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When an eCommerce retailer is seeking a 
fulfillment provider they often look closely at 
the potential provider’s facilities, technology, 
inventory management and associated 
fulfillment and shipping costs. However, one 
of the most important, and often overlooked, 
offerings of an eCommerce fulfillment 
provider is their customer service.

 A fulfillment provider actually has two 
important customers that must be satisfied: 
the eCommerce retailers and the 
eCommerce shoppers. For retailers, a 
fulfillment center must provide the service 
and support necessary to ensure that the 
retailers’ inventory and orders are being 
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handled exactly as the retailers expect. For the 
eCommerce shoppers, the fulfillment center 
must provide a seamless extension of the 
premier customer service that began with the 
consumers’ experiences online. This is no 
small order. Fulfillment houses must ensure 
that the culmination of the online shopping 
experience meets or exceeds the consumers’ 
expectations.

It is typical for eCommerce businesses to fixate 
on price. It is understandable for them to want 
to cut corners on fulfillment services, to invest 
in other aspects of their business. Yet, when it 
comes to warehousing and logistics services, a 
thrifty choice at the outset is likely to end up 
being a very expensive mistake in the long run.

INTRODUCTION



The best fulfillment providers are able to offer 
business-saving customer service. You may think 
that customer service for your fulfillment 
operations is an unnecessary frill – until there’s an 
emergency and you’re on hold with a warehouse 
somewhere in the Midwest and no one is picking 
up the phone. 

Some logistics companies just take your 
merchandise, store it in one of their warehouses 
and that’s the last time you ever have contact with 
it again. That’s all fine and good – until your 
biggest customer needs to pull 50 extra-large 
T-shirts out of a box and replace them with
mediums. You should be able to pick up the

Page | 2DELIVERING GREAT SERVICE

RAKUTEN SUPER LOGISTICS | www.rakutensl.com | 866-955-7793

phone and get in touch with a dedicated person at 
the warehouse where your items are stored. 
Otherwise, you’ll be holding your head in your 
hands knowing that the wrong shirts are heading 
out the door and you’ll have to pay for the return 
and reorder – especially when it could have been 
prevented by a phone call.

To stand out in today’s fast paced retail 
atmosphere, organizations must commit to 
providing quality customer service. Regardless of 
how big or small your company is, you should 
make customer service your top priority and seek 
out a fulfillment provider that supports your 
organization and your customers in the same way. 



Every eCommerce retailer that has experienced growth and success can relate to the five common 
pain points of logistics. While each of these areas can be common “pain points” it’s also important 
to realize, that when they’re working well they set the stage for amplified business success. While it 
may not seem obvious at first, each of these issues begins and ends with customer service.  
Knowing and understanding the potential pain points of fulfillment and logistics before you get 
started is vital to your overall success after outsourcing.
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PART II

1. Inventory Management
A warehouse that resembles the aftermath of a natural disaster is often the origin for damaged
merchandise, incorrect orders and – most importantly – unhappy customers. A clean and efficient
warehouse can only be built on a foundation that incorporates strategic product storage and
organization, efficient workflows, storage capabilities and space utilization.

Ultimately, warehouse systems must be designed with the customer in mind in order to become a 
direct product of customer service. With the correct product organization and optimized warehouse 
systems a fulfillment center can guarantee 100% accuracy and timeliness, which is the foundation of 
premiere customer service for both the merchant and the consumer.

How Customer Service Solves the Pyramid 
of Pain Points for eCommerce Logistics 

RETURNS

RECEIVING

CUSTOMER SUPPORT

OUTBOUND ORDERS

INVENTORY MANAGEMENT

COMMON PAIN POINTS OF
ECOMMERCE LOGISTICS



KEY SKILLS REQUIRED IN ECOMMERCE 
FULFILLMENT OPERATIONS

COMMUNICATION SERVICE
The ability to communicate 
effectively with customers, including 
successfully navigating challenging 
conversations

The desire and ability to surprise 
and delight the customer

CULTIVATION
The ability to nurture and grow 
the customer relationship

TEAM PLAYER
Meeting the customer’s 
needs with a team approach
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2. Account Management
Whether your products are stored in multiple warehouses across the country, or simply one located
a few miles away, you need an easily reachable and reliable fulfillment support specialist to be your
eyes and hands on the warehouse floor. The best fulfillment houses provide dedicated client
support specialists who are well-trained to:

Successful client support specialists must have exceptional time management skills, provide attention 
to detail and be able to multi-task. In addition, it is import that your client support specialist have 
exceptional problem solving skills and a high degree of initiative and motivation. An organization that 
does not ensure that all of these skills and attributes are in place will not be able to provide their 
clients with the best in fulfillment customer service.

• Handle and resolve customer returns
• Provide accurate and detailed answers in regards to your questions about inventory,

orders, shipments, freight and other inquiries
• Communicate effectively with internal and external partners
• Respond quickly and ensure appropriate processes are followed
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3. Outbound Orders
Outbound orders are the backbone of every
eCommerce business. Today’s eCommerce
shoppers expect their orders to arrive quickly
and to pay little or no additional shipping and
handling costs. As an eCommerce business
grows in popularity, the number of daily
orders increases. While it varies greatly from
business-to-business, most eCommerce
companies begin to look for ways to optimize
their order fulfillment processes when their
daily order volume exceeds their in-house
capabilities.

To successfully transition order fulfillment 
processes, a fulfillment provider must be able 
to integrate with the eCommerce website, 
integrated shipping carriers and handle the 
orders seamlessly and with 100% accuracy.  

