pandemic significantly 
accelerated e-commerce growth.
 
This click-and-pay way of shopping increased retail sales percentages 
and impacted both business-to-business (B2B) and business-to-
consumer (B2C) environments. As customers grew more reliant on online 
shopping during the drawn-out height of the COVID-19 pandemic, both 
for their sanitary safety and due to store restrictions, they also pivoted 
toward making non-traditional purchases, including cars and furniture.

These solutions are critical because they connect the needs of both your 
teams and customers, never sacrificing the convenience of one over the 
needs of the other.

You can position yourself in 
the e-commerce space with 
solutions that:

•	 Quickly find capacity in your 
fleet so you can account 
for express and traditional 
deliveries

•	 Help drivers and dispatchers 	
easily navigate routes in real 
time 

•	 Keep customers informed  
in a proactive way that doesn’t 
break your phone lines

3  |  1 (888) 401-0423  omnitracs.com

Trend #1

https://www.digitalcommerce360.com/article/us-ecommerce-sales/#:~:text=Consumers%20spent%20%24861.12%20billion%20online,the%2015.1%25%20jump%20in%202019
https://www.omnitracs.com/dispatching-routing
https://www.omnitracs.com/omnitracs-dispatch
https://www.omnitracs.com/applications/omnitracs-active-alert
https://www.omnitracs.com/


It began with five-day delivery, then it was two-day, shortly afterward 
it was next-day, and now we’ve reached same-day delivery. Every time 
the bar for delivery windows rises, fleets struggle with balancing the 
customer experience with operational costs.
 
To understand how swift this process must be, we can look to the post-
sales cycle. Once a customer has made a purchase, given that the 
purchase was made within the same-day delivery benchmark, businesses 
must get the order ready, ship it out, and get it to the last-mile vehicle the 
same day. To streamline the process, some retailers are partnering with 
last-mile fleets rather than utilizing their own delivery services. 

While same-day delivery is understandably demanding, the benefits 
offered to customers are unprecedented. It is, with the exception of 
expedited local delivery, the fastest method of shipping and delivering 
that businesses can offer customers today.

57% of North Americans between the ages of 23-27 said they 
would be more loyal to a business if it offered a same-day 
delivery service.

If you’re a fleet looking to reap the 
benefits of same-day delivery for 
customer — and your business 
strategy — you should look no 
further than efficient routing and 
dispatching solutions. 

These solutions are  
imperative in this space,  
as they:

1.	Account for same-day orders 
and work route algorithms into 
driver routes to add additional 
stops with minimal disruption 

2.	Enable dispatching that keeps 
the lines of communication 
open between drivers and 
dispatchers as drivers are racing 
against the clock

Same-day delivery 
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https://www.joc.com/international-logistics/retailers-boost-use-gig-platforms-same-day-deliveries_20200930.html
https://www.businessinsider.com/crowdsourced-delivery-report
https://www.omnitracs.com/solutions/dispatching-and-routing-solutions
https://www.omnitracs.com/solutions/dispatching-and-routing-solutions
https://www.omnitracs.com/


Contactless delivery

Gone are the days of clipboards and electronic pens — and they may 
never return. While the pandemic has indeed reshaped our approach to 
plenty in the last-mile space, there is perhaps no better example of its 
impact than contactless deliveries.
 
To minimize touchpoints and person-to-person contact, fleets have 
sought solutions that verify delivery credibility while keeping driver and 
customer safety top of mind. Unsurprisingly, this new approach is far 
more convenient. It results in drivers and customer teams maintaining 
flexibility in their days, so customer teams are not tied down to the 
delivery schedules of the businesses with which they’re working.

A proactive delivery 
application is essential 
to those looking to 
ensure front-line workers 
remain protected while 
also providing customers 
and drivers with greater 
flexibility in their workdays.

With this approach, 
customers are notified of 
their delivery ETAs with 
proactive notifications. 
Once their order has arrived, 
they’ll receive electronic 
proof of delivery with 
embedded photos.  
No pen, no pain. 

5  |  1 (888) 401-0423  omnitracs.com

Trend #1Trend #3

https://www.omnitracs.com/applications/omnitracs-active-alert
https://www.omnitracs.com/applications/omnitracs-active-alert
https://www.omnitracs.com/


Finding and retaining drivers is a significant challenge in the last mile. 
Fortunately, emerging models enable local drivers to sign up for delivery 
operations. This form of last-mile delivery falls under the umbrella 
definition of crowdsourcing. The success of rideshare applications can 
account for this expansion into last-mile delivery. 

