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Who we are

At Bob, we believe in making ecommerce more accessible
to everyone, so that all South Africans can buy, sell, and
achieve their goals online.

That’s why we’ve created this handbook to help you master
Black Friday and Cyber Monday (BFCM). With more than 20
years of ecommerce experience under our belts, we know
how to knock it out of the park during this peak season.

In this handbook, we’ll share our top tips and hacks to help
you sell like never before. Black Friday & Cyber Monday
are two of the biggest online shopping events of the year,
so make sure you’re prepared to profit from the increased
demand we see every November.

Bob in numbers:

20+ 5000+  100%

years of happy passion
experience merchants




Let’s get started

Black Friday and Cyber Monday are fast approaching - and that
means it’s time to make sure your ecommerce business is ready.
BFCM marks the start of the holiday shopping season, with shoppers
looking for unbeatable discounts on their favourite products, for
themselves and as gifts for the upcoming holidays.

For online sellers, this is a great opportunity to drive sales, build
customer loyalty, and increase brand recognition. It’s important
to take advantage of this potentially lucrative time, but with many
companies fighting for shoppers’ attention, you need to be able to
stand out from the competition. That means preparing early and
having a great ecommerce strategy in place.

This comprehensive checklist will provide you with all the steps you
need to take to make the most of BFCM 2026. Black Friday sales can
be unpredictable - and so are online shoppers. If you really want to
have a successful BFCM weekend, you need to be able to adapt to
any situation. Be prepared for the unexpected.




Operations

Before BFCM comes around, you and your team need to be ready

to handle the increase in orders, returns, and buyer communications
(including complaints). You should ensure everyone knows just what
to do to keep all your customers happy.

Checklist

Organise training for your customer service team so they're
ready for the increase in queries.

If needed, hire temporary employees to assist during BFCM - but
don’t forget, they will need training too.

Put support processes in place for your team.
Create a detailed action plan with responsibilities and deadlines.

Use customer service templates to answer frequently asked
guestions (FAQs).

Monitor social media for customer comments (good and bad).
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Ensure you have a back-up plan for any technical issues, or if
your site or systems go down.

Prepare your customer support team for an influx of
inquiries. Where possible, offer extended support hours and
ensure your team is equipped to answer common issues
and questions. Remember the majority of your support load

is going to manifest in the days post Black Friday.

Andy Higgins, Managing Director




Listen to your customers!

The most common complaints from online shoppers include:
Delivery issues: Late or missing deliveries of orders.

Defective goods: Faulty items received shortly after
purchase.

Poor customer service: Inadequate support when resolving
complaints.

Cancellation problems: Difficulties in processing order
cancellations.

Misleading product descriptions: Items not matching what
was advertised.

Payment issues: Problems with transaction processing or
refunds.

Return challenges: Complicated return processes and
policies.

Website usability: Difficulties navigating or using online
platforms.

Security concerns: Worries about data privacy and fraud.

[Source: Business Tech. Online article, (2024) / MyBroadband. Online article, (2024) / Labour Guide. Online guide, (2023) / TechCentral. Online article, (2024) / SA Consumer
Complaints. Online complaint platform, (2024) / NFOSA. Media release, (2024) / SA News. Online article, (2024). Country: South Africa.]

Peak season asks as much of your people as it does

of your systems, so plan for both. Have the plans clear
before the rush starts, and make sure everyone knows
what is expected of them. Keep checking in, and point
people to the support available to them. Acknowledge
the small wins as they happen, because recognition in the
moment carries a team much further than thanks after
the fact.

Juanise Breytenbach, HR Manager




Inventory

No matter how busy you get during BFCM, it’s vital to keep an eye
on your inventory. It’s one of the most important factors in any
ecommerce business.

Checklist

(] Decide what products you’ll put on sale for Black Friday and
Cyber Mondauy.

Look at your sales from previous years and keep up with current
trends to help you predict how much inventory you’ll need.

If you think you’ll need extra stock, be sure to order it well in
advance.

Create a contingency plan in case of overselling or stock
shortages.

If you have a lot of stock, or lots of different items, consider using
inventory management software to help you through BFCM.
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Review your previous sales to get an idea of how many orders
you might receive during BFCM. Use this information to plan
your stock, packing process and shipping capacity. Preparing

your team and resources ahead of time can help you manage a
busy order schedule without unnecessary delays.

Anita Erasmus, Chief Executive Officer




How much of a big a deal is BFCM?

BFCM is one of the biggest shopping periods of the year, soit’s a
big deal for any ecommerce business. With more shoppers and more
shoppers looking for deals, it’s a great opportunity to attract new
customers and boost sales.

Great pricing and healthy stock get you ready, but clear
titles and honest descriptions get you found. On a crowded
marketplace during Black Friday, shoppers do not search
for generic bargains. They search for the exact 55 inch 4K
model, the exact port options, and other technical specs.
Put the brand, model, colour and key feature straight

into your product title. Then back it up with specs that
answer questions before buyers even have to ask. When
search results are packed, precision wins the click. Clear
descriptions build instant buyer confidence and help our
search algorithms put your listings right in front of ready
wallets.

Craig Lubbe, Chief of Marketplace
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Marketing

During the busy period around BFCM, the competition for consumers’
attention can be fierce. November is way too late to start marketing
- you need to be planning your BFCM deals and communicating them
well in advance.

