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Introduction

About BroadSource, Inc.

BroadSource, Inc. (BSI) is a telecom expense management company that enables middle-market enterprises to increase visibility, improve operational performance and gain greater control over their telecommunications providers, services and equipment so they save money.  (The majority of BSI’s customers have annual telecom expenses of $20 million or less.)  BSI provides a technology solution (OneSource) and services to reduce the costs and complexities of managing telecom services across a customer’s multiple locations and divisions.  (Website - www.broadsource.com)
BroadSource Challenges

In order to perform an analysis on a customer’s telecom spend, BSI enters all invoices into the OneSource product.  Currently, invoices may either be entered electronically or manually.  Electronic invoices are entered into OneSource via custom-built interfaces that import data housed on the carriers’ web sites or data housed on CD’s provided by the carrier.  Manual invoices are entered into OneSource by Account Managers keying in information found on the paper invoices.  This data entry task of entering the paper or manual invoices consumes a large portion of the Account Managers’ day.  The focus of this Lean Six Sigma initiative is how BSI removed this task from Account Management by off shoring it to one of BSI’s current partners and how BSI worked with this partner to increase the throughput rate of manual invoice processing.
BSI is constantly striving to move all manual invoices to an electronic format by working with telecom carriers, external customers, and developing more customized interfaces for new invoices encountered during new customer implementations.  As of January 2007, 16% of all invoices were in an electronic format.  BSI’s goal is to have 25% of all invoices in an electronic format by the end of 2007.  (Ultimately, BSI would like to implement an EDI solution where data would be imported into the OneSource product directly from the major telecom carriers.)
Ideally, BSI would like to eliminate all manual invoices.  However, for the short term, BSI will continue to have to deal with manual invoices for many reasons.  One reason is that it requires many hours for BSI to do the analysis to consolidate different paper invoices across many customers into one electronic invoice before even contacting the telecom carrier.  In addition, BSI is at the mercy of the carriers’ customer service representatives.  Converting from paper to electronic invoices requires finding a representative that is knowledgeable about the conversion process and has the skills to understand BSI’s request. Often achieving a fast turnaround time is difficult and depends on the representative’s workload and initiative.  Also, it may take several billing cycles before electronic invoices are finally available from the carrier, and so BSI has to continue to process the paper invoices manually until the electronic invoice is available.  Lastly, some smaller “mom and pop” carriers will never be able to provide invoices in an electronic format.  And, since BSI promises customers that they will process their invoices in a timely fashion and produce an Accounts Payable (AP) report, waiting on all invoices to be converted to an electronic format will not satisfy customer requirements.

Reducing the number of manual invoices will provide several advantages to BSI and its external customers.  One advantage is that importing electronic invoices provides richer information for analysis; electronic invoices can more easily model a complex invoice account hierarchy, show more detail by charge type, and display information such as the previous balance and the historical payment dates.  Manual invoices do not provide as much detail and are entered into OneSource with charges aggregated at a higher level.  Another advantage of electronic invoices is more accurate, consistent data.  Manual entry of an invoice can lead to variation in how different Account Managers enter information such as charge descriptions across invoices for the same carrier.  Lastly, another advantage of moving to electronic invoices is that Account Managers will spend less time each day doing data entry into OneSource.  
Since BSI generates a portion of its revenue from shared savings from identifying billing inaccuracies in customer’s telecom bills, the task of an Account Manager entering manual invoice data does nothing to add to BSI’s revenue stream. Since a significant portion of an Account Manager’s time is spent performing manual invoice processing, management is concerned that the Account Management function cannot scale cost effectively as the company takes on more customers.
Project Overview
This Lean Six Sigma initiative will be documented in two phases.  (See Figure 1.)  The first phase will outline how Lean concepts were used to remove the manual invoice processing task from the Account Managers’ daily routine.  This will include a discussion of how this task was transitioned to an offshore company (GSG) in India that BSI has historically partnered with for other processes.  The second phase of this initiative will employ Six Sigma tools to analyze variables that affect the throughput rate of manual invoice processing.  Both phases will be documented using the DMAIC methodology.
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Figure 1: Overview of Project Phases

Lean Phase

Define Step
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Implementation 2151.67

Invoice Processing-Manual 1753.41

Account Management 1080.23

Other Internal Activities 346.17

Customer Service 322.83

Dispute Management  260.50

Invoice Processing-Electronic 258.83

Opening-Sorting Mail 227.25

Data Updates and Support 214.08

Ongoing New Bill/Inventory Setup  106.58

Optimization (Post Audit) 56.50

Billing  51.42

Audit 23.83

Order Management 8.00

Documentation  2.00

An initial meeting was conducted with BSI’s CEO and COO to identify the problem statement.  Management initially stated the initial “problem” was that the Operations department could not handle more customers without hiring more Account Managers.  (BSI is in the growth stage of the business life cycle and lack of cash flow is a concern.)  During the conversation with upper management an iterative questioning approach was used to discover the root problem. (See Figure 2 below.) 
Figure 2: Problem Identification Process
The final problem statement was determined to be:
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Data Updates and Support 813.27

Other Internal Activities 628.00

Audit 443.25

Optimization (Post Audit) 236.00

Customer Service 184.95
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Problem Statement – Account Managers spent 26% of their time from 12/19/2005 to 10/26/2006 processing manual invoices – a business non-value add task.  This takes time away from finding savings opportunities for customers – a revenue generating, value add task.  In addition, processing manual invoices needs to be eliminated from Account Management in order to handle future accounts.  Lastly, approximately 5% of the Account Managers time from 12/19/2005 – 10/26/2006 was spent executing tasks that directly impact revenue – a percentage that is too low.
Note:  (The dates and percentages in the above problem statement were found during the Measure step, discussed later in this document.)

We also documented the goal statement, voice of the customer and potential financial benefits as follows:
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Goal Statement – Account Managers will spend no more than 5% of their time processing manual invoices by 6/30/07
Voice of the Customer – Customers expect BroadSource to deliver value via shared savings.  Therefore, decreasing Account Management time on non-value add or business non-value add tasks and increasing time on value-add tasks will increase customer satisfaction.
Potential Financial Benefits
· Increase revenue – from finding more savings opportunities and Account Managers doing more strategic activities

· Reduce costs – manual invoice processing will cost less if outsourced to 3rd party, fewer internal Account Managers needed as number of customers increases

· Ability to scale Operations
Note:  Originally we had agreed in the goal statement that Account Managers would spend 0% of their time processing manual invoices by 6/30/07.  However, we eventually agreed that 0% was unrealistic and settled upon 5%.

Next, a team was formed to meet on a regular basis to document how we would tackle our problem statement.  (See Appendix for the Charter document.)  Our first task was to create a SIPOC diagram to establish the boundaries of our project.  We identified five major tasks that made up “manual invoice processing”.  Those five tasks were:

1. preparation of manual invoices

2. data entry into OneSource

3. review for accuracy and completeness

4. create AP report

5. file manual invoice
From the SIPOC diagram below, we can see that the two outputs are: “manual invoice modeled in the OneSource product” and “AP report”.  The first item is essential so that Account Managers can use OneSource to analyze invoices for disputes and trends in telecom spend – a task that relates to revenue generation.  The second item deals with an Accounts Payable (AP) file that each customer receives from Account Management with a list of invoices and payable amounts – a critical document that allows our customers to pay their telecom invoices correctly.  From the problem statement we defined earlier, the more time it takes for an Account Manager to do the data entry for manual invoices, the less time an Account Manager has to analyze invoices and to create the AP reports.

	Suppliers
	Inputs
	Process
	Outputs
	Customers

	Providers of the Resource
	Resources Required
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Requirements
	High Level Process Description
	Process Deliverables
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Requirements
	Stakeholders

	Carrier

Data entry resource

External customer

Acct Mgr
	Paper Invoice or file within Email/Web page

Data entry of manual invoice 
Customer input (phone calls, MACDs, etc.) 
Batch invoices into AP record 
Scanner hardware
	Invoice is defect free and accurate (availability of document)

Inventory creation

Account management (associations/new account) 
Charge 

Management

Allocations

Resources to handle volume 
Data entry resource trained on process and OneSource
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Figure 3: SIPOC Diagram

Measure Step
Historical Data
In order to gather data related to where our Account Managers were spending their time, we analyzed data from our Work Tracker system - an employee time-tracking application.  Account Managers use this database to enter the amount of time spent on certain tasks.  Figure 4 shows all of the tasks that an Account Manager could perform as well as the total hours for each task for the date range 1/1/02 to 10/26/06.  (1/1/02 was the date with the earliest data point in Work Tracker and 10/26/06 was the date on which this initial analysis was done.)  

The highlighted rows (“Invoice Processing – Manual” and “Account Management”) indicate categories that correspond to tasks that make up our high level process of manual invoice processing – see SIPOC diagram on previous page. Both highlighted categories fall within the top three categories for highest number of hours.
Date range – 1/1/02 to 10/26/06

	Task
	Hours

	Invoice Processing-Manual
	4569.46

	Implementation
	4549.40

	Account Management
	1907.78

	Data Updates and Support
	1027.35

	Other Internal Activities
	974.17

	Customer Service
	507.78

	Audit
	467.08

	Dispute Management
	421.50

	Optimization (Post Audit)
	292.50

	Invoice Processing-Electronic
	265.58

	Opening-Sorting Mail
	227.25

	Billing
	128.92

	Ongoing New Bill/Inventory Setup
	106.58

	Order Management
	95.00

	Documentation
	92.50
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Figure 4: Historical Account Management Hours
As indicated in Figure 4 above, initially we ran a report across the date range of 1/1/2002 to 10/26/2006 to see at a high-level which tasks contained the highest number of hours.  Upon conversations with the Director of Operations, it was revealed that some of the tasks in Work Tracker did not exist prior to certain dates.  For example, prior to 12/19/2005 there was no category for “opening and sorting mail”.  As a result, we re-ran reports from Work Tracker from 1/1/2002 to 12/18/2005 and from 12/19/2005 to 10/26/2006 to see if the categories with the highest number of hours changed due to this new category. 
Figure 5 below shows that both “Invoice Processing – Manual” and “Account Management” tasks consistently appear in the top 3 categories.  Therefore, the date range of 12/19/05 to 10/26/06 will be used for historical data analysis throughout the rest of this report.
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Figure 5: Account Management Hours Revisited

Next, we identified each Work Tracker task as either a value add (VA), business non-value add (BNVA), or non-value add (NVA) activity.  Of the two tasks that deal with manual invoice processing – only “Account Management” was considered a value add activity.  “Invoice Processing – Manual” was classified as business non-value add since it involved data entry and merely aided in the execution of other value-add activities; this is the task whose hours we want to decrease per our problem statement.

Then, we identified the Work Tracker tasks that directly impact revenue – see tasks highlighted in yellow in Figure 6 below.  These are the areas where we would like to have Account Managers spend more of their time. (See problem statement above.)
Date range – 12/19/05 to 10/26/06

	Task
	Value

add?
	Hours

	Implementation
	BNVA
	2151.67

	Invoice Processing-Manual
	BNVA
	1753.41

	Account Management
	VA
	1080.23

	Other Internal Activities
	BNVA
	346.17

	Customer Service
	VA
	322.83

	Dispute Management
	VA
	260.50

	Invoice Processing-Electronic
	BNVA
	258.83

	Opening-Sorting Mail
	BNVA
	227.25

	Data Updates and Support
	VA
	214.08

	Ongoing New Bill/Inventory Setup 
	VA
	106.58

	Optimization (Post Audit)
	VA
	56.50

	Billing 
	BNVA
	51.42

	Audit
	VA
	23.83

	Order Management
	VA
	8.00

	Documentation 
	BNVA
	2.00


Figure 6: Value Add Analysis for Work Tracker Tasks

The pie chart in Figure 7 below shows the same data captured in Figure 6.  We can see from Figure 7 that Account Managers are spending 26% of their time on the “Invoice Processing – Manual” task – the second highest set of hours in our date range.  In addition, the pie chart shows that only 5% of the Account Manager’s time directly impacts revenue – the sum of percentages for “Dispute Management”, “Optimization (Post Audit)”, and “Audit”.  These are the percentages we used in our problem statement in the Define phase.

Figure 7: Account Manager Hours by Work Tracker tasks

The next step in the Measure phase was to analyze which customers accounted for the majority of Account Management’s time over our historical date range.  The Pareto chart in Figure 8 shows the top 10 customers sorted by Total Account Manager hours. (“None” denotes time spent by an Account Manager for administrative activities that are not associated with a particular customer.)  Next, we calculated the percent of time on manual invoice processing across these top 10 customers. Almost 29% of Account Management’s time was spent on manual invoice processing for these customers (total “manual invoice processing” hours divided by total hours for these 10 customers).  This 29% continues to confirm our Problem Statement that a large portion of time is spent on this business non-value add task.  The fact that the “Customer A” (a health insurance firm) account has the largest number of hours (both total hours and manual invoice processing hours) highlights this customer as a good candidate for a pilot project.

Figure 8: Top 10 Account Management Hours by Customer – Pareto Chart
Breaking down the percent for each Account Manager task for Customer A, we can see that about 43% of time was spent on the “Invoice Processing -  Manual” task.  (See Figure 9 below.)  This is another indication that this activity is taking up a large portion of Customer A’s Account Manager’s time.

