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Topics to Cover
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e Overview of Canada Post

e Why measure supplier performance

e Measurement strategy & approach

e Measurement model: A — Balanced Scorecard
e Example scorecard

e Scorecard implementation and results: cases

¢ Questions / Answers / Discussion
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Background - Canada Post at a Glance
From anywhere... to anyone

« $7B organization AN

« 40M items/day (physical and electronic) ((IOO'D

=)

« 7000 retail outlets

e 14M points of call

» 1M businesses

« 71K employees

« 24K points of access

* 96%+ on-time delivery performance

o @ o AV Urohaor © Innovapost=.
From anywhere... to anyone
© Borderfree. PR GISTIX
www.epost.ca
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Sourcing Management Dimensions | 7or > e
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Expenditure Profile “ HABC” Rnalysis -
—Dottars-Spent —
400 $235.8 million (15%) $18.8 million (5%)
=0 876 Suppliers (9.8%) 8,713 Suppliers (88.5%)
3004
$ o
millions
200
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501
0 . .
Trar:;portatloerf%s ior'eJII Fasilty Msc.  Mail Ops
Serv Mgt H"A"=80% of $ I"B"= 15% of $ B"C" = 5% of $‘
RUTOMATION
Purchase Order (P.0.s) : Over 190,000 Auto POs (e-procurement) annually
Electronic Invoices : 80%
Vendor Payment : 64% EFTs:
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INTRODUCTION: PosT CANADA
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« A story of successful application of SPM (supplier
performance measurement) system at Canada Post, to
gain insight into, and make judgment about, our
supplier’'s capabilities, processes, people, and determine
the extent of compliance to their contractual obligations
to the corporation.

« However, we do not stop at gathering & analysis of
performance data; rather, use performance
measurement for managing contracts with suppliers and
drive improvements, compliance & achieve cost savings.
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Why Measure Supplier Performance? EO ST

From anywhere... to anyone

e Sustain negotiated contract savings

e Mitigate hidden risks in supply base

e Drive continuous supplier improvement and innovation
e Improve quality, delivery, cost & efficiency

e Manage supplier relationship

e Improve sourcing decisions

‘What Gets Measured Gets Managed’
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Rules of Engagement From anywhere... to anyone

Strategy and Approach -

Suppliers must measure their own performance

Performance Reports must be validated by stakeholders
« Measurement must be meaningful to clients
« Data must be timely, easy to collect and verifiable

« Measurements designed to drive appropriate action

Criteria must ideally be contractually agreed
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Performance Measurement Model:
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MEASUREMENT QUADRANTS From anywhere....to anyone

* Product defects < contractually defined « Product/service delivered on-time

* Monthly Rpts. by a specified date

« Fill Rate as contractually defined

« Problem analysis & corrective action
within agreed upon time

* Response to inquiries/action items
within agreed time

* Missed assignments < contractually def.

« Labeling/shipping errors/erroneous
count <contractually defined

« Invoice accuracy > contractually defined
» Downtime on critical system < (SLA)

+» User complaints < contractually defing
ON-TIME DELIVERY
CONTINUOUS IMPROVEMENT

* Cost improvement year-over-year
* Added value without added cost

« Shared cost initiatives

* Innovative approaches that reduce life
cycle cost

« Provide assistance (eg: regulatory,
labour relations, environmental,
customer relations)

htroduction of new technology

* Process improvement

« Participation in JPI

* System provides early warning of
potential problems

*Documented quality mgmt. system

*Employee development plan
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EXAMPLE OF A SCORECARD st cawaon
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and ing 2
Summary Score 2007 Q1
erformance Criteria Score Target eighted score ~ Tot Wt. Score Performance Trend
A. On-time delivery 9 3.3 35 Jan
B. Defect-free products & services i . 3.2 35 Feb 85
C. Value for money X . B 15 Mar 9.0
D. Continuous improvement . . 15 Apr 95
10.0 May 9.0
[On-time Delivery Score
[Speed of call answer 10 8 Target
(call answered within 30 secs) 10.0
Email & Voice Mail response (20 min.) 10 10
Monthly performance rpt by 20th of month 10 10 8.0 —
Total 30 28 93| 6.0 1
Defect-free products & services 4.0 4
[Abandon Rate Target: 6%) 10 10 201
Resolution Rate 10 6 g
(First contact resolution rate: 80%) 0.0 . . .
Call resolution time as per SLA 10 9 " g )
Customer Satisfaction (Target: 85%) 10 10 A. Op time B. Defect-free C. Value for D Continuous
Invoicing accuracy & timeliness 10 10 delivery products & money improvement
(Target: 100% accurate , and services
within 7 bus. days of following month)
Total 50 45 59|| 10.0 TREND
Value for money 20 7
Call volume reduction by 5% 10 8 50 —
7.0 1 —
6.0 —
Total 10 8 80l 59l
[Continuous improvement .
Upgrades on Processes, QA, Logistics, 10 7 4.0 4
Training / Employee development 3.0 7 —
2.0
p trend in overall performan 10 8 10 : : : :
Jan Feb Mar Apr May
Total 20 15 75|
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INTERNAL SUMMARY REPORT: cANADA o POSTES

PO ST CANADA

FOR CPC MANAGEMENT
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SUPPLIER PERFORMANCE SUMMARY REPORT

PERIOD: Q4 2008 Page 1
I. OVERALL CURRENT STATUS:

Supplier Goods/services provided Overall score Max Score: 10.0 Current Per Chart
o - ) Target
XXX Security Guard Services 8.5 0 5 4 s s
AAA AAAAA Air Services 9 XXX*
AA AA AA Industrial Supplies 9.7 AAA AAAAA |
BBBB BBBEB Warehousing 9.8 AA AA AA |
BBBB Recognition Awards 8.4 BB5E BBBEB |
CCCC CCCC Stamp Products 5.8 BBBE |
CC CCC CCCC Surface Transportation 8.5 ceee cece i
CC CCC CCCe
CCC CCC CCC Office Supplies 8 1
CCC COC G |
DD DD DD Rail Transportation 8.7 D DD DD
DDDD DDDD Forms & Printing 8.6 DDDD DDDD
FFF FFF Northern Air Services 9.4 FFF FFF |
IR TTURATIT Help Desk Services 9.1 LLLIRTIITRTI]
LLLLLL LI Commercial Printing 9.6 LLLLLLLE
LAAA AAAL Stamp Products 9.4 LAAA AAAL i
MMMM mmm
MMMM mmm Highway Services 9.6 L
NNN NNN NNN
INNN NNN NNN Printing 9.5 1
[eleYele}
QQ QQ Printing 9.2 SSS SSSSS

s improvement
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OVERALL BENEFITS:

From anywhere... to anyone

¢ Ability to determine how well suppliers support corporate
vision & strategies

o Ability to correlate supplier performance to Canada Post
performance

¢ Identify and implement formal improvement programs
with suppliers

o Utilize Supplier performance data to manage and
negotiate contract improvements

sSuppliers are integrated into business processes through
their active involvement in day-to-day activities
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OVERALL BENEFITS... continued PosT

From anywhere... to anyone

e Reduction in supply variability & distribution (using
predictive analysis of scorecard data as a forward risk
management instrument)

¢ Reduction in product / service defects & issues; improved
cycle time & overall product / service quality

e Increased customer value and boost profitability
o Tap into suppliers’ innovation and expertise
o Improved supplier relationship & trust (A corporate asset)

¢ Increased customer-satisfaction
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SUPPLIER SCORECARD canada o rostes

PRSI CANADA

AT CANADA Po ST From anywhere... to anyone

QUESTIONS / ANSWERS / DISCUSSION
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