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This month and next month, 1
look at distribution from a
customer service perspective.
Yes - the DC is a critical link to
customer satisfaction (or
dissatisfaction) and this article
will tell you why.

The video of the month looks at
an innovative new type of
AS/RS system that uses
portable shelving units and
AGVs.

My operations spotlight covers
the first of a two part series on
void fill options.

Finally, I look at methods for
storing large numbers of
pallets for a single SKU
compactly and inexpensively.
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Feature Story: Ten Most Common Customer Service Failures - Part IC

Part1

This month we look at the distribution
center from a customer service
perspective. Companies with the
highest levels of customer satisfaction
always carry their goal of customer
service perfection into the distribution
center.

It is too easy to think of the
distribution operation as an operation
completely separated from the
customer, and companies that do this
do so at their own peril. We look at 5
common failures this month and 5 more
next month.

Your DC an Customer Service

This month's feature article is
looks at how the DC can affect
the satisfaction of your
customer, and even how it can
cause the loss of a customer
through critical service failures.

10. Failure to Fix a Problem Quickly

There is nothing more frustrating than having to wait for weeks to


http://www.2wmc.com
http://www.2wmc.com/DF/V2/V2N1/V2N1W.html

have a problem fixed. I've had the experience of being required to
return a product damaged in shipment before the company would
ship a replacement. This added weeks to the original delivery time,
and I still remember it now 3 years later.

Click the Graphic More

Information and to Register! 9. Doing too much with one Package

With the pressure to provide free shipping, many operations try to
put as much as they can in a single box. I recently ordered a bunch
of books, and found them thrown in a box with no cushioning, and
the lightweight box and tape didn't hold up well on the trip. The box
was nearly burst open when I received it. Make sure that you don't
over-do it, and also be sure not to mix incompatible items such as
heavy and fragile items, without proper protection. You may have to
bite the bullet and pay for an extra package, or put a package within
a package to provide better protection in transit. Talk to your carrier
about their policy for discounts for multiple boxes to a single address
on a single day.

A unique three-day conference
covering customer service, )
logistics, and streamlined 8. Inadequate Item Packaging

distribution center operations.

Some items may be loose or poorly protected in the packaging

Chicago - April 30-May 2, 2007 received from your supplier. The lack of good vendor packaging may

JUST 1 1/2 WEEKS AWAY! result in product damage or simply give a bad impression. Either ask
for changes from your supplier, or perform a value added function to
improve the packaging of these items yourself. For example, you
might spend the time to fold, bag, and label a shirt to demonstrate
to the customer the inherent value of the product that they just
Come see us at NCOF! ordered.

(click an item below for additional info)

i 7. Expired, Sensitive, or Obsolete Product
Full Presentations:

The Last 100 Yards: There is no b_etter way to anger a (_:ustomer than to sgnc} t_hem a
Wi (1) QU CoEE B product that is expired, almost expired, one that has diminished in
Improve Output in quality, or one that is no longer the most recent version. Care should
Your Packing and Shipping Area be taken both in inventory control, and in verification of items prior
(Monday April 30, 1:45-3:00 pm) to shipping to prevent old or obsolete product from being

Working Smarter in Your DC accidentally shipped. If you have items that are s_,ensitive to

o () BET LATEy hgat_/cold, consider ways to protect them better in storage, or

Without Spending a Fortune eliminate them from your offerings.
(Tuesday May 1, 1:45-3:00 pm)
6. Failure to Communicate with Customer
Roundtables: Nowadays your competition may send 4 or more emails telling the

customer the status of the order. Companies that don’t communicate
what is happening with a customer’s order aren’t playing any longer
on a level playing field. In particular, you should be able to update

Picking Strategies
(Tuesday May 1, 7:30-8:30 am)

Packing Strategies the customer on a tracking number, and on any exceptions or
(Wednesday May 2, 7:20-8:10 am) problems that occur on the order.
Back to top
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- This month, we will look at a new twist on AS/RS systems. The system

shown in this month’s video brings shelving units to the picker, rather than
gt o Oycisiog Vit having the picker travel to the shelving unit. What makes this system
o unique is that it is both flexible and expandable, and expansion can be done
b bt gradually. Most AS/RS systems are limited to a specific throughput once

they are deployed. This system allows increases in throughput to be
achieved through the addition of more mini-AGV units. Additional storage
can also be added in any quantity at any time through the purchase and
deployment of more shelving units. The mini-AGV’s are battery powered and
R one unit can “rest and recharge” while others continue working, making it
" " ——— possible to have a perpetual 3-shift operation. Another neat feature is that
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Click the icon above to be taken
to our White Paper page. This
page has 4 different white papers
of general interest to those who
manage order picking operations.
There are two white papers on
general order selection, and there
are also papers on carousels and
voice directed picking.
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Click on the icon above to be be
taken to our material handling
resource locator guide. This guide
is interactive, easy to use, and
driven with an icon-based
interface. Using it, you can
quickly locate information on
systems, software, and
equipment. Each area provides
links to vendors as well as a brief
description of each technology.
Try it out and bookmark it for
future reference!

Back to top

Opening Day is Here!

Save 15-50% on Labor!

Call us today
(312) 528-8158
to Find out More!

