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Introduction AT A GANCGE

Many organizations are rethinking how they do business with custome
as the pandemic winds dowat the height of the disruption, lockdowns = KEY TAKEAWAYS

forced physical sales channels suchiasvrooms to closerade fairs were | Order management solutions can help
cancelled, and social distancing measures maglerison customer visits | r9anizations bridge thpotential customer
. . . . L. experience gap by enabling visibilityass
impossibleAs a result, businesses shifted to digital salesroila as a distributed inventories and managing

complement to traditional sales channels. seamless and cosfficient order fulfillment
across multiple sales channels.

In retail digital sales channedted achieved degreeof maturity before
the pandemicHowever digital commerceurrently represents a smaller
share of transactions manufacturinghan in retai| particularlyamong industrial B2B organizations.

This is changingnvestment in B2B commerce is being spurreddyeral fators: electronicdatainterchangg(ED)
creatinga bottleneck for placing orders, B2B customers expecting purchasing expetiehoesror the ease ofheir
online consumer shopping experieneadrobusttechnologiesnablingdigitallyaugmented product showcasing

Many manufactures are also turning tdirectto-consumer (D2C) strategias a way to improve direct customer
engagements to increase customer loyalty, launch new business models such as subscriptigrosgaiitesliuable
customer insights data from various toyabints in the customer journeyrhis trendwill also drivenivestments in digital
commerce accordingly.

Standing ugligital commercaypicallyincludes the implementation of fromnd solutions, such as a web shop, customer
registration and profiles, product catalog management, orsseifice customer serviceédoreover it will alsobe keyat

the back endo ensurea seamless and satisfactory experience throughouttisomer journey, from placing an order

to tracking its arrivadt the expected timandthe most convenientdleliverylocation.
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To ensure higlelrels of customer experience across the entire joumale optimizngorder fulfillment costs, digital
commerce solutions need to align with supply chain operations, warehouse operations, and order fulfillment.

Achieving this outcomigpically requires not only appropriate baeld integration withexisting applications (e.g., ERP,
PIM,CPQ, SCMndCRM) but also investments in solutions to addreggatentialgap betweerthe customets
experienceandorder fulfilmentfrom digitalcommerce.

Order managemerOM) solutions can help organizations bridge this potewtistomer experiencgapby enabling
visibility across distributed inventories and managing seamless anefficisnt order fulfilment across multiple
sales channels.

Definitions

IDC defines order managementfa@fows Order management applications are designed to improve order efficiency ant
visibility for a wide range of industries and order types. Order management functions include order validation, quoting
plannng, lifecycle management, fulfillment, and settlement.

Order placement is the prerequisiter an order management application, followed by the issuance of receipts,
advanced shipping notices, and payment processing functions. With an order managesteentisylace, order and
product configurations, pricing options, shipping preference verification, and credit checking can be combined to forn
integrated order management application, regardless of the sales channels. Functions of order managercesidragpopl
often integrate with billing, subscription management, CRM, and digital commerce applications, depending on the kir
of products and services being provided.

Distributed order management systems provide added functionality for retailers andgitzations that need to
optimize order fulfillment across a complex network of warehouses -andknortar stores, fulfillment centers, and
partner locations. Distributed order management systems require integration wittimealnventory management
gystems to deliver products to consumers from the most efficient location while utilizing stores to improve and shortel
the fulfillment experience.

Major BusinesChallenges toBe Addressed

Organizations that want to pursue their digital commerce strateglyaaoid potential customer experience gaps need to
ensure that business processes are seatglggegrated from orderplacemento order fulfillment and order delivery.

The keypusiness challenge relates to delimgthe right product at the right timandat the right price to the right
location to avoid negative customer experiences.

