
Form: "IE Data Analysis - Program Review 2017/18 - 
Student Service/Administrative Unit Questions"  
Author: Printing and Mail Services 

Date Submitted: 11/22/2017 4:19 PM (PST)  

Created With: Taskstream - Advancing Educational Excellence  

* = Response is required  

Closing the Loop (following up on last year's questions). If you would like to attach 
supplemental documents, exit this form and use the "Attachments" button (bottom left-
hand corner).  

1. In your 16-17 program review update, you reflected on your service area's 
contributions to the College’s overall goal of improving persistence. You identified 
strategies and activities your service area planned to engage in to address this goal. 
Please describe your service area’s progress over the past academic year.  

* a. What is the status of the project/activities/program improvements?  

1. Customer Service Improvement: Job intake process refinement - status ongoing, but we 

have started and have identified elements within the process that need 

improvement.  major accomplishments have been the mapping of what the inputs and 

outputs are, the correction of the Digital storefront and the establishment of duties and 

responsibilities.  Items deferred are those of process optimization especially for last minute 
job requests and the effect upon job queuing. 

2. Modernize Print and Mail Services: Shop layout and work flow for production - ongoing 

though major accomplishments have been completed such as the installation of the Cutter 

(and associated electrical move), consumables move from the shop's store room to the 

point of use (just-in-time model) and the removal of redundant tables.  Items deferred are 

the finalized placement of work tooling within the production area such as workstations and 

final equipment placements. 

3. Introduce Department Training: Close the skills/competancies gap by providing cross-

training of mail routing, equipment usage, lean manufacturing principles - status ongoing 

though significant training conducted for mail routing, cutter training, Digital Storefront 

training, package intake/management training as well as initial lean principles training. 

  

* b. What improvements (if any) do you notice in your persistence data?  
Although our improvements are indirect to persistance, time saved and frustrations 

removed by activity improvements have led staff members to provide more time to 

students/faculty/staff in a more relaxed and improved morale environment.  The realized 

outcomes are not readily measured, but the atmoshphere has improved as our group has 

been transforming into a team with increased morale and innovative ideas to improve other 

areas.  



* c. What barriers or obstacles have you encountered?  
The biggest barrier is time to complete our project improvement areas.  We are all very 

busy and all members have worked hard and in many cases have gone above and beyond 

the usual expectations.  We have recently brought on a Quality Specialist NANCe who is 

helping us with the remaining parts of program improvement. The addition of the NANCe 

will help colse the gaps in setting up our processes.  

Looking Forward  

* 2. Identify one major area of focus for your program (e.g. integrating new employees, 
increase efficiency, etc.)  
The major area of focus in Print and Mail Services will be to eestablish quality control 

metrics such as process mapping, measuring escapes/turnbacks, mistake-proofing, 

etc.  These concepts are part of a larger plan to ensure Printing and Mail services conform 

to modern manufacturing methodologies as the department is a manufacturing center.  As 

we move towards the 'cultural' changes in transitioning the department to a true 

manufacturing center, we will be able to reduce wasted manpower and materials and 

operate with greater efficiency and adaptability.  

* 3. In what ways does this focus contribute to the College’s goals of improving 
persistence and what shifts have you seen (or do you hope to see) in your service area 
data that you would attribute to this focus?  
The contribution to persistence improvement will be the adaptability of materials and 

services being provided with less finincial overhead.  becoming a 'lean' enterprize enables 

us to provide more innovative solutions to the college, thus improving the student 

experience and customer satisfaction to all our users.  The shift I have seen in this area are 

that of improved morale and the making of a team that solves its problems and comes up 

with innovation that benifits the college.  

* 4. In what ways does this focus contribute to the College’s goals of reducing equity 
gaps and what shifts have you seen (or do you hope to see) in your equity data that you 
would attribute to this focus?  
Equity gaps at the college are realized most in the key performance indicators of success 

rates of African Americans and Latinos (compared to the sample reference group). Though 

not directly measured, we believe that job process refinement, improved shop layout and 

work flow as well as department training has enabled our team to better serve the college in 

a more efficient manner.  The aforementioned initiatives have enabled the team to produce 

work faster and more efficiently leaving us more time to work with students and staff.  

* 5. What other trends or patterns do you notice in the data that warrant further 
exploration?  
Department staff have noticed positive changes and area more willing to venture into 

creative solutions in other areas of our operation.  Noticeable trends are those thatbring job 

satisfaction to the staff where they have noticed the positivce changes and are willing to 

share ideas that make our customer's experience better when dealing with our department.  


