
Case Study 

Making 
online 
customers 
happy  

Mobile-enabled order 
fulfillment helps forward-
thinking food retailer 
improve service quality 
and position it for 
expansion 
Business situation 
Our customer, a progressive food 
retailer serving more than 11 million 
customers per week, sought to 
improve its process for fulfilling 
online orders. Its existing process was 
time consuming and 30% of customer 
complaints related to incorrect 
orders. The company viewed this as 
an opportunity to retool its order 
fulfillment process to improve 
customer satisfaction and reduce 
costs, while also laying the foundation 
to expand this line of business.   

Results delivered 
Accenture and Avanade analyzed the 
order fulfillment process and 
determined that the speed, ease and 
order quality could increase 
significantly if a more intuitive and 
visual user interface was developed. 
Avanade delivered a Proof of Concept 
pilot in which workers use a custom 
App to fulfill orders. The App provides 
a rich user interface with descriptive, 
visual and location-based information 
at point of need for workers so it is 
easier to find products on the store 
shelves and in the storeroom. 

The new process has improved 
worker efficiency, driving the pick rate 
down 30% (the elapsed time it takes 
to fulfill an order).  Error rates have 
decreased significantly, which directly 
improves customer satisfaction and 
reduces costs of fixing problem 
orders. User adoption has been 
tremendous. The pilot has been so 
successful that it is going to be rolled 
out to stores in phases starting in 
mid-2013. 

Work redesigned: a strategy for 
seizing new opportunities. 
www.avanade.com/workredesigned 
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The inside story 
Avanade custom-designed an App for 
the order picking process with an 
intuitive user interface that serves up 
detailed product information 
including item visuals, inventory 
location and available stock. The ‘self
learning’ App tracks what
substitutions are most often picked 
for out-of-stock items and will 
recommend those to the worker. The 
App provides a real-time action log 
so that back-end managers can 
monitor every action and continually 
refine the process. 
Windows 8 slate tablets that are set

The App runs on 

on each order fulfillment cart with 
handheld scanners that can be 
detached from their cradles.  

The road ahead 
Avanade continues to work with 
this food retailer to explore 
technologies to make the order 
picking process more efficient, for example: 
• Integrating a scale into the 

picking process 
need to be entered manually

•

stock pickers move away from the 
cart, they have a hands-free 
device that shows the next 2-3 
items that need to be picked in 
that area

• Using LE lights to point the 
stock picker to the correct bin 
placement since workers pick for 
multiple orders at one 
to 

As a member of 
Innovation Council, Avanade 
continuously looks for ways that work 
can be redesigned to create value, 
drive efficiencies and reduce costs for 
many 
business:

aspects of this food retailer’s 

• Avanade is piloting a Store 
Manager App the 
daily and 
task assignment process on a 
small mobile device. Traditionally 
a manual, handwritten process, 
managers can use a stylus or 
audio to record assignments and 
assign tasks (that are converted 

to text), take pictures and  

functionality to serve as a cross- 
check with the store stock 
management system. A 
dashboard provides visibility to 
task and work order status for 
store and division managers. 

which will be interoperable, are 
being piloted. 

• Avanade is exploring a redesign of 
the bread fulfillment process as 
the retailer believes that the 
process is laden with inaccuracies 
that are measurably impacting the 
bottom line. The team 
investigating the use of RFID tags  
to take inventory of the many 
varieties of bread that are 
delivered.

• Kinect is also being explored to 
monitor the depletion of fresh 
produce in their display modules. 

These pilot projects, and many 
others, are various stages in this food 

Leading food retailer redesigns picking 
process for online orders, making it 
easier for workers to quickly and 
accurately fill orders, creating happy 
customers, and making a positive 
impact on the bottom line. 
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