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“Congrats on finishing the big project!

  Our team appreciates you!”

Clara just sent you a gift!

Welcome to the Gifting Economy

(This Is Going to Be Big)

The gifting economy is huge.



Gift giving is an integral part of our lives. 

Whether we’re welcoming a new hire, 

celebrating a birthday, showing our affection, 

or making holiday wishes come true, we use 

gifts to express our love, gratitude, and joy. 

And all of this generosity adds up to a big 

opportunity: a massive gifting economy that’s 

expanding every day. With a multitude of 

gifting occasions to celebrate—from holidays 

to birthdays to “just because”—Americans 

spend hundreds of billions of dollars on gifts 

and gift cards every year. We spend $659B on 

winter holiday gifts alone, and the market for 

business gifts is estimated to total $125B.

But it could be even bigger.



The experience economy has transformed a 

wide range of industries. Today, we talk about 

ride sharing instead of taxis, home rentals 

instead of hotels, and streaming services instead 

of DVDs. Companies like Uber, Airbnb, and Netflix 

have not only reinvented but expanded their 

respective markets, driving commerce by 

offering a new standard of innovative, delightful 

experiences that are custom-built, data-driven, 

and highly personalized. 



But gifting has been left behind in the experience 

revolution. While most everything else in our lives 

is now digital and experience-driven, gifting is 

stuck in the past, and the experience gifters and 

giftees get is an afterthought at best. 

C H A PT E R  O N E

https://nrf.com/media-center/press-releases/holiday-shoppers-plan-spend-4-percent-more-year
https://nrf.com/media-center/press-releases/holiday-shoppers-plan-spend-4-percent-more-year
https://knackshops.com/pages/business-survey
https://knackshops.com/pages/business-survey


We call this problem the Gift Experience Gap.



In the absence of a delightful, thoughtfully designed gifting experience, 

buying and receiving gifts can be a stressful, anxiety-provoking 

experience. More than half of holiday gifters feel anxious about choosing 

the right gift, and they have good reason to: Over 77% of people expect 

to return their holiday gifts. Considering the large role gifting plays in our 

lives, this is a shame—and a missed business opportunity. 



And then there’s the matter of latent demand: Think of the millions of 

gifts that might not get bought or sent because it’s difficult to gift 

spontaneously. When we’re not sure exactly what to get or we don’t 

have the recipient’s mailing address handy or we’ve missed a shipping 

deadline, we may end up not sending anything. The gifting journey is 

paved with problems like these: 32% of shoppers say they don’t know 

what color or size to buy and 23% say they don’t know the recipient’s 

mailing address.1 Not only are retailers missing out on sales and a chance 

to win new customers, they’re missing an opportunity to connect with 

gift recipients and gain a holistic understanding of their customers’ 

gifting journey. 



In an age where consumers live on their devices—communicating, 

banking, and doing pretty much everything else on their phones and 

computers—why can’t gifting occur there too? Digital natives are 

thoughtful gifters; millennials lead other generations in giving “just 

because” gifts. An intentionally designed gifting experience that 

harnesses the advantages of digital and meets millennials and Gen Z 

where they are is long overdue. And it’s not just younger generations who 

are ready for digital gifting: 45% percent of Americans over 50 use 

mobile apps to shop. 
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This lack of innovation can leave huge profits on the table.
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O F  P E O P L E  SAY  T H E Y  G I V E  G I F TS

P L A N N E D  S P E N D  F O R  2 0 1 9  H O L I DAY  G I F TS

P R OJ E CT E D  S P E N D  O N  G I F T  CA R DS  ( 2 0 1 9 )

M A R K E T  F O R  N O N - CA S H  B U S I N E S S  G I F TS

731B

163B
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1   GiftNow Research Insights 2020, RTi Research


2   Mintel 2019 Gifting Report, Mintel, June 2019 store.mintel.com


3   https://bit.ly/2AyDv1x 


4   https://bit.ly/3fkF7La


5   https://bit.ly/2C5xmKN

https://retailtouchpoints.com/topics/customer-experience/gift-giving-not-exclusive-to-holidays-60-of-millennials-buy-just-because
https://retailtouchpoints.com/topics/customer-experience/gift-giving-not-exclusive-to-holidays-60-of-millennials-buy-just-because
https://www.marketingcharts.com/demographics-and-audiences/boomers-and-older-82628
https://www.marketingcharts.com/demographics-and-audiences/boomers-and-older-82628
http://store.mintel.com
https://bit.ly/2AyDv1x
https://bit.ly/3fkF7La
https://bit.ly/2C5xmKN


Enter Gift Experience 
Management™.



Gift Experience Management (GXM) is the 
holistic gifting solution consumers, 
businesses, and merchants have been 
waiting for. By recognizing gifting as a 
complex, interconnected system, 
understanding gift shopping as a unique 
customer journey (distinct from self 
shopping), and considering the needs and 
desires of both gifters and recipients, GXM 
creates thoughtfully designed gifting 
experiences that add value every step of 
the way. 



Thanks to GXM, gifting is finally joining the 
digital experience revolution. And just as 
we’ve seen experience-driven innovations 
completely reinvent other industries, we 
can expect to see gifting transform 
dramatically. Purpose-built, digital gifting 
solutions for products and gift cards take 
the anxiety, disappointment, and 
roadblocks out of giving and receiving, 
making gifting easier, more satisfying, and 
more spontaneous than it’s ever been. For 
merchants, this can mean more customers, 
increased revenue, and fewer returns.

