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An omni-channel approach to retail means dealing directly with the end-customer and 
because of that, the supply chain is a key enabler of its success. It is an essential element 
for fulfilling customer promises. As companies transform their structures, processes, and 
IT systems from single channel, multi channel or cross channel to support an omni-channel 
strategy, third party logistics providers can facilitate personalized seamless fulfillment 
options that unlock new levels of operational efficiency and customer satisfaction.
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In our last paper we talked about the 

importance of IT architecture as a key 

enabler of an omni-channel strategy. 

So is the organization and execution 

of what will happen, from where, and 

by whom. If the structure is not put in 

place with the proper personnel and 

processes, customer service will suffer 

and so too will the brand. This is the 

“Execution Considerations” pillar of 

our omni-channel approach. 

In this pillar, we analyze and problem 

solve four major components of a  

successful strategy:

1. Labor Strategy. An effective labor 

strategy is needed to deal with ex-

treme volatility and a tightening labor 

market. The supply chain industry is  

in a precarious situation where there  

is a labor shortage and an extreme 

demand for fulfillment labor at the 

same time, especially during peak  

seasons such as Christmas. And in  

the omni-channel world, retailers  

can change their marketing on the  

fly to adapt to trends, weather  

patterns, etc., creating demand 

changes on the fly as well. It’s difficult 

for retailers to be able to respond  

to this volatility, especially when  

the labor pool is so shallow. This is 

where a 3PL partnership is extremely 

effective. We have the talent, processes 

and flexibility to manage significant 

variability in volume demand  

and forecast.

2. Robust Operational Process. In our 

digital world, there is zero tolerance for 

error, as an unhappy customer can 

almost instantaneously influence brand 

perception. Because of that, a robust 

operational process that delivers high 

quality and service requirements is a 

must, especially when dealing directly 

with the end customer.  
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According to  

global management 

consulting firm  

Kurt Salmon,  

inventory accuracy 

in traditional retail 

stores ranges from  

50–80%. That leaves  

a lot of room for error 

that can be costly  

to a retailers brand 

and reputation.



It all starts with inventory control  

and accuracy, with the IT framework 

tracking across all channels – in the 

warehouse versus online versus the 

store and so on. But the right people 

with the right expertise monitoring the 

IT, analyzing its data, and executing 

the control processes are what’s vital 

to ensuring continued accuracy. 

3. Customized Solution. Retailers have a 

need for a cost efficient and customized 

solution for their business from inbound 

through fulfillment and final delivery. 

This means making sure the right  

technology is in place for the service 

and volume of your business – both 

currently and in the future. As more 

and more companies look to invest in 

automation to reduce labor challenges 

and improve order accuracy, this step 

becomes even more important. Ongoing 

engineering and solutions design is 

needed to do this accurately – another 

benefit of working with a 3PL.

4. Responsive and transparent  

customer service functions. We  

already talked about the need to  

keep customers happy. In omni- 

channel, that means more than just  

a customer service call center. Rather, 

retailers need to have customer  

service linked directly with the  

fulfillment operation to quickly  

identify and resolve issues. This is 

another gap 3PLs fill for retailers.  

We calibrate the IT system capabilities 

to provide holistic data on service 

levels and feed that information/

feedback back into the fulfillment 

center to correct issues in “real time.” 

Logistics and supply chains are the 

backbone of every omni-channel  

strategy. They are the key enablers  

to consistently and cost-effectively 

deliver personalized service and  

flexible fulfillment. And they  

enable retailers to achieve cross- 

channel inventory visibility and  

optimization and meet customer  

expectations, generating higher  

satisfaction and loyalty.
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ORGANIZING FOR SUCCESS: 

Expertise is critical to lead an omni-channel solution within the previously 

mentioned IT and execution pillars. In the last of this four-part series, we’ll talk 

about the components needed to successfully operate an omni-channel solution. 

This includes things like ongoing project management, execution oversight 

processes, a core group of dedicated and knowledgeable resources leading the 

project, and the ability to tap into a broad range of functional experts as needed.  

Question Implication

Customer makes a purchase online; 
should it come from the distribution  
center or the nearest store?

Store inventory will be reduced and store turnover will go 
up if the item is shipped from the store, despite the fact  
that the sale originated online.

If a customer chooses to pick a product  
up from a local store, who gets credit  
for the sale?

If considered an e-commerce sale, store inventory will  
be reduced with no corresponding sale for that channel,  
unless the inventory becomes reclassified retroactively.

Should the stores replenish inventory  
sold via other channels or leave as is?

Even if the sale originated from an e-commerce customer, 
the store may need to replenish the picked up item to  
remain stocked.

What is the process and policy if there  
is a return?

If an item is purchased online but returned at the store,  
inventory ownership can become confusing since the  
returned item is planned for resale.

THE IMPACT OF FULFILLMENT ACROSS CHANNELS

The “buy anywhere, fulfill anywhere” value proposition is leading retailers to enhance their visibility into inventory 

across the supply network to efficiently fulfill orders and meet consumer demand. Without a robust operational 

process in place, it can be a potential nightmare for inventory managers who must account for the following variables:

*Source E-Commerce Times


