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SAP Customer Experience unlocks a world of digital innovation,
customer value and growth that builds trusted relationships
between brands and customers. Built on the foundation of the
Intelligent Enterprise and powered by an open and extensible
platform, the SAP C/4HANA integrated technology suite
empowers businesses to manage the complete customer
experience by putting a consent-driven, single customer view at
the center of business. It brings together customer data
management, machine learning and microservices to power
real-time, intelligent customer engagements across sales,
customer service, marketing and commerce. SAP customer
experience helps brands build long-term competitive
differentiation and loyalty through experiences that are trusted,
simple, personal, helpful, and connected to help customers
achieve their goals. 

Ecommerce Foundation is an independent organisation,
initiated by national ecommerce associations worldwide
and omnichannel-online companies from the retail,
travel, and finance industries. 

  
Our mission is to facilitate ecommerce through the
development of practical knowledge, market insights, and
services. 
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https://www.sap.com/
https://www.sap.com/
http://ecommercefoundation.org/
http://ecommercefoundation.org/


#1  ITALY OVERVIEW

#2 INFRASTRUCTURE & LOGISTICS

#3  ECOMMERCE LANDSCAPE

#4 ABOUT THE REPORT

Table
of Contents

 
 



AREA: 301.318 km2
CAPITAL: Rome
CURRENCY: Euro (EUR)

ITALY
 OVERVIEW            

#1

Government:
Republic

Internet users (2018):
79%
Main device used for Internet:
Desktop, 54.5%
URL country code:
.it

Official languages:
Italian



Most of the population is  between 25-54

Population & Internet Penetration
Total population (in millions) &
Share of the population using the Internet, 2014-2019(f)

68%

Age Structure
Share of population in select  age ranges, 2018

71%
73%

77%
79%



GDP expected to increase in 2019
Gross domestic product (EUR)
GDP, GDP per Capita & GDP Growth Rate, 2015-2019 (f) 
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Internet Inclusivity Index
 

The Index outlines the current state of Internet inclusion across

86 countries, and aims to help policymakers and influencers gain

a clearer understanding of the factors that contribute to wide

and sustainable inclusion.

Availability
 This category examines the quality
and breadth of available
infrastructure required for access
and levels of Internet usage.

Affordability
 This category examines the cost of
access relative to income and the
level of competition in the Internet
marketplace.

Relevance
 This category examines the cost of

access relative to income and the

level of competition in the Internet

marketplace.

Readiness
 This category examines the capacity

to access the Internet, including

skills, cultural acceptance ,and 

supporting policy.
#20

Internet Inclusivity Rank

Italy ranks 20th in the Internet Inclusivity
Ranking



Italy has dropped in the Ease of Doing
Business Index

Logistics Performance Index
 

The LPI overall score reflects perceptions
of a country's logistics based on, among
other  things, efficiency of customs
clearance process, quality of trade- and
ease of logistics services.

Ease of doing Business Index
 

A high ease of doing business ranking
means the regulatory environment is
more favorable for the starting and
operation of a local firm. The rankings are
determined by sorting the aggregate
distance to frontier scores on 10 equal
topics.

19
Logistical

Performance
Index

E-Government Development Index

The UN’s E-Government Index provides a
comparative assessment of the e-
government development of UN Member
States. Important factors contributing to a
high level of e-government development
are concurrent past and present
investments in telecommunication,
human capital and provision of online
services.

51
Ease of doing

Business Index

22
E-Governement

Development
Index
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B2C ecommerce turnover to reach over 35
billion euros

 
  
The share of the total GDP made up by B2C ecommerce
sales continues to increase every year.  

B2C Ecommerce Turnover
B2C ecommerce sales (billions of Euros) & growth rate, 2015-2019  (f)
 



Around 37% of the online population is
forecasted to shop online in 2019
E-shopper Penetration
 Share of the population having shopped online, 2015-2019 (f)

2015:
 €1,407

E-Shopper Spending
Annual amount spent per e-shopper (Euros), 2015-2019  (f)

2017:
 €1,529

2016:
 €1,476

2018:
 €1,769

2019 (f):
 €2,081



Retail ecommerce revenue expected to
increase in every sector

Revenue by Product Category
 Ecommerce revenue forecast in Italy from 2017 to 2023, by segment (in billion Euro)



Number of shoppers is  increasing in the Toy
and DIY sector 

Shoppers per Product Category
 Number of Toys, Hobby & DIY e-commerce users in Italy from 2017 to 2023, by segment (in millions)