Figure 9: Account Manager Tasks for Customer A
Measurement System Analysis
After we had calculated the total number of hours spent on each account management task, we asked the question of how clean the data was in Work Tracker – especially the two tasks that make up manual invoice processing: “Invoice Processing – Manual” and “Account Management”.  The Director of Operations discovered that some of the Account Managers were uncertain on where to put some of their time in Work Tracker.  For example, some Account Managers had been using “Invoice Processing – Manual” for time spent on AP report creation instead of using “Account Management” for this activity. Eventually Operations created a new set of definitions for each Work Tracker activity, consolidated some tasks, and re-trained each Account Manager on entering his/her time.
The table in Figure 10 shows the old and new Work Tracker tasks.  The new tasks did not affect our previous analysis since the “Invoice Processing – Manual” and “Account Management” tasks remained unchanged – see highlighted rows.  However, re-visiting the definitions of each Work Tracker task proved to be a fruitful exercise that will provide more meaningful future data.
	Old Tasks
	New Tasks

	Account Management
	Account Management 
(includes hours from old Order Management)

	Audit
	Audit

	Billing 
	Billing

	Customer Service
	Customer Service

	Data Updates and Support
	Post Implementation Bill/Inventory Updates
(includes hours from Ongoing New Bill/Inventory Setup)

	Dispute Management 
	(obsolete)

	Documentation 
	Documentation

	Implementation
	Implementation

	Invoice Processing-Electronic
	Invoice Processing-Electronic

	Invoice Processing-Manual
	Invoice Processing-Manual

	Ongoing New Bill/Inventory Setup 
	(obsolete)

	Opening-Sorting Mail
	Opening-Sorting Mail

	Optimization (Post Audit)
	Optimization and Disputes for Savings  (includes hours from Dispute Management)

	Order Management
	(obsolete)

	Other Internal Activities
	Other Internal Activities



Figure 10: Revised Work Tracker Tasks
Analyze Step
As noted in Figure 10 above, the Work Tracker tasks were changed to more accurately reflect Account Managers’ work.  We went back as a group and re-analyzed each task to see if its “value add” classification had changed – each task’s classification remained the same.  In addition, we repeated our exercise of identifying tasks that directly impact revenue; there are now two tasks instead of three in this classification.
The chart in Figure 11 shows how each Work Tracker task is now classified.  Again, we see the two manual invoice processing tasks are in the top three tasks by hours and the revenue generating tasks have a very low number of hours.
Date range – 12/19/05 to 10/26/06

	Old Tasks
	New Tasks
	Value

add?
	Hours

	Implementation
	Implementation
	BNVA
	2198.17

	Invoice Processing-Manual
	Invoice Processing-Manual
	BNVA
	1807.58

	Account Management
	Account Management 

(includes hours from old Order

Management)
	VA
	1122.57

	Other Internal Activities
	Other Internal Activities
	BNVA
	360.00

	Customer Service
	Customer Service
	VA
	346.58

	Optimization (Post Audit)
	Optimization and Disputes for Savings

(includes hours from Dispute 

Management)
	VA
	341.33

	Data Updates and Support
	Post Implementation Bill/Inventory

Updates

(includes hours from Ongoing New

Bill/Inventory Setup)
	VA
	334.75

	Invoice Processing-Electronic
	Invoice Processing-Electronic
	BNVA
	261.33

	Opening-Sorting Mail
	Opening-Sorting Mail
	BNVA
	227.25

	Billing 
	Billing
	BNVA
	66.50

	Audit
	Audit
	VA
	23.83

	Documentation 
	Documentation
	BNVA
	2.00

	Dispute Management 
	(obsolete)
	 
	 

	Ongoing New Bill/Inventory

Setup 
	(obsolete)
	 
	 

	Order Management
	(obsolete)
	 
	 




Figure 11: Final Value Add Analysis
Next, we diagrammed a detailed process map for the “manual invoice processing” process.  (This process applies to all customers in general.) Figure 12 below shows tasks that belong to each of the five major activities that we identified in the SIPOC diagram earlier.
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Figure 12: Detailed Process Map for “Manual Invoice Processing”
Since BSI already had a relationship with GSG, it was decided that we could move two of the five “manual invoice processing” activities from Account Management to our offshore partner.  Figure 13 below shows that these two activities, which involved data entry into the OneSource system, were step two (“Data Entry into OneSource”) and step three (“Review for Accuracy and Completeness”).

[image: image5]
Figure 13: Detailed Process Map for “Manual Invoice Processing” – with Outsourced Steps
Improve Step
In the Improve Step we tackled how to outline a pilot process for GSG so that they could start manual invoice processing as soon as possible.  This pilot process would augment the detailed manual invoice processing process map in Figures 12 and 13 above.  We knew we wanted to outsource steps two and three of the process and that we wanted to use Customer A as a pilot.  
In November 2006 we started our pilot with GSG processing Customer A’s manual invoices.  We had a few “lessons learned” that we captured in our pilot process map outlined in Figure 14 below.  (The shaded steps designate tasks that pertain only to the Customer A pilot process map.  BSI continued to enter invoices for other customers per the process map in Figures 13 and 14.) One drawback that we had not planned for was that Customer A’s Account Manager still had to take time to do a quality control check of the invoices that GSG was entering into OneSource.  Sometimes GSG would enter the invoices incorrectly due to various reasons, or would not be able to enter the invoices until they had obtained more information from us.  
Another obstacle we encountered was the fact that GSG did not always enter all of the invoices that we had sent them for that day.  As a result, Customer A’s Account Manager was unable to identify which invoices could be added to the Accounts Payable report.  Customer A had a requirement that we ship out the AP report on a daily basis and so knowing which invoices could be added to this report was critical.  To solve these problems, we implemented an Excel spreadsheet file (“invoice log”) where GSG would enter notes about “problem” invoices.  Customer A’s Account Manager would then review this spreadsheet the next day and work any of the “problem” invoices.  Also, we implemented deadlines – we would send invoices to India by 5 pm, and GSG would send us the “invoice log” file by 8 am the next day.  This provided Customer A’s Account Manager with several hours to research any “problem” invoices before creating the AP report for the day.
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Figure 14: Customer A’s Pilot Process Map
After a few weeks of having GSG process Customer A’s manual invoices we met as a team to complete a Failure Modes and Effects Analysis (FMEA) spreadsheet.  We combined tasks from Customer A’s pilot process map and the original detailed process map from Figures 12 and 13, and defined seven steps for our FMEA analysis:
1. BSI sends invoices to GSG by 5 pm EST
2. GSG enters manual invoices by 8 am EST
3. GSG manages log file
4. GSG Quality Controls (QC’s) invoices
5. BSI works "problem" invoices
6. BSI enters invoices (manual and electronic) (for non-pilot customers)
7. BSI processes AP report

Next, we followed the FMEA methodology and brainstormed all of the possible defects or failures that could occur within each of the above seven steps, identified the potential effects of these failures, the potential causes of these failures, and any controls we had in place to prevent these failures.  We scored each failure along three different dimensions – the severity of the potential effect, the likelihood of occurrence, and the likelihood of detecting the failure.  We used a scale of 1 – 10 for each dimension.  For example, a high severity failure would have a score closer to 10 and a low severity failure would have a score closer to 1.  A failure that was very likely to occur would have a score closer to 10; one that was highly unlikely to occur would have a score closer to 1.  A failure that would be almost impossible to detect would have a score closer to 10; one that would always be detectable would have a score closer to 1.  Finally, we multiplied the three scores for each failure to obtain the risk priority number (RPN).  The rows with the highest RPN’s identified failures that were high risk and that required us to brainstorm how to lower the RPN values.
The Appendix shows the completed FMEA spreadsheet – failures with highest RPN’s are highlighted in yellow.  For these failures we documented actions that we would take to lower the failure’s severity, lower its likelihood of occurring, and / or increase the likelihood we would detect the failure.  We assigned action items to various members of our group to carry out over the next several weeks.  The second FMEA spreadsheet in the Appendix shows these action items, the revised scores, and RPN values after completing our action items.
After several months of GSG processing Customer A’s manual invoices, we analyzed data in Work Tracker to make sure that Customer A’s Account Manager was spending less time on manual invoice processing.  We extracted data from Work Tracker by querying for all time entries for Customer A over a date range of December 2005 through February 2007.  The trend in Figure 15 below shows that this Account Manager was spending less time on manual invoices month over month.
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Figure 15: BSI’s Manual Invoice Processing Hours for Customer A
Control Step
After GSG had been processing manual invoices for several months, we started the Control step of the Lean phase to document the following:  lessons learned before outsourcing other customers’ invoices to GSG, a control plan for monitoring Work Tracker hours, and financial benefits gained so far.
Lessons Learned

The main lessons learned were as follows:

1. Constant vigilance is needed for communication between BSI and GSG.  BSI will continue to have regular conference calls with GSG to discuss any process problems.

2. The OneSource system should be enhanced as soon as possible so that GSG does not have to maintain the “log file” of problem invoices.  Instead, OneSource should contain the functionality where GSG users can flag “problem” invoices.  In addition, a new invoice status of “QC Complete” should be added to the system so that BSI Account Managers will ignore any invoices that are not in the “QC Complete” invoice status.  As a result, an Account Manager will not add an invoice to an AP report until it has been moved to the “QC Complete” invoice status by a GSG user.

3. Work Tracker needs another task entitled “GSG Review” to account for any time that Account Managers spend on reviewing GSG’s data entry into OneSource.  This will allow management to capture a more accurate picture of Account Management’s time and perhaps aid in calculating financial benefits of outsourcing.

Control Plan

A control plan was drafted and approved by the team to ensure that Account Managers are spending around 5% of their time on manual invoice processing for customers whose manual invoices have been outsourced to GSG.  (Per the goal statement in the Define step, all customers’ manual invoices will be processed by GSG by 6/30/07.) The Director of Account Management will be responsible for monitoring Work Tracker data twice a month to identify any data points that are out of control.  The complete control plan is as follows:

	CONTROL PLAN - MANUAL INVOICE PROCESSING

	Department Name: Operations

	Process Name: Manual Invoice Processing

	Name of Measure
	Measure Definition
	Measure Calculation
	Data Source
	Goal
	Measure Frequency
	Sample Size
	Reaction to Out of Control
	When to Act
	Who Acts

	
	
	
	
	
	
	
	
	
	

	"Manual invoice processing" hours
	Time it takes for Account Managers to do manual invoice processing on a monthly basis
	Query WorkTracker by:

step 1) 
Employee Name = "All"
Customer Name = "All"
Activity = "Invoice Processing - Manual"
Begin Date = first of current month
End Date = last day of current month

step 2)
Employee Name = "All"
Customer Name = "All"
Activity = "All"
Begin Date = first of current month
End Date = last day of current month

step 3)
step 1 hours divided by step 2 hours (expressed as %)
	Work Tracker
	5%
	Twice a Month - on 1st and 15th of each month
	2 samples per month
	- Check if any resource has entered data incorrectly into Work Tracker


- Identify situation where GSG could NOT enter the paper invoices - and BSI had to take the hit in hours
	Immediately after recording each sample
	Johnny Moreland


The Director of Account Management will record the Work Tracker data in a spreadsheet in order to create a control chart.  “Out of control” is defined as one data point that is outside of the upper or lower control limits.   A sample spreadsheet and control chart appears below.  The Director will enter values in the “Manual Invoice Processing Hrs” and “Total Hrs” columns.  The other columns are calculated within Excel.
	Date
	"Manual Invoice Processing" Hrs
	Total Hrs
	Monthly %
	Sample Mean (%)
	Sample Std Deviation (%)
	Lower Control Limit (%)
	Upper Control Limit (%)

	6/15/2007
	14
	160
	8.75%
	6.78%
	2.93%
	0.00%
	15.58%

	7/1/2007
	13
	159
	8.18%
	6.78%
	2.93%
	0.00%
	15.58%

	7/15/2007
	17
	157
	10.83%
	6.78%
	2.93%
	0.00%
	15.58%

	8/1/2007
	14
	157
	8.92%
	6.78%
	2.93%
	0.00%
	15.58%

	8/15/2007
	12
	159
	7.55%
	6.78%
	2.93%
	0.00%
	15.58%

	9/1/2007
	19
	150
	12.67%
	6.78%
	2.93%
	0.00%
	15.58%

	9/15/2007
	6
	158
	3.80%
	6.78%
	2.93%
	0.00%
	15.58%

	10/1/2007
	7
	160
	4.38%
	6.78%
	2.93%
	0.00%
	15.58%

	10/15/2007
	7
	161
	4.35%
	6.78%
	2.93%
	0.00%
	15.58%

	11/1/2007
	9
	165
	5.45%
	6.78%
	2.93%
	0.00%
	15.58%

	11/15/2007
	6
	179
	3.35%
	6.78%
	2.93%
	0.00%
	15.58%

	11/30/2007
	7
	159
	4.40%
	6.78%
	2.93%
	0.00%
	15.58%

	12/1/2007
	9
	162
	5.56%
	6.78%
	2.93%
	0.00%
	15.58%
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Financial Benefits

For the Customer A pilot, BSI did reduce costs related to manual invoice processing.

At a high level, we were able to calculate the cost if BSI had continued to do its own manual invoice processing compared to the cost of GSG doing the processing on a monthly basis.

Calculations are as follows:

Known data:

	Data
	Source

	BSI Account Manager average hourly rate = $35
	Director of Operations

	GSG resource average hourly rate = $12
	Director of Operations

	BSI average time per invoice = 5 min / invoice
	Work Tracker

	GSG average time per invoice = 8 min / invoice
	Timesheets provided by GSG during pilot phase

	Average number of manual invoices for Customer A per month = 1400
	OneSource Production database query


Assumptions:

· The average number of invoice for Customer A per month will not fluctuate greatly

· BSI could not reduce its “time per invoice” metric without outsourcing the work
Calculations:

· BSI Cost = ($35 / hr)(5 min / invoice)(1400 invoices / mth)(1 hr / 60 min) = $4,083.33 per month

· GSG Cost = ($12 / hr)(8 min / invoice)(1400 invoices / mth)(1 hr / 60 min) = $2,240 per month

Savings:

The monthly savings that could be recognized if GSG did all manual invoice processing for Customer A would be $4,083.33 - $2,240 = $1843.33 per month or $22,196.96 per year.

Lean Phase – Conclusion

After showing that costs surrounding manual invoice processing could be reduced by successfully off shoring this activity to our partner in India, BSI moved past the Customer A pilot and started off shoring manual invoice processing for other customers.  In order to expose each Account Manager to the new process, BSI decided to allow GSG to handle manual invoice processing for one account per Account Manager.  These five accounts were for customers whose invoices were relatively simple, meaning these invoices had little or no account hierarchy, had a low number of accounts and had few charge types.
Allowing GSG to process invoices for these five other customers could potentially reduce costs as follows:
	Customer
	Average number of manual invoices per month*
	BSI Cost
	GSG Cost
	Monthly Savings

	B - a leading North American distributor of industrial products and services
	150
	$437.50
	$240.00
	$197.50

	C - a leading consulting firm providing engineering, environmental and remedial construction services to public and private clients worldwide
	157
	$457.92
	$251.20
	$206.72

	D – a baked goods company
	81
	$236.25
	$129.60
	$106.65

	E - the global leader in ballasts and controls for commercial lighting applications
	35
	$102.80
	$56.00
	$46.08

	F - a mutual savings bank
	18
	$52.50
	$28.80
	$23.70

	TOTAL
	441
	$1,286.25
	$705.60
	$580.65


*obtained from querying OneSource Production database

Note:  The same assumptions, hourly rates, and average processing times per invoice were used as in the “Control Step – Financial Benefits” section above.
Over the next several months, BSI will start transitioning five customers per week to GSG with the goal (per our problem statement earlier) that GSG will be doing manual invoice processing for all current customers by 6/30/07.
Six Sigma Phase

Define Step
The goal of the previous Lean phase was to move the task of manual invoice processing from BSI’s Account Managers to BSI’s offshore partner, GSG.  After having successfully transitioned this task for several customers, BSI turned its attention to the Six Sigma phase where the goal was to improve GSG’s process efficiency in order to increase the number of invoices that are entered into OneSource in a given time period.

