
Anatomy of an
Urgent Order
Three aftermarket breakdowns—in automotive, industrial machinery and

agriculture—followed from the first call to the moment the part arrives.

And where the time really goes.

CHAPTER  1  ·  AUTOMOTIVE

The van that missed the
morning

A fleet vehicle off the road, a dealer

waiting for an in-night delivery.

CHAPTER  2  ·  INDUSTR IAL

MACHINERY

The line that waited for a
label

A packaging line down, a part and a

hazardous fluid shipped from two

sites.

CHAPTER  3  ·  AGR ICULTURAL

MACHINERY

The harvest that couldn't
stop

A combine idle in the field, a weekend

delivery to a rural address.



Nobody orders a part. They
order the end of a breakdown.

When a vehicle, a machine or a harvester stops, the customer isn't thinking about part

numbers. They're thinking about the van that should be on its route, the line that should

be running, the field that should be cut before the rain.

For aftermarket parts businesses, that changes what "fast" means. The part can be in stock, the

order can be entered in minutes and the delivery can still arrive too late—because the time is lost in

the steps between the warehouse shelf and the customer's door. Those steps rarely show up in a

report. They show up in a dealer's phone call.

The three stories that follow are illustrative composites, built from situations aftermarket shippers

recognize. The companies and people are fictional. The delays are not.



The van that missed the morning
A delivery van is off the road. The dealer has promised the fleet manager it will be fixed first thing tomorrow.

A dealer workshop diagnoses a failed turbocharger on a van that belongs to a regional delivery fleet. Every day the van stays in

the workshop, the fleet reroutes parcels and pays for a hire vehicle. The dealer orders the part from the manufacturer's parts

distribution center and asks for in-night delivery—dropped into the workshop's secure locker overnight, ready when the

technicians arrive.

Monday,

3:10 p.m.
The order arrives

The vehicle-off-road order lands in the ERP with the right

priority code. The part is in stock.

Monday,

4:25 p.m.
The label waits for a person

The in-night carrier the dealer group mandates isn't

connected to the shipping station. A team member re-keys

the address and service into the carrier's web portal—

between dozens of other urgent orders.

Time lost: manual entry for a mandated carrier

Monday,

5:40 p.m.
The cut-off passes

The parcel is packed and labeled, but the in-night collection

has already left. The fallback is next-day delivery to the

workshop's opening hours.

Time lost: carrier cut-off missed at the dock

Tuesday,

8:15 a.m.
The locker is empty

The technicians open the locker and find nothing. The service

advisor calls the distributor's customer service team, who

start checking carrier websites to find the parcel.

Time lost: no shared view of shipment status

Tuesday,

1:30 p.m.
The part arrives

The turbocharger is fitted that afternoon. The van misses

another full day on its route.

WHAT  THE  CUSTOMER  SAW

A broken promise. The fleet

manager doesn't know about cut-

offs or carrier portals—only that

"first thing tomorrow" didn't

happen.

THE  SAME  ORDER ,

REWRIT TEN

The mandated in-night service is

selected automatically from the

order's priority. The label prints in

the flow of picking, the parcel

makes the collection, and the

dealer gets an alert if anything

slips overnight.

CHAPTER  1  ·  AUTOMOTIVE



The line that waited for a label
A packaging line at a food plant has stopped. Every hour of downtime puts a customer delivery at risk.

A servo drive on a packaging machine fails mid-shift. The plant's maintenance lead calls the machine builder's service

organization, which confirms the fault remotely and orders two things: the replacement drive, and the specific lubricant the

gearbox needs after the repair. The drive is stocked at one distribution center. The lubricant—classified as a hazardous fluid—

sits at another.

Wednesday,

9:05 a.m.
Two orders, two sites

The order splits across two distribution centers, each running

its own shipping setup on a different system.

Wednesday,

10:20 a.m.
The drive ships

The first site ships the servo drive by express parcel without

trouble.

Wednesday,

11:45 a.m.
The fluid stops at the dock

At the second site, the dangerous goods paperwork has to be

prepared by hand. Only one person on shift is trained to do it,

and they're dealing with another shipment.

Time lost: manual dangerous goods handling

Wednesday,

3:30 p.m.
A different carrier, a different day

By the time the documents are ready, the express carrier

won't accept the hazardous shipment for same-day

collection. The fluid goes out the next morning with another

carrier.

Time lost: specialist shipment outside the standard flow

Thursday,

10:00 a.m.
Two parcels, two portals

The plant's maintenance lead asks where the lubricant is.

Customer service checks two carrier websites and two

internal systems to piece together an answer.

Time lost: fragmented systems, fragmented visibility

Thursday,

2:15 p.m.
The line restarts

The drive had been waiting on site for a day. The line runs

again once the fluid arrives.

WHAT  THE  CUSTOMER  SAW

The fast part of the order was

wasted. A drive that arrived on

time sat unused because the

smallest, cheapest item in the

order arrived a day later.

