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Special Order Sales (SOS) Overview  
Welcome to Special Order Sales with Lowe’s Canada! Special Order items refer to items not stocked in 
our stores. Special Order items are presold to Lowe’s Canada customers and then ordered and shipped 
from the vendor’s facility directly to the Lowe’s store where the order originated or to the customer’s 
home. 
 
SOS programs play an important role in our mission “to provide customer-valued solutions with the best 
prices, products and services to make Lowe’s the first choice for home improvement” by allowing 
Lowe’s Canada to offer an extended product selection.  
 
Several critical components should be discussed with your Canadian Merchandising and SOS Operations 
contact during the go-to-market planning for your SOS program:  

• Who is the target customer for this program and what customer needs will the program fulfill?  
• What is the appropriate scope of the program and how does it complement our in-store 

offering?  
• How can we make this program easy for the customer to shop and for the associates to sell?  
• What are the fulfillment options for this program (customer direct, in-store pick up)?  
• Should the program be available in all markets?  
• Which electronic selling tool best fits the needs of this program?  
• What type of associate training will be required?  
• How will this program be marketed to stores and customers?  
• Does this product require installation and can that be done by the homeowner or will it require 

participation in Lowe’s Installed Sales program?  
 
Once you have discussed these elements and have defined the program you plan to offer, you can begin 
the set up process which is outlined in more detail throughout this guide.  
 
Below is a list of the requirements necessary to setup a Canadian Lowe’s SOS Program:  

• Vendor Set Up: Requires a Lowe’s Vendor Business Unit (VBU) Number, Master Standard Buying 
Agreement (MSBA) and Vendor Information Sheet (VIS).  

• Cost Set Up:  Must set up be in Canadian currency and must include prepaid freight. 
 
Below is a list of additional recommendations for SOS programs:  

• Participation in either traditional EDI or Lowe’s EDI Webforms program. This is required for 
inclusion in electronic selling tools.  

• Completion of an EDI Direct Delivery (DD) Certification for direct to consumer deliveries.  
• Development of store associate training guides.  
• Development of a paper catalogue program.  
• Development of an electronic selling catalogue.  
• Development of supporting marketing material.  

  
The focus of this guide is on Lowe’s Canada SOS programs. Please consult LowesLink or your 
Canadian Merchandising Team for more detailed direction on processes not specific to SOS. We look 
forward to partnering with you.  
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Special Order Sales Program Set Up  
The process for setting up a Special Order Program has many of the same components as a stock 
program with the exception that all SOS programs must be set up in Canadian currency. The 
information below provides guidance on additional requirements and information needed to set up 
a Canadian SOS program. If you are a new vendor to Lowe’s Canada, please consult LowesLink 
http://www.loweslink.com/main.htm for more detailed set up information and requirements.  
 
Vendor Set Up  
The vendor set up process is the same for both stock and SOS programs. You do not need a 
separate Lowe’s vendor number (VBU) to set up an SOS program. Both a Master Standard Buying 
Agreement (MSBA) and Vendor Information Sheet (VIS) should be completed for any new SOS 
Vendor. Note that the VIS must be in Canadian currency to be valid.  
 
Vendor Catalogues 
There are four different methods used to sell special order products in Lowe’s stores. The four 
methods are Paper Catalogue, Electronic Catalogue (eCat), M2O (Made-to-Order) and 20/20. Once 
the vendor set up process has been completed, the vendor will work with SOS Operations to 
determine the method(s) best suited for their product. Each special order catalogue is discussed in 
further detail later in this guide.  
  
Lead Time  
Lowe’s Canada defines lead time as the time it takes from the point of purchase in store to the time the 
product is received at the store. Note: calendar days are used to calculate lead time, NOT business days. 
Unlike our Lowes stock programs, vendors are NOT provided with a five day grace period when 
delivering SOS orders. SOS orders must be delivered on or before the expected arrival date (calculated 
as sale date + vendor’s lead time) listed on the purchase order to be considered on-time.  

For example, if a vendor has a 8 day lead time on a product and a customer pays for the product 
on September 8th, the product is expected to arrive no later than September 16th either at the 
store or the customer’s home (depending on fulfillment method). The expected arrival date 
does appear on purchase orders and is communicated to customers at the point of purchase. If 
the expected arrival date is missed, we disappoint the customer and potentially lose future 
sales.  

It is the responsibility of vendors to provide and maintain lead times to a realistic number of days for all 
models. Merchants and SOS Operations must approve all lead time changes. 

