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Businesses need flexible

order management solutions
(OMS) that foster freedom of
technology choice. Learn how
IBM Sterling OMS helps you
drive customer satisfaction,
iIncrease fulfillment profitability
and support new digital and in-
person customer experiences.
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IBM Sterling largest retail clients with over $1 billion
Order Management j_ O O _l_ In annual revenue are served by IBM.*
Is the #71 order management

plattorm for smart, scalable,
seamless commerce

the number of stores served by
2 >< IBM’s solution compared to any
other solution.t

eader in the G2 Winter 2023 Grid
5//5 j_ Report for order management sottware

In 6 out of 6 categories.?
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Introduction

In today’s fast-paced business environment,
freedom of choice Is key when it comes to creating
the unique supply chain that fits your business and
delivering superior customer experiences.

Meeting evolving customer

expectations requires flexibility

As online shopping becomes ubiquitous,
customers seek elevated shopping
experiences that enable freedom of choice
and flexibility. This means providing
customer experiences like fulfillment
options, accurate order delivery promises,
flexible return policies, and superior in-
store customer service.

In order to provide these superior shopping
experiences and capture customer loyalty,
retailers must have real-time visibility into
their inventory and supply chains. Meeting
customer expectations is key to long term
growth and profitability for retailers.

Next chapter >

IBM Sterling OMS offers

technology freedom of choice

An Order Management System (OMS) that
offers flexibility, agility, and the ability to
evolve and expand is crucial to meeting
customer expectations.

IBM Sterling Order Management is a
cutting-edge solution that streamlines
operations, enhances customer
satisfaction, and maximizes profitability -
making it the ideal choice for any business
looking for a reliable, scalable, and flexible
OMS solution. It helps businesses pivot
quickly to fulfill customer needs, while
maintaining a solid data foundation

and transparency to support long-term
sustainable supply chain strategies.
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Cater to the New Shopper

We understand, and deliver, what the next-
generation shopper expects from modern
commerce experiences. Ultimately, it
comes down to meeting consumer need for
more certainty, choice and transparency in
the shopping journey.

Consumers are likely to go elsewhere
If a retailer does not offer the services
they desire like curbside pickup or
return flexibility.

In fact, nearly half of consumers say they
are likely or very likely to shop elsewhere if a
retailer does not provide visibility into when
they can receive the product they want, or
an acceptable substitution, before they hit
the buy button.?

With IBM Sterling at the forefront of
Innovation in order management, clients
can be confident in their ability to stay
ahead of the curve.

The New

Shopper
Imperatives

M

Certainty of

product availability,
of delivery estimates,
of actual delivery

and of prompt
customer service

O0#

0000

Choice of how

I order, of where
and when I can
have it delivered
or picked up, and
of my post-order
services options

Figure 1. Next-gen shoppers expect more

from ecommerce experiences.

Next chapter >

Transparency
about products
and services I'm
intersted in, about
my customer
service requests



45.5% ot consumers say that 50.9% say the same about

they are likely to go elsewhere It the ability to return purchases

a retaller does not ofter curbside made in-store or online to either
pickup?’ channel’

45.0%  20.9%

< Next chapter >
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Reimagined User Experience

IBM Sterling Order Management’s intuitive user
Interface Is designed to support users and enable
their freedom and flexibility to work the

way they want.

A reinvented user experience

based on award-winning design

Built using IBM Enterprise Design Thinking
and the award-winning Carbon Design
System, the user interfaces are intuitive
and approachable for business users by
allowing for low code/no code models.

Carbon is IBM’s open source design system
for products and digital experiences. With
the IBM Design Language as its foundation,
the system consists of working code,
design tools and resources, and human
interface guidelines.

Users are given the freedom and flexibility
to configure personal workspaces

based on their role, responsibilities, and
working style using simple drag and drop
components. The Carbon Design System
gives all the Uls a consistent look and feel,
which aids the user learning experience.

< Previous chapter Next chapter >

Furthermore, the Carbon Design System
iImproves developer agility when building
and supporting deployments, and easily
making UI customizations.

Overall, this accelerates the Ul
development process, ensures faster
adaptation to customer needs, and
promotes faster adoption, enabling users
to focus more on meeting customers’
needs, rather than on learning the
platform’s technicalities.

