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Visibly better business processes through strategic ASTARK
Initiatives in digitalization and streamlining

Henrik Schriver, speaker at OPR Conference 2018
What you will learn during the presentation:

Understand your business before you start to align and change - How to
identify process user, process owner and their correlation seen from the
customer perspective.

How to ensure one available truth, and be able to communicate it.

How documentation becomes a relief for your organization - And releases
time to do what you do best.



https://www.qpr.com/qpr-conference-2018-process-mining-digital-transformation
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ABOUT STARK GROUP

« STARK GROUP is the largest retailer and distributor of building materials in the
Nordic region



As per 31 July 2017
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180 BRANCHES

15

Revenue 7%
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Revenue 25%

12

Revenue 42%

66

Revenue 26%



WHY?

Our Challenges

Last documentation was from 1996
Our business is not frontrunner in
relation to digitalization

High degree of anarchy

E-mail rules

Unclear expectations

Ownership

In 2005 acquired by an equity fund
2008 sold to Wolseley, UK, Pluming

2018 Sold to Lone Star, US, Equity
fund

STARK

Sammen bygger vi professionelt

Legacy
Until 2005 a voluntary chain
Shared Purchase, Marketing and IT

Main driver

This project started in 2016

We had just started auditing all branches to
comply to a certain standard mainly focusing
on safety




Sk

N

>

ISTARK

Sammen bygger vi professionelt

From Complexity

To Simplicity

We are implementing a new
strategy

Core focus is to optimize
sales

Simplicity in our business will
release time to focus on
sales

Overview

Interaction

To create simplicity we have
to start by creating an
overview of our complexity

We need to understand how
interactions are between the
different functions of our
business

Understanding

Align and clarify

By understanding interactions
we have the base to optimize
and time our efforts

A shared understanding will
help us to identify areas for
alignment and clarification

Solid Foundation

Focus on
Core Business

Alignment of our processes
will create a solid foundation
and strengthen the way we
work

It will become easier to fulfill
daily tasks, introduce new
employees and focus on our
core business
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STRUCTURE OF THE BUSINESS PROCESS MODEL

« The Value chain seen from the customers perception

) ) PROCESS > ) PROCESS > ) PROCESS > ) PROCESS
i “ R e

Quality /
KPI's

Dimensioning

Market Forecast and Business Yearly Plan Monthly Plan Daily Operations Store Ready Customer Handling
Demand 5000
—_—




SUPPORT PROCESSES

' iveness
lign to support operational effectiv
« Align
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Dimensioning
Daily
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Store Ready Handﬁng
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ON
CREATING OF THE SKELET

Forecast ang _ Eusin_ess
A Darend
Yearly Daily

Plan Operations /
Customer Quality /
St y
e

Support Processes

Policieg Organization
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DOCUMENTATION AND “HOW TO”

The Mimer will become the one
place to search for knowledge on
how to run our business.

Fo[;ecastand Business
€mand Dl'mensioning
Monthy ;
Customer 3 Daily
Handiing Perations
Quality /
KPJ's

Support pr OCesses

» Optimized and aligned processes
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Value Chain

Customer focus: Outside - In
Process users
Our target audience

Support Functions

Life cycle
Process owners
“knows-best-how-to” kind of people

Process Level

g b~ WODN

Value Chain
Process Groups
Activity Level
Documentation
User Manuals
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THE VISION
Slmpllfy and align Identify
Communicate « How are things done?
» Ensure a certain standard VAl Eraeees LevE] 2
* One truth

» All processes documented Existing material

 Two system approach:
. Customer related information: CRM
. Business information: Mimer

Optimize Document
« Best Practice * Documentation — Process Level 4
« To-Be — Process Level 3 * Update and link to User Manuals —

«  System Challenges Process Level 5
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CUSTOMER FOCUS

Business Process Model

Annual plan
Competences
Training
Analysis Location ity cel,
. N Long absence,Leave N
Expectations Maintenance Education
Truck-/Crane 3
Inventory e Campaign Ready
certificate
Stock N Ny Assets/Inventory
Drivers license

Fire Drill/Alarm

Indevaerende méaned Sales / Advice
Daglig rutiner Counseling
Account applic. Store Ready Offel", Order

Restancer Credit check
. Safety Check "
Ordering ) Delivery
3 Truck Inspection
Goods recieved Housekeepin Return of goods
Minor maintanence ping Complaints
Repairs Events
Sickness, Leave Customer training