The last mile is often the most expensive element of the delivery process. 
As such, fleets are understandably keen on the benefits crowdsourcing 
offers but must ensure that their approach amplifies, rather than drains, 
ROI. For one, crowdsourced drivers are often paid hourly rather than with 
a salary. At face value, paying drivers by the hour seems like it would save 
fleets money. However, depending on what is being delivered and how 
large the load is, many fleets can’t solely rely on crowdsourcing. So, they 
must balance both salaried drivers with hourly drivers. 

In the crowdsourcing sector, 
reliable data and analytics 
solutions are paramount.  
With comprehensive and 
digestible data, fleet 
leaders can break down the 
cost-saving benefits outlets 
like crowdsourcing offer and 
then remodel their business 
approach by tapping into 
actionable insights. 

Crowdsourcing
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https://www.businessinsider.com/crowdsourced-delivery-report
https://www.omnitracs.com/solutions/data-and-analytics
https://www.omnitracs.com/solutions/data-and-analytics
https://www.omnitracs.com/


Customer experience

Customer experience is the number one factor driving innovation in 
the last-mile industry. It’s impossible to talk about customers, though, 
without focusing on drivers. Drivers do more than transport goods from 
one location to another, although that piece of their role is undoubtedly 
essential. A driver serves as a brand ambassador for your business — the 
last point of contact for your customer. To keep drivers happy, you have 
to ensure they’re not overwhelmed. So, it’s safe to say that providing a 
positive customer experience goes hand in hand with securing a positive 
driver experience.

In the B2B world, customers are busy catering to their customers. So, the 
last thing anyone wants to do is keep track of their order through repetitive, 
time-consuming phone calls. Giving power back to the customers is made 
possible with a proactive order notification solution that helps customers 
remain aware of the status, location, and ETA of every order. Most 
importantly, a valuable solution clears your phone lines from repetitive 
calls, saving both your customers and teams time. 

When thinking of the drivers 
working with you, ask 
yourself the following:

1.	Are they able to easily navigate 
along the most convenient 
routes for their vehicles and 
loads?

2.	Do they have a digestible  
task-by-task and stop-by-stop 
workflow experience? 

3.	Am I protecting them with  
a video-safety culture, so 
they’re returning home to  
their families unscathed?
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https://www.omnitracs.com/resources/last-mile-delivery-webinar-what-will-separate-leaders-laggards
https://www.omnitracs.com/applications/omnitracs-active-alert
https://www.omnitracs.com/omnitracs-navigation
https://www.omnitracs.com/omnitracs-drive
https://www.omnitracs.com/applications/video-based-safety-program
https://www.omnitracs.com/


Trends to triumphs
  
Fleet leaders can look to inventive leaders in the last mile, like Omnitracs, 
to remain ahead of the curve. Innovation breeds innovation, which is why 
we prioritize and pay attention to promising trends in and outside of the 
final leg of delivery. As trends emerge and evolve — from delivery robots 
to autonomous vehicles — our technology evolves in unison.

At the root of these five trends is one crucial constant: the customer. Most 
specifically, it is the customer’s expectations — their expectations around 
their experience, what your business can offer them, and how well your 
model is keeping up with their business needs. Ultimately, each one of us 
can relate to the customer because we are customers. We know what it 
means to have a business you can rely on that cares about you and your 
needs and works tirelessly to deliver an experience that makes us feel 
seen and appreciated. 

The last mile is where the culmination of everything your business 
is — everything you seek to offer your customers — comes to fruition. 
It is so much more than handing a load off to someone. With over 30 
years pioneering our way in the last-mile and transportation space, we 
understand the intricate importance of the last mile better than most. 
That thorough knowledge has shaped our approach to innovative fleet 
management, sculpting our solutions for our last-mile customers and 
beyond.

Deliver a lasting impression that leaves even your most challenging 
customers impressed with Omnitracs last-mile solutions.
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ABOUT OMNITRACS

Omnitracs, LLC is a global pioneer of trucking solutions for all business models. Omnitracs’ more than 

1,000 employees deliver software-as-a-service-based solutions to help over 14,000 customers manage 

nearly 1,100,000 assets in more than 70 countries. The company pioneered the use of commercial vehicle 

telematics 30 years ago and serves today as a powerhouse of innovative, intuitive technologies. Omnitracs 

transforms the transportation industry through technology and insight, featuring best-in-class solutions 

for compliance, safety and security, productivity, telematics and tracking, transportation management 

(TMS), planning and delivery, data and analytics, and professional services.

For more information, visit www.omnitracs.com.
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