GSG provided BSI with weekly time sheets during the Customer A pilot.  As discussed earlier, GSG on average needed 8 minutes to enter one invoice for this customer.  This translates into a throughput rate of 7.5 invoices per hour.  BSI is concerned that this throughput rate is too low, especially if GSG cannot increase this metric as BSI starts to send more invoices to GSG for other customers.  Moreover, BSI was able to achieve a throughput rate of 12 invoices per hour (5 minutes per invoice) when processing Customer A’s manual invoices prior to this Lean Six Sigma initiative.  BSI would like to have GSG ultimately achieve this throughput rate as they ramp up to process all manual invoices for BSI’s customers.

The problem statement for the Six Sigma Phase was defined as:

Problem Statement – GSG throughput rate for manual invoice processing for the Customer A pilot of 7.5 invoices per hour (8 minutes per invoice) is too low.  (Pilot dates were 11/14/06 – 12/31/06.) BSI fears that GSG will not be able to process invoices for all customers on a daily basis with this throughput rate and that some invoices will not be entered into OneSource in a timely fashion.  This could delay the Account Managers creating customer’s AP reports which would result in late payment of invoices.
We also documented the goal statement, voice of the customer and potential financial benefits as follows:


Goal Statement – GSG will achieve a throughput rate of 12 invoices per hour by 9/30/2007

Voice of the Customer – External customers require timely AP reports.  GSG processing more invoices per day would reduce the risk of not having invoices entered into OneSource before an AP report is due to the customer
Potential Financial Benefit – A higher throughput rate would decrease BSI’s costs and increase the total financial benefit from outsourcing manual invoice processing
Appendix
Project Charter

	Project Name
	Manual Invoice Processing

	Company
	BroadSource, Inc.  (www.broadsource.com)

	Department
	Operations

	Start Date
	10/27/2006


	Project Stakeholder
	Name
	Phone Number
	E-mail

	Project Champions
	Vinnie Brennan – CEO

Steven Neel - COO
	678-507-1220
	vinnie.brennan@broadsource.com 

steven.neel@broadsource.com 



	Process Owner
	Matt Boltin – Director of Operations
	
	matt.boltin@broadsource.com

	Black Belt
	Rich Harrelson – Quality Assurance
	
	rich.harrelson@broadsource.com

	Team Members
	Rich Harrelson – Quality Assurance
	
	rich.harrelson@broadsource.com

	
	Jennifer Tiedeman – Account Manager
	
	jennifer.tiedeman@broadsource.com

	
	Kevin Smith – Operations
	
	kevin.smith@broadsource.com

	
	Johnny Moreland – Operations
	
	johnny.moreland@broadsource.com

	
	Matt Boltin – Director of Operations
	
	matt.boltin@broadsource.com


	Process Name

	Manual Invoice Processing

	Product / Service Description

	Manual Invoice Processing is defined as the tasks that an Account Manager has to perform when entering a customer’s paper invoices into OneSource.

	Objective – Lean Phase

	Project Y
	Baseline
	Forecast
	Objective

	Account Management time spent on manual invoice processing
	26% of Account Management time from 12/19/05 to 10/26/2006
	Percentage would increase to over 26% if we continued to let internal Account Managers process manual invoices
	5% of Account Management time per month

	Objective – Six Sigma Phase

	Project Y
	Baseline
	Forecast
	Objective

	Manual invoice processing throughput rate
	7.5 invoices processed per hour during Customer A pilot
	GSG may not increase their throughput rate if BroadSource does not identify opportunities for improvement 
	12 invoices processed per hour

	Assumptions / Constraints / Risks

	1. Assumption – GSG can process manual invoices across our entire customer base

2. Assumption – GSG can process manual invoices for a lower cost than BSI

3. Risk – GSG will not have adequate resources available to process manual invoices

4. Risk – BSI Account Manager may spend too much time in quality control activities related to auditing GSG’s data entry into OneSource


	Benefits

	1. Account Managers will spend more time on strategic tasks that relate directly to revenue generation

2. Account Management will be able to scale more efficiently by increasing the number of customer accounts per Account Manager 

	Schedule

	Lean Phase start – 10/27/06

Lean Phase end –  6/30/07

	Six Sigma Phase start – end of Q1 2007

Six Sigma Phase end – 9/30/07 


FMEA Analysis
	No
	Process Step
	Potential Failure Mode

	Potential 
Failure Effects
	SEVERITY
	Potential
Causes
	OCCURENCE
	Current 
Controls
	DETECTION
	RPN

	
	May be process step, general activity, functional area, or other rational grouping
	What is the potential failure or undesirable outcome for this area?
	If the failure mode occurs, what will the effect be?
	
	What is/are the cause/s of the failure?
	
	What controls are in place to prevent the cause from occurring or to detect that the cause has occurred?
	
	

	
	BSI sends invoices to GSG by 5 pm EST
 

 

 

 

 
	GSG does not receive all of the invoices (or incomplete invoices)
	invoice not entered into OneSource; invoice  gets paid late; BSI rework
	7
	technical glitch with scanner, or operator problem
	2
	GSG to review page no's and alert us if invoice is incomplete
	5
	70

	1
	
	 
	 
	7
	Elaina fails to transmit all of the invoices
	2
	none
	10
	140

	
	
	GSG receives incorrect invoices (non-Customer A)
	Rework between GSG and BSI since GSG cannot process
	7
	We send GSG invoices for non-Customer A customers
	2
	Should be done in sorting mail?
	2
	28

	
	
	GSG receives electronic invoices
	Rework between GSG and BSI since GSG cannot process
	3
	difficult to extract elec. invoices from what we send GSG
	9
	turn off paper billing for elec invoices
	1
	27

	
	
	BSI does not send invoices to GSG by 5 pm our time
	BSI has to do data entry or payment delayed
	3
	resource constraint (out of office, sick, out of time, etc.)
	2
	occasional back up resource
	1
	6

	
	
	(all of the above)
	(all of the above)
	10
	ramp up time for new scanner operator
	3
	established documentation in order to train new operator
	1
	30


	2
	GSG enters manual invoices by 8 am EST
 

 

 

 

 

 

 
	new bill information entered incorrectly or missing data
	GSG has entered a bill that needs to be deleted by BroadSource
	7
	lack of training for GSG data entry resource
	8
	GSG 's QC process
	3
	168

	
	
	 
	BroadSource cannot locate bill in OneSource; delays that particular invoice being paid
	2
	lack of training for data entry resource - resource has fat fingered data entry?
	1
	GSG 's QC process
	3
	6

	
	
	GSG does not enter all relevant data for a new bill (e.g cycle end date)
	error message when clicking add new invoice link if GSG did not enter cycle end date
	1
	lack of training for data entry resource - resource has fat fingered data entry?
	2
	fixed in OneSource with 3.0 release (see ttp 2970)
	3
	6

	
	
	GSG fails to enter bill "shell" correctly
	BSI rework
	5
	lack of training for data entry resource - or format of bill is confusing
	4
	BSI QC process AND GSG's QC process
	2
	40

	
	
	GSG attempts to enter a dup bill #
	OneSource invokes an error message - but does GSG just stop and tell us and not look for existing bill #?
	2
	system limitation and carrier activity
	3
	none
	1
	6

	
	
	GSG fails to enter new bill
	BSI rework
	3
	GSG has "run out of time"
	2
	defined SLA's
	2
	12

	
	
	 
	 
	3
	Bill contains incomplete data
	3
	the BSI Billing address standard
	1
	9

	
	
	GSG fails to enter invoice correctly
	BSI rework, poor data quality, invoice could be paid incorrectly
	5
	lack of training and inconsistent bill formats
	3
	BSI QC process AND GSG's QC process
	2
	30


	
	GSG manages log file

 

 

 
	GSG mis-codes the Status and Notes column
	Jen would investigate an invoice that is not a problem
	2
	GSG human error
	2
	BSI has provided instructions for code; GSG QC tasks
	5
	20

	3
	
	 
	Jen would NOT investigate an invoice that IS a problem
	9
	GSG human error / lack of traininig
	4
	BSI has provided instructions for code; GSG QC tasks
	9
	324

	
	
	GSG comments hard to understand for "problem" invoices
	BSI rework
	3
	language
	3
	none
	1
	9

	
	
	GSG does not deliver log file to BSI by 8 am our time
	invoice not paid in a timely fashion
	5
	GSG ran out of time
	2
	SLA's
	1
	10

	4
	GSG QC's invoices

 

 

 
	QC misses a problem
	invoice gets paid in error
	7
	lack of training / time
	3
	GSG documentation
	8
	168

	
	
	GSG cannot handle the QC load by close of their business
	BSI loses a day in processing invoices
	7
	GSG time estimates are incorrect
	3
	GSG resource planning
	1
	21

	
	
	QC completes log file incorrectly
	Jen would investigate an invoice that is not a problem
	2
	GSG human error
	2
	BSI has provided instructions for code; GSG QC tasks
	5
	20

	5
	
	 
	Jen would NOT investigate an invoice that IS a problem
	9
	GSG human error
	4
	BSI has provided instructions for code; GSG QC tasks
	9
	324

	
	BSI works "problem" invoices

 
	Jen misunderstands what the problem is from GSG log file
	BSI rework
	4
	language or mis-code bill notes / status
	2
	BSI has provided instructions for code; GSG QC tasks
	1
	8

	
	
	No time for Jen to fix problem invoices
	Delay in invoices being paid
	4
	resource constraint (out of office, sick, out of time, etc.)
	5
	none
	1
	20

	
	BSI enters invoices (manual and elec)

 
	Elec invoice upload is incorrect
	BSI rework, poor data quality, invoice could be paid incorrectly
	7
	incomplete reqts, carrier data format change
	3
	Tim T. has error checking process in place
	2
	42

	
	
	BSI data entry error
	BSI rework, poor data quality, invoice could be paid incorrectly
	7
	training and operator carelessness
	2
	none
	9
	126


	6
	BSI processes AP report

 

 

 
	AP created with invoices we don't want
	invoice gets paid in error
	8
	Process breakdown in GSG or BSI QC
	3
	Training and communication standards
	9
	216

	
	
	AP created without invoices that we do want
	invoice gets paid later that it should
	5
	Process breakdown in GSG or BSI QC
	3
	Proposed GSG process
	2
	30

	
	
	AP report creation not done on time
	invoice gets paid later that it should
	4
	resource constraint (out of office, sick, out of time, etc.)
	5
	potential resource back ups
	2
	40

	
	
	 
	 
	4
	OneSource performance
	8
	Proposed GSG process
	1
	32


FMEA Action Items
	No 

(from above)
	Action
	Responsible?

	Actions Taken / Timing
	New Sev.
	New Occ.
	New Det.
	New RPN

	1
	Missing Invoices Report
(brand new bills 'may' slip through the cracks)

Elaina will notify GSG of her invoice count - then GSG will reconcile
	Elaina


	Jen to train Elaina week of 11/13/06
	7
	1
	1
	7

	2
	BSI has reinforced a process doc that GSG needs to search with multiple strings (employee id, phone number, etc.)

after invoice deletion, mark bill as "inactive' and rename bill as "DELETE this BILL"
	Matt 
	will do 11/13/06
	4
	4
	3
	48

	3
	reduce occurrence score by training / reinforcing the "new" process to GSG

reduce det. score by Jen inspecting bill names, dollar amts / % change in dollar amt, unassociated accts

GSG reminded to use the Inv Comparison rpt.
	Jen / Matt
	daily through end of 11/2006
	9
	2
	3
	54

	4
	weekly status calls with GSG to go over recurring mistakes

Jen's QA process - see above
	Matt
	on agenda as needed
	7
	2
	5
	70

	5
	reduce occurrence score by training / reinforcing the "new" process to GSG

reduce det. score by Jen inspecting bill names, dollar amts / % change in dollar amt, unassociated accts

GSG reminded to use the Inv Comparison rpt.
	Jen / Matt
	daily through end of 11/2006
	9
	2
	3
	54

	6
	Have implemented time deadlines for different tasks

Product enhancements (e.g. new "QC" status) - but we cannot do this immediately
	Matt (first item)
	Reinforcing task deadlines
	7
	2
	9
	126


Then…





Six Sigma


Improve process once GSG has completed several iterations of data entry


Reduce variation


Reduce number of defects


Roll out to all customers








Lean





Eliminate business non-value-add activities


Eliminate waste


Create continuous flow


Use specific customer as a pilot





Original Problem Statement





Is this task creating revenue?





Which of these tasks takes up the most time?





Why not?





Narrow the problem





Operations cannot handle more customers without hiring new Account Managers.








Current Account Managers cannot take on more accounts because 


they are spending too much time on non-strategic mundane tasks. 





Account Managers are spending a lot of their time 


processing manual invoices.





No. This task should be removed from Account Management 


to free up more time to service more clients 


and find savings opportunities.





