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ACTIONS

OUTCOMES

e Create Stock
Reserve or
Customer
Priority Order

* Ask about
assembly
and/or home
delivery

e Sell in item’s
order multiple

e Communicate
Estimated Time
of Arrival

¢ Order confir-
mation sent to
customer

e Order auto-sent
to Eagle as a
Special Order

® Order appears in
ACNET's Order
Trac and in
Mobiie App

e Search in Eagle
by customer
phone #

* Take 100%
Deposit

® Ring up items
being taken

today separately

® Provide special
order receipt to
customer and
thank them

® Creates SKU in
Eagle, if it
hadn't existed

e Committed
Qty. updated

® Deposit
amount
recorded in
Eagle

e Pull special e Referance
orders via Sort orde Pick
and Seg Sheets
feature

® Ensure no

¢ Scan totes remaining
with Special balance due
Orders

* Staple invoice

e Print Pick to Pick Sheet
Sheets

® Prepares e Qty. On Hand
product for decreased
invoicing and e Committed
staging Qty. relieved

e Sales
transaction
recorded

¢ Review Pick e Physically
Sheets and assemble
sort them by product
1) in-store
pickup, no * Advance order

assembly, and
3) delivery, no
assembly

® Cross-reference
pick she
against pruduct

e Receive orders
via fulfill
customer o
feature

® If in-store pick  ®
up, notification
sent
customer R

* If assembly or
delivery
re 2d, order
muved to Order
Prep feature in o
mobile =7n

via Order Prep
feature

If order is an
in-store pick up,
notification sent
to customer

If delivery
required, this
moves order to
Ready for
Delivery status
in mobile app
Delivery
notification sent
to customer on
delivery date

e Complete pick
up via the
Ready for
Pickup feature

e Locate order in
staging area

¢ Validate Pick
Sheet, invoice
and order was
paid in full

e Thank customer

¢ Closed order

 Pack up
product/paper-
work

« Create route in
Needs Delivery
feature

« Validate Pick
Sheet, invoice,
and order was
paid in full

« Take photo for
unattended
deliveries

* Complete
delivery in
mobile app

¢ Thank customer

e Cloced order

¢ Location code
non-stocked
special orders
as 'DNRSP'

e Flag large
quantities as
unusual usage
in ITR

e Review open
orders

e Review the sales
performance of
special order
items

® Keeps items
from being
reordered

® Addresses order
point issues

® Remedies
overdue
outstanding
orders



jreyes
Sticky Note
Add this to step 3 (Receive) as the last action

jreyes
Sticky Note
"via" and "Pick".  Looks like there are two spaces between these words.  Just one space place

jreyes
Sticky Note
Cross-reference Pick Sheets and invoice against product.  Capital 'P' and 'S' and 'invoice'

jreyes
Sticky Note
Move to # 3 (Outcomes) as second bullet

jreyes
Sticky Note
Add another bullet (last bullet) that says "Order tracking updated"

jreyes
Sticky Note
Move to # 3 (Outcomes) as third bullet

jreyes
Sticky Note
Add bullet under here that says "Product properly staged" . Only one bullet needed in this section.


jreyes
Sticky Note
Move this out of here to step 3 (Receive) as the last bullet

jreyes
Sticky Note
Add first bullet that says "Order tracking updated"

jreyes
Sticky Note
Add first bullet that says "Order tracking updated"

jreyes
Sticky Note
Modify bullet to say "Order tracking updated"


Why should | care about thi=2w Customer Special Order Process?

Consumers are increasingly shc 22 ng retail a number of different ways (i.e. in-store pick
up, BOPIS, BODFS), and expect stores to adapt and have the products they desire.
Special orders can be a key market differentiator and ultimately add incremental
profitability to your bottom line. In fact, the average ticket at Ace for a special order is
roughly $115, more than three times the amount of an average transaction. With the
recently launched upgrades, the special order process is now much more modernized.
ACENET and the Retailer Mobile App have been integrated with your Eagle system,
enabling near real time data synchronization, reducing the time and the number of steps
to process special orders.

We use the mobile for special orders, but there are times in the process it is
more convenient to use a computer terminal versus mobile. Has there been
any changes here?

One of bigger developments rolled out is ACENET's ability to ent: customer special
order. Specifically, leveraging ACENET, customer orders can either be processed as a
stock reserve or customer priority order (when available). Doing so brings the informa-
tion into your Eagle system, and adds the item to your inventory file if is not already
there. Cancelling a.=n~cial order can also be executed in ACENET and automatically flows
back to your Eagle Nindows.

Super important to the special orders is communicating back to the customer
the status of their order. How is this accomplished with this experience?

