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Mobile Delivery Technology From Momote

Challenge

Harvey’s Furniture Store, a part of the Steinhoff Group
and the UK’s largest furniture retailer, has 120 delivery
drivers doing over 1000 deliveries each day.

Harvey’s commitment to delivering quality and service
beyond customer’s expectations is a key differentiator,
meaning that they place great importance on meeting
their delivery service level agreements. Consistently
achieving these high-standards, however, was often
beset by a number of issues.

Harvey’s often found it difficult to gain access to cus-
tomer's home as either customers were not present at
the property or because the size of the goods being
delivered prevented clear access to the chosen room,
creating a large impact on delivery costs as revisits
would have to be scheduled.

Harvey’s also had an issue of regular ‘damaged on
delivery’ claims from customers, which would incur
costs in the form of replacement products. Although
Harvey’'s were aware that many of these claims were
false, the claims were difficult to contest with little or no
evidence to the contrary.

The paper based delivery operations created a vast
administration burden as each job would result in up
to five pieces of paper which all had o be returned to
the office by drivers and then processed and filed by
administration staff.

Not only did this use up crucial man hours, it also
meant that Harvey’s customer service staff would have
to wait days for access to completed job information,
resulting in a sluggish response to any customer que-
ries.

Solution
After unsuccessful meetings with a range of potential
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suppliers, industry contacts recommended Harvey’'s
speak to leading mobile workforce management
software specialists Momote.

Momote conducted a mobility audit of Harvey’s
current processes and within days had produced a
wireframe of their mobile application as well as a
detailed return on investment business case.

Harvey’s complete system begins with driver's
logging-in to the application to receive a daily job list.
Before they can begin their first job the driver is
forced to complete a thorough vehicle check on the
device. Once on site the driver is able to use the
device to capture before and after delivery photo-
graphs as well as gathering customer signatures.
The application also compels the driver to complete
accurate job failure reasons in undeliverable circum-
stances.

Benefits

Capturing photographic proof of delivery led to a
0.25% decrease in false damage on delivery claims
in the first month resulting in a saving of £180 000
annually, more than covering the cost of the Momote
system.

The system has also enabled an increase in produc-
tivity for Harvey’s delivery teams and a reduction in
petrol costs as job details are now sent instantly into
the distribution centre removing the need for drivers
to make return visits.

The web based reporting tool provides the Harvey’s
management team with accurate information on a
individual driver's delivery and installation perform-
ance enabling identification of areas where further
training is required, ensuring that customer service
levels remain at an optimum.
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“‘We have managed to
replace a paper process
that created significant
administration overheads
with a process that requires
virtually none.”

Kevin McQuillan
Logistics Director
Harvey’'s Furn
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