Finally, by utilizing innovative modern
technology components like Angular,
Lerna and Single-spa and a micro-frontend
architecture, the platform supports rapid
deployment, seamless upgrades, and
accessibility for differently abled users.

Read more about the award-winning
Carbon Design System -


https://carbondesignsystem.com/all-about-carbon/the-carbon-ecosystem/
https://carbondesignsystem.com/all-about-carbon/the-carbon-ecosystem/
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Insights to Analysis to Action

for the business user

The Order Hub user experience gives
you complete visibility into fulfillment
operations by combining business tools
and analytics into a single UL

This redefined user experience groups
together core related activities, framed by
a pattern of Insights to Analysis to Action.

The following key capabilities in Order Hub
help provide a modular and modern user
experience that enable user flexibility:

— Create your own personalized Workspace
with dashboards to keep a close watch
on metrics and key performance
Indicators across your fulfillment network
In real time.

— Visualize the performance of a fulfillment
location, drill down into fulfillment
activities, analyze issues with an intuitive
interface that provides a detailed view of
nodes and orders.

— Alerts Rules allow you to get timely
notifications about orders or shipment
status and stay proactive to catch
fulfillment risk early.

— Take corrective actions right from the
UL Turn off low performing fulfillment
locations or adjust capacity to fulfill
orders as soon as you see a shift in order
volume. Reassign orders to prevent
backlog.

Overview of Order Hub -

[BM Sterling Order Management IBM (Demo 19 - Always On) v
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t
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Figure 2. IBM Sterling Order Hub UI allows the user to
view workspace analytics, nodes capacities, orders,
inventory, shipments and fulfillment promises.

< Previous chapter Next chapter >
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https://mediacenter.ibm.com/media/Order Hub overview - IBM Sterling Order Management/1_461a387f
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Transparent decision making

to build customer trust

Our solution helps elevate customer
experiences by supporting a wide range of
fulfillment options, that include Curbside
Pickup, Buy Online Pickup in Store (BOPIS)
and Ship from Store (SFS).

To achieve this, IBM Sterling Intelligent
Promising uses advanced algorithms to
route orders to the most efficient fulfillment
option, while intelligent order promising
capabilities ensure accurate and

on-time delivery—thus boosting

customer satisfaction and loyalty.

This guarantees shoppers a greater sense
of reliability and certainty, increased
choices and more transparency across their
buying journey.

As for retailers, the IBM Sterling Intelligent
Promising Ul empowers them with the
ability to improve their digital conversions
and in-store sales while increasing their
omnichannel profitability.

It gives retailers the ability to make
promises in real-time, with dynamic
visibility into their inventory and optimized
fulfillment through intelligence that seeks
to minimize total cost-to-serve.

Intelligent Promising Overview -

B IBM Sterling  Order and Inventory ¢
Folhliment f ! T vl y e o g | ' { ,
UPS 1'day, GRND deta|ls Hermitage Fit & Flare Dress [AuroraWMDRS-001 ]
AM
st Ay ¢ ( ne to« v for cutal
MediaM 01-02-2021 10:00 PM 1 day 14 hours 01-01-2021 03:30 PM
': me— oy
x| ]

Available nodes

~A 1)
Node name Estimated delivery J  Order by Time to deliver Available SKU  SKU availablility Node capacity  Lead time f
01-02-2021 04:00 P 031-01-2023 03:30 PM 1 day 8 hours b, A ol 6 hours 2 haours 30 munty

Aurora Mecia Mal 01-02-2021 10:00 PM 01-01-2021 03:30 PM 1 day 14 hours 1,000 6 hours 8 hours 2 haurs 30 mintues

Items per page: 25 WV 1 -250f118 items 1 v ol §pages ‘ »

Figure 3. IBM Sterling Intelligent Promising shows
a simulation of expected delivery dates based on
Al-optimization.

< Previous chapter Next chapter > 11


https://mediacenter.ibm.com/media/IBM Sterling Intelligent Promising Overview/1_a9gvf78c
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Empower store associates to

deliver exceptional experiences

IBM Sterling Store Engagement empowers
store employees and managers to deliver
superior customer service—whether it be
for an online purchase, in-store purchase,
or for backend fulfillment and

inventory management.