THE  SAME  ORDER ,

REWRIT TEN

Both sites ship from the same

platform, with the same rules.

Dangerous goods are handled

inside the shipping process

instead of beside it, and customer

service sees both parcels in one

place.

CHAPTER  2  ·  INDUSTR IAL  MACHINERY



The harvest that couldn't stop
A combine harvester is idle in the middle of a field. Rain is forecast for the start of next week.

On a Friday afternoon at the height of harvest, a hydraulic pump fails on a farmer's combine. The local dealer's field engineer

diagnoses it in the field and orders a replacement from the manufacturer's parts operation. The farm sits on a rural road a long

way from the nearest town, and the farmer needs the part over the weekend—not on Monday.

Friday,

2:50 p.m.
The engineer orders from the field

The order is placed with a request for Saturday delivery direct

to the farm, where the engineer will meet the parcel.

Friday,

3:40 p.m.
No weekend service at the station

The default carrier on the shipping station doesn't offer

Saturday delivery to that area. The regional carrier that does

isn't set up, and adding it means a request to IT.

Time lost: carrier not available when needed

Friday,

4:30 p.m.
The address doesn't validate

A team member books the regional carrier by phone. The

farm's address is entered as written on the order, with no

verification. It's incomplete.

Time lost: manual booking, unverified address

Saturday,

11:00 a.m.
The driver can't find the farm

The parcel is out for delivery, but the driver can't locate the

farm. Nobody at the parts operation sees the exception—the

weekend team doesn't monitor the regional carrier's portal.

Time lost: exception nobody sees

Saturday,

3:00 p.m.
The engineer waits in the field

The field engineer calls the dealer, who calls the parts

operation, who calls the carrier. The parcel returns to the

depot.

Time lost: three calls to answer one question

Monday,

9:30 a.m.
The part arrives

The combine is repaired on Monday. The rain arrives on

Monday too.

WHAT  THE  CUSTOMER  SAW

A lost weekend in the most

important weeks of the year. For

the farmer, the delay isn't

measured in hours. It's measured

in crop.

THE  SAME  ORDER ,

REWRIT TEN

The regional weekend service is

already available at the shipping

station. The address is verified

before the parcel leaves, and a

delivery exception alerts the

team in time to fix it.

CHAPTER  3  ·  AGRICULTURAL  MACHINERY



Five patterns behind every late part
Three industries, three different breakdowns. Yet the delays came from the same places

—none of them in the warehouse stock, and all of them in the steps between the shelf and

the customer.

01
Manual steps on urgent orders
SEEN  IN  CHAPTERS  1  AND  3

Re-keying addresses, booking by phone and printing labels by hand. Each step is small, but together

they decide whether a parcel makes the collection. And they get slower exactly when volume peaks.

02
Carriers that aren't there when needed
SEEN  IN  CHAPTERS  1  AND  3

Dealers mandate carriers. Customers need in-night, weekend or regional services. When the right

carrier isn't connected, the urgent order falls back to whatever is—or waits for an IT project.

03
Specialist shipments outside the flow
SEEN  IN  CHAPTER  2

Hazardous fluids, batteries, oversized parts and mixed parcel and LTL shipments often depend on

one trained person and a separate process. The specialist item becomes the slowest item.

04
Every site ships differently
SEEN  IN  CHAPTER  2

When each warehouse or distribution center runs its own shipping setup, a split order behaves like

two unrelated orders, with different rules, different carriers and different data.

05
Exceptions nobody sees in time
SEEN  IN  ALL  THREE  CHAPTERS

Status lives in carrier portals, so problems surface when the customer calls. By then, the chance to

fix the delivery has usually passed.

The part was in stock every time. The delay was always

in the shipping.



What good looks like
Aftermarket shippers that consistently meet urgent promises tend to share the same

characteristics. None of them require a bigger warehouse or a larger team. They require

shipping that keeps pace with the order.

Urgency drives the shipment automatically

The order's priority selects the right carrier and

service, without anyone deciding under pressure.

The right carrier is already connected

Mandated, regional, in-night and weekend services

are available at the shipping station before the

order arrives.

Specialist shipments follow the same

process

Dangerous goods and mixed parcel and LTL

shipments are handled inside the standard

workflow, not beside it.

Every site ships the same way

One set of rules and one view of shipments across

every warehouse, distribution center and system.

Exceptions surface before the customer calls

Delays are flagged early enough to act, and

customer service answers from one place instead of

many portals.

Growth adds capacity, not headcount

Peaks are absorbed by automation rather than

overtime, so urgent orders stay fast when volume is

highest.

Is your shipping keeping pace with
your urgent orders?
Tell us about your aftermarket operation and we will show you where time is

lost between the shelf and the customer's door.

Talk to us

https://go.qad.com/SC-MCPS-GL-FY27GENERALstartconversationParent_01-Content.html?utm_source=UrgentOrder&utm_medium=Landingpage+&utm_campaign=+SC-MCPS-GL-FY27-%23AFTERMARKET-UrgentOrder

