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Air conditioning systems, services, solutions, parts and accessories. Innovative solutions geared 
toward making high performance commercial buildings and homes healthy, comfortable and efficient

Transport temperature 
control systems for a variety 

of mobile applications, 
including trailers, truck 

bodies, buses, shipboard 
containers and rail cars

Golf, commercial and utility 
vehicles for transportation

Rotary, centrifugal and reciprocating air compressors, 
and treatment products with comprehensive multi-

year service agreements, audits, parts, and accessories

Professional tools, hoists, pumps 
and systems for drilling, fastening, 

moving and fluid handling



Our Business Operating System (BOS) is 
the standard framework for how we operate 

Top 
Quartile 
Revenue 
Growth

Top
Quartile 

EPS 
Growth

Top
Quartile

Employee 
Engagement

Maturity and Growth

Multi-year Performance Trend

6+ Years
Foundation of 

our commitment to 

operational excellence and 

growth excellence

2015
66% of conversion costs 
and 29% of employees

Lean Transformation

Longevity

2016
77% of conversion costs and 
40% of all employees

Expansion from manufacturing floor to 

functional, transactional environments

2014 60% of conversion costs

2013 40% of conversion costs



Reason for Action

Significant improvements in Cycle Time not resulting 
in improved On-Time-Shipments (OTS)

CEO observes @ Gemba that Standard Work is 
necessary to deliver consistent results (BOS = best 
known way…today)

Sites adopting SIOP/Materials Standard Work 
showing separation in results vs. others

North Box Priority

P

D

C

A



Global Footprint

7

North America

Europe

Asia 

Latin America

24 Sites

10 MRP

14 Sites

7 MRP

3 Sites

3 MRP

9 Sites

6 MRP

Middle East/Africa

0 Sites

0 MRP

50 sites globally

26 MRP systems

10 businesses

1 Business Operating System

P

D

C

A



Initial State – Target State

Alignment requires focus … and a clear

burning platform from the CEO doesn’t hurt!

P

D

C

A

Initial State (2015) Target State (2016)

14 Required Standard Work Elements 

(SIOP/Materials Only)

5 Required Standard Work Elements 

(SIOP/Materials Only)

55/700 Site/SW Combinations 

Deployed

200/200 Site/SW Combinations 

Deployed

11 Sites Performing >95% OTS 50 Sites Performing >95% OTS

9/50 Sites with Daily Management 

Deployed for Materials

50/50 Sites with Daily Management 

Deployed for Materials



Gaps

• Deployment methods inconsistent 

• BOS considered a document, not a way of acting

• “Deployed” subjective

• Resources focused on other priorities

• Shallow understanding of tools – focus on saving the 
file, not interpreting the output

• Normal vs Abnormal invisible

“We run the 
Ubertool, but we 

don’t really use it.”

“We have MDI…we 
update it each week 
in case anyone wants 
to look at the results.”

“The standard work is 
deployed…where are 

the results?”

P

D

C

A



Solution Approach

People 
Process

Technology

No silver bullet …even with alignment, 

there is no single, perfect solution

P

D

C

A

• Learning Path 
developed for all 
functions (role 
specific)

• GISC Conference 
Jeopardy

• Shared learning 

• Established as North 
Box Priority by CEO

• OTS A3s developed at 
all Sites/Businesses

• Layered Audits 
Established

• MDI refined and 
deployed

• Aligned IT investment 
to rebuild/replace 
tools

• Improved usability 
and understanding of 
existing tools



L0 & L1 
X-Matrices & Trackers

L0, L1 & Site Level  
A3s/Action Plans

Daily Management

Sustainment

Weekly L0 reviews
At Mission Control

4

Improve discipline and maturity of Value Stream Transformation 

including 12 PGT led value streams to realize improved operational 

performance, increased market share and margin expansion

3

Drive customer service and inventory performance through 100% 

implementation of Sales-Inventory-Operations-Planning, Weekly 

Production-Sales-Inventory Planning, Global Inventory Planning, and 

Finished Goods Stocking Policy standard processes

2

Execute 35 strategic growth programs with direct linkage to the SBU 

Critical Strategic Decisions (CSDs) resulting in market share gains and 

margin expansion

1

Enhance employee engagement by implementing Career Progress, key 

development programs that support our strategic capabilities, and PDI 

action plans

= 1 = Primary resource

= 0 = Secondary resource

F F F F F D D D D W
 

W W W W W W

1 Growth Excellence: Grow Share to achieve top quartile organic growth

2 Operational Excellence: Grow operating margin to 15%

3
Winning Culture: Increase employee engagement to achieve top 

quartile performance

MBR Document
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POLICY
Improvement Priorities 

