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Meet Today’s Speaker

Matt Kulas

Business Development Manager
Esker
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Why are Order Management
KPls important?
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Poll Question 1: \

How automated is your current order
management process?

* Fully automated
* Largely automated
* Partially automated

e Not automated at all



Order “speed” KPlIs

01 Order Cycle Time

02 Response Time
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01 Order Cycle Time

HOW TO CALCULATE

(Shipping date — order date) + (Total orders shipped) = OCT
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02 Response Time

HOW TO CALCULATE

(Time of response) — (Time of customer inquiry) + (humber of inquiries) = RT
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HOW AUTOMATED OM SOLUTIONS HELP:

ORDER “SPEED” KPIS



Automated routing

Based on extracted order data

RS  IDOCIMPORT  CUSTOMERPORTALORDERS @

Automatic order dispatch to the appropriate rder Management (@) e aomoes
qgueue (Customer Service Rep or Team)
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Orders to validate Priority orders to validate Orders with new messages Orders set aside Failed orders Failed inbound emails Change orders to validate Return

Completed today
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)
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Approved orders Approved change orders Approved return orders Approved quote requests Rejected sales documents Average processing
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Order verification

Order data extraction & verification against ERP reference data

Original order
image

Q Eased user review with original order image
and extracted order data displayed side-by-

Customer Information _ > » View n ized e
side

Eisker  CUSTOMER ORDER [ —

Number 3176 “Number 3176

Name  Compider 3000 lame  Computer 3000

Strest 11 Michigan Avenue
stalcoge 60154

ity WESTCHESTER Posta 0
- VESTEHESTER EXICOMPUTERF000

o o - @ Assisted and automatic data
verification at the header & line item

level

B Hide SAP texts

SAP Texts

KIEERIC : Automatically
s CAPtUred order data

Form Hescer

Order Details General Information
.| *POnumber  CT46581 Sales document type  Order

] erype [TA
= priarty  Urgent
e (")) Automatically detect unusual
quantities, for a given product &

customer, based on historical data

TRANSPARENT BASED ON
LEARNING DOCUMENT STRUCTURE CSKER




One-click & automatic processing

Automation to its maximum

v S S —
Docurmants - 50,U5,50,Computer. Club, Market, Urgent pf

Document preview - §5,US 50, Computer Club Market, Urgent pdf - 1/

‘ 1 @ KD 2/ rad
Cushormer Infeemation Shipping Addrese Computn PURC ECRDER
e “tiurber | 187} ml Ji Merbart
[ " i Compuni Chis Markal

' b
11 345 Cangeess ireat

BOSTON, WA 02210

Frane 6174374300

Fax: 8175858475

Automatic processing can be
enabled for specific S
customers i e —— =

Blocked in case =
of failed data checks ey i

GO TOUCHLESS WHEN POSSIBLE

BENEFIT FROM BUILT-IN DATA CHECKS SECURITY
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Customer Story ReSUltS

FUCHS Lubricants - Reduced order entry time by 25%

Speed, precision & transpargncy in M Improved order entry turnaround time from 24-48 hours
every area of Customer Service Q down to 6 hours

Automatically classifying 84% of all incoming customer
inquiries

N
oXe)
=P
%%% Eliminated 100% of paper thanks to electronic archiving

m Improved employee satisfaction by balancing workloads,
freeing up time for more fulfilling and impactful work, and
reducing the amount of customer status requests

“In Esker, we see the exact breakup of work we have in front of
us. And from there, we can reposition individuals to create a
better balance for our team.”

Chris Raleigh | Business Process Expert (O2C) Americas
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Order “quality” KPlIs

03 On Time In Full
04 Perfect Order Rate
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03 On Time In Full

HOW TO CALCULATE

(Total deliveries made on time and in full) + (Total deliveries made) x 100 =
OTIF
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04 Perfect Order Rate

HOW TO CALCULATE

(Orders delivered without incident) + (Total number of orders) x 100 = POR

CSKER



HOW AUTOMATED OM SOLUTIONS HELP:

ORDER “QUALITY” KPIS



DaSh boa rd & a na lytics Replace, reorgani;e, add, remove or

edit

Keep key information at-a-glance

Priority orders
to validate

8 3 Th2Tm 625

Orders approved today

1111 '-'."I ==_ Y 6 1h38m 586

Approved orers Rejected orders Average processing time Average number of the line items

AU ;| .
¥ «unllll

Automation rate by menth Processing time by menth (minutes) Numbers of lines by menth Orders by reception method

DESIGN SHARE 100%

as many dashboards, views with colleagues customizable views,
and reports as you need & stakeholders metrics & charts

No more time wasted hunting down needed
data!
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Customer

Draft orders

Pending orders
by status

Received orders

Data analytics for each user

Available directly at your fingertips

CSR Manager

Order processing &
validation time

SLA compliance

Orders by country &
reception method

Average order lines &
lines per CSR

Sales Rep

Customers’ new
orders

Customers’ order
amounts

Customers’ top-
selling items

Customers’ order
SLA compliance

Supply Chain Director

Orders & priority
orders to ship

Backlog order items
(demand prediction)

Custom views, metrics, and charts tailored to each stakeholder’s goals and responsibilities.

