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for today’s hyper-connected world
Part Three: Controlling order fulfillment and on-time delivery
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Introduction
Think about the last time you had a bad experience with a purchase online. There’s a good chance it had something to do 
with ordering or delivery. After all, a confusing or inefficient purchasing experience, or an order that arrives late, gets lost, 
or is damaged in some way can leave a bad taste in your mouth. 

Conversely, the ability to efficiently generate and fulfill orders is a fundamental part of meeting customer expectations, 
building your brand and generating profits. 

As reviewed in Part One of this white paper series, accurate forecasting can enable you to optimize inventory, adding 
strength and reliability to your supply chain in the process. Part Two dealt with how to better manage inventory and boost 
your margins by streamlining and improving sourcing. 

Part Three covers the final leg of your supply chain – the ordering process and the task of getting goods out to your 
customers on time and in full. Read on to find out how powerful smart technology can enable your manufacturing 
business to: 

 Improve customer experience in a cost-effective way

 Strengthen communication between sales and other departments

 Streamline warehouse activities and tighten delivery processes

Three-part whitepaper series:

Part 1
PLAN SOURCE DELIVER

Part 2 Part 3

Control order 
fulfillment and 

on-time delivery

Improve sales 
planning and 

optimize inventory

Source accurately 
and efficiently to 
improve margins

Read part 1 Read part 2
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Self-service technology delivers fast,   
24/7 service
In today’s digital world, your customers expect to be able to access information and reach your business through 
various channels at all hours. For high-growth businesses, that makes it challenging to keep up with the demand for 
sales and customer service reps. 

For years, e-commerce stores have been the go-to self-service solution. But they can be expensive to deploy and 
implement because you usually need help from a third-party developer, a marketing partner and a credit card 
payment solutions provider. 

More recently, however, modern ERP systems have developed customer portals that offer the same kind of robust 
self-service capabilities but none of the additional costs.

By giving your customers the power to help themselves, you free your customer service team from tasks such as 
fielding calls from customers who want to know where their orders are, check availability or manage returns. The 
upshot: they can deal with necessary customer interactions in a timely, comprehensive manner, resulting in a better 
customer experience and enabling you to make better use of existing staff.

Browse for 
products anytime

Place orders 
and check their 
account status

Make payments, 
initiate returns 
and check on 

delivery status

Interact with 
bots capable of 

conversing almost 
like a real person 

Customer portals enable your customers to:
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Enhance customer relationships with 
accurate deliverables 
When inquiries must be handled by a real person, customer portals continue to prove their worth by enabling sales reps to 
respond more quickly and effectively. 

Consider, for example, one of questions your sales reps likely field regularly: “If I give you this order right now, how long will 
it take to fulfill?” The answer is usually a rather unsatisfactory: “Let me check on that and get back to you.” 

The problem: your sales reps have limited visibility into the stock on hand. Behind the scenes, multiple orders are arriving 
for the very same product. And on the supply side, there is likely an outstanding list of purchase orders, jobs and supply 
chain transfers. 

With inventory levels constantly in flux, your rep basically has to make a best-guess as to when they can get the order out. 
Yet if you fail to deliver on time, you’re left with unhappy customers.

An effective ERP solution for manufacturing solves that problem by enabling real time calculation of an Available-to-
Promise (ATP) date for any items not in stock. In a nutshell, the system analyzes current demands for the product, available 
stock on hand, all sources of supply and the expected receipt dates. With the click of a button, your sales reps can 
confidently promise a realistic delivery date to the customer.

When you don’t have the necessary items on hand, you can also calculate a Capable to Promise (CTP) date – giving you a 
time frame for when you can realistically manufacture the items needed. While available-to-promise processing considers 
existing material on hand for both purchased and manufactured items, capable-to-promise also accounts for inbound 
purchase receipts, supplier lead times, alternative sourcing options, raw material, production, and labor. 
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Expedite sales and personalize service
When customer service reps rely on data entered from paper-based order forms, it limits their capacity to quickly 
respond to inquiries and resolve issues. A modern ERP system offers the following features that can expedite sales, 
reduce errors and provide a more personalized customer experience: 

Customer-specific lists 

When customers purchase a defined slate of products from you, a modern ERP allows them to quickly store 
and retrieve their own customer-specific templates or product lists . They can simply tap in the required 
quantities when asking for a quote or ordering product. 

