E-commerce and Omni-channel Retailing v5.8 – Answer Key 

TYK intro, organization and KPIs 

Review Q1
Which of these is not a characteristic of omni-channel retailing?
a) There is a consistent pricing strategy across channels
b) Sales and costs are credited fairly across each channel
c) Associate incentives are planned so that staff think and act only for the channel they work in 
d) Customers are recognized in each channel at any point in time
e) The brand experience is consistent across channels

Review Q2
Which is the main benefit of omni-channel retailing for customers?
a) It means cheaper prices
b) It is more convenient for customers
c) It is better for the retailers
d) It means cheaper delivery costs for customers


[bookmark: _Hlk84597100]Review Q3
Which of these predictions for the future of stores in an omni-channel world do you think is least likely?
a) Dollar or pound stores will be least affected
b) Smaller store sizes will be possible
c) More stores will need to be opened
d) Collection points for customers will be needed
e) Large cities will need larger stores to act as showrooms


[bookmark: _Hlk84597137]Review Q4
All of these functions may be found in an e-commerce department apart from?
a) Master data management
b) Assortment planning
c) Warehouse operations
d) Inventory management
e) Store operations



TYK – E-commerce Processes

Review Q5
Which of these predictions about stores of the future do you think is untrue?
a) Customer service standards in store should reduce as customers can get all the information they need online
b) Store staff will need more customer service and product training to cross sell items to complement collect orders
c) More staff hours will need needed for service desk functions
d) Stores will act as showrooms, collection points and conventional shops
e) Some stores will close as they become unprofitable 
Review Q6
Which one of these is an advantage for omni-channel retailing?
1. Poor inventory turns
1. Poor cash flow
1. Poor selling products get damaged before they are sold
1. Good choice for customers


[bookmark: OLE_LINK1]Review Q7
If you are an omni-channel retailer selling barbecue food products all of these would be sensible strategies in summer apart from?
a) Look at store sales to predict online sales for later in the week
b) Look at online sales to predict store sales for later in the week
c) Look at online product substitutions to refine store planograms and product adjacencies
d) Use online orders to inform store replenishment decisions


Review Q8
What is the main disadvantage of not using a common inventory pool for omni-channel retailers?
a) You cannot run cross docking
b) You cannot operate click and collect
c) You cannot run a CRM system across all channels
d) You need to hold a higher volume of inventory 

Review Q9
When a store closes, what percentage of online sales are lost in that stores catchment area?
a) 1% to 2%
b) 3% to 10%
c) 11% to 20%
d) 21% to 30%
e) Over 30%



Mastery test

Q1/12
Which of these is not a good reason why omni-channel retailing is growing?
a) Because customers are demanding it
b) Because more people now understand it and the possibilities
c) Because it is providing sales growth for many retailers
d) Because it is easier for retailers to run an omni-channel business than a single channel business.
e) Because it makes it easier for customers to research and buy products


Q2/12
Which one of these department has not adopted matrix management?
a) E-commerce
b) Human resources
c) Loss prevention
d) Finance
 

Q3/12
Match these stock situations with the customer type they would be most effective for.

In stock for immediate delivery		- Customers who seek immediate fulfilment
In stock on 7 days delivery		- Customers who want it soon, but not immediately
Available for delivery in 3 months time	-Collectors or customers buying gifts on a long lead time


Q4/12
Which of these is a disadvantage of endless aisle?
a) It gives customers more choice
b) It means retailers are usually able to satisfy customers’ searches for products
c) It means a high stock holding
d) It allows online retailers to match or even excel the assortments for department stores
e) It is what customers expect of an online store


[bookmark: OLE_LINK2]Q5/12
Which of these represent the role of the store before omni-channel retailing has been implemented?
1. Stores sell products from local stock
1. Stores sell product from across the supply chain
1. More associate training is required as there are more sell on opportunities
1. You need to develop an add on sales approach for each customer order collection
1. Stores act as showrooms for the online channel


Q6/12
If you would like to get an accurate picture of product substitutions which is the best option?
a) See what substitutions people make online when products are out of stock
b) See what substitutions people make in store when products are out of stock
c) Ask customers when they leave the store
d) Don’t bother, it is impossible to be in stock of everything all the time

 
Q7/12
Which one of these is not true of e-commerce distribution processes?
a) They should operate a common stock pool with stores
b) Cross docking should be encouraged
c) Bulk picks will be most common
d) It will mostly be individual packages for customers
e) It is more expensive that store distribution costs


Q8/12
Which one of these is not true of omni-channel retailing?
a) There is a consistent pricing strategy across channels
b) Sales and costs are credited fairly across each channel
c) Associate incentives are planned so that staff think and act only for the channel they work in 
d) Customers are recognized in each channel at any point in time
e) The brand experience is consistent across channels

[bookmark: _Hlk84598491]Q9/12
In an Omni-channel warehouse, drag and drop the activities shown into the correct column.

Goods receiving 			- same
Put away				- same
Retrieve from bulk			- same
Store and consumer picking		- different
Store and consumer marshalling	- different
Store and consumer shipping		- different


Q10/12
In the store of the future, assuming a store’s sales remain constant, which of the following functions is likely to require less staff hours?
a) Inventory handling and counting
b) Service desk staffing/customer query handling
c) Returns processing
d) General customer service
e) Associate training

[bookmark: OLE_LINK3]Q11/12
Which of the following is the best way to exploit endless aisle?
a) Pass orders for slow selling items to manufacturers to ship?
b) Stock slow selling items at one central company location?
c) Accept the need to stock the product in all stores?


Q12/12
A retailer sells ladies slacks in 6 colors - navy, black and 4 fashion colors.  To reduce markdown costs in the smaller stores, which approach is better?
a) Stock all 6 colors and bear the markdowns?
b) Display one each of navy and black and stock as many fashion colors as give a good fashion representation?