Negotiation
Specification
Emnebearbejdning
Framework agreem.
Counseling

Monthly plan
Labour contract
Short term absence

NPS
Gross Margin
Manual Pricing
Ukurans
Orders not invoiced

Ongoing evaluation

AS-IS Process

N AS-IS Process mapping | AS-IS Process mapping | AS-IS Process mapping AS-IS Process mapping | AS-IS Process mapping | AS-IS Process mapping
mapping Identify challenges Identify challenges Identify challenges Identify challenges
Identify challenges

AS-IS Process mapping

AS-IS Process mapping
Identify challenges

Identify challenges Identify challenges Identify challenges

Documentation Documentation Documentation

Documentation Documentation Documentation Documentation

How-To-Do How-To-Do How-To-Do

How-To-Do How-To-Do How-To-Do
System Specific System Specific System Specific

How-To-Do How-To-Do
System Specific System Specific System Specific

System Specific System Specific




® MIMER

IDENTIFY AND
STRUCTURE -

Competitor analysis sales budget

Y PROCESS
Sales

Sales

-

Sales Excellence

Marketing Marketing Annual

Market analysis Wheel

Customer profile

E-Commerce Competence Centre Market development Digital Marketing

Decoration
Vendor setup
Mgnstring

Salesprice
Vendor selection / -
Development

Assortment
Private label

Assortment

Category & Market e

g

Training

Procurement

Annual Purchace
agreements

Supplier Negotiation

Specitikation Negotiation Costprice

Recruitment
Labour contracts Hire

Job description
e -
Need Order handling (E3) Varebevazgelse
Ve e e
Space Inventory mat. §
Fejl
- o

Contract
Security

Material for employee
evaluation

Logistic

Number of vehicles Utilization

Beredskabsplan
Cleaning, Mail
Security Manual

Property
Rebuilding

Support Processes

Who is involved
(stakeholder)?

Who is responsible?

Varedata (Prisbog)

Budgetting CAPEX
Forecasting

Analysis

Contract

Finance e

mvestment _

Budget evaluation

Catalogue
Campaigns
Events

e -

Introduction
E-learning

Avaliability

Operation, Maintance
Vehicles, Phone, PC
Access

Safety Rules
Instructions

Assortment
adjustment

Budget evaluation

Cash Flow, Risk, w

Campaigns

Order Management

Campaign
development

Administration

Competencies
Education

Order handling
Housekeeping

Driving skills
Damage frequency

Operations Managers

Selfinspection

Pricing 2,0
Assortment
adjustment

Labour Costs
Overtime Costs

i
I
7
:

UNDERSTAND THE SUPPORT
LIFECYCLE PERSPECTIVE

---- - e e

Shop fittings
Materials

Click-&-collect

B
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Order support
Customer service

Conversion Rate
Basket Size

Utilization Volumen
Customer Complaint
BAVB%
Stock value
Stock Depriciation

Returns
Customer Complaint

Retention

Sick Leave, Leave Staff Tumover

Employee Satisfaction
Notice given /
Carrer Fire

Handteringsomk.
Kerselsprocent

Condition
Scrap value

= Sl'glinvkage
. aims
e

=TT
I —
[===1==1=TN]

Gross Margin
Tumover
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Financial Statements.
Monthly, Quarterly,
Annual
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Need for one Process Modeling Process Designer
Tool and repository * Flexible
« Support
Support our Business Process « Company specific
Model - Documentation

Process Mining
 Possible
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MIMER PROVIDES BEST PRACTICE, COMPLIANCE &
TASK BOARDS IN ONE TOOL

+  Shared understanding between *  Ensure one place to maintain +  Audit and self inspections creating
process user and process information The new Intranet — individual tasks
owner. Toolbox will contain all. «  Task handling pushing tasks to
«  Documenting Best Practice «  Process, templates, video, person in charge
«  Clear responsibility audio etc. — all in same place «  Solve main critical information issues
«  Customer centric approach +  Compliance “push” on new such as:

processes +  Campaign process

EXTERANAL NEWS

PROFILE PROGRESS
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C PRINCIPALS OF

DOCUMENTATION

1.
2.