Due to the importance of this metric, Lowe’s Canada began monitoring performance in September 2011. 
Reporting is tracked and monitored on a monthly basis by Lowe’s Canada Corporate Office. The goal is 
for each vendor to achieve 95% on-time performance. Our SOS Team  will work in partnership with 
underperforming vendors to improve lead time execution.  
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Vendor Cost Changes 
SOS costs visible to store associates in Lowe’s corporately approved vendor catalogues (paper, eCat, 
M2O or 20/20) are the vendor agreed upon costs for SOS purchase orders. A catalogue is 
considered corporately approved only when Lowe’s stores are in receipt of the catalogues. Costs 
within Lowe’s corporately approved vendor catalogues must be honoured by the vendor until the 
stores are in receipt of a revised corporately approved catalogue (paper, eCat, M2O or 20/20). Until 
such time, the current costing remains in effect. Under no circumstances should a vendor 
distribute catalogues directly to Lowe’s stores.  
 
Cost changes to your SOS program must be submitted to the SOS Canada CSC Support 
(SOSCanadaCSCSupport@lowes.com) 90 days prior to the cost change effective date.  

Store associates have access to this policy and are not permitted to refund and re-bill SOS purchase 
orders when a cost is disputed by the vendor if the cost is currently stated in the corporately 
approved catalogue at the store.  
 
Freight Charges 
Lowe’s Canada will not accept separate freight bills or extra line item charges of any kind for Special 
Order items. All freight costs must be included in the cost furnished to Lowe’s Canada for all 
Special Order transactions regardless of store location. Additional freight charges and carrier 
freight bills tendered as collect will be deducted from the invoice payment or debited against the 
vendor’s account.  
 
Exceptional freight charges, specifically customer requested, paid for next day or otherwise 
expedited delivery can be applied. These exceptional freight charges will only be paid if the special 
order item numbers designated for this purpose are used. Any other freight charges will be 
considered unapproved and will be deducted from the invoice prior to payment or debited against 
the Vendor’s account.  
 
Electronic Data Interchange (EDI)  
Using any of Lowe’s electronic selling tools requires participation in Lowe’s EDI SOS program. 
Vendors may elect to participate in this program using either traditional EDI or Lowe’s SOS 
Webforms. When deciding which program to use, factors to consider are SOS order volume, current 
system capabilities, and development resources (time and money). It is recommended data be set 
up in the SOS selling tools before EDI testing can begin.  
 

Traditional EDI: Up-to-date EDI SOS specification and documentation can be obtained on 
www.loweslink.com. The SOS 850 map and the 870 map may require a significant amount 
of time to develop and test so you may want to consider working on EDI set up and the 
selling tool catalogues simultaneously.  

 
Further SOS EDI information can be found at the following links:  
http://www.loweslink.com/llmain/pubdocuments/SOSVendorPacket.pdf 

 

http://www.loweslink.com/llmain/pubdocuments/SOSVendorPacket.pdf�
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Lowe’s SOS Webforms: Alternatively vendors with a low order volume, lacking system 
capabilities or the resources to develop may opt to use Lowe’s SOS Webforms. This 
application was designed to allow you to receive orders and send order statuses via 
LowesLink secure business portal without the cost of investing in additional software. With 
Webforms, all SOS orders will need to be manually entered into your order system.  
 
Further SOS Webforms information can be found at the following links:  

http://www.loweslink.com/llmain/pubdocuments/WebForm_Intro_FAQ.pdf  

www.loweslink.com/llmain/pubdocuments/SOSWebformVendorPacket.pdf  

https://secure2.loweslink.com/llrg/ 

       www.loweslink.com/SOSWebFormsDemo/splashIntro.html  

 
Contact the EDI Implementation Team at EDI-Implementation@Lowes.com to begin the set up 
process and for any additional questions you may have.  
 
Store Genesis System  
The Order Management screen (OMGR) within the Store Genesis System manages the full cycle of 
an order from the time it is invoiced until it is picked up, installed or delivered to the customer.  
 
Certain EDI transmissions sent by the vendor are visible in this system and allow stores to keep 
customers updated and promote a smooth, informed experience for each customer’s order. 
Without these transmissions, a sales associate cannot provide informed updates to the customer 
without contacting the vendor during a time when the vendor has customer service personnel 
available.  
 
Required EDI Transmissions  
Please note the four required EDI transmissions:  

• Vendor Acknowledged  
• Vendor Approved  
• Order Committed  
• Shipped  

 

If the vendor is not able to deliver an order by the expected arrival date (calculated as sale date + 
vendor’s lead time), the vendor is expected to communicate the delay via EDI transmission.  
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Paper Catalogue Program  
The SOS Paper Catalogue Program is a printed collateral piece containing special order details supplied 
to Lowe’s for placement at point-of-purchase or the service desk. It is found throughout the store in red 
metal catalogue holders and is for use by both customers and sales associates. The program is meant to 
complement an SOS program set up in an electronic selling tool.  