Store employees can use IBM Sterling
Store Engagement to standardize tasks,
recommend cross-sells and up-sells, and
provide customers with suitable fulfillment
options for their purchases.

Store managers can use the store manager
dashboard to track and monitor store KPIs.

The Store Manager dashboard enables the
user to quickly track, monitor, and analyze
KPIs of importance to them.

The Store Manager dashboard helps them
to understand the key performances of
their supply chain operations and are also
able to drill down into each KPI for granular
details that measure the performance
metrics so that they can

take immediate actions.

Store Engagement Capabilities —

Manager dashboard

I Total orders to be fulfilled today

98 71 11 8 8

Total cedars Not started In progross Raady Complated

Pickup orders 10 v ; Ship orders (0o S1atus vew

"

Order fulfiltment tasks T Order Fulfillment @
47 unassigned taskes (7

Order # PIGK_TDY_08

Order ¥ PICK_TOY_09

Orders to be fulfilled

I
o |

Figure 4. Store Engagement manager dashboard
gives supervisors tracking and monitoring of
operational KPIs.

< Previous chapter Next chapter

Total orders by SLA

[ ]

Status of incoming shipments

>

Transfer orders (2 13108 W

Pick declined orders (5)
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& Y100000749 X !

2 - 6849 Wolfe Road, Sunnydale 94049 (4 Product

Manage this shipment

3VENIONA Chasges

Fultiliment (3) Order lines {13 Payment methods (1) Returns (0)

This arder will he fulfilled in 3 parts: Shipping (2) and Pickup (1

Shipping - 987 Broadview Lane, Omaha 68101 (1 Product)

T

001 987 Broadview Lane, Omaha 68101 (5 Products

hipping DMAFPR12_MIX_0

<o
TTTEe
i

Pickup - Matrix - Boston, 234 Copley Place, Boston 02116 (7 Products)

- i e

Status

Status

Shipment yet to be created

Status  Shipment Invoiced

Shipment yet to be created

Order total

djust pricing

$1,046.45

Figure 5. IBM Sterling Call Center enables CSRs
to quickly start new sessions to view the progress
of customer orders, with options to take action on
customer inquiries.

IBM Sterling OMS is on a continuous
journey of modernization and
Innovation

Efficient Customer Service

IBM Sterling OMS provides an easy-to-use
Call Center that enables Customer Service
Representatives (CSRs) to create, view and
perform complex order modification tasks.

CSRs can handle several calls at the same
time by opening multiple sessions grouped
by customer interaction, allowing them

to efficiently conduct Customer Inquiries,
Order Creation, Order Modification,

and Order Returns and Exchange tasks

in parallel.

Call Center also allows the CSR to have a
single view of customer transactions to
enable more relevant cross-sell and up-sell
discussions with customers.

< Previous chapter Next chapter >

It permits scheduling deliveries and
appointments efficiently and also provides
the ability to take over a customer’s online
cart to reduce cart abandonments.

This Call Center is a prime example of

how IBM has designed and built UIs with
the customer experience in mind through
our Sponsor User Program. This Sponsor
User Program is a co-creation program that
allows users to give product input through
the design and enhancement stages of
product development.

Overall, IBM Sterling OMS offers users
freedom and flexibility to choose how
they want to work through an intuitive and
modernized user experience that is built
with customers—for customers.

See how IBM’s Sponsor User program helps
us collaborate to reimagine UX —

13


https://www.ibm.com/design/research/sponsor-user-program/overview/
https://www.ibm.com/design/research/sponsor-user-program/overview/
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Flexible Architecture

IBM Sterling Order Management is built with
unmatched flexibility of architecture to ensure that
businesses can select and compose the solution
that works tfor them—now and into the future

Composable platform

To support freedom and flexibility, we
have extended our prior leadership in SOA
principles to incorporate a microservices-
based, API-first approach to creating

a composable OMS architecture. This
allows businesses to compose the OMS
platform that fits their needs based on our
platforms’ services.

Businesses can greatly reduce time to
value by bringing in modular functionality
at their own pace and integrating them with
incumbent solutions.

A robust set of headless APIs enables
easy integration with existing enterprise
systems, such as CRM, ERP, and WMS.

