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Third-party logistics providers are often this missing piece. 

Throughout this series we have talked about how we help 

retailers develop and deliver an omni-channel solution. 

Creating a solution alone isn’t enough though because as 

the industry continues to rapidly change, so too must the 

solution. This brings us to the final pillar of our three-pillar 

omni-channel strategy: Organizing for Success.

Expertise is critical to lead an omni-channel solution  

within the previously mentioned IT and execution pillars. 

The organization of that expertise to ensure flexibility  

and longevity of the solution – and ultimately the  

brand – is also important. In this stage, we create processes 

for components like project management and execution  

oversight. Depending on the retailer and their end customer,  

this can mean different things. But generally speaking,  

we address the solution’s organization through two  

lenses: process and personnel.

DHL Supply Chain – Excellence. Simply delivered.

The retail environment is in a constant state of flux – seasonal demands, trends and  
consumer buying patterns have always been the key drivers. Retailers work vigorously 
to make sure they’re positioned to respond to this constant change – and in many cases, 
and for many reasons, this alone is a challenge. Throw in the challenges of creating an 
omni-channel environment to support these regular changes and you have a truly  
complex puzzle to solve. A puzzle that likely feels like it is always missing a piece.
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PROCESS 

Project management – Because change is the only certainty 

in retail, ongoing project management is a must. You can’t 

“set it and forget it.” Strong, savvy and thoughtful project 

managers are needed to:

 n Work with key stakeholders across the retail,  

digital and wholesale sectors to define, prioritize  

and achieve strategic technology objectives

 n Ensure projects and reporting are delivered on time

 n Manage various projects from initiation through  

execution and completion

 n Conduct multiple tasks in a high-pressure environment

 n Ensure effective communication with all project  

participants

 n Collaborate with individuals across business units 

(even internationally)

A 2015 eCommerce study from Shopatron revealed that the 

project management skill set for omni-channel was not  

present in most retailers, with 71% of those surveyed noting 

they have no in-house management position with  

“omni-channel” in its title. This void can be filled by 3PLs too, 

by providing the talent skillset needed to all of the above.

Execution oversight – Execution oversight is really a cyclical 

approach that incorporates an ongoing analysis of data 

from labor management systems, productivity tracking,  

inventory availability, and feedback systems – all to help  

determine how much labor should be allocated to a days 

work. This becomes increasingly important as retailers plan 

for trend spikes or seasonal peaks. And it’s at the core of 

how retailers respond quickly to customer interactions.
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PERSONNEL

Talent Is A Key Consideration – Talent is so important to  

get this right, and that is a hard feat in today’s war on  

talent. In Deloitte’s recent Supply Chain Survey of 400  

executives, just 38, or less than 10 percent, are “extremely  

or very confident” that their organizations possess the  

competencies that are needed to deal with the supply  

chain issues of today. A quick Google search for “retail talent” 

will show headlines upon headlines of retailers “poaching” 

talent from one another. And the IT industry has its  

challenges too. ManpowerGroup’s tenth annual talent  

shortage survey of more than 41,700 employers worldwide 

found nearly 40 percent of employers reported difficulty 

filling jobs due to lack of available talent – with engineers 

and IT staff being among the top 10 most difficult positions 

to fill. This has created the perfect storm for talent shortage 

in the omni-channel space. 

Fortunately, 3PLs have also started to fill this gap. We have 

associates who are full versed in retail, IT, eCommerce,  

project management and data analysis, allowing us the  

ability to be able to insert the right people into the right 

challenge. That’s why retailers who have worked with us  

on an omni-channel solution have a higher success rate.

Omni-Channel Is A Team Sport – While much of an omni-

channel operation lives within the four walls of a distribution 

center, it is also dependent on other functions of the business. 

With the customer at the center of its universe, the solution 

has to be able to pull from finance, IT, HR, digital, and  

others. The success of the operation is based on the ability  

of these high performing functional areas, and it requires a  

collaborative approach with a dynamic coach, another area 

where we play a critical role. 

THE PRESSURE TO SUCCEED IS AMPLIFIED TODAY MORE  
THAN EVER

The Retail Industry Insight benchmark report, conducted 

by Retail Systems Research for SPS Commerce Inc., has 

shown omni-channel retail evolving from a quest for  

consistent customer-facing experience to a scramble for 

faster fulfillment. According to Nikki Baird, managing 

partner at Retail Systems Research, “Retailers need to  

have the ability to take an order no matter where  

demand is generated, or where the inventory to meet  

that demand is located, and get it to the customer as 

quickly as possible. Over the past year, we saw the  

ecosystem take a deep breath as it absorbed the depth  

of change required to achieve these omni-channel goals.”

All that said, retail executives are under immense pressure  

to not just get a strategy in place, but to build a solution that 

will successfully flow with the natural changes of this industry.  

Let us help you alleviate some of that pressure. 

www.DHL-USA.com/supplychain

RETAIL EXECUTIVES
ARE LOSING PATIENCE.

OF RETAILERS HAVE A MANDATE 
TO EXPDITE THEIR 

OMNICHANNEL STRATEGY

OF SUPPLIERS AND
DISTRIBUTORS HAVE
A SIMILAR MANDATE

52 25% %


