
 Finance: Accounts Payable

External/
Internal
Vendor

Relations

Vendor Relations: Internal Vendor

Email received from
internal vendor
communicating
expense issue

Research copy of
invoice

Find discrepancy of
expense inquiry

· Stop payment if check
is not cleared

And/or

· Correct entry

Communicate stores of
transaction

Audit/
Debit Desk OLAS System

Extract Duplicate
Report from OLAS

System

Check Request Process

Receive Customers
Check Requests from

Sales Audit

Setup Site for
Customer in the

System

Forward Information
to Lead Keyer for

System Input

Refer To: Lead
Keyers Enter

Informaton into
ORACLE

ORACLE

Payables

Supplier
Desk

Quality
Control

Authorized personnel
place order of

services/goods

Supplier delivers
services/goods to

stores
Invoice is generated

Supplier submits
invoice to store

Order received and
verified

New
Supplier?

Production

Stores

Corporate Card
Administration

Employee retrieves
Credit Card

Application form from
Outlook Inbox

Employee fills out
Credit Card

Application and signs
agreement

Forward completed
form to manager for

approval

Manager sets credit
and cash limit

Contact updates

Forward approval
form to Corporate

Card Customer Service
area

Customer Service
reviews information

for completeness
including Credit and

Cash fields

Forward information
to NFSB corporate

card area and enters
card holder into SQL

SQL Database

Upload new
transaction from NFSB

Create and run reports
from SQL

Email sent to manager
and employee

notifying new account
on updates

Store sends W9 to
supplier

Yes

Supplier fills out form
including method of

invoicing

Faxed copy is received
from supplier

Requestor completed
Approval Form:

· G/L

· Supplier Info

No

Past due information
ran  through query

and notified via email

Notify manager of
card holder staus

Receive Quick Check
request via email

Verify two levels of
approval signatures

Fax copies and enter
invoice in system

Approval account Print checks
Manager picks up

checks
Copies of checks are

made
Checks are logged into

Excel spreadsheetORACLE

Payables

Check overnight mail

Vendor Relations: Internal Vendor [Quick Check Process]

Notify cardholder via
email on past due

Balance is paid off

Card Holder receives
credit card in the mail

from bank

Card Holder activates
corporate card

Corporate Card
Administration send
online statement to

Card Holder

Card Holder receives
hard copy statement

card from the bank for
online reconciliation

Audit reports created
for monthly audit

At month-end,
reconciliation of
corporate card is

performed using Excel
spreadsheet template

or bank statement

Transaction
Type

Card Holder classifies
each purchase:

Cost String

Check
Request

Reconciliation

Unused checks sent to
NFSB

Cash
Advance

When check sent to
Corporate Card Lead,a
notification is sent out

Threshold
Amount <$100.00?

Forward information
back to manager for

approval

No

Excel macro forwards
automatically

reconciliation to
manager after

“Submit” button is
keyed in

Forward information
to manager for

approval and manager
forwards to corporate

card administration

Request is placed in
‘Inbox’

Yes

QC Support prints
corporate card check

requests for corporate
expense

Verify reconciliation
and match to

appropriate month

Refer To: Lead
Keyers enter

information into
ORACLE

Delete duplicate
reconciliation

Count pending and
duplicate

reconciliations

Process manual
payment

Upload reconciliations
Correct GL strings for

re-upload into GL

Remove all records
into the appropriate

month

Reload all duplicate
reconciliations

Format Excel
spreadsheet to create

payment report

Verify GL file was
received and

processed

Notify card holder of
payment

Make copies for
records

Bring copy to manager

Prepare packer for
reconciliation

Audit Process

Itemize receipts
accordingly and
paperclip them

Send receipts to
corporate card
administration

Send receipts to
corporate card
administration

AP Support Mail
verifies packer for

completeness

· Reconciliation

· Receipts

Packet
complete?