Keep it Simple
Name, Purpose, The Good
Method

Readability test
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INFORMATION STRUCTURE

One place — One Truth

Handbook
page

Phonebook
|

Price tags

Dynamic

Product
information
|
Supplier
information
Product
comparation

STARK
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MIMER GOING FORWARD

Best Practise

» Continue process description and
optimization

» Prioritizing most value creating processes.
Next up is logistic

« Starting up with process analyzer to obtain
further insight in process optimization

Merging with intranet

* Mimer merges with new intranet making two
system approach a reality

» All existing relevant material to be converted
into Mimer handbooks and templates

8
fen
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"~ PROCESS ANALYZER REVEALS SALES P STARK
BEHAVIOR

9,

Adding "power” to our data can i.e. show order flow and reveal
unhealthy behavior and possible root cause to inaccurate data — i.e.
inventory levels/E3




DAILY OPERATIONS

Orders in
rdercode 3
and 4

Ordrekoder

2. Tilbud (efter udskrift):

Dette er fithud der Higger 1 opfadgning via CRM. Der sknd falges op pa tilbuddet. Huis ikke ot Sibued ac
Arsagskode | CRM.

influence on
E3 after 15
days

3 - Ordrebekrafielse / Hovedordre

aftalr pris. Alternad

| at la

effeklueres. 55 @ndre man manuell ordrekoden 1 4,

HBenyttes til al udskrive uq sende ordrebelkraeftelcen tl kunden En hovedordre bruges, n3r en kunde skal have adgang il en besternt mangde Ll en
we en hovedordre er, at opretie en Byggeplads. P en hovedordre kan man danne en forside med priser, hvor man
kan vedhmite specificationer fra leverandaren. NEr et tibud elier wn ordrebekrastels o accepterat af kunden og e blevel LiL =

MUST BE KNOWN

4 - Ordrekladde / plukkeseddel

Ondrekladden benyttes til at danne en kundeordre og efterfelgende 11l 31 angive Salgs- og udleweringssted. Ny

/ Kreditnota

printes pluk- eller falgeseddel (Ved levering altid £n pluksedd Drer sendes et print 1l ordrekladde ¢
udlewenngustedel Pavirkes lee lages, men der laves en reservation, $h E3 ser varen som salglh. Ved direkte lev
pavirkes alierede her, da varen er wde af vores hander.

5 - Folgeseddel (for udskrift)

Mar en ordie er phukie! fardig U levering, s& Endres ordrekoden manueit 1 5 eller 5, Varan trackkes | dispon|
salget registrenes (plukkede varer skal viere syniigt adskilt fra resten af ageret), Kundens kreditmaksimum péw
ghr via vores fager

6 - Folgeseddel {efter udskrift)

Nar varen odleveres til kunden, slir man ordren op, og der udskrives en felgeseddel. Vied udskrift @ ndrer ordr
& Ved kersel om aftenen endres ordren automatisk il ordrekode 7,

- arsagskoden noteres i feftet AK (Arsagskoder kreditnota),

Nar kunden har forladt forretningen, sa skal du tage stiling til hvad der skal ske med den returmerede vare

« feklamation — Waren tages retur og sendes til leverandaren

skal laves | AS400, sa vi sikrer korrekd registrering. Der skal angives en drsagskode fil, hvorfor der |a

« Forirydelse - Varen ssttes pd ydden og saelgas saframt varens stand ar ubeskadiget

Der laves dagliat kontrol af kreditnotasr,

7 - Faktura {klarmeldt til bogfering)

Ddran er hmvet 1l kode 7, 0g der sendes en Taktuea tl kunden, Mu er den kiar til at blive bogfer | naste bog

& - En kontant- eller debet faktura, som er bogfert | finans,

on F13-debetfaktura. som endnu ikke o

Ovdroma far automatisk koda B, ndr der o tale om at ordren er udskrovet som en “straks-faktura® alisa on Tz
Denne ordrekode kan man fidee sette pd manuelt kan kun ske autamatisk, ved edskrivning af an straks fakturn

Arsagskader lkreditnata

A Beskrivelse

BE ! Bectlingsfe)l axt, balger
BY Bectiingstell kunde

BS Bestiangsfel sagshenandier
OF Dobbeltfaureer

DK Dekart

2:] Fejf | dehiteret vare

Fi Fegl | kunderammer

ﬁcasseig
o

Eeskrivelse

Lageregulznng

Cwarfart 1l anden debior
Cprydning af byggeplads
Crnsatringsrettalis
Prisgaranti

Returvare iflg. Aftale

Returembalage

Creating a
credit note
we can
choose
from 34
causes
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