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Agenda

* Creative Communications (C2) story

« Strategy

* Virtual visit to our Lean board

 Employee Engagement

« Connecting team efforts to customer needs
« We're really fun
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Services provided by C2

In-house, one-stop, comprehensive shared service
for design, copy, print, and delivery

Design & Web Copy Print Mailing

Graphic Identity 6 Full Service Managed Print Mail Preparation
Copy Centers Outsourcing
Website

Postage Discounts
Development UW Secure Print:

%4 StUd?nt Paychecks, Vendor ] ]
Scan/Print Checks, Data Mail Processing

Layout Stations Reports,

Just—intimeDigitaI UE:S.FE)C?'“PUS
UW Brand Poster, Banners ail Delivery

Compliance Floor Graphics, Personalized

WallClings Direct Mail Sustainable Delivery

: Printing Hybrid-electric

Electronic - Trucks andBikes
Communications AcademlcCpurse MPS: Managed
Packs 'f"”th Consolidation of
Copyright Campus Printers

Clearance and Copiers

Fleet Advertising

creative communications \ UNIVERSITY of WASHINGTON




C2 at a glance:
Service, Quality, On-time, Low Cost

= 74 employees
= Award winning

* Financially self-sustaining

= Cost effective, modern digital production
In-Plant, from design to delivery

* Lean continuous improvement since 2010

creative communications \ UNIVERSITY of WASHINGTON



Creative Communications Story

Serving the UW Community
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FACULTY LIBRARIES

DEPARTMENTS UW MEDICINE

COPYING SUSTAINABILITY

for Students, for Students, Faculty,
Faculty and Campus Departments and Our World

DESIGN & WEB MAILING

AP PRINTING PROTECTING THE BRAND and Departments

for Students and for Departments,
Departments the University and
x CONTRACT MANAGEMENT UW Medicine

for Departments Noenitier & Bt St

for Departments for Students, Faculty

Providing Essential Services creative communications (62
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C2 Lean: 2010 to present

creative communications ‘ UNIVERSITY of WASHINGTON




Strategy

LEAN STRATEGY

Create Seek
Constancy . o ;
of Purpose Improve Efficiency Perfection

Respect Lead
Every With
Individual Humility
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C2 Leaders Strategic Framework

Exceed Customer
Services Expectations

Provide On-Time Delivery
And Increase Ease of Use

TRANSFORM SERVICE

LAMTE o f(mALE

= Customer Service rating on POS survey of 4.6 or higher ]
®  Ontime delivery 100% of the time fi
L Ease of use rating on POS survey of 4.6 or higher

@ Increase revenue by $200K

8@ Reduceovertime by 50%

8  Reduce expenses by 4% .

creative communications

Respect Assure
Every Quaiity of
Individual the Source

UNIVERSITY of WASHINGTON

Practice Financial Stewardship

Implement 1850 Ideas in FY19

Perform 2 Marketing Events month
Outreach Efforts- 25 meetings per month
250 hours of training annually (POD, Lean, External or Lynda.com)

Cross train- All Key Business Tasks:
100% KBT have at leastone b/u; 50% of KBT have at least two

Implement 2 ideas per employee per month
Create Create

Constancy Value for the
of Purpose Cusfomer




Alighed Strategy
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Senior Managers Daily Huddle Board
2 Leaders Dol Huddle ¢ APRIL 16 . 2018 [/, |
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Metrics
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IDEACARD

NAME

PROBLEM:

IDEA:

CIRCLE APPLICABLE:

ASSIGNED TO: DATE COMPLETED:
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Employee Engagement
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Everyone Huddles

Dailv Weekly Monthly
Account Managers 3:3¢9 Tues.@ It:ov 1St Tyes
ccounting 4 1§ Wed @ z:00 4™ Wed

C2 Leaders/Mi.C2 Qq:¢g Twe@i® 3 Thues
C2 Production Ctr i2:30 Wed@ 200 2™ \Wed
IS (o:6b THORS @2:35 3™ Thams

Mailing Services ®:% Tyes 2 113 Last TS
Web/Design Q: (5 Thas @320 QM Thurs
Copy Centers Vases by centw Wed@t:w  |ST Wed

Mail Prep S 00 Thus@iw  Last Thors
Mail Rating 84S~ Thos@\:06 L agt Thays

Cpy Ctr Supervisor 9Q:39 Wed@tice | Thues

Mail Sorting “7:30 Thus@t:00  Last Thurs
iGen/Bindery/Shino 12:30 Wed@ 12:00 2™ W
Shipping 8:00 Wed @ viea 1 Wed
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Recognition at the board
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Service Awards

; Thanks for your
A = ;@*ﬂ years of service!

