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Order Management Workflow — Before State
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Order Management Workflow — Improved State
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Order Enh’y Order Review

Service Level Agreement Chart
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OVERALL SLA COMPLIANCE

94.2% =

TIMEPEAICID

Last 30 Days

Sales
5 KPls

LEAD RESPOMNSE TIME

1.8

Target: <2 hrs
CRM UPDATE RATE

98.5%

Target: >35%

VIEW
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GUOTE TURNARDLIND
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Targeti =4 hrs
DPPORTUNITY FOLLOW-LP
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31/33 e
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SAME-DAY PICK RATE @ ORDERACCURACY @  FACHING TIME PER ORDER ® FIRST RESPOINSE TIME @  TICKET RESOLUSTION TIME @ FIRST CONTACT RESDLUTION @

99.1"% 99.7% 4.1 47 6.8 84"

Targat. 93% Target 99.5% Target: <5 min Target <1 hr Target; < hrs Targer *B80%
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