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Order delivery plays a huge role for today’s omnichannel retail consumer. In an era where
most retailers have an eCommerce presence and offer the same items at similar prices,
the delivery experience can be the deciding factor when a consumer is debating where
to spend their money. And delivery better be fast: the need for speed and convenience
dominate consumers’ lives, so it’s little wonder they have come to see multi-day
deliveries as being slow and old-fashioned.
Pure-play online retail giants, like Amazon, have helped set high expectations for order
delivery. Perhaps the best-known service, Amazon Prime, offers same-day (one-hour in
some cases!) delivery in certain metro areas. Start-up retailers are making bold claims
when it comes to delivery too, from promises to deliver anything from household items
to groceries in under an hour. Food start-ups are touting “on demand” meal services
in less than an hour, and others are examining how drones can be used to shrink the
delivery window to 30 minutes.
It’s been a challenge for traditional brick-and-mortar retailers to compete with the
multi-day delivery promises, let alone with one-hour deliveries. With so many online
companies meeting and even exceeding demands for fast delivery, how can you
possibly expect to keep up?
It turns out that you already have an important advantage that allows you to profitably
compete with the eCommerce players. Let’s examine how in-store order fulfillment can
be leveraged to meet the demand for one-hour delivery times.

MAKING THE STORE A COMPETITIVE DIFFERENTIATOR
What’s sometimes thought of as a burden – a brick-and-mortar storefront and all the
costs that go along with operating it – can actually be a differentiator that helps drive
one-hour delivery times. Unlike the larger online retailers that depend on warehouses
located in metropolitan areas, you have a built-in launching pad for lightning-fast
delivery. If you can use this resource to fulfill an order and deliver it in 60 minutes, you
have the power to compete with the biggest online players and tip a consumer’s choice
toward a more local shopping option.
Successfully leveraging your store for delivery begins with an efficient and fast order
fulfillment process, which can be one of the most complex pieces of the puzzle. The
good news is that as a traditional retailer, you already have the product and the location
to help make this happen. Now, let’s take a look at the logistics around using in-store
fulfillment to optimize delivery times.
Considerations for in-store order fulfillment
To achieve fast in-store order fulfillment processes that support a one-hour delivery
promise, your store operations have been set up strategically and with flexible processes.
Consider what needs to happen: Upon completion of the online order, it is transferred
from your eCommerce system to a work queue that triggers a task for a store associate
to pick and pack the order. The system should direct the associate on the optimal pick
path through the store to locate the inventory. Then the associate uses a mobile device
to locate the item, verify it’s what the customer ordered, confirm the pick, and then allow
for sufficient drive time.
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How will you complete the last mile?
Retailers are using different delivery models depending on
their store needs, resources, and delivery radius. Consider what
you need to get the order from a store into the hands of the
customer in an hour or less.
Dedicated fleets: In this scenario, a retailer has a fleet of
vehicles with the sole responsibility of taking items from the
store and delivering them to the customer. They often employ
sophisticated routing tools to make sure deliveries are made at
the right time and within a logical, minimal-mile path.

Some retailers try to make do with the systems they already
have; tweaking and adjusting them to fit an in-store fulfillment
model. That approach is rarely successful because there are
too many variables around in-store fulfillment and your needs
will frequently change. Consider:
Pick times: Picking processes are a critical part of your
fulfillment strategy. It’s especially important to minimize travel
time throughout the store, which is the most expensive time
expended when picking orders. Some retailers use one store
associate to pick multiple orders, while others rely on a zone
method that assigns particular employees to pick particular
areas of a store. You will also need the right systems in place
to direct order pickers on a logical path and to pick in a logical
sequence to minimize fulfillment times.

Dedicated individuals: Think of it like the pizza delivery
concept: You have one employee who makes very local
deliveries to your customers, perhaps within just a few miles of
your store. This option can keep delivery costs low and delivery
times very short.
While one-hour delivery promises are at the cutting edge of
omnichannel retail, don’t overlook other delivery scenarios that
can be profitable for you and convenient for your customer. For
instance:
Customer pick up: The ability for customers to pick up orders
at your store can be a positive experience that helps set you
apart. Think strategically about what you want the customer’s
experience to be: For instance, whether they are required to
come into the store or drive up to a pick-up window to get their
order, the time spent interacting with a store employee, and so on.

Resource management: You need to manage store resources
like you would in a traditional warehouse: Look at the schedules
and ensure you have the associates to support your customer
delivery promises – no matter the day or time. Consider using
labor metrics to help determine how you are progressing
against your customer promises, how individual employees
are performing, and whether any incentives are effective. Your
systems also need to manage priorities so you can meet these
one-hour delivery requests’ expectations.