AP report





= related to manual invoice processing





Date range – 12/19/05 to 10/26/06





Date range – 1/1/02 to 12/18/05
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Add / Edit charges 
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Add / Edit 
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Add new accounts 
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Add invoice





Create bill in OneSource





Organize invoices by carrier


and due date





Stamp invoice 
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Open mail





Invoices filed





Generate AP report (daily)





Create AP record





Query for 


pending invoices





Review Manage Audits page for unassociated accounts and unallocated cost centers





Add invoices to 


AP record





Repeat for each invoice





File manual
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Add / Edit inventory 
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Review View Invoice page 


in OneSource
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Preparation of 


manual invoices
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BNVA = business non-value add
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Data entry into
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= related to manual invoice processing





= directly impacts revenue





File manual invoice
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Data entry into OneSource





Preparation of manual invoices





= related to manual invoice processing








BSI files invoices
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BSI generates AP report (daily)
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Step 2





Step 1





BSI organizes invoices by carrier


and due date





BSI stamps invoice 


with receipt date





BSI opens mail





Preparation of 


manual invoices





GSG email invoice log to BSI by 8 am EST





BSI reviews issues on invoice log and corrects problems





GSG Quality Control updates status and bill notes on invoice log





GSG updates status and bill notes on invoice log





GSG Quality Control resource checks invoices on invoice log





GSG enters manual invoices (by 8 am EST)





GSG creates invoice log





BSI FTP’s pdf files to GSG and emails notice (by 5 pm EST)





BSI scans Customer A invoices





GSG started processing manual invoices in Nov 06.
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		Task		Hours

		Implementation		2151.67

		Invoice Processing-Manual		1753.41

		Account Management		1080.23

		Other Internal Activities		346.17

		Customer Service		322.83

		Dispute Management		260.50

		Invoice Processing-Electronic		258.83

		Opening-Sorting Mail		227.25

		Data Updates and Support		214.08

		Ongoing New Bill/Inventory Setup		106.58

		Optimization (Post Audit)		56.50

		Billing		51.42

		Audit		23.83

		Order Management		8.00

		Documentation		2.00
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Chart3

		Implementation

		Invoice Processing-Manual

		Account Management

		Other Internal Activities

		Customer Service

		Dispute Management

		Invoice Processing-Electronic

		Opening-Sorting Mail

		Data Updates and Support

		Ongoing New Bill/Inventory Setup

		Optimization (Post Audit)

		Billing

		Audit

		Order Management

		Documentation



Acct Mgr Hours by Task 
12/19/05 - 10/26/06

2151.6667

1753.4135

1080.2334

346.1667

322.8335

260.5001

258.8326

227.24998

214.0832

106.583336

56.5

51.416668

23.833332
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ALL EEs

		Task		Hours				Task		Hours				Task		Hours																AFTER RE-ARRANGING WORK TRACKER BUCKETS

		Invoice Processing-Manual		4569.46				Invoice Processing-Manual		2816.30				Implementation		2151.67

		Implementation		4549.40				Implementation		2397.73				Invoice Processing-Manual		1753.41																Task		Hours

		Account Management		1907.78				Account Management		827.55				Account Management		1080.23																Implementation		2198.17

		Data Updates and Support		1027.35				Data Updates and Support		813.27				Other Internal Activities		346.17																Invoice Processing-Manual		1807.58

		Other Internal Activities		974.17				Other Internal Activities		628.00				Customer Service		322.83																Account Management		1122.57

		Customer Service		507.78				Audit		443.25				Dispute Management		260.50																Other Internal Activities		360.00

		Audit		467.08				Optimization (Post Audit)		236.00				Invoice Processing-Electronic		258.83																Customer Service		346.58

		Dispute Management		421.50				Customer Service		184.95				Opening-Sorting Mail		227.25																Optimization and Disputes for Savings		341.33

		Optimization (Post Audit)		292.50				Dispute Management		161.00				Data Updates and Support		214.08								revenue hrs		340.833432						Post Implementation Bill / Inventory Updates		334.75

		Invoice Processing-Electronic		265.58				Documentation		90.50				Ongoing New Bill/Inventory Setup		106.58								TOTAL hrs		6863.313016						Invoice Processing-Electronic		261.33

		Opening-Sorting Mail		227.25				Order Management		87.00				Optimization (Post Audit)		56.50								%		4.97%						Opening-Sorting Mail		227.25

		Billing		128.92				Billing		77.50				Billing		51.42																Billing		66.50

		Ongoing New Bill/Inventory Setup		106.58				Invoice Processing-Electronic		6.75				Audit		23.83																Audit		23.83

		Order Management		95.00				Opening-Sorting Mail		0.00				Order Management		8.00																Documentation		2.00

		Documentation		92.50				Ongoing New Bill/Inventory Setup		0.00				Documentation		2.00

																																from date		12/19/05

		from date		1/1/02				from date		1/1/02				from date		12/19/05																to date		10/26/06

		to date		10/26/06				to date		12/18/05				to date		10/26/06

		Comments from Matt:

		eliminate Implementation bucket? - but Acct Mgrs (not just Kevin) are entering hours for this bucket.
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Graph top 6 buckets by EE

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates

		Carolyn Puffe		0		0		0		0		0		0		0		26		0		9		0		0		0		0		0		0		0

		Derek Porter		0		0		0		0.25		0		0		0		9		0		29.5		0		1.41666667		0		0		0		0		0

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0

		Len Vega		0		0		0		0		0		0		0		10		0		0		0		0		1		0		0		0		0

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75

		Michele Bell		0		0		0		0		0		0		0		0		0		0		0		0		9.91666667		0		0		0		0

		Michelle Russell		115.75		1.25		0		0		0		0		2.75		66.0833334		13.25		139.5		0		27		42.91666667		0		0		0		0

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5

		Piyush Pandya		0		0		0		0		0		0		0		0		0		2		0		0		0		0		0		0		0

		Ramona Bermudez		5		0		0		0		0		0		0		0		0		7.25		0		0		1.25		0		0		0		0.5

		Rich Harrelson		2.25		0		0		0		0		0		0		0		0		36.5		0		3.75		4.25		0		0		0		0

		Steven Neel		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0

		Tim Tront		0		0.16666667		0		1.16666667		0		0		56.583333512		6.666666702		77.750001114		4		0.5		0		0		0		0		0		27.750000394



the highlighted buckets impact revenue directly. We need to increase these percentages.


Mention this in the Define phase?

(What about "Audit" bucket?)

total % for tasks that impact revenue



Hours by Customer

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL						TOTAL		TASK

		Derek Porter		0		0		0		0.25		0		0		0		9		0		29.5		0		1.41666667		0		0		0		0		0		40.16666667						2158.416666818		Implementation

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1		384.500000012						1789.333334768		Invoice Processing-Manual

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0		18						1109.56666662		Account Management

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75		917.166666506						360.000000074		Other Internal Activities

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0		202.9						346.58333352		Customer Service

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0		1644.333333376						284.83333353		Dispute Management

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698		1150.083335806						261.333334402		Invoice Processing-Electronic

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75		982.08333334						227.666667374		Post Implementation Bill/Inventory Updates

		Michele Bell		0		0		0		0		0		0		0		0		0		0		0		0		9.91666667		0		0		0		0		9.91666667						225.000000156		Opening-Sorting Mail

		Michelle Russell		115.75		1.25		0		0		0		0		2.75		66.0833334		13.25		139.5		0		27		42.91666667		0		0		0		0		408.50000007						106.58333334		Ongoing New Bill/Inventory Setup

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5		1121.5						73.833333544		Electronic Interface Support

		Rich Harrelson		2.25		0		0		0		0		0		0		0		0		36.5		0		3.75		4.25		0		0		0		0		46.75						66.500000026		Billing

		Tim Tront		0		0.16666667		0		1.16666667		0		0		56.583333512		6.666666702		77.750001114		4		0.5		0		0		0		0		0		27.750000394		174.583335062						56.5		Optimization and Disputes for Savings

		TOTAL		1109.56666662		23.83333334		66.500000026		346.58333352		284.83333353		2		73.833333544		2158.416666818		261.333334402		1789.333334768		0.5		106.58333334		225.000000156		56.5		8		360.000000074		227.666667374								23.83333334		Audit

																																												8		Order Management

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates								2		Documentation

		Derek Porter		0.00%		0.00%		0.00%		0.62%		0.00%		0.00%		0.00%		22.41%		0.00%		73.44%		0.00%		3.53%		0.00%		0.00%		0.00%		0.00%		0.00%								0.5		OCR error fix

		Elaina Williams		0.78%		0.00%		0.00%		0.00%		0.00%		0.13%		0.00%		6.18%		4.29%		36.61%		0.00%		1.11%		25.75%		0.00%		0.13%		24.77%		0.26%

		Helen Leavins		0.00%		0.00%		0.00%		20.83%		0.00%		0.00%		8.33%		30.56%		19.44%		20.83%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

		Jennifer Tiedeman		33.49%		0.11%		1.55%		8.12%		0.05%		0.00%		0.00%		6.31%		5.81%		36.82%		0.00%		2.59%		2.50%		0.41%		0.11%		1.83%		0.30%

		Karen OKeefe		20.98%		0.49%		0.00%		9.86%		2.09%		0.25%		0.00%		44.40%		1.72%		12.81%		0.00%		0.86%		0.99%		0.74%		0.00%		4.81%		0.00%

		Kevin Smith		4.30%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		83.12%		0.00%		2.62%		0.00%		0.00%		0.05%		0.00%		0.00%		9.91%		0.00%

		Marie Owen		11.64%		0.23%		2.22%		18.84%		18.25%		0.00%		0.35%		2.55%		1.49%		24.11%		0.00%		0.00%		0.52%		0.07%		0.48%		3.80%		15.47%

		Matt Boltin		11.23%		1.81%		2.62%		3.08%		0.28%		0.00%		0.79%		47.27%		6.31%		12.59%		0.00%		3.73%		2.98%		5.14%		0.00%		0.36%		1.81%

		Michele Bell		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		100.00%		0.00%		0.00%		0.00%		0.00%

		Michelle Russell		28.34%		0.31%		0.00%		0.00%		0.00%		0.00%		0.67%		16.18%		3.24%		34.15%		0.00%		6.61%		10.51%		0.00%		0.00%		0.00%		0.00%

		Nicole Smith		28.89%		0.00%		0.09%		0.00%		6.02%		0.09%		0.11%		3.48%		1.29%		55.97%		0.00%		0.71%		0.71%		0.00%		0.09%		2.50%		0.04%

		Rich Harrelson		4.81%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		78.07%		0.00%		8.02%		9.09%		0.00%		0.00%		0.00%		0.00%

		Tim Tront		0.00%		0.10%		0.00%		0.67%		0.00%		0.00%		32.41%		3.82%		44.53%		2.29%		0.29%		0.00%		0.00%		0.00%		0.00%		0.00%		15.89%

		remove these?				implementation

						elec interface support





Hours by Customer

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



Account Management

Audit

Billing

Customer Service

Dispute Management

Documentation

Electronic Interface Support

Implementation

Invoice Processing-Electronic

Invoice Processing-Manual

OCR error fix

Ongoing New Bill/Inventory Setup

Opening-Sorting Mail

Optimization and Disputes for Savings

Order Management

Other Internal Activities

Post Implementation Bill/Inventory Updates



Revenue Tasks

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0





Misc

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1		384.500000012

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0		18

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75		917.166666506

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0		202.9

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0		1644.333333376

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698		1150.083335806

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75		982.08333334

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5		1121.5

				Elaina Williams						Helen Leavins						Jennifer Tiedeman						Karen OKeefe						Kevin Smith						Marie Owen						Matt Boltin						Nicole Smith

		Invoice Processing-Manual		140.750000012		36.61%		Implementation		5.5		30.56%		Invoice Processing-Manual		337.666666626		36.82%		Implementation		90.0833334		44.40%		Implementation		1366.833333376		83.12%		Invoice Processing-Manual		277.25000146		24.11%		Implementation		464.25		47.27%		Invoice Processing-Manual		627.75		55.97%

		Opening-Sorting Mail		99		25.75%		Customer Service		3.75		20.83%		Account Management		307.16666667		33.49%		Account Management		42.5666666		20.98%		Other Internal Activities		163		9.91%		Customer Service		216.66666685		18.84%		Invoice Processing-Manual		123.66666667		12.59%		Account Management		324		28.89%

		Other Internal Activities		95.25		24.77%		Invoice Processing-Manual		3.75		20.83%		Customer Service		74.5		8.12%		Invoice Processing-Manual		26		12.81%		Account Management		70.75		4.30%		Dispute Management		209.83333353		18.25%		Account Management		110.25		11.23%		Dispute Management		67.5		6.02%

		Implementation		23.75		6.18%		Invoice Processing-Electronic		3.5		19.44%		Implementation		57.9166666		6.31%		Customer Service		20		9.86%		Invoice Processing-Manual		43		2.62%		Post Implementation Bill/Inventory Updates		177.91666698		15.47%		Invoice Processing-Electronic		62		6.31%		Implementation		39		3.48%

		Invoice Processing-Electronic		16.5		4.29%		Electronic Interface Support		1.5		8.33%		Invoice Processing-Electronic		53.24999994		5.81%		Other Internal Activities		9.75		4.81%		Opening-Sorting Mail		0.75		0.05%		Account Management		133.83333335		11.64%		Optimization and Disputes for Savings		50.5		5.14%		Other Internal Activities		28		2.50%

		Ongoing New Bill/Inventory Setup		4.25		1.11%		Account Management		0		0.00%		Ongoing New Bill/Inventory Setup		23.75		2.59%		Dispute Management		4.25		2.09%		Audit		0		0.00%		Other Internal Activities		43.750000074		3.80%		Ongoing New Bill/Inventory Setup		36.66666667		3.73%		Invoice Processing-Electronic		14.5		1.29%

		Account Management		3		0.78%		Audit		0		0.00%		Opening-Sorting Mail		22.91666667		2.50%		Invoice Processing-Electronic		3.5		1.72%		Billing		0		0.00%		Implementation		29.33333334		2.55%		Customer Service		30.25		3.08%		Ongoing New Bill/Inventory Setup		8		0.71%

		Post Implementation Bill/Inventory Updates		1		0.26%		Billing		0		0.00%		Other Internal Activities		16.75		1.83%		Opening-Sorting Mail		2		0.99%		Customer Service		0		0.00%		Billing		25.500000026		2.22%		Opening-Sorting Mail		29.25		2.98%		Opening-Sorting Mail		8		0.71%

		Documentation		0.5		0.13%		Dispute Management		0		0.00%		Billing		14.25		1.55%		Ongoing New Bill/Inventory Setup		1.75		0.86%		Dispute Management		0		0.00%		Invoice Processing-Electronic		17.083333348		1.49%		Billing		25.75		2.62%		Electronic Interface Support		1.25		0.11%

		Order Management		0.5		0.13%		Documentation		0		0.00%		Optimization and Disputes for Savings		3.75		0.41%		Optimization and Disputes for Savings		1.5		0.74%		Documentation		0		0.00%		Opening-Sorting Mail		6.000000146		0.52%		Audit		17.75		1.81%		Billing		1		0.09%

