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Introduction

$W�WKH�MXQFWLRQ�RI�VXSSO\�DQG�GHPDQG��ZH�ȴQG�DQ�H&RQVXPHU�WKDW�H[SHFWV�FRPPRGLW\�
LWHPV�WR�EH�GHOLYHUHG�ZLWKLQ�D�IHZ�GD\V��IRU�D΍RUGDEOH�UDWHV��<HW�WKDW�VDPH�FRQVXPHU�
LV�ZLOOLQJ�WR�EH�ȵH[LEOH�RQ�VKLSSLQJ�IRU�UDUH��VSHFLDOW\�DQG�OX[XU\�LWHPV��7KH�H&RQVXPHU�
LV�LQIRUPHG�DQG�GLVFRQFHUWLQJ��7KH\ȇUH�JOREDOO\�FRQQHFWHG��ZLWK�OLPLWOHVV�RSWLRQV�DQG�WKHLU
H[SHFWDWLRQ�DQG�SHHYHV�DUH�DOO�DFURVV�WKH�ERDUG��$V�D�UHVXOW��WKH�QHZ�ZDYH�RI�UHWDLOHU�
privileges innovative, omnichannel technologies in full view of this new generation of
FRQVXPHUV��DQG�2UGHU�0DQDJHPHQW�6\VWHPV�DUH�LQWHJUDO�WR�NHHSLQJ�FRQVXPHUV�KDSS\��

)RU�VRPH�EXVLQHVVHV��206�LV�WKH�HOHSKDQW�LQ�WKH�URRPȃWKH�PHVV\��RXWGDWHG�ȴOLQJ�
cabinets that everyone at the company knows are there, but nobody wants to sort 
RXW��&RQYHUVHO\��SOHQW\�RI�UHWDLOHUV�DUH�FKRPSLQJ�DW�WKH�ELW�WR�GHYHORS�D�QHZ�206�WR�
FRPSHWH�ZLWK�WKH�ELJ�JX\V�DQG�JURZ��

%XW�GR�WKHVH�EXVLQHVVHV�UHDOO\�QHHG�WR�FKDQJH�WKHLU�206"�7R�DQVZHU�WKDW��WKH\�ȴUVW�
QHHG�WR�UHYLHZ�ZKHUH�WKH\ȇUH�DW��ZKHUH�WKH\�ZDQW�WR�EH��DQG�ZKDW�WKHLU�RSWLRQV�DUH��
Their choices should not be made reactively, rather deliberately, with an eye toward 
WKH�RSHUDWLRQV�OHYHO�WKH�EUDQG�DVSLUHV�WR�EH�DW�VHYHUDO�\HDUV�GRZQ�WKH�URDG��

$W�0DJHQWR��ZH�VHH�D�JDPXW�RI�FXVWRPHUV�LQ�DOO�ZDONV�RI�EXVLQHVV��-XVW�DV�WKHLU�EXVLQHVVHV
are not alike, neither are their OMS needs, so the question of whether or not their 
206�LV�WKH�ULJKW�VROXWLRQ�GRHVQȇW�KDYH�D�VLPSOH�DQVZHU��EXW�ZH�FDQ�R΍HU�VRPH�SHUVSHFWLYH�
WR�KHOS�LQ�WKH�HYDOXDWLRQ�SURFHVV�

“Many retailers are still in the nascent phases of their 
Omni-channel journey and have yet to fully map out 
their requirements.”

- Peter Sheldon, Forrester Analyst, January 28, 2014

http://blogs.forrester.com/peter_sheldon/14-01-28-order_management_an_omni_channel_imperative


Background: What is OMS?

%HIRUH�ZH�MXPS�LQWR�ZKDW�WKH�RSWLRQV�IRU�206�DUH�DQG�ZKR�WKH\ȇUH�EHVW�VXLWHG�
RU��ZHȇG�OLNH�WR�WDNH�D�PRPHQW�WR�GLVFXVV�ZKDW�DQ�2UGHU�0DQDJHPHQW�6\VWHP�
LV��$Q�206�LV�WKH�LQYHQWRU\�PDQDJHPHQW�VRIWZDUH�WKDW�FDSWXUHV��SURFHVVHV��
DQG�IXOȴOOV�RUGHUV��ZKLOH�NHHSLQJ�D�GDWDEDVH�RI�FXVWRPHUV��UHFRUGV��UHWXUQV��DQG�
UHIXQGV��DQG��DV�D�UHVXOW�RI�LWȇV�SRVLWLRQLQJ�DW�WKH�KHDUW�RI�EXVLQHVV��LW�DOVR�KDV�WLHV�
WR�VHYHUDO�RWKHU�EXVLQHVV�IDFHWV�VXFK�DV�ZDUHKRXVLQJ��VKLSSLQJ��DQG�DFFRXQWLQJ��
Order Management Systems are primarily used in the retail industry, but it can 
DOVR�EH�D�SDUW�RI�EXVLQHVVHV�UDQJLQJ�IURP�KHDOWKFDUH�WR�ȴQDQFH���

206�LV�QRW�RQH�VL]H�ȴWV�DOO�DQG�WKHUH�DUH�D�SOHWKRUD�RI�VROXWLRQV�IRU�EXVLQHVVHV�LQ�
DOO�SKDVHV�RI�JURZWK��5DWKHU�WKDQ�WU\LQJ�WR�WDFNOH�WKLV�WRSLF�IRU�DOO�EXVLQHVV�W\SHV�
or sizes, we narrowed the perspective of  “who needs a new OMS” into common 
W\SHV�RI�EXVLQHVV�VLWXDWLRQV�
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Single-Channel eCommerce Businesses

Without the inclusion of a brick-and-mortar store channel, single-channel eCommerce 
RQO\�EXVLQHVVHV�KDYH�PRGHVW�206�QHHGV��)RU�WKHVH�FRPSDQLHV�WKH�EHVW�206�V\VWHP�
LV�FRVW�H΍HFWLYH��HɝFLHQW�DQG�VLPSOH��XVH�WKH�RXW�RXW�WKH�ER[�206�WKDW�FRPHV�ZLWK�
\RXU�ZHE�SODWIRUP��7KH�RXW�RI�WKH�ER[�206�RI�D�JRRG�ZHE�SODWIRUP�VXSSRUW�RQOLQH�
retailers with features like: 

• Call Center Order Creation in Admin
ȏ�2UGHU�1RWLȴFDWLRQV
• Ability to Create Re-Orders
ȏ�4XLFN�$FFHVV�WR�+LVWRU\�E\�&65ȇV
ȏ�9LHZ��HGLW��FUHDWH�	�IXOȴOO�RUGHUV�IURP�DGPLQ�SDQHO
• RMA Functionality
• Assisted Shopping

These features are strategically included in most platforms to cover the 
needs of single-channel eCommerce businesses, allowing them to invest their 
PRQH\�DQG�HIIRUW�LQ�RWKHU�SURMHFWV��:KHQ�WKHVH�H&RPPHUFH�EXVLQHVVHV�UHDFK�D�
point where they are ready to expand their businesses, they can look to third parties to 
H[WHQG�WKHLU�206��DV�DQRWKHU�FRVW�H΍HFWLYH��D�OD�FDUWH�ZD\�RI�DGGLQJ�IXQFWLRQDOLW\�WR�
KHOS�WKHP�PHHW�WKHLU�EXVLQHVV�JRDOV��
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Magento Gold Technology Partner Dydacomp 
specializes in OMS extensions and highlights the 
following areas where a single-channel might want 
more from their OMS, especially as they grow.

Multichannel Selling 

Single-channel eCommerce merchants who are looking to expand to or 
integrate with existing brick-and-mortar stores will want to make sure 
their orders and inventory are synced with all channels in real-time,
bringing the information from all of their sales channels into one solution,
LPSURYLQJ�WKHLU�DELOLW\�WR�VXSSRUW�RPQLFKDQQHO�UHWDLO�

Drop-Ship Supplier Management 

Merchants can use upgraded OMS to issue the Purchase Order (PO) 
IRU�GURS�VKLS�LWHPV�DQG�WUDFN�WKHLU�IXOȴOOPHQW�SURFHVV�GLUHFWO\��0HUFKDQWV�
can automatically issue a PO to suppliers, and, when the order is received
from your supplier, it can be reconciled and inventory levels will be 
DXWRPDWLFDOO\�XSGDWHG�

Automation

OMS extensions can help growing eCommerce businesses automate 
DQG�VLPSOLI\�WKH�VHOOLQJ�SURFHVV��VR�RUGHUV�DUH�SURFHVVHG�LQ�EDWFKHV��

:DUHKRXVH�)XOȴOOPHQW�
Especially as they grow, merchants need to seamlessly integrate with
their warehousing, view orders in process (track order progress) and 
WUDFN�LQYHQWRU\�DFURVV�PXOWLSOH�ZDUHKRXVHV�
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Some ways Magento clients are extending their OMS

• Supply-Chain Management and Logistics integrations (SAP)

• Shipping Calculators (WebShopApps)

• Tax Calculators (Avalara)

• System Integration for ERP, Point of Sale, Social Feeds (i95dev)

• Multi-Carrier Shipping (ShipWorks)

ȏ�2UGHU�)XOȴOOPHQW��6KLS:LUH�

• Cross-Border Transactions (Bongo International)

• Drop-Ship Automation (Logic Broker) 

Extending to Achieve Omnichannel Growth

Extensions are a great option for businesses using an existing OMS—whether merchants 
KDYH�DQ�H[LVWLQJ�206�WKDW�WKH\ȇUH�KDSS\�ZLWK��RU�WKH\�MXVW�DUHQȇW�LQ�D�SRVLWLRQ�WR�FKDQJHȃ
DQG�FDQ�KHOS�GHOLYHU�RPQLFKDQQHO�DGYDQWDJHV��ZLWKRXW�D�FRPSOHWH�V\VWHP�RYHUKDXO�

“For most enterprise retailers, their OMS has been configured to suit 
their needs, and any additional functionality is generally available to them 
without switching systems.” DEG business analyst Bob Owens.

Many of our Magento clients are eager to take advantage of ominchannel sales, 
WKH\�MXVW�QHHG�D�IHZ�LQWHJUDWLRQV�WR�WKHLU�H[LVWLQJ�206�WR�JHW�VWDUWHG��7KH�DSSHDO�RI
D�ȵH[LEOH�SODWIRUP�FRPHV�IURP�WKH�RSWLRQ�WR�KDQG�SLFN�ZKLFK�RI�WKHVH�HOHPHQWV�WR�
SXW�PRUH�IRFXV�RQ��ZKHQ�D�EXVLQHVV�LV�VFDOLQJ��

http://partners.magento.com/partner_locator/partner_details.aspx?id=92951


eCommerce Platforms Should Not Be the 
Reason for an OMS Change

As a caveat, we also wanted to cover merchants who are adding an eCommerce 
FKDQQHO�WR�WKHLU�EULFN�DQG�PRUWDU�EXVLQHVV�RU�UH�SODWIRUPLQJ�WKHLU�H&RPPHUFH�ZHEVLWH��
ΖWȇV�LPSRUWDQW�WR�FDOO�RXW�WKHVH�VLWXDWLRQV�EHFDXVH�WKH\�PD\�KDYH�LPSOLFDWLRQV�RQ�WKH�
206��:HȇYH�IRXQG�WKDW�RIWHQ�WKHVH�PHUFKDQWV�DUH�EHLQJ�EXOOLHG�LQWR�VZLWFKLQJ�WKHLU�
FXUUHQW�206�GXH�WR�WKH�OLPLWDWLRQV�RI�WKH�H&RPPHUFH�VROXWLRQ�WKH\�FKRVH�WR�EXLOG�RQ��
This is something that needs to be addressed when shopping for an eCommerce 
SODWIRUP�EHFDXVH�D�ȵH[LEOH�SODWIRUP�ZLOO�LQWHJUDWH�ZLWK�ZKDWHYHU�206�D�PHUFKDQW�KDV��

    “We haven’t seen is anyone who has been willing to take on an OMS 
     re-platform at the same time as a Magento build,” DEG business analyst 
     Bob Owens. “As a general rule, our clients come into the process with 
�����WKHLU�206�DOUHDG\�GHȴQHG�Ȃ�XVXDOO\�DV�D�TXHVWLRQ�RI�OHJDF\�ȋ

For an omnichannel merchant, the OMS is running operations beyond that of the 
eCommerce channel, so an eCommerce solution should not be the sole impetus for 
DQ�206�FKDQJH��ΖQ�WKLV�VFHQDULR��WKH�Ζ7�OLQH�RI�WKH�EXVLQHVV�DQG�WKH�H&RPPHUFH�OLQH�
QHHG�WR�KDVK�RXW�ZKHWKHU�WKH�EHQHȴWV�SURYLGHG�E\�WKH�QHZ�H&RPPHUFH�SODWIRUP�
RXW�ZHLJK�WKH�FRVWV�RI�VZLWFKLQJ�2UGHU�0DQDJHPHQW�6\VWHPV�
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Expanding Past Current OMS