Here’s what GXM looks like.

YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N

Gifts are delivered in real time on familiar 
digital channels. 

Not having a recipient’s mailing address is 
no longer a barrier to sending a gift—digital 
gifts and gift cards arrive instantly via email, 
text, or messaging.

Thoughtful details preserve the warmth of 
physical gifting. 

With custom video greetings, artful 
animations, and other personalized 
details, gift cards become elegant 
experiences and digital gifts feel warm 
and intimate.


Recipients enjoy unprecedented flexibility. 

Digital gifts spare them the trouble of 
physical returns—recipients can customize 
their gift or digitally exchange it, hassle 
free. Gift cards can be delivered digitally or 
physically. 

Gift givers can gift without hesitation. 

Through curated gift suggestions and 
personalized gift card experiences, GXM 
makes it easy to give the right gift and 
eliminates concerns about what size or 
color to choose.
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GXM makes gifting better for everyone. 



Empowered by GXM, gifting is evolving in important ways. The way 

consumers buy, sell, choose, receive, and exchange gifts is changing for 

the better, and we can expect the experience around gifting to evolve, 

too: The anxiety, disappointment, and stress that can be associated with 

gifting will fall away, replaced by feelings of excitement and anticipation. 

Merchants and business gifters will benefit from this change in sentiment—


and gain unprecedented insights into gift-giving behavior—and companies 

across industries will finally enjoy a powerful, unified gifting solution. 
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Recipients get what they 

really want.


Recipients don’t have to 

feel guilty about not liking 

a digital gift—and they 

don’t have to print a 

shipping label and make a 

trip to the post office to 

swap it for something else. 

Digital exchanges enable 

the recipient to modify or 

exchange their gift before 

it’s shipped, so they always 

wind up with the perfect 

present, no matter what 

they were originally gifted. 

Merchants gain customers 

and insights.


Using a GXM platform can 

enable retailers and other 

merchants to win two 

customers instead of 

one—and get insight into 

each customer’s 

experience. Traditionally, 

merchants only have 

access to the gifter’s 

customer journey. But 

GXM allows them to follow 

the recipient’s experience 

too, analyzing how they 

interact with their gift. 


Businesses step up their 

gifting game.


GXM can benefit all types of 

merchants, from retailers to 

restaurants to 

entertainment companies. 

GXM platforms empower 

businesses across industries 

to unify their disparate 

gifting activities and gift 

more strategically, helping 

boost employee 

engagement, wowing sales 

prospects, and increasing 

customer satisfaction. 



Gifters gift with confidence 

and ease.


GXM eliminates the 

problems that make gifting 

stressful. Digital delivery 

makes shipping cutoffs and 

mailing addresses 

non-issues, and easy digital 

exchanges take the 

pressure off choosing the 

perfect present. Gifters are 

liberated to take risks and 

follow their heart when it 

comes to gift selection.


a gift card for you

HAPPY BIRTHDAY

a gift card for you

THANK YOU

Companies that offer gift cards 

have new options.


Despite the fact that gift 

cards represent a huge 

business for retailers, 

restaurants, entertainment 

companies, and other 

merchants, innovation in the 

gift card industry has been 

stifled, limiting their appeal. 

GXM can create opportunities 

to grow the gift card market 

while also making the gift 

card experience more 

personalized and entertaining 

than ever.
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Gift Givers Deserve a Better Experience

E-commerce has made shopping easier than ever.



It’s hard to remember the world before e-commerce. Thanks to the online shopping revolution, most 

people have grown accustomed to quick, convenient, personalized digital shopping experiences. A 

recent study shows that the majority of Americans prefer to shop online and  80% have purchased 

something online in the past month. With the ubiquity of online shopping, it’s easy to take features 

like next-day delivery and one-click purchasing for granted. 



But if we take a closer look, we can see how these innovations were carefully designed to remove 

friction from the customer journey: no more schlepping to the mall, no more waiting for the stuff we 

need, no more struggling to decide what to buy. Customers can browse the aisles of a store without 

leaving the couch, reference thousands of reviews, and compare products. With one-click 

checkout, customers don’t even have to get up to get their wallets, and next-day delivery 

guarantees they get what they need right away. Plus, they get personalized recommendations 

based on their purchase history that curate their shopping experience and help them discover items 

they’ll love. 



Shoppers’ satisfaction with this uber-convenient, personalized shopping experience translates into 

sales: Worldwide e-commerce sales totaled 3.53T in 2019 and are expected to reach 6.54T in 2022.



C H A PT E R  T WO

https://www.disruptiveadvertising.com/ppc/ecommerce/2018-ecommerce-statistics/
https://www.disruptiveadvertising.com/ppc/ecommerce/2018-ecommerce-statistics/
https://www.statista.com/statistics/379046/worldwide-retail-e-commerce-sales/


socks, but that’s probably not what you’re looking 

to send as a present. And breezy one-click 

checkout only takes one click when you’re 

shopping for yourself. Sending a gift? You’ll need 

more than a few clicks to enter a shipping address 

and make selections related to wrapping and 

delivery. 



And let’s talk about gift selection. Can you imagine 

trying to pick out a pair of shoes, a cocktail dress, 

or a piece of art for someone? With traditional 

online shopping, these categories might be largely 

ungiftable. Trying to select such a personal item 

causes too much anxiety for the typical gift giver, 

forcing them into a narrower selection of gifts and 

merchants. In fact, specialty and luxury item 

But online shopping doesn’t 
serve gifters at all.