Annual 
Objectives

Strategy and
3-Year Objectives

Targets
to

Improve

4

Improve discipline and maturity of Value Stream Transformation 

including 12 PGT led value streams to realize improved operational 

performance, increased market share and margin expansion

3

Drive customer service and inventory performance through 100% 

implementation of Sales-Inventory-Operations-Planning, Weekly 

Production-Sales-Inventory Planning, Global Inventory Planning, and 

Finished Goods Stocking Policy standard processes

2

Execute 35 strategic growth programs with direct linkage to the SBU 

Critical Strategic Decisions (CSDs) resulting in market share gains and 

margin expansion

1

Enhance employee engagement by implementing Career Progress, key 

development programs that support our strategic capabilities, and PDI 

action plans

= 1 = Primary resource

= 0 = Secondary resource

F F F F F D D D D W
 

W W W W W W

1 Growth Excellence: Grow Share to achieve top quartile organic growth

2 Operational Excellence: Grow operating margin to 15%

3
Winning Culture: Increase employee engagement to achieve top 

quartile performance

MBR Document
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POLICY
Improvement Priorities 

Annual 
Objectives

Strategy and
3-Year Objectives

Targets
to

Improve

 1: REASONS FOR ACTION  4: GAP ANALYSIS 7: COMPLETION PLAN

 2: INITIAL STATE

On Time Delivery

January data - order consolidation issues

 

 

 8: CONFIRMED STATE 

 3: TARGET STATE:

 5: SOLUTION APPROACH    

  

WI

 

 

 

  9: INSIGHTS

 

 

 

 

 

 6: RAPID EXPERIMENTS

 

6 R

Andons

9 R

2 G

1 G

7 R

5 R

4 R

3 G

B
rian S

kelly, B
ill B

raun, C
olm

 M
urphy, M

eshach C
leary, D

ave K
ennedy, JF

 Louarn, R
aym

ond H
ousen, H

elen 

M
cN

ulty, A
nn M

arie F
leet, K

arl S
pratt, C

hristine M
cB

ride, D
erek R

oche. N
essa D

arcy, K
arl D

ennis, B
rian C

ondon

Description: Genk DLC Service - Tools
Site/Location: Genk Distribution Center Start Date: 1/14/2016 Review Date:

A3 Owner: Colm Murphy Current Date: 4/18/2016 Sensei:

Revision:5-Feb-16 1

8 R

C
lien

t sig
n

-o
ff:

T
eam

 M
em

bers:

Brian Skelly

On Time Shipments and First Pass Service Level are the two key metrics that define the quality 
of our execution. Any gap between these two measures is order fulfillment based defects. We 
must convert material availability (FPSL) to customer satisfaction (On Time Shipment) to 
support our SBU's growth initiatives

Personal Learning

Organizational Learning

What went well

What went well

Opportunities for improvement

Opportunities for improvement

1. Order Fulfillment Performance - Stock Baseline

CTS First Pass OTS Gap

Stock 97% 84% 13%

2. P95 SPAN - Blended

Metric Scope Baseline 2015

 P95 Span Overall 23

1. Order Fulfillment Performance - Stock Target 

CTS First Pass OTS Gap

Stock 97% 95% 2%

2. P95 SPAN - Blended

Metric Scope Target

 P95 Span Overall 17

1 Define investment requied to increase Service Factor from 96% to 97% Colm Murphy 15-Feb-16 23-Mar-16 G
No additional investment.  Current plannning 

is to 97% service factor

2 Review Order Fulfilment cycle time analysis with Order Management team Colm Murphy 15-Feb-16 1-Mar-16 G

3 Define improvement plan to address Order Fulfilment cycle time issues Mustafa Salman A3 1-Mar-16 15-Apr-16

4 Review Pick to Ship cycle time analysis with Logistics/Warehouse team Colm Murphy 1-Mar-16 15-Apr-16

5 Define improvement plan for pick to ship cycle time improvement Eamon Boland A3

6 Review Order Consolidation data with Sales and Service Operations Valerie Hickey 5-Jan-16 5-Feb-16 G

7 Define forecast for Preventative Maintenance (PM) for 2016 Steve Lester 8-Jan-16 30-Jan-16 G

8 Identify actions for supporting the PM requirements in 2016 Colm Murphy 1-Feb-16

9 Identify STS items from PM list Dominique Peeters 1-Feb-16 24-Feb-16

10 Define Materials Planning support for PM items Valerie Hickey 1-Feb-16 4-Mar-16

11 Ex-Works orders to be removed from Span calculation Colm Murphy/Alvin Hair 1-Mar-16 15-Apr-16

12
Preventive Maintenance (PM) process- Neil/Greg to implement same(similar) PM 

process as DLC in GENK. Will help level load Genk and improve service.
Neil Porter 23-Mar-16 15-Apr-16

13 How do Supersessions in Windchill get picked up and implemented in BEG Org. Neil Porter 15-Apr-16 29-Apr-16

14

Consolidated orders - Pareto Internal v external.  Look at Interval broken out by service 

Centre.

External - Christy.

