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Today’s consumers have an “I want it now” mentality and fingertip 
access to unlimited shopping alternatives. This puts new pressure 
on direct- and multi-channel retailers to deliver products with 
speed and accuracy, while reigning in fulfillment costs to stay 
competitive well into the future.  

This article describes how three companies have optimized their 
fulfillment operations to address these challenges. Despite their 
very different technology starting points, each of these companies 
demonstrates how mobile applications can be a valuable 
complement to traditional warehouse management and 
automation systems. 

Online Retailers Go Beyond Traditional Automation 
With Lucas Warehouse Optimization Solutions

The Challenges of  
E-Commerce Fulfillment

 Improve order-to-delivery times to meet new
customer expectations.

 Reduce fulfillment costs in the face of
unrelenting price competition.

 Manage returns more efficiently to minimize
losses.

 Onboard seasonal staff without increasing
shipping errors.



Online-Only Retailer -
Transforming Operations for Growth 
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A fast-growing e-commerce retailer with sales growth of more than 40 percent was searching for ways to scale 
their pick, pack and ship operations and inject some innovation in the process. 

The retailer’s long-term technology plan was to install a new WMS and add conveyors, sorters and other 
material handling automation systems. However, because of rising shipping volumes, they needed to make 
operational improvements faster than they could implement those larger-scale technology initiatives. They were 
looking for a more immediate solution that would allow them to: 

· Dramatically increase productivity by reducing travel

· Intelligently batch picking assignments

· Efficiently sort and stage items for packing

Equally important to the process and operational goals was the overriding business need to make these 
improvements in months to meet an anticipated doubling of order volumes on Black Friday and Cyber Monday. 
To meet all their needs, the team needed more than a new voice-enabled picking system. 

Working with Lucas, the customer developed a new process for picking and sorting orders using voice and 
scanning. “We had some unique ideas, and the folks at Lucas configured their warehouse optimization software 
and mobile applications to what we needed. They understand the processes and what we wanted to 
accomplish, and they made it happen,” says the VP of Service. 

The Lucas solution unique AI-based optimization that is embodied in Jennifer™, the brains, voice and 
orchestration engine of the solution. Additionally, the solution includes multi-modal voice-directed applications 
and a management console. The solution was configured to support all-new processes in this customer 
operation: 

· Rule-Based Batching
Jennifer™ creates intelligent batches of work from available orders, which are updated in real time as 
new orders are received from the order management system.

· Reduced Travel
Jennifer™ creates optimized assignments to minimize travel, and by separating multi-line orders from 
single-line orders.

· Voice-Directed Picking
Jennifer™ guides workers through the pick process with an efficient voice dialogue that balances speed 
with accuracy.

· Voice-Directed Sortation
Lucas mobile applications combine voice direction, speech recognition, and barcode scanning using 
hands-free ring scanners to create a fast, error-free sortation process.

With the Lucas solution in place, picking productivity doubled and the sorting system was able to keep pace. 
“Aside from our big gains in productivity, the solution has helped us with on-boarding, training and retaining 
order pickers.” says the retailer. “That’s a really big deal for us because we have less turnover, less training time 
is required, and we’ve nearly doubled picking rates.” 



Logistics Leader -
Addressing SKU Growth in a New Automated DC 
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A long-time leader in direct-to-consumer retail, with an 80-year history of outstanding service, selection and 
value,  a growing number of new products, and thriving catalog and web channels, is facing increased 
competition from thousands of new competitors that are seeking a piece of its market at any cost. In addition, 
as more of the company’s business moved to the web, customers were ordering more out-of-season products, 
which increased the number of active products they were selling at any time, increasing overall fulfillment costs. 

“We wanted to support SKU proliferation with a pick zone that could hold up to 50,000 SKUs,” says their 
Distribution Manager. “And we wanted to drive pick density in our picking processes to minimize travel 
distances and pick times.” To meet the demands, the company built a highly-automated fulfillment center that 
incorporated a new warehouse control system, more than four miles of conveyor, and high-speed sortation 
systems. Despite the automation, however, there is still a need for workers to pick items by hand. To improve 
the efficiency and accuracy of the hands-on processes, they turned to Lucas Systems, who partnered with the 
WCS provider for the warehouse automation systems. 

The Lucas solution provides support for 
configurable picking processes: 

· Cart-Based Batch Picking
With Lucas' multi-modal mobile applications,
associates utilize scanning and voice to
optimize piece-pick productivity and accuracy

· Case-Break Process
Users distribute full cartons of product to
totes in a pick module using a combination
of voice and scanning

· Management Console

Management tools provide real-time
productivity and performance data to
managers through a web-based application

· Messaging Capabilities
Messaging allows workers and managers to
address exceptions in real time, to further improve operations and manage rush orders.

Unlike other technologies, including pick-to-light, the operations team recognized that multi-modal mobile 
applications combining voice and scanning would provide the productivity they needed, the flexibility to 
support multiple processes (not just generic piece picking), and the best possible picking accuracy to avoid 
rework and potential shipping errors. As a result of the automation and work execution software, productivity 
has skyrocketed, throughput averages more than 325,000 units per day, picking errors have been reduced 
more than 60 percent, and order accuracy has improved to greater than 99.9 percent. Worker turnover has 
also been reduced, and training of new associates has improved. 

Picking errors have been reduced 
more than 60%, and order 

accuracy has improved to greater 
than 99.9%. 
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· Rule-Based Batching
Batch-picking directs users to pick orders to carts in static shelving
areas.

· Pick to Tote
In flow rack areas, Jennifer™ directs pickers to pick product to
tote on conveyor.

· Bulk Picking
Voice-direction allows users to have their heads up and hands free
as they pick in the bulk area.

· Returns Picking
A retail-friendly returns picking app allows users to pick from
undamaged returned products in multi-SKU locations.

· Assignment Management
Using the management console, managers can merge and split assignments to deal with fluctuations in
real time.

With the Lucas solution in place, picking accuracy and productivity have increased throughout the DC, and the 
time and expense associated with returns handling have been slashed.  

About Lucas Systems 
Lucas Systems helps companies transform their distribution center operations and continuously adapt to 
changing market dynamics. We dramatically increase worker productivity, operational agility, and customer 
satisfaction.

Our solutions are built on 23-plus years of deep process expertise and smart software using AI and voice 
technologies. Our solutions feature Jennifer™, the brain, voice, and orchestration engine that drives performance 
improvement gains. Make the smartest moves at the lowest cost with Jennifer™.

Women’s Apparel Retailer -
Optimizing Fulfillment by Supplementing the WMS 
A long-time leader in women’s apparel and lingerie, this multi-channel retailer has consistently stayed at the 
front of the technology curve. In the mid 2000s the company built a new fulfillment center to support their 
direct-to-consumer channel. The new facility included advanced automation (conveyors and sorters both for 
inbound and outbound) and a new Manhattan Associates WMS. 

Shortly after opening the new facility, operations managers started looking for new technologies to achieve 
additional improvements in picking efficiency and accuracy. Although their new WMS could support voice 
picking, the voice add-on offered by their WMS vendor did not support their advanced process needs. Instead, 
they turned to Lucas Systems for a warehouse optimization solution that supports configurable user 
workflows, in addition to assignment management and real-time reporting tools that supplement the WMS. 

The Lucas solution unique AI-based optimization that is embodied in Jennifer™, the brains, voice and 
orchestration engine of the solution. Additionally, the solution includes multi-modal voice-directed 
applications and a management console. 
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