Gifters have their own customer journey, one 

that’s wholly distinct from the self-shopping 

journey, with its own challenges, points of friction, 

and areas of importance. Because the online 

shopping experience was designed for self 

shoppers, it doesn’t address most gifters’ needs. 



Take shopping personalization: Being shown items 

related to your browsing and purchase history is 

one of the most useful features of online shopping, 

but it doesn’t help you shop for a gift. You might be 

in the market for another pair of moisture-wicking 

merchants may not even be considered when 

someone is shopping for a gift. 



While opening your own purchase is fairly 

uneventful, unboxing and opening a gift is a 

significant, emotional part of gifting—a part that 

the personal online shopping experience fails to 

address. At best, your recipient might get some 

wrapping paper and a brief message printed at 

the bottom of the gift receipt. 



Returns are another issue. When you give a gift, 

there’s extra pressure to choose the right 

thing—you don’t want to saddle your recipient with 

the chore of exchanging it.  
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Planned and spontaneous;

holiday, birthday, event

Anxiety of getting 

it right, of missing the mark

Shipping address, will it get there in 
time, gift wrapping

Surprise, excitement,

unknown

Fear of gift becoming a chore, 
logistical issues like gift reciept

TRIGGER

TRIGGER

Driven by personal

want or need

Private; purchase anxiety

alleviated by reviews


and easy returns

SHOPPING

SHOPPING

Increasingly one-step,

automated

PURCHASE

PURCHASE

Small part of experience

OPENING

OPENING

Size, quality related. 

A hassle, but low stakes.

RETURNS

RETURNS

S E L F - S H O P P I N G

G I F T - S H O P P I N G

A Tale of Two Shopper Journeys



GXM is the purpose-built shopping 
experience gifters deserve. 



Gift Experience Management (GXM), which we define as the discipline 
of designing and managing gifting experiences holistically, addresses 
the friction points that make the personal online shopping journey so 
frustrating for gifters. GXM finally offers gifters a specialized shopping 
journey of their own, designed around their needs and concerns.



Instead of unhelpfully suggesting items based on past activity, a GXM 
platform might show gift shoppers curated lists of gift ideas. Because 
gifters no longer need to know their recipients’ size or worry that their 
gifts might disappoint, items that were usually ungiftable like shoes are 
now giftable, broadening shopping options to include new merchants, 
categories, and products. Digital delivery eliminates the need to input 
shipping information: Gifters just type a phone number or email 
address, and the gift is delivered digitally—then the recipient customizes 
it as needed and adds their address for physical shipment. 



Digital delivery also creates the possibility of a more meaningful and 
exciting unboxing moment. A GXM platform could bring drama and 
excitement to the experience of receiving a product or a gift card with 
animations and personalized greetings on the recipient’s phone screen. 
And thanks to quick and easy digital exchanges prior to shipping, 
recipients can instantly swap their gifts for a gift card or something they 
like better, so the gift they want arrives on their doorstep. 



As a result, gift givers can gift joyfully and adventurously, free from 
anxiety about getting the wrong thing. And by delivering consistently 
satisfying gifting experiences, businesses can finally fully enjoy the 
opportunities of the gift economy, which can include lower cart 
abandonment, increased incremental sales, improved customer 
acquisition and reduced returns and shipping costs.

09YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N
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The Five Superpowers of GXM for Retail 
C H A PT E R  T H R E E

GXM adds shopping days to the year.



What if you could add three weeks of sales to your top line? By eliminating the frustrating limitations 
posed by shipping cutoffs, Gift Experience Management (GXM) can give gift shoppers up to three extra 
weeks to shop every year. Traditionally, gifters had to mail their presents at least five days in advance 
of big holidays like Christmas, Mother’s Day, and Valentine's Day to ensure they’d arrive on time without 
additional expense. This could mean at least five days of missed revenue for retailers leading into these 
holidays from cart abandonment due to uncertainties about on-time fulfillment. But since digital gifts 
can be delivered immediately, those days are now reclaimed as extra time for consumers to browse, shop, 
and gift. Imagine: A shopper can buy a gift on Christmas morning and have it delivered the same day.



And then there’s the gifting limitation posed by human nature: Think of all the gifts that aren’t given 
because a person has put off buying a present and then the occasion has come and it’s too late. 
Imagine someone sees that it’s a friend’s birthday on social media. They haven’t sent a gift. Should 
they send a note? Send an apology? Hope the friend won’t notice? Buy them a beer the next time they 
see them? This is a case of massive latent demand, as millions of forgetful, procrastinating, 
well-meaning shoppers find themselves in this position. GXM means that they can give a gift right then 
and there and know it will be delivered in time. 

1  

Faster than a same-day delivery, more powerful than a traditional gift, able to win two customers in a 
single transaction, Gift Experience Management (GXM) has some pretty extraordinary superpowers. 
Here are five of its most impressive capabilities.  

YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N

“It’s great for last-minute gifting

  because you don’t have to worry

  about whether the product is

  going to get there in time for

  Christmas. The e-gift is going to

  get there as fast as email.” 



 - Mike McNamara EVP and

    CIO, Target



  GXM gives you more chances to win 

new customers.



By offering an improved gift shopping experience, GXM enables 
retailers and merchants to access new customer segments and reach 
customers they may have previously failed to convert. For example, 
while a male customer may never have visited a jewelry boutique’s 
website, he might browse items from that retailer in the context of a 
GXM platform.  