IT Manager

Automation rate

Order processing
time

Order validation time

Orders by
reception method

ESKER



External conversations

Clarify orders directly with customers

Communication & 3rd-
parties leveraging
templates
with customers

CUSTOMER

S Aaaress

Internal conversations

Clarify orders directly with co-workers

Internal Conversation

Hi Alex, we received this order from your customaer and the pnce
for the 1400:310 product are not m kne with what | have 1 the

Alex Sales Rep

i Satsh, thanks for roaching out - effectnvoly tha custome:
negatiated 3 10% discount on this article given the fact that we
had 2 late delivery last time, 5o thes peice looks ok to me and
shoudd be entecod in our system as set i the crder

Ok, thanks for the confimaten
T sccepting the order as is then

M message n Custorms ceder

1 your cuemer has prices t .
o by 1035 hen compared o

Chat conversation
associated to any
given order

Easily collaborate by
adding co-workers to the
conversation and tagging

them

SALES REP



Product semantic search

Identify the correct product based on a description only

Feature

(O—) .
"\ ) Customer description extracted

(=)
21910

% Al Semantic search on products database

oTlo

do Best match proposed

O-Idoc] [:I%b Mapping between description & product saved

Benefits

* Reduce manual work for CSRs

* Increase order processing automation

Natural Language
Understanding Al Technology

Items

< Line 1-5/5

Delete all lines

. = ERP material Extr. description Description

[]= vr40c sse 40W clear white 220V-235V light bulb Light Bulb 40 Watt clear 220/235V
|:| = L-60C e 60W frosted white 220V-235V light bulb Light Bulb 60 Watt frosted 220/235V
|:| = L-80C eee 80W clear white 220V-235V light bulb Light Bulb 80 Watt clear 220/235V
[(J= L8oF ese  BOW frosted white 220V-235V light bulb Light Bulb 80 Watt frosted 220/235V
[]= 350180 sse MAG Deluxe 15 Frosted/Flower Energy lamp Medium lamp

a4

< Line 1-5/5

Display ‘Extracted description’
column
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Customer Story

MCR Safety

Achieving the oversight & insight needed
for greater customer service

SAFETY

Results

@ Lowered average order processing time from 12—
%’/ 24 hoursto less than one hour.

= Reduced order-entry errors per month
=+] from 75 to 28, on average

Achieved a 92% automation rate through Esker

Before automation, what used to take 14 people
""" to process daily orders, now only requires 10

“CSRs now have more time to talk to the customers and build
rapport. This allows them more time for following up on leads,
train on other programs, expand product knowledge and other
things that actually add value.”

Deborah Buck | Director of Customer Care
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Poll Question 2: \

Which area of order management performance is
currently the most difficult for your organization
to measure accurately?

* Order processing speed (cycle time, turnaround)
 Order accuracy/ error rates
e Cost to serve per order

 Customer experience or satisfaction tied to orders



Customer Perception KPIs

05 CSAT
06 NPS
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05 CSsAT

HOW TO CALCULATE

(Number of Satisfied + Very satisfied customers) + (Total number of
responses) x 100 = CSAT
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06 NPS -

HOW TO CALCULATE

(Number of Promoter scores + Total number of respondents) — (Number of

Detractor scores + Total number of respondents ) = NPS

CSKER



HOW AUTOMATED OM SOLUTIONS HELP:

CUSTOMER PERCEPTION
KPIS
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Al-Assisted Answers

Leveraging NLP & ChatGPT Technologies §OpenAl

Feature

Kiiken  CusTOMER mQuiRIES

Aare

Al Classification in the appropriate category
oJlo

Order number | CPTAT256

PO number CPT47256

21010000 test aute user admin @process eske net

Identification of the customer’s sentiment demoprocess.adicu@esker.com

Dear customer,

Thank you for your email. According to our records, the Sales Order Mumber CPT47256 is currently in transit with UPS. The expected delivery date is on January 18th, 2023,
and it was shipped on March 31st, 2023, using UPS as the Express Delivery Company. The Express Delivery Tracking Number is 120412088808X2¢, and you can frack your
package using the following link: http/fvwawapps.ups.com/\WebTrackingftrack?irack=yes.

