
How one agile logistics business is pursuing 
growth by pivoting towards the explosive 
growth in direct-to-consumer fulfilment.

Recognising the shift towards a digital 
economy, accelerated by the pandemic, 
integrated freight management company 
Xpediator has demonstrated its agility 
and resilience by increasingly pivoting 
from primarily business-to-business (B2B) 
operations to those more focused on the 
business-to-consumer (B2C) market. 

Offering freight forwarding, fulfilment and 
logistics solutions, the business operates 
across diverse sectors from 34 centres in 
the UK and Central and Eastern Europe. CEO 
Robert Ross believes its continued success and 
future growth in e-commerce lies in adopting 
new technology to improve efficiency, while 
expanding market-reach through strategic, 
affordable acquisitions.

“The pandemic has moved the industry 
forward five years in terms of e-commerce,” 
he explains. 

“There’s been a huge shift in the logistics 
market, where more of our customers are 
focusing on their interactions with consumers, 
realising they need to be more astute about 
providing value-added services. Increasingly, 
they want us to provide B2C – or business-
to-Amazon – fulfilment in smaller but more 
regular volumes than before. 

“The digital economy has already changed 
how we work in the UK. Our warehouses are 
increasingly becoming more organised and 
ready to deliver directly to consumers, rather 
than sending bulk shrink-wrapped pallets to 
retailers.

“Consequently, we’ve increased our focus on 
digitalisation and providing good electronic 
interfaces for customers.” 

Rob argues the industry cannot continually 
pass on costs to customers and consumers 
and, instead, must do its part by being 
more cost-effective and efficient through 
digitalisation. 
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Embracing post-pandemic and Brexit opportunities

“The industry has to 
move away from the 
idea of simply providing 
quotes to customers 
and expecting them 
to make contact to 
find out where their 
consignments are."



“The industry has to move away from the idea 
of simply providing quotes to customers and 
expecting them to make contact to find out 
where their consignments are.

“Instead, tech should be used to create a 
paperless environment with minimal human 
involvement – possibly even none – enabling 
salespeople to sell services and offer 
customers convenience and peace of mind. 
Customers should be able to simply click 
to order, buy and arrange for pallets to be 
collected, and receive meaningful notifications 
about their location, with digital proof of 
delivery.”

Bearing this in mind, Xpediator is considering 
the role of apps in enabling customers’ freight 
managers to book and track international 
transportation remotely via their mobiles.

“Tech solutions like this should work well 
for most customers, however, for larger 
businesses we think it will still be important to 
provide dedicated account managers.”

Growth aspirations
Having already grown by more than 20% in the 
first half of 2021, the company plans to expand 
both organically and through acquisition, 
with aspirations of doubling its £250m annual 
turnover to £500m over the next few years.

“We’ll still continue to invest in all our locations 
and will also make strategic acquisitions in 
the UK and Central and Eastern Europe to 
maximise the potential of the expanding B2C 
market,” he says.

The company has a strong operational 
presence in Central and Eastern Europe, with 
Lithuania currently its fastest growing market, 
and aims to move into new, rapidly expanding 
markets in the region, such as Poland, Slovakia 
and the Czech Republic.

In the UK Rob says Xpediator will look to 
acquire specific businesses that are the right 
size, a good strategic and cultural fit that it 
can neatly ‘drop’ into its organisation, making 
it easier to retain and integrate people, while 
minimising the number of physical locations 
needed.
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“It’s easy to make a mess of acquisitions, so 
we take a great deal of care to target and buy 
the right ones, quickly and without overpaying 
– we’re not prepared to chase over-valued 
targets. Given that we’re a UK headquartered 
business it’s easier to acquire a UK business 
due to cultural familiarity – especially with the 
increasing use of video meetings – whereas 
purchasing overseas businesses is often a 
longer process.”

He adds: “That said, with more certainty 
around Brexit today and stronger growth 
rates in Central and Eastern Europe, we have 
a greater appetite for acquisitions and are 
considering acquiring businesses in the EU 
more favourably than we did two years ago.”



“With the small number of drivers we have, 
we try to see they’re fairly paid, have good, 
modern vehicles to drive, and don’t have 
unreasonable expectations placed on them. 

“Ultimately it’s a supply and demand issue 
and it would be helpful to see a government 
incentive scheme introduced to encourage 
more people to become drivers.”
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Untangling the red tape 
Nevertheless, post-Brexit and Covid-related 
red tape around customs clearance has 
caused a monumental amount of disruption. 
The company now employs 40 more people – 
many of them in Lithuania and Romania – with 
customs clearance experience and specialist 
knowledge to assist customers with their 
customs challenges.

“Having dedicated people providing these 
services and the sudden increase in demand 
for these types of people, has led to some 
wage inflation in the UK-based team, but 
overall it’s a positive for us because it’s valued 
by customers and we’re winning business on 
the back of it,” says Rob.

Other challenges
Rob stresses the importance of ensuring 
the business has sufficient working capital 
available to cover rising costs and remain 
competitive.

“For example, if you’re looking to secure sea-
freight space for your customers you really 
need to be sure you can pay people on time, 
or even early. So, good cash management is 
important.”

Acknowledging another well-publicised 
industry issue – talent shortages – Rob 
believes ad-hoc pay increases or introducing 
temporary work visas for overseas employees 
may help, but are not long-term solutions.

“Taking a broader view, we think it’s important 
to attract and retain people by making sure 
they feel suitably valued. That means providing 
good working conditions in pleasant facilities 
and clean offices and ensuring employees are 
well managed and encouraged to develop and 
grow so they can see a career with us.


