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Bottom Line : Manage your processes
effectively and efficiently, day-to-day,
to delight your customers
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A better customer experienceA better customer experience
and reduced wasteand reduced waste

Industry statistic states there is
approximately 25%* waste

(as a percent of total revenue)
within business processes.

* Source:  Six Sigma:  A Breakthrough Strategy, Quality Progress, May 1998
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99% Good (3.9 Sigma) 99.99966% (6 Sigma)
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Ongoing process improvement  

Manage core processes

Problem
Solving

Core
Business
Process

Pipeline
for Projects
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SupplierSupplier
ProcessProcess

(Add Value)(Add Value) CustomerCustomer

Requirements &
Feedback

Requirements &
Feedback

Inputs Outputs
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Executive
Management

Business Unit
Management

Functional
Management

Activities Business ProcessBusiness Process
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Take
Order

Take
Order

Invoice
Customer

Invoice
Customer

Deliver
Product

DeliverDeliver
ProductProduct

Install
Product

Install
Product

Attract
Customer

Attract
Customer

Order to Delivery ProcessOrder to Delivery Process

CustomerCustomer
RequirementRequirement

CustomerCustomer
RequirementRequirement

SatisfiedSatisfied

Process

Staged
order

StagedStaged
orderorder

Ship to
Staging

Deliver to
Customer

Pick
order at

DC

ActivityActivity

Sub-Process

Procedure
Task 1
Task 2
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Customer needsCustomer needs
a producta product

Internal Customers

Order to Delivery Process

Order
Attract

Deliver
Invoice Install

Customer hasCustomer has
productproduct
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ExpectationsExpectations

Expectations

ExpectationsExpectations

Expectations

Agreed-upon
Requirements

Needs

Wants

Needs
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Steps to help identify and communicate
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Key questions to ask yourself when
working with suppliers
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Model and measure “as-is” first.
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Environmental
Factors

Materials DocumentationSystems

People Tools &
Equipment

Appliances,
Treadmills, etc.

SAM, RIM
Business Process Systems

Sales Documents
Delivery Documents

Store Layout
Hold Areas

Store Associates
Merchants

SNC’s
Forklifts, Handcarts
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Deployment Flowchart Example

External
Customer Dept. A Dept. B Dept. C

S
te

p 
1

S
te

p 
2

S
te

p 
3

Activity

? Activity

ActivityActivity

Activity

Need

Need
Met
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What do you measure now?What do you measure now?
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Let the Data Lead!Let the Data Lead!
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LINE GRAPH

Cycle Time from Customer to
Delivery

(All MDO’s 10/7/02-12/15/02) Order
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PIE CHART

Refrigerator Sales by Type
(All FLS Dec 2002)

Data visually displayed gives a much
clearer understanding of what is

happening in a process

Unfulfilled Requests by Item
(Jacksonville RRC - Nov 2002)

BAR CHART
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Other simple statistical tools can be used
to help manage and improve a process

Histogram
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�5

�5

Scatter Diagram

Relationship of # of Orders to Time
to Process an Order (11/97)
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Control Chart

Time to Process and
Ship an Order
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Define

Measure

Analyze

Improve

Control

What is the Problem?

How Big is the Problem?

What is Causing the Problem?

What can you do to Eliminate or Reduce

the Root Cause of the Problem?

How will you Monitor Gains made?
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