< Previous chapter Next chapter >

Deployment freedom

A cloud-native architecture, built with a
headless design that can be paired with
any UI, enables deployment using universal
technologies like Kubernetes onto any
hybrid, private or public clouds. We call
this: My Cloud. Your Cloud. Any Cloud.

IBM is the only vendor that provides the
flexibility for your modular components to
be deployed per the model of your choice.

IBM provides speed and agility for fast-
paced development environments,
while also bringing significant savings in
operational costs through containerized
architecture models.

14
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Composable
plattorm

Spend time building,
not integrating

Open APIs with security

Open APIs make IBM Sterling OMS

the platform of choice, where you can
build extensions and easily integrate into
3rd party software for an expanded
solution footprint.

A microservices-based architecture
designed with enterprise grade security,
enables quick development using APIs

without compromising on safety and trust.

Easily authenticate trusted applications

and expose only the data that you need to.

Modules that make sense

IBM Sterling OMS is built with modules
that make business sense. We make the
consumption of modules easy with
purpose built microservices bundled
together to provide functionality—so you
can focus on your business needs and not
on backend integration.

Modular components are built on a
common platform to provide business
agility without interdependencies between
individual services. This makes it easy for
businesses to continuously upgrade and
deliver the right business functionality in
manageable waves.

< Previous chapter Next chapter
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Headless for flexibility

The Sterling OMS platform is designed
with a decoupled back end and front end,
allowing businesses to choose the pace of
adoption and innovation independently.

Invest in front end development and deploy
more often while keeping the backend
applications resilient to the changing
solution landscape.

With a headless platform, you can stay
nimble to respond to market needs faster
and deliver quicker changes where it
matters the most.

15
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IBM Sterling OMS offers a robust platform
with modular microservices, that allows
businesses to stay nimble with the pace

of innovation and customizations. Whether
it is back-end APIs or front-end Uls,
businesses can choose the module they
want to extend and integrate it with their
supporting ecosystem with ease—reducing
the time for upgrades or new feature
roll-out.

= |
H BEE

< Previous chapter

Next chapter
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>
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Deployment
freedom

Take your solution where
you choose

Cloud-based model

IBM Sterling OMS offers a cloud-native
architecture that ensures optimal
performance and reliability, and its
advanced security features ensure that
customer data is always secure.

The cloud-based model is ideal for
businesses that want to reduce costs,
enhance scalability and eliminate the need
for on-premises hardware.

Cloud options including SaaS on the IBM
cloud or deployment on any public cloud
of choice, allow businesses to take the

technology decision that’s right for them.

On-premises model

IBM Sterling OMS can easily be deployed
on-premises, and its advanced
architecture ensures that the solution is
highly reliable and scalable.

The on-premises model is ideal for
businesses that want to maintain
complete control over their OMS solution
and prefer to keep their data in-house.

A containerized platform and microservices
allows businesses to architect for on-
demand scale at par with public cloud
architecture, without the drawbacks of
shared infrastructure.

< Previous chapter Next chapter >

Hybrid model

The hybrid model combines the best

of both worlds, allowing businesses to
leverage the benefits of both cloud and on-
premises deployment models.

Hybrid deployment allows for the gradual
adoption of modular microservices from
cloud into the traditional on-premises
architecture.

With hybrid deployment, businesses can
keep sensitive data on-premises while
leveraging the scalability and flexibility of
the cloud.

17
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IBM Sterling OMS offers various
deployment choices, including cloud-
based, on-premises, and hybrid models,

to cater to diverse business requirements.

The platform can be deployed in a multi-
tenant or single-tenant environment,
and businesses can choose from a range
of hosting options, including dedicated,
shared, and virtual environments.

<

Previous chapter

Next chapter

>

18
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Why It matters

“When customer behavior
changes, we need our
technology platform to
react to that. A flexible
architecture enables us
to pivot and know where
we're Investing our time.”

Ope Bakere

Vice President and

Chief Enterprise Architect
Hudson Bay, Saks Fifth Avenue

Tailor deployment by region

With IBM Sterling OMS, you can deploy

a SaaS model in North America and still
choose to deploy a public cloud alternative
In mainland China to ensure compliance
with local laws; or even start with a SaaS
model and then lift and shift everything to
a self-managed model on a public cloud

of choice.

