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A “perfect order” every time: 
Genpact order management
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Solution  
Overview

A best-in-class supply chain begins with optimal planning and ends with 
a satisfied customer in possession of exactly what was purchased. Order 
management touches so many parts of the end-to-end supply chain and order 
to cash (O2C) processes that no company can afford to treat it as a separate 
endeavor. Sub-optimal sourcing and demand planning or inefficient order entry 
affect delivery and ultimately drive up the cost per order, as well as have a 
negative impact on customer experience.



Genpact’s order management puts the focus 
on customer satisfaction by helping our clients 
deliver a “perfect order” every time: On time, in 
full, undamaged, at the correct price, with all of 
its required documentation correctly completed. 
We design, transform, and run intelligent 
operations for order management built on 

An integrated process drives 
enterprise-wide impact
Genpact’s approach to order management works 
because we embed order management as a critical 
component of the entire supply chain (plan, 
source, make, deliver, return) rather than treat 
it as a standalone process. It draws information 
from and provides insight into everything from 
forecasting and demand planning to network 
and inventory optimization, purchase order 
management, production planning and scheduling, 
freight lane analytics and carrier sourcing, and 
parts and warranty management. This end-to-
end approach leads to target operating models 
such as the one Genpact built for a global leader 
in specialty chemicals, which has delivered 
$47 million in additional revenue and 21% 
improvement in the customer experience.

integrated Systems of EngagementTM that provide 
an endless loop of Data-to-Action AnalyticsSM. 
This framework continuously provides visibility 
into every point of the supply chain, insights that 
effectively steer decision-making, and focused 
strategies for improvement.

end-to-end efficiency with 
granular focus
Genpact’s approach integrates specialized tools 
with disparate client systems to boost productivity 
and consolidate masses of data for a clear, real-
time view of where revenue leakages occur. The 
five key building blocks encompass the following:

Order management business process management 
(BPM) services that includes:

• Order entry and fulfillment
• Pricing, contract management, and master data 

management
• Allocation and product supply
• Logistics administration
• Inventory optimization
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Operate

Measure

• Identify target outcome: 
Effective supply chain, 
customer experience, cost

• Identify metrics: Perfect 
Order Index (POI), 
customer experience score
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Continuous learning
• Leverage supply chain control tower to 

continuously monitor performance of individual 
areas (e.g. forecasting, fulfillment etc.)

• Optimize to get to a better performance on 
perfect order

Correct
strategy and

targets

Improve execution practices 
• Identify roadmap to improve 

performance where necessary e.g. 
forecasting, fulfillment or delivery
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Implement

Gather 
feedback

Consolidate, 
report

Analyze

Run Data-to-Insight
• Collaborate with functions across 

supply chain – order management, 
demand planning etc. 

• Supply chain control tower to get one 
view of performance across the supply 
chain to analyze what is impacting 
overall metrics 

2

4

Order management: Intelligent Data-to-ActionSM process



level performance gaps by leveraging industry 
benchmarking and best practices to drive 
improvement

• Measure, benchmark, and run analytical 
models to understand root causes that affect 
key metrics, including on-time delivery, perfect 
order index, cost, visibility, etc.

• Helps organizations design the right operating 
model using the risk and complexity dimensions 
of Genpact’s Customer experience, Sales 
experience, Complexity, and Risk frameworks 
(CSCR) explained in more detail below

Customer experience:
Define, measure, plan, and improve order 
management using Genpact’s proprietary CSCR 
framework to build smart global operations. Our 
order management solution focuses on creating a 
more satisfying customer and sales experience.

•	 Customer experience framework 
Use metrics such as order accuracy, on-time 
delivery, on-time pickup, etc., to build an 
analytics-based scoring model that predicts a 
customer experience score and provides insights 
into factors that affect customer satisfaction

•	 Sales experience 
Understand the sales team’s job satisfaction and 
performance and boost productivity by freeing 
the team to focus on sales rather than solving 
customer issues.

Conclusion
Enhanced customer experience leading to increased 
topline, “perfect order” every time, and lower cost 
per order are the results from Genpact’s unique 
approach to order management. Specific examples 
include enhancing topline growth by 1% for a 
multi-billion-dollar food and beverages company 
by enhancing customer experience and providing 
70% cost impact to the world’s largest greeting 
card company by building a cloud-based Systems of 
EngagementTM for their order management process.

Order management automation that includes:
• Better and faster orders through automated “no 

touch” order entry
• Point solutions for order visibility, proof of 

delivery management, etc.
• Data massaging and integration services such as 

vendor-managed inventory
• Global available-to-promise alerts
• Order and customer portal for faster, 

accurate service
Visualization and supply chain control tower:
Proactive controls for end-to-end order management 
leverage a supply chain control tower solution to:

• Achieve real-time visibility into operational data 
across the chain from planning to return

• Break down operational “silos”
• Constantly monitor orders flowing through the 

supply chain and report data, exceptions, and 
proactive alerts

• Enable analytics to measure performance on 
key metrics

• Facilitate analysis by segments such as carrier 
performance, geography, inventory network 
integration, etc.

Order management analytics:
• Genpact’s Smart Enterprise Processes (SEPSM) 

framework for order management is specially 
designed to identify customer- and order-

The perfect order



About Genpact

Genpact (NYSE: G) stands for “generating business impact.” We design, transform, and run intelligent business operations including those 
that are complex and specific to a set of chosen industries. The result is advanced operating models that foster growth and manage cost, 
risk, and compliance across a range of functions such as finance and procurement, financial services account servicing, claims management, 
regulatory affairs, and industrial asset optimization. Our Smart Enterprise Processes (SEPSM) proprietary framework helps companies 
reimagine how they operate by integrating effective Systems of EngagementTM, core IT, and Data-to-Action AnalyticsSM. Our hundreds of 
long-term clients include more than one-fourth of the Fortune Global 500. We have grown to over 67,000 people in 25 countries with key 
management and a corporate office in New York City. Behind our passion for process and operational excellence is the Lean and Six Sigma 
heritage of a former General Electric division that has served GE businesses for more than 16 years.

For more information, contact, technology@genpact.com and visit www.genpact.com/home/solutions/systems-of-engagement

Follow us on Twitter, Facebook, LinkedIn, and YouTube.        
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