Furniture & Home  Appliances to reach over
19 million shoppers

Shoppers: Furniture & Homeware/Appliances
 Number of Furniture & Appliances ecommerce shoppers in Italy from 2017 to 2023, by segment (in millions)



Electronics & Media to reach over 58
million shoppers

Shoppers: Consumer Electronics/ Books, Movies, Music & Games
 Number of Electronics & Media ecommerce shoppers in Italy from 2017 to 2023, by segment (in millions)



Travel tickets and Clothing are the leading
ones in online purchases 

Online Purchases: Goods & Services
 Share of goods and services purchased online in Italy in 2017, by category



Amazon dominates  the Italian ecommerce
market  

Top Online Retailers 
 Leading online retailers based on revenue (million of Euro), 2018

#2

#3

#4

€2,325

#7

#8

€211#1 #6

#5

#9

€448

€312

€277

€239

€185

€172

€151



Bank transfers have the highest
concentration of average online expenditure

Average Online Expenditure by Device
Average expenditure on ecommerce goods 2016, by device

Payment Methods: Average Online  Expenditure
Average expenditure on ecommerce goods 2017, by payment methods



PayPal is the most used payment method for
online purchase
Payment Methods
 Payment methods for online purchases of digital goods vs tangible goods in Italy in 2017



Most of eShoppers (19%) have bought from
the UK in 2018

19%

16%

18%

6%

9%

Cross-border Online Shopping
Top countries by share of purchases originating from Italy, 2017

5%
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Sources used in the report

The report could only be realized by consulting a great number of
valuable sources. These were available in various countries and
regions in Europe and around the globe. The wide variety of
sources include public domain publications, blogs, websites,
industry and financial specialist publications, regional and local
news, annual reports, and press releases.
 
Sometimes the information sources are contradictory and
sometimes different figures and data were given by varying sources
within the same country, for example due to different definitions.
In our reports we have mentioned the different sources, definitions
and outcomes of such reports, studies and interpretations.
 
The report is based on information that we consider reliable, but
we cannot vouch for it being completely accurate or complete, nor
should it be relied upon as such. Opinions expressed are our
current opinions as of the date of this report.

OUR SOURCES
The World Factbook

Statcounter
Doing Business World Bank

Statista
Osservatori

Statista

Eurostat

Statista
Statista

Statista

LPI World Bank  
 Quandl

Netcomm

Eurostat

https://www.cia.gov/library/publications/the-world-factbook/
http://gs.statcounter.com/social-media-stats/all/italy
http://www.doingbusiness.org/rankings
https://www.statista.com/statistics/871153/top-online-stores-italy-ecommercedb/
https://www.osservatori.net/it_it/osservatori/ecommerce-b2c
https://www.statista.com/statistics/573333/italy-share-of-payment-methods-for-online-purchases-of-goods-versus-services/
https://ec.europa.eu/eurostat/data/database
https://www.statista.com/statistics/480524/electronics-media-e-commerce-users-in-italy-by-segment/
https://www.statista.com/statistics/580452/italy-average-expenditure-on-e-commerce-websites/
https://www.statista.com/statistics/573329/italy-share-of-goods-and-services-purchased-online/
https://lpi.worldbank.org/
https://www.quandl.com/data/ODA/ITA_NGDPD-Italy-GDP-at-Current-Prices-USD-Billions
https://www.consorzionetcomm.it/eventi/logistica-e-packaging-per-l-e-commerce.kl
https://ec.europa.eu/eurostat/home?
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ENERGY PARK - Edificio 03
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ADDRESS:

CONTACT:
Free Phone: 800 789 088
Phone: +39 039 6879 1 
E-mail: info.italy@sap.com
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https://www.sap.com/italy/index.html

FOLLOW US:
@SAP_CX
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SAP Customer Experience unlocks a world of digital innovation, customer value
and growth that builds trusted relationships between brands and customers.
Built on the foundation of the Intelligent Enterprise and powered by an open
and extensible platform, the SAP C/4HANA integrated technology suite
empowers businesses to manage the complete customer experience by putting
a consent-driven, single customer view at the center of business. It brings
together customer data management, machine learning and microservices to
power real-time, intelligent customer engagements across sales, customer
service, marketing and commerce. SAP customer experience helps brands build
long-term competitive differentiation and loyalty through experiences that are
trusted, simple, personal, helpful, and connected to help customers achieve
their goals. 
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