Having a flexible, composable and
transferable platform as the backbone of
your architecture enables your business
to stay agile and responsive ahead of
changing market needs in each region.

< Previous chapter Next chapter

>

Scale without risk

The fundamental philosophy behind a
flexible architecture is freedom of choice in
both pace of adoption as well as backend
Infrastructure. This philosophy makes IBM
differentiated from other OMS solutions
today, which utilize only one go-forward
deployment model that inevitably restricts
you to the strategy of today.

Our solution helps your business to be
ready as you expand by revenue size,
geography or by acquisition. As a trusted
partner, IBM helps minimize business
risk and enable different journeys using
a shared platform built for freedom

and flexibility.

19
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-ansparent, Trustworthy,
-anstormative Al

IBM Sterling Order Management’s intelligent
promising capabilities emphasize trust and
transparency to optimize profitability while
delivering on customer choice

Transforming the shopper experience
from Discovery to Delivery

Real-time inventory availability for
transparency, convenience, and choice

Clear and accurate

cdelivery notifications
for time of arrival, -
order in—transit, o -
and unexpected delays )

Optimized sourcing to
deliver the best shopper

experience at the lowest
b
cost-to-serve .

Enhanced shopper \ ""
experiece and '

strengthened loyalty

Visibility into fulfillment methods and estimated delivery dates

Figure 6. Today’s shopper demands
transparency and trust across
the shopping journey.

Transparent Al that you can

trust to run your business

IBM believes that the foundation of Al
must be built on the Principles for Trust and
Transparency. The intelligent promising
capabilities delivered by IBM Sterling OMS
emphasize this trust and transparency in
several ways.

— Users gain trust from a dynamic solution
with Machine Learning (ML) that
learns unique sell-through patterns
and maximizes customer satisfaction
overtime.

— Fulfillment managers gain trust in the
solution through built-in explainability
that explains the logic behind shopper
promises and optimized decisions.

— CFOs gain trust with outcome KPIs
presented alongside “what-if”
scenarios that highlight the impact and
incremental gains from ML enhanced
decision making.

< Previous chapter

Next chapter >

Our next-generation OMS also affords
today’s shoppers transparency and trust
as part of a transformed commerce
experience.

Discovery: An early and accurate Expected
Delivery Date (EDD) on product pages.
Greater transparency around product
availability, pickup or delivery options

Checkout: Greater choice in the Checkout
experience, with options for sustainability-

conscious shoppers

Fulfillment: Build shopper trust through
on-time and accurate order shipments

Read more about IBM’s commitment to
Trustworthy AT -

20
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https://www.ibm.com/policy/trust-principles/

04

Using Al and
machine learning,
an OMS can analyze
a vast number of
Inventory scenarios
through the lens

of profitability

ML to identify profitable

sell-through patterns

Intelligent Promising offers AI/ML based
order fulfillment optimization, which
orchestrates the best options to fulfill
shopper promises while still maximizing
the business’ profitability goals.

This involves applying ML to identify
profitable sell-through patterns. For
example, retailers can systematically

and strategically avoid heavy markdowns
by selecting fulfillment from stores with
excess inventory; or they can mitigate
shopper unhappiness and lost revenue by
ensuring that stores with low inventory
and high demand stock up on key
Inventory. Retailers benefit from a single
source of inventory truth, a master view
of availability, supply, and demand, and
item level performance to eliminate over-
promising and cancellations.

Discannect

Optimization and fulfillment rules

Optimization settings

Optimization profiles Node balancing 4

Scheduted (2)

Storel-HolidayECommerce

Figure 7. Optimization profiles can be created

and scheduled when varied outcomes are desired.
Optimization settings allow different weights to be
considered for sourcing to the best fulfillment node.

< Previous chapter Next chapter

Define rules, constraints, and optimization settings to determine the most cost-effective option for fulfillment,

>

Eco Green Campaign

g shipping cos

21
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01

The Al in fulfillment optimizer learns over
time to make smart decisions. Here it has
iIdentified a pattern of demand vs inventory
stock that it will apply to future online
orders to ensure that long term profitability
IS maximized.

