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CASE STUDY

Unlocking Efficiency:
Accelerating Order Fulfillment through OMS Functional
Support

Introduction

In the competitive landscape of e-commerce, efficient order fulfillment plays a pivotal role in customer satisfaction and
business success. This case study delves into how a retail giant overcame challenges related to stuck orders within their Order
Management System (OMS) through strategic IT functional support. By optimizing the OMS and streamlining order processing,
the company achieved faster order fulfillment, improved operational efficiency, and enhanced customer experiences.

Background
The retail company, with a significant online presence, weaknesses within their OMS, causing a substantial number
experienced orders getting stuck due to various reasons like of orders to become stuck in the processing stage. Delays in

sudden increase in demand, Complex Workflows, and Manual  order clearance and fulfillment led to dissatisfied customers,
Approvals. However, this sudden increase in demand exposed  missed delivery timelines, and potential revenue loss.

Key Challenges E

1. Operational Disruption: The order processing |
delays and challenges led to operational disruptions, |
as resources were diverted from core activities to
resolving order-related issues, affecting overall
operational continuity.

2. Customer Dissatisfaction: Delays in order fulfillment
and missed delivery commitments resulted in
customer dissatisfaction. This not only tarnished the
brand’s reputation but also jeopardized customer
loyalty and retention.

3. Potential Revenue Loss: Dissatisfied customers and
delayed orders posed the risk of potential revenue
loss. The failure to meet customer expectations could
lead to canceled orders, reduced repeat business, and
negative word-of-mouth, impacting revenue.

4. Delayed Delivery Timelines: Stuck orders translated
to delayed processing, which subsequently impacted
delivery timelines. Orders that were not swiftly
processed faced challenges in meeting the promised
delivery windows, leading to customer dissatisfaction.




Solution

The IT functional support team devised a multi-faceted solution to accelerate order fulfillment and enhance operational

efficiency:

Automated Error
Handling

Performance
Optimization:

User Training and Support

Accelerated Response

Documentation and Overnight Progress

Real-time Monitoring and

1. Performance Optimization: The team assessed the
OMS infrastructure, identifying bottlenecks and areas of
inefficiency. They optimized database queries, upgraded
server resources, and implemented caching mechanisms
to improve overall system performance.

2. Real-time Monitoring and Alerts: To ensure timely
intervention, the team set up real-time monitoring
of order processing stages. Automated alerts were
configured to notify support personnel when orders were
stuck for an extended period.

3. Automated Error Handling: Functional support experts
developed scripts to automatically identify and resolve
common errors causing order processing interruptions.
This reduced the need for manual intervention and
accelerated order clearance.

4. Streamlined Communication: The team integrated the
OMS with communication channels used by support
personnel. This allowed for swift collaboration and
decision-making when addressing complex order-related
issues.

Streamlined
Alerts Communication

24/7 Support
Coverage

5. User Training and Support Documentation: Functional

support specialists conducted training sessions for
customer support representatives, empowering them to
handle minor order-related issues independently. They
also created comprehensive documentation to guide staff
through issue resolution steps.

. 24/7 Support Coverage: The time zone difference

enabled continuous support coverage, leveraging the
onsite team’s working hours and the offshore team’s non-
overlapping hours. This resulted in reduced resolution
times, ensuring issues were promptly addressed
regardless of the time of day.

. Accelerated Response and Overnight Progress: With

overlapping working hours, response times for critical
issues were accelerated. Additionally, the offshore

team could work on resolving issues overnight, leading
to substantial progress when the onsite team resumed
their work. This synchronization contributed to enhanced
collaboration and optimized resource utilization.




Results

The implementation of the functional support solution yielded remarkable results:
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1. Accelerated Order Fulfillment: One of the most
significant outcomes of the implemented functional
support solution was the substantial acceleration in order
fulfillment. By addressing the underlying challenges within
the OMS and streamlining the order processing workflows,
the organization achieved a remarkable reduction of
60% in the average time taken to clear stuck orders.

This transformation translated directly into faster order
processing and significantly improved delivery timelines.
The streamlined process allowed the company to meet
customer expectations for prompt deliveries, contributing
to heightened customer satisfaction and loyalty.
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2. Enhanced Operational Efficiency: The functional support
solution’s impact on operational efficiency was profound.
The integration of automated error handling mechanisms
enabled the support team to proactively identify and
resolve common errors that often led to order processing
interruptions. This shift from reactive problem-solving
to proactive error prevention minimizes disruptions and
empowers the support team to maintain smooth order
processing workflows. Additionally, the establishment
of streamlined communication channels facilitated swift
collaboration, ensuring that complex order-related issues
were addressed with precision and speed.
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. Customer Satisfaction: The pivotal outcome of

accelerated order fulfillment was the subsequent
increase in customer satisfaction. Swift and reliable order
processing, resulting from the optimization of the OMS
and the resolution of stuck orders, directly aligned with
customer expectations. The timely delivery of orders
according to customers’ expectations not only enhanced
their overall shopping experience but also reinforced
the company’s commitment to meeting their needs.
Consequently, the heightened customer satisfaction
bolstered the organization’s reputation, solidifying its
position in the competitive e-commerce landscape.
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. Revenue Retention: One of the most noteworthy

achievements was the mitigation of potential revenue
loss that often accompanies customer dissatisfaction.
By addressing the challenges that had previously led to
order delays and discontent, the organization succeeded
in preventing a ripple effect of canceled orders,
negative reviews, and diminished repeat business. This
safeguarding of customer trust and loyalty translated
directly into revenue retention. The ability to fulfill
promises promptly bolstered the company’s reputation,
ensuring that customers continued to choose their
platform for their shopping needs.




Conclusion

The case study highlights the transformative impact of functional support in optimizing an Order Management System for
accelerated order fulfillment. Through technical enhancements, automation, and streamlined communication, the company
achieved operational excellence, improved customer experiences, and sustained growth. The success story underscores the
critical role of IT functional support in unlocking efficiency and driving business success in the e-commerce sector.
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