15-Apr-16 29-Apr-16

15

16

Status Additional Comments# Action Owner
A3, A4 or Do 

it

Date 

assigned
Due Date

Item Defect Area Theme Owner Impact Start Date End Date Comments

1 Inventory First Pass Service level = Planning Service Factor @97% Colm Murphy

2 Order Fulf ilment Define and address Order Fulf ilment cycle time requirements w ith the functional ow ners Mustafa Salman 3%

3 MTO Cycle Time The business (Product Management) to define MALT requirements for EMEA Dominique Peeters

4 Warehouse Execution Pick to Ship Cycle = One Day. Eamon Boland 2%

5

Order Consolidation - Internal 

Orders Define order consolidation process and cycle time requirements w ith functional ow ners - Sales and Service and IR sites

Steve Lester/

Valerie Hickey
2%

6

Order Consolidation - 

External Orders Define order consolidation process and cycle time requirements w ith Order Management
Kellie Goodman 1%

7 Inventory Compliance to Standard Work for Order Fulf ilment categories Colm Murphy

8 Inventory Compliance to Standard Work for Global Inventory Planning Colm Murphy

Book to Pick All Hit Miss

Avg Cycle Time 3.22 -0.84 6.16

50th Percentile 1.83 0.81 4.00

80th Percentile 6.10 2.52 8.50

95th Percentile 21.81 3.49 25.90

Credit Hold

Book to Hold Release All Hit Miss

Avg Cycle Time 0.55 -2.85 3.01

50th Percentile 1.00 0.81 3.48

80th Percentile 5.50 2.49 6.56

95th Percentile 20.84 2.84 22.52

Credit Hold

Book to Pick All Hit Miss

Avg Cycle Time 2.12 0.12 3.80

50th Percentile 1.00 -1.00 1.79

80th Percentile 3.54 1.00 6.89

95th Percentile 11.66 1.54 16.90

CSR Hold

Book to Hold Release All Hit Miss

Avg Cycle Time -18.41 -40.89 0.45

50th Percentile 0.65 -1.00 0.80

80th Percentile 1.57 0.94 4.53

95th Percentile 6.79 1.40 7.75

CSR Hold

Pick to Ship CT

Air Non 

EXW / 

FCA

Air Non EXW / 

FCA Hit

Air Non 

EXW / 

FCA Miss

Air EXW 

/ FCA

Air EXW 

/ FCA Hit

Air EXW 

/ FCA 

Miss

Avg Cycle Time 1.44 1.36 2.35 2.95 1.28 5.66

50th Percentile 1.32 1.32 1.35 1.47 1.31 5.36

80th Percentile 1.53 1.51 4.36 5.35 1.51 8.35

95th Percentile 3.50 3.33 6.81 9.35 3.34 14.38

Book to Pick All Hit Miss

Avg Cycle Time 1.35 -0.12 6.95

50th Percentile -0.12 -0.17 6.53

80th Percentile 0.90 0.41 11.00

95th Percentile 10.41 0.77 19.82

Consolidation

Row Labels

Total 

Count of 

Order Line 

No

Total 

Average of 

Interval

On Time 

Order 

Lines On Time %

Average of 

Interval

Late Order 

Lines Late %

Average of 

Interval

Internal Order IRI 1,390        5                1,058        76% 5                332            24% 4                

Standard Order IRI 426            9                196            46% 5                230            54% 12              

Intercompany Order IRI 75              0                61              81% 0                14              19% -             

Grand Total 1,891        5                1,315        70% 5                576            30% 7                

DRIVERS 2016

Metric Scope Baseline Target Jan-16 Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16

Target 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0%

Actual 97% 96% 96% 97%

Status

Target 13.0% 12.5% 11.9% 11.5% 10.5% 9.7% 8.7% 7.7% 6.4% 5.0% 3.5% 2.0%

Actual 10.7% 9.8% 13.0% 16.0%

Status

Target 23 23 22 22 22 21 21 20 19 19 18 17

Actual 27 24 23

Status

WATCH 2016

Metric Scope Baseline Target Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Target 84.0% 84.5% 85.1% 85.5% 86.5% 87.3% 88.3% 89.3% 90.6% 92.0% 93.5% 95.0%

Actual 86.3% 87.2% 84.0% 81.0%

Status

Target 47.0% 47.0% 48.0% 48.0% 49.0% 50.0% 51.0% 52.0% 53.0% 54.0% 55.0% 57%

Actual 52.1% 53.0% 56.0% 53.0%

Status

Target 78.0% 78.0% 79.0% 79.0% 80.0% 81.0% 82.0% 83.0% 84.0% 85.0% 86.0% 87.0%

Actual 79.1% 80.0% 77.0% 76.0%

Status

Target 11 11 11 11 10 10 9 9 8 7 6 5

Actual 10 1 3

Status

Target 44 44 43 43 42 42 41 40 39 38 37 35

Actual 59 57 55

Status

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Actual 98% 98% 99% 98%

Status

Baseline 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81%

Actual 80% 85% 77% 72%

Status

FPSL  MTS 97% 97%

Gap to 

FPSL v 

OTS

MTS 13% 2%

OTS Total 78% 88%

84%

Span Overall 17

FPSL MTS-N 98%

Span Stock 5

Span Non-Stock 35

Stock

OTS Non-Stock

OTS

23

81%FPSL STS

95%

57%47%

98%

11

44

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

1308 550 758 570

% 42% 58% 4% 2% 2%

Credit Hold

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

103 47 56 26

% 46% 54% 0% 0% 0%

CSR

Pick to PDDD 

Cycle Time
0 -1 -2 -3 -4 -6

100 214 42 80 108 544

18% 39% 8% 15% 20%

Order 

Fulfillment
Warehouse 82%
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Description: Genk DLC Service - Tools
Site/Location: Genk Distribution Center Start Date: 1/14/2016 Review Date:

A3 Owner: Colm Murphy Current Date: 4/18/2016 Sensei:

Revision:5-Feb-16 1

8 R

C
lien

t sig
n

-o
ff:

T
eam

 M
em

bers:

Brian Skelly

On Time Shipments and First Pass Service Level are the two key metrics that define the quality 
of our execution. Any gap between these two measures is order fulfillment based defects. We 
must convert material availability (FPSL) to customer satisfaction (On Time Shipment) to 
support our SBU's growth initiatives

Personal Learning

Organizational Learning

What went well

What went well

Opportunities for improvement

Opportunities for improvement

1. Order Fulfillment Performance - Stock Baseline

CTS First Pass OTS Gap

Stock 97% 84% 13%

2. P95 SPAN - Blended

Metric Scope Baseline 2015

 P95 Span Overall 23

1. Order Fulfillment Performance - Stock Target 

CTS First Pass OTS Gap

Stock 97% 95% 2%

2. P95 SPAN - Blended

Metric Scope Target

 P95 Span Overall 17

1 Define investment requied to increase Service Factor from 96% to 97% Colm Murphy 15-Feb-16 23-Mar-16 G
No additional investment.  Current plannning 

is to 97% service factor

2 Review Order Fulfilment cycle time analysis with Order Management team Colm Murphy 15-Feb-16 1-Mar-16 G

3 Define improvement plan to address Order Fulfilment cycle time issues Mustafa Salman A3 1-Mar-16 15-Apr-16

4 Review Pick to Ship cycle time analysis with Logistics/Warehouse team Colm Murphy 1-Mar-16 15-Apr-16

5 Define improvement plan for pick to ship cycle time improvement Eamon Boland A3

6 Review Order Consolidation data with Sales and Service Operations Valerie Hickey 5-Jan-16 5-Feb-16 G

7 Define forecast for Preventative Maintenance (PM) for 2016 Steve Lester 8-Jan-16 30-Jan-16 G

8 Identify actions for supporting the PM requirements in 2016 Colm Murphy 1-Feb-16

9 Identify STS items from PM list Dominique Peeters 1-Feb-16 24-Feb-16

10 Define Materials Planning support for PM items Valerie Hickey 1-Feb-16 4-Mar-16

11 Ex-Works orders to be removed from Span calculation Colm Murphy/Alvin Hair 1-Mar-16 15-Apr-16

12
Preventive Maintenance (PM) process- Neil/Greg to implement same(similar) PM 

process as DLC in GENK. Will help level load Genk and improve service.
Neil Porter 23-Mar-16 15-Apr-16

13 How do Supersessions in Windchill get picked up and implemented in BEG Org. Neil Porter 15-Apr-16 29-Apr-16

14

Consolidated orders - Pareto Internal v external.  Look at Interval broken out by service 

Centre.

External - Christy.

15-Apr-16 29-Apr-16

15

16

Status Additional Comments# Action Owner
A3, A4 or Do 

it

Date 

assigned
Due Date

Item Defect Area Theme Owner Impact Start Date End Date Comments

1 Inventory First Pass Service level = Planning Service Factor @97% Colm Murphy

2 Order Fulf ilment Define and address Order Fulf ilment cycle time requirements w ith the functional ow ners Mustafa Salman 3%

3 MTO Cycle Time The business (Product Management) to define MALT requirements for EMEA Dominique Peeters

4 Warehouse Execution Pick to Ship Cycle = One Day. Eamon Boland 2%

5

Order Consolidation - Internal 

Orders Define order consolidation process and cycle time requirements w ith functional ow ners - Sales and Service and IR sites

Steve Lester/

Valerie Hickey
2%

6

Order Consolidation - 

External Orders Define order consolidation process and cycle time requirements w ith Order Management
Kellie Goodman 1%

