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“Where's My Order?!”

There’'s no question that big companies like Amazon are setting extraordinary
standards for service and speed in the ecommerce world. This can be tough for
smaller brands competing in the digital space, as they have to operate much leaner
than those top names. Like most online retailers, Snipes is no exception. Jako’s
support team were constantly fielding “Where's my order?” phone calls from

customers - sometimes the same day the item was purchased!
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Multi-ltem Split Shipments Are
Confusing My Customers!

Snipes uses each of their stores (100+) as shipping locations along with their main
warehouse in order to broaden their web assortment by depth and quantity.
Because of this, a customer placing a multi-item order that is split into multiple
packages that stem from different points of origin. Not all store locations are the
same however, so some may process orders slower or faster depending on staffing,
workload, priority, or compliance. As a result, Snipes’ customers would often receive
their shipments at different times. This isn't such a big deal in theory - but because
they didn't know their order was split up in the first place, they rush to the phone to

ask “Where's the rest of my order?” And can you blame them?
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Juggling Multiple Carriers &
Tracking Numbers Is Painful!

When your company is doing large volume through its ecommerce channel, it's so
important to find the most economical shipping method. After significantly growing
their web business over the course of a few years, Snipes decided to go with UPS
SurePost. This method offers a very competitive shipping rate involves UPS picking
up the order but handing the package off to USPS to do the final delivery. Teamwork
- Woohoo! However, understanding this process and connecting tracking numbers
turned out to be a challenge for Snipes’ customers. Many struggled with dealing
with two separate tracking numbers and juggling between UPS and USPS’ tracking
pages. This was especially difficult for mobile users. The result? More lost and stolen
packages due to not knowing when to expect them and of course - more calls to the

support team!
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Omni-Channel & Guest Customers
Can’t Track Their Orders!

One of the benefits of having so many locations is that if a customer can’t find their
size in their local Snipes, the odds are pretty high that the product is available at
another one of Snipes’ stores. To optimize their experience Snipes offers customers
the option of placing an order in-store and having the out-of-stock product shipped
directly to their home free of charge. Sweet! Snipes still made the sale and the
customer didn't waste a trip - win/win. However, one small problem stood in the way
of this scenario playing out perfectly. Since the order was placed via a POS system,
the customer had no way to track it! Unfortunately now an otherwise smooth
transaction would head into frictional territory as the customer was forced to place
numerous calls to the Snipes support center just to find out when their package
would arrive. If that didn't make enough extra work for the representatives, how
about the fact that customers who checked out as “guests” on the web were faced

with the same issue? Now that'’s a lot of order tracking to do!
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Customers Don’t Understand How
to Make a Return!

Returns can be tough. Although Snipes has a relatively small return rate, it was still
challenging to make things clear for the customers. Understanding how much time
was left to make a return or how to actually initiate the returns process became even
trickier as their store count began to grow. “Can | still return this product?” and “Can
| return it to the store near me?” phone calls began to pile up. To top it off, the
customer still had to go through the same process at the store because
communication between the digital and in-store teams was not seamless. While the
Snipes support team certainly didnt mind walking a customer through a return here

and there, they knew they needed to find a scalable solution.
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Multiple Departments & Systems
Make It Hard to Get a Clear Answer!

It takes a lot of moving parts to get a successful company up and running. From the
different departments that run the business to the complex integrations of POS,
EOM, CRM, ERP, and WMS systems. The downside? Sometimes it can feel like too
many chefs in the kitchen - especially when it comes to reporting! Snipes
encountered an issue that's probably all too familiar in the corporate space, different
reports giving different answers to the same questions. This was slowing up
efficiency and creating confusing situations in cross-departmental meetings. Plus,

no one likes feeling out of sync!
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WeSupply Solutions

for Snipes Issues



12:30

Thursday, March 26

Snipes
Your Order is arriving
tomorrow

o
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Getting Ahead of “Where's My
Order?” Calls.

Although Snipes prides itself on speedy processing time, there was no way they
were going to compete with Amazon based on speed alone. WeSupply helped
them take a different route to solve this problem - proactive notifications. Turns out,
most customers aren’t particularly impatient (within reason), but they just don't like
being kept in the dark. Snipes was able to increase customer satisfaction while cut-
ting down on “Where's my order?” calls by keeping them informed through every
step of the processing, shipping, and delivery process via emails and sms notifica-
tions. Together we proved that setting deliverable expectations and empowering

the customer are at the core of every great shopping experience.
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Simplifying Split Shipment
Scenarios.

WeSupply helped Snipes get ahead of these phone calls by clearly showing
customers the multiple shipments that comprise their order in our tracking page
and letting them know what each box contains as well as when it will arrive. The
customer gets notified about each package through SMS and email, keeping them
in the know during all stages of the shipment. Furthermore, Snipes was able to
optimize their order processing flow by using the WeSupply dashboard to analyze
shipping performance by location. This provided information well beyond what they
could gather from their company average, and let them pinpoint exactly which
locations were falling short of expectations. In one example, a high volume store
was bringing the average down with lagging performance. Turns out the store was
experiencing very busy peaks just after lunch, so there was no one in the back
processing web orders. A quick staffing addition got the store back up to speed and

it continues to be a top performer.
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Order #
0000000234