Incomplete

Review production
logs for missing recon

packets

Audit analyst receives
incomplete
information

Missing
Packet

Request information
to complete recon

packet

Communicate to bank
on revoked missing

packets

Research information
through SQL TSYS and
AP Visa for completion

Once information is
completed, send back

to mail suppport

Mail support sorts
information while
cross-referencing

against the Corporate
Card Mail (CCM) report

Complete

Mail

Perform last reversals
for current month

statement

Transaction processed
and sent to G/L

File sent to bank
Send email to card
holder notifying

payment

Payment report
processed

Audit reports
completed and sent to

AP manager

Mail is sorted and
separated by month,

type of audit and
alphabetical

Audit
Processing

Auditor reviews
information for

accuracy

Passed
accuracy?

No

Charge
back?

Notify via email to
manager and card

holder
No

Notify via email to
manager and card

holder
Yes

Charge back keed as
debit memo

SQL Database

Update SQLYes

Enters debit process in
QCG

Audit file saved
Update Hot File report

in SQL

File mail alphabetical
for six months

Filing
Process

Bring information to
AP Support for filming

Information is
destroyed

Audit process on
following month

Save audit APVO
Audit

Information returned
to filing procedure

Support group mail
room mails

information to
supplier desk for

vendor set-up

Is requestor
authorized
approver

Requestor forwards
the form to the

appropriate Store
Manager or Store
Expense Analyst

No

Manager signs-off on
order to proceed with

payment
Yes

Order form is mailed
to corporate AP

Support Mailroom

Supplier desk analyst
verifies paperwork for

completeness

Is
paperwork
complete

Communication Letter
sent to approver/

requestor via email
No

Yes

Search by: company
name; W-9; invoice;

etc.

Complete
package?

Setup company name
under ‘Hold’ status

No W-9

Communicate supplier
status to approver/

requestor

No Approval
 Form

Request information
needed from original

keyer

Communication Letter
mailed to supplier

Receive W-9 filled out

Submission of W-9 takes 1-2
weeks after reported
account on ‘Hold’

Receive additional
information via fax

Setup vendor account ORACLE

Payables

Communication letter
mailed to supplier

Invoice less
than

$600.00?

Setup company name
under ‘Hold’ status

No

Communicate supplier
via mail about dollar

amount in the account

Once supplier submits
information, status

released from ‘Hold’

Invoices Less Than $600 And No W-9

Communication Letter
mailed to supplier

Receives copy of
Corporate Card

application form
Setup employees

Communicate
employee new

supplier number via
email

File employee
information

Corporate Card Process

Support Group
Mailroom sorts out

invoices: Single; Long;
Project; Extended

CE trainer receives
mail and distributes to

Core Keyers

Special
Handling ?

Core Keyers sort out
mail

Core Keyers number
invoices as they are
processed for audit

purposes

No
Core Keyers forward
mail to Lead Keyers

Yes

Lead Keyers enter
information into

ORACLE
ORACLE

Payables

Special Handling Invoices Are Sent To Lead Keyers When Support Group Catches Special HandlingInvoices Early In The Process

Submit Invoices to
Core Keyer

Special
Handling?

No

Submit invoice to Lead
Keyer

Yes

Send copies of
documentation to

keyer [Core or Lead
Keyer]

Communicate Supplier
Number to Approver
and authorize signer

via email

Receive check from
Lead Keyer

Add suppliers to check
pool

From: Forward
information to

Lead Keyer

From: make
printouts and

send Lead Keyer
in Production

Research invoice
number

Check
Status

Enter debit memo in
the system

Check
Cashed ORACLE

Payables

Deduction is applied in
the next check

Place stop-payment on
check

Check Not Cashed

Cancel invoice
processing

Send letter to supplier
for communication on

check status

Vendor Relations: External Vendor [EVR Process]

Vendor communicates
inquiry directly to EV

desk
Research issue Aged

invoice?

Forward vendor
inquiry to store

administrator for
faster resolution

Contact store to
request vendor

information

Once basic
information is

received, perform final
research on invoice

Invoice
paid?

Forward backup
information for

processing

Research backup
information and
contact supplier

No

Yes

No

Yes

Receive bank deposit
forms from regular or

interoffice mail

Mail letter, check and
W-9 form to fill out

Setup supplier back in
‘Hold’ status

ORACLE

Payables

Receive W-9 form from
supplier and remove
‘Hold’ status in the

system

Invoice
Information
Complete?