7 Inventory Compliance to Standard Work for Order Fulf ilment categories Colm Murphy

8 Inventory Compliance to Standard Work for Global Inventory Planning Colm Murphy

Book to Pick All Hit Miss

Avg Cycle Time 3.22 -0.84 6.16

50th Percentile 1.83 0.81 4.00

80th Percentile 6.10 2.52 8.50

95th Percentile 21.81 3.49 25.90

Credit Hold

Book to Hold Release All Hit Miss

Avg Cycle Time 0.55 -2.85 3.01

50th Percentile 1.00 0.81 3.48

80th Percentile 5.50 2.49 6.56

95th Percentile 20.84 2.84 22.52

Credit Hold

Book to Pick All Hit Miss

Avg Cycle Time 2.12 0.12 3.80

50th Percentile 1.00 -1.00 1.79

80th Percentile 3.54 1.00 6.89

95th Percentile 11.66 1.54 16.90

CSR Hold

Book to Hold Release All Hit Miss

Avg Cycle Time -18.41 -40.89 0.45

50th Percentile 0.65 -1.00 0.80

80th Percentile 1.57 0.94 4.53

95th Percentile 6.79 1.40 7.75

CSR Hold

Pick to Ship CT

Air Non 

EXW / 

FCA

Air Non EXW / 

FCA Hit

Air Non 

EXW / 

FCA Miss

Air EXW 

/ FCA

Air EXW 

/ FCA Hit

Air EXW 

/ FCA 

Miss

Avg Cycle Time 1.44 1.36 2.35 2.95 1.28 5.66

50th Percentile 1.32 1.32 1.35 1.47 1.31 5.36

80th Percentile 1.53 1.51 4.36 5.35 1.51 8.35

95th Percentile 3.50 3.33 6.81 9.35 3.34 14.38

Book to Pick All Hit Miss

Avg Cycle Time 1.35 -0.12 6.95

50th Percentile -0.12 -0.17 6.53

80th Percentile 0.90 0.41 11.00

95th Percentile 10.41 0.77 19.82

Consolidation

Row Labels

Total 

Count of 

Order Line 

No

Total 

Average of 

Interval

On Time 

Order 

Lines On Time %

Average of 

Interval

Late Order 

Lines Late %

Average of 

Interval

Internal Order IRI 1,390        5                1,058        76% 5                332            24% 4                

Standard Order IRI 426            9                196            46% 5                230            54% 12              

Intercompany Order IRI 75              0                61              81% 0                14              19% -             

Grand Total 1,891        5                1,315        70% 5                576            30% 7                

DRIVERS 2016

Metric Scope Baseline Target Jan-16 Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16

Target 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0%

Actual 97% 96% 96% 97%

Status

Target 13.0% 12.5% 11.9% 11.5% 10.5% 9.7% 8.7% 7.7% 6.4% 5.0% 3.5% 2.0%

Actual 10.7% 9.8% 13.0% 16.0%

Status

Target 23 23 22 22 22 21 21 20 19 19 18 17

Actual 27 24 23

Status

WATCH 2016

Metric Scope Baseline Target Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Target 84.0% 84.5% 85.1% 85.5% 86.5% 87.3% 88.3% 89.3% 90.6% 92.0% 93.5% 95.0%

Actual 86.3% 87.2% 84.0% 81.0%

Status

Target 47.0% 47.0% 48.0% 48.0% 49.0% 50.0% 51.0% 52.0% 53.0% 54.0% 55.0% 57%

Actual 52.1% 53.0% 56.0% 53.0%

Status

Target 78.0% 78.0% 79.0% 79.0% 80.0% 81.0% 82.0% 83.0% 84.0% 85.0% 86.0% 87.0%

Actual 79.1% 80.0% 77.0% 76.0%

Status

Target 11 11 11 11 10 10 9 9 8 7 6 5

Actual 10 1 3

Status

Target 44 44 43 43 42 42 41 40 39 38 37 35

Actual 59 57 55

Status

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Actual 98% 98% 99% 98%

Status

Baseline 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81%

Actual 80% 85% 77% 72%

Status

FPSL  MTS 97% 97%

Gap to 

FPSL v 

OTS

MTS 13% 2%

OTS Total 78% 88%

84%

Span Overall 17

FPSL MTS-N 98%

Span Stock 5

Span Non-Stock 35

Stock

OTS Non-Stock

OTS

23

81%FPSL STS

95%

57%47%

98%

11

44

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

1308 550 758 570

% 42% 58% 4% 2% 2%

Credit Hold

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

103 47 56 26

% 46% 54% 0% 0% 0%

CSR

Pick to PDDD 

Cycle Time
0 -1 -2 -3 -4 -6

100 214 42 80 108 544

18% 39% 8% 15% 20%

Order 

Fulfillment
Warehouse 82%

Air
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Description: Genk DLC Service - Tools
Site/Location: Genk Distribution Center Start Date: 1/14/2016 Review Date:

A3 Owner: Colm Murphy Current Date: 4/18/2016 Sensei:

Revision:5-Feb-16 1
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Brian Skelly

On Time Shipments and First Pass Service Level are the two key metrics that define the quality 
of our execution. Any gap between these two measures is order fulfillment based defects. We 
must convert material availability (FPSL) to customer satisfaction (On Time Shipment) to 
support our SBU's growth initiatives

Personal Learning

Organizational Learning

What went well

What went well

Opportunities for improvement

Opportunities for improvement

1. Order Fulfillment Performance - Stock Baseline

CTS First Pass OTS Gap

Stock 97% 84% 13%

2. P95 SPAN - Blended

Metric Scope Baseline 2015

 P95 Span Overall 23

1. Order Fulfillment Performance - Stock Target 

CTS First Pass OTS Gap

Stock 97% 95% 2%

2. P95 SPAN - Blended

Metric Scope Target

 P95 Span Overall 17

1 Define investment requied to increase Service Factor from 96% to 97% Colm Murphy 15-Feb-16 23-Mar-16 G
No additional investment.  Current plannning 