Checklist

(] Decide how to promote your Black Friday and Cyber Monday sales.

(] Work out the details:
What kind of promotions will you run?
How long will they last for?
When will they start and end?
Will you have different promotions on different days?

Where will you run these promotions? On your site, on social
media, or both?

How will you measure the success of these promotions?
Will you need help in running the promotions?

Try different tactics, like VIP or early access offers and daily
deals, or set up a countdown timer to your best BFCM deals.

Make sure your promotions appeal to the people you want to
target.

Make some noise, and do it early!

Start your BFCM promotions early, to beat the last-minute
rush.

Use promotional emails and abandoned cart emails, and
decide when to send them.



Reward loyal customers with exclusive deals or extra points
for making purchases on BFCM.

Enhance your SEO strategy to improve your site ranking for
important keywords.

Ensure that your landing page is SEO-friendly.

Ensure that the landing page uses targeted BFCM keywords,
meta tags, descriptions, and more.

Add home page callouts for your BFCM campaigns.

Prepare descriptive URLs (/black-friday-deals/ or /black-
fridaysale/), and if possible, use the same URL as last year.
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Make sure that your product descriptions include buzz words
such as unique, durable, sale, or Black Friday.

© Go big on personalisation to make your customers feel extra
special.

Winning BFCM in 2026 is all about early engagement
and seamless shopping experiences. Build anticipation
through social media teasers and exclusive early-
access perks for your loyal audience. At checkout, use
smart upselling techniques to enhance the customer
experience while driving revenue. Above all, lean

into what sets your brand apart, shoppers choose
authenticity and distinct value over noise every time.

Taila Heiriss, Bob Marketing Manager
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Infrastructure

Just because you can handle your orders on a normal day, it doesn’t
mean your systems are guaranteed to stand up to the extra pressure
during peak sales periods such as BFCM.

Even if you had a successful operation last year, you shouldn’t simply
assume that things will go smoothly this year, too. The increase in traffic

over the BFCM weekend will expose any weaknesses in your digital
infrastructure.

Checklist

Ensure your website host is ready for a surge in traffic.

Run the necessary tests to ensure your website host can manage
the surge.

Ensure there is a queue system in place for higher than anticipated
traffic.

Optimise your site navigation so customers can easily find what
they’re looking for.

Create a special BFCM landing page or add filters that clearly label
discounts.

Make sure your return policies are clear, fair and hassle-free.

Make sure your site is easy to navigate so that people don’t get
frustrated and leave.
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Make the checkout process nice and smooth, with as many
payment options as possible.

If your first signal that something is broken is a customer
emailing you, you are already forty minutes behind. Put

a dashboard up that shows orders per minute, payment
success rate and error rate, on one screen, and have
someone actually watching it. Most Black Friday disasters

are small problems that ran unnoticed for an hour.

Jaco Roux, Chief Product Officer
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Ensure your site is compatible with all mobile devices, and easy to
use.

Test all the functions of your site, including the user experience (UX).
Ensure that prices and inventory changes update quickly.

Prepare the “sold-out” badge to avoid frustrations.

Prepare the maintenance page.

Ensure your payment service provider is ready to withstand higher
than usual sales volumes.

Set up a Black Friday payment success page to manage fulfilment
expectations.

Ensure that a secondary payment gateway is in place, just in case.
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Shipping

Logistics is one of the most important elements of your operation, so
you need to put in extra work to make sure your logistics set-up can
handle the extra BFCM sales.

Checklist
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Calculate the estimated shipping costs of the products you’re
selling.

Make your delivery options as flexible as possible, and consider
offering:

Free delivery

Click & collect

Pickup points (Bob Box lockers)

If necessary, request an account limit increase on Bob Go.

Place an order for courier stationery in accordance with sales
predictions.

Make sure you have enough packing material for this busy sales
period.

If needed, book a truck collection for peak days.
Test and review rates at checkout.
Stock up on paper or labels for waybill printing.

Set up predefined parcels on Bob Go to speed up your fulfiiment
processes.

Have a back-up plan in place in case you sell an item that is not in
stock.

Let your customers know that delivery times will be longer during
this busy period.
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https://www.bobbox.co.za/

The time period by which delivery times will be extended in the busy season.

Same-day and overnight delivery Economy delivery will take
will take between 2 to 3 working between 5 to 7 working days.
days.

Reporting
Checklist

() Setyour targets for the day/weekend/week, including Average
Order Value (AQV), Conversion Rate (CR), overall sales, and orders.

(] Create dashboards for real-time monitoring of important metrics.
You can use your results from BFCM 2025 as a baseline to compare
your year-on-year results.

() Make sure your site has the correct tagging and tracking pixels in
place.

Happy selling

Black Friday and Cyber Monday are busy shopping days, but with
the right preparation, your online business can benefit greatly from
the increase in sales and influx of shoppers. Start planning now and
get ready to make the most of this amazing opportunity. Bob offers
incredible services, tools and resources that can help you maximise
your sales, ensure your customers have a great online experience,
and overcome any hurdles. With Bob, you can look forward to your
best-ever BFCM!
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bob

For help with any aspect of selling or fulfilment, reach out to Bob and
one of our ecommerce experts will be happy to help you.

012 940 1069

hello@bob.co.za
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