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Abstract
As in life, the old adage “change is the only constant” is true for supply chain too. Today, supply chain is experiencing rapid
changes. Consequently, the whole supply chain ecosystem is in a dynamic state, with developments in technology and
customers’ usage of technology bringing a sea change in the way business is done. This has led to a paradigm shift in the way
businesses are carried out, emphasizing the need for service providers to innovate and re-skill to keep abreast with change.
Automation and process re-engineering have emerged as the key levers in driving convenience to customers in delivering
products / services at their doorsteps – with real-time visibility, accuracy and real-time status through each stage of the supply
chain.
Clearly, with changes in supply chain processes, the order management process has also undergone significant changes.
Technological changes such as web enablement, the rise of the social media, and accessibility through mobile devices are the
underlying factors causing changes in the way customers are placing orders.
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The three key characteristics of the
traditional process were:

The paradigm shift: The marketplace of tomorrow

1. Separate voice and data team to handle
customer issues
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Technology and direct
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Enhanced growth in technology leading to direct customer accessibility
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Five key demands of the current landscape
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Data Intelligence

1. Seamless process with minimum
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for the customer, effective returns and
payment process.
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2. 	Enhance technology augmentation to
improve efficiency in the process and
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Visibility
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Personalization
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efficiently, understanding the end-to-

time basis “on the go”.
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go” information system.
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order management processes with
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Getting future-ready: Order management of tomorrow
Though the future looks challenging, it also provides opportunities for both organizations and their service providers. While there is an ocean
of opportunities, leveraging them would need additional competence in resources, therefor up skilling of the resources becomes imperative.
Advancements in technology have empowered customers and have raised their bar of expectation.
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One-touch order processing:
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Conclusion
Technology advancements and revolutions are driving a sea change in the way order management business is carried out. In the
yesteryears, processes were siloed with limited communication ability that led to inefficiency at multiple touch points. Any errors or
omissions in the order would require a series of communications that led to considerable delay in processing the orders.
Today’s customers are smarter and technologically savvy. Service providers will be successful only if they are able to leverage
technology and deliver on customer expectations through a combination of super agents and technology. Super agents will need
to fulfil requirement not only in the core order management space but also in adjacent areas. Additionally, they would need skills to
enable them to leverage new ways of communication through chat and social media in real-time, with an underlying backbone of
smart systems to deliver all the necessary information to the customers. This change would enable organizations to achieve better
customer service at a lower cost, through quicker and error-free execution of orders.
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