During the order entry process, the Sales Associate obtains a phone number from the
customer as to where to receive notifications. In turn, customers receive notifications
when their order is acknowledged, when the order is ready for pick up, or the date of
home delivery.

| hear different things. When is the right time to invoice the special order?

Under the enhanced special order process, execute them immediately after receipt
from the RSC. Upon comnletion, sales are recorded in Eagle for Windows, committed
guantities decreased, | the status of the order updated in your Retailer Mobile App.

From time to time, customers call in asking for updates to their special orders,
which we don't have a really good process for checking on efficiently. Has
anything changed here?

Yes. Moving forward, in these instances, leverage ACENET or the Retailer Mobile App
Customer Order Tracking lookup. Doing so enables you to search the status of an order
by last name, or order number. Beyond orders taken by the Retailer Mobile App within
ACENET, AceHardware.com orders are also captured in these programs.

O 16304724784

In-AisleCustomer
Special
Orders

10.

11.

FAQs

| see the value in the process, but | would like more understanding to
implement. What do | do?
Ace Way of Retailing remains as your one-stop place for a step-by-step understanding

and theory behind establishir " ze best practices. Path: ACENET > About Ace—Ace Way
of Retailing > AWOR Search: ¢ ial Orders.

I reviewed the best practice on AWOR. Why do | need to take a 100% deposit?

Studies show that 15% of customer special orders are never picked up by the customer,
resulting in a potential and sizable profit loss. Taking a full deposit eliminates the
financial risk on the part of the store, and facilitates a sense of urgency for the customer
to pick up the product.

What are some important but underutilized best practices | should be doing
with every special order | process?

Though the Ace Way of Retailing Customer Special Orders (In-Aisle) document outlines
each best practice, some of the top ones include:

= Inform customer of your policy to have orders picked up within five days of
natification.

. the item in the order multiple in which it comes in, particularly if you don't
stock the product.

= For a clean process, do not include any items to be taken by the customer that
day under the same transaction as the special order. Ring those up separately.

I haven't been using the retailer mobile app for anything more than product
searches. Can | still take advantage of the benefits of this process?

To me " ize efficiencies, the customer special order process is best executed using the
Ace R ler Mobile App. Training via the Ace LearningPlace and Ace Way of Retailing
best practices are available to assist you in your journey in getting started successfully.
Start saving time today!

Are my in-aisle customer special orders supposed to appear in the
Acehardware.com Order System (AOS)?

AOS currently only tracks e-commerce related orders. In-aisle customer special orders
can be reviewed via ACENET's order tracking system and the retailer mobile app order
looku=*“=ature. See AWOR for further detail.

Who do | contact with any further questions and support?

For further details about the customer special orders, contact the Store Systems and
Operations team.

® storeoperations@acehardware.com



jreyes
Sticky Note
Remove the last sentence about cancelling.

jreyes
Sticky Note
"to enter all customer information pertaining to a special order."

jreyes
Sticky Note
remove the wording after decreased.  Add a period after decreased. 

jreyes
Sticky Note
AWOR Search: In-Aisle Special Orders.

jreyes
Sticky Note
Move these bullets over to the left more.

jreyes
Sticky Note
Replace first sentence with "The use of the Retailer Mobile App is required to effectively execute the customer special order process. Training via the..."

jreyes
Sticky Note
Change wording to:

Why should I care about this new Customer Special Order Process?

Based on a recent Ace study, the average ticket of a customer special order is more than three times larger than that of a regular transaction. In the same token, shoppers are increasingly expecting retailers and brands to have what they want, when they want it, and how they want it. With the recently launched upgrades, the special order process is now much more modernized. ACENET, the Retailer Mobile App, and Eagle for Windows have been integrated, enabling near real time synchronization, reducing the steps to process special orders and providing more tracking visibility.


jreyes
Sticky Note
New Question/Answer:

I have a whole bunch of special orders from awhile back that have not been received in via the retailer mobile app. How do I get rid of them to start with a clean slate?

Old orders already received by the customer can be removed through ACENET’s Delivery and Services App or through Order Tracking. Doing so discards them from the Retailer Mobile App without notification going to the customer. See the Ace Way of Retailing on (FAQ # 6) best practices for details.


jreyes
Sticky Note
New Question/Answer to be inserted before the last question

What retail is passed to Eagle when the order is sent to POS?

Eagle uses ACENET pricing based on your pricing level.  You do have the ability to plug in a desired retail when entering the order that overrides the ACENET price. The other exception to using ACENET pricing is when there is a promotion or Ace Rewards coupon associated with the item.






