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OMS 101: 
Why Order Management Is 

Key to Optimal Omni-Channel 

Execution and Fulfillment  

 

 

 



  

Dear Retailer:  

 
Iôd like this item, with these attributes, available in this channel 

and in my hands when I need it, exactly how I ordered it. Please 

make the entire process easy, seamless, convenient and fast 

regardless of channel, even if I want to return your item. I donôt 

want to be treated like a transaction. I am not an order; I am a 

person. Communicate and interact with me accordingly. Know my 

preferences and order history and be able to locate an item for 

me, whether I am in the store, online or talking to your call center 

reps. I have lots of shopping options so every interaction counts. I 

want to feel like you see me and that I matter to you. Can you 

promise me you will deliver against my expectations? If you keep 

your promise, I will likely be back!  

 

Sincerely,   

Your C ustomer   



  



  
Source: Forrester Wave OMS Report 2014 

(4) Pillars of OMS 
1. Enterprise Inventory 

2. Order Routing 

3. Fulfillment Execution 

4. Customer Service 



  

OMS Lies at the Heart of an Omni-Channel Commerce Architecture 

Source: Forrester Wave OMS Report 2014 



  

Å Discuss the age of the demanding consumer and consumer 

expectations 

Å Rise of omni-channel and the importance of user experience across 

channels 

 



  

Physical vs. Digital Paths to Purchase 

Source Enspire Commerce © 



  

Impact of Not Having Unified Commerce 

ïAfter a positive customer experience, 69% of 

Americans would recommend that company to 

others 

ïFollowing a negative customer experience, 58% of 

Americans would never use that company again  

Source (NewVoiceMedia)  

Each year, U.S. businesses alone lose more than $41 
billion in sales because of bad customer service.  



  

Order Life Cycle Management - 101 
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Omni-Channel Scenario ï The Challenge Market Convergance Scenario
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Order Life Cycle Management 

1 3 5 7 

2 4 6 8 
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The Need to Manage the Item 

ÅWho owns the item: OMS or PIM, ERP or bothéit depends 

ÅNot uncommon that life cycle of the item lives in multiple 

disparate applications 

ÅOMS can be used for item validation during sales order 

processing  

ÅOMS can be used to extend attributes in order to optimize 

fulfillment execution  

 



  

The Need to Manage Inventory 
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The Need to Manage Customer 

Å Who they are (all channels) 

Å Customer attributes 

ï Loyalty/rewards 

ï Channel 

ï Promotions 

ï VIP vs. non-VIP 

ï Shipping notes 

ï Call notes 

 



  

Need to Manage the Order 

ÅFrom multiple order capture points 

ïe-Com 

ïOMS 

ïMarket places (Amazon, eBay) 

ïEDI (Wholesale) 

ïPOS (Point of Sale) 

ÅOrder routing 

ïCost vs. service 

ïInclusive vs. exclusive variables (tags/attributes) 



  

Itôs All About Algorithms and Attributes 

Algorithms  Attributes  