If you have any other guestions or concerns, please do not hesitate to contact us.
Best regards,
H H ESKER DEMOC - TEST AUTO's CSR Group. ...58€ more
Content extraction & data retrieval P

demeprocess.adicu@esker.com

Deer custamar

Thané you for your emsil Accordng 1o our records, the Sales Order Number CPTAT258 Is cumenty in transi with UPS The exparted delery date (s on Jenuary 10t 2023
&nd it was shigped on March 31st, 2023, using UFS as the Express Delvery Gompany. The Express Delivery Tracking Number is 1204120888085, and you can rack your
packsgs using the folowng Ik http.lraoDs ues comisDTracinpiiack Hrack=yes.

1 you have any ether questions or concarms, pisass do not nesate to contact us.

Bast ragards,

ESKER DEMO - TEST AUTO's SR Group s morg

" Generation of arecommended answer = ==

Can you tell me te stalus of e FOS CPTAT256 7

e ] e | e |
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E-commerce portal
Placing orders 24/7

“ nn“E ALVANCED SHIFFIRG NOTICE

Advanced Shipping Notice el i e e Online Ordenng
R i from e-commerce catalog
Order Details Shipping Infarmation
J'J:L—lf: j..-x1 ) [icd ,r.r ;: 111000001 186521 “ ln“! -
Lo ADVANCED SHIPPING NOTICE Ay ):  Order payment capabilities
Vst | e o wow e (partial or in full)
Tracking Information e e e - ::_-2-m:-m€’-"“-°““ -\¢ PI’OVIdI ng (0] I’d er Statu S
Camkrmame  UPS 0’
Carrler gecount number 512483 ':I:':" = “_:: s 0.4.;.- = i:'""" = u:n
Tracking number 1200453583890 e e i .
farst e Lightt Ml 83 n:‘lrrum aamEN , , . \
e e .. - o\\ Part of your Order Management
e 1 0 sty : 2.«5 Solution
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Customer Agent on Customer Portal

Helping customers find & order the product they need 24/7

[ ]
@ Q@ @oreomene |OSuemiont Feature capabilities
Payments Synergy Agent ? /70 x
° You

v' Agent helpingthe customers access product details

Hi, | would like to order computer screens, what
have you got?

v' Guidingthem through order placing

ACME SEASON SALE

Synergy
| . . . .
Is ON an- Here are some computer screens available for \/ USIﬂg natu ral la nguage via Chat or voice

order

CHECK DUT TOP DEALS Flatsereen MS 1785P

seeieals Benefits

! - Improve customer experience through intuitive

interactions and instant, 24/7 answers

;:\'Ezfui‘;;rill.lslike to order one of these models? If 9 Re d u C e CS R WO r klO a d

50, please specify the quantity for each.

G g

Add item 'MS 1785P' to my order

Add item 'LE 64F to my order | :
ESKER
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Poll Question 3: \

What is the biggest barrier to improving order
management performance today?

* Manual processes / limited automation
* Lack of visibility across systems or teams
* Inconsistent or unclear KPIs

* Change management /adoption across departments



Employee Satisfaction
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07 Employee Satisfaction

HOW TO CALCULATE

(Number of Satisfied + Very satisfied employees) + (Total number of

respondents) x 100 = eSat

CSKER



How Automated OM Solutions Help
Employee Satisfaction

Automated OM solutions offer a much-needed antidote for low eSAT
scores. By transitioning away from data entry, employees are free to
focus on more fulfilling and impactful activities.

@ Relationship building and nurturing CX
initiatives with your most strategic
customers

@® Reengaging with inactive/formerly
disgruntled customers

@® Cross-sellingand/or upselling

@® Proactive communication regarding
shipment status, partial shipments and
more

A recent Gallup reports shows
that companies with “engaged”
workers have a

23%

higher profit

compared with those with
“miserable” workers.

ESKER




Cost to Serve

ESKER



08 Cost to Serve

HOW TO CALCULATE

1.  ldentify what activities (quoting, order-taking activities, etc.) are necessary to service and maintain each customer.

2.  Approximate cost of doing each activity.

3. ldentify a value that each customer comprises of these activities and perform cost allocation.

CSKER



How Automated OM Solutions Help

Cost to Serve

Freeing your team from the drudgery of manual OM activities reduces
the:

@® Amount of average touches on an order and other
common points of “friction” (navigating disparate
systems, working with various spreadsheets, etc.)

@® Average handlingtime for each order, particularly
for high-involvement cases like change orders,

which are often associated with unnecessary
costs)

@® OtherB2B Customer Service costs associated with
fulfilment errors and communication snafus,

reliance on paper, printers and ink, and loss of
customer trust

The ROl and cost savings a med device
achieved by automating its OM process:

274%

return on
investment

$978.7k

net present value

Source: https://cloud.esker.com/fm/others/forrester-total-econo mic-
impact-of-the-esker-order-management-solution_2021.pdf

ESKER




Customer Story ReSUltS

Moen

Achieving 50% Faster Order
Processing Speeds

Reduced order processing time by

50% (4.5 minutes to 2.5 minutes per
order)

Improved prioritization of workflow,
allowing resources to be more
appropriately allocated

Ability to ensure same-day
processing thanks to reporting
capabilities

M o E N ® @ Maintained a 99.5% accuracy rate

“We went from zero visibility to having full transparency into our
order management process. We know exactly what’s going on
and can shift our resources as needed.

