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INTRODUCTION



What is Non-Fulfilment Rate?

Non-Fulfilment Rate (NFR) was introduced to help enhance the credibility of sellers and establish stronger trust
between buyers and sellers.

The Order Non-Fulfilment Rate will reflect the percentage of total orders that were cancelled and returned in the past
30 days.

Non-fulfiilment rate = Cancellation rate + Return-refund rate

When computing this metric, the system will consider all order cancellations initiated by the seller or cancelled by our
system. Order cancellations requested by the buyer will not be factored into this computation.

Maintaining a low non-fulfilment rate will help maintain a good selling record, increase positive customer experience,
and lead to happier customers, improved ratings, and higher sales.
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Where can you find your Non-Fulfilment Rate?

The Order Non-Fulfilment Rate (NFR) is automatically calculated by Shopee and updated every Monday. Both recent and
historical information are available in the Seller Centre to help you minimize your cancelled and return orders.

<~ My Performance

() Response Rate 49%
NFR will be displayed on your ‘My Performance’
© Response Time Within hours dashboard in both Mobile App and Desktop.
¥y Rating 5.0 out of 5.0 (25 Ratings) >
Non-fulfillment Rate Too few orders to caiculate >

Note: NFR is not calculated if the number of orders is below the minimum orders required for assessment. The minimum number of orders varies per country,

and is subject to change over time.
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What happens if you have a high NFR?

You should maintain a healthy operational performance and keep your NFR below 5%

Each time your NFR goes above 5%, you will receive one penalty point in the Penalty Point system.

@ My Performance

Fulfillment
(30days)

© Non-fulfillment Rate
Your rate is 32.7% higher
than Shopee
reommMendsd target

© Cancellation Rate
Your rate is 28 65%
higher than Shopee
recommended target

© Retumn-refund Rate

than Shopee
recommendes target

Your rate is 4 6% highet

Shipping

(30days)

O

& Preparation Time
W Late Shipment Rate

Customer

Satisfaction
(30 days)

© Overall Review
Rating
YOur rate is 4.5 lower
than Shopee
recommended target

© Response Rate
Your rate is 135 lower
than Shopee
recommended target

% Response Time

Listing Violations
(30days)

O

W Deleted or Banned
Listing

Sellers will be alerted if they do not
meet their NFR target
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Main Causes of a High Non-Fulfilment Rate

High Cancellations: High Returns:

Product is out of stock System cancellation of orders Wrong item ltem not received
due to inactivity for 7 days

System cancellation of orders due to failure Damaged item
to ship within Days to Ship period

SELLER CENTRE: ORDER NON-FULFILMENT RATE

INTRODUCTION




REDUCE
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1. Avoid Out of Stock
& Edit Product 7, Sltuatlons

> Price e Track your inventory and stock levels carefully and ensure stocks are
S st ] up to date.
@) Varations Update your inventory regularly in Mobile App or Desktop (at least
once a week). Ensure stock is updated for all variations.
Weight 1KG
Do not overstate your stock quantity or include stocks that have yet
(i) Condition New to arrive, unless they are for pre-orders.
By Wholesale Set quantity, price Allocate only physical stock to Shopee. Avoid cross-docking, if

possible.
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eeoee Singte| T 6:35 PM 9 44% W)

©) Add Product SUBMIT

< Stock Set Stock

(*) Variations Set color, size

h " d Weight Set Weight >

2 L] S I p yo u r O r e rS O n () Condition (©ptiona) Set Condition >

|
tI m e EI‘EL Wholesale Set quantity, price >

Wholesale price is only available when all variations are of the same
price.

. . . . . (3] Shipping Fee Set Shipping Settings >
Our order system will automatically cancel your order if you fail to ship
within 2 days after your Days to ship. ES Pre-Order | @
L5 Days to ship (Min 7 days) 7 days
Do monitor your email and app notifications regularly for new order e B St S

alerts. If more time is needed for shipping, please update product status
to pre-order. Pre-order products have a longer “Days to ship” period of 7
or more daVS. [B Share To Facebook

(»] Share to Twitter

(=] Facebook Page >

SELLER CENTRE: ORDER NON-FULFILMENT RATE

REDUCE CANCELLATION RATE




€< Shop Settings D) —
Allow Negotiations

3. Turn On Vacation Mode
when You are Away

Allow Buyers to Call
Turn on this option to display your mobile number on P
your product page, allowing others to call you from

et Activate Vacation Mode if you are away (e.g. leisure trip, medical
Vecetion Mods @ purposes, etc.) and will be unable to fulfil your orders during this period
Turn on Vacation Mode to prevent buyers from 5 Of tlme.

placing new orders. Existing orders must still be
fulfilied
It may take up to 1 hour to take effect

This will ensure that you do not receive any additional orders during this
period. However, do note that you must continue to fulfil existing orders
while in Vacation Mode.

