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Slashing Overtime Costs 
for Tow Tractor Team

Background

Mission Statement

Results & Sustainability

To reduce the weekly OT incurred by the tow

tractor team from 196 hours/week (median) to 98

within 12 mths without impacting the deliveries.

Root Cause Analysis & Solutioning

The team distilled the key root causes, and

implemented specific strategies that target each

root cause.

Key Root Cause B: Suboptimal Resource Control

Solution #3: Balloting system for planned leave (Oct 2019)

#4: Creation of clear OT guidelines (Apr 2020)

#5: Identification of several cross-trained staff to perform 

permanent AM shift (Sep 2020)

Key Root Cause C: Skills Mismatch

Solution #6: Cross-training of drivers to perform 

attendant roles, and vice versa (Apr 2020)

#7: Cross-training of portering leaders from another 

section to cover shortfalls (Oct 2019)

exploring further productivity gains through the introduction of an eDelivery

system in FY2021 to enable enhanced targeted control of the delivery process.
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Key Root Cause A: Fundamental shortage

Solution #1: Perform right-sizing (Aug 2020)

#2: Implement technology to improve productivity 

(2x Power Assisted Movers, Apr 2020)

1,000
Trolleys Delivered 

Daily

40
Distribution Staff 

Managing Diets/ 

Pharmaceuticals/ 

Consumables etc.

4.7 FTEs
Equivalent Overtime 

incurred in 2019

Staff also reported less burnout,

and improved morale. The team is 67%
Reduction 

in OT ͌
$98k
Annual 

Cost Savings