is to 97% service factor

2 Review Order Fulfilment cycle time analysis with Order Management team Colm Murphy 15-Feb-16 1-Mar-16 G

3 Define improvement plan to address Order Fulfilment cycle time issues Mustafa Salman A3 1-Mar-16 15-Apr-16

4 Review Pick to Ship cycle time analysis with Logistics/Warehouse team Colm Murphy 1-Mar-16 15-Apr-16

5 Define improvement plan for pick to ship cycle time improvement Eamon Boland A3

6 Review Order Consolidation data with Sales and Service Operations Valerie Hickey 5-Jan-16 5-Feb-16 G

7 Define forecast for Preventative Maintenance (PM) for 2016 Steve Lester 8-Jan-16 30-Jan-16 G

8 Identify actions for supporting the PM requirements in 2016 Colm Murphy 1-Feb-16

9 Identify STS items from PM list Dominique Peeters 1-Feb-16 24-Feb-16

10 Define Materials Planning support for PM items Valerie Hickey 1-Feb-16 4-Mar-16

11 Ex-Works orders to be removed from Span calculation Colm Murphy/Alvin Hair 1-Mar-16 15-Apr-16

12
Preventive Maintenance (PM) process- Neil/Greg to implement same(similar) PM 

process as DLC in GENK. Will help level load Genk and improve service.
Neil Porter 23-Mar-16 15-Apr-16

13 How do Supersessions in Windchill get picked up and implemented in BEG Org. Neil Porter 15-Apr-16 29-Apr-16

14

Consolidated orders - Pareto Internal v external.  Look at Interval broken out by service 

Centre.

External - Christy.

15-Apr-16 29-Apr-16

15

16

Status Additional Comments# Action Owner
A3, A4 or Do 

it

Date 

assigned
Due Date

Item Defect Area Theme Owner Impact Start Date End Date Comments

1 Inventory First Pass Service level = Planning Service Factor @97% Colm Murphy

2 Order Fulf ilment Define and address Order Fulf ilment cycle time requirements w ith the functional ow ners Mustafa Salman 3%

3 MTO Cycle Time The business (Product Management) to define MALT requirements for EMEA Dominique Peeters

4 Warehouse Execution Pick to Ship Cycle = One Day. Eamon Boland 2%

5

Order Consolidation - Internal 

Orders Define order consolidation process and cycle time requirements w ith functional ow ners - Sales and Service and IR sites

Steve Lester/

Valerie Hickey
2%

6

Order Consolidation - 

External Orders Define order consolidation process and cycle time requirements w ith Order Management
Kellie Goodman 1%

7 Inventory Compliance to Standard Work for Order Fulf ilment categories Colm Murphy

8 Inventory Compliance to Standard Work for Global Inventory Planning Colm Murphy

Book to Pick All Hit Miss

Avg Cycle Time 3.22 -0.84 6.16

50th Percentile 1.83 0.81 4.00

80th Percentile 6.10 2.52 8.50

95th Percentile 21.81 3.49 25.90

Credit Hold

Book to Hold Release All Hit Miss

Avg Cycle Time 0.55 -2.85 3.01

50th Percentile 1.00 0.81 3.48

80th Percentile 5.50 2.49 6.56

95th Percentile 20.84 2.84 22.52

Credit Hold

Book to Pick All Hit Miss

Avg Cycle Time 2.12 0.12 3.80

50th Percentile 1.00 -1.00 1.79

80th Percentile 3.54 1.00 6.89

95th Percentile 11.66 1.54 16.90

CSR Hold

Book to Hold Release All Hit Miss

Avg Cycle Time -18.41 -40.89 0.45

50th Percentile 0.65 -1.00 0.80

80th Percentile 1.57 0.94 4.53

95th Percentile 6.79 1.40 7.75

CSR Hold

Pick to Ship CT

Air Non 

EXW / 

FCA

Air Non EXW / 

FCA Hit

Air Non 

EXW / 

FCA Miss

Air EXW 

/ FCA

Air EXW 

/ FCA Hit

Air EXW 

/ FCA 

Miss

Avg Cycle Time 1.44 1.36 2.35 2.95 1.28 5.66

50th Percentile 1.32 1.32 1.35 1.47 1.31 5.36

80th Percentile 1.53 1.51 4.36 5.35 1.51 8.35

95th Percentile 3.50 3.33 6.81 9.35 3.34 14.38

Book to Pick All Hit Miss

Avg Cycle Time 1.35 -0.12 6.95

50th Percentile -0.12 -0.17 6.53

80th Percentile 0.90 0.41 11.00

95th Percentile 10.41 0.77 19.82

Consolidation

Row Labels

Total 

Count of 

Order Line 

No

Total 

Average of 

Interval

On Time 

Order 

Lines On Time %

Average of 

Interval

Late Order 

Lines Late %

Average of 

Interval

Internal Order IRI 1,390        5                1,058        76% 5                332            24% 4                

Standard Order IRI 426            9                196            46% 5                230            54% 12              

Intercompany Order IRI 75              0                61              81% 0                14              19% -             

Grand Total 1,891        5                1,315        70% 5                576            30% 7                

DRIVERS 2016

Metric Scope Baseline Target Jan-16 Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16

Target 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0% 97.0%

Actual 97% 96% 96% 97%

Status

Target 13.0% 12.5% 11.9% 11.5% 10.5% 9.7% 8.7% 7.7% 6.4% 5.0% 3.5% 2.0%

Actual 10.7% 9.8% 13.0% 16.0%

Status

Target 23 23 22 22 22 21 21 20 19 19 18 17

Actual 27 24 23

Status

WATCH 2016

Metric Scope Baseline Target Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Target 84.0% 84.5% 85.1% 85.5% 86.5% 87.3% 88.3% 89.3% 90.6% 92.0% 93.5% 95.0%