Alex - 20 Years
Maurice - 20 Years
Corey - 20 Years

Mahmoud 30 Years
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UW C2 | Week In Review

WEEKOF 6/3

Congrats To Our Graduates!
A huge congratulations to all of our
employees. You did it! We are so proud of you all and truly
preciate the great work and positive attitudes you bring
while juggling your academic duties. Best of luck to you all-
and please come back to visit us!

graduating student

Matt Carwin Kellan Kinney ViNguyen Claire Casey
Arianna Dean Maddie Coates Matthew Rogers

Moving Day in Client Services

0, Kristi Walker ca 3 and

eir

fueled by don:
chicken wings

Pace Training In Progress

The last elements of Pace are rolling out by july 1 to all service and
production areas of C2. All of this training has been created by
Sam Somphet and Jake Dobner. From setting up a training room
with computers to leading instruction to creating content for
cheat she: Sam and jake are the muscle behind the final Pace
push. Account Managers trained on Tuesday. The
iGen/Bindery/Prepress began training on Thursday to see what
the new job tickets will look like and then dove into practicing
entering their time in the data collection module

Great service, great teams!

creative communications

Week in Review

UW C2 | Week In Review

WEEK OF 3/4

Steven Roberts, new Assistant Director
ed
Services.

Congratulations to Steven Roberts for a much dese
reclassificati 0 Assistant Director of Mailin;
has been the Manager of Mailing Services since 2004 and under
his direction the deg ment has made substantial progr
such as campus mail route transformation, moving to
hyrbrid-electric trucks and e-assist bikes, and promoting the
Transit Messaging Program.

Fall 2019 Admlt Letters Are Golng out'

ac the world
Kn\lmc Arntson,
Dawd Walters, Ken D:Ikﬁ Nick M.?(Ml(hd(" Charlle jones ar

and careful handling.

C2 shipping with E-Assist Blkes

After the retirement of our truck driver Alex Sergeeff last year,
Malling Services took over shipping eries on car
pleased to report that the Electric N
responsible for service to our copy centers on campus! Electric
Assisted Bicycles have proven to be a great asset to Creative
Communications with their ability to get on and off campus and
the surrounding areas without the need for loading dock space

Great service, great teams!

UNIVERSITY of WASHINGTON

UW C2 | Week In Review

WEEK OF 3/25

Mailing Services Rocks It!

The Mailing Services crew was an exceptional partner to C2
Production & Account Managers this week. They went above and
beyond with making many time-sensitive, unpredictable, and
late-in-the-day deliveries, A special thank you to Doug Stevens
and Paul Stonestreet for your dedication and professionalism,
always.

Stepplng Up for the Playoffs

When the Husky Men's Basketball Team went to

Commu

5 to print :
m (thank
i by (orcy Ovendale and Jake Dobner)
1t not have eir guides loo!

ed amazing

Retractable Banners R Us!

C2 is the primary source for retractable banners on campus; they
are gorgeous, easily assembled, portable and reusabl hen our
supplier unexpectedly ran out of the hardware, C2 team members
jumped into action to find new banner stand, resized existing
customer files to fit and found new materials to work with. Thanks
to our team who continually perform, even when our clients don’t
know about all the work that goes into our seamless operation

Great service, great teams!




Results and Impact
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Using the voice of the customer
to create focus

« Point-of-Service Survey
 TAP Survey
— Our copy, print & mail
Top 10 (of 133 UW teams)

Have reviewed results and comments
and created a plan in response

« Debriefing Issues as the arise
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We work too hard to not have fun
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Accolades and Awards

4 Distinguished Staff AwardWinners
Including one in2019

Cover Story in national trade journal
(2012 In-Plant Graphics Magazine) that showcased our Lean Journey and financial turn-around

State and Regional LeanLeaders

More than 120 Lean Tours for UW departments and external guests, including government agencies, private-
sector companies, and other colleges and universities

Two UW Husky Green Awards, 2015 and 2018

New Electric-Assist bike delivery program

2016 Facilities Services Partner of the Year Award

2019 Shingo Research Award featured C2

R

In plant@[@mh B3,

THE ONLY PUBLCATION DEDICATES TOLI \A'ﬂmn\'!u

Keenon &=
Lean |
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Take Aways

* Find a lean management system that
works for your team

* |t all starts with strategy

* Engage people to make a difference
 Listen to the customer and adjust

« Have fun!
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For more information