And with every gift given, retailers can acquire two customers: the gift 
giver and the recipient. So when a man buys his mom a pair of earrings 
from the jewelry retailer he discovered on the GXM platform, that 
retailer can get insight into two customer journeys—not just the gifter’s, 
as is typically the case, but also the recipient’s—and can potentially add 
two happy customers to its database. 



Additionally, by making gift giving faster and more convenient than ever 
before, GXM enables gifting to grow into an even more significant part 
of our daily lives. Gifting becomes a digital currency; no longer reserved 
for big occasions, gifts can be given spontaneously and casually for any 
reason at all. 

2
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GXM increases margins by eliminating 
return shipping costs.



Up to 30% of online purchases are returned, and processing these 
transactions eats away at a retailer’s margins. US return deliveries are 
expected to cost $550B this year, and that’s just the price of shipping—it 
doesn’t account for the many other expenses associated with 
processing returns, like restocking, inventory loss, or customer service 
interactions. 



Not only does GXM eliminate return shipping costs by letting the 
recipient exchange their gift before it leaves the shelves, it also reduces 
shipping expenses in general. GXM effectively ends the expensive “race 
to the bottom” that pits retailers against one another as they compete 
to offer faster and faster (and more expensive) shipping options. Digital 
gifts are delivered instantly—which beats next-day and same-day 
shipping—for a fraction of the cost. Because the gifts are delivered 
instantly, there’s less urgency attached to the arrival of the physical 
item. Instead of being pressured to offer costly expedited shipping, 
retailers that use GXM can choose an economical option. And, our 
research has found that many recipients experience double the joy and 
excitement: They have the pleasure of receiving the digital gift and the 
anticipation of receiving the physical gift a few days later.

3  

YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N

550B
Y E A R LY  C O ST  O F  U . S .  R E T U R N  D E L I V E R I E S

1

1   https://bit.ly/30CshDV 

https://www.wtnh.com/news/business/theres-a-good-chance-your-holiday-returns-will-end-up-in-a-landfill/
https://www.shopify.com/enterprise/ecommerce-returns
https://www.shopify.com/enterprise/ecommerce-returns
https://bit.ly/30CshDV 
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  GXM delights customers with digital 
gifting experiences.



Opening a gift is a thrilling moment, and GXM platforms are capable of 

creating digital unboxing experiences for products and gift cards that 

feel even more magical than tearing open the wrapping paper in 

person. Beautiful, captivating animations customized to the occasion 

lend a premium feel and cinematic quality to the gift experience and 

create a meaningful, emotional moment that the recipient won’t soon 

forget. And personalized video and photo greetings create a powerful 

emotional connection between gifters and recipients. 



This isn’t just good for gifters and giftees; it’s a win for retailers too. They 

can save time and money by foregoing traditional gift wrapping, and 

recipients will associate their brand with the joy and high production 

value of the digital gift opening experience and the positive emotions it 

evoked. 

4   GXM may help speed 
time-to-redemption. 



While gift cards are a key component of a Gift 

Experience Management strategy, a subtle, but 

important nuanced advantage to digital product gifting, 

is that it can potentially offer faster gift redemption than 

gift cards. Because digital product gifts have a starting 

point for the recipient to simply select a product, the 

time-to-redemption can potentially be shorter.

5

YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N

“Happy B-Day, Sis!! Love you lots! ”
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GXM Brings Order to Chaos
C H A PT E R  F O U R

CRM changed the way we do business.



Could you run your business without a Customer Relationship Management (CRM) system? 
Depending on your industry vertical, probably not—or eat least not easily. 



Before CRM became a strategic imperative, customer data was scattered: scrawled in desktop files, 
recorded in notebooks, stored on spreadsheets that varied from department to department. But 
thanks to CRM, today’s companies have a powerful, effective way to gain a holistic view of customer 
data and get critical insights for running their businesses. Not only does CRM store that data in one 
centralized place that’s accessible across the organization, it enables teams to better understand 
their customers, allowing them to offer a higher level of communication and customer service. It also 
makes collaboration across teams more efficient, improves analytical data and reporting, and saves 
time by automating simple tasks. 



A CRM system leads to a more efficient business and contributes to increased revenues: Companies 
that leverage CRM may be able to boost sales by 29% and increase conversion rates by 300%. 
Because of results like these, most companies wouldn’t think of operating without CRM: 91% of all US 
businesses with more than 11 employees use CRM.



Gift Experience Management (GXM) can help businesses organize and manage their gifting 
offerings. As more and more companies implement GXM and recognize all that it enables them to 
achieve, they soon won’t be able to imagine operating without it either. 

https://www.smallbizgenius.net/by-the-numbers/customer-loyalty-statistics/#gref
https://www.smallbizgenius.net/by-the-numbers/customer-loyalty-statistics/#gref
https://www.entrepreneur.com/article/328943#:~:text=By%20making%20both%20routes%20easier,behavior%20like%20purchases%20and%20downloads.
https://www.superoffice.com/blog/crm-software-statistics/#:~:text=The%20CRM%20industry%20has%20seen,with%2010%20employees%20or%20less.
https://www.superoffice.com/blog/crm-software-statistics/#:~:text=The%20CRM%20industry%20has%20seen,with%2010%20employees%20or%20less.


GXM Is like CRM for gifting.