It is possible for stores to manually order product by calling or faxing information to a vendor. Since 
manual orders have a greater chance for error, this is NOT a process we encourage and should be 
limited to small local programs, test programs or one time orders. The Canada SOS Operations Team 
(canadaSOSoperations@lowes.com) can provide additional details, if you are considering this process.  

The paper catalogue pages provide product information, SOS item and model numbers, images and 
and/or pricing information.  

Benefits include:  
• Providing the customer visibility to full item offerings in a self service format.  
• Providing stores information on which vendors offer special order programs, vendor contact 

information and SOS item and model numbers in an easy-to-find and use format.  
• Enables customers to obtain a rough estimate on the item they wish to purchase.  
• Assisting the sales associates with generating sales.  

 
Paper Catalogue Development and Approval  
Upon SOS Operations approval, vendor pre-published generic catalogues can be used, otherwise, please 
create your catalogue pages and/or price list using the Lowe’s SOS templates. Please see the templates 
directly below. The templates are available through LowesLink or by emailing 
canadaSOSoperations@lowes.com. 

 

mailto:canadaSOSoperations@lowes.com�
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All catalogues must include the Lowe’s Home Office VBU, SOS item number(s), lead time information, 
and the SOS assigned catalogue ID. These details can also be printed on a label and applied to approved 
generic catalogue front covers.  

The SOS template’s header and footer rows of data provide kiosk/desktop specificity per Lowe’s Internal 
Audit. Price information can also be included on your catalogue pages as per SOS Operations direction. 
Paper catalogues must be maintained with current information and it is therefore recommended that a 
separate price list be created where pricing will change more frequently than your product selection.  
Vendors are responsible for any information published in their paper catalogue pages and must honour 
any pricing contained in these documents until such time that updated pricing is visible to store 
associates.  

To begin the process, submit the PDF of your catalogue pages to your Merchant Team for review and 
approval. Once the document has been approved by the Merchandising Team, the Merchant approved 
PDF along with the Merchant’s written approval (via email) is sent to canadaSOSoperations@lowes.com 
for review, kiosk/desktop layout approval and new catalogue ID assignment.  

Below is a list of required information for SOS Operations to process and assign and ID for approved 
PDFs:  

• Lowe’s Home Office VBU  
• SOS Item Number(s)  
• Product Information (type product to determine where housed in the store)  
• Market Specific Information (i.e. National, Provincial, District, Patch or Store specific) 
• Date to become active and expected length of validity 
• New Catalogue or Replacement Catalogue? 

 
Please allow approximately two weeks for SOS review, approval and ID assignment. Documents are 
reviewed in the order in which they are received. Any required changes will be communicated via email 
along with the request to send the revised PDF ID inclusive for final review, records archive and 
production instructions.  

Critical Information about Paper Catalogues – Please Read Carefully  
1. It is each vendor’s responsibility to maintain and update item availability and cost in a timely 
manner.  
2. The vendor must honour all item information (including cost) until a new paper catalogue has 
been distributed to the stores via Cadmus.  
3. All SOS costs should include prepaid freight.  
4. Do NOT send any paper catalogues or price lists directly to Lowe’s Canada stores. 
 
Paper Catalogue Printing  
Vendors are responsible for printing paper catalogues pages and all associated costs in the production of 
those pages provided in Lowe’s Production Instructions. Bound, saddle-stitched catalogues are 
preferred. All pages are to be printed in 4-color, two-sided 10-point coated paper. Laminated paper is 
required when pages are produced as loose sheet. All material MUST be three -hole drilled (¼ 
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diameter/4.25 center-to-center) for placement in our holders. Binders cannot be used as all printed 
materials are placed in our designated 3-ring metal holders in the SOS kiosk/desktop program.  

Lowe’s recommends the following printers who are familiar with our print specifications and production 
processes: 

 
 
 
 
 
 
 

 
 
 
 
Paper Catalogue Distribution and Maintenance  
Lowe’s distributes paper catalogues to all stores on the 10th of each month. Vendors must ship their 
approved, compliant catalogues to Lowe’s 3rd Party Distributor (CADMUS) by the 25th of the month at 3 
pm if they wish to be included in the monthly distribution. For example, catalogues that will be 
distributed to stores on August 10th must arrive at Cadmus by July 25th at 3pm. Shipments received after 
the established deadline will be held until the next 10th of the month’s distribution. There are no 
exceptions!  

Under no circumstances should a vendor distribute catalogues directly to Lowe’s stores. If this occurs, 
stores have been instructed to destroy the catalogues immediately.  

