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Retailers are scrambling to adapt to expectations of today’s 
customers and must be enabled by modern order 
management systems.
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Why we conducted 
this research.
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71%
DIRECTOR LEVEL OR 

ABOVE

68%
OVER $500MM 

ANNUAL REVENUE

38% 

25% 

12% 
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8% 
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Research 
Demographics.



Pressure to Provide Omnichannel
Customer Experience Strains 
Existing Processes and Systems
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% of respondents who have adopted the following fulfillment methods
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% of respondents who cited the type of online order fulfillment to be “significantly profitable”

Source: Incisiv 2017 Order Management Survey



Maturity Assessment of Current 
Processes or Systems Necessary 
to Identify Gaps
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% of respondents who rate their fulfillment capabilities as highly optimized for today’s complex environment

Source: Incisiv 2018 Order Management Survey
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Source: Incisiv 2018 Order Management Survey

Top outcomes that would be driven by upgrading or replacing their order management system



is a paltry 74% across the retail 
supply chain.3

• A retailer with $1B in revenue loses $40M -
$75M5 annually due to out-of-stock.

• Retailers rank
as the #1outcome from 

investment in new OMS (56%).

Inventory accuracy
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are eroding profits for 77% of 
retailers.4

• 15%+ of returned goods took over 
two weeks to process and give 
refund to consumers6.

is key 
upgrade driver for 50% of retailers.

Returns
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can increase sales and reduce 
returns by 20%-30%.7

• With 80% of consumers expecting visibility 
across retailers’ commerce channels, 
retailers are required to have this capability.

• 44% of retailers rank 
as key outcome with 

upgraded OMS. 

Real-time order 
visibility
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through a robust OMS can lead to 
higher margins and improved 
profits.

• 74% of consumers will switch to a 
competitor if stores can’t locate an out-of-
stock item8. 

• For 42% of retailers, an upgrade will be 
looked at to 

Improving 
customer service
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Source: Incisiv 2018 Order Management Survey

Inhibitors in retailers’ ability to upgrade/change their order management system

Cultural Regulatory Evergreen

47%

42%

43%

38%

38%
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Source: Incisiv 2018 Order Management Survey

Satisfaction with current order management system



Roadmap for the Future of Order 
Management Systems



18
Source: Incisiv 2018 Order Management Survey

% of respondents who find these dimensions very important for their next order management system

FEATURE-FUNCTIONALITY 
that includes: 

REPORTING AND ANALYTICS
that enable:

55%60%

•

•

•

•

•

•

SPEED OF IMPLEMENTATION
that drives:

57%

•

•

EASE OF USE/UI
that enables: 

49%

•

•

MAINTENANCE COST 
that drives:

43%

•

•



19 Source: Incisiv 2017 Order Management Survey   
Source: Incisiv 2018 Order Management Survey

% of respondents who currently have or plans to upgrade/change their order management system
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How would you prefer to deploy a new order management system?

Source: Incisiv 2017 Order Management Survey

Retailers must work through 
organizational hurdles to 
successfully deploy OMS in the 
cloud.

Change Management

Budget/IT Staffing
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As capabilities expand, order 
complexity increases and 
retailers are struggling with 
managing their order 
management function. 

Retailers face a new market 
dynamic as market leaders 
continue to roll out services to 
elevate expectations.

As expectations rise, 
retailers have reacted by 
greatly expanding their 
fulfillment capabilities.

Even with the desire to 
upgrade, close to one in two 
retailers are heavily 
weighted down with cultural 
debt.

Retailers recognize this and are 
looking to new OMS functionality 
to solve ongoing inventory and 
returns challenges.

Fortunately, for ‘other half’ of 
retailers, a very strong 
upgrade cycle is upon us.
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TALK TO US TO DIG 
DEEPER. IN PARTNERSHIP WITH

Incisiv offers digital transformation 
insights to consumer industry 
executives navigating digital 
disruption.

www.incisiv.io
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Radial, a bpost company, is the leader in omnichannel
commerce technology and operations, enabling brands 
and retailers to profitably exceed retail customer 
expectations. Radial’s technical, powerful omnichannel
solutions connect supply and demand through efficient 
fulfillment and transportation options, intelligent fraud 
detection, payments, and tax systems, and personalized 
customer care services. Hundreds of retailers and 
brands confidently partner with Radial to simplify their 
post-click commerce and improve their customer 
experiences. Radial brings flexibility and scalability to 
their supply chains and optimizes how, when and where 
orders go from desire to delivery. Learn how we work 
with you at https://www.radial.com

https://www.radial.com/?utm_campaign=20180626-Incisiv-OMS-Study&utm_source=Incisiv&utm_medium=Sponsored_Content&utm_content=Radial-boilerplate

