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Case Stuby-M aiL ORDER FULFILLMENT

In my business, | ship software and training materials. This
resultsinavariety of possiblefulfillment errors:

Fulfillment Errors
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DerINE THE PROBLEM

Onaverage, weweregetting 10 errorsper month—about a3%
error rate. By analyzing each error, we were able to identify the

most common types of errors,
Fulfillment Errors by Error Type
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To analyze the problem that shipments were not being re-
ceived, wethen looked at the source of these errorsby examining
theinvoices and any returned packages.
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Source of Error
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| set agoal of reducing these errors by 50%. Asyou can see
from this chart, invoicing and fulfillment (packaging) contribute
over 50% of the problem!

ANALYZE THE PROBLEM

Part of our probleminvolvedtheretyping of orders, resultingin
address and order errors. Another involved tracking the shipped
products.

Packing

Retyping Order

Not captured electronically

Why? Bad Addresses
Why? Problem Statement
— Taken Wrong

During 2002, Inwoicing
accounted for 31% of
not received errors
which was higher than
desired and caused
customer
dissatisfaction.

Not Tracked

Cost of tracking
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PREVENT THE PROBLEM

To prevent these problemswe choseto:

1. Capture all internet orders electronically and import them
into the billing software. Additionally, we decided to drive
morecustomerstothewebsiteasopposedtothephoneor fax.

2. Capture all phone orders electronically using the internet.
(Typeonceand import.)

3. Use Stamps.com to create the shipping | abel s because:
» Stamps.com validatesthe address using USPS data

 Stamps.comprovidesFREE delivery confirmation ($0.45/
order savings).

CHEcK REsuLTS

It took about two months to implement all of these improve-
ments. Asaresult, total errorshavedroppedfrom 10/monthto 2.4/
month, a75% reduction.

Implemented
Process
27 Changes

Fulfillment Errors
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SusTAIN THE | MPROVEMENTS

Usingthisdata, wearenow chartingtheerrorsper monthusing
ac chart (above).