Karen Rechenbach | Customer Service Business Support Leader

ESKER




REMEMBER:

KPls are not a magic wand or
secret formula that instantly
eguate to success.

VL
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Poll Question 4: \

Are you currently evaluating solutions?

* Yes, thereis a current project
* Maybe a future need

* No there is no planned project



Part of an
Order-to-Cash suite

Break silos and maximize efficiency across
Customer Service & Accounts Receivable teams

Invoice
Delivery &

Order Compliance

Management

Cash
Application

Customer
Inquiry

Claims &

Management Deductions

Credit Collections
Management ™ Management

ESKER °

Al Agents - B2B Payments « Connectivity Suite 238 SYNERGY Al Unified UX + Data Lake « ISO 27001 Certification

Cash Application

Automatically create deductions from short payments
identified in remittances and start the investigation
process as early as possible.

Collections Management

Automatically create claims from invoice disputes &
ensure invoices associated to claims are notcollected
until the claim isresolved.

Invoice Delivery

Associate claims with their corresponding invoice & proof
of delivery sentalong with the invoice, and easily navigate
between documents.

Customer Inquiry Management

Automatically identify claim supporting documents and
emails in shared mailboxes and route them to the solution
thanks to Al-driven classification.

Order Management
Associate claims with their corresponding order and
easily navigate between documents.

CSKER



Hi, we’re ESKER

Esker’s Al Automation Suite for the Office of the CFO leverages the latest
in Agentic Al and automation technologies to optimize working capital
and cashflow, enhance strategic decision-making, and improve human-
to-human relationships with customers, suppliers and employees.
Esker’s Source-to-Pay and Order-to-Cash solutions automate any
business process while supporting long-term growth strategies.

af 3

40 years of experience 15 global locations
with 20+ years focused on with headquarters
cloud solutions in Lyon, France

74\ =

@ (o]

1,100+ employees €205.3 million
serving 1.12M users and inrevenue in 2024

3,000+ customers worldwide

0\

\—/

Your Employees
and Partners

>

YOUR 45
COMPANY Your

Customers

Suppliers

The Planet

At Esker, we believe the only way to create real, meaningful
change is through positive-sum growth. This means achieving
business success that doesn’t come at the expense of any
individual, department or company — everyone wins!
That’s why our Al-driven technology is designed to empower
every stakeholder while promoting long-term value creation.

CSKER




ESKER

All Access

conference

Register now!

Ops570
L

Esker All Access 2026

September 9-10, 2026 | Chicago, IL

* Discover how to apply the latest Al trends to
drive real, measurable outcomes

* Exchange ideas & proven strategies with 500+
customers, partners & peers

* Getaninside look at Esker’s product roadmap
& how it’s supporting the Office of the CFO

ESKER



Thank you

Let’s move forward!

ESKER

Matt Kulas

Matt.Kulas@esker.com



	Presentation
	Slide 1: 8 Order Management KPIs
	Slide 2: Meet Today’s Speaker
	Slide 3
	Slide 4: Poll Question 1:
	Slide 5
	Slide 6: 01 Order Cycle Time
	Slide 7: 02 Response Time
	Slide 8
	Slide 9: Automated routing
	Slide 10: Order verification
	Slide 11: One-click & automatic processing
	Slide 12: FUCHS Lubricants
	Slide 13
	Slide 14: 03 On Time In Full
	Slide 15: 04 Perfect Order Rate
	Slide 16
	Slide 17: Dashboard & analytics
	Slide 18: Data analytics for each user
	Slide 19
	Slide 20
	Slide 21: MCR Safety
	Slide 22: Poll Question 2:
	Slide 23
	Slide 24: 05 CSAT
	Slide 25: 06 NPS
	Slide 26
	Slide 27
	Slide 28: E-commerce portal
	Slide 29: Customer Agent on Customer Portal
	Slide 30: Poll Question 3:
	Slide 31
	Slide 32: 07 Employee Satisfaction
	Slide 33: How Automated OM Solutions Help
	Slide 34
	Slide 35: 08 Cost to Serve
	Slide 36: How Automated OM Solutions Help
	Slide 37: Moen
	Slide 38
	Slide 39: Poll Question 4:
	Slide 40: Part of an  Order-to-Cash suite
	Slide 41: Hi, we’re
	Slide 42
	Slide 43: Thank you