Shopping Address

Johnnie Doe

2356 Marsac Ave.
Wilmingham, Delaware 19754
USA

Order Summary
Item(s) subtotal: $194.00

Shipping & Handling: $115.79

Total Before Tax: $450.00

Total
$450.00

Payment: Check / Mone) el

Estimated Tax to be Collected: $0.00

Grand Total: $309.79

THURSDAY 28

LATEST UPDATE

Wilmingham, DW, USA
02.07.2019

Delivered
Hamilton, NJ, USA
02.07.2019

Out for delivery today

+ Show Details

PACKAGE #2/2
Ordered Shipped
March 18 March 20

It's on the way Delivered
March 27 March 29

ESTIMATED DELIVERY DATE MARCH

FRIDAY 29

LATEST UPDATE
Wilmingham, DW, USA
02.07.2019

Delivered
Hamilton, NJ, USA
02.07.2019

Qut for delivery today

Track Order Returns
PACKAGE #1/2 Cancel Order
Ordered Shipped It's on the way Delivered
March 18 March 20 March 27 March 28
@ ) - 9
DELIVERED MARCH

Man’s Tiro 19 Training Pants

Price: $50

Color: Black
Item Number: MSH12-33-Black

New York Yankees 9twenty Core Classic Cap

Item Number: MSH12-33-Black

Man'’s JSW Jumpman Wings Classic Mesh Jersey

Price: $75

Color: Gym Red
Item Number: MSH12-33-Gym-Red

09



Sﬂlﬂﬁﬁ' Shop Store Locator

Ordered Shipped Delivered

June 12 June 18

DELIVERED JUNE See the entire order Snipes,USA @

TU ES DAY 1 8 Enter your email address to see all your packages cancel

order, issue a refund or to get order updates custom.

LATEST UPDATE ol
P LB

¥ LOS ANGELES CA, US

'y

06.18.2019
Delivered
¥ LOS ANGELES CA, US Erma ‘I/
06.18.2019
Loaded on delivery vehicle
. .
? LOS ANGELES CA, US CUSTOMER CARE SNIPES™ * MECK NIk
06.18.2019 pH“.lY
We are commited to offering exceptional service. To

Destination scan ; ;
speak with a customer representative 7.8748 | NOTO | PHILADELPHIA

P shipezusa @ B =

CALL: 1-844-477-6402

® LOS ANGELES CA, US
06.18.2019

Ups will be in your area and will deliver your package
a day early.

+ Show Details

ase Study: Snipes

Consolidating Tracking Numbers &
Tracking Pages for Clarity.

In situations where there are multiple carriers used to ship a package, WeSupply’s
intelligent order tracking system detects when the box changes hands. In this case,
we know the exact moment when UPS passes the order to USPS, and we can update
the tracking page accordingly. Snipes’s customers no longer have to manage two
tracking numbers or use a separate page at any stage of the item’s journey - it's all
there for them on our one convenient page. Thankfully this cut back dramatically on
confused phone calls to Snipes’ support team, freeing them up to better use their

time.
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Omni-Channel & Guest Checkout
Order Tracking.

We were able to help Snipes get to the bottom of this problem because with Snipes,
every order is tied to a user’s email. This means all orders are in fact created equal,
and the omni-channel system receives orders from any origin! Web order, guest
web order, POS order, phone order - you name it. The customer simply heads over
to Snipes’s website and inputs their email to quickly pull up the details for every
order placed under that address. This allows all users the benefits of the regular web
customer, meaning they get all proactive notifications about their shipment, as well
as have access to the order detail page where they can easily make a return if

needed. This is a true post purchase omni-channel solution.
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SNipes”

Thank You for your order!

Your order number is #1457678.

From: Snipes
Subject: Your Order has been placed!

Thank you for
your order!

Your order number is #546784.

Shop Store Locator

Hi. Let's find your order!

Enter your email address for the order Q

Gift order! No email? Need Help!




Simplifying Returns.

WeSupply teamed up with Snipes to pick out the pain points in their process and

PRIORITY MAIL 1-DF£

SAM SMITH

117 MULBERRY RD

SALT LAKE CITY, UT 19711
UNITED STATES

help clarify return rules for their customers. How? First we clearly show the customer

how many days are left to return a product, on an item by item basis, on the order
detail page. Then in the event that the customer does wish to make a return, we give

them the ability of self-service - clearly guiding them along the way to cut back on

' SAM SMITH
< 117 MULBERRY RD
SALT LAKE CITY, UT 19711

phone calls. If the customer wishes to return the item to their local Snipes, we notify

the store upon the return’s completion as well as give the customer proof of
USPS TRACKING #32432

UNITED STATES
9054 3478 9956 3200 234512

=

2

9)

approval. This makes the interaction quick and friction-free as the associate is able

to process the return quicker and the customer doesn’t need to explain themselves.

- A
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Organizing & Clarifying Valuable
Data Points.

Snipes had the right data, they just needed a little help (and a Bl tool) to centralize it
alll WeSupply's dashboard was able to help by pulling all order and transactional
data from various systems and putting it into one easy to read place. We helped get
all departments on the same page about key facts like how many orders were
placed, how many orders have/haven’t been processed, where the items are
shipping from, and how much money they took in (demand sales) versus how much
they've actually banked (shipped sales). Having a clear grasp on the facts, across all
departments, has boosted Snipes’s agility in taking important decisions and
optimizing their business! Also, all data points are sent to Magento Bl for further

analysis, letting Snipes take the information even further.
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Customer Reports

Start Date

Net promaoter score

WeSupply stats

1611 Shipments Tracked
(=] Info Recieved Failed Attempt = Out for Delivery Out for Delivery
16 80.00% 80.00% 35346 15.00% 15.00%

customer satisfaction In Tranzit ﬂ Delivered (2] Tracking Unavailable Failed Attempt
15.00% 234567 I 0N [0} 1 5.00% 80.00%

-

[ Delievered M Exception [l InfoRecieved [ TrackingUnavailable [ In Tranzit Failed Attempt [l Out for Delivery Out for Delivery




Results

Customer Customer Net Promoter CSAT
Service Cost Satisfaction Score (NPS) Increase
Reduction Increase Increase



