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Lets get going…
Yesterday’s pick units and units out productivity

Pick Units Units Out 

BNT

dusk

Adairs

Honey Birdette

Lovisa
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What is a DC operations  

role?



Job Descriptions

5 



Distribution Centre: don’t loose site of 
your responsibility 

Run an effective and efficient DC

Ensure a cost effective supply chain that meets the 

business timeframes and needs

Meeting the business timeframes and needs means
➢Execute the decisions that the merchandise planners and 

customers makes about the:
– Right stock

– Right place

– Right quantities

– Right time



Who is your customer?



Distribution Centre

Is the DC managing you or are you managing the DC?



Distribution Centre

Why do we spend more of our time on the DC floor?

▪  What’s the purpose?
▪  What’s the tactic?
▪  What’s the benefit?

                       BE ON THE FLOOR





I learned that one day a week all management who work in the Wal-Mart 

DC work “on the line” and I mean – all management, every week, “on 
the line’.
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Standards and 

Disiplines



Success never happens because we hope or wish it will.  
It happens because we decide what should happen, what 
needs to change, what our culture needs to be and what 
people need to be and then we need to get out and 
communicate, communicate, communicate any way that 
you can and as frequently as you can in words and in 
actions. 

                                             
                                                    Don Soderquist

Communicate! Communicate! 

Communicate!

STANDARDS AND DISCIPLINES

COMMUNICATION



Standards and Disciplines

▪ Why do we have them?

▪ What value are they?



Standards and Disciplines

▪ 24 hour turnaround - no matter what 



Rosters

▪ Age matters

▪ Need flexibility – casual cannot have permanent or 4 week rosters

▪ Approve holidays in quiet times

▪ Issued same day, same time, every time

▪ Changes to rosters are cancerous

▪ Sick calls/no shows 



‘Overtime’ Management
• What are the causes of overtime?

Indicator of:

- Mismanagement

- Vacancies 

- Bad rostering

- Bad planning



Annual Leave

▪ Ensure all holidays are recorded properly  

– Impact on our wages 

– Profit killers

• Black out periods



Distribution Centres

• Toilets and lunch rooms



BB retail capital



What Is 5S?

• Methodology for creating a clean, safe, orderly, high performance 

work environment

• Origin is from Toyota – 5 Japanese words that start with “S”
• Translated to English

• Some companies have added 6th “S” for Safety focus.





Why Start with 5S?

• Enables everyone to “see” waste
• Creates discipline in processes
• Enables productivity, quality, safety and delivery improvements
• Improves morale



1S - Sort

Catch Phrase: 

“When in doubt, move it out.”



Sort – What Is It?

Distinguishing between necessary and 

unnecessary material, equipment, tools, data, 

and information

Sort is done with initial 5S activities, but should be 

repeated semi-annually, or as 5S evaluations 

expose issues
▪ Items may have accumulated

▪ Needs may have changed



Sort – Process Steps

Identify What to Sort
▪ Supplies, samples and equipment that are no longer 

needed or don’t work
– Old printers, pc speakers, old phones, etc.. 

▪ Excess office supplies
– Pens, pencils, whiteout, paper, files etc.

▪ Out-dated data or information
– Physical and electronic files

▪ Books, catalogs, files no longer used

▪ Storage items, boxes, pallets, bins, paper



Adairs IT Storage



Adairs archiving



CEO’s conference  
desk



diva  Office



Milperra

BNT



Dusk back room 

storage



Sort by “red tagging” items to be moved or trashed 



Electronic Files - Sort

Email   (how many inactive line items are still on your In-Box)

Files on Hard Drives

Archiving



Straighten

Catch Phrase:

“A place for everything, and everything 
in its place.”



Straighten – Why?

To immediately recognize items that are out of 

place, or out of line, recognize excess inventory, 

and identify the need to order more of a 

particular item

To reduce wasted time spent locating materials 

and information

To improve your level of Customer service

To improve the “look” of the place



Sanity before straightening



Sanity after straightening



Diva before straightening



Diva after straightening



Milperra Sanity





Stock Room –Labeled 

and organized

Visual Management 

Examples

Stock Room – Each 

item labeled and bar-

coded for reorder



5S treatment here



Could do with some work at this Dusk store



Things nice and 

straight at Dusk



A Sanity desk

   before 5S





After 5S



Adairs IT storage



Sanity Warehouse before 5S



Sanity Warehouse after 5S



Shine

Catch Phrase:

“The best cleaning is to not need cleaning.”



Shine (Scrub Sanitise)

  – What Is It?

Cleaning the workplace from top to bottom

Maintaining its appearance on a daily basis

Encourage team members to produce ongoing 

cleanliness

Setting it up so it is easy to clean.

Can you eat off the floor?







Sanity warehouse



Milperra yard area



Dirty floor at Sanity Parramatta



Worn and chipped floor at Dusk Rouse Hill



Taped down trip hazard at Dusk Rouse Hill



BNT Warehouse before 5S



After 5S



Standardize

Catch Phrase:

“See and recognize what needs to be done.”



Standardize – What Is It?

A method in which “Sort,” “Straighten” and “Shine” are maintained and 
made habitual

It is important to achieve buy-in and install the 5S process into a regular 

work routine.



Sanity warehouse



BNT warehouse



Diva’s branch 4



BNT top floor office area



Sustain

Catch Phrase:

“The less self-discipline you need, the better.”



Sustain – What Is It?

Effective, ongoing application of knowledge, skills, 
and abilities gained from the 5S process.

“Sustain” is often the most difficult part of the 5S 
process



Keep it Fun
▪ Use friendly competition to encourage continued 

excitement about the productivity of 5S
▪ Work as a team to achieve the combined goal of 

using 5S effectively in the workplace
▪ Take before and after photographs of the area that 

5S is applied to provide evidence of progress
▪ Provide positive reinforcement for good 5S practices 

(lunch parties, movie tickets, gift certificates, etc.)
▪ Provide individual recognition or rewards for success 

and/or progress 

Sustain – Process Steps



Milperra



Adairs sample area



Behind BNT reception



Visitors see this when they come up to BNT top level



More Adairs 

Archiving



Do we have to live with this as standard?







So please 5S your area soon

            and do it twice as fast

     

Thanks - bye
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Communicate, 

Communicate, 

Communicate.



Communication

• Get everyone 

talking

Communicate, 
Communicate, 
Communicate



Communicate! Communicate! 

Communicate!

Communicate:

– Formally

– Informally 

– Speak

– Write

– Video

– Message

– In your every action



Communicate! Communicate! 

Communicate!

‘When I’ve told ‘em once, I’ll tells ‘em again 
and when I’ve told ‘em again, I’ll tells ‘em 
one more time.  And when I’ve told ‘em 
one more time, I find a way to tell ‘em 

again.’

When launching something new or hitting 
something hard that has fallen off its 

perch - six different times, in six different 
ways.  Continuous communication



Repetition

Communication is greatly aided by obsessive 

paranoia.  Fear that the message isn’t getting out
Communication is greatly assisted by an enthusiastic 

delivery

Communication is greatly assisted when the leaders 

are actioning and participating in whatever is being 

communicated

Communication is a ‘rhythm thing’ – get into a rhythm, 

form the habit whenever you can



Remember to follow up

Never underestimate the impact that you, as leaders, have on your team and 

always remember that whatever you’re communicating has a greater 

impact than you think.

Never utter the words…’But I told them…’



One Question
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Management By 

Objectives
(One on ones)



Objective Meetings

• Turn talk and discussions into actions and outcomes that will stick.

• Professionally acknowledging, recognising, discussing and informing on 
issues , opportunities and challenges – a tool to effect permanent 
solutions and change.



Management By Objectives

• State the objective

• Who is responsible?

• Due date

• Not a to do list

• Not minutes of meetings

• Objectives brought to the meeting

• Discussion

• Value add and support by leader

• Your chance to add objectives



Helps to identify:

• Talkers who don’t do
• Time wasters

• Direct reports in the wrong job

• Disorganisation

• Problems early (management, process, people)

• Going in the wrong direction

• The wins



Why:

• Keeps a record of what’s going on and agreed actions
• Keeps all on track
• Is efficient
• Adds structure and rigour 
• Clear follow up
• Issues are not forgotten, don't fall off
• Ensures agreed accountability 



Fly by the seat of your pants

Make it up as you go along

‘I call them when I need to’
‘We talk all the time’
‘We work together’ 

All will 

let you 

down



Tips and things you must do:

• Must have rhythm
• 1 hour maximum
• Write up objectives as you go
• You write the objective and agree to the who and 

when (almost always the direct report, although 
delegation is appropriate and normal)

• Administration support team can and should be 
utilised if appropriate 

• ASAP- a ‘no, no’
• Ongoing – allowed but not ideal
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Data Integrity: 

The Missing Link



Data integrity

• What is data integrity?

• Why is it so important?

• Was the article helpful?



Data Integrity

What happens physically is reflected perfectly in our systems



Data integrity

• After reflecting on this article – what do you believe is the biggest issue in 

your own warehouse/DC  that is contributing to poor data integrity?

• What is the main cause of this issue?

• What could you do differently tomorrow to help resolve going forward?



Data integrity

After reflecting on this article – what do you believe is the biggest issue in 

your own warehouse/DC  that is contributing to poor data integrity?

What is the main cause of this issue?

What could you do differently tomorrow to help resolve going forward?



BB retail capital

People/Team
The power of our team



The will always be people who are:

• No shows

• Slackers

• Slow

• Lazy

• Unmotivated 

• Bad attitudes

• Dishonest

• Scammers

• Bored

• Careless 

The list is endless…



The will always be great 

people who are:

• Committed

• Caring

• Positive

• Respectful of 

business

• Winners

• Fast and efficient

• Honest

• Positive

• Wanting to do a good 

job

• Proud of themselves 

The list is endless…



We want 

MORE of them

and LESS of the other



Creating A Winning Team



Issues/areas for improvement
(real measures of performance)

Plan

Action

Result

Follow-up 

Creating A Winning Team



Creating A Winning Team



Tips

Passive versus holding your team accountable for outcomes and timeframes



Leaders have more 
impact on their 

people than they 

think they do 



Management gets the 
team it deserves



A team never outpaces 

its leader



People are Human

• Touch your team everyday

• We are all human and need to be emotionally connected

• Remember to communicate the positives/wins

• Help them identify worthwhile and important goals, both job and personal 

they want to achieve(Carolyn)



People Asset Reviews (PARs)



Discussion

Demotions or putting team back 

▪ Not adjusting their salary and what appears to be an easily justified answer 

▪ It will eventually catch up and eat you and the business.  

▪ Whatever you think, make sure you know that somewhere down the track, 

it will cause an issue



Tip

Women are better pickers and generally have better attitudes in our DCs



Recruitment

• Qualified recruiters

• Staying on top of vacancies



BB retail capital

World Manager



World Manager

• Lets talk

• What are the issues?

• What are your concerns?

• Are we winning? 
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The Role of our Support Centres
In yours and the brand’s success
Who runs who?

Who supports who?



Support Centres

Protect your team

▪ Without politics and disrespect

▪ Without deepening the divide of them vs us

120 



‘Our role is to remove the impediments that stop our teams/people from 
being able to do a good job’

The support centre regularly forgets this

Why is this the case?



Exercise

Break into groups of 3 or 4

Discuss and determine the number one frustration you have in your role

▪ Retail related

▪ Support centre related

We will discuss ways to improve and cut through



Your Role and HR

HR

• Misunderstood

• Operations are the people managers and must be expert in the 

management of our team

We:

• Promote

• Discipline

• Motivate

• Hire and fire

123 



BB retail capital

Measure Everything



If you can’t measure it, you can’t 
improve it. 

• What are you measuring?

 (White board)

• What should you measure?



What gets measured gets improved

Lists: they manage and motivate themselves

Daily, weekly, monthly measures 
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Billy Bean Action Plans



128 

The Billy Bean Action Plans



What is a SMART goal? 

129 

Be exact! “Which, What, Who, When, Where Why?”

Track progress

Be optimistic – but realistic

Keep goals action based, and relevant to operations

A clear “by when” is critical to success
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Continuous 

Improvement



“Complacency is the most dangerous 
trap any manager can fall into” 
 Peter Drucker, Harvard Business School

131 

• Someone, somewhere is always 
looking for a way to do it better

• Markets, environments, and 
technologies all move quickly – no 
amount of success today 
guarantees success tomorrow 

• Don’t ignore areas where the DC 
is performing well 

• Continuous improvement 

“always challenging, always thinking, always raising the bar” 
Don Soderquist, The Wal-Mart Way, about Sam Walton



We can always do more 

Identify areas that need attention, focus on improvement

Set your plans and actions to bring about positive 

improvement

Share your thoughts with all

Communicate the results and what is expected

Measure the next results against your expected results

Take Action

132



Issues/areas for improvement

Problem/issue/challenge

Plan

Action

Result

Follow-up 



Continuous Improvement - Tip

• Thinking about the end user all the time, how does it 
arrive, quicker, easier to unpack, not so creased, less 
breakages, etc. 

• Stream lining all processes with stock back to the 
warehouse, faulties, recalls, etc. 

134 
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Costs Are The Enemy



Cost are the enemy
• Outcomes

• Productivity

• Costs

136 



BB Thoughts

• Don’t let systems get in the way of doing business
• If you want to change behaviour -  wrong barcodes, late 

deliveries, etc you have to charge them, have a 
consequence and this includes in house as well

• DCs are extreme environments - never talk or 
acknowledge that it is too hot or too cold

• Where do your team go if they have a grievance?  Do they 
know?

• Christmas rostering
• Christmas motivation/super busy periods
 - preparing for weekend work, split shifts, etc.    
• Continuously request that you are given better information 

on activities that drive your DC workload

137 



One Question
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Warehouse Function Changes

BEFORE



AFTER
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