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EFFECTIVE FULFILLMENT for

Digitally  
Native Brands
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What makes DNBs so special?
“Digitally Native Vertical Brands are maniacally focused on the 

customer experience and they interact, transact, and story-

tell to consumers primarily on the web,” explains Bonobos 

founder and CEO Andy Dunn who coined the term.

This singular focus on the customer creates a community 

and inspires remarkable loyalty and engagement. When 

paired with DNB’s careful control of the supply chain, the 

approach delivers a winning combination that’s considerably 

more profitable than traditional ecommerce. In fact, Dunn 

argues that product gross margins are at least double that of 

e-commerce (e.g. 65% versus 30%).
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Digitally Native Brands (DNBs) are born online, sell directly to the consumer and control their own distribution end to end. They are 

very active on social media and utilize influencers to share their story.

DNBs are growing more than twice as fast as the average ecommerce retailer. Collectively, online sales for the top 66 brands were 

an estimated $9.3 billion in 2018 – up 30% from the year before, according to Digital Commerce 360.

What is a Digitally Native Brand?
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In-Depth Understanding of Customers 

That “maniacal focus” on the customer experience is 

deeply rooted in customer relationship management. 

At a minimum, effective CRM software is necessary to 

compile and organize data in order to streamline and 

personalize communications with customers. It also 

helps to ease the fulfillment process by processing 

orders, storing shipping and tracking information, 

tracking inventory and reporting.

What’s Required to Support 
This Business Model? 
Delivering the customer experience that is the hallmark of a strong  
DNB requires a number of critical fulfillment and logistics capabilities.

1 2 Real-Time Visibility 

Consumers expect information to be readily 

available regarding product availability, order 

status, delivery tracking, etc. DNBs need robust 

technology solutions to optimize inventory 

management, order management, order routing, 

etc. Order management systems (OMS) and 

warehouse management systems (WMS) help to 

put the necessary details at customers’ fingertips.
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What’s Required to Support This Business Model? 

Efficient Order Cycle Time 

“The world doesn’t care about your DNB if you aren’t delivering a better product and service bundle than traditional 

competition,” Andy Dunn says. To ensure outstanding service, DNBs must continually seek to optimize fulfillment 

processes to minimize order turnaround time. Fulfillment automation and material handling solutions can help to 

increase efficiency.

Seamless Service  

While DNBs start online, most are enhancing 

their presence in some way offline – with physical 

stores, pop-ups, boutique options, subscription 

services, etc. With multiple sales channels, 

it becomes increasingly important to ensure 

enterprise-wide visibility and the ability to pull from 

multiple fulfillment sources. The OMS mentioned 

earlier can be a game changer in this regard.

Scalability 

Strong DNBs often experience exponential growth in 

a relatively short timeframe. A nimble supply chain, 

flexible space and staffing, and scalable technology 

help to sustain high standards for customer experience 

while accommodating growth.

“Most (DNB) founders have a strong industry 

background, and they can advance a company to first 

base. The difference between first base and a business 

that hits a home run is how you scale your reach and 

operations with technology in order to improve the 

customer experience,” explains Forbes Technology 

Council contributor Antonio Altamirano.
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What’s Required to Support This Business Model? 

Fulfillment Quality   

Because the customer experience is so critical 

for DNBs, quality management and continuous 

improvement are top priorities. Since social 

sharing plays a vital role, word spreads quickly 

– especially when consumers have a negative 

experience. Methodologies such as Lean Six Sigma 

can be powerful tools for process improvement 

while automated solutions can help to increase 

efficiency, accuracy and consistency. 

Personalization/Customization   

Many DNBs foster customer loyalty by 

personalizing products to suit their customers’ 

unique needs – assembling gift sets, embroidering 

apparel, etc. Delaying product configuration or 

customization until the last possible moment can 

allow them to be more responsive to consumer 

demand without maintaining excessive inventory.

Fast, Free Delivery and Returns    

Vertical integration, nimble supply chains and fast/free delivery all go hand in hand. Controlling shipping costs is 

critical, so it’s wise to establish relationships with parcel carriers to ensure the best available service at the lowest 

cost. Utilizing a multi-node network is another popular strategy for minimizing transit time and cost. Having two or 

more strategically located DCs allows most companies to reach 90 percent of their customers in two days or less 

using ground service. 
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As a DNB grows, so does the complexity of its operations. A trusted third-party partner can help to manage the intricacies of the 

supply chain. With ready access to knowledgeable experts, industry best practices and flexible resources, the brand can remain 

focused on its customers.

DNBs can expect these 10 key capabilities – and more – from a qualified 3PL:

1. Experience with DNBs

2. Proven start-up processes

3. Best practices in solution design

4. Top-tier technology and integration expertise

5. Scalable space and staffing

6. Strategic network configuration

7. Established DCs in strategic locations

8. Value-added services for customization 

9. Established parcel carrier network and buying power

10. Quality management programs

How Can a 3PL Help?
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IPSY

Voted the USA Today’s Best Beauty 

Subscription Box for 2018, ipsy knows a 

thing or two about delivering an amazing 

customer experience. The company looks to 

Saddle Creek for the carefully orchestrated 

order fulfilment of its monthly Glam Bags. To 

help satisfy millions of ipsy subscribers each 

month, Saddle Creek assembles curated bags 

containing a variety of product samples. The 

team creates hundreds of configurations to suit 

subscribers’ beauty preferences. The success 

of each bag is critical to maintain subscriber 

satisfaction, so order accuracy, quality, and 

efficiency are top priorities. Strategically located 

distribution centers ensure timely deliveries.

BLENDERS EYEWEAR

With a large social media following and high-

profile attention from major media outlets, 

Blenders Eyewear has generated a consumer 

frenzy. To help the DNB accommodate rapid 

growth, Saddle Creek quickly designed and 

implemented a custom fulfillment solution. 

Today, a sophisticated OMS and WMS 

manage increased order volume with ease. 

Scalable space and staffing help to handle 

seasonal spikes. Value-added services 

streamline operations for the company’s new 

Blendo Boxes. The 3PL also processes returns 

and fulfills Blenders’ orders sold via Amazon.

DNB Fulfillment in Action
Here are just a few examples of how a third-party partner can help DNBs to provide an outstanding customer experience.
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Need a 3PL to help 
build your DNB?  

Saddle Creek Logistics Services 

is an experienced 3PL provider 

for DNBs. We support the 

logistics and fulfillment needs of 

numerous v-commerce brands 

selling a wide range of products. 

Contact us today to learn more!

sales@sclogistics.com 
sclogistics.com

3010 Saddle Creek Road 
Lakeland, FL 33801

863-665-0966 Corporate
866-668-0966 Toll Free 


