Alleviate your Seasonal Peak
Stress with Voice
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Introduction
Nearly every industry will experience seasonal peaks – that especially stressful time
every year where demand spikes and operations are pushed to their limits. The retail
industry is no exception, and while the time of year may be predictable, the demand
being faced is anything but. According to the National Retail Federation, the Winter
Holiday season represents 20-30% of total retail industry sales, with holiday sales
growing an average of 2.5% every year for the last 10 years. This severe seasonal peak will
make or break your supply chain, and put your workforce to the test.
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Peak Pressure Points in the DC
Peak Season will push the capabilities of any operation, as you are significantly increasing product demand and
shipping volume during the peak window. For most companies, this causes multiple new pain points to arise,
including the need for temporary workers, additional equipment, and dealing with customer expectations.

Increased Labor

Temporary workers present a unique challenge, as you need to get a large number of employees up to
speed in a very short amount of time. This means you have to incur the initial cost of training time, and
are typically relying on seasoned veterans from your operation to do the training. Since your seasoned
veterans are often your most productive workers, productivity tends to fall behind. Many operations will
add an additional shift to compensate for time spent training workers, which leads to increased labor costs
to cover that shift. That cost not only covers the pickers on the floor, but also must address the cost of
having a manager or supervisor available. Additional labor is necessary to address the excess demand, but
hiring too many new employees or adding additional shifts can be costly and will eat at your margins.
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Increased Technology Costs
When adding a large amount of new employees to the workforce, there is often a large technology
cost to equip them. While this is a necessary purchase, it can be painful if you only need the equipment
for a few months, but have to purchase it outright. Although these costs can often be justified as an
investment for future peak seasons, the bulk of this technology will sit on a shelf for nine to 10 months
out of the year, waiting for the next peak.
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Decreased Order Quality
Between the increased number of inexperienced workers and the increased volume coming in and
out of the warehouse, quality tends to suffer. This can be offset with increased audits, but that leads
to increased labor hours, and the addition of packing and auditing stations, which can become a
bottleneck for your operations. If additional audits are not added, you risk shipping the incorrect
product, and then have to deal with return and replacement shipping costs.

Customer Case Study: Bluestem Brands
Based out of St. Cloud, MN, Bluestem Brands is the parent to 13 different eCommerce companies
including Fingerhut and Draper’s & Damon’s. During the regular season, Bluestem has a two-shift
operation with 40 workers in each shift. During peak seasons, these operations more than doubled,
with 60 workers being added to each of the 2 shifts for a two-month period. This increase meant
they had an incredibly short amount of time to get 120 new employees trained on the equipment,
and able to work efficiently and accurately on the floor of the warehouse. After implementing voice,
training became a breeze. Vocollect’s Rapidstart technology got workers up and running quickly,
and new employees were soon matching the productivity numbers of more seasoned workers.
“With Rapidstart and training guides, we were able to dramatically improve the
quality of our training. Pick quality, order throughput and customer return metrics
all improved this peak season. On top of all of that, shift turnaround improved to just
10 minutes, significantly reducing congestion. With 100 pickers starting at once, that
is a huge benefit.”
–DC Manager, Bluestem Brands
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Increased Customer Expectations
Over the past 10 years, customers have developed a desire to have what they want, when they want it –
even when the distribution center holding that item is across the country. What used to be considered
last minute shopping has now become the norm, with many holiday shoppers waiting until the last
minute to place orders. These last minute orders can put high stress on warehouses, as shipping windows
and cutoff times become increasingly important. Although these purchases are made last minute, the
customer puts an extremely high value on the order arriving when they want it, and will become highly
dissatisfied if that is not the case. Failing to deliver the right product within the window they desire will
result in lost business, and potentially drive your customers to the competition for later purchases.

Graph courtesy of the National Retail Federation
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Lack of Visibility
During peak season, our fulfillment centers are asked to react to and plan for the unknown, but they
may not be equipped with the tools they need to do so. Companies that aren’t using a real time
inventory or fulfillment system can struggle to keep track of what is on the shelf, leading to the loss
of a sale or a frustrated customer. Being able to forecast, or at least keep track of what is on the floor,
is essential. As cut-offs approach, being able to re-distribute labor or pinpoint an order in real time
can help avoid late shipments (and the costs that come with them) and double shifts.

Voice has allowed us to address the peaks of our business by enabling us
to see the increased volume required, adjust our workforce of temporary
and allocate staff to the hot spots, equipping them with the equipment
they need then by flooding the work zones with resources needed to
meet the demand.
– Warehouse and Distribution Director,
London Drugs Specialty eCommerce Retailer
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Visibility becomes the driver that enables supply chain
managers to operate more efficiently and proactively,
despite increased challenges.
– Lisa Terry, Inbound Logistics

ALLEVIATE YOUR SEASONAL PEAK STRESS WITH VOICE

9

Addressing Seasonal Peaks with Vocollect Voice
When implemented efficiently and in conjunction with great workflows, voice can positively impact
and alleviate many of the peak season issues. A well-implemented voice system will not only benefit
you during your peaks, but will also continue to provide value throughout the rest of the year. Voice
technology has well documented success improving productivity, accuracy, and workplace safety,
while decreasing training time and making processes more efficient. This is all achieved by the
“Hands-free, Eyes-free” nature of voice, which allows workers to stay focused on the task at hand and
removes all distractions.

Actual results to date have resulted in overall productivity levels that
can result in a payback within 1.5 years. However, it should be noted that
the voice functionality component yielded a payback of less than a year.
The workers have been very receptive to the change, and have embraced
it in a fashion capable of the quick ramp-up we needed in advance of the
holiday season. We also estimate that, operating under the old system, this
additional volume would have incurred an additional cost of $400,000
during the holiday season alone.
– VP Supply Chain, Large Specialty eCommerce Retailer
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Improved Productivity
After implementing voice into the warehouse, most
companies will experience a 10-50% productivity
increase, with some warehouses increasing by nearly
80%.
Workers no longer have to fumble with paper, pens, clipboards, or scanners to get directions, allowing
them to move through the warehouse with ease.
Voice also gives you visibility into the work required and workforce availability at any given time. The
voice dashboard displays give you real-time views and alerts that enable you to react to the challenges
of the day, and make adjustments in order to drive throughput and increase efficiency across the board.
These adjustments include workforce reassignment to meet order requirements, order management,
and real-time replenishment to ensure you have the product on the floor when you need it.
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Improved Accuracy
Keeping your workforce focused on their task is at the heart of this benefit. Without
the need to pick up or put down anything in their hands, your workers can keep their
eyes focused, reducing the opportunity for error and boosting accuracy. Voice will walk
your worker through the pick process step by step, using check digits and response
commands to ensure the worker is picking the right item and right quantity.
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Efficient Workforce
One of the key benefits of voice technology when handling seasonal peaks in the workforce is the
ability to accelerate training to get your new employees up to speed. No longer will you need to spend
days or weeks attempting to teach employees your new technology and pick process. The training
tools provided by Vocollect Voice, including the Rapidstart program, teach your workers how to use the
tools while training the system to their voice. The training program includes browser-enabled audio/
visual training tools, is self-instructed and self-paced, and can be monitored remotely, freeing up your
supervisors. This training method will also provide consistency, as everyone will receive the same level
of training upon on-boarding.
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About Vocollet Voice
Vocollect, offered by Honeywell, is the most trusted and deployed voice-enabled workflow
performance solution in the world. The best-in-class workflow performance capabilities help customers
run a better business with voice and enable more than one million mobile workers to process more than
$5 billion of products every single day. Vocollect solutions are available in 35 languages, integrate with all
major WMS, ERP, and material handling systems, and supports the industry’s leading mobile computing
devices.
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Today’s consumer has ever-higher expectations for purchasing convenience, delivery speed, choice
and adaptability. More options for consumers spell greater complexity for the supply chain. It’s no
longer enough to fulfill demand – you must anticipate it, predict it and make smarter, faster decisions.
In a high volume, complex logistics environment, the shift to an on-demand model can be
challenging – but failing to adapt poses even greater risks. You need a technology partner with a
proven track record of delivering efficiency and a lower cost of ownership today, plus the flexibility
and innovation to help you realize your strategic roadmap tomorrow and beyond.
At HighJump, we’re integrating our proven solutions for the warehouse, transportation and logistics
ecosystem with emerging technologies – from around our company and around the world – to build
the supply chain of the future. Leveraging advanced cloud technology, we can help you ride the wave
of data to achieve greater efficiency, uncover actionable insights, and stay ahead of the curve.

www.highjump.com
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