Capability to import orders from excel sheets

A modern ERP should be capable of importing data from an Excel sheet that the customer sends without 
the need to key in the entries or details.

One-click sales orders

Modern systems have a sales order conversion utility built directly into the quotations program.   
You can convert the quotation to a sales order and make sure the order type and final discounts are 
accurately inserted.

Easily calculate freight costs

In today’s competitive market, every dollar saved on shipping could mean the difference between winning 
or losing a sale. Shipping charges can push up the cost of an order and even drive customers away. An 
effective ERP system integrates with third party freight providers, enabling you to shop freight rates amongst 
multiple carriers during order entry. The upshot: you save time tracking down accurate freight quotes and 
negotiating rates with your carriers, while customers know exactly what they’re going to pay up front. 
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Keep your team aligned 
In order to keep your whole team aligned, it’s important that information flows quickly and accurately through your 
organization and that business processes are constantly reinforced. Modern ERP solutions are intuitive, interactive and 
facilitate collaboration to keep everyone informed and on the same page, utilizing features such as: 

Social ERP

Social ERPs facilitate communication between departments. With features built to mimic the 
interface of a social media platform, they can enable collaboration and conversation between 
teams so they can proactively solve business problems. For example, a sales associate could 
message Admin saying, “I just put through this sales order, can you please expedite the load.” 
Admin could link directly to the specific order by clicking on the sales order number and reply 
directly or share the message with the relevant department. 

Enforcing business processes

Automated workflow sequences are triggered by routine tasks or events. When a sales rep 
is onboarding a new customer, for example, Finance is required to do a credit check; click to 
approve or reject based on the results; and notify the rest of the team. This enforces business 
processes and increases timely and accurate communication between departments.

Automated order processing

Automation in order processing speeds up delivery cycles, reduces human error, and makes 
order management (from purchase order to picking and shipping) more efficient. Once 
purchase orders have been verified, you can automatically send them to your supplier and 
a sales order will be created in their system. The process is faster, cuts down on transaction 
fees and eliminates errors. 
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Streamline warehouse activities
An efficiently operating warehouse is a critical part of your order-fulfillment cycle. Unfortunately, for many companies 
that’s not the reality. 

Does your warehouse manager print and distribute orders to be picked in the morning but, inevitably, something is 
not where it’s supposed to be? If your pickers are lucky enough to have radios, they can ask for help. Otherwise, they 
face a long trek back to the dock with a partially filled order and then back to the stacks to find the missing item. The 
result: wasted time and fewer orders filled. 

An effective ERP system includes warehouse management features that ensure goods and materials are located 
where they should be, delivered to the shop floor just-in-time (JIT) based on demand, stored in compliance with 
regulations, and accurately picked for dispatch to the customer.

For starters, to improve inventory accuracy every new item that enters the warehouse should receive a physical tag 
that is mapped to an entry in the ERP system. Any time the item is moved, the tag gets scanned and the ERP system 
receives an updated status. Using internet-enabled RFID scanners, you can maintain this information in real time.

Other considerations include whether or not you are entering alpha or numeric only for data entry, how far away you 
are from an item that needs to be scanned, whether or not you’re using 1D or 2D bar codes and how clean or dirty, 
hot or cold your environment. 

The key thing to take away: your ERP system should enable you to use multiple devices because, in conjunction with 
barcode scanning, when your operators can pick against a pick list, you seriously reduce the potential for errors. 
However, a truly effective ERP system doesn’t just give you visibility into stock location; it creates a model of your 
warehouse environment and generates a logical path for pickers to follow (by route, customer or bin), depending on 
the requirements. 

