Why Order Management Is
Key to Optimal Omni-Channel
Execution and Fulfillment
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Dear Retaller:

| 6d | i ke this item, with these attrib
and in my hands when | need it, exactly how | ordered it. Please
make the entire process easy, seamless, convenient and fast
regardless of channel, even i f | want
want to be treated like a transaction. | am not an order; | 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 | am in the store, online or talking to your call center
reps. | have lots of shopping options so every interaction counts. |
want to feel like you see me and that | matter to you. Can you
promise me you will deliver against my expectations? If you keep
your promise, | will likely be back!

Sincerely,
Your C ustomer
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= (o) of retailers say unified
@ ° commerce is ‘top priority”

° of retailers are prioritizing a
o consistent brand experience
o of retailers have implemented across channels
1 / unified commerce, and of those
O 2/3 say it needs improvement

say a unified commerce
platform could improve margins,
brand value and revenue

Commerce

2 60/ of retail software spending
in 2016 will be on
O cloud-based solutions @ %

of retailers are focused on
improving the customer experience
through personalization

of retailers plan to implement
a unified commerce platform
o within five years

0 of retailers are making inventory
X ° visible across channels
8 O O/ of retailers aren’t able to track
a sale that was initiated on
O mobile and completed in-store

http://risnews.edgl.com/retail-insight-blog/Top-Tech-Trend-of-2016--Brave-New-World-of-Unified-Commerce104031
https://bostonretailpartners.com/2016-special-report-unified-commerce/
https://bostonretailpartners.com/2016-pos-survey/

https://bostonretailpartners.com/2016-e-commerce-survey/
https://evigo.com/19022-demandware-steps-towards-unified-commerce-platform/
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(4) Pillars of OMS

------------------------------------------------ 1. Enterprise Inventory

E Order state and event mgmt. Recurring orders E ;

. Intelligent order routing Presale and back orders ! 2.0 rd er Routin g

' Workflow and notifications Returns mgmt. !

! Order exception mgmt. Order versioning ' - .

: Partial shipments Tax calculation : 3 . FU |f|”ment Execut|0n
i Drop shipping Fraud management :

. Order splitting Payment processing : 4 C H

| | . CustomerService

Distributed order

Stores

Drop-ship vendors
Distribution centers
In-transit inventory
Supply chain visibility
Ability to promise (ATP)

| Order details/status lookup
: Order capture
| Order modification

1
1
| management
1
1
1

Order cancellation @ Customer service
Refunds/credits

Order escalation workflow | !
) Store fulfillment
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Ship-from-store
Store pickup
Click-and-collect
Store-to-store
Ship-to-store
Pick-and-pack
Carrier integration

Source: Forrester Wave OMS Report 2014
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OMS Lieatthe Heart d an OmmChannelCommerce Architecture

Branded digital touchpoints Traditional touchpoints

Inventory/
fulfillment locations

= o,
drop-ship

Experience management/WCM Order Management !
o . Distributed order !
Personalization | Merchandizing management '
1

| = m :

! c:<; 2 Distribution !

| o = !

| <3 |

PIM/product catalog | Store fulfillment Retail '

! etai X

stores '

! Enterprise back-office systems ! : E
I . H Suppl :
. ERM CRM/ Business POS/ B B chan
. supply chain loyalty intelligence merchandising | ! X

Source: Forrester Wave OMS Report 2014
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A Discuss the age of the demanding consumer and consumer
expectations

A Rise of omni-channel and the importance of user experience across
channels

Single Channel Multi-Channel Cross-Channel Omni-Channel

* Customers experience a * Customer sees multiple * Customer sees multiple * Customers experience a
single type of touch-point touch-points acting touch-points as part of the brand, not a channel within
independently same brand a brand
* Retailers have a single
type of touch-point * Retailers’ channel * Retailers have a ‘single * Retailers leverage their
knowledge and operators view of the customer’ but ‘single view of the
exist in technical & operate in functional silos customer’ in coordinated
functional silos and strategic ways
The Legacy The Reality The Aspiration The Nirvana
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PHYSICAL CUSTOMER SHOPPING EXPERIENCE

L | ¥
c:usro ER AssocmTE MERCHAMNDISE
.
'nl w L FP “ + = DELIGHTED

CUSTOMER

VIRTUAL CUSTOMER SHOPPING EXPERIENCE
MERCHANDISE
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Impact of Not Having Unified Commerce