Like CRM, GXM is an all-in-one, integrated solution that brings order to 

chaos. Just as a CRM platform improves customer relationships by 

gathering all customer data and related insights in one place, a GXM 

platform improves gift experiences by gathering all gifting data and 

insights in one safe, central location to provide the business with a 

holistic view of gifting efforts across the organization.



A company’s gifting activities may be divided amongst various 

departments: A company might have a team that works on 

merchandising, another team responsible for gift cards, and yet 

another team that handles employee gifts. As a result, companies can 

be woefully siloed, without a dedicated channel to communicate about 

gifting and no central place to store and reference gifting data. Instead, 

data is likely scattered among departments, difficult to track down and 

impossible to analyze holistically.



That’s where GXM comes in. By creating a central, accessible place 

where all gifting data can be stored and analyzed, GXM empowers 

teams to make strategic decisions and improve gift experiences across 

an organization. 

14YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N
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Five Things to Look For in a GXM Solution

Gift Experience Management (GXM) can have a tremendous impact 
on your business—but only if you choose the right GXM solution. These 
guidelines will help you steer clear of outmoded technology and 
piecemeal approaches and help ensure your  GXM solution will get results.



Holistic 

A legacy gift card system and a return policy aren’t going to cut it. A proper 
GXM solution is holistic—comprehensive and fully integrated into your 
business. With a strong GXM platform, you can offer gift cards and 
digital gifts, track the user journeys of both gifters and recipients, and 
avoid costly returns by letting customers exchange their gifts before 
they ship. 



Beautiful, memorable gift-opening 
experiences

It’s hard to get excited about an email that declares: “Your gift card is 

now available.”  With a good GXM solution, the experience of receiving 
a gift—whether it’s a digital product or a digital gift card—is substantially 
more memorable and moving than a flat, dull email message. Look for 
a GXM platform with high-quality, personalized unboxing animations 
that make the gift experience personalized, unique and meaningful.


Ease of Use

It’s important to choose a GXM solution with simple, intuitive navigation that will 
appeal to digital natives as well as customers with less online shopping experience. 
Look for a platform with an uncluttered, elegant interface and clear calls to 
action that lead users through the flow of selecting, buying, and exchanging gifts. 



Fraud protection and security

Gift card fraud and credit card fraud have emerged as serious problems for  
retailers and customers alike, so fraud protection is a top priority for any GXM 
solution. Ask the GXM provider about their liability protection program to 
maximize approval rates and reduce false declines to improve client 
satisfaction and increase sales. And in order to protect your shoppers and 
yourself, make sure to choose a GXM solution that has solid network security 
and PCI and accessibility compliance.



Built for the future

GXM solutions should be more than just reliably secure and functional—a solid 
GXM solution is focused on customer experience and ready to evolve with the 
gifting market. As contextual gifting and omnichannel opportunities grow on 
the digital networks consumers use every day to stay connected, you’ll want a 
GXM that’s ready to expand into that area.


C H A PT E R  F I V E
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GXM in Action: New Audiences, Powerful Insights

be able to bring new customers to a website who might 
not otherwise consider that website for a purchase.  



GXM can make the recipient a 
customer.



Traditionally, businesses have a very limited relationship to 
the individuals who receive their items as presents. If the 
gift is purchased online, they might know the recipient’s 
mailing address, and if that online gift is returned, they 
could see what item it was exchanged for, but many 
retailers don’t bother to store and analyze this data. And if 
the gift isn’t purchased online, it’s likely that the retailer is 
totally in the dark. 



But when merchants use a GXM platform, they can build 
relationships with gift recipients and analyze their 
shopping behavior. Every gift purchased gives them 
insight into two customer profiles—gifter and giftee—and 
the chance to add both customers to their database. 

GXM discovers new audiences.



By making gift shopping easier than ever, Gift Experience 
Management (GXM) empowers new customer segments. 
For example, studies show that men are more likely than 
women to make purchases on mobile devices, so the same 
man who’s intimidated by picking out a purse for his 
girlfriend in a boutique might feel more comfortable 
browsing handbags on his tablet. 



And when that man shops on a well-designed GXM 
platform, he encounters stores he might never visit in person 
and brands he may never shop from personally—and those 
retailers can discover a new customer they may not have 
otherwise reached. One women’s fashion retailer, who is a 
GiftNow customer, observes that while only 25% of its web 
visitors are men, 49% of the gifting purchases made through 
its GXM platform are made by male shoppers. 



For these reasons, GXM opens the door to “boyfriend” and 
“girlfriend” markets and can become a customer 
acquisition powerhouse. A thoughtful GXM experience may 

C H A PT E R  S I X

https://www.businessinsider.com/the-demographics-of-who-shops-online-and-on-mobile-2014-8
https://www.businessinsider.com/the-demographics-of-who-shops-online-and-on-mobile-2014-8


“A well-designed GXM  


  platform tracks the entire 


  gifting journey—for gifter 


  and giftee—from the start 


  of the gifting process to 


  delivery and acceptance 


  by the recipient, highlighting 


  relevant milestones.”

GXM illuminates the gifting journey. 



GXM doesn’t just keep track of gift purchases and exchanges. A 

well-designed GXM platform tracks the entire gifting journey—for gifter 

and giftee—from the start of the gifting process to delivery and 

acceptance by the recipient, highlighting relevant milestones. The 

cadence of these steps and patterns that emerge help retailers 

understand their shoppers’ gifting behavior. 



GXM provides actionable insights broken 
down by demographics. 



