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Post-Purchase
Buyer’s Guide
Checklist




This checklist is intended to help you
make an informed, intelligent decision
when it comes to investing in a post-
purchase solution.

The following will help you understand what questions
you should ask, what you should look for in a solution
(based on your business’ needs), and what differentiates
one platform from another.

Calculate your score at the end of this checklist and use
it as a benchmark when looking at post-purchase
solutions so you can partner with the platform that’s best

suited for your brand.

—Your Friends at Narvar

Need analysis Operational analysis

Part 3 — Calculate your
Functionality analysis total score...



Part1—
Need analysis



General post-purchase

Do you use any post-purchase tools at this time?

Do you process more than 80,000 orders per year?

Do you ship your products to more than one country?

Do your customers return or exchange more than 4,000 items per year?

Would you like to reduce the number of “Where is my order?” or
“Where is my refund?” calls you receive?

Instructions for scoring

Record 1 point for every “Yes” and O points for every “No.”
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How would you like to return it?

Please choose from these methods:
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Yes

0O 0000
0O 0000

Part 1 Score:

WHAT YOUR SCORE MEANS...

A total score below 3 indicates you do not
need a post-purchase solution at this time—

please do not proceed with this checklist.

If you scored 3 Or higher, please move

on to Part 2.

igital Label Print a Label at Home Visit a Store

Your order is
arriving tomorrow

Thank you for shopping with us! Just a
heads-up that your order is arriving soon.

Track Your Order

FREE FREE FREE

sroblem! Get a return Schedule a free pickup, leave it in your Return to select stores near you for a

can show at a FedEx mailbox, or take it to a shipping fast refund

Il print a label for you location of your choice.

Find a Store

Drop-Off Locations Near 94105

IN THIS PACKAGE

Cloudfiow Wide

FedEx Office Print & Ship Center 400 Howard St

San Francisco, CA 94105 Black | Asphalt
Size: 7.5

Qty:1

0.4 Miles Away

Sun 11:00am - 5:00pm;

Merino Beanie

White
Size: One Size
Qty:1
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Part 2 —
Operational
analysis



Technical support

Do you have an IT agency that you partner with regularly?
Will you need help developing and executing an activation plan that outlines go-live activities?

Do you want access to implementation specialists who can guide you through the initial
configuration, setup, and rollout of a post-purchase solution?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 2a Score:

Project management

Would you like access to an online support portal that’s available 24-7-365?

Do you want a dedicated project manager coordinating day-to-day needs for your
implementation?

Following implementation, would you like a dedicated customer success manager
(i.e., account manager)?

Would you like Quarterly Business Reviews (QBRs) to examine performance, identify
opportunities for optimization, and learn about best practices followed by comparable retailers?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 2b Score:

Part 2 Score :
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Yes

Yes

O 0O 0 0O

No

O 0O 0 0O



Part 3 —
Functionality
analysis



Part 3a:
Order tracking

Do you use a chat bot you’d like to include order tracking in?

Are you currently providing a branded domain for your tracking URL?

Would you like your customers to be able to leave delivery instructions for carriers?

Is it important that a post-purchase solution allows you to tap new revenue streams?

Do you want a customizable order tracking solution (e.g., branded order tracking pages)?

Would you like to offer package routing and rerouting for the convenience of your customers?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 3a Score:

Part 3b:
Return and exchange

Do your customers want boxless and printerless return options?

Would you like to allow your customers to initiate their returns online?

Can you proactively notify customers about their return or refund status at this time?

Would you like to offer easy exchanges or issue refunds as store credit (or a gift card)?

Do you need to route returns to different locations depending upon your business’ return rules?

Would it be helpful to know what products are being returned and what customer return
reasons are the moment a return is initiated?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No.” Part 3b Score:
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O 00000
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Part 3c:
Messaging and notification Yes

Z
o

Do you segment your customers (VIP, first time buyer, product type)?

Would you like to have specific email messaging for each customer segment?

Do you want to update customers about their order status by way of email and SMS?

Do you want to collect feedback from shoppers on their delivery or return experience?

When order issues arise, do stay ahead of problems by using email automation to alert
the appropriate teams?

Would you like to offer your customers pre-ship emails (e.g., pre-ship emails when
purchases are made for items on backorder, etc.)?

Are you hoping to use predictive shipping analytics to anticipate delivery issues before
they happen so you can notify consumers proactively?

To fuel additional sales, do you want the ability to embed special offers, product
recommendations, and other assets into your post-purchase notifications?

O 0O O 0 0000
O 0 O 0 0000

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 3c Score:
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< Inbox v < Inbox v < Inbox < Inbox v
From: Lululemon From: Bed Bath & Beyond From: GameStop From: Uniglo

To: Sophia To: Jane To: Sam To: Max
(2 OROERID: Cas0zseenz2 BED BATH & BE YOINIID»

GameSiop

POWER 1O THE PLAYERS:

1 Z BUNI
J0OpQLo

We're running
a bit late...

Your order is bedding | bath | kitchen | clearance
arriving soon! y g

Thank you for shopping with us! Just a
heads-up that your order is arriving soon.

You've been refunded!

ORDER DETAILS i sam. Hi Max
We've processed your return and have issued a refund in ; §
fn Z £$90.00t - ' ! Your order is packed up and headed your way. We're sorry but your package is delayed. Your new estimated
ORDER 1D SHIPPING ADDRESS 'e amount of 390.00 to your original form It should arrive: delivery date is:
©23102365722 Sepiio Bina of payment. Thanks again for shopping with us!
D CLE 128 Market St Monday, May 24th Tuesday, June 25th
June 10 San Francisco, CA 94105 Return Details

IN THIS PACKAGE Track Your Order

Our Table™ Landon

IN THIS PACKAGE Dinnerware Collection ___ Assassin's Creed
$90.00 :
ALIGN™ PANT <08 - Valhalla In This Package
Black Platform: Playstation 5
Size:6.0ty:1 > Edition: Standard ’ DRY CREW NECK SHORT
27208 i € SLEEVE COLOR T-SHIRT

Color: 56 Olive

2 Size: M
. Price: $7.90
! | | omerere M
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Part 3d:
Pre-purchase

Is cart abandonment a problem for you?
Are predictive shipping analytics something that interests you?
Do you want to show the estimated delivery date on Product Detail and Checkout pages?

Does the prospect of showing delivery windows by carrier, origin zip codes, and destination
zip codes interest you?

Would you like to offer adjustable estimated delivery dates depending on product category
(e.g., monogrammed, rush delivery, etc.)?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 3d Score:

Part 3e:
Data and analytics

Could you benefit from real-time visibility into your logistics network?

Are bespoke dashboards and analytics related to your shipments of interest to you?

Do you want to be able to evaluate carrier performance by analyzing historical trends and data?
Is predictive delay intelligence to improve fulfillment performance something you’re interested in?

Do you need reporting capabilities related to initiated returns, in-transit returns, and
completed returns?

Instructions for scoring
Record 1 point for every “Yes” and 0 points for every “No” Part 3e Score:

Part 3 Score (3a + 3b + 3¢ + 3d + 3e):
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Yes

O 0O 000

Yes

O 0000

0O O 000

0O 0000



Calculate
your total
score...



Add each score from Part 1 /_@

through 3 and write it below. WHAT YOUR SCORE MEANS...

A total score below 14 indicates you do
not need a post-purchase solution at this

Part 1 Score: time.

Atotal score between 14 and 24
Part 2 Score: indicates that you need one or more point
solutions (e.g., order tracking), but not

necessarily an end-to-end post-purchase

-|- Part 3 Score: platform.

A total score of 25 or above indicates

that you should invest in an end-to-end
Total score: post-purchase platform—something that
offers everything from order tracking, to
analytics, to returns and exchanges, to

messaging and more.

SEPHORA

ivery Status
Estimated Delivery Delivery

arsdo WAY
Rvréend ONITS

24 =

Shipment History
6 Days Left

o5 About Your Delivery

EEE cem Updat

You May Also Like
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