Lowe’s requires a specific number of copies to be inventoried to be eligible for monthly distributions. A 
packing list must be included in each shipment and all cartons must be labeled with contents including 
the catalogue name and assigned ID. Do not mix different catalogue IDs in the same shipping cartons.  

 
Paper Catalogue Stock Requirements  
Back up inventory is used for new store set-up shipments as well as existing store replacement orders to 
generate sales. Please note that a vendor’s catalogue can be displayed in more than one area of the 
store so some vendors may be asked to supply additional quantities when this occurs. 

 When inventory of a catalogue depletes to 10-20 units, a warning email is sent to the vendor and the 
Merchandising Team.  The emails will continue to be sent weekly until the inventory levels of the 
identified SOS catalogue pages are brought back above the minimum threshold or when the ID is made 
inactive due to distribution of a new revised catalogue or failing to comply with Lowe’s catalogue 
standards.   

CADMUS Electric City Printing 

Attention:  Lowe’s SOS Contact 
2530 Whitehall Park Drive 

Charlotte, NC 28273 
Phone: 704-583-6600 

Email: lowes@cadmus.com  
 

Attention:  Lowe’s SOS Contact 
730 Hampton Road 
Anderson, SC 29697 

Phone: 864-680-5913 
Rick Matney 

Email: rmatney@ecprint.com  
www.ecprint.com 

mailto:lowes@cadmus.com�
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When inventory goes below 10 units, an urgent warning is sent to the Merchandising Director and 
escalated to the Vice President of Merchandising for resolution.  

 
Updating Paper Catalogue Pages  
While updating SOS pages, current catalogue inventory must be maintained as Lowe’s must have 
inventory for new store set-up shipments and existing store replacement orders. 

Submit new/revised PDFs to Canada SOS Operations (canadaSOSoperations@lowes.com) for review, 
layout approval, and new ID assignment. 

Critical Information about Paper Catalogues – Please Read Carefully  
1. It is each vendor’s responsibility to maintain and update item availability and cost in a timely 
manner.  
2. The vendor must honour all item information (including cost) until a new paper catalogue has 
been distributed to the stores via Cadmus.  
3. All SOS costs should include prepaid freight.  
4. Do NOT send any paper catalogues or price lists directly to Lowe’s Canada stores. 
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Electronic Catalogue (eCat) Program through Genesis  
Lowe’s eCat system displays all necessary data for a store associate to sell a non-configurable SOS 
item. This system also enables store associates to perform basic searches to locate SOS items and 
vendors, allows the corporate office to set SOS margin and simplifies the selling process for the 
associate and customer.  
 
Benefits of this tool:  

• The store is not required to manually enter vendor and item data.  
• Increased order accuracy reducing returns.  
• Margin and cost can be managed at the corporate level.  
• Quick visibility to item data for customer quoting. 
• Automated purchase order updating. 
• Reduced manual invoice processing. 

 
Steps for Non-Configurable Item and Model Set-Up in PCM 

1. Publish GDSN data with Solution Provider 
2. Download Item Set-Up Sheet (ISS) 

a. LowesLink > Product Information  Item Set-Up Sheets 
b. Note: Find the appropriate Item Set-Up Sheet for your division 

3. Download Canada Only ISS from LowesLink® 
a. LowesLink  Login  Marketing Data Tool Builder 2012  Canada Only Item 

Setup Sheet -ISS 
4. Download eCat Cost Data Template  

a. LowesLink  Partner Information  Special Order Sales Information 
5. Complete Item Set-Up Sheet (ISS), Marketing Data Spreadsheet (MDS) and eCat Cost Data 

Template at the same time 
6. Upload digital assets (images and supporting documents) to PCM 
7. Email Item Set-Up Sheet (ISS) and Marketing Data Spreadsheet (MDS) to Merchandising 

Specialist (MS) 
8. Email completed eCat Cost Data Template to SOS Canada CSC Support 

(SOSCanadaCSCSupport@lowes.com) 
9. Lowe’s requires vendor GDSN data to be published successfully in two days or less. 

a. The clock starts ticking when a Lowe’s subscribes and stops when data is pending 
approval with Lowe’s 

10. MS completes ISS with newly created Item Numbers  
11. If there are errors in the eCat Cost Data Template, Vendor will receive an email from SOS 

Canada CSC Support Team indicating cost was not loaded for the following reasons: 
a. Models do not match – GDSN and cost file must match exactly 
b. Model is longer than 20 characters 
c. Once errors are corrected, spreadsheets must be uploaded again 

 
Additional Information About eCat SOS Items and Models  
Multiple vendor models can share the same Lowe’s item number as long as the margin percentage 
is the same.  
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Reporting is available that will show what information is currently loaded in the eCat system. To 
receive this reporting, you can send an e-mail request to canadaSOSoperations@lowes.com. Again, 
you must honour all active cost information in eCat until the updates are visible at store level. It is 
advised that you review the reporting at minimum on an annual or bi-annual basis. 
 