In addition to sharing insights into individual customer behavior, GXM 

platforms can provide insights about gift shopping trends. GXM users 

can even integrate their CRM to connect gifting data to customers. The 

GXM solution may enable a retailer to see the demographics of its 

gifting customers, know what states its gifters and giftees live in, learn 

which products are most popular among which demographic, and 

even potentially view a breakdown of gifts by occasion. These insights 

can be especially useful in developing marketing strategies that appeal 

to gift givers during peak holidays and for year-round occasions such 

as birthdays and anniversaries.



A GXM system should also deliver a comprehensive KPI report that 

presents key metrics including total orders, total sales, average order 

value, purchase conversion, checkout conversion, redeemed orders, 

and scheduled orders. 

17YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N



18YO U R  G U I D E  TO  T H E  G I F T I N G  R E VO LU T I O N

Say Goodbye to Boring Corporate Gifts
C H A PT E R  S E V E N

Corporate gifts are typically 
unremarkable.



Gift giving is an important business strategy: Meaningful, 

memorable gifts help build relationships between 

employers and employees, sales teams and prospects, 

and businesses and customers. And yet too often, 

corporate gifts are the opposite of memorable—portable 

phone chargers and stress balls emblazoned with 

company logos get thrown out or tossed in a junk drawer. 

Given the option, often people may change a generic 

corporate gift for something more suited to their interests. 

Corporate gifting is already a $125B market—imagine how 

much bigger it could be if more corporate gifts made a 

more meaningful impression. 




Gift cards are an important component of a successful 

corporate gifting program, and they may be substantially 

more popular than branded swag. But when managed 

improperly, they can be just as forgettable because they 

may lack a personal touch that recipients may value.  

Recipients may appreciate the feeling that a gift was 

picked especially for them, driving positive sentiments.  

And the stakes are high: Missing the mark on a corporate 

gift can mean the difference between a closed deal and a 

lost one, a satisfied customer and a negative review, or a 

new hire and a declined job offer. 



But choosing a personalized business gift is no small feat. 

It’s hard enough to shop for friends and family members, 

and selecting a personal gift for someone you don’t know 

very well, like a sales prospect or a new employee, is an 

even bigger challenge. Even if you have some insights into 

your recipient’s likes and dislikes—perhaps you know their 

favorite sports team—you probably don’t know their size, 

which makes gifting a team jersey a risky proposition. 



And that’s why so many corporate gifts are boring: Gifters 

don’t want to take risks, so they opt for a gift that’s safe, 

bland, and … unlikely to make a significant impact. 


https://knackshops.com/pages/business-survey
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Enter GXM, deliverer of meaningful, memorable 
corporate gifts. 



A Gift Experience Management (GXM) platform empowers corporate gifters 
to give the most valued kind of gift: that handpicked, thoughtful present that 
makes a recipient feel seen and appreciated. These gifts don’t just make 
recipients happy, they also have a big influence on their business decisions: 
Receiving a corporate gift that was selected just for them may make them 
more likely to do business with a company. 



Using a GXM platform lets gifters choose from a wonderfully broad range of 
gifts for every individual and occasion. No longer limited to impersonal swag, 
gifters can use GXM to give thoughtful, meaningful gifts—from kitchenware to 
athletic equipment to home accessories—and personalized gift card 
experiences.  



Plus, GXM eliminates the potential risks associated with personalized gifting, so 
they can even give hard-to-gift items like clothes. Because gifts are delivered 
digitally and not shipped until the recipient accepts as-is or makes adjustments 
to their order, not knowing someone’s size or color preference is no longer a 
barrier. Even if a recipient doesn’t like what was picked out for them, the gift is

still a success, as they can exchange it instantly for something they really love. 
And there’s another benefit: inventory management. Businesses typically 
have to maintain an inventory of gift items, which takes space and cash. With 
a GXM platform, the retailer or merchant manages inventory and ships the 
desired item only after the recipient accepts it.



The evolution of corporate gifting benefits 
merchants. 



As GXM helps to transform corporate gifting from stuffy and impersonal to 
creative and meaningful, businesses and the individuals they send gifts to 
won’t be the only parties that benefit. The evolution of corporate gifting also 
offers merchants an exciting opportunity to connect with new customers. 



Big retail and specialty brands that don’t currently deliver products via bulk or 
corporate gifting programs get increased brand visibility, a new channel for 
repeat purchases, and access to a new segment of shoppers they might not 
reach on their own unless they spent the marketing dollars to do it. And bulk 
orders can make a meaningful impact on their sales without necessitating a 
loss in per-product margin. 



HR teams use GXM to delight employees. 



Gifts can make employees feel valued and appreciated—and motivate them to keep 

up the good work. 70% of employees surveyed said that receiving a holiday gift 

makes them want to work harder at their jobs. But not all gifts are created equal, and 

sending the wrong present might actually decrease morale. A recent study reports 

that 40% of people have thrown out or regifted a corporate gift. While branded swag 

certainly has its place, gifts with the company logo don’t always feel like gifts, 

because they’re more focused on the company than the employee.  



GXM enables human resources teams to reward or recruit employees with thoughtful, 

personalized gifts that make them feel connected to the company. Imagine if the first 

company email your new employee received contained a digitally delivered gift to 

celebrate their joining the firm. Because they’re a new hire, you might not know their 

size or style preferences, but you could gift them a handsome fleece jacket anyway; 

they could select their size and color before the item shipped. And if they already had 

a closet full of fleece jackets, they could opt for a different gift instead. 



