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It's a well-known fact 
that customer service 
is the key to retaining 
customers.
How purchase orders are processed is 
crucial to establishing a strong relationship 
with your customers. This is one of the 
first steps in the purchasing process. A 
poor experience at this critical stage can 
seriously damage the business relationship.  
For example, not responding to a purchase 
order makes a poor first impression, and 
it's difficult to recover. 

Why not take advantage of your purchase 
order process to optimize your customer’s 
experience?

Here are 5 ways to better connect with 
your customers when taking their orders.
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1  GET YOUR ORDERS  
FASTER!

Only 20% of retail supply chain 
orders are automated.* Think 
about it… this means that 80% of 
orders are processed manually!
Processing purchase orders by hand 
means scanning mountains of paper every 
month. This is time-consuming and diverts 
employees from more productive tasks.

Request purchase orders in PDF format! 
If your customers can print their purchase 
orders, they can create PDF versions. 
Receiving a PDF opens the door to 
automating the process, which is impossible 
with paper.

Start by targeting your biggest customers.  
By optimizing the ordering process for your 
biggest customers first, there is an immediate 
impact on the volume of paper to deal with.

Paper is not eliminated completely, but your 
operations will be greatly streamlined. The 
response time is shorter and your employees 
are more efficient.
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2  PUT AN END TO CUSTOMER  
COMPLAINTS ABOUT ERRORS!

Do you sometimes feel that you 
spend more time correcting 
errors than producing 
something concrete?
Human error is an integral part of 
processing orders manually. One hundred 
pourcent data reliability is impossible to 
guarantee. Order processing errors have a 
disastrous impact on customer satisfaction 
and can even cost you a customer.

Capture the data from the purchase orders 
before printing them. By extracting the data 
directly from the PDFs without scanning or 
optical character recognition, you eliminate 
errors at the source.

By ensuring that accurate data is entered into 
the order system, you can prevent problems 
at your end, instead of having to deal with 
them afterwards. 

Communicate with your customers when you 
have good news for them, instead of only 
when you receive complaints from them!
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3  STOP CHASING AFTER  
CUSTOMER DATA!

Do you occasionally lose 
purchase orders? Are you able 
to comply when your customers 
ask you to attach their purchase 
order to their invoice? 
Dealing with paper often goes hand-
in-hand with losing copies or filing and 
archiving errors. If you’re not able to prove 
that the goods and services delivered 
match what was ordered, this can pose a 
problem when it's time to bill a customer.

Orders submitted in PDF format contain 
metadata that can be converted 
automatically into indexing information, thus 
ensuring that you can retrieve the purchase 
orders you received at any time. 

Automate indexing in a document 
management system.

You’ll stop losing documents and prevent 
disputes!
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4  COMMUNICATE BETTER  
AND BUILD CUSTOMER LOYALTY

Do you normally confirm the 
receipt of purchase orders? Is 
this a manual process? How 
much time elapses between 
the time you receive an order 
and the time you send a 
confirmation or a quote?
Processing a high volume of paper orders 
is necessarily time consuming. Several days 
may pass from the time customers send an 
order to when they receive confirmation, 
leaving them wondering about their order 
in the meantime. They may turn to the 
competition while they are waiting to hear 
back from you. 

Automate order confirmation by email, text 
message or on the Web. The arrival of a new 
order can automatically trigger the sending 
of a message confirming its receipt.

With the introduction of multichannel 
communications solutions, your customers 
can be notified via their preferred means of 
communication, that their order has been 
received.

Once this process is in place, it can be 
duplicated for every step of filling the order, 
from receipt to preparation, shipping and 
delivery.  Provide a first-class customer 
experience, without making your operations 
cumbersome!

2

1
TIPS

6

3



5  PROVIDE BETTER CUSTOMER  
SERVICE, EVEN WHEN  
MAKING DELIVERIES

Can your customers order new 
products when a delivery is 
being made?
When an order has been received, it 
needs to be delivered. Every delivery 
gives you the opportunity to interact 
with customers and provide them with a 
quality experience. This is the time to take 
advantage of this one on one opportunity! 
But when the delivery person only carries 
paper documents, it's difficult to make a 
good impression. He can't check whether 
the product the customer would like to 
order is available. Confirming the request 
has to wait until evening, when he is back 
at the office. What a waste of time!

Provide your field employees with tablets. 
Using of mobile devices is now within 
everyone’s reach and has become very 
affordable.

Get a tool that allows you to display proof of 
delivery on a tablet and automate the entire 
process by connecting the mobile devices to 
your content management system.

Let customers change their quantity upon 
delivery or order another product in person. 
The inventory is updated automatically, 
quickly and interactively! 
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