-XVW�DV�LW�LV�LPSRUWDQW�IRU�PHUFKDQWV�WR�UHFRJQL]H�WKDW�H[WHQGLQJ�WKHLU�206�FDQ�VDYH�
WKHP�PRQH\��LWȇV�HTXDOO\�LPSRUWDQW�WR�UHFRJQL]H�ZKHQ�LWȇV�FRVWLQJ�WKHP�PRQH\�WR�VWD\�
ZLWK�ZKDW�WKH\�FXUUHQWO\�KDYH�

A rapidly expanding business should look to upgrade if their OMS:
ȏ�&DQȇW�LQWHJUDWH�ZLWK�H[WHQVLRQV
• Hinders merchandizing strategies
• Does not reduce operational expenses 
• Does not support geographic growth plans

Decision makers often have visibility into everything the OMS touches and because 
it can become so engrained in so many parts of a business, the mere thought of 
FKDQJLQJ�LW�EHJLQV�WR�IHHO�LPSRVVLEOH��ΖWȇV�QRW��DQG�PHUFKDQWV�VKRXOG�QHYHU�OHW�WKHLU�
WHFKQRORJ\�OLPLWDWLRQV�VW\PLH�WKHLU�JURZWK��LI�WKH\�FDQ�D΍RUG�WR�FKDQJH�LW��

One OMS to Rule Them All

$V�FRPSDQLHV�JURZ��WKH\�DGG�RQWR�WKHLU�EXVLQHVV�RSHUDWLRQV��2YHU�WLPH��WKH\�RIWHQ�DGG�
GL΍HUHQW�H[WHQVLRQV�IRU�WRR�PDQ\�206�IXQFWLRQ�RU�GL΍HUHQW�206�IRU�PXOWLSOH�FKDQQHOV��
DQG�ZKHQ�WKH\�ORRN�DW�DOO�WKH�GL΍HUHQW�VROXWLRQV�WKH\�DUH�XVLQJ�WR�UHPDLQ�RUJDQL]HG�
DQG�IXOO\�RSHUDWLRQDO��WKH\�UHDOL]H�WKDW�WKH\�DUH�QRW�RUJDQL]HG�RU�IXOO\�RSHUDWLRQDO���
Switching the OMS can be a great opportunity for a merchant to move as many 
RSHUDWLRQV�DV�SRVVLEOH�XQGHU�RQH�URRI��WR�VWUHDPOLQH�WKHLU�EXVLQHVV�IRU�IXWXUH�JURZWK�

$FFRUGLQJ�WR�H%D\�(QWHUSULVHȇV�KHDG�RI�SURGXFW�PDUNHWLQJ��0LFKDHO�6RQLHU��DQ�206�
VKRXOG�EH�D�VLQJOH�EUDLQ��PDQDJLQJ�DOO�WKH�RSHUDWLRQ�FKDQQHOV��



“Robust order and inventory management are the 
brains of commerce technologies, bringing information 
and intelligence to connect supply and demand.“ 

– Michael Sonier, head of product marketing at eBay Enterprise
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http://www.ebayenterprise.com/commersations/blog/official_order_management_is_the_new_black/


An ERP is Not an OMS

In many cases we see companies struggling with order management because they tried 
WR�DXJPHQW�WKHLU�(53�WR�EHKDYH�OLNH�DQ�206��:H�ȴQG�EXVLQHVVHV�FKRRVH�WKLV�GLUHFWLRQ�
EHFDXVH� WKH\� WKLQN� LW�ZLOO�JHW� WKHP�WR�PDUNHW� IDVWHU��1RW�RQO\� LV� LW�QRW� IDVWHU�� WKHVH�
Frankenstein-like systems tend to require a large investment of money and resources 
to custom build, and often they are not good long-term solutions because they require 
D�VLPLODU�DPRXQW�RI�ERWK�WR�FRQWLQXH�EXLOGLQJ�XS�DV�WKH�FRPSDQ\�JURZV���

    “Trying to sustain a ERP retrofitted as an OMS substitute is really an 
     unnecessary headache. An enterprise OMS can integrate with most ERP 
     and it wouldn’t be a hindrance on a company’s ability to scale,” said 
     Aaron Krass, Solution Consultant for eBay Enterprise. “It seems businesses 
     that already have these systems built up are often afraid to take on an 
     OMS replatform. However, basic aspects of growth, such as adding 
     warehouses, end up being more costly and time consuming to custom 
     build into their systems than standing up a legitimate OMS, which would 
     ultimately better support their growth in the future”
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Taking Advantage of Store-Based 
)XOȴOOPHQW

One of the main reasons retailers are changing their OMS is to provide store-based 
IXOȴOOPHQW� VXFK� DV� ȊVKLS�IURP�VWRUHȋ� DQG� ȊLQ�VWRUH�SLFNXS�ȋ� $Q� (QWHUSULVH�FODVV�
OMS (like the retail order management provided by eBay Enterprise) is especially 
useful when merchants have brick-and-mortar locations spread around several 
JHRJUDSKLF� ORFDWLRQV�� :DUHKRXVHV� DQG� IXOȴOOPHQW� VHUYLFHV� FDQ� PDNH� VXUH� %	0�
VWRUHV� DUH� VWRFNHG� DQG� RQOLQH� RUGHUV� DUH� IXOȴOOHG�� EXW� LQ� RUGHU� WR� IXOO\� FRQQHFW�
all the dots in an omnichannel business, inventories across all channels must 
V\QF� LQWR� RQH� IXOȴOOPHQW� V\VWHP�� 6WRUH�EDVHG� IXOȴOOPHQW� H[SDQGV� \RXU� IXOȴOOPHQW�
locations, decreases shipping costs and increases incremental revenue  minimizing 
RXW�RI�VWRFNV� DQG� GULYLQJ� FXVWRPHU� FRQYHQLHQFH�� � %\� FRQQHFWLQJ� RQOLQH� DQG� LQVWRUH�
LQYHQWRU\��VWRUHV�DUH�DEOH� WR�FRPSHWH�ZLWK� WKH�VKLSSLQJ�VSHHGV�RI�ELJ�RQOLQH�UHWDLOHUV�

%DVHG�RQ�H%D\�(QWHUSULVH�PHUFKDQW�GDWD�

20-40%
Average increase 
in incremental 
ecommerce 
revenue

33%
Average percent of 
items shipped are 
inactive

30%+
Margin increase 
on items nearing 
markdown

80%+
1 day transit time, 
96% 2 day

6WRUH�%DVHG�)XOȴOOPHQW�5HVXOWV

http://www.ebayenterprise.com/commerce_technologies/retail_order_management.php


Conclusion

7KHUHȇV�QR�SHUIHFW��HQG�DOO�EH�DOO�VROXWLRQ�IRU�2UGHU�0DQDJHPHQW��EXW�WKHUH�LV�RQH�WKDW�
LV�ULJKW�IRU�\RXU�EXVLQHVV��$�QHZ�206�PD\�R΍HU�D�ORW�RI�EHOOV�DQG�ZKLVWOHV��EXW�WKH�
decision to switch should not be made in haste and it should not be made as a reaction 
WR�ZKDW�HYHU\RQH�HOVH�LV�GRLQJ��/LNH�PRVW�EXVLQHVV�GHFLVLRQ��LW�VKRXOG�EH�PDGH�EHFDXVH�LW�
SRVLWLYHO\�LPSDFWV�WKH�EXVLQHVVȇV�ERWWRP�OLQH�DQG�ZLOO�PRYH�RSHUDWLRQV�GRZQ�WKH�JURZWK�
SDWK�WKH\�ZDQW�WR�DFKLHYH�LQ�WKH�IRUHVHHDEOH�IXWXUH�RI�WKHLU�RPQLFKDQQHO�MRXUQH\���

ΖI�\RX�DUH�LQWHUHVWHG�LQ�OHDUQLQJ�PRUH�DERXW�H%D\�(QWHUSULVHȇV�5HWDLO�2UGHU�
Management solutions visit: KWWS���ZZZ�HED\HQWHUSULVH�FRP�FRPPHUFHB
WHFKQRORJLHV�UHWDLOBRUGHUBPDQDJHPHQW�SKS

BENCHMARKING YOUR OMS  |  PAGE 13

http://www.ebayenterprise.com/commerce_technologies/retail_order_management.php