Actual 86.3% 87.2% 84.0% 81.0%

Status

Target 47.0% 47.0% 48.0% 48.0% 49.0% 50.0% 51.0% 52.0% 53.0% 54.0% 55.0% 57%

Actual 52.1% 53.0% 56.0% 53.0%

Status

Target 78.0% 78.0% 79.0% 79.0% 80.0% 81.0% 82.0% 83.0% 84.0% 85.0% 86.0% 87.0%

Actual 79.1% 80.0% 77.0% 76.0%

Status

Target 11 11 11 11 10 10 9 9 8 7 6 5

Actual 10 1 3

Status

Target 44 44 43 43 42 42 41 40 39 38 37 35

Actual 59 57 55

Status

Target 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98% 98%

Actual 98% 98% 99% 98%

Status

Baseline 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81% 81%

Actual 80% 85% 77% 72%

Status

FPSL  MTS 97% 97%

Gap to 

FPSL v 

OTS

MTS 13% 2%

OTS Total 78% 88%

84%

Span Overall 17

FPSL MTS-N 98%

Span Stock 5

Span Non-Stock 35

Stock

OTS Non-Stock

OTS

23

81%FPSL STS

95%

57%47%

98%

11

44

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

1308 550 758 570

% 42% 58% 4% 2% 2%

Credit Hold

Total Hit Miss
Holds 

Applied
OTS Miss

Miss due to 

hold

103 47 56 26

% 46% 54% 0% 0% 0%

CSR

Pick to PDDD 

Cycle Time
0 -1 -2 -3 -4 -6

100 214 42 80 108 544

18% 39% 8% 15% 20%

Order 

Fulfillment
Warehouse 82%

Air

 1: DEFINE THE PROBLEM  4: ROOT CAUSE ANALYSIS DC Consolidation Headcount  7: COMPLETION PLAN

No cross functional process driving excess not sufficient to plan all

participation in AOP inventory parts

build Sub-optimal 

planning

OSMI reduction Servigistics 

Inv Impact of  Inv Impact of new work not robust issues

promotions not stocking strategy on new parts not

quantified for AOP quantified for AOP

 2: BREAKDOWN THE PROBLEM  5: SOLUTION APPROACH  8: CONFIRMED RESULTS & PROCESS   on track Box 3 = Box 8

Temporary Containment in Place?   

Yes No Not Needed

Solution Owner

K. Wehrs

H. Pryor

L Shen

M. Surprenant

 6: RAPID EXPERIMENTS

Culture shift for expeditors to now truly "plan" inventory

# Also culture shift to reduce order plan significantly 
Usually in a growth environment

 3: TARGET SETTING:  Link to main gap in Step 1

5

2

3

4

 9: INSIGHTS and ACTIONS

Define Experiment Actual  Effect

1

6

2
More accurate and realistic 

forecast and AOP 

3
More accurate and realistic 

forecast and AOP, 

4

Reduce over-ordering of 

inventory

5

Improved inventory 

management including 

OSMI reduction

Implement more comprehensive standard work in field 

and in retail planning group

Implement process for cross functional participation 

in inventory forecast and AOP 

Improve NPD and Promotion process to include 

inventory impact & accountability

4
Work SVG Issues in a more timely manner
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Cause # Expected Improvement
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:

Origination Date: Mar 9, 2015 Revision: 8 Doc Ref

Sponsor: Clark Ponthier 9 Step Owner Kathy Wehrs Coach:

Description: HVAC Parts & Supply Solution Inventory is unfavorable to goal. Site/Location: Tradeport, Southaven,Reman,Stores

Kirk Eaton Review Date: 13-Aug-15

FEB 2015

M$ Act Bud VBud Dec Feb VPY

Retail Inv 82.9 69.4 (6.4) 83.9   73.2   (9.7)   

DC 66.1 55.7 (7.9) 61.0   50.9   (15.2) 

Reman 8.9   9.1   0.9 7.4     9.4     0.5    

Inventory $'s 158.0 134.3 (13.4) 152.3 133.5 (24.4) 

2014

2

1

3

Path to Premier Objective

Deliver Cash Flow >=90% Operating Profit

Target State

Inventory = $134.3M

Current State = Inv  $158M

Gap:
Unfavorable 

$13.4M

1

DC Inv Increase Drivers $M

Underselling forecast 3.0

New parts since Sept 2014 3.8

Special purchase 1.5

Additional Prebuy 2.7

Excess Winter parts 2.2

DC Consolidation 0.5

System Issues 1.3

Unknown 0.2

Total 15.2

2

Retail Inv Increase Drivers $M
Equipment 1.0

New Stores 1.0

Accounting reclass 2.6

Capitalized burden 2.2

Remodel or relocate 0.5

Growth 0.3

Availability 0.2

Unknown 0.0

Total 7.8

3

8-15% Go get in inventory AOP from Dec 14 to 

Jan 15 without matching action plan

Do What:  Reduce Inv $'s to bring to Fcst   To What: Total SBU 
Inventory
How Much:  $13.4M By When:  May 31

Inventory 
unfavorable to 

plan

SVG not able to 
handle move 

correctly

No standard work 
around OSMI 

reduction in fieldNo standard work 
around OSMI 

reduction for Retail 
planners

No balance working 
both ends of 

Inventory  

Impact not fully 
understood

No inventory 
assessment after 

launch of promo

Impact not fully 
understood

Process for move is 
very manual -

opportunity for 
error

Process for move is 
very manual -

bandwidth 
constraint

Justification not 
reviewed by 

management

Justification not 
understood until 

now

Changes made to optimize
some functionality affected 

negatively other functions

SVG issues not getting 
resolved in timely manner

AOP completed in a hurry

Detail Baseline not available 
Planners in new 

roles
Insufficient standard 

work and desk 

Objective M etric Baseline T arget J F M A M J J A S O N D

AOP 142.4 134.3 147.1 152.3 146.7 138.0 135.3 138.8 152.5 159.2 163.9 162.4

Fcst (5+12) 155.4 158.0 143.8 149.6 152.6 149.3 150.5 150.3 153.7 153.9 157.3 162.3

Glide (7/8) 155.4 158.0 156.0 154.0 159.0 165.0 156.5 156.0 159.7 165.3 163.1 156.8
Glide for 

Turns 

(8/10)

155.4 158.0 162.4 164.8 166.5 165.0 157.2 150.3 150.0 153.9 157.3 162.3

Act 155.4 158.0 162.4 164.8 166.5 165.0 157.2

Cash Flow Inventory $'s 151.6 162.3

# Action Owner
Planned 

Comp Date

Revised 

Comp. 

Date

Impact Status

Action 

Complete 

Y/N

R/G

11
Work to set up a process for promo's and new parts after they 

launch
Tierney 5/28/15 N R

(7/28) Have not had meeting yet.  To do list(6/11) Sheila did not understand what this is.  Kathy will set up meeting with Sheila & Donna

25 Decrease summer part's service levels/safety stock levels - DC Mark 8/15/15 Complete Y G
(7/9) Have done some decreases.  Will do more as sales continue to slump (5/27)  Will reassess and do this action sooner if sales do not pick up.

32 Develop a standard process to identify excess (retail) Tiber 7/31/15 8/30/15 (7/29) Team has been given new standard work around reviewing excess and obsolete.    Still tweaking it.  1st draft complete.  Heather wants to revisit one more time before considered complete.(5/27)  Accumulating data to help identify what this standard process should be.  Can we move this due date up by assigning to a team member.

37
List consolidation work to help planners manage actionable 

items list
Furlano 6/15/15 Complete Y G

(6/11) Currently planners are working many lists for focused planing review.  Consolidate where there is duplication.

40 Planners work the gap Zarwell 7/15/15 Complete Y G (7/26) ongoing

41 Monitor inventory levels by looking at Perpetual 2x/week Wehrs 7/15/15 Complete Y (7/26) will continue to monitor 

46 Additional Service Level reduction summer Surprenant 7/30/15 Complete

47 Service level reduction on winter parts Surprenant 7/30/15 Complete (7/29) Winter high 97 to 92, Medium92 to 88

49
Manual review of order recommendation from SVG for DC 

planners
Mike J 8/5/15 Complete

(7/29) Proactive review should make sure we are bringing in the right inventory.

50
Consider making a service level adjustment on non seasonal 

parts - what is the impact.  Make changes if it makes sense
Mike J 8/5/15 Complete

51
Update standard work around reviewing and dispositioning 

Aged inventory
Mike J 9/15/15

52
Update standard work on processing the scrap order in Oracle 

at MDC
S. Burress 8/30/15

53 Update standard work on processing Return to Vendor orders

S. 

Burress/M. 

Juergens

8/30/15

9-Step

MDI

P

D

C

A

Standard Work
RIEs, JDIs, Projects



Get Engaged – Go to GEMBA

• Layered audits. We’re green!  We’re red! We’re green!

• Aligned OpEx coaches to MDI boards

• Problem solving training refresh

• Mission Control Maturity

Tied to 
BOS

Easily 
Observable / 
Fact Based

With 
Associated 
Action Plan

P

D

C

A



Results:  Shift the Quartiles

… all while improving employee engagement by 7 pts!

60%

65%

70%

75%

80%

85%

90%

95%

100%

OTS Performance by Quarter

Bottom Middle Upper

P

D

C

A

1Q15 2Q15 3Q15 4Q15 1Q16 2Q16 3Q16 4Q16 1Q17 2Q17

23 of 50 sites >95% OTS
45+ sites with all standard work deployed



Reflections/Learnings

• Goal alignment … goal deployment … A3 thinking

• Process ownership … Materials Council ownership

• Inspect what you expect

• Spirit of learning and developing people

• Leaders as coaches and everyone a problem solver

• Build on the foundation

P

D

C

A



Thank You! 
Your opinion is important to us!

Please take a moment to complete the survey 
using the conference mobile app.
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