Models can be removed from eCat when a model is discontinued and will not be sold in the future 
or incorrect models are synchronized. Do not remove/delete models from eCat for “out of stock” 
reasons as deletions will remove all data, including marketing data, from PCM. If deletion is 
required, send an e-mail request to SOS Canada CSC Support (SOSCanadaCSCSupport@lowes.com).   
 

Critical Information about eCat – Please Read Carefully  
1. It is each vendor’s responsibility to maintain and update item availability and cost in a timely 
manner.  
2. The vendor must honour all item information (including cost) until the updates are visible at sore 
level.  
3. All SOS costs should include prepaid freight.  
4. Do NOT add or delete columns or rows; use “calculations”, “hide” columns or rows, enter data on 
the sample tab, or manipulate the cost spreadsheet in any manner. The spreadsheets are pulled 
through a loading tool in order to maintain integrity. Please follow the instruction files explicitly.  
 
  

mailto:SOSCanadaCSCSupport@lowes.com�
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M2O (Made-to-Order) Program  
M2O (Made-to-Order) is another electronic selling tool used for the selection, design, pricing and 
quoting of a configurable (custom) SOS item. The system is designed to ask a series of questions 
that will lead to specific item options fitting the needs of the Lowe’s customer. Once each project is 
sold to the customer, the system will electronically place the order with the Vendor through EDI.  
 
Benefits of this tool include:  

• The store is not required to manually enter vendor and product data.  
• Custom Design – enables the associate to build configurable items to meet specific project 

needs (e.g., windows, doors, blinds, vanity’s, shower doors, etc.).  
• Increased average ticket prices – enables Lowe’s to electronically communicate the scope of 

the total offering and provide opportunities to shift the mix towards higher end item 
options.  

• Increased order accuracy reducing returns – includes controls that monitor and validate 
customer’s requests (features, dimensions) prior to purchase.  

• Add-On Sales/Services – includes value added services (installation, warranty and delivery) 
associated with selected items as options.  

• Margin and cost can be managed at the corporate level.  
• Quick visibility to item data for customer quoting. 
• Automated purchase order updating. 
• Reduced manual invoice processing. 

 
Critical Information about M2O – Please Read Carefully  

1. It is each vendor’s responsibility to maintain and update item availability and cost in a timely 
manner.  
2. The vendor must honour all item information (including cost) until the system is updated at store 
level.  
3. All SOS costs should include prepaid freight.  
 
Once it is agreed the product should be added to the M2O selling tool, it can take six months or 
longer before your catalogue begins rolling out to stores depending on the complexity of the 
offering. For any additional questions, please email SpecialtySalesSystemSupport@lowes.com 
mailbox.  
 
M2O Set up Steps  
Step 1 - Complete a Commitment Form – This form contains additional information on the Lowe’s 
Catalogue Program (LCP), the program fee details and the development fees. Lowe’s will need to 
obtain approval prior to moving forward. Approval is given with the vendor’s signature submitted 
on the completed form submitted to the SpecialtySalesSystemSupport@lowes.com mailbox.  
 
Step 2 - Catalogue Development Review (CDR) – A CDR is a kickoff meeting to conduct the 
necessary data analysis required to create comprehensive Attribute Sheets and a Requirements 
Document as well as to provide an overview of the implementation cycle. This meeting will be the 
initial involvement with the M2O system. The length of the CDR will be determined by the SOS 
Team contact based on your item offering.  



   14 | P a g e  
 

 
It is recommended the vendor have representatives at the CDR meeting to take responsibility for 
the following project roles:  

• Project Management: responsible for providing a central point of contact between the 
vendor and Lowe’s and for managing the project through to conclusion.  

• Item offering expert: responsible for providing product knowledge and analyzing item 
presentation in M2O, and providing information on order processing.  

• Technical resource: responsible for understanding data structures and for providing data to 
Lowe’s in the pre-determined format.  

• Lowe’s Account Manager  
 
There is one key project contact person from the vendor responsible for seeing the project through 
to conclusion - the Project Manager. The Project Manger must be able to source information and 
expertise from the other team contacts defined at the CDR. It is critical the Project Manager be 
identified prior to the CDR, as their participation in the CDR is critical to the overall success of the 
project.  
 
