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                            	How We WorkFORTNA Distribution Optimization Framework™
The FORTNA Distribution Optimization Framework™ leverages proprietary processes, tools and algorithms to design and deliver solutions using best-fit automation technologies and intelligent software.
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	Strategy
	Assessments
	Operations Design
	Implementation
	Lifecycle Services



 
	SolutionsSolutions
FORTNA develops the optimal solution with a unique approach to identify and select best-fit technologies to meet your business requirements.


	By Function
		Central Hub/Last Mile Depot
	Cross-Docking and Returns
	e-Commerce Fulfillment
	High-Density Storage
	Micro-fulfillment
	Omnichannel Fulfillment
	Packing and Shipping
	Slotting
	Sortation



	By Technology
		AGVs and AMRs
	Automated Storage and Retrieval Systems (AS/RS)
	AutoStore
	Conveyor Systems
	Goods-to-Person (GTP)
	Picking
	Robotics
	Sortation Systems
	Supply Chain Software
	Warehouse-Ready, Small Footprint



	By Industry
		Aftermarket Parts
	Consumer Packaged Goods
	Electronics
	Food and Beverage
	Grocery
	Industrial Distribution
	Life Sciences
	Parcel
	Retail and Apparel
	Third Party Logistics (3PL)






 
	SoftwareSoftware
Intelligent software is essential to optimizing operations for maximum efficiency, reliability, and flexibility. FORTNA WES™ provides dynamic data and the intelligence required for real-time decision making. 


	FORTNA WES™
	FORTNA OptiSlot DC™
	FORTNA WCS™



 
	ServicesServices & Support
FORTNA Services & Support work together to keep your operations running at peak performance throughout the lifecycle of your solution. FORTNA Services optimize your operations and extend the life of your facility with modernizations, retrofits, parts and service and/or a comprehensive maintenance program.


	Lifecycle Services
		24/7 Call Center
	Modernizations/Retrofits
	Optimization Assessments
	Parts and Warranty
	Resident Maintenance
	System Health Checks
	Systems Upgrade
	Training
	Industries






 
	IndustriesIndustries
FORTNA understands that every industry has unique challenges. Our robust experience enables us to develop solutions for those unique challenges and cross-pollinate best-in-class strategies and solutions for diversified vertical markets.


	Aftermarket Parts
	Consumer Packaged Goods
	Electronics
	Food and Beverage
	Grocery
	Industrial Distribution
	Life Sciences
	Parcel
	Retail and Apparel
	Third Party Logistics (3PL)



 
	AboutAbout
FORTNA designs, develops and delivers powerful automated and intelligent software solutions that optimize performance, address disruption and increase profitability.


	Alliance Partners
	Culture
	Careers
	Leadership
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                                                    Growing Wave of e-Commerce Returns Presents a Challenge to Profitability
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                                The recent pandemic rapidly accelerated the growth of e-Commerce three to five years ahead of schedule. Over two-thirds of U.S. shoppers expect to buy essential goods online after the health threats of COVID-19 have subsided[1]. With the increase in eCom orders comes an increase in returns. e-Commerce returns average 15% to 30% of online purchases[2]. That is two to three times the rate of in-store purchases. Globally, 73% of shoppers say the returns experience affects their likelihood to buy again from a particular company[bookmark: _ftnref3][3]. Returns are often complex and unpredictable, creating reverse logistics challenges and potential service failures. Returns tend to increase in proportion to eCom volume. This highlights the need for an efficient and profitable returns process that is easy, fast, free, and seamless for the customer.

 

Customers Expect a Seamless Returns Experience

Online shoppers are hesitant to make purchases without the ability to try-on, touch and experience the product the way in-store shoppers do. Companies encourage online purchasing with free shipping and lenient returns policies because it encourages online customers to shop with confidence. Consumers expect easy, no cost returns. They often “bracket” purchases, buying multiples (size, color, brands, and/or products) for comparison knowing they can return the ones that don’t fit or don’t fit the need. The onus is on the business to not only bear the cost of the return, but also make the process easy and provide the refund quickly. BORIS is a popular option for customers who want credits to be issued quickly. But that often leaves companies in a quandary over how to redeploy inventory for maximum value.

Returns Add Complexity to Distribution

As store footprints shrink and customers’ concerns over health risks remain high, a significant number of returns will require parcel shipping. Receiving, evaluating, and re-packaging are labor-intensive functions when performed in quantities of one and two, which are typical quantities for e-Commerce returns. Systems must be able to track the merchandise (receipts, inventory, value, etc.) and support the issuing of credits and intake of inventory. Does the item retain the same SKU number as before or is it assigned a new SKU number? Should the item be transferred to a different DC or channel due to demand patterns? Will the item be returned to the vendor or scrapped based on its condition? These decisions are complex in nature and can have a material impact on an organization’s bottom line and cash flow.