At 2wmc, we are experts in
helping our clients save money.
We do this by helping clients
select solutions that meet their
specific needs. Unlike many
systems and equipment providers,
including some who call
themselves consultants, 2wmc
has nothing to sell you other than
our experience. We work

replenishment and picking can be done concurrently using the same set of
AGVs, but at different physical stations.

Video Courtesy:

Kiva Systems

Requires Flash

Clicking the graphic to the left will
open a new window and play your
video.

e B T Ty
Above: A Mini-AGV Installation
Photo Courtesy: Kiva Systems
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Operations Spotlight — Void Fill Options — Part |

Note: Material covered in this article will be presented in
much greater detail in my talk at the NCOF, The Last 100
Yards, Monday April 30th at 1:45 pm (click here for
complete details and a link to the conference site).

In our operations spotlight, we begin a series on how to pack and fill the void
before shipping out a package. Many different types of fill and void fill
equipment have been introduced over the past 20 years. We will proceed
chronologically, starting with some of the systems that have been around the
longest, and proceeding to the most modern systems commonly available.

This month - Paper Void Fill and Peanuts
Next Month - Other Alternatives

] Above: Continuous Flow Paper
Above: Peanuts Courtesy FP International
Below: Paper Pads

Courtesy Ranpak Below: Continuous Flow Paper

Courtesy Geami
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exclusively for you and represent
no other system or equipment

provider Hand Crumpled Paper - Hand crumpled paper has been with us as the

“original” packing material, and it probably began with the invention of
newspaper. Today, companies provide flat sheets of craft paper in
different thicknesses and this paper can be crumpled and fit to fill a
void. It is one of the slowest of all void systems, but it can be used
effectively to pack almost any type of material. Like all paper solutions,
the longer distance that your packages travel, the more the paper will
tend to matt down, and the less protective capacity it will have.

We evaluate low or no cost
solutions first, and then show you
what you can do before you
invest in capital solutions. We
then show you the true value of
those capital solutions by
evaluating only the additional
savings that they may provide - a
step often skipped over by
salespeople.

Machine Created Paper Pads - Paper pads were one of the first
automated paper solutions. Pads can be created to specific lengths and
can be filled to a reservoir or created on demand. If you have only a
couple of different shipping container sizes, pre-cut pads can work well.
Pads can also be used for variable sized boxes, just by throwing in the

We understand all types of order
pads as you would any crumpled paper.

selection systems, including voice
directed picking, pick to light,
carousels, AS/RS systems,
sorters, A-Frames, and RF
scanner based systems. We can
help you figure out which
solutions are best for your
operation. Give us a call today
(312) 528-8158.

« Continuous Flow Paper - Continuous stream paper is an alternative to
paper pads. Several different types of machines are now available
ranging from a single workstation system to very high-speed in-line
systems. A neat feature of continuous stream systems is that paper can
be utilized to wrap items as it is dispensed, and can also be directed to
fill specific voids in containers as it is dispensed.

« Peanuts - Peanuts are terrific cushioning material. The problem is that
most customers hate the mess that they make, and some customers
don't like any type of non-biodegradable product. Styrofoam peanuts
have superior cushioning capacity and are very light. Peanuts can also
be purchased that are made of starch. The starch peanuts have less
cushioning capability and can matt down more than Styrofoam, but they
are 100% biodegradable. Starch peanuts may get sticky in hot humid
weather, so they may not be ideal if they are stored for a long period of
time. They also may create pest problems since they are an edible
material.
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Technology of the Month — Pallet Storage Options (Part I)

Are you thinking about adding to your
existing pallet storage? There are a
number of alternatives to traditional
selective pallet rack that you may want to ©
consider. This month, I'll detail some
things you should look at prior to spending
money to add more pallet storage.

A Look Ahead to Next Month
Do you have many pallets of a single SKU? «

If you do, you may be able to store them

Feature Story: _ , _ more compactly. If the pallets come and

Top 10 Customer Service Failures in the . .

Distribution Center - Part II go in an unpredictable manner, you may
want to consider dense floor storage

Video of the Month: alternatives. Floor storage is the topic for Above: Floor Storage is free
Automated Order Consolidation this month. Next month, we will look at (except for your rent) and can be
Operations Spotlight: deep rack storage alternatives. the densest of any bulk pallet

Void Fill Options - Part II storage method

Technology of the Month:
Pallet Storage Options - Part II

Block Floor Storage: By far the
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cheapest of the alternatives, this
strategy is great for creating very
high density in a very small space. If
you can stack 3 or 4 pallets high, it
can be the cheapest and densest of
any alternative. The key is that you
must manage your stock, and if FIFO
is important, you must pick lanes
clean before putting away newly
received pallets. More likely, you may
have a situation where you can stack
- only 2 pallets safely. In that case you
Above: Block (Free Standing Pallet) | need to consider the purchase of
Floor Storage equipment to safely stack pallets on

the floor.

Stacking Frames: Stacking frames
eliminate the problem of stacking
height by using a rigid frame that can
support loads that could not
otherwise be stacked. Another
advantage of stacking frames is that
they can be used to stack loads that
are not flat or level on the top.
Stacking frames can be moved to
any floor location and can be taken
away and stored flat (or even
outside) when not in use, so that
they are great for occasional large or

seasonal receipts.

Above: Stacking Frames
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