To ensure a productive CDR, please provide us with the information listed below as soon as 
possible.  
• Product Knowledge:  

- Two Copies of your paper catalogue  
- Sample Order Form  
- Lead times according to item(s)  
- Lowe’s SOS item number(s)  
 

• Data Sources for the following:  
- Data Repository from which item data will be extracted  
- Answer Graphics in .png Format at 125 x 125 pixels  
- Model Graphics in .png Format at 145 x 145 Pixels  
- Enlarged Graphics in .png Format at 300 x 300 Pixels  
- Pricing information for Lowe’s Cost (Distribution cost or Third-party vendor cost as 

applicable)  
- Verbiage for Line Item Descriptions  
 

During the CDR, Attribute Sheets are used to gather specific product attributes, constraints, exceptions 
and rules. Product knowledge is required to ensure the attribute sheets are filled out accurately and 
completely. 
  
Completion of the Attribute Sheets is one of the primary deliverables from the CDR. If the attribute 
sheets are not completed during the CDR, they will need to be completed after the CDR and submitted 
to the vendor for review and approval.  
 
Another key deliverables from the CDR is the Requirements Document. This document will outline the 
components to be included in your M2O system. Not only will this document outline the Lowe’s specific 
requirements (EDI compliance, etc.), it will also include any vendor specific requirements.  
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Step 3 – Sign off of CDR Requirements Document – Once the Requirements Document is completed, all 
teams will review it in its entirety. Upon approval of the Requirements Document, the vendor will 
complete the sign-off sheet and return it to the Lowe’s SOS Team contact 
(canadaSOSoperations@lowes.com). Once the Requirements Document is signed, a Change Control 
Process will be implemented. If you request additional items to be included in the system that were not 
in the Requirements Document, the Change Control Process will be followed to approve those additions.  

Step 4 – Testing – At this point, the vendor catalogue will contain system functionality and data content 
that has been built in accordance with the Requirements Document. The vendor is responsible for 
assigning resources for testing at all project stages to ensure that product knowledge is implemented 
according to the requirements document. Vendor representatives are expected to conduct preliminary 
and final testing on-site at Lowe’s Mooresville Corporate office.  

Step 5 - Final Release and Sign-off – After the conclusion of catalogue testing by the vendor, the vendor 
will be asked to provide catalogue sign-off, verifying the system is acceptable for release to Lowe’s 
production. Upon receiving sign-off via email to the SpecialtySalesSystemSupport@lowes.com, Lowe’s 
will schedule the catalogue rollout. Please remember your catalogue rollout is dependent on the 
vendor’s company being EDI compliant and having successfully completed EDI testing.  

Step 6 - Store Rollout Process – The initial catalogue rollout takes approximately sixty (60) days once the 
catalogue is finalized. Lowe’s uses a phased approach for the initial rollout to ensure a smooth transition 
to the production environment and associate training if necessary.  

 
  



   16 | P a g e  
 

20/20 Program  
20/20 is in-store design software currently used to design kitchens. The system allows for placement 
and quoting of cabinets and accessories, countertops and appliances. Throughout the process, the 
customer can view the design from multiple perspectives, including virtual walk -throughs, 3D views and 
receive a price quote. Once completed, the associate submits a completed project through EDI which 
generates an order to the vendor.  

Benefits of this selling tool include:  
• Project selling and cross-merchandising  
• Electronic ordering (EDI) with less Operations and Accounting issues  
• Desired vendor base for category - stores will not need to place a manual order  
• The software identifies errors in the design or product layout and proposes necessary 

corrections.  
• Sales process is quickened and problematic phone calls to Vendor are alleviated  

 
Once it is decided to add your product to the 20/20 selling tool, it can take 3-4 months before your 
information begins rolling out to stores. This is dependent on whether you already have a 20/20 product 
catalogue or whether you need to start from scratch. For any additional questions, please email 
SpecialtySalesSystemSupport@lowes.com mailbox.  

The Canadian Merchandising Manager will identify new 20/20 Vendors to establish ROI projections and 
data attributes for the Vendor.  

We recommend the vendor has a representative to take responsibility for the following project 
roles:  

• Project Management: responsible for providing a central point of contact between the 
vendor and Lowe’s and for managing the project through to conclusion.  

• Product offering expert: responsible for providing product knowledge.  
• Technical resource: responsible for understanding data structures and for providing data to 

Lowe’s in the pre-determined format.  
• Lowe’s Account Manager  

 
There is one key project contact person from the vendor responsible for seeing the project through to 
conclusion - the Project Manager. The Project Manager must be able to source information and 
expertise from the other team contacts.  

2O/20 Set up Steps  
Step 1 – Kickoff Meeting – A kickoff meeting initiates your product catalogue’s incorporation into 
the Lowe’s 20/20 system. The purpose of this meeting is to develop business requirements and 
allow 20/20 Technologies to understand your specific business needs.  
 