Because digital gifts are delivered instantly, they’re also perfect for last-minute gifting 

occasions. You can reward an employee for a promotion or another important 

milestone the day it occurs. This immediacy is important; if the congratulatory gift 

arrives weeks later, the connection between the achievement and its reward isn’t as 

strong. You can also schedule gifts in advance of planned occasions such as holidays 

and onboarding. 



Digital gifting benefits HR teams too: Sending gifts via a GXM platform eliminates the 

hassle and costs of choosing, acquiring, storing, packing, shipping, and distributing the 

items ahead of a bulk gifting event. Only the gifts your employees actually want are 

shipped, and you stay on budget. And a GXM platform provides insights into 

employees’ gift preferences that can help HR teams get even better at picking 

presents that delight. 
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Welcome to Uniqly! Here’s a gift to celebrate your first day.

Welcome to the Uniqly Team!

Open your gift

https://www.theladders.com/career-advice/research-rewarding-employees-with-a-gift-keeps-them-motivated
https://www.theladders.com/career-advice/research-rewarding-employees-with-a-gift-keeps-them-motivated
https://www.prnewswire.com/news-releases/snappy-gifts-employee-happiness-survey-reveals-more-than-30-of-people-feel-undervalued-at-work-ahead-of-national-employee-appreciation-day-300794167.html


Sales teams use GXM to win prospects.



Sending a thoughtful, personalized gift is a powerful way for sales reps to nurture 

leads and build loyalty, and nearly 90% of top-performing account-based 

organizations incorporate gifts into their client acquisition strategy. When companies 

integrate gifting into their sales pipeline, they can generate more quality personal 

interactions that make their prospects feel valued. And by creating these authentic 

connections, they make the relationships feel more personal and less like a business 

transaction, building trust and boosting engagement. 



Gifting supports a business’s sales strategy at every stage of the funnel; a sales rep 

could send a gift to follow up after a sales meeting or to re-engage prospects and 

nudge a stalled deal along. But in order to make the desired impact, those gifts need 

to be meaningful—the prospect needs to understand that their gift was selected just 

for them. 



Considering that sales reps may not yet know their prospect well, this is a tall order. 

But by using a GXM platform, sales reps can use what they do know about their 

prospects’ interests and hobbies to select a thoughtful gift—with the reassurance that 

they can exchange it instantly if it’s not quite right. If your prospect mentioned that 

they love to cook, you can gift an immersion blender. No matter what, you’ve gotten 

them the perfect gift: If they don’t need the blender, they can instantly exchange it for 

something they want. 



Plus, when sales teams manage gifting with a GXM platform, they don’t have to deal 

with the work of choosing, acquiring, storing, packing, shipping, or distributing the 

gifts, which saves considerable time and money. The platform, which can be 

integrated with a CRM system, also provides comprehensive gift tracking insights, so 

you can see what gifts are being redeemed, read thank you notes, and track 

engagement through the sales funnel.  
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Dave (Uniqly Rep) sent you a gift! 
“Thanks for coming all the way to our

  headquarters today. Looking forward 

  to working together in the future.” 



Customer service teams use CXM to connect with loyal 
customers.



Customer loyalty isn’t earned by products and value alone; customer experience also plays a 

significant role in determining whether or not a customer sticks around. Customers want to feel 

understood and valued: A recent study found that 56% of customers say they feel more loyal to 

brands that “get them,” and another survey revealed that 90% of consumers say that receiving a 

gift with their purchase increases brand loyalty. 



Many companies reward customers with discounts, but offering a gift sends a different message. 

A discount is impersonal and transactional; it might be appreciated, but it won’t get an emotional 

response out of the customer. But giving a customer a special gift—a gift that shows them that 

you know them and value their business—can connect with them on a deeper level and win their 

loyalty.



Choosing a customer gift that feels unique and personal isn’t easy, as customer service teams 

have a limited amount of information about the customers they serve. That’s why using a GXM 

platform is great for customer gifting: Customer service teams can send creative, curated gifts 

without the risk of missing the mark. If the customer doesn’t love their digital gift, no problem. 

They can instantly exchange it for something that’s more their speed. 



And because digital gifts are delivered immediately, customer service reps can use gifts to 

engage with customers in the moment. Gifts can help welcome new customers, deepen 

long-standing customer relationships, or even resolve conflicts. Sending the right gift can also 

mean the difference between losing a customer and building a loyal relationship. For example, if 

a customer calls to report a problem, a customer service rep could send them a gift as a token of 

apology before they even get off the phone. While offering a discount or credit to a frustrated 

customer could be a wasted effort, offering a gift has the potential to turn things around.  



GXM platforms can integrate with HR systems and loyalty programs, making it easy to send gifts 

at scale. And these platforms allow customer service teams to track how customers interact with 

their gifts, which provides insights about interest and engagement. 
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1   https://bit.ly/3cZr2RD


2   https://bit.ly/2C5xmKN

https://www.smallbizgenius.net/by-the-numbers/customer-loyalty-statistics/#gref
https://www.smallbizgenius.net/by-the-numbers/customer-loyalty-statistics/#gref
https://retailtouchpoints.com/topics/customer-experience/90-of-consumers-say-free-gift-with-purchase-increases-brand-loyalty
https://retailtouchpoints.com/topics/customer-experience/90-of-consumers-say-free-gift-with-purchase-increases-brand-loyalty
https://bit.ly/3cZr2RD
https://bit.ly/2C5xmKN
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"CommerceNext is working with GiftNow to utilize   


  their corporate gifting service for giving gifts to the 


  attendees at our regional dinners, conferences and 


  virtual events. We like to think that our events and 


  conferences are already great opportunities for 


  networking, information-sharing and learning. 


