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Client Profile
A UK-based multinational retailer with 240 stores across 28 countries, selling a range of 

fashion clothing, footwear and accessories, cosmetics, home furniture, gifts, and toys. 

The client is known for delivering a seamless multi-channel customer experience through 

a unique, differentiated and exclusive mix of its own brands, international brands, and 

concessions.

Challenges & Requirements
•	 To enhance online consumer experience by incorporating Omni-channel features in 

their eCommerce portal

•	 To improve the business processes and have a built-in support for integration with 

external systems for Catalog, Pricing and Stock Availability

•	 To have a scalable and highly available system for global expansion and minimize 

functional gaps

•	 To handover ownership of maintenance and support operation of Sterling DOM and 

Customer Service Centers to a partner, post implementation and integration

The HCL Solution
•	 Identified business cases for enhancements, provided a detailed impact analysis and  

sustainable recommendations from both short and long term perspectives

•	 Analyzed the effort, challenges, and complexity and created a detailed roadmap for 

Omni-channel transformation

•	 Identified scope and opportunities for out-of-the-box features of Sterling SOM and 

redefined order monitoring rules with respect to relevant data

•	 Improved the purge functionality and order closing to be picked up by the purge agent

•	 Exported the historical data to external tables - less expansive queries

stepping up to the demands 
of the evolving customer
HCL unifies customer experience across channels 
through Integrated Order Management



Impact Delivered
•	 Introduced ‘Buy online,  pickup in-store (BOPIS)’ capability, enhancing cross-channel 

customer experience and maximising utilization of In-store infrastructure investments

•	 Enhanced return/refund process

•	 Stabilized the Sterling Order Management architecture to a stable and scalable 24X7 

platform

•	 Proposed an optimized Quality Management through a POC of automation framework 

for regression test

•	 Optimized release management, leading to 6 releases per year

•	 Reduced the number of calls and defects through innovation and continuous 

improvement

•	 Improved the customer service center’s efficiency by automating many flow lapses

The HCL Difference
HCL successfully implemented and integrated Distributed Order Management thereby 

improving the seamlessness between functionalities - to deliver a unified omni-channel 

experience.

Hello there! I am an Ideapreneur. I believe that sustainable business outcomes are driven by relationships nurtured through 
values like trust, transparency and flexibility. I respect the contract, but believe in going beyond through collaboration, 
applied innovation and new generation partnership models that put your interest above everything else. Right now 96,000 
Ideapreneurs are in a Relationship Beyond the Contract™ with 500 customers in 31 countries. How can I help you?