Step 2 – Catalogue Certification – The catalogue is populated and an email is sent from the vendor 
to the SOS Team contact to advise the catalogue is certified and ready to test.  
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Step 3 – Testing – The data is then received, installed on the test box, reviewed and tested. The 
vendor is responsible for assigning resources for testing at all project stages to ensure that product 
knowledge is implemented according to the requirements document. The vendor representatives 
may be asked to conduct preliminary testing on-site at Lowe’s Mooresville Corporate office.  
 
Step 4 - Final Release and Sign-off After the conclusion of vendor catalogue testing, the vendor will 
be asked to provide catalogue sign-off, verifying the system is acceptable for release to Lowe’s 
production. SOS item number and configuration files are set and ready to load and the SOS team 
will offer an effective date of the catalogue data. Note the catalogue rollout is dependent on the 
vendor’s company being EDI compliant and having successfully completed EDI testing.  
 
Step 5 – Rollout – IT will load the data and the SOS team will schedule communication of the 
catalogue roll-out. The initial catalogue rollout takes approximately sixty (60) days once the 
catalogue is finalized. Lowe’s uses a phased approach for the initial rollout to ensure a smooth 
transition to the production environment and associate training if necessary.  
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Order Fulfillment  
There are a few customer fulfillment options available for SOS programs. Item set up will drive which 
options the store associates see. Work with your Canadian Merchandising Team to identify the best 
options for your item.  

• Store Pickup – item delivered to the store (this is the default option).  
• Direct Delivery (DD) – item delivered to the customer’s home or to a 3rd party installer.  
• Lowe’s Delivery – item shipped to Lowe’s store and customer pays Lowe’s to deliver.  

 
Packing Slip Requirements  
To ensure orders are processed correctly and make it to the intended customers, Lowe’s encourages all 
vendors to use a standard packing slip for special orders. The format resembles a bill of laden and can be 
used for all shipments either to the store or direct to the customer’s home. For direct delivery orders, 
the packing list will provide the customer with a Lowe’s branded packing list and the necessary 
information if there is an issue with the order, keeping the relationship with the customer at Lowe’s as 
opposed to burdening the vendor. A packing slip needs to be included in each SOS purchase order.  

The Lowe’s packing slip template can be found using the following link: 
http://www.loweslink.com/llmain/pubdocuments/sosSOSDirectDeliveryVendorInvoice.pdf  

 
Direct Delivery Set up  
Meeting the needs and expectations of the customer is paramount and having the ability to ship items 
direct from the vendor to the customer is a growing expectation. By shipping to the customer we 
minimize damages, reduce handling, and mitigate potential loss of the order within the Lowe’s stores. A 
big plus to the customer is they receive their order conveniently and quicker.  

For purchase orders to be direct delivered to a customer’s home there are several critical setup 
steps:  
 

1. Business Process Certification – This step provides confirmation the vendor has the capability to 
manage and fulfill orders shipped directly to the customer’s home. This step requires the vendor 
to confirm they can pick and pack individual orders and meet Lowe’s packing slip standards.  

2. EDI certification – This step requires a vendor to work with Lowe’s EDI department to complete 
both SOS EDI and SOS DD EDI certification which enables Lowe’s to transmit the customer name 
and address electronically to the vendor.  
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SOS Invoices  
Lowe’s enforces a zero tolerance for pricing exceptions. In the event a Lowe’s store’s cost and vendor 
invoice mismatch, the cost from the Lowe’s store will predominate unless the vendor invoice is less. The 
vendor will receive notification of the short pay via LowesLink and the check remittance will show the 
deduction amount above the invoice paid. Refer to the vendor inquiry demonstration: 
http://www.loweslink.com/pubdocuments/ctpVendor_Inquiry_Deduction_VendorTraining.pdf                                 
- (slides 32-35, source code SOS) for additional information.  

Please review any disputed pricing discrepancies for SOS item with the store. Obtain a signed copy of 
the SOS Work Order Sheet from the store and send the copy via LowesLink. 

For Special Orders, vendors will submit one invoice per order, with no backorders being allowed by 
Lowe's. Invoicing should be initiated on the day of shipment completion and not before. The negotiated 
cost must include freight charges. Freight bills for Special Order merchandise tendered as collect will be 
debited against your account. All Electronic Catalog / EDI vendors will be required to transmit all 
invoices for payment for special order product electronically to Lowe’s. In addition, all special order 
vendors submitting more than 100 invoices to Lowe’s will be required to transmit all invoices 
electronically. For vendors who are required to transmit their invoices electronically, a $25.00 charge 
will apply to all manually (paper) invoiced transactions. 