04

02

/N
Lol

Customer orders a
$40 product from
citycool.com. Order is
sent to IBM OMS.

Order fulfilled. Product
shipped from Store A.

Figure 8. Fulfillment Optimizer develops sell
through patterns to help maximize revenue
for retailers.

Vv

T

IBM Sterling Intelligent

Promising looks at inventory
across store locations and
uses optimization parameters
and node balancing to model
and predict the possibility of a
future stockout or markdown

at a store.

Inventory model

[HE
Store A
100 products in stock

10 purchases /week
shipping costs $10

3%

minimize/avoid
markdown loses

< Previous chapter

[HEY
Store B
20 products in stock

17 purchases /week
shipping costs $7

\Y%

minimize/avoid
stockout loses

Next chapter >
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Fulfillment Optimizer makes
the smart decision to ship from
Store A, even though shipping
costs a little more. This avoids
costly markdowns at Store A
and preserves stock at Store B
to avoid stockout situations.

22
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Retallers need

a transparent
view Into the Al
‘hat allows the
‘etailer to follow
the logic behind
the decisions.

<

Built-in explainable AI
To trust A, you must understand it.

Intelligent Promising Optimizer Explainer
provides the Fulfillment Management
(FM) cost factors of each node considered
In the order sourcing decision, moments
after it’s made.

It provides transparency as to why a
specific ship node(s) was selected for
an order, the variables of each item and
the cost breakdown of the winning and
losing nodes.

With real-time data visualization, retailers
can gain deeper insights into their
operations to inform decision-making.

Order NYC'UG'2022‘OPT‘OOS ; View Actual settings
Order 1D Original order date Date of optimization Totalcost  Carrier service code Order lines  Number of shipments  Nodes shipped from  Stockout avoldance cost  Markdown avoidance cost  No
Settings at time of optimization Total cost breakdown Absolute Weighted
Shpping coet $14 980000 $14. 980000 \
; 10CKOVT IVOIBANCO 005t 30000000 $0.000000 \
— A Markoown ivoidance cost $40.231061  $20.115541 ':W.
ing m — 5% Processat cost $3.000000 $2400000 by o/ A &1 Newlor ° .M"_m
Hode balancing cost $0.031673 $0.023755
¢ penal $0.019296 $0.019296 (
—_— 75% — 14 000000 10 600000 (I \ow ), nO ’
' Q@ Considersd node = g { Q 3
$22200113 32692490 el oy P —
e - s ® Openst Map contributors
Optimization explainer
Shipment 1 ’7,»
NodelD  Itemquantity  Shippingcost  Stockout avoidance cost  Markdown avoidance cost  Processing cost  Node balancing cost  Weight(lbs.)  Estimated ship date  Zome 1D Selected carrier service  Package sm;;
Une 10 Item 1D Ordered quantity Shipped quantity Number of nodes dered Order type
Shipment 2
Node ID Ttem quantity Shipping cost Stockout avoidance cost Markdown avoidance cost Processing cost Node balancing cost Waight (ibs.) Estimated ship date Zone ID Selected carrier sorvice Package status
Ite
Une ID Item 1D Ordered quantity Shipped quantity Number of nodes dered Order type
Figure 9. In Optimization Explainer, we see the
optimization settings at the time of an order, and
a decision made for a split shipment. We can also
see the best node was selected avoiding a costly
markdown of $20 for a likely overstocked item.
< Previous chapter Next chapter > 23
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KPIs and What-If? scenarios

The platform’s built-in Benefits Report
helps Fulfillment Managers measure the
effectiveness of their strategies through
Key Performance Indicators.

The fulfillment manager is also provided
with shadow KPIs, to compare existing
results with those without fulfillment
optimization. These shadow views are

invaluable in building executive stakeholder

confidence in the AI model efficacy,
comparing the variable outcomes, and
showcasing positive results.

What gets measured, gets improved.

By providing enterprises with the tools
necessary to measure the success of
order fulfillment strategies, IBM Sterling
Intelligent Promising can help them better

meet profitability and cost reduction goals.