Chat auto-reply
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6 Home >My Sales >Ship my orders 1. Pac ,< th e R i g ht

Ship My Orders

Ship out your orders by batch and print shipping labels. P r O d U C tS

| OTHER ACTIONS A

Ensure that you have packed the correct item and shipped it to the
correct address. Check that you have included all items ordered in the
package.

Select the document to download
Shipping Label
Picklist

Packlist

You may download the Picklist and Packlist from Seller Centre as a
g Dovnload Arwaylls ‘ guide. You may also download and use the shipping label to help
ensure your items are shipped to the right address.
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1. Pack the Right Products

Picklist
Shopee
Username: poslajusell
Download Time: 07:08 PM 30/08/2017
# Parent SKU Product Image Name SKU Variation Name Quy. Order SN
1 parent sku 2 Pick pack sample 2 17082817322BWTN
E var112746 Variation 1 2 17082817272BWT)
var21274 Variation 2 1 17082817082BWS)
2 Parent SKU 1 Y Pick pack sample 1 17082817092BWSQ
ﬁ 12984612 Variation 2 1
3 B Poslaju mug 2 17082816592BWRU
17082418362BWBD
4 | will cover shipping 1 17082418362BWBE
fee
5 Tiered W2 RM30 1 17082816532BWRQ
(i
e
) J
LIST OF ITEMS x LIST OF ITEMS

Order ID 17082817322BWTN

Order ID 17082817272BWT)

'
'
# Parent SKU Name SKU Variation Name  Qty. gr_ﬂt Total : # Parent SKU Name SKU Variation Name Qty. l[slr!it Total
rice \ rice
1 parentsku2 Pick pack sample 2 var112746 Variation1 1 30.00 30.00 j 1 parentsku2 Pick pack sample 2 var21274 Variation 2 1 30.00 30.00
BUYER'S COMMENT 1 BUYER'S COMMENT
'
1
1
1
1
'
'
'
1
|
'
'
'
i
'
|
'
'
x _______________________________________________________ e e m e m e m e ——————
4
LIST OF ITEMS | LIST OF ITEMS
'
Order ID 17082817092BWSQ | Order ID 17082817082BWS)
# Parent SKU Name SKU Variation Name  Qty. grpit Total | # Parent SKU Name SKU Variation Name  Qty. gnit Total
rice 1 rice
1 Parent SKU 1 Pick pack §ample 1 12984612 Variation 2 1 5.00 5.00 ; 1 parentsku2 Pick pgck spmple 2 \(ar112746 Vapauon ], 1 3.00 3.00
BUYER'S COMMENT 1 BUYER'S COMMENT
l
1
1
'
'
'
'
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Pick List

The Pick List is a summary of
items a seller has to pick up from
the warehouse for a batch of
orders.

Pack List

The Pack List is a summary of
items a seller has to pack for
each order after picking up the
items from the warehouse.




2. Check for Damage and Defects when
Packing

Make sure that all orders are packed properly

* Fragile products should be labelled and packed with extra cushioning materials e.g. bubble wrap or foam paper to
prevent damage

* Shipping labels should be clearly displayed and secured outside the package, ideally in the document sleeve or in a
separate pouch
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3. Provide Accurate Descriptions

Provide accurate, detailed descriptions of your product so buyers know exactly what to expect

1. Include information such as the dimensions, colour, material, accessories included, warranty period etc. and fill up
all attribute fields

2. Include multiple images of your product in different angles to help buyers better visualize the product

PRODUCT DETAILS RATINGS (0) COMMENTS (0)

faqoaz%l(

Lady Ethnic Hollow Out Letter Embelllishment Flower Print External Dual Purposes Shoulder Messenger Bag

Product Traits:

Simple lines, precise suture, details in the interpretation of quality life

Design with three zipper pockets

Wallet, passport, notebook, sunglasses, umbrella, cell phone, cosmetic, perfume, etc. can be accommodated
Ethnic style with hollow out embellishment and flower print pattern internal

Adopt PU fabric

Note:

The zipper head, metal logo and inner fabric color are random.

Handbag Type:Shoulder bag
Style:Vintage

Gender:For Women
Embellishment:Hollow Out
Pattern Type:Solid

Handbag Size:Small(20-30cm)
Closure Type:Zipper
Interior:Cell Phone Pocket
Occasion:Party

Main Material:PU

Hardness:Soft
Weight:0.270 kg
Size(CM)(L*W*H):22.5x 1.3 x 23.5 cm / 8.86 x 0.51 x 9.25 inch

Strap Length:31 - 63 cm / 12.2 x 24.8 inch ( adjustable )

Package Contents:1 x Dual Purposes Shoulder Messenger Bag
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4. Monitor Return Patterns by SKU

Proactively monitor your return patterns by SKU to identify troubled product and suppliers. For products with high
return rates, do consider de-listing them.

Preventing returns will reduce customer churn and increase overall customer satisfaction.
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THANK YOU