Core Keyer rejects
invoice, i.e. invalid G/L

coding, incorrect
supplier number, not

authorized signer, etc.

Sticker is placed on
invoice and sent out to

Lead Keyer

Lead Keyer solves
issue and enters new

information in the
system

Invoices are numbered
as they are processed

for audit puposes

Core Keyer conducts
batch audit including
invoice amount, etc.

Core Keyer places
batch of invoices in

the Inbox Bin for
filming

System generates
checks

Checks are cut and
mailed once a week

No ORACLE

Payables

Yes

Ensure correct form is
filled out

New form is updated
and filled out for entry

Check
Deposit

Information is Keyed
in ORACLE

Create debit memo in
the system

Supplier

Employee ORACLE

Payables

Makes copies of
deposit slips for filing

Run quick check to
match invoice (CM) to

the check number

Check Deposit Process

Transaction is cleared
Copy of deposit slips

are filed in the cabinet
and batch room

ORACLE

Payables

Deposit slips are
walked to Treasury

department

1
Many of the expense invoices are small
ticket items which add to the total volume
of the invoices. For instance at least 40% of
total expense invoices  are restaurant
invoices and may be as low as three dollarsICLASS

The database in corporate card
administration does not have a link
between their system and the system
utilized in Human Resources for faster
and accurate employee information

2

IICLASS

Due to system constraints,
personnel information can be in the
system multiple times, leading to
inconsistent data and causing
confusion.

7

IICLASS

6

The Expense area is not completely
centralized. The Restaurant Group
ClientCo Product Group, ClientCo Direct
and ClientCo Credit have individual
operations. There might be an opportunity
to share resources across groupsICLASS

5
Corporate expense procedures are
excessively manual with multiple
hand-offs. This causes delays in
turnaround times and increases
error rates.ICLASS

11
Any change to personal information
is done by cardholder’s direct
updates. This creates problems in
the corporate process later when
information does not match.ICLASS

3
ClientCo has 1300 authorized signers
for the expense area because of which
invoices could float from person to
person and consequently land up
within AP at the last momentICLASS

8
The AP support area is perfoming
below optimal levels. They are not
particularly efficient and output iis
often delayedICLASS

9
The AP support area is performing
below optimal levels. They are not
particularly efficient and output is
often delayedICLASS

13
Presently there is no structured
training program for staff as they
progress across levels.  They have to
learn everything on the job. This
hurts productivity in the long runICLASS

14
Morale at the lower levels of
Finance Ops is low as people feel
intimidated by some of the trainers
and management staff. This hurts
productivity in cost centers as APICLASS

3 Increase payment discounts to
improve operational efficiency
and ease invoice approvalsBest

Practice
Best

Practice

1
Eliminate error-producing
rekeying functions by introducing
the invoice coders through online
invoice imaging to enter
distribution infomation

Best
Practice

5 Optimize use of key metrics that
promote operational efficiency
and business bottom-line benefits

10
The absence of a helpdesk within the
expense area wastes management time.
The manager and asst manager end up
responding to question that someone on a
lower payscale could respond toICLASS

20
There is a lack of consistent training
and communication to the different
customers about expense policy and
procedures. The result is frustration
and unnecessary queriesICLASS

10
Adopt successful strategies for
managing/deploying current and
emerging technologies and
highly distributed application
architectures

Best
Practice

The processing for populating
reports throughout the month is
very manual and time consuming,
but needed for end-month
reconciliation dates

22

IICLASS

The current Excel macro sheet used
for reconciliation is not very user
friendly.  i.e. macro security is set too
high; mac&pc macros are different

27

IICLASS

2 Assess operational process and
center-of-excellence maturity,
prioritize improvement efforts,
move to process based modelsBest

Practice

12

Task overlaps occur between departments
creating double work and increases
resources needed.  For example, AP audit
might end up taking a credit off  a vendor
and AP expense has already done that
task.ICLASS

16
Stores are very hard to deal with for
the expense area. They have high
turnover, ill defined processes and
little accountability with regards to
expense payments.ICLASS

