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Summary: On-line transaction
processing is the current fashion and
many companies today will not even
contemplate batch data entry solutions
So when an efficiency-conscious and
profitable financial institution such as
Hambro Life Assurance bucks the trend
and uses key-to-disk for a good deal of
its input. it is worth asking why. This
article analyses the Hambro data
preparation operation. It describes the
workload and the equipment used and
identifies a number of key management
actions which in combination have raised
productivity by 15 per cent
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thought has been given to ensuring that
the best results possible are obtained
from ils data prep operation. The actions
that have followed will be of interest (o
data prep managers everywhere

As a first step. the company has
developed s own sfatistical analysis
system to provide both a measure of
efficiency and a yardstick by which
potential improvements can be tested

his system uses the operational data
recorded by the R400 operating system,
and runs on Hambro's IBM mainframes
(there are two systems, a 30810 and a
3033N)

The system has also provided the
company with a means of keeping the
operators informed about their individual
performance. Every day each girlis
given a copy of her own statistics report
so that she can check her performance
and progress for herself.

The girls are paid by results. not on
a bonus basis but according to a
productivity rating determined by the
analysis system. There is a series of pay
grades, through which an operator can
expect to progress as she gains in
experience and proficiency.

One performance factor
highlighted by the analysis system was
the extent to which throughput is
dependent on a smooth flow of work
throughout the entire department
Accordingly. a data control operation
was set up to make sure this happens
Apart from ensuring that the operators
recelve work in a controlled fashion in
accordance with their own measured
ability. this section is also responsible for
varying the workload of each girl, so that
each gets her fair share of each of the
300 different types of job

This naturally makes the work more
nteresting. Ensuring job satistaction is
one of Kitchener's most important
objectives and he has set about
achieving it in a variety of other ways as
well.

First, “we try to make it as relaxed
as possible, with no silly rules'. The
operators work in groups of three or four
sharing the work between them and
helping each other out. Each group has a
supervisor, who sits and works with
them. This has helped to make the girls
feelinvolved and relaxed while providing
the necessary degree of management
control over production rates and quality

The operators key for about two
hours atatime, with aquarter hour break
mid-morning and mid-afternoon and an
hour off for lunch. They have their own
rest-room with coffee facilities, nicely
decorated and with pictures on the wall.
While working, they can listen to music if
they wish. A piped system has been
installed, and the choice of music is
under their own control. Each group of
operators can independently control the
volume. All of this makes for a pleasant
atmosphere that you can feel the
moment you walk into the room.

Perhaps the best indication of the
attention paid to the comfort of the
operators is the thought that has gone
into the office lighting. Initially the lighting
was by phosphorescent strips, but it was
found that the operators developed a lot
of headaches. Various cures were tried
Yellow blinds were put over the
windows, but this cul out a ot of natural
light. So white blinds were installed
instead.

In the meantime, the diffusion of
light in the office was analysed, and it

was tound that there were two major
problems. The first, reflections from the
keystation screens, was easily solved by
going for a matt finish. The second was
rather more obscure and rather more
difficult. It was found that the keys
themselves acquired a highly polished
finish after a period of use and their
slightly dished design serviced 1o
concentrate the reflected light. The
solution was to put prism diffusers on the
lights

But the matter wasn't left there
Since then Hambro has tried a new
solution — uplighting. The lights stand on
pedestals and are shielded so that the
lightis directed up onto the ceiling, which
1s painted white and so reflects it evenly
back down again. These devices have
been the subject of controlled
experiments that have shown that
headaches are reduced with all the
groups of operators. As aresult, they are
now to be installed throughout the office

The effect of all these management
actions has been to increase productivity
by around 15 per cent, This can be
represented as some 5000 transactions
a day, or as a saving of seven or eight
keystations. Those are gains worth
having. A happy staffis also agood thing
to have. Hambro Life Assurance's data
preparation department is certainly
playing its part in the company's “highly
efficient and professional
administration”, and its policies must
provide food for thought for data prep
managers everywhere.

-

XLLLZZ) "AMBRO

INFORMATION MANAGEMENT



