= Process Analysis

Activity A Frequency Mean duration Duration range \

Order pulling M 4Tmins Tsecs | 4hours, 10 mins [} |
Customer places BOPIS order 40 13 mins, 39 secs 28 mins
FUlfillment process beging 39 hmins, 7 5ecs 23ming
Order puller logs into order 39 B ming, 58 secs 36 mins
Order staging 26 17 mins, 4 5ecs 40 mins
Curbside pickup 23 6hours 33 mins I 6 days, 7 mins
Beqin order cancellafion 17 2howrs, 56 mins B 2days, 8 mins
Order puller goes to computer 14 ﬁmins,ﬁﬂsecs\ 12mins\

Holistic analysis of the process revealed several
area’s for improvement. Order management lacks
adequate oversight resulting in employee
underutilization. Stockouts lack proactive resolution,
leading to increased order cancellations. Finally,
abandoned orders are left unattended for up to eight
days, tying up valuable inventory from being sold.
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’ Data Collection

BOPIS order data was collected and
processed through various software
iIncluding Excel, Disco, and Celonis. Areas
considered critical to customer quality
were assessed in an effort to identify
process bottlenecks. Order pulling, picku
times, as well as order cancellation’s
required deeper understanding.

Process Improvement

Proposed improvements:
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1. Employee accountability by order
assignment and evaluation.

Accuracy
. . 2. Missing inventory resolution via ship-to
Orders Buy Online and PICkUp solutions.
Contain Al tems In-Store Process 3. Order pickup times improved through

optional appointments.

Improvement
90'%+ Satisfaction < Error Rate 2 Hour Pick & Pack P * * * * *
Problem Statement respat o o .
The Home Depot’s BOPIS system accounts for Critical RO[VJVI?iI\lferSi PI'O]ECtIOnS & Review
25% of overall sales and will play a critical role ty

These improvements are projected to reduce
BOPIS order cancellation by 20%, increase overall
employee utilization by a net of 15% , and improve
customer satisfaction to at least 90%. Continued
review through employee evaluation and
engagement with improvements is necessary to
inform future performance decisions.

in sustaining growth for the company’s current
earnings of $132.1 billion dollars. Growing
e-commerce has put a strain on the process
causing long order times, missing inventory, and
frustrated staff. Through process improvement,
we seek to reduce cancelled orders 20% and
achieve 90% customer satisfaction. -7
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