Brick and mortar retailers have the option to accept returns in store, but then what? Do you put them on the sales floor at full price, mark them down or perform additional handling tasks to ship them back to the DC? What if the store doesn’t carry that SKU? Some companies encourage returns to the store because it brings shoppers back into a sales environment where they are likely to make additional purchases. Other brand owners choose instead to destroy all returned merchandise because the cost of all that handling and repackaging is too high or out of fear that the brand image might be tainted by discounting. And then there’s the issue of how to handle returns safely without endangering the health of workers. Is it necessary to disinfect or quarantine inventory for a period of time?

Sarbanes Oxley (SOX) requires tighter control of the returns process. All movements of inventory must be recorded in a timely fashion given their financial impact. Returns inventory awaiting receipt, inspection, and disposition is likely current season merchandise which has a shelf life. Fashion apparel depreciates by 20% to 50% of its value within 8 to 16 weeks and electronics between 4% to 8% per month[4]. The sooner you can make it available for sale, the greater the opportunity to sell it at full margin.
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                Retailers worldwide are losing a whopping $1.75 trillion each year because of inventory distortion—the combined impact of overstocks and out-of-stocks—and needless returns. The combined impact of the inventory fails amounts to roughly 11.7% of annual revenue for the majority of retailers.

                                                    
                        Retailers and the Ghost Economy
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                                Returns as a Competitive Advantage

For some companies, returns are a critical element of their brand promise. Zappos considers its one-year, free-return shipping policy key to building customer loyalty. L.L.Bean considers reverse logistics to be a core competency – and an integral part of its brand marketing. The company’s returns facility rivals many distribution centers in size. Unfortunately, for many companies returns are regarded as a necessary evil and dealt with only when they start to impede the business. Returns tie up costly resources across multiple functions of the company – from customer service to warehousing to accounting.

So, how do you turn handling returns into an opportunity for competitive advantage? Read about it in Part 2 of this series: Six  Things You Can Do to Make Returns a Competitive Advantage.

 

Case Study: Zappos Uses Returns for Competitive Advantage

Zappos, an online retailer of shoes and apparel, built its success on the promise of free and easy returns. The company encourages customers to order two sizes of shoes to make sure they end up with one pair that fits. Zappos’ use of logistics as a competitive service advantage is one reason 75% of the retailer’s shoppers are repeat customers. While this policy drives up return volumes and shipping costs, it reduces customers’ hesitancy to place an order and results in more sales overall.

 

FORTNA Can Help.

FORTNA helps companies improve their distribution operations, build a business case for investment, and implement solutions that drive business results.

To learn more, contact The Distribution Experts® below.

                            

        

    


    
        
            
                                1 https://www.salesforce.com/company/news-press/stories/2020/5/salesforce-research-results/

2 https://chainstoreage.com/cbre-online-holiday-returns-could-hit-416-billion

3 UPS Pulse of the Online Shopper Report

4 https://www.supplychaindive.com/news/reverse-logistics-flood-returns-warehouse/580304/
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                            Contact [image: Fortna]

                            Let us help you transform your distribution operations. Start the conversation today by providing us with your contact info below.
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        FORTNA helped design every step of the way and they've even built for our future.

        VP of Fulfillment, Logistics & Manufacturing

        L.L.Bean
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        In FORTNA, we found a partner that took accountability for the successful implementation of the entire project.

        Senior Vice President

        Canadian Tire
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        FORTNA's rigorous testing process gave us assurance.

        IT Executive

        Mr Price
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        Partnering with FORTNA was a smart investment that surpassed our ROI goals.

        Executive Vice President

        MSC Industrial
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        We've come to trust FORTNA and they are now our go-to group.

        Dir. of Inventory Control & Engineering

        Journeys
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        FORTNA helped us choose the right level of technology for our new DC. They didn’t try to oversell us.

        President

        Fisher Auto Parts
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        FORTNA delivered on their part of the equation.

        President of the Americas & Corporate SVP

        TTI Electronics
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        FORTNA are experts in the distribution industry.

        Head of Supply Chain

        Pepkor Speciality
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        2010 - 2021

        Great Supply Chain Partners
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        2011 – 2019, 2022-2023

        Pros to Know
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        2010 – 2017, 2020 - 2021

        Great Supply Chain Projects
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        2010 - 2021

        Rainmakers
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                            Contact

                            1349 W Peachtree St. NW

Suite 1300

Atlanta, GA 30309

                            info@fortna.com

                        

                        
                            Support

                            (800) 367-8621
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