
"Customers want to buy new 
mattresses, they are just waiting for the 
COVID-19 epidemic to end," was one of 
the exciting findings of the recent survey 
that was conducted by ISPF. The 
implications were evident; customers 

Online medium is 24/7, unlike brick and 
mortar business. Setting up a website, 
and a payment gateway is not the only 
requirement, one needs to manage and 
update the website continually. While 
Online sale is a big part of e-commerce 
sites; after-sales-service is another 
significant aspect which entails thorough 
focus. One needs to be proactive in 
dealing with all these issues.

As a mattress manufacturer, you are best 
in manufacturing mattresses, and that is 
where the focus should lie. The 
technicalities of creating and maintaining 
a web-portal should ideally be 
outsourced to a professional firm. 
However, just ensure that the firm who 
creates this platform has some prior 
understanding or insight on the business, 
to be able to offer solutions that bring 
results.

After analyzing the medium, it is now 
time to revisit the business. One needs 
to look at what are the popular product 
categories that are selling best. Also, 
creating innovative business lines could 
be a good thing; for instance, 
bed-in-a-box has been a great 
innovation due to e-commerce sales, 
could there be new ones?

A mattress is an experiential product; 
people like to have a look and feel of the 
product before purchasing them. 
However, after COVID-19 crisis, 
consumers are a bit hesitant to touch the 
products. Therefore, trying to bring 
product experience to the customer 
virtually, is a smart possibility. While a 
few brands are still struggling to 
understand the digital universe, those 
brands who made the right move just at 
the right time to explore virtual product 
demonstrations through AR and VR, are 
in a strong competitive position today. 

The sales-cycle can be pretty different in 
an Online model; hence you will need 
extensive data analysis to make sense of 
these patterns. Once the same is done, 
you could adapt to the manufacturing 
and supply-chain cycle according to the 
demand of the products. Mattress 
manufacturers need to be ready with 
solutions to increase the manufacturing 
when sales surge. Predicting sales 
forecast in Online business is exceedingly 
difficult. Manufacturers need to be 
prepared for this unpredicted behavior of 
Online sales.

Always remember, the e-commerce 
medium is an additional extension of the 
brick-mortar stores. Hence, do not 
neglect the retail model. Discounting can 
be a dangerous game in the Online space 
and thus should be avoided. Also, the 
pricing of the products must be the 
same, as customers even in the retail 
stores tend to check the Online prices. 
And if there is a discrepancy, the 
customer will lose the trust.

In the end, the Online medium can be an 
exciting addition to your business. 
Depending upon the external 
circumstances and business cycle, it 
could be boosted more or toned down. 
COVID-19 has thought to us the 
importance of going Online, and this 
lesson should not be ignored.

were worried about the safety factor 
when it comes to buying something 
significant. Unlike smaller products that 
can be disinfected before usage, the 
mattress is relatively bigger in size. 
People are worried about the fomites 
that could be carried from the retail 
stores or delivery vans, and hence they 
are putting off the purchase unless it is 
necessary.
COVID-19 epidemic has had an 
enormous impact across businesses in 
India. But just like every adversity comes 
with an opportunity, so does this one. 
The significant shift is towards digital 
transformation. Customers in India have 
embraced the Internet like never before, 
from watching newly-released films on 
OTTs to making grocery purchases 
through WhatsApp groups. Conducting 
business Online is no more an exception; 
it is now the norm, or how they say, 
new-normal.
Like other businesses, mattress 
manufacturers need to explore a well 
established Online business. Indeed, 
there might be a few challenges and 
hiccups, but in the long-run Online sales 
can be a significant contributor to the 
top line. Just a clarification, when we talk 
of Online business, it does not imply 
selling the product on Amazon or 
Flipkart or any other Online marketplace. 
It's just important to realize that you 
don't have total control over these 
platforms and you'll likely be limited in 
terms of what you can do there. Plus, 
most e-commerce marketplace sites 
take a cut of your sales. Setting up an 
Online business entails creating an 
e-commerce ready website, which is 
mobile-friendly (possibly with an App) 
and also has social media capabilities. 
There are quite a few stories of how 
mattress manufacturers across the 
globe have successfully embraced the 
Online medium. There's no reason why 
Indian companies can't do so. Here are 
some points that can be handy in making 
the transition:
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Like the advertising reach through Digital 
Marketing is high, so are the chances of 
surge in sales order, in comparison to offline 
medium. As discussed, it is difficult to predict 
the Online sales and demand for the product. 
Mattress manufacturers need to be prepared 
for such volatility. In such scenario, 
forecasting will help to certain extent. It can 
help in accurate procurement of raw 
materials, which thus helps in better price 
bargain with the suppliers. Manufacturers 
with their experience can manage the sudden 
sales requirement. However extra manpower 
sometimes becomes a challenge, as the new 
labors need training to handle the new 
demand. As in the absence of thorough 
training and monitoring, there could be both 
damage of the material and delay in the 
delivery time. Apart from other standard 
planning procedures, accurate response on 
supply chain potential helps retail sales team 
improve upon forecasts. Also, re-analysing 
the planning strategy alongwith the retail, 
sales, product, production and supply chain 
teams can minimize the negative impact of 
inaccurate forecasts.
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