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

I After a positive customer experience, 69% of

Americans would recommend that company to
others

I Following a negative customer experience, 58% of
Americans would never use that company again

Source (NewVoiceMedia)
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Order Life Cycle Management - 101

Z PROMAT 2

McCormick Place | Chicago
April 3-6, 2017
promatshow.com

4 N\ N\ N\ N, N
Order Inventory Order Order | Order :
Capture || Availability Routing Fulfilment |, Return |
N J\ J\ I N !
-
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Omni-Channel Scenario T The Challenge
Protocols File Formats

©

g Customer orders3 . Holistic inventory snapshot

§ RAFFSNByY (i { It(l;ry&lsgzt:enr;esgraﬁon points with API XML
Q

b

® API, AS2, XML, CSV,
o SFTP EDI
(%))

§ API XML
QL

S

g SFTP CSv
O

o

S

o AS2 EDI
>

% rarn

THE INDUSTRY THAT MAKES SUPPLY CHAINS WORK?®



SOLVE FOR X.

Order Life Cycle Management

’
1 3 5 7
ltem Customer Payment Shipment
Carrier
6 8
Inventory Order Fulfillment Integration
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The Need to Manage the Item

A Who owns the item: OMS or PIM, ERP or b o t hdepends

A Not uncommon that life cycle of the item lives in multiple
disparate applications

A OMS can be used for item validation during sales order
processing

A OMS can be used to extend attributes in order to optimize
fulfillment execution
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McCormick Place | Chicago
April 3-6, 2017
promatshow.com
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The Need to Manage Inventory

INVENTORY MANAGEMENT “ INVENTORY MANAGEMENT * Inventory Lockup

Irventory manzgement infarmatian.

B, Inventory Lookup SEARCH CRITERIA

ONLY RETURN POOLS WITH ALL SKUS AVMLABLE CHANNEL B M GTY ©
' - x

T vencor Management EXCLUDE PRODUCTS Wi ALL ZERO GUANTITIES SelectCnannel MTZZZZ 1

USE THRESHOLD SITE o vt ®
- Foal Maragement x

N Select Ste - mTEsE 1

EXCLUDE INAGTIVE PRODUGTS
W) Protuct Management Add SKUs
L] Catalog Managsment
B e Wasters
§ 1 of 1 pages

RESULTS il b o)

@ e Management

PRODUCT SITE NAME POOL AUMLABLE ~ RESERVED  POCGTY  THRESHOLD

) Frice Book M 1

@ P S Battieship Toys Enspire DG 1 Toys Enspire DC 1 - Direct 2 10 (viaw) o 0

oon [
Il SKU Management

EoEi Eerip Vil Dropship Vender 1 - Diract £ 1 viow) o 0

wezzz Drear

Battieship Toys Enspire OG 2

i et Toys Enspire DC 2 - Diruct 100 o o 0

Show: 1001 pages
- Fresuts

Order Management

Retalil

e-Com Wholesale

e

) A( MHI

Inventory

Inventory Inventory
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The Need to Manage Customer

A Who they are (all channels) [~ _ :

CHAD ANDREWS p‘ Purchases 0 Admin User
A 1 Bal $0.00 n Please leave packages
. 11711 N Meridian St ceount Bajance: y at side door.
Customer attributes camet e sy X
USA Balance: :
Last Sale Dec 26, 2016 10:59:14 AM Admin User

o Always try to upsell!
1000

I Loyalty/rewards S — Tl revmeramn X
000000000007 Tegs: m

I  Channel

I P rO m Oti O nS CATEGORY CODES

T VIP vs. non-VIP e e w

i Shipping notes S

I Call notes

+ INTEGRATION
ATTRIBUTES P INFORMATION

Loyalty: Bronze

ORDER HISTORY ~ ALTERNATE CONTACT INFORMATION

101
Search Order Number Q 25 resre
STATUS ORDERED ORDER NUMBER VENDOR ITEMS TOTAL
E=3 Dec 26, 2016 000000000457 ToysEnspire-Organization- 1 $597.00
Dec 22,2016 000000000456 ToysEnspire-Organization- 2 $115.00
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Need to Manage the Order

A From multiple order capture points
I e-Com
I OMS
I Market places (Amazon, eBay)
I EDI (Wholesale)
I POS (Point of Sale)
A Order routing
I Cost vs. service
I Inclusive vs. exclusive variables (tags/attributes)
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| t AlAbout Algorithms and Attributes

Algorithms Attributes
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