Theexpectationof customerscontinue to increaserheywant to know the status of thesrders they want accurate
delivery datesandtheywantrewards fromoyalty programsr discountgo be appliedo their ordes.
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The followindousiness challenges need to be addressed by organizations that want to @ssyerioicustomer
experience:

» Delivering on customer promisegiccuratelyestimating time to delivery requires erid-end visibility across the
entire inventory. This also includes visibility across distributed invebémgusgroducs may bestoredin
differentlocations, at different distribution centerslowevey legacy applications and siloed applicatioften
preventthe organization from havirigll visibilityinto distributed inventory. Without this visibilityhe costs of
on-time order fulfillment andielivering on customer promises getentially higher.

» Being highly adaptable to changing market conditions and customer requiremémtiie past, the focus of
supply chain management was on efficiertoglay this focushas shifted taesiliencyRespandingto changing
circumstances quickly aradficientlywill requirehigher visibility into supply networks, thereby creating more
transparent supply chains.

» Adopting a newapproachfor supply chain managemenietailers are more mature in managing their supply
networks, nurturing their supplieysonitoring the reliability and capabilities their suppliersandhandling
supplierghe same way theflandlecustomersThis is newterritory for manymanufacturing eganizationswhich
need tomodelsimilarbehavior

» Optimizing order fulfillmentcosts Ensuringan outstandingexperience across the entire customer journey should
not happen without optimizing the cost base at the same time.-€fisient order fulfillment should be the
guiding principleincludng costefficient order routingandenabling order fulfillment fronmultiple fulfilment
centers. Intelligent order routingnd multishipping order fulfillment that follow businesdes and prioritiegan
help lower costs and balance inventory.

» Enabling omnchannel commerceToday, consumers and customers want to ble &oshop or gather
information from anywhere from any devicEherefore, @abling an omrchannel commerce strategy is key to
ensure high levels of customer experience. This regthiessreation ocompelling interactions at every
touchpoint of the cistomer journey in every salekanneks well asinified visibility acrosall channels. Moreover,
moving to a unified commerce solution enables manufacturers and retailers to ensure consistency across all
channels, including phone, web, EDIid corporatgprocurement systems.

» Integrating existing channel partner8vhenanorganizatiorselsvia channel partners, providing high levels of
customer experience requires better insights itiiteir business operatiorand feedback loops to enable channel
partnersto share forecasting and inventory managemefdrmation. At the same time, channel partners should
be empoweredvith relevantinformationfrom the manufactureto providethe best experiences to their
customers.
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IDC researckupports the importance of addressing such challergigsire Shows the top supply chaiand
demand chann@lelated areas for improvements among manufacturing and retail organizations over trthneext

years
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Key Requirements of Order Management Solutions

To addresshe previously mentionetiusiness challenges, order management soluti@esl tomeet some key
requirements

» Cloudbased Modern order management solutions should be clbaded to ensure better scalability and agility
in terms ofboth time to implement andhe abilityto roll out solutions to different regions and countries more
easily Besides multitenant SaaS order management solutions, -datik applications will become a key
requirement for many buyers to support greater flexibility and portability.

» Easy integrationAs tre number of delivery options increasso doeshe complexity that order management
applicationgmusthandle. To keep yprder management applications must support visibility across their inventor
and supply chains to help mdaisiness KPIs and customer SL&&abk visibility across distributed inventories
and manag seamless and cosfficient order fulfillment acrossiultiple sales channelsrder management
solutionsmustprovideeasy integration to relevant existing applicatidesamples includearehouse and
inventory management, transportation and logistikanagementsupply chain planningulfillment, ERPand
digital commerce applicationSrder management applications should provide appropriate cloud APIs to facilitate
tighter and simpler integrations across front and back dffice

—_ C
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» User experiencadistorically, order management applications were designed lackend user with a desktop,
but this paradigm is shifting in favor of nativebile apficatiors. Thereforemobile user experiences are
becoming a top requirement for order management applications.