		Audit		0		0.00%		OCR error fix		0		0.00%		Post Implementation Bill/Inventory Updates		2.75		0.30%		Audit		1		0.49%		Electronic Interface Support		0		0.00%		Order Management		5.5		0.48%		Post Implementation Bill/Inventory Updates		17.75		1.81%		Documentation		1		0.09%

		Billing		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Audit		1		0.11%		Documentation		0.5		0.25%		Invoice Processing-Electronic		0		0.00%		Electronic Interface Support		4.000000032		0.35%		Electronic Interface Support		7.75		0.79%		Order Management		1		0.09%

		Customer Service		0		0.00%		Opening-Sorting Mail		0		0.00%		Order Management		1		0.11%		Billing		0		0.00%		OCR error fix		0		0.00%		Audit		2.66666667		0.23%		Other Internal Activities		3.5		0.36%		Post Implementation Bill/Inventory Updates		0.5		0.04%

		Dispute Management		0		0.00%		Optimization and Disputes for Savings		0		0.00%		Dispute Management		0.5		0.05%		Electronic Interface Support		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Optimization and Disputes for Savings		0.75		0.07%		Dispute Management		2.75		0.28%		Audit		0		0.00%

		Electronic Interface Support		0		0.00%		Order Management		0		0.00%		Documentation		0		0.00%		OCR error fix		0		0.00%		Optimization and Disputes for Savings		0		0.00%		Documentation		0		0.00%		Documentation		0		0.00%		Customer Service		0		0.00%

		OCR error fix		0		0.00%		Other Internal Activities		0		0.00%		Electronic Interface Support		0		0.00%		Order Management		0		0.00%		Order Management		0		0.00%		OCR error fix		0		0.00%		OCR error fix		0		0.00%		OCR error fix		0		0.00%

		Optimization and Disputes for Savings		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		OCR error fix		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Order Management		0		0.00%		Optimization and Disputes for Savings		0		0.00%

				384.500000012						18						917.166666506						202.9						1644.333333376						1150.083335806						982.08333334						1121.5



data range

from date = 12/19/2005
to date = 10/26/2006

Rich Harrelson:
not needed.  Tim T. only uses this.



Misc

		0		0		0		0		0		0



Invoice Processing-Manual

Opening-Sorting Mail

Other Internal Activities

Implementation

Invoice Processing-Electronic

Ongoing New Bill/Inventory Setup



After Pilot

		0		0		0		0		0		0



Implementation

Customer Service

Invoice Processing-Manual

Invoice Processing-Electronic

Electronic Interface Support

Account Management



		0		0		0		0		0		0



Invoice Processing-Manual

Account Management

Customer Service

Implementation

Invoice Processing-Electronic

Ongoing New Bill/Inventory Setup



		0		0		0		0		0		0



Implementation

Account Management

Invoice Processing-Manual

Customer Service

Other Internal Activities

Dispute Management



		0		0		0		0		0		0



Implementation

Other Internal Activities

Account Management

Invoice Processing-Manual

Opening-Sorting Mail

Audit



		0		0		0		0		0		0



Invoice Processing-Manual

Customer Service

Dispute Management

Post Implementation Bill/Inventory Updates

Account Management

Other Internal Activities



		0		0		0		0		0		0



Implementation

Invoice Processing-Manual

Account Management

Invoice Processing-Electronic

Optimization and Disputes for Savings

Ongoing New Bill/Inventory Setup



		0		0		0		0		0		0



Invoice Processing-Manual

Account Management

Dispute Management

Implementation

Other Internal Activities

Invoice Processing-Electronic



		Customer		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		Total																SCRUBBED

		Total		1114.56666662		23.83333334		66.500000026		346.58333352		284.83333353		2		73.833333544		2198.166666818		261.333334402		1807.583334768		0.5		106.58333334		227.250000156		56.5		8		360.000000074		228.166667374		7166.233337512																Customer		Total Acct Mgr hours		"Invoice Processing-Manual" hours																Customer A

		CIGNA		423.25		4.25		20.5		78.5		1.75		0		12.66666667		48.8333334		110.333333332		715.833333286		0		75.33333334		111.50000001		14.5		0		18.5		14.916666798		1650.666666836																Customer A		1650.67		715.83														Invoice Processing-Manual		715.833333286

		Applied Industrial		16.25		0		6.66666667		27.50000002		16.99999995		0		5.750000026		274.666666676		24.08333343		87.083333484		0		2.5		0		2.5		0		1.83333335		33.083333416		498.916667022																Customer B		498.92		87.08														Account Management		423.25

		Bass Pro Shops		41.0666666		3.5		0		7.75		2.25		0		2		357.8333334		5.416666686		25.75		0		1.25		2		0		0		0.75		1.25		450.816666686																Customer C		450.82		25.75														Opening-Sorting Mail		111.50000001

		None		3.5		0		19.5		0		0		0.5		0		0		0.16666667		2.25		0		1		105.250000032		0		1		298		3.25		434.416666702																None		434.42		2.25														Invoice Processing-Electronic		110.333333332

		FBR		98.5		0		0		0		7		0		1.41666667		183.416666672		2.333333374		107		0		10.25		0		0		0		1.5		2.33333334		413.750000056																Customer D		413.75		107.00														Customer Service		78.5

		Bancorp South		55.5		2.5		0		0.16666667		1		0		10.08333334		0		17.583333492		184.5		0		0		0.5		8		0		1.5		1.250000006		282.583333508																Customer E		282.58		184.50														Ongoing New Bill/Inventory Setup		75.33333334

		First Financial		44.75		0		0		0		4.5		0		0.5		80.91666667		3.5		125		0		6		0		0		0.5		0		1.000000006		266.666666676																Customer F		266.67		125.00														Implementation		48.8333334

		MedAvant		28.25		3		0		18		0		0		0.41666667		160.583333336		7.416666694		37.25000001		0		0.5		0		0		0		0		3.083333342		258.500000052																Customer G		258.50		37.25														Billing		20.5

		Eastern Va Bankshares		39.5		0		1		0		13		0		0		149.583333336		0		50.75		0		0		0		0		0		0		0		253.833333336																Customer H		253.83		50.75														Other Internal Activities		18.5

		CompuCredit		58.41666671		0.5		8.166666676		46.91666664		4.25		0		1.250000012		2.5		9.4166668		39.416666828		0		0		0.666666686		0		0		1.16666667		69.333333394		242.000000416																Customer I		242.00		39.42														Post Implementation Bill/Inventory Updates		14.916666798

		Otis Spunkmeyer		16.25		0.25		0		12.33333334		7.58333334		0		2		129.41666667		6.750000106		32.083333408		0		0.75		0.083333336		0.5		0		4.333333352		15.833333412		228.166666964																TOTAL hours		4752.15		1374.83		28.93%												Optimization and Disputes for Savings		14.5

		FLAG Financial		53.50000001		0.91666667		2.16666667		13.9166667		22.9166667		0		7.75000014		0		16.33333339		43.416666888		0		6.5		1.75		5		0		3		13.250000048		190.416667216																																		Electronic Interface Support		12.66666667

		NSI		50.66666667		0		0		4.75		18.250000006		0		4		0		4.333333418		77.66666668		0		2		0.166666672		0		0		2.25		11.16666667		175.250000116																																		Audit		4.25

		Merial		12		1.5		0.75		8.83333334		0.16666667		0.5		1.75		135		4.16666672		4.250000016		0		0		0		0		0		2.58333334		2.416666686		173.916666772																																		Dispute Management		1.75

		ULT		46.25		0		0.58333334		1.25		39.750000094		0		0		0		3.416666704		76.5		0		0		0.50000001		0		0		2.66666667		2.41666667		173.333333488																																		Order Management		0

		Kilpatrick Stockton		35		2		0		7.5		0		0		0		94.08333334		10.416666694		14		0		0.5		0		4.25		0		0		0.666666676		168.41666671																																		OCR error fix		0

		Fidelity Bank		27.16666667		0.16666667		4.75		16.916666706		10.833333356		0		0.75		61		3.58333338		1.83333334		0		0		0		0		0		1		15.4166667		143.416666822																																		Documentation		0

		MRIS		12.74999994		0.5		0.41666667		29.16666669		26.333333362		0		1.75		0		3.916666756		27.583333584		0		0		0.333333336		20		0		2.5		15.916666712		141.16666705

		PRG		6.08333334		0.5		0.75		26.16666668		59.166666686		0		0		0		3.000000078		25.416666814		0		0		0.91666669		0.75		0		0.25		3.916666686		126.916666974

		Media General		0		0		0		0		0		0		0		87.25		0		0		0		0		0		0		0		0		0		87.25

		Virginia Credit Union		8		0.75		0		0		9.75		0		0		59.583333336		0		3.5		0		0		0		0		0		0.5		0.16666667		82.250000006

		Massey		1.5		2.25		0		0.5		0		0		0		75.583333336		0.583333336		0		0.5		0		0		0		0		0		0.500000012		81.416666684

		Williams Mullen		6		0		0		0		0		0		0		65.08333337		0		5		0		0		0		0		0		0		0.16666667		76.25000004

		Hooters		2.75		0		0		17.333333342		19.25000001		0		0		0		0.75		26.750000084		0		0		1.833333376		0		5.5		0		0.91666667		75.083333482

		Union Bankshares		10.08333334		0		0.75		7.083333352		12.083333356		0		0.66666667		0		1.250000032		29.000000208		0		0		0.500000008		1		0		3.166666682		8.333333352		73.916667

		MACTEC		0.16666667		0		0		0		0		0		0		71.4166666		0		0		0		0		0		0		0		0		0		71.58333327

		First Market Bank		9.41666667		0		0.5		20.50000004		2.75		0		16.16666667		0.083333336		1.000000024		12.583333458		0		0		0		0		0		2.00000001		1.33333335		66.333333558

		Bridgewater Savings		6		0		0		0		4.5		0		0		0		0		51.41666668		0		0		0.25		0		0		0.5		0.166666672		62.833333352

		21st Century		2		0		0		0		0		0		2		57.75		0		0		0		0		0		0		0		0		0		61.75

		Safe Auto		0		0.75		0		0		0		0		0.75		35.66666667		0		0		0		0		0		0		0		0		0		37.16666667

		BroadSource		0		0		0		0		0		1		1.666666676		0		11.166666616		1.75		0		0		1		0		1		12		5.583333416		35.166666708

		ILD		0		0.5		0		0		0		0		0		20.41666667		0		0		0		0		0		0		0		0		0		20.91666667

		HNI		0		0		0		0		0		0		0		16.5		0		0		0		0		0		0		0		0		0		16.5

		Saxon		0		0		0		0		0		0		0		15		0		0		0		0		0		0		0		0		0		15

		Pernod Ricard		0		0		0		0		0		0		0		8.75		0		0		0		0		0		0		0		0		0		8.75

		State of Alabama		0		0		0		1.5		0		0		0		0		3.75		0		0		0		0		0		0		0		0		5.25

		State of Georgia		0		0		0		0		0		0		0.5		0		3.25		0		0		0		0		0		0		0		0.5		4.25

		Royal Credit Union		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0		3.75

		Wachovia		0		0		0		0		0		0		0		0		3.25		0		0		0		0		0		0		0		0		3.25

		Group Dekko		0		0		0		0		0		0		0		2.5		0		0		0		0		0		0		0		0		0		2.5

		Premier Global		0		0		0		0		0.75		0		0		1		0		0		0		0		0		0		0		0		0		1.75

		PRE Solutions		0		0		0		0		0		0		0		0		0.16666667		0		0		0		0		0		0		0		0		0.16666667

				Cigna																										Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL		% of time for manual inv processing

		Invoice Processing-Manual		715.833333286																								CIGNA		423.25		4.25		20.5		78.5		1.75		0		12.66666667		48.8333334		110.333333332		715.833333286		0		75.33333334		111.50000001		14.5		0		18.5		14.916666798		1650.666666836

		Account Management		423.25																								Applied Industrial		16.25		0		6.66666667		27.50000002		16.99999995		0		5.750000026		274.666666676		24.08333343		87.083333484		0		2.5		0		2.5		0		1.83333335		33.083333416		498.916667022

		Opening-Sorting Mail		111.50000001																								Bass Pro Shops		41.0666666		3.5		0		7.75		2.25		0		2		357.8333334		5.416666686		25.75		0		1.25		2		0		0		0.75		1.25		450.816666686

		Invoice Processing-Electronic		110.333333332																								None		3.5		0		19.5		0		0		0.5		0		0		0.16666667		2.25		0		1		105.250000032		0		1		298		3.25		434.416666702

		Customer Service		78.5																								FBR		98.5		0		0		0		7		0		1.41666667		183.416666672		2.333333374		107		0		10.25		0		0		0		1.5		2.33333334		413.750000056

		Ongoing New Bill/Inventory Setup		75.33333334																								Bancorp South		55.5		2.5		0		0.16666667		1		0		10.08333334		0		17.583333492		184.5		0		0		0.5		8		0		1.5		1.250000006		282.583333508

		Implementation		48.8333334																								First Financial		44.75		0		0		0		4.5		0		0.5		80.91666667		3.5		125		0		6		0		0		0.5		0		1.000000006		266.666666676

		Billing		20.5																								MedAvant		28.25		3		0		18		0		0		0.41666667		160.583333336		7.416666694		37.25000001		0		0.5		0		0		0		0		3.083333342		258.500000052

		Other Internal Activities		18.5																								Eastern Va Bankshares		39.5		0		1		0		13		0		0		149.583333336		0		50.75		0		0		0		0		0		0		0		253.833333336

		Post Implementation Bill/Inventory Updates		14.916666798																								CompuCredit		58.41666671		0.5		8.166666676		46.91666664		4.25		0		1.250000012		2.5		9.4166668		39.416666828		0		0		0.666666686		0		0		1.16666667		69.333333394		242.000000416

		Optimization and Disputes for Savings		14.5																								TOTAL		808.98333331		13.75		55.833333346		178.83333333		50.74999995		0.5		34.083333388		1258.33333349		180.250000478		1374.833333608		0		96.83333334		219.916666728		25		1.5		323.25000002		129.500000302		4752.15000129		28.93%

		Electronic Interface Support		12.66666667

		Audit		4.25

		Dispute Management		1.75

		Order Management		0

		OCR error fix		0

		Documentation		0





		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0
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		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



Account Management

Audit

Billing

Customer Service

Dispute Management

Documentation

Electronic Interface Support

Implementation

Invoice Processing-Electronic

Invoice Processing-Manual

OCR error fix

Ongoing New Bill/Inventory Setup

Opening-Sorting Mail

Optimization and Disputes for Savings

Order Management

Other Internal Activities

Post Implementation Bill/Inventory Updates

Customer

Hours



		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



only graphed the top 10 customers by total number of hours

this graph can show that we spend a lot of time on Cigna - therefore, it's a good candidate for a pilot to reduce manual invoice processing

invoice processing did not get into full swing for each of these customers before 12/19/2005.  Some of these customers did not start invoice processing until mid-2006.

