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We are Hamilton…We make the best, Ship the Fastest, Driving our Future

Closing Out BPI #7

Credit Cards
This BPI began in January, when Steve Lippert led Heather Walker, Courtney Seeley, Mark Lippert and Randy Newton in an exercise to streamline credit card processing.  There were both security issues (with having customers’ credit card data) and efficiency matters.  Each credit card order required a shipper to make a trip into the office to check on the payment status.
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Credit cards represent a growing payment option for our customers.  On the positive side, this is a good option for our cash flow!

Credit card security is more important than ever these days.  Our new policy is to keep the credit card information only long enough to get the order entered and credit approved, and then we destroy the data.  Paperwork containing the card number is shredded, thanks to the new “tear off” section at the bottom of the redesigned order pad.  That change was one of the action items for the team.
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Measurements are a part of every BPI!

It is very important for the credit card transaction to work correctly the first time.  For that reason, the team put measurements in place.  When there is an issue with the customer’s card or bank, those circumstances are outside of our control and therefore are not tracked.  But if we misinterpret a number or write it incorrectly, that is a “recordable error”.  These are tracked to determine our FTQ (First Time Quality).

The measured “FTQ” dip in April (previous chart) resulted in a CAR (Corrective Action Request) from Ralph Jackson.  The team responded with a procedural change.  Each salesperson now repeats back the credit card number received over the phone to reduce the likelihood of a transcription error.  It works!  First Time Quality bounced back nicely following the change.
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The magnitude of the improvement is evident in the “before” and “after” process steps.  Above, Lester, Steve, Dave and Jim review the original process.  Simplicity ruled, and the result (lower picture) is many fewer handoffs and less walking.  Most of that saved shoe leather belonged to the shippers.
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