» Preconfigured solutionsThesesolutionsare easierto apply becausthey addresspecific challengeandcan be
used out of the baxmeaning theylo not require a lot of itnouse expertise to customize. Tisiparticulaty true
for industrydomainspecific preconfigured solution&n example her&if there are preconfigured solutions and
workflows for warranty support, reverse supply chainspare parts distributiorwhich are relevant processes in
industrial manufacturing.

» Easycustomization:Makingit easyto customize applicatiorsnablesusersto quickly adjusapplications to their
specific requirements a costeffective mannerlDC expects that lowode no-code application deelopment
experiences wilhcreasinglpecomea requirement fao ordermanagement applications.

» Attificial intelligence Al) and automation:Embedded analytics and Al can help support deamsaiing based on
multiple parametersThis includes defining optimized inventory levels, pricing and discount recommendations,
intelligent order fulfillment. Moreover, Adowered capabilities that automate digital commerce processes and
workflows have the potential tsignificantlymproveoperations byandyzingmultiple parameters.

» BlockchainThe morehat digital commerce transacti@and related ordefulfillment need to be verifiedcross
the entire supply chaire(g.,from farmers to exporters, shipping lines, inspection senaresimporters) in a
market that should become more transparent and trusted, the ntiesétechnologies such &1L T/blockchain will
become relevanand needo be integrated with order management applications.

» Sustainability:Asorganizations embed sustainability targets into their operatitreze will be aneed for order
fulfillment to consider relevargustainability parametersuch as CO2 emissiarsuel consumption.

Benefits

Major benefits obrder management solutionslate to being able to better ensure higievels of customer experience
across the entire customer jouney while optimizing order fulfilment cdsis can be achieved through increased
endto-end inventory visibilitandcostefficientandintelligent order fulfilmentacross multiple sales chansahd routing

Considering Fujitsu
Fujitsu Limited, located in Tokyo, Japan, was established in June 1935 in Kawasaltadlgghe parent company of
Fujitsu America Inc. Fujitsu Limited has grown into a thriving global netvebi&a provider of IT infrastructure solutians

Fujitsu Limited ialsoa leading provider ohformation and communications technolo@ Tipased business solutions

for the global marketplace. With approximately 140,000 employees supporting clients in more than 100 countries,
Fuijitsu combines a worldwidmrps of systemand services experts with highly reliable computing and communications
products and advanced microelectronics to deliver added valiis dtents.

When theconcept of SaaS CRids introducedn the mid-2000s, Fujitsquickly savhow the CRM space would evolve
to enrich thecustomer experienc&’he companyvas instrumental in efining the concept and pioneering the
development ofOMtightly coupledwith a CRMplatform, launching itsGLOVIA Olgblution in2008.
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Relying orb0 years of ERteritage, Fujitsalsointroduced inventory management and order fulfillment as a clmadive
SaasS offering on a CRM platfoltsintent wasto seamlessly integrate edd-end capabilities for order entry,
management, allocatigand fulfillment on a single platform, tightly coupled with CRM processgsasustomer service

Since itsdunch, GLOVIA Ohdsevolved to add functions for nearly all cdmesinesprocessegesulting inacustomer
centric enterprise solutiorGLOVIA ON§ designed to ba transformational, unified commerce supply chain platform
that serves alletailers distributors, and manufacturers efficiently.

lts modulardesign allows businesses to choose only the solutionsiéey Othermodules can be enabled or disabled
ondemandas required

GLOVIA OM offetke followingkey benefits:

»

»

»

»

»

»

»

»

»

Seamless order channel management andtieed visibility (D2C, B2BndB2B2@narketplaces)
Ordermanagementsingles, merged, prerders, subscriptions

Inventory,warehouseand fulfillmentmanagemen{multisite, distributed, and blendgd
Pricingmanagemaet with new and existing pricing, pairings, rules, discounts, and promotions
Intelligentallocation enginavith high precision/granular configuration for a wide range of attributes
New Aldrivenmerchandise planning, demand planniagd forecastingapabilities
Orderorchestration hulfrouting costanalytics, distributed/split fulfillment, D2C, 3P

Globalscahbility language, currency, governamnce

Oneclick order management

Thesolutionalso ha 70+industry:specific accelerators with robust Al capabilities.

