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Investment in OMS is Strong and Growing

-
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research & data | analysts | events  consulting
FORR
Analysts > Blogs > Marketing & Strategy > eBusiness & Channel Strategy Pro

Peter Sheldon's Blog o
Peter serves eBusiness & Channel Strategy Professionals. Learn more ».
Analyst bio | Peter on Twitter =

Order Management — An Omni-Channel Imperative p|a n to uti I ize a n O MS aS

Posted by Peter Sheldon on January 28, 2014
Data Quality Mgmt

9 Recommendations €30 comments fh Print o Tweet| [ share| S+ share th ei r u n iﬁ ed com m erce
With Omni-channel ex: ce fast b ing a customer i ive, retailers and brands alike are . . P’U:I.':::’I(IZ"W:OT;JME
rushing to operationalize an increasingly complex set of hannel order : i f:;dm e p | atfo rm W'th I n 3 yea rS D)

scenarios that are often referred to in as “buy , fulfill
survey, we found that 52% of i i ranked Omni-chi | ion as a top Order Mgmt
technology investment priority. Customer Service
“What are yor i ioriti i Distributed Order Mgmt
eCommerce platf % Enterprise Inventory
o Payment Processing
s Tax & Fraud Mgmt
Store Fulfillment
Shipping Rules
G‘eq Returns Mgmt
W,

", " Periormance, security

Product Information
Mgmt
Product Taxonomy
Relationship Mgmt Commerce
Digital Asset Mgmt (DAM) Suite
Attribute Mgmt
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91%
ETA for Orders

86%

Buy Online & Return
to Store

13%
Ship To Store

81%

Associates Not Well
Informed

View Local Store
Inventory Online

5%

Visit Store if Inventory

Online

Source: Forrester Research
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Merchants generate a significant portion
of their sales on Magento

Brick-and-
mortar
commerce

Other
commerce

commerce
(Magento)

B2C online
commerce
(Magento)
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OMS Enabled Programs Have Clear ROI

20-30+%

Incremental Sales by Ship From Store ;

1-10%
Incremental In-Store Sales
Lift with Endless Aisle,,

30-40%
Potential Attached
Rates from BOPIS ,

30%

Higher Lifetime Value of Shoppers that Buy
on Multiple Channels vs. Single Channel 4

1. Ee/Magento Merchants
2. Forester Research
3. Multi-Channel Merchant
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ExXi sting Systems

35%

of retailers cite a lack
|_| _|=|J'| of technology spanning
o eCommerce, mobile and
in-store

Retailers lose

77% $1.75
V= of retailers rank inventory il

V= planning and visibility as Trl I I I O n
top priorities Due to overstocks,

out-of-stocks, and
preventable returns

94%

of retailers face significant
integration barriers
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NERP pl at f-equippedtoa r| e
manage omnichannel orders that must
transcend onl i ne ar

FORRESTER
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“A lot of times, people don’t
know what they want until
you show it to them...”

Steve Jobs
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Market Landscape for OMS NANENS

Mid Market Enterprise
$107 $25m | $25-$50m [ $50 - $100m > $100m

Cobble and/or Custom

’
Webstore ERP IBM Jiommsce

Extensions, Point Solutions,
Long Tail of small players

Stand Alone

= NS (9 hybris software
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OMS Fills Critical Gaps

Key OMS Functions

Multi-node Inventory

Intelligent Inventory Allocation per Channel

Support Multi-selling Channels

RA|h| k| (M

|
[ 3

Complex Orders: pre-sale, back order, etc.

Intelligent Order Sourcing
Store Fulfillment: BOPIS/SFS/STS
Endless Aisle -

B

Store Associate Ul, pick/pack/ship tools
Order Modifications -

Ol | N0 B[l W | DN]| P

Al n|ma
|- - -
0000 00 06000

=
o

Customer Service Tools . ()

= not supported A = may have minimal ‘ = I|m|teq SL_Jpport ‘ = some capgblll_ues ‘ = fully supported
support customizations with customizations
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The 5 Key MCOM Use Cases

(and the challenges without it)




Magento Commerce Order Management

Payments & Risk

TToOT o

L =

Web Distributed Order

A Management
&

Mobile

Logistics Service
Providers

=l

Store Network

g

Dropship Network

Global Inventory

A Track inventory at any node
A Order state & event management A Stores. vendors. DCs

A Order orchestration & routing, A In-transit inventory

A Partial shipments, order splitting A Intelligent sourcing and allocation
A Presales, backorders, returns

ill

Magento Commerce Services

Store Network

>

Omnichannel Fulfillment Customer Service

Customer Service

&
O €
&

Internet of Things

A Ship-from-store A Order details/ status lookup

A Store pickup, click & collect A Order modification & cancellation
A Ship-to-store (GA Q4 2017) A Appeasements/ refunds/ credits Internal Fulfllment
A Pick-and-pack store tool A Order escalation workflow Network

TTOTo

ooTo

S92IAISS 92J8WWO0D OJuabey

(]

Mobile POS, Endless Aisle - GA 1H 2017 TET

Pop-up Stores

Marketplace
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Store Network
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Customer Service

O
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Internet of Things

=

Marketplace

MCOM Use Case: Global Inventory and Sourcing

Without MCOM

C a ntoatk across sources
(only aggregate)

Inventory lives in multiple
locations, no single source
of truth, integration and
accuracy challenges

Manual spreadsheets
inefficient and error prone

No sourcing logic to pick
best fulfilment location,
increases cost to fulfill

G

(amm

G

—

]!

ool Go

L =

Logistics Service
Providers

=)

Store Network

9

Dropship Network

TTOTo

Internal Fulfillment
Network

Pop-up Stores
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Web

$

Mobile
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Store Network

&

—

Customer Service

O
O©
&
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Internet of Things

=

o O
Marketplace

Without MCOM

A Managing orders
separately across each
selling channel (or in each
channel), creates
complexities and
inefficiencies. No central
source of truth

A Ca nadlldcate inventory to
channels

A Ca nsupport complex

order scenarios

iRobot
®

BROWN-FORMAN

dyson
HH

HELLY HANSEN

UNIVERSAL MUSIC

MCOM Use Case: Support Multiple Selling Channels

L

L=

Logistics Service
Providers

=]

Store Network

5

Dropship Network

oTUTo
o oTo

Internal Fulfillment
Network

1

Pop-up Stores
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MCOM Use Case: Store Fulfillment

R

L
L= = =

Logistics Service

/ Providers
Without MCOM E
Moble —

E A C a ndoftt Store Network

Web

Slore femor Costly, complex and %
@) - non-scalable solutions
Customer Service that do not delivered
O desired results and create S
O e - bad consumer experience e
Internal Fulfillment

) Network
Internet of Things

S — 1o 1

Marketplace Pop-up Stores
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