Your warehouse supervisors should be able to then track the progress of those pickers in real time (as they scan 
and enter data while working through the tasks), as well as monitor and prioritize tasks electronically. And, if you’re 
considering adding robots or smart conveyors to your warehouse, you will need to ensure you choose an ERP system 
capable of interacting with such cutting-edge technology. 

Which device you choose to use is going to depend on a number of factors.

Mobile terminals are robust, 
but expensive devices.

Tablets and phones are far 
less expensive and have bigger 

screens, which makes it easier to 
read and enter data. But they’re 
less robust and may break when 

you drop them.

Wearables allow workers to use 
both hands for handling products 
while at the same time, being able 

to scan items.
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Optimize your fleet and confirm     
on-time delivery
You’ve now arrived at the final leg of your supply chain journey; delivering finished product to your customers. If 
you own a fleet of trucks, you will want to optimize those assets and ensure customers receive their loads on time. 
The load and delivery planning tools that are a necessary part of modern ERP systems can help you achieve those 
objectives.

For example, load planning and route planning allow you to simultaneously consolidate cargo, map out the most 
efficient route for delivery using customer addresses or geolocation, and then pack loads in  reverse order, so that 
the items to be delivered last are the first ones packed in the vehicle. (Otherwise, your delivery employees will have 
to waste time digging through the truck to find the load they need.) The result: you minimize the number of trucks on 
the road and save time, costs and mileage.

But although having optimized delivery routes is an essential part of any delivery strategy, it’s not the only thing 
dispatchers worry about. You may have detailed customer requirements as well – for instance, delivering within a 
specific window of time or face a hold-back. 

An effective ERP system allows your fleet manager to proactively solve problems by tracking trucks in real time 
through IoT (Internet of Things) solutions. They get a birds-eye view into the driver’s location, vehicle idle time 
between routes, traffic conditions, mileage or unexpected problems along the way. If, for instance, your delivery truck 
arrives at the customer’s receiving bay on time but has to wait for another shipment to be offloaded, you have proof 
for the customer you were not at fault for the delayed delivery through GPS tracking. Furthermore, you can use your 
smart phone to call up orders and delivery notes, review the delivery with the customer, capture a digital signature, 
and provide a receipt – all paperless and error free. 

To sum up, by taking advantage of today’s cutting-edge technology, you can automate and streamline your ordering 
and fulfillment process, ultimately building your reputation as a reliable, efficient supplier. 

It is important to note, however, in today’s world, it’s not enough to deal with planning, inventory management, sales 
and delivery as separate siloes of your business. The strength of a modern ERP system lies in its ability to integrate 
every aspect of your supply chain, from planning through to inventory management and delivery within one single 
system. And by automating, simplifying and linking all aspects of your business, it streamlines processes, offers key 
data insights, keeps your team aligned and allows you to operate more efficiently and effectively.
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About SYSPRO
SYSPRO is a leading, global Enterprise Resource Planning 
(ERP) software provider specializing in key manufacturing and 
distribution industries. For over 40 years, SYSPRO’s team of 
specialists have continued to address unique industry needs 
and enable customers to easily adapt and grow. The solution is  
scalable and can be deployed in the cloud, on-premise, or both, 
and accessed via the web on any device to provide customers 
with choice and flexibility.

SYSPRO remains focused on the success of partners and 
customers. Our evolving solutions are aligned with industry 
trends to leverage emerging technology that will enable 
partners and customers in securing a digital future.

With more than 15,000 licensed companies in over 60 countries 
across six continents, SYSPRO offers guidance and support every 
step of the way as a trusted advisor.

For more information, visit syspro.com

Click here to learn 
how you can optimize 
your manufacturing or 
distribution business 
by requesting a free, 
customized product tour.

Three-part whitepaper series.

Parts 1 and 2 of this whitepaper dealt with the question of how an effective ERP system can help you accurately 
predict future sales and assess inventory demand, as well as streamline your supply chain and protect your 
margins, even as you juggle multiple suppliers.

https://ca.syspro.com/
https://ca.syspro.com/request-a-demo/
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