At the heart of thesolution arethe intelligentallocationengineandorchestrationhub that interconnect and synchronize
upstreamand downstream workflowsuch as

»

»

»

»

»

»

Demandorecasting

Materials angproduction planning
Inventorymanagement, flowand positioning
Serviceexecution

Fulfilmentmanagement

Customerservice

The resulting benefits are shortened quétecash cycles, reduced risk, optimized production and inversind,
true endto-end visibility across all processes, products, satekservices.
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Challenges

From IDG perspectiverujitsucurrently has a very strong focus on the U.S. makdthus arobustawarenes®sf its
solutionsamong potential customersioweverglobal market awarenesslated tothe companisorder management
capabilitiess lacking among potential buyers outside thaited States

Additionally, althouglfrujitsuhasa strongpresence ilB20ndustries such as retalCPGandhigh techjt hasasmaller
presence in B2B industries such as the industiggufacturingspacewhere ID@xpects risingnvestmentsn digital
commerce solutions that wallsorequire appropriate order management solutions.

Conclusio IDC expects that

IDC expects that investments in digital commerce will drive demand for order Investments in
management sstems, which will provide organizations with seamless and efficient digital commerce
order orchestration, visibility, and fulfillment. will drive demand

Ordermanagement solutionshould bebuilt on modern and cloutbased, scalable for order
architectures with usefriendly interfacesandthey shoutl be able toactas an management
integration solution for existing legacy applicatiofisose thatlso have innovative
technologies embeddeduch as automation, Air blockchainwill provideadditional systems
valueto organizations thatitilize suctsolutions.

Besideghe need to choosan application that provides the right capabilitiesganizations facevo main challenges to
the successful implementation of order management solutions that augment the commerce technologhetack:
complexity of ach projects and theesulting need to involve all relevant stakeholders.

The key to amooth implementation and rollout of order management solutisrisvolvingstakeholders earlp the process
to ensure acceptance and usag¢he solutionsThese takeholdersncludenot onlydecision makers in the warehouses, the
supply chain, procurement, salesd aftersales but also those in service and support, logistics, and finance.

If implemented and rolledut correctly, order management solutions cahaddress the customer experience gap by
ensuringhe organizatiors ability toalwaysmeetthe customer promisadeliveringthe right product at the right time
andat the right price to the right location.
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Bridge Your Experience Gaps

The etail industry is experiencing a pronounced disruption from a stergric business mode a combination of
physical and digital storefronts. As a regelailers need to become fluemt the digital space to connect well with
consumers, all the while ensuring product fulfilmerd seamless experience.

Retailersmayfind it difficult to enable this new mindsahustempower their teamsvith tools thatachieve success, il
order to remain disrupted. Retaitieed a robust and agilutionto empower storesheadquarterssuppliers,
inventory associates, engsersand customergqually

In a volatile demand landscape, retailers need to also preparedantbaxpected, and be ready to react and respon
with action to satisfy customer needs and grow revenue. Customers expect seamless execution of their order:
regardless of channel, and transparency and insight into the entire process that results in adrddareynd loyalty.
Benefits include:

» Improvedrevenue
» ReaHlime inventory visibility

» Accurateorderfulfillment status
» Improved productivity
»  Seemlyexecutecomple
» Empower customer c

» Improvedoperational e

The
IDC Research, Inc. This
140 Kendrick Street moré
- Custt
Building B IDC
Needham, MA 02494, USA

Exteri
T 508.872.8200 mate

F 508.935.4015 docu
Twitter @IDC Copy!
idcinsightscommunity.com
www.idc.com

=IDC