  Now, we’re putting the icing on the cake with 


  everyone receiving a nice gift."



- Scott Silverman, Co-Founder, CommerceNext

Event and marketing teams make a lasting 
impression with GXM.



Promotional items can help make a fantastic event even more memorable—or they 

can wind up in the trash bin. What separates good swag from lesser swag? In order to 

stand out, promotional products need to be high-quality, thoughtful gifts. While 

there’s value to distributing items branded with a company logo, companies shouldn’t 

limit themselves to that category. 



Whether they’re offering logoed swag or retail products, event and marketing teams 

can use GXM to delight customers and event attendees with gifts they’re sure to 

enjoy—all while staying within budget. It’s hard to choose a gift that will feel personal 

to thousands of conference attendees, but with GXM, companies can send 

something fun and creative, and if recipients don’t like it, they can digitally exchange it 

for something they prefer. The end result? They leave the conference with a 

memorable gift of their choosing. 



Even the most desirable gift can be a hassle to carry at a crowded conference. 

Thanks to GXM, attendees don’t have to lug their promotional items around—instead, 

the gift is shipped to an address of their choice, so they don’t even have to worry 

about jamming it in their suitcase. This means event teams can think big when it 

comes to gifts: Conference swag no longer has a size limit. Travel mugs and water 

bottles are common promotional items, but now companies can stand out by gifting 

French presses and carafes.



Most event managers have had the challenge of trying to guess what T-shirt sizes to 

ship to a show and then figure out where to store all the shirts. GXM eliminates these 

headaches. With a GXM platform, event and marketing teams don’t have to deal with 

choosing, acquiring, storing, packing, shipping, or distributing the gifts, which saves 

considerable time and money. The GXM platform also provides comprehensive gift 

tracking insights, so teams can see how attendees and customers are interacting with 

their promotional gifts. 
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GXM Brings Sustainability to Gifting

Gifting has a sustainability problem.



Every day in December, UPS picks up approximately one million return packages, many 

of which may be unwanted gifts. And rejected presents aren’t just a problem for the 

disappointed recipients, they’re a serious problem for the environment. Each year, 

returns generate more than 15 metric tons of carbon dioxide emissions as they travel 

back to their sellers via truck, train, and plane, contributing to climate change and 

damaging air quality.  



Carbon dioxide is only part of the problem. There’s also the issue of how returns are 

processed: 25% of returned items end up in landfills—that’s about five billion pounds of items 

every year. And it’s estimated that this could go up to 10 billion pounds in the near future. 



If no action is taken, the problem will likely get worse: Returns are increasing every year, 

with the biggest spikes occurring after Black Friday and Christmas. Sadly, returning 

unwanted gifts has essentially become a holiday tradition: according to a recent study, 

three out of four people expect to return some of their holiday gifts, and 20% of people 

expect to return more than half of them. 



Simply put, traditional gifting has a negative impact on the environment as well as the 

bottom line.
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1   https://bit.ly/3cXPHpu 
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https://www.theverge.com/2019/12/26/21031855/free-returns-environmental-cost-holiday-online-shopping-amazon
https://www.theverge.com/2019/12/26/21031855/free-returns-environmental-cost-holiday-online-shopping-amazon
https://www.theverge.com/2019/12/26/21031855/free-returns-environmental-cost-holiday-online-shopping-amazon
https://bit.ly/3cXPHpu 
https://cnb.cx/3fo8nk9  


GXM is the sustainable gifting 
solution. 



The good news is that there are interventions that can 
reduce the toll returns are taking on the environment. Gift 
Experience Management (GXM) is one such solution. 
Traditionally, a gift recipient exchanges an unwanted gift 
by sending it back to the retailer. But what if they didn’t 
have to send it back? What if the unwanted item didn’t 
have to darken their doorstep to begin with? Digital 
gifting saves the retailer two trips. With GXM, gifts are 
received and exchanged digitally, so the delivery truck 
doesn’t leave the lot before the recipient has selected 
exactly what they want. 



Not only is this good for the planet, it’s good for business 
too. Between shipping costs, customer service, 
restocking, and inventory loss, returns are expensive. 
Digital returns increase margins by eliminating those costs. 
Many retailers spend a lot of money on free shipping and 
returns to incentivize self-shoppers to make a purchase 
without worrying that the item won’t work for them. GXM 
allows retailers to offer similarly worry-free shopping for 
gifters—without spending a fortune on shipping. 
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GiftNow is a holistic Gift Experience Management (GXM) solution that takes the 
friction out of gifting. With GiftNow’s revolutionary purpose-built GXM platform, 
gifters can send personalized digital gifts and gift cards in seconds and recipients can 
exchange or modify their items before they ship. It’s a big win for gift givers, recipients, 
corporate gifting programs, and retailers, which is why GiftNow is used by premium 
specialty and department stores across the United States.



About GiftNow
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Join the gifting revolution.


Gifting is about to get easier, more satisfying, and more spontaneous than ever before. 


hello@giftnow.com

giftnow.com


http://www.giftnow.com
mailto:hello@giftnow.com

