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About	
  Me	
  

Massive	
  Cats	
  Supporter	
   Can	
  have	
  a	
  chat	
  about	
  every	
  major	
  sport	
  
from	
  around	
  the	
  world	
  about	
  their	
  form	
  

and	
  ?tle	
  chances	
  

and	
  

Interes'ng	
  Fact	
  



Service	
  Now	
  

What	
  is	
  it	
  and	
  how	
  is	
  it	
  used	
  at	
  Coles?	
  



What	
  is	
  it?	
  
	
  

A	
  plaHorm	
  used	
  to	
  create	
  and	
  modify	
  queries	
  made	
  by	
  
suppliers	
  regarding	
  their	
  transac?ons	
  with	
  Coles	
  	
  

It’s	
  use	
  by	
  the	
  Accounts	
  Inves'ga'on	
  Team	
  

It	
  is	
  used	
  to	
  view	
  allocated	
  Supplier	
  Request	
  Queries	
  made	
  by	
  supplier,	
  take	
  
relevant	
  ac?on	
  and	
  resolve	
  the	
  query.	
  

	
  
Main	
  types	
  of	
  queries	
  include:	
  Invoice	
  Query	
  (both	
  retail	
  outlets	
  and	
  DC’s)	
  

and	
  Claim	
  Query	
  
	
  

Other	
  requests	
  include	
  copy	
  of	
  claim,	
  copy	
  of	
  remiSance	
  and	
  seSlement	
  
discount	
  



Inefficiencies	
  of	
  Service	
  Now	
  



Inefficiency	
  1:	
  Communica'on	
  Labels	
  





Recommenda/on	
  



Sugges?on:	
  by	
  changing	
  the	
  label	
  to	
  AI	
  when	
  sent	
  from	
  
AI	
  mailbox	
  it	
  is	
  so	
  much	
  easier	
  to	
  iden?fy	
  things	
  without	
  

having	
  to	
  look	
  at	
  each	
  one	
  



Benefit:	
  Addi/onal	
  60	
  queries	
  can	
  be	
  solved	
  per	
  year	
  



Inefficiency	
  2:	
  Having	
  to	
  hit	
  the	
  acknowledge	
  buHon	
  
when	
  email	
  sent	
  by	
  the	
  an	
  AI	
  Team	
  Member	
  





Sugges/on:	
  the	
  acknowledgement	
  buDon	
  will	
  only	
  
appear	
  when	
  received	
  from	
  another	
  email	
  	
  address	
  

(i.e.	
  external	
  to	
  AI	
  team)	
  



Benefit:	
  Resolu/on	
  of	
  addi/onal	
  618	
  queries	
  



Inefficiency	
  3:	
  The	
  lack	
  of	
  easily	
  viewable	
  team	
  
member	
  sta's'cs	
  (ex:	
  no.	
  of	
  queries	
  resolved)	
  



Daily	
  Stats:	
  	
  	
  resolved:10	
  	
  Pending:	
  15	
  

Current	
  Method	
  

Long	
  winded	
  process	
  which	
  can	
  be	
  avoided	
  



The	
  total	
  displayed	
  is	
  a	
  14	
  day	
  number.	
  



Recommenda/on	
  



Installa/on	
  of	
  	
  sta/s/cs	
  toolbar	
  

The	
  numbers	
  are	
  updated	
  when	
  browser	
  is	
  refreshed	
  



Benefit:	
  An	
  es/mated	
  5%	
  increase	
  in	
  a	
  team	
  members	
  produc/vity	
  (i.e.	
  5%	
  
increase	
  no.	
  of	
  queries	
  resolved	
  per	
  annum)	
  

The	
  scope	
  of	
  resolving	
  3713	
  addi/onal	
  queries	
  per	
  year	
  



Inefficiency	
  4:	
  Manually	
  calcula'ng	
  the	
  follow	
  up	
  
date	
  	
  



Current	
  model	
  

Issue:	
  Dates	
  differ	
  and	
  this	
  depends	
  on	
  the	
  stakeholder	
  the	
  email	
  is	
  
being	
  sent	
  to.	
  



1	
  day	
  
	
  

3	
  days	
  
	
  

14	
  days	
  

Selec?on	
  of	
  an	
  op?on	
  below	
  updates	
  the	
  date	
  in	
  the	
  follow	
  up	
  
date	
  box	
  

Recommended	
  Model	
  



Benefit	
  
Addi/onal	
  103	
  queries	
  can	
  be	
  resolved	
  per	
  year	
  and	
  a	
  monetary	
  

value	
  of	
  $1031	
  can	
  be	
  more	
  efficiently	
  used	
  



Overall	
  
	
  

	
  	
  	
  	
  	
  	
  	
  	
  	
  4	
  Recommenda/ons	
  made	
  
Scope	
  of	
  4,000	
  addi/onal	
  queries	
  resolved	
  per	
  

year	
  
	
  
	
  
	
  

	
  



Time	
  taken	
  to	
  compile	
  this	
  presenta/on	
  
	
  	
  

On	
  a	
  final	
  note	
  




