
TOP 5 PRACTICES  

TO OPTIMISE CUSTOMER ORDER PROCESSING

1. Simplify, track and measure.
Some orders arrive by fax, email, telephone or even EDI, while others may be received 
in duplicates from two different channels. This is often the complex reality that  
a company faces in a traditional customer order-taking process.

Since these are mixed media, independent of one another, there is no way to provide 
for a global view of the quality of service rendered. For example, an inquiring customer 
may call to find out the status of an order, or, the Financial Director may want to know how many 
remaining documents need to be processed before the end of the day. Unfortunately, these questions 
cannot be answered when the orders are on a fax machine somewhere, buried in an email inbox or in  
a mail basket waiting to be sorted.

Situations such as these are made all the more harmful because they are typically invisible to strategic 
analyses that could help improve day-to-day operations. Day in and day out, lack of workflow visibility 
affects customer satisfaction, service productivity and, ultimately, the overall performance of the company.

To improve, one must measure. To measure, one must organise. Faced with multiple channels for 
receiving orders, the first key to effective order taking is to consolidate all incoming documents into  
a single solution, thereby providing full visibility and traceability into every order received, including  
its real-time status and overall history in the company’s processes.

1. Simplify, track and measure.



5. Measure the results and 
continuously optimise the process.
Warning signs that the order taking process isn’t functioning properly include: late orders, 
orders that fail to comply with time commitments, low team productivity, trouble handling 
unexpected volumes and recurring problems. Automating the process is only the first step 
of improvement. Optimisation comes by measuring results, analysing them and developing 
an ongoing action plan.

The ideal performance measurement tool would be one that’s based on a consistent and 
consolidated process shared between various stakeholders. Additionally, the solution would 
make it easy to access and view real-time key performance indicators within the customer 
order process.

Do any of these five points sound familiar? Then, what are you waiting for? Analyse your 
order taking process, and you are bound to discover a potential source of productivity and 
customer satisfaction. 

5. Measure the results and 
continuously optimise the process.
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