Storage lockers: Storage lockers are convenient pick-up sites
located in your customers’ neighborhoods. After an order is
placed online, the store picks the order and delivers it to a
storage locker. The customer, with a unique code to open the
locker, can arrive whenever it’s convenient to retrieve the items.

Customer communications: Competitors like Amazon have set
a high standard for communication, and you should expect your
customers to want the same real-time information at every step
of their order. Consider leveraging a direct interface through
your web store that sends an instant communication to your
customer when the order is fulfilled, on the delivery truck, and
when it has been delivered. In the event that an order changes
– you are unexpectedly out of stock, for example – you will
need to communicate that right away to keep expectations in
check.

Whichever last-mile experience you choose, it has to meet
and hopefully exceed your customers’ expectations, as well as
compete against the experiences of the largest eCommerce
retailers.

Fulfilling orders in a store is no small feat. It takes an enormous
amount of planning, strategizing, and working in concert with
your delivery logistics.
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Convenience stores: By using a store with a small footprint, like
a convenience store, retailers can leverage a location that may
be easier and faster for their customers to access.

THE RIGHT TECHNOLOGY IS ESSENTIAL
Technology investment is paramount for offering a reliable
and positive customer experience across your channels.
While putting together a patchwork of systems and processes
may seem like a faster and more inexpensive path, it’s not
sustainable and there’s simply too much at stake. This volatile
era requires a flexible breed of technology that meets today’s
needs while remaining nimble for future market demands,
including:
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In-store fulfillment platform: Gain all of the tools you need to set up an in-store fulfillment operation, including order capture,
order management, store mapping, work queue management, wave planning, real-time inventory tracking, and automated
shipping processes for delivery services.
Real-time inventory visibility: Implement a single pool of inventory per product to which all channels have access, and introduce
fulfillment prioritization rules among online, home delivery, and store requirements.
Integration with other retail systems: Integrate with store point-of-sale, planograms, order management, and ERP systems to
maximize efficiencies.
Web store: Drive sales with a convenient and brand-right shopping experience for consumers that accurately quotes shipping and
sales tax rates upfront, upsells additional products, allows customers to specify delivery times, and more.
Transportation systems: Fleet management technology should integrate with store systems to help optimize delivery times.
With your storefronts, you have an immediate advantage in meeting a one-hour delivery promise. But that depends heavily on the
technology you employ for ensuring speed and efficiency, and for meeting customer demands in a way that’s profitable, scalable,
and that gives you a competitive edge over your competition.

HIGHJUMP: A SUPPLY CHAIN PARTNER FOR LIFE
When it comes to the promise of one-hour deliveries, you probably won’t get more than one chance to do it right. By leveraging
your existing assets and thinking strategically about how to make and keep bold customer promises, you can compete with the
pure-play online giants and gain more market share.
To do this, you need the right set of tools – and be prepared for whatever comes next. At HighJump, we meet your technology
needs today and provide you with the ability to add new functionality and processes rapidly as your business changes and scales.
From in-store fulfillment platforms to web stores to transportation systems and beyond, HighJump gives you the freedom to
assemble and configure the logistics solutions that fit your company today and that can evolve to fit your future needs. Whether
you know exactly where your business is going or whether the future is uncertain, we can support your strategy, operations,
and technology requirements with solutions that create a competitive advantage. This unique combination of functionality and
flexibility is why HighJump is the last supply chain software partner you’ll ever need.

ABOUT HIGHJUMP
In almost every industry, buyers are becoming
more fickle, and more demanding. For logistics
executives, effectively meeting buyer needs has
become a relentless quest for speed and agility.
Traditional supply chain solutions – siloed, complex
and hard-to-implement – no longer suffice, as
competitors find ways to deliver goods faster and
more profitably.

THE HIGHJUMP TEAM IS HERE TO HELP!
Want to learn more about in-store fulfillment?

Call us today at info@highjump.com or
800.328.3271

In this “now” economy, HighJump helps you
stay agile, with adaptable, connected solutions
that harness the power of your trading partner
community. From the warehouse to the storefront,
from the desktop to the driver’s cab, we can
help you achieve new levels of supply chain
responsiveness, performance and profitability.
HighJump’s suite of warehouse management,
business integration, transportation management,
and retail/DSD solutions form a complete,
powerful and adaptable platform that allow you to
drive growth, customer satisfaction and revenue.
HighJump: supply chain accelerated.
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