<

IBM Sterling Order Management

= Order Hub

IBM (Demo Tenant Inc)

Fulfillment /

Benefits report

Start date End date

03-12-2022 3 24-12-2022 A

’  Promise and fulfill

Sourcing and scheduling

Optimization dashboarc

Optimization explainer

Benefits report

Aggregates Node breakdown

Optimization objective settings

Actual settings

Fulfillment simulatot

t  Distribution groups

Optimization

Custom attributes

Minir ippir S 1 00%
Avoiding stockouts -] 50%
Avoiding markdowns —— 50%
Minimizing processing cost _——————————= 80%
Balancing node capacity """ 75%
KPI Actual settings
Total monetary net benefit $1,162,201.338
Total gross shipping benefit -$0.473
Total gross stockout avoidance $585,384.030
Total gro regL 1 lown avoidar $390,753.440
Total idle asset: iced 86,0 )
Total reinvested shipping cost $38,065.720
v Total unit benefit 89,838.21
Total shipping cost $456.730
Tot ro I t $132.00
Total of 44
Total orders fulfilled in single and multiple packages 44 (100%)
v Aver t per order $14.544
Aver \ I I 1.34
Average order lines per order 2.000
Average units per order 2
Total packages by SLA 59 (100%);)
Total packages
Tot 1CK S per ier 9(1

Figure 10. The Benefits Report provides three views—results from actual settings,
results if the ML for stockout and markdown avoidance was ignored, results without any
optimization. This helps the Fulfillment Manager realize the full benefits of the solution
and impact of the Al optimized decisions.

< Previous chapter

Without inventory model

1.0 0%

Without inventory model

$0.00 0
$0.000
$0.000
$0.000
$0.000
$0.000

0

. ) y.850
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Show optimization objective settings Q @

No optimization

No optimization

________

¥

7 (100%)

7 (100%)
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Customer-tfocused
Sustainability

IBM Sterling Order Management is designed to
provide companies and consumers the flexibility
of informed fulfillment choices aligned with
their business and personal sustainability, social
responsibility, and environmental, social, and
governance (ESG) goals.

>

v v v v

v v v v

The sustainability data gap

Nearly 6 in 10 consumers are willing
to change their purchasing habits

to help reduce negative impact to

the environment.* Furthermore,
82% of consumers would choose

a more environmentally friendly
delivery option, even if it costs more.*

However, only 4 in 10 say they have enough
data to make environmentally sustainable
purchasing (41%) decisions.® Providing
data like better product availability and
how purchases contribute to social
responsibility can encourage more
sustainable shopping.

Read how IBM can help you build a more
sustainable supply chain =

< Previous chapter Next chapter >

Enable consumer choices

for sustainable shopping

Our solution provides visibility into
sustainability data, allowing businesses to
empower consumers to make sustainable
shopping decisions aligned with their
personal values.

Carbon savings data can be fed to
upstream e-commerce experiences for
consumers to see the carbon impact of
their current shopping choices, as well
as potential carbon savings from taking
more sustainable actions like delaying
shipments or consolidating purchases.

The hallmark of a strong global best-of-
breed product is future-proofing customer
investments by providing solutions that
recognize changing customer aspirations
and values and innovating for a planet-
conscious future.
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Optimize fulfillment operations and
minimize carbon footprint

IBM Sterling OMS’s flexible platform
enables carbon-friendly decisions when
selecting source-target shipping locations,
and carrier and service options during the
order orchestration.

It is a platform that flexes and provide

options for the client company to achieve
their profitability and sustainability goals
and gives their brand a competitive edge,

especially in an evolving fulfillment network

and an ever-changing logistics landscape.

OMS uses carbon footprint data
from carrier systems and carbon
accounting engines along with
Inventory and capacity data to
compute a composite carbon
footprint score, illuminating the
environmental impact of various
delivery options.

This information allows the
presentation of a carbon savings
dashboard to fulfillment managers,
enabling a feedback loop for further
optimization of operations.

Fulhillment

Benefits report

e
w
s
(-

Overall benefits (15 Nov 2021 - 31 Dec 2021)

Total tons of CO2 saved Enviornmental savings Total CO2 emissions

Aggregates Node breakdown

Optimization weights

Alter optimazation

. ‘ . ‘
od y

KPI After optimization

Figure 11. Benefits report shows how carbon savings
are optimized across fulfillment operations including
owned-fleet, parcel carriers and LTL carriers.

< Previous chapter Next chapter
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Supply chain circularity and

minimizing inventory wastage

Unsold inventory and returns have a very
high financial and environmental cost.
Recirculating returned items into forward
fulfillment and utilizing soon-to-be marked
down merchandise from warehouses and
stores, helps reduce reverse logistics costs
and avoids products ending up in landfill.

Robust inventory visibility tools unlock
safety stock within the network, which
enables companies to sell down to the
last unit of inventory. This minimizes GHG
emissions from unplanned end-of-season
vendor returns. Greater visibility into
inventory also means companies can
reduce artificially escalated safety stock
levels, thereby freeing up inventory to be
shipped to customers.

Our solution also helps minimize wastage
by supporting re-commerce of returned
inventory, enabling retailers to maximize
inventory life through circularity incentives
like refurbishment and repair.

For products that can be easily repaired for
resale, OMS provides the capability to track
the repairs through work orders with its
circular re-commerce journey.

Similar benefits extend to ‘open-box’
items, potential markdown items, seasonal
goods, cosmetics and medicines with short
shelf-life, all of which can be recirculated
faster using the visibility and promising
capabilities of the solution.

< Previous chapter Next chapter >

A very unique problem that only IBM
Sterling Order Management can solve is the
ability to prioritize ‘remaindered’ or ‘out of
place’ inventory—such as online-only items
that were returned to a store. When these
items are shipped first, it saves return
transportation costs and rewards store
managers with a bonus ‘revenue per sq
foot’ for their store.

These examples of Recirculation, Repair,
Reuse illustrate the flexibility provided by

a future-ready platform to help companies
make thoughtful changes that are better for
both profits and the planet.
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Why It matters

“GEODIS 1s committed
to solutions that improve
the environment. With IBM
OMS we are able to reduce
emissions by ensuring orders
are routed to the nearest
fulfillment location.
In addition, IBM OMS allows
us the ability to hold orders
until all inventory is available
to reduce multiple parcels for
one shipment.”

Pal Narayanan
EVP & CIO
GEODIS in Americas

< Previous chapter Next chapter

>

Commit to more sustainable

retail operations

To stay ahead of market disruptions,
businesses must think ahead to a future
that is more collaborative, competitive,

and differentiated. We believe that supply
chain sustainability is key to that future—as
do 73% of CEQOs, who say that becoming a
sustainable and responsible business is a
top priority over the next three years.®

IBM Sterling OMS is the ideal choice for
businesses aiming to positively tackle the
challenge of operationalizing sustainability
Into retail order management, with enough
flexibility to promote consumer freedom
of choice.
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Conclusion

IBM Sterling OMS allows you to evolve your
business operations and embrace technology
freedom to create the unique supply chain that
fits your business

Embrace technology freedom

of choice for the future

With over 20 years of experience in
the order management space, IBM
Sterling OMS is the market leader in
omnichannel fulfillment.

Combining modern architecture,
advanced AI and ML algorithms and
unmatched deployment flexibility, IBM
Sterling OMS offers unparalleled freedom
of choice. Through constant release
cadences and agile, easily consumable
updates, IBM continually listens to
customer feedback, using it to inform and
Improve its product roadmap.

Furthermore, our specialized partner
ecosystem can extend any use case
to flexibly fit your specific business
complexities—because no two supply
chains are ever exactly the same.

< Previous chapter

The next generation of order
management technology aligns with

this core vision, enabling organizations
to cater to user preferences, grow
seamlessly without disruption, and make
trustworthy, sustainable data-driven
decisions to drive customer satisfaction
and brand reputation.

Talk to an expert to see how IBM
can transform your business today —
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The Order Management Market - 2022: An THL
Retail Executive Advisory Program Research Study

. G2 Crowd reviews and ratings

IDC, April 2023. The Essential Guide to Engaging
Customer Experiences with Intelligent Promising.

IBM IBV 2021. Consumers want it all:
Hybrid shopping, sustainability, and
purpose-driven brands

IBM IBV 2023. The ESG data conundrum

Sustainability matters to CEOs. It needs to matter
more — and faster. (Accenture, 2022)
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