DELIVERING GREAT SERVICE

RAKUTEN SUPER LOGISTICS | www.rakutensl.com | 866-955-7793

Page | 5

Upload SKUs 
to the 
SmartFill
system. 

Send 
inventory to 
fulfillment 

warehouse(s)

Warehouse 
receives, 

confirms and 
stores 

inventory. 

Customer 
purchases 
product.

Order is 
automatically 

received at 
nearest 

fulfillment 
warehouse. 

Order is 
picked, 

packed and 
shipped to 

the 
customer.  

1 2 3 4 5 6

HOW IT WORKS

4. Receiving
Most inventory errors begin with receiving.
As the old saying goes “garbage in, gives
garbage out”. To prevent this from
happening, items must be received in the
fulfillment center in an accurate, reliable,
effective, and efficient manner that can be
duplicated with precision and consistency.

Important aspects of receiving reliant 
customer service in receiving include: strong 
communication skills, administrative support 
specific to receiving (such as being able to 
identify and account for inconsistencies with 
incoming and outgoing shipments), systems 
for identifying and processing damages, 
inventory control, and conscientious attention 
to loss prevention.



5. Returns
Even with the most timely and accurate systems for eCommerce order fulfillment -- returns
remain a necessary evil for nearly every retail company. Depending on your products you may
have a less than 1% returns rate, while other product categories can consistently be returned by
20% of all customers, or more.

Timeliness and accuracy are of critical importance when it comes to handling those inevitable 
returns. The first step of an effective fulfillment center returns process requires that the returned 
merchandise be carefully inspected to determine if the merchandise can be restocked and resold. 
Then the returns coordinator must communicate closely with the eCommerce merchant to ensure 
that the remainder of the returns process is handled according to the eTailer’s specific 
instructions. The overall returns processes must be easy and effective for both the merchant and 
its consumer. Ultimately the fulfillment center must protect the reputation of the merchant and 
uphold the integrity of their brand.

RAKUTEN SUPER LOGISTICS | www.rakutensl.com | 866-955-7793

Page | 6DELIVERING GREAT SERVICE



The Benefits of Great Customer Service: 
Peace of Mind
One of the greatest benefits of receiving great 
customer service for your fulfillment operations is 
that you essentially no longer need to worry if 
your customers are getting the right products in a 
timely manner. Outsourcing your fulfillment to a 
conscientious fulfillment house will free up your 
time and allow you to focus on your core 
business, rather than being tied down by the 
day-to-day fulfillment operations management.
Outsourcing to the right organization puts 
professionals in charge of your fulfillment to 
exceed your business goals, and gives you the 
time you need.
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PART III

Rakuten Super Logistics 
relies on its 5 Principles of 
Success to help guide 
companywide efforts towards 
providing the highest levels of 
service, technology and 
partnership. One of those 
principles, Maximizing 
Customer Satisfaction, 
defines the company’s 
dedication to continually strive 
to improve the customer 
experience.
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The Win-Win with Great Customer 
Service for Your Fulfillment
Whether it’s inventory questions, returns, or 
invoicing, when you need answers regarding 
your company’s fulfillment, you need the ability 
to contact a support team member for 
dedicated support and expert solutions.

The best fulfillment provider will have a system 
in place that allows you to reach a real person; 
a person with a wealth of experience and 
knowledge about your products that allows 
them to help you solve your issues quickly.   
The rapid service will translate into supporting 
your efforts to provide great service to the 
customers you serve.

Beyond that, the very best fulfillment providers 
offer customer service that goes beyond 
expectations by incorporating a proactive 
system designed to find solutions BEFORE a 
problem arises. 

A fulfillment provider cannot skimp on customer 
service, and succeed in meeting its service 
level agreements or deliver any kind of help 
with warehousing solutions. Providers with 
lackluster skimp on customer service cannot 
offer guaranteed, on-time shipping with your 
orders filled correctly. 

Without these guarantees your customers will 
become unhappy when shipments are delayed 
or they open their boxes and find the wrong 
items. Without first-rate customer service your 
eCommerce business will be losing money fast 
when your customers leave in droves. 
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At RSL, Your “Customer Success 
Team” will be Working on Your Behalf 

Every Step of the Way

Step 1: Client Success Strategists
When you contact RSL, a dedicated team, 
led by your Customer Success Manager, will 
focus on gathering the operational 
requirements to ensure we capture our 
potential customers’ key goals and clearly 
communicate our service agreement and 
operational standards. This team will guide 
you through the sales process while 
carefully building a fulfillment plan that is 
tailored to your company’s success.

Step 2: Onboarding Launch Team
Your Customer Success Manager will 
continue to work with you closely, leading a 
specialized team that will manage your 
Onboarding process. Your Customer 
Success Manager will have first-hand 
knowledge and understanding of your needs 
and customer requirements. This ongoing 
assistance and support simplifies your 
customer integration and gets you up and 
running quickly and easily.

Step 3: Ongoing Success Management
Once you’re up and running, RSL continues 
to provides dedicated Account Management 
that is tailored to the needs of each of our 
individual clients. Whether your operation is 
large or small, RSL is committed to building 
a long-term proactive partnership and 
becoming an integral part of your 
eCommerce success. 



REQUEST A QUOTE

Rakuten Super Logistics (RSL) is a national leader in ecommerce order fulfillment 
and freight brokerage.  RSL's nationwide network of fulfillment centers allows 
leading ecommerce retailers to reduce shipping costs, improve order accuracy, 
decrease shipping times, and increase customer satisfaction. RSL’s state-of-the-
art technology and cloud-based fulfillment platforms fully integrates with major 
ecommerce platforms including: Shopify, Amazon, Magento, WalMart 
Marketplace and eBay.
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