
Store Fulfilment: Frequently  
Asked Questions (FAQs)

RETAIL PERSPECTIVE: Your Store Fulfilment Questions Answered

peedy omni-channel delivery is becoming increasingly 

important in the fight for customer loyalty. It’s just 

one of the reasons why so many retailers are using Order 

Management solutions to integrate store and distribution 

networks – an approach that brings customers and products 

closer together.

At Manhattan Associates, we’ve worked with some of the world’s largest 
brands to deliver real value from stores. There’s a lot to consider, from the 
effect on inventory levels to training for associates, and more. Which is why 
we’ve brought together answers to the questions we’re most frequently asked. 

1.  Does store fulfilment really deliver on the often-mentioned promise 
of generating additional revenues?  
Quite simply, yes. One organisation working with Manhattan Associates was 
able to fulfil online orders at full price using distressed stock from around 
the network. It generated an order margin of 40 percent, instead of a loss. 
You’ll also increase customer footfall. Evidence from the grocery sector 
shows that click and collect customers spend an additional £10 while they’re 
in-store to pick up an order. 

2.  Our stores are relatively small and I’m worried that fulfiling online 
or click and collect orders will cause out-of-stocks.  
It shouldn’t be a problem. The Order Management solution has 
sophisticated algorithms and a rules-based decision engine to calculate 
the optimal store for fulfilment. It takes into account proximity to the 
customer, capacity, cost to fulfil, and your inventory constraints. Store stock 
is protected. Levels won’t fall below what you need to meet the demands of 
store customers.

3.  What’s to stop store inventory from being sold to walk-in customers 
before it can be picked for fulfilment?  
Intelligent Order Management uses algorithms and your inventory rules to 
prevent this from happening. Items with low stock levels won’t be available 
for e-commerce or click and collect. And when stock does need to be 
picked from the floor, you’ll be notified so that the items can be quickly 
located and removed from display.

S

With smart Order 
Management, picking and 
packing is quick and easy, 
requiring minimal training 
even for staff who are new 
to the role.
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4.  Won’t picking and packing create a lot more work for our  
store associates?  
The role of the store associate is changing, but it’s essential to embrace it if 
you want to meet changing customer demands. With Order Management 
paired with the right mobile tools, picking and packing is quick and easy, 
requiring minimal training even for staff who are new to the role. A simple, 
streamlined system guides associates through the process, from start 
to finish.

5.  We’re already spending time packing orders to send to other stores. 
Will this add more to our workload?  
Easy picking and packing isn’t just for customer orders – it gives you a 
better way to manage all fulfilment, including between stores. Move away 
from manual intervention, phone calls between branches and random 
backhaul shipping, to a structured, algorithm-driven process that transfers 
orders efficiently and with total visibility of progress.

6.  Won’t I have to allocate more of my valuable store space to back 
room storage for orders waiting to be collected?  
The right Order Management solution enables stock to be picked from the 
shop floor only when it’s needed. So you’ll be keeping the maximum store 
space possible allocated to customers. And with fewer ad hoc deliveries 
from your distribution centres, you’ll reduce the impact of couriers diverting 
attention away from customers.

7.  It’s already complex enough managing reward across channels. 
Won’t store fulfilment make it even harder?  
Order Management creates a repository of order and customer information, 
so it’s easy to see the history of every transaction and create a structured 
approach to calculating and allocating sales revenue. We’re finding that 
many retailers are deciding that orders fulfiled from store stock are store 
transactions regardless of delivery channel. 

8.  Can I really support click and collect from my stores if I don’t have  
daily deliveries?  
If you don’t have daily deliveries, in-store fulfilment enables you to 
compete with retailers who do. You can provide a speedy store collection 
service for items in stock, without the need to change your delivery plans 
or incur additional courier charges. Meanwhile, your stores continue 
to be replenished in the most cost-effective way, from your central 
distribution centre.

9.  My associates already use multiple technologies to support in-store 
processes. How can I simplify the tech stack?  
Using Order Management as a common infrastructure for all in store 
execution provides the benefit of a single view of customer, inventory and 
order data being supplied to all store systems, creating consistency for both 
the associate and the customer. Further, implementing technologies that 
reduce these store functions to “apps” on a single device allows for a more 
seamless and intuitive experience for the associate.

Bringing stores into your 
distribution network 
gives you previously 
unattainable flexibility.
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Manhattan Associates, Inc. makes commerce-ready supply chains that bring all points of commerce together so you’re ready to sell and ready 

to execute. Across the store, through your network or from your fulfilment centre, we design, build and deliver market-leading solutions that 

support both top-line growth and bottom-line profitability. By converging front-end sales with back-end supply chain execution, our software, 

platform technology and unmatched experience help our customers get commerce ready—and ready to reap the rewards of the omni-channel 

marketplace. For more information, please visit www.manh.com.
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A Proven Formula for Distribution 
Bringing stores into your distribution network gives you previously 
unattainable flexibility. By treating stores as mini distribution centres, you 
deliver true omni-channel shopping to your customers, letting them click, 
collect, and return on their terms, wherever their order originated. With an 
Order Management solution from Manhattan Associates, you’ll be able to 
break down silos for greater visibility and responsiveness, while reducing 
inventory as a whole, and reducing the risks and costs of markdowns and 
over ordering.

Contact Manhattan Associates now on 0118 922 8076 or uk@manh.com to 
find out how you could be delivering retail supply chain excellence. 

http://www.manh.com/resources/white-paper/paving-path-omnichannel-fulfillment