Vendors should send their invoices with the store number and SOS purchase order number clearly 
indicated on the invoice to one of the following addresses:  

• Lowe’s EDI invoice requirements can be found on LowesLink: 
http://www.loweslink.com/pubdocuments/BILLING.pdf  

 
For faxed orders, in circumstances where vendors do not use EDI or Webforms, or in special cases 
when an order is faxed manually by an associate: 
 
• For Vendors with net and extended terms 15 days or more, send invoices to:  

Lowe’s Corporate Trade Payables  
Trade Payables Department  
P. O. Box 1111  
North Wilkesboro, NC 28656  
 

• For Vendors with short term discountable less than 15 days terms, send invoices to:  
Lowe’s Corporate Trade Payables  
Special Handling Section  
P.O. Box 2068  
North Wilkesboro, NC 28654  

 
Complete information about Corporate Trades Payable requirements can be found on LowesLink: 
http://www.loweslink.com/llmain/pubdocuments/VendorInformationGuide.pdf  
 
 

http://www.loweslink.com/llmain/pubdocuments/VendorInformationGuide.pdf�
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Contact List  
 
Accounting - SOS Debits 
Phone: (336) 658-2090  
 
EDI  
Implementation: EDI-Implementation@Lowes.com  
Production Support: EDI-Production@Lowes.com  
 
Lowe’s Payables Support Hotline  
Phone: (336) 658-2121 Available Monday-Friday 8:30 - 5:00pm EST. Listen to the prompts for SOS 
Invoice questions.  
Email: CanadaAP@Lowes.com  
 
M2O or 20/20 Program Support 
Email: SpecialtySalesSystemSupport@lowes.com 
 
SOS Paper Catalogue Program Support 
Email: canadaSOSoperations@lowes.com 
 
SOS Vendor Onboarding and eCat Program Support  
Email: SOSCanadaCSCSupport@lowes.com 
 
Vendor Set-Up Information  
http://www.loweslink.com/main.htm  
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SOS Acronyms and Key Terms  
20/20 – Kitchen design software used for cabinets and countertops.  
 
Cadmus – Third-party company contracted by Lowe’s to provide warehousing and distribution 
services for SOS paper catalogue pages to stores.  
 
Catalogue ID Number – System generated number assigned to approved paper catalogue material.  
 
CBC – Commercial Business Customer – Business related customers such as builders, repair and 
remodelers, professional trades’ people, property management professionals, retail and business 
maintenance, or other customers associated with or owning a business.  
 
CDR (Catalogue Development Review) – Kickoff meeting to gather data analysis required for M2O.  
 
Configurable Product – Custom made SOS item requiring a vendor to manufacture an item to 
customer specifications.  
 
eCat (Electronic Catalogue) – A corporate database that contains all SOS item data and cost.  
 
Edgenet – Third party software provider responsible for the M2O software and initial development 
of vendor M2O catalogues.  
 
EDI (Electronic Data Interchange) – The electronic exchange of business documents - POs, sales 
data, invoices, payment remittance, load tenders, etc. - between two parties, using an industry 
standard format.  
 
GDSN- Global Data Synchronization Network 
 
GLN (Global Location Number) – A globally unique identification number for physical, functional, or 
legal entities which in this case will identify the home office vendor location and/or ship from 
locations. While a GLN is not required to provide item data in Lowe’s PCM webforms, to participate 
in Lowe’s marketing initiative you must have a GLN. For more information on how to secure a GLN, 
visit www.gs1.org.  
 
GTIN (Global Trade Item Number) – A globally unique identification number for items and services 
that identifies the items a vendor sells at all levels of packaging (pallet, case, inner pack, and each).  
 
M2O (Made-to-Order) – A configurable pricing and quoting SOS selling tool.  
 
Market Specific Program – SOS models available only in a specified group of Lowe’s stores.  
 
MSBA (Master Standard Buying Agreement) - A contract between Lowe’s and a vendor for them to 
provide and deliver products to Lowe’s for retail sale.  
 
National Program – SOS models available for purchase in all Canadian stores. 
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Order Management – System that manages the full cycle of an order, from the time it is invoiced 
until it is picked up or delivered to the customer.  
 
PCM- Product Content Management- Lowes system that collects, synchronizes, and validates 
product data 
 
SPIFF – Sales Performance Incentive Fund – Merchandising promotion in which store employees 
receive an incentive for specific product sales.  
 
VBU (Vendor Number) – Lowe’s created vendor number. There are several levels to a VBU.  
Home Office Vendor Number refers to the location of the CEO /President of the company while the 
Remit To Vendor Number refers to the location where our Accounts Payable personnel send invoice 
payments.  

 
VIS (Vendor Information Sheet) - a document that is updated annually that documents a vendor’s 
agreed upon terms and conditions 
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