Customers

Hours

Total Acct Mgr Hours by Customer
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Acct Mgr Tasks for Cigna
12/19/2005 - 10/26/2006
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		0



Total Acct Mgr hours

Customers

Hours

Total Acct Mgr Hours by Customer
12/19/2005 - 10/26/2006



		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



Invoice Processing-Manual

Account Management

Opening-Sorting Mail

Invoice Processing-Electronic

Customer Service

Ongoing New Bill/Inventory Setup

Implementation

Billing

Other Internal Activities

Post Implementation Bill/Inventory Updates

Optimization and Disputes for Savings

Electronic Interface Support

Audit

Dispute Management

Order Management

OCR error fix

Documentation

Acct Mgr Tasks for Customer A
12/19/2005 - 10/26/2006



		Old Tasks		New Tasks		Impacts Revenue ?		Value Added?		Hours

		Implementation		Implementation		no		BNVA		2198.17

		Invoice Processing-Manual		Invoice Processing-Manual		no		BNVA		1807.58

		Account Management		Account Management 
(includes hours from old Order Management)		no		VA		1122.57

		Other Internal Activities		Other Internal Activities		no		BNVA		360.00

		Customer Service		Customer Service		no		VA		346.58

		Optimization (Post Audit)		Optimization and Disputes for Savings  (includes hours from Dispute Management)		yes		VA		341.33

		Data Updates and Support		Post Implementation Bill/Inventory Updates
(includes hours from Ongoing New Bill/Inventory Setup)		no		VA		334.75

		Invoice Processing-Electronic		Invoice Processing-Electronic		no		BNVA		261.33

		Opening-Sorting Mail		Opening-Sorting Mail		no		BNVA		227.25

		Billing		Billing		no		BNVA		66.50

		Audit		Audit		yes 
(but Acct Mgrs do not do this)		VA		23.83

		Documentation		Documentation		no		BNVA		2.00

		Dispute Management		(obsolete)

		Ongoing New Bill/Inventory Setup		(obsolete)

		Order Management		(obsolete)		no





		Customer		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		Total

		None		0		0		0		0		0		0		0		0		0		0		0		0		14.5		0		0		29.25		0		43.75						CIGNA		Account Management		Invoice Processing-Manual		Ongoing New Bill/Inventory Setup		Customer Service		Billing		Other Internal Activities		Invoice Processing-Electronic		Post Implementation Bill/Inventory Updates		Documentation		Audit		Dispute Management		Electronic Interface Support		Implementation		OCR error fix		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management

		CIGNA		9		0		1.5		1.75		0		0.16666667		0		0		1		8.25		0		4.5		0		0		0		1.25		1		28.41666667								9		8.25		4.5		1.75		1.5		1.25		1		1		0.16666667		0		0		0		0		0		0		0		0

		Bass Pro Shops		9.5		0		0		3		1.5		0		0		0		0		3.25		0		0		0		0		0		0		2.5		19.75

		MACTEC		0		0		0		0		0		0		0		16		1.5		0		0		0		0		0		0		0		0		17.5

		HNI		0		1.75		0		0		0		0		0		12.75		0		0		0		0		0		0		0		0		0		14.5

		Media General		0		0		0		0		0		0		0		12.75		0		0		0		0		0		0		0		0		0		12.75

		Merial		5.25		0		0		4		0		0.5		0		0		1		0		0		0		0		0		0		1.16666667		0		11.91666667

		Bancorp South		4.25		0		0		0.25		0.5		0		0		0		2		4.5		0		0		0		0		0		0		0		11.5

		Applied Industrial		2.5		0		0		0.5		0.25		0		0		0		1		3.416666676		0		2		0		0		0		0.16666667		0.75		10.583333346

		FBR		6.5		0		0		0		0		0		0		0		0		3.5		0		0		0		0		0		0		0		10

		Saxon		0		0		0		0		0		0		0		10		0		0		0		0		0		0		0		0		0		10

		Kilpatrick Stockton		5.5		0		1.5		0		0		0		0		0		1.5		0.75		0		0		0		0		0		0		0		9.25

		CompuCredit		2.25		0		0		0.75		0		0		0.25		0		1.5		0.833333342		0		0		0		0		0		0.41666667		1.5		7.500000012

		21st Century		0		0		0		0		0		0		0		6.75		0		0		0		0		0		0		0		0		0		6.75

		Union Bankshares		0.75		0		0		2.41666667		0		0		0		0		0		2.75		0		0		0		0		0		0		0		5.91666667

		Williams Mullen		2.25		0		0		0.5		0		0		0		0		1		1.75		0		0		0		0		0		0		0		5.5

		First Financial		2.25		0		0		0		1		0		0		0		0		1.5		0		0		0		0		0		0		0		4.75

		ULT		2.25		0		0		0		0.5		0		0		0		0		1.5		0		0		0		0.5		0		0		0		4.75

		Otis Spunkmeyer		2.5		0		0		0		0.25		0		0		0		0.5		1.25		0		0		0		0		0		0		0		4.5

		MRIS		1.91666667		0		0		0.16666667		0.5		0		0		0		0		0.500000006		0		0		0		1		0		0		0.25		4.333333346

		Eastern Va Bankshares		2		0		0		0		0		0		0		0		0		1.5		0		0		0		0.75		0		0		0		4.25

		Bridgewater Savings		0		0		0		0		0		0		0		0		1.25		2.75		0		0		0		0		0		0		0		4

		First Market Bank		1.5		0		0		1.5		0.25		0		0		0		0		0.75		0		0		0		0		0		0		0		4

		Safe Auto		0		0		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		4

		ILD		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0		3.75

		MedAvant		1.5		0		0		0.5		0		0		0		0		0		1.5		0		0		0		0		0		0		0		3.5

		Virginia Credit Union		1		0		0		0		0		0		0		0		0		1.5		0		0		0		1		0		0		0		3.5

		NSI		2		0		0		0		0		0		0		0		0		1.25		0		0		0		0		0		0		0		3.25

		Royal Credit Union		0		0		0		0		0		0		0		2.5		0		0		0		0		0		0		0		0		0		2.5

		Massey		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2

		PRG		0.75		0		0		0.91666667		0		0		0		0		0		0.083333336		0		0		0		0		0		0		0		1.750000006

		Group Dekko		0		0		0		0		0		0		0.75		1		0		0		0		0		0		0		0		0		0		1.75

		FLAG Financial		0.25		0		0		0.41666667		0		0		0		0		0		0.833333342		0		0		0		0		0		0		0		1.500000012

		Fidelity Bank		0.91666667		0		0.16666667		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1.08333334

		BroadSource		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		1
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Customer

Hours

Total Acct Mgr Hours by Customer
10/27/06 - 11/7/06



		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



Account Management

Invoice Processing-Manual

Ongoing New Bill/Inventory Setup

Customer Service

Billing

Other Internal Activities

Invoice Processing-Electronic

Post Implementation Bill/Inventory Updates

Documentation

Audit

Dispute Management

Electronic Interface Support

Implementation

OCR error fix

Opening-Sorting Mail

Optimization and Disputes for Savings

Order Management



		

		All Customer / All Acct Mgrs

		Implementation		386.67								from date		10/27/06

		Account Management		336.58								to date		12/19/06

		Invoice Processing - Manual		251.67

		Other Internal Activities		107.49

		Invoice Processing - Electronic		84.25

		Customer Service		52.17

		Opening - Sorting Mail		50.33

		Post Implementation Bill / Inventory Updates		39.33

		Optimization and Disputes for Savings		21.17

		Documentation		8.5

		Audit		8.25

		Billing		4.92

		Cigna / All Acct Mgrs

		Invoice Processing - Manual		71.25

		Account Management		41

		Post Implementation Bill / Inventory Updates		20.67

		Invoice Processing - Electronic		19.17

		Documentation		6.5

		Customer Service		3.5

		Opening - Sorting Mail		2.75

		Other Internal Activities		2.25

		Billing		1.5

		Implementation		1

		Optimization and Disputes for Savings		0.75

		Audit		0
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_1235824912.xls
ALL EEs

		Task		Hours				Task		Hours				Task		Hours

		Invoice Processing-Manual		4569.464				Invoice Processing-Manual		2816.30				Implementation		2151.67

		Implementation		4549.4				Implementation		2397.73				Invoice Processing-Manual		1753.41

		Account Management		1907.7834				Account Management		827.55				Account Management		1080.23

		Data Updates and Support		1027.3533				Data Updates and Support		813.27				Other Internal Activities		346.17

		Other Internal Activities		974.1666				Other Internal Activities		628.00				Customer Service		322.83

		Customer Service		507.78348				Audit		443.25				Dispute Management		260.50

		Audit		467.0833				Optimization (Post Audit)		236.00				Invoice Processing-Electronic		258.83

		Dispute Management		421.5001				Customer Service		184.95				Opening-Sorting Mail		227.25

		Optimization (Post Audit)		292.5				Dispute Management		161.00				Data Updates and Support		214.08								revenue hrs		340.833432

		Invoice Processing-Electronic		265.58267				Documentation		90.50				Ongoing New Bill/Inventory Setup		106.58								TOTAL hrs		6863.313016

		Opening-Sorting Mail		227.24998				Order Management		87.00				Optimization (Post Audit)		56.50								%		4.97%

		Billing		128.91667				Billing		77.50				Billing		51.42

		Ongoing New Bill/Inventory Setup		106.583336				Invoice Processing-Electronic		6.75				Audit		23.83

		Order Management		95				Opening-Sorting Mail		0.00				Order Management		8.00

		Documentation		92.5				Ongoing New Bill/Inventory Setup		0.00				Documentation		2.00

		from date		1/1/02				from date		1/1/02				from date		12/19/05

		to date		10/26/06				to date		12/18/05				to date		10/26/06

		Comments from Matt:

		eliminate Implementation bucket? - but Acct Mgrs (not just Kevin) are entering hours for this bucket.





ALL EEs

		





By EEs Raw Data

		



Acct Mgr Hours by Task 
12/19/05 - 10/26/06



By EEs Scrubbed

		





Graph top 6 buckets by EE

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates

		Carolyn Puffe		0		0		0		0		0		0		0		26		0		9		0		0		0		0		0		0		0

		Derek Porter		0		0		0		0.25		0		0		0		9		0		29.5		0		1.41666667		0		0		0		0		0

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0

		Len Vega		0		0		0		0		0		0		0		10		0		0		0		0		1		0		0		0		0

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75

		Michele Bell		0		0		0		0		0		0		0		0		0		0		0		0		9.91666667		0		0		0		0

		Michelle Russell		115.75		1.25		0		0		0		0		2.75		66.0833334		13.25		139.5		0		27		42.91666667		0		0		0		0

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5

		Piyush Pandya		0		0		0		0		0		0		0		0		0		2		0		0		0		0		0		0		0

		Ramona Bermudez		5		0		0		0		0		0		0		0		0		7.25		0		0		1.25		0		0		0		0.5

		Rich Harrelson		2.25		0		0		0		0		0		0		0		0		36.5		0		3.75		4.25		0		0		0		0

		Steven Neel		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0

		Tim Tront		0		0.16666667		0		1.16666667		0		0		56.583333512		6.666666702		77.750001114		4		0.5		0		0		0		0		0		27.750000394



the highlighted buckets impact revenue directly. We need to increase these percentages.


Mention this in the Define phase?

(What about "Audit" bucket?)

total % for tasks that impact revenue



Hours by Customer

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL						TOTAL		TASK

		Derek Porter		0		0		0		0.25		0		0		0		9		0		29.5		0		1.41666667		0		0		0		0		0		40.16666667						2158.416666818		Implementation

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1		384.500000012						1789.333334768		Invoice Processing-Manual

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0		18						1109.56666662		Account Management

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75		917.166666506						360.000000074		Other Internal Activities

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0		202.9						346.58333352		Customer Service

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0		1644.333333376						284.83333353		Dispute Management

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698		1150.083335806						261.333334402		Invoice Processing-Electronic

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75		982.08333334						227.666667374		Post Implementation Bill/Inventory Updates

		Michele Bell		0		0		0		0		0		0		0		0		0		0		0		0		9.91666667		0		0		0		0		9.91666667						225.000000156		Opening-Sorting Mail

		Michelle Russell		115.75		1.25		0		0		0		0		2.75		66.0833334		13.25		139.5		0		27		42.91666667		0		0		0		0		408.50000007						106.58333334		Ongoing New Bill/Inventory Setup

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5		1121.5						73.833333544		Electronic Interface Support

		Rich Harrelson		2.25		0		0		0		0		0		0		0		0		36.5		0		3.75		4.25		0		0		0		0		46.75						66.500000026		Billing

		Tim Tront		0		0.16666667		0		1.16666667		0		0		56.583333512		6.666666702		77.750001114		4		0.5		0		0		0		0		0		27.750000394		174.583335062						56.5		Optimization and Disputes for Savings

		TOTAL		1109.56666662		23.83333334		66.500000026		346.58333352		284.83333353		2		73.833333544		2158.416666818		261.333334402		1789.333334768		0.5		106.58333334		225.000000156		56.5		8		360.000000074		227.666667374								23.83333334		Audit

																																												8		Order Management

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates								2		Documentation

		Derek Porter		0.00%		0.00%		0.00%		0.62%		0.00%		0.00%		0.00%		22.41%		0.00%		73.44%		0.00%		3.53%		0.00%		0.00%		0.00%		0.00%		0.00%								0.5		OCR error fix

		Elaina Williams		0.78%		0.00%		0.00%		0.00%		0.00%		0.13%		0.00%		6.18%		4.29%		36.61%		0.00%		1.11%		25.75%		0.00%		0.13%		24.77%		0.26%

		Helen Leavins		0.00%		0.00%		0.00%		20.83%		0.00%		0.00%		8.33%		30.56%		19.44%		20.83%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%

		Jennifer Tiedeman		33.49%		0.11%		1.55%		8.12%		0.05%		0.00%		0.00%		6.31%		5.81%		36.82%		0.00%		2.59%		2.50%		0.41%		0.11%		1.83%		0.30%

		Karen OKeefe		20.98%		0.49%		0.00%		9.86%		2.09%		0.25%		0.00%		44.40%		1.72%		12.81%		0.00%		0.86%		0.99%		0.74%		0.00%		4.81%		0.00%

		Kevin Smith		4.30%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		83.12%		0.00%		2.62%		0.00%		0.00%		0.05%		0.00%		0.00%		9.91%		0.00%

		Marie Owen		11.64%		0.23%		2.22%		18.84%		18.25%		0.00%		0.35%		2.55%		1.49%		24.11%		0.00%		0.00%		0.52%		0.07%		0.48%		3.80%		15.47%

		Matt Boltin		11.23%		1.81%		2.62%		3.08%		0.28%		0.00%		0.79%		47.27%		6.31%		12.59%		0.00%		3.73%		2.98%		5.14%		0.00%		0.36%		1.81%

		Michele Bell		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		100.00%		0.00%		0.00%		0.00%		0.00%

		Michelle Russell		28.34%		0.31%		0.00%		0.00%		0.00%		0.00%		0.67%		16.18%		3.24%		34.15%		0.00%		6.61%		10.51%		0.00%		0.00%		0.00%		0.00%

		Nicole Smith		28.89%		0.00%		0.09%		0.00%		6.02%		0.09%		0.11%		3.48%		1.29%		55.97%		0.00%		0.71%		0.71%		0.00%		0.09%		2.50%		0.04%

		Rich Harrelson		4.81%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		0.00%		78.07%		0.00%		8.02%		9.09%		0.00%		0.00%		0.00%		0.00%

		Tim Tront		0.00%		0.10%		0.00%		0.67%		0.00%		0.00%		32.41%		3.82%		44.53%		2.29%		0.29%		0.00%		0.00%		0.00%		0.00%		0.00%		15.89%

		remove these?				implementation

						elec interface support





Hours by Customer

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0



Account Management

Audit

Billing

Customer Service

Dispute Management

Documentation

Electronic Interface Support

Implementation

Invoice Processing-Electronic

Invoice Processing-Manual

OCR error fix

Ongoing New Bill/Inventory Setup

Opening-Sorting Mail

Optimization and Disputes for Savings

Order Management

Other Internal Activities

Post Implementation Bill/Inventory Updates



Revenue Tasks

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0





Misc

		Employee		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL

		Elaina Williams		3		0		0		0		0		0.5		0		23.75		16.5		140.750000012		0		4.25		99		0		0.5		95.25		1		384.500000012

		Helen Leavins		0		0		0		3.75		0		0		1.5		5.5		3.5		3.75		0		0		0		0		0		0		0		18

		Jennifer Tiedeman		307.16666667		1		14.25		74.5		0.5		0		0		57.9166666		53.24999994		337.666666626		0		23.75		22.91666667		3.75		1		16.75		2.75		917.166666506

		Karen OKeefe		42.5666666		1		0		20		4.25		0.5		0		90.0833334		3.5		26		0		1.75		2		1.5		0		9.75		0		202.9

		Kevin Smith		70.75		0		0		0		0		0		0		1366.833333376		0		43		0		0		0.75		0		0		163		0		1644.333333376

		Marie Owen		133.83333335		2.66666667		25.500000026		216.66666685		209.83333353		0		4.000000032		29.33333334		17.083333348		277.25000146		0		0		6.000000146		0.75		5.5		43.750000074		177.91666698		1150.083335806

		Matt Boltin		110.25		17.75		25.75		30.25		2.75		0		7.75		464.25		62		123.66666667		0		36.66666667		29.25		50.5		0		3.5		17.75		982.08333334

		Nicole Smith		324		0		1		0		67.5		1		1.25		39		14.5		627.75		0		8		8		0		1		28		0.5		1121.5

				Elaina Williams						Helen Leavins						Jennifer Tiedeman						Karen OKeefe						Kevin Smith						Marie Owen						Matt Boltin						Nicole Smith

		Invoice Processing-Manual		140.750000012		36.61%		Implementation		5.5		30.56%		Invoice Processing-Manual		337.666666626		36.82%		Implementation		90.0833334		44.40%		Implementation		1366.833333376		83.12%		Invoice Processing-Manual		277.25000146		24.11%		Implementation		464.25		47.27%		Invoice Processing-Manual		627.75		55.97%

		Opening-Sorting Mail		99		25.75%		Customer Service		3.75		20.83%		Account Management		307.16666667		33.49%		Account Management		42.5666666		20.98%		Other Internal Activities		163		9.91%		Customer Service		216.66666685		18.84%		Invoice Processing-Manual		123.66666667		12.59%		Account Management		324		28.89%

		Other Internal Activities		95.25		24.77%		Invoice Processing-Manual		3.75		20.83%		Customer Service		74.5		8.12%		Invoice Processing-Manual		26		12.81%		Account Management		70.75		4.30%		Dispute Management		209.83333353		18.25%		Account Management		110.25		11.23%		Dispute Management		67.5		6.02%

		Implementation		23.75		6.18%		Invoice Processing-Electronic		3.5		19.44%		Implementation		57.9166666		6.31%		Customer Service		20		9.86%		Invoice Processing-Manual		43		2.62%		Post Implementation Bill/Inventory Updates		177.91666698		15.47%		Invoice Processing-Electronic		62		6.31%		Implementation		39		3.48%

		Invoice Processing-Electronic		16.5		4.29%		Electronic Interface Support		1.5		8.33%		Invoice Processing-Electronic		53.24999994		5.81%		Other Internal Activities		9.75		4.81%		Opening-Sorting Mail		0.75		0.05%		Account Management		133.83333335		11.64%		Optimization and Disputes for Savings		50.5		5.14%		Other Internal Activities		28		2.50%

		Ongoing New Bill/Inventory Setup		4.25		1.11%		Account Management		0		0.00%		Ongoing New Bill/Inventory Setup		23.75		2.59%		Dispute Management		4.25		2.09%		Audit		0		0.00%		Other Internal Activities		43.750000074		3.80%		Ongoing New Bill/Inventory Setup		36.66666667		3.73%		Invoice Processing-Electronic		14.5		1.29%

		Account Management		3		0.78%		Audit		0		0.00%		Opening-Sorting Mail		22.91666667		2.50%		Invoice Processing-Electronic		3.5		1.72%		Billing		0		0.00%		Implementation		29.33333334		2.55%		Customer Service		30.25		3.08%		Ongoing New Bill/Inventory Setup		8		0.71%

		Post Implementation Bill/Inventory Updates		1		0.26%		Billing		0		0.00%		Other Internal Activities		16.75		1.83%		Opening-Sorting Mail		2		0.99%		Customer Service		0		0.00%		Billing		25.500000026		2.22%		Opening-Sorting Mail		29.25		2.98%		Opening-Sorting Mail		8		0.71%

		Documentation		0.5		0.13%		Dispute Management		0		0.00%		Billing		14.25		1.55%		Ongoing New Bill/Inventory Setup		1.75		0.86%		Dispute Management		0		0.00%		Invoice Processing-Electronic		17.083333348		1.49%		Billing		25.75		2.62%		Electronic Interface Support		1.25		0.11%

		Order Management		0.5		0.13%		Documentation		0		0.00%		Optimization and Disputes for Savings		3.75		0.41%		Optimization and Disputes for Savings		1.5		0.74%		Documentation		0		0.00%		Opening-Sorting Mail		6.000000146		0.52%		Audit		17.75		1.81%		Billing		1		0.09%

		Audit		0		0.00%		OCR error fix		0		0.00%		Post Implementation Bill/Inventory Updates		2.75		0.30%		Audit		1		0.49%		Electronic Interface Support		0		0.00%		Order Management		5.5		0.48%		Post Implementation Bill/Inventory Updates		17.75		1.81%		Documentation		1		0.09%

		Billing		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Audit		1		0.11%		Documentation		0.5		0.25%		Invoice Processing-Electronic		0		0.00%		Electronic Interface Support		4.000000032		0.35%		Electronic Interface Support		7.75		0.79%		Order Management		1		0.09%

		Customer Service		0		0.00%		Opening-Sorting Mail		0		0.00%		Order Management		1		0.11%		Billing		0		0.00%		OCR error fix		0		0.00%		Audit		2.66666667		0.23%		Other Internal Activities		3.5		0.36%		Post Implementation Bill/Inventory Updates		0.5		0.04%

		Dispute Management		0		0.00%		Optimization and Disputes for Savings		0		0.00%		Dispute Management		0.5		0.05%		Electronic Interface Support		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Optimization and Disputes for Savings		0.75		0.07%		Dispute Management		2.75		0.28%		Audit		0		0.00%

		Electronic Interface Support		0		0.00%		Order Management		0		0.00%		Documentation		0		0.00%		OCR error fix		0		0.00%		Optimization and Disputes for Savings		0		0.00%		Documentation		0		0.00%		Documentation		0		0.00%		Customer Service		0		0.00%

		OCR error fix		0		0.00%		Other Internal Activities		0		0.00%		Electronic Interface Support		0		0.00%		Order Management		0		0.00%		Order Management		0		0.00%		OCR error fix		0		0.00%		OCR error fix		0		0.00%		OCR error fix		0		0.00%

		Optimization and Disputes for Savings		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		OCR error fix		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		Post Implementation Bill/Inventory Updates		0		0.00%		Ongoing New Bill/Inventory Setup		0		0.00%		Order Management		0		0.00%		Optimization and Disputes for Savings		0		0.00%

				384.500000012						18						917.166666506						202.9						1644.333333376						1150.083335806						982.08333334						1121.5



data range

from date = 12/19/2005
to date = 10/26/2006

Rich Harrelson:
not needed.  Tim T. only uses this.



Misc

		0		0		0		0		0		0



Invoice Processing-Manual

Opening-Sorting Mail

Other Internal Activities

Implementation

Invoice Processing-Electronic

Ongoing New Bill/Inventory Setup



After Pilot

		0		0		0		0		0		0



Implementation

Customer Service

Invoice Processing-Manual

Invoice Processing-Electronic

Electronic Interface Support

Account Management



		0		0		0		0		0		0



Invoice Processing-Manual

Account Management

Customer Service

Implementation

Invoice Processing-Electronic

Ongoing New Bill/Inventory Setup



		0		0		0		0		0		0



Implementation

Account Management

Invoice Processing-Manual

Customer Service

Other Internal Activities

Dispute Management



		0		0		0		0		0		0



Implementation

Other Internal Activities

Account Management

Invoice Processing-Manual

Opening-Sorting Mail

Audit



		0		0		0		0		0		0



Invoice Processing-Manual

Customer Service

Dispute Management

Post Implementation Bill/Inventory Updates

Account Management

Other Internal Activities



		0		0		0		0		0		0



Implementation

Invoice Processing-Manual

Account Management

Invoice Processing-Electronic

Optimization and Disputes for Savings

Ongoing New Bill/Inventory Setup



		0		0		0		0		0		0



Invoice Processing-Manual

Account Management

Dispute Management

Implementation

Other Internal Activities

Invoice Processing-Electronic



		Customer		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		Total

		Total		1114.56666662		23.83333334		66.500000026		346.58333352		284.83333353		2		73.833333544		2198.166666818		261.333334402		1807.583334768		0.5		106.58333334		227.250000156		56.5		8		360.000000074		228.166667374		7166.233337512

		CIGNA		423.25		4.25		20.5		78.5		1.75		0		12.66666667		48.8333334		110.333333332		715.833333286		0		75.33333334		111.50000001		14.5		0		18.5		14.916666798		1650.666666836

		Applied Industrial		16.25		0		6.66666667		27.50000002		16.99999995		0		5.750000026		274.666666676		24.08333343		87.083333484		0		2.5		0		2.5		0		1.83333335		33.083333416		498.916667022

		Bass Pro Shops		41.0666666		3.5		0		7.75		2.25		0		2		357.8333334		5.416666686		25.75		0		1.25		2		0		0		0.75		1.25		450.816666686

		None		3.5		0		19.5		0		0		0.5		0		0		0.16666667		2.25		0		1		105.250000032		0		1		298		3.25		434.416666702

		FBR		98.5		0		0		0		7		0		1.41666667		183.416666672		2.333333374		107		0		10.25		0		0		0		1.5		2.33333334		413.750000056

		Bancorp South		55.5		2.5		0		0.16666667		1		0		10.08333334		0		17.583333492		184.5		0		0		0.5		8		0		1.5		1.250000006		282.583333508

		First Financial		44.75		0		0		0		4.5		0		0.5		80.91666667		3.5		125		0		6		0		0		0.5		0		1.000000006		266.666666676

		MedAvant		28.25		3		0		18		0		0		0.41666667		160.583333336		7.416666694		37.25000001		0		0.5		0		0		0		0		3.083333342		258.500000052

		Eastern Va Bankshares		39.5		0		1		0		13		0		0		149.583333336		0		50.75		0		0		0		0		0		0		0		253.833333336

		CompuCredit		58.41666671		0.5		8.166666676		46.91666664		4.25		0		1.250000012		2.5		9.4166668		39.416666828		0		0		0.666666686		0		0		1.16666667		69.333333394		242.000000416

		Otis Spunkmeyer		16.25		0.25		0		12.33333334		7.58333334		0		2		129.41666667		6.750000106		32.083333408		0		0.75		0.083333336		0.5		0		4.333333352		15.833333412		228.166666964

		FLAG Financial		53.50000001		0.91666667		2.16666667		13.9166667		22.9166667		0		7.75000014		0		16.33333339		43.416666888		0		6.5		1.75		5		0		3		13.250000048		190.416667216

		NSI		50.66666667		0		0		4.75		18.250000006		0		4		0		4.333333418		77.66666668		0		2		0.166666672		0		0		2.25		11.16666667		175.250000116

		Merial		12		1.5		0.75		8.83333334		0.16666667		0.5		1.75		135		4.16666672		4.250000016		0		0		0		0		0		2.58333334		2.416666686		173.916666772

		ULT		46.25		0		0.58333334		1.25		39.750000094		0		0		0		3.416666704		76.5		0		0		0.50000001		0		0		2.66666667		2.41666667		173.333333488

		Kilpatrick Stockton		35		2		0		7.5		0		0		0		94.08333334		10.416666694		14		0		0.5		0		4.25		0		0		0.666666676		168.41666671

		Fidelity Bank		27.16666667		0.16666667		4.75		16.916666706		10.833333356		0		0.75		61		3.58333338		1.83333334		0		0		0		0		0		1		15.4166667		143.416666822

		MRIS		12.74999994		0.5		0.41666667		29.16666669		26.333333362		0		1.75		0		3.916666756		27.583333584		0		0		0.333333336		20		0		2.5		15.916666712		141.16666705

		PRG		6.08333334		0.5		0.75		26.16666668		59.166666686		0		0		0		3.000000078		25.416666814		0		0		0.91666669		0.75		0		0.25		3.916666686		126.916666974

		Media General		0		0		0		0		0		0		0		87.25		0		0		0		0		0		0		0		0		0		87.25

		Virginia Credit Union		8		0.75		0		0		9.75		0		0		59.583333336		0		3.5		0		0		0		0		0		0.5		0.16666667		82.250000006

		Massey		1.5		2.25		0		0.5		0		0		0		75.583333336		0.583333336		0		0.5		0		0		0		0		0		0.500000012		81.416666684

		Williams Mullen		6		0		0		0		0		0		0		65.08333337		0		5		0		0		0		0		0		0		0.16666667		76.25000004

		Hooters		2.75		0		0		17.333333342		19.25000001		0		0		0		0.75		26.750000084		0		0		1.833333376		0		5.5		0		0.91666667		75.083333482

		Union Bankshares		10.08333334		0		0.75		7.083333352		12.083333356		0		0.66666667		0		1.250000032		29.000000208		0		0		0.500000008		1		0		3.166666682		8.333333352		73.916667

		MACTEC		0.16666667		0		0		0		0		0		0		71.4166666		0		0		0		0		0		0		0		0		0		71.58333327

		First Market Bank		9.41666667		0		0.5		20.50000004		2.75		0		16.16666667		0.083333336		1.000000024		12.583333458		0		0		0		0		0		2.00000001		1.33333335		66.333333558

		Bridgewater Savings		6		0		0		0		4.5		0		0		0		0		51.41666668		0		0		0.25		0		0		0.5		0.166666672		62.833333352

		21st Century		2		0		0		0		0		0		2		57.75		0		0		0		0		0		0		0		0		0		61.75

		Safe Auto		0		0.75		0		0		0		0		0.75		35.66666667		0		0		0		0		0		0		0		0		0		37.16666667

		BroadSource		0		0		0		0		0		1		1.666666676		0		11.166666616		1.75		0		0		1		0		1		12		5.583333416		35.166666708

		ILD		0		0.5		0		0		0		0		0		20.41666667		0		0		0		0		0		0		0		0		0		20.91666667

		HNI		0		0		0		0		0		0		0		16.5		0		0		0		0		0		0		0		0		0		16.5

		Saxon		0		0		0		0		0		0		0		15		0		0		0		0		0		0		0		0		0		15

		Pernod Ricard		0		0		0		0		0		0		0		8.75		0		0		0		0		0		0		0		0		0		8.75

		State of Alabama		0		0		0		1.5		0		0		0		0		3.75		0		0		0		0		0		0		0		0		5.25

		State of Georgia		0		0		0		0		0		0		0.5		0		3.25		0		0		0		0		0		0		0		0.5		4.25

		Royal Credit Union		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0		3.75

		Wachovia		0		0		0		0		0		0		0		0		3.25		0		0		0		0		0		0		0		0		3.25

		Group Dekko		0		0		0		0		0		0		0		2.5		0		0		0		0		0		0		0		0		0		2.5

		Premier Global		0		0		0		0		0.75		0		0		1		0		0		0		0		0		0		0		0		0		1.75

		PRE Solutions		0		0		0		0		0		0		0		0		0.16666667		0		0		0		0		0		0		0		0		0.16666667

				Cigna																										Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		TOTAL		% of time for manual inv processing

		Invoice Processing-Manual		715.833333286																								CIGNA		423.25		4.25		20.5		78.5		1.75		0		12.66666667		48.8333334		110.333333332		715.833333286		0		75.33333334		111.50000001		14.5		0		18.5		14.916666798		1650.666666836

		Account Management		423.25																								Applied Industrial		16.25		0		6.66666667		27.50000002		16.99999995		0		5.750000026		274.666666676		24.08333343		87.083333484		0		2.5		0		2.5		0		1.83333335		33.083333416		498.916667022

		Opening-Sorting Mail		111.50000001																								Bass Pro Shops		41.0666666		3.5		0		7.75		2.25		0		2		357.8333334		5.416666686		25.75		0		1.25		2		0		0		0.75		1.25		450.816666686

		Invoice Processing-Electronic		110.333333332																								None		3.5		0		19.5		0		0		0.5		0		0		0.16666667		2.25		0		1		105.250000032		0		1		298		3.25		434.416666702

		Customer Service		78.5																								FBR		98.5		0		0		0		7		0		1.41666667		183.416666672		2.333333374		107		0		10.25		0		0		0		1.5		2.33333334		413.750000056

		Ongoing New Bill/Inventory Setup		75.33333334																								Bancorp South		55.5		2.5		0		0.16666667		1		0		10.08333334		0		17.583333492		184.5		0		0		0.5		8		0		1.5		1.250000006		282.583333508

		Implementation		48.8333334																								First Financial		44.75		0		0		0		4.5		0		0.5		80.91666667		3.5		125		0		6		0		0		0.5		0		1.000000006		266.666666676

		Billing		20.5																								MedAvant		28.25		3		0		18		0		0		0.41666667		160.583333336		7.416666694		37.25000001		0		0.5		0		0		0		0		3.083333342		258.500000052

		Other Internal Activities		18.5																								Eastern Va Bankshares		39.5		0		1		0		13		0		0		149.583333336		0		50.75		0		0		0		0		0		0		0		253.833333336

		Post Implementation Bill/Inventory Updates		14.916666798																								CompuCredit		58.41666671		0.5		8.166666676		46.91666664		4.25		0		1.250000012		2.5		9.4166668		39.416666828		0		0		0.666666686		0		0		1.16666667		69.333333394		242.000000416

		Optimization and Disputes for Savings		14.5																								TOTAL		808.98333331		13.75		55.833333346		178.83333333		50.74999995		0.5		34.083333388		1258.33333349		180.250000478		1374.833333608		0		96.83333334		219.916666728		25		1.5		323.25000002		129.500000302		4752.15000129		28.93%

		Electronic Interface Support		12.66666667

		Audit		4.25

		Dispute Management		1.75

		Order Management		0

		OCR error fix		0

		Documentation		0
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only graphed the top 10 customers by total number of hours

this graph can show that we spend a lot of time on Cigna - therefore, it's a good candidate for a pilot to reduce manual invoice processing

invoice processing did not get into full swing for each of these customers before 12/19/2005.  Some of these customers did not start invoice processing until mid-2006.
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Total Acct Mgr Hours by Customer
12/19/2005 - 10/26/2006
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Acct Mgr Tasks for Cigna
12/19/2005 - 10/26/2006



		Old Tasks		New Tasks		Impacts Revenue ?		Value Added?

		Account Management		Account Management 
(includes hours from old Order Management)		no		VA

		Audit		Audit		yes 
(but Acct Mgrs do not do this)		VA

		Billing		Billing		no		BNVA

		Customer Service		Customer Service		no		VA

		Data Updates and Support		Post Implementation Bill/Inventory Updates
(includes hours from Ongoing New Bill/Inventory Setup)		no		VA

		Dispute Management		(obsolete)

		Documentation		Documentation		no		BNVA

		Implementation		Implementation		no		BNVA

		Invoice Processing-Electronic		Invoice Processing-Electronic		no		BNVA

		Invoice Processing-Manual		Invoice Processing-Manual		no		BNVA

		Ongoing New Bill/Inventory Setup		(obsolete)

		Opening-Sorting Mail		Opening-Sorting Mail		no		BNVA

		Optimization (Post Audit)		Optimization and Disputes for Savings  (includes hours from Dispute Management)		yes		VA

		Order Management		(obsolete)		no

		Other Internal Activities		Other Internal Activities		no





		Customer		Account Management		Audit		Billing		Customer Service		Dispute Management		Documentation		Electronic Interface Support		Implementation		Invoice Processing-Electronic		Invoice Processing-Manual		OCR error fix		Ongoing New Bill/Inventory Setup		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management		Other Internal Activities		Post Implementation Bill/Inventory Updates		Total

		None		0		0		0		0		0		0		0		0		0		0		0		0		14.5		0		0		29.25		0		43.75						CIGNA		Account Management		Invoice Processing-Manual		Ongoing New Bill/Inventory Setup		Customer Service		Billing		Other Internal Activities		Invoice Processing-Electronic		Post Implementation Bill/Inventory Updates		Documentation		Audit		Dispute Management		Electronic Interface Support		Implementation		OCR error fix		Opening-Sorting Mail		Optimization and Disputes for Savings		Order Management

		CIGNA		9		0		1.5		1.75		0		0.16666667		0		0		1		8.25		0		4.5		0		0		0		1.25		1		28.41666667								9		8.25		4.5		1.75		1.5		1.25		1		1		0.16666667		0		0		0		0		0		0		0		0

		Bass Pro Shops		9.5		0		0		3		1.5		0		0		0		0		3.25		0		0		0		0		0		0		2.5		19.75

		MACTEC		0		0		0		0		0		0		0		16		1.5		0		0		0		0		0		0		0		0		17.5

		HNI		0		1.75		0		0		0		0		0		12.75		0		0		0		0		0		0		0		0		0		14.5

		Media General		0		0		0		0		0		0		0		12.75		0		0		0		0		0		0		0		0		0		12.75

		Merial		5.25		0		0		4		0		0.5		0		0		1		0		0		0		0		0		0		1.16666667		0		11.91666667

		Bancorp South		4.25		0		0		0.25		0.5		0		0		0		2		4.5		0		0		0		0		0		0		0		11.5

		Applied Industrial		2.5		0		0		0.5		0.25		0		0		0		1		3.416666676		0		2		0		0		0		0.16666667		0.75		10.583333346

		FBR		6.5		0		0		0		0		0		0		0		0		3.5		0		0		0		0		0		0		0		10

		Saxon		0		0		0		0		0		0		0		10		0		0		0		0		0		0		0		0		0		10

		Kilpatrick Stockton		5.5		0		1.5		0		0		0		0		0		1.5		0.75		0		0		0		0		0		0		0		9.25

		CompuCredit		2.25		0		0		0.75		0		0		0.25		0		1.5		0.833333342		0		0		0		0		0		0.41666667		1.5		7.500000012

		21st Century		0		0		0		0		0		0		0		6.75		0		0		0		0		0		0		0		0		0		6.75

		Union Bankshares		0.75		0		0		2.41666667		0		0		0		0		0		2.75		0		0		0		0		0		0		0		5.91666667

		Williams Mullen		2.25		0		0		0.5		0		0		0		0		1		1.75		0		0		0		0		0		0		0		5.5

		First Financial		2.25		0		0		0		1		0		0		0		0		1.5		0		0		0		0		0		0		0		4.75

		ULT		2.25		0		0		0		0.5		0		0		0		0		1.5		0		0		0		0.5		0		0		0		4.75

		Otis Spunkmeyer		2.5		0		0		0		0.25		0		0		0		0.5		1.25		0		0		0		0		0		0		0		4.5

		MRIS		1.91666667		0		0		0.16666667		0.5		0		0		0		0		0.500000006		0		0		0		1		0		0		0.25		4.333333346

		Eastern Va Bankshares		2		0		0		0		0		0		0		0		0		1.5		0		0		0		0.75		0		0		0		4.25

		Bridgewater Savings		0		0		0		0		0		0		0		0		1.25		2.75		0		0		0		0		0		0		0		4

		First Market Bank		1.5		0		0		1.5		0.25		0		0		0		0		0.75		0		0		0		0		0		0		0		4

		Safe Auto		0		0		0		0		0		0		0		4		0		0		0		0		0		0		0		0		0		4

		ILD		0		0		0		0		0		0		0		3.75		0		0		0		0		0		0		0		0		0		3.75

		MedAvant		1.5		0		0		0.5		0		0		0		0		0		1.5		0		0		0		0		0		0		0		3.5

		Virginia Credit Union		1		0		0		0		0		0		0		0		0		1.5		0		0		0		1		0		0		0		3.5

		NSI		2		0		0		0		0		0		0		0		0		1.25		0		0		0		0		0		0		0		3.25

		Royal Credit Union		0		0		0		0		0		0		0		2.5		0		0		0		0		0		0		0		0		0		2.5

		Massey		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2

		PRG		0.75		0		0		0.91666667		0		0		0		0		0		0.083333336		0		0		0		0		0		0		0		1.750000006

		Group Dekko		0		0		0		0		0		0		0.75		1		0		0		0		0		0		0		0		0		0		1.75

		FLAG Financial		0.25		0		0		0.41666667		0		0		0		0		0		0.833333342		0		0		0		0		0		0		0		1.500000012

		Fidelity Bank		0.91666667		0		0.16666667		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1.08333334

		BroadSource		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		1
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Total Acct Mgr Hours by Customer
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		All Customer / All Acct Mgrs

		Implementation		386.67								from date		10/27/06

		Account Management		336.58								to date		12/19/06

		Invoice Processing - Manual		251.67

		Other Internal Activities		107.49

		Invoice Processing - Electronic		84.25

		Customer Service		52.17

		Opening - Sorting Mail		50.33

		Post Implementation Bill / Inventory Updates		39.33

		Optimization and Disputes for Savings		21.17

		Documentation		8.5

		Audit		8.25

		Billing		4.92

		Cigna / All Acct Mgrs

		Invoice Processing - Manual		71.25

		Account Management		41

		Post Implementation Bill / Inventory Updates		20.67

		Invoice Processing - Electronic		19.17

		Documentation		6.5

		Customer Service		3.5

		Opening - Sorting Mail		2.75

		Other Internal Activities		2.25

		Billing		1.5

		Implementation		1

		Optimization and Disputes for Savings		0.75

		Audit		0
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