7 Build robust asset management
sourcing and vendor relationship
models that minimize “boundary
disruptions”Best

Practice

35
Expense sends out too many emails to it ’s
customers that add minimal value.
Customers could get frustrated by the lack
concise and clear communication which may
lead to more inquires form the customers.ICLASS

6
Determine supplier payment based
on timely and accurate purchase
orders and receiving information to
eliminate suppliers invoice from
disbursement process

Best
Practice

37
Customers feel that it is hard to get
things done through expense.
There is a need for role clarity and
empowerment at the staff levelICLASS

8 Re bid and renegotiate large
vendor contracts for the external
audit claim reimbursementBest

Practice

Invoices for recurring payments are
processed every pay cycle instead of
being consolidated and prepared
once a year. This would reduce
invoice validation time

24

IICLASS

17 Some stores repeatedly submit
incomplete invoices causing rework
to collect all required information.ICLASS

19
Customer satisfaction is low because
they are not receiving timely
responses. Customers might not
return for more business if turn
around times are not improved.ICLASS

33
There is a constant need to revisit
customer related issues which cause
rework and wasted resources. Issues
need to be well documented and
thoroughly resolved.ICLASS

39
At an extent, it is agreed that there is
not an external training on Pcard
reconciliation and therefore, creates
problems in the reconciliation process,
especially for new cardholdersICLASS

17 Elaborate and design
implementation of the iPayables
module within the ORACLE ERP
software solutionBest

Practice

27 Reduce and eventually eliminate
invoice aging through aggressive
customer service trainingBest

Practice

18
Issues presented by customers are
not responded to in a timely
fashion. Metrics should be
implemented to make sure customer
satisfaction is met.ICLASS

30
Corporate Expenses does not
always receive mail in a timely
manner creating backlog that leads
to unpaid vendor invoicesICLASS

9 Expand EDI to all large and small
vendors to streamline the
payment process and reduce -
eliminate – manual paymentBest

Practice

26
Sorting incoming mail is very time
consuming causing extra personnel
to accomplish the task. A better
system to manage mail should be in
place.ICLASS

21
There is limited cross training as the
shortage of personnel constrains
the availability to share work
responsibilities.ICLASS

23
Payment process has too many
iterations performing the same
activities for duplicate/incorrect
information submitted to the
corporate card administration areaICLASS

38
Sometimes suppliers will not release
information needed to process payments,
causing problems with servicing activities
to the company and at year-end when
the 1099s have to be issuedICLASS

25
Most of the time, store managers
send incorrect G/L string info, causing
problems for the matching process,
i.e. strings deleted or deactivated
conflict with current onesICLASS

26 Streamline approval cycle process
for invoices to shorten approval
time through intranet or internet
routingBest

Practice

34
Multiple individuals handle a single
inquiry creating confusion and
delaying turn around times for
inquiry resolution.ICLASS

29
Sometimes returned checks take
awhile to be processed. This causes
a delay in account status updates
and postpones notification of
needed payments.ICLASS

There is information that was not
transferred from the old system into
the ORACLE system. This situation
caused doubled effort for the
research process on vendor inquires

28

IICLASS

11
Utilize bar coding to ease
transmission of expense receipts
and speed up the submission
process of documentation,
reducing manual intervention

Best
Practice

12 Grant access to suppliers for view
of invoices and payment status
over the internet to reduce
research time.Best

Practice

31

There are times when vendors are not
willing to help with the resolution of an
inquiry, for instance, when its needed to
request proof of delivery it will not be
provided, especially with research that is
over a year oldICLASS

18 Reduce operating expenses by
reducing the clerical and physical
support to maintain payment
records by scanning payment checksBest

Practice

32
Need to reinforce communication to
regional officers on approval form
part of the package that is sent to
new suppliers when they are setup
in the systemICLASS

21 Introduce, where applicable, Shared
Service concept to alleviate and to
streamline AP processes throughout
the companyBest

Practice

36
Invoices from Marketing with ten or more
distribution lines creates over ten times
more work for keyers. This causes spikes in
workloads which creates bottlenecks in the
invoice repayment process.ICLASS

15
Establish a process to manage
invoice storage, including backup
info online as eDocuments to give
access to ease retrieval of 
documents to multiple users

Best
Practice

14 Productivity increases when multiple
users have access to information
that can be viewed or populated
using ORACLE’s payable featuresBest

Practice

19 Utilize imaging to improve
productivity through the AP
processBest

Practice

16 Sort incoming invoices by payable
entity to simplify the sorting and
processing of workBest

Practice

20 Cross-train staff to alleviate
boredom and to create backup
during absesncesBest

Practice

24
Involve staff to identify skill gaps
for training and cross training

Best
Practice

25
Issue periodic newsletter to all
staff about AP issues

Best
Practice

23 Hold seminar on AP policies and
procedures; create “cheat sheets”
with key rulesBest

Practice

29 Vendors with high number of
duplicate payments receive and
review a new SLABest

Practice

30
Purge vendors, quarterly, from
master vendor file

Best
Practice

28 Analyze duplicate payment
incidents and track offending
party to see if patterns emergeBest

Practice

22 Mark all duplicate invoices and
check for similar amount
paymentsBest

Practice

The reconcilation process is too
manual and most of the time the
information submitted is incorrect
(i.e. macro is placed in wrong month
and duplication of info happens)

15

IICLASS

4
At times, reconciliation statements
are submitted too late in the process
or within a small timeframe before
the books are closed, which causes
the reconcilation to be tediousICLASS

4 Blend business needs, technology
options and process models for
high availability, as well as for
continuity and recovery initiativesBest

Practice

Vendor Evaluation/Set-Up/Submission Invoice Processing/Payment Payment/Exception Resolution

Vendor information
also sent via:
interoffice mail,
regular mail or fax

Invoice can also be
walked to the CE
area

Reconciliation is
due by the 20th

of each month

Reports are
presented by
category

When duplicate
invoice is flagged,
invoice is recycled

As checks are
cleared transactions
are reviewed

Finance Human Resources Information Technology Marketing
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PROCESS MAP

Legend

Short Term
Improvement

Class I

Long Term
Improvement

Class II

Key Volume
Indicator

Applicable
Best Practice

Best
Practice

Assorted
Systems

Activity
Description

Low Value-Added 
Activity Description

Decision Comment/Additional
Information

Connection to 
Unmapped Area

Accounts Payable Process

Vendor Evaluation/Set-Up/Submission

Invoice Processing/Payment

Payment/Exception Resolution

A

B

C

B CA

Financial Close/Reporting

Accounts Payable

Treasury Operations

Cost Allocation

Budgeting

NON-TECHNOLOGY IMPROVEMENTTM

Also: Procurement: Indirect Materials

NON-TECHNOLOGY IMPROVEMENTTM

pm.sgo1.0906.accounts payable 

Numerous non-technology improvements…

42 improvements;
Two categories: Class I and Class II

Class I

Change Required Class I Class II

Technology capabilities NO YES

Physical infrastructure NO YES

Business distribution/strategy NO YES

Product service/offerings NO YES

Regulatory issues/approvals NO YES

76%

Class II

24%

…targeting reduction of 
low-value work steps

Total Work Steps: 170

Highlights work activities 

related to lower value 

added tasks such as 

correcting errors, re-work, 

redundancies, “checking 

the checkers,” etc…0%

25%

50%

75%

100%

Low value-added
activities

Value-added 
activities

83%

17%

…deliver near-term financial & operating benefits

Improvements Opportunities
by Timeframe

Timeframe Complexity Technology

Immediate
Low None[1–2 months]

Secondary 
Moderate Some[3–6 months]

Long Term 
High Major[6+ months]

Total = 42

48%

23%

29%

…enable self-funding improvement

Twelve month ROI: 3.5x

Benefits at full accrual

Project breakeven

1 2 3 4 5 6

Month

7 8 9 10 11 12

-75

-150

-225 -240

-170 -160

$-250K

$0K

$250K

$500K

$750K

30

260

410

745 1,110 1,440

Finance: Accounts Payable Process

NON-TECHNOLOGY IMPROVEMENT TM

Non-technology 
improvements (and benefits) 

typically outnumber technology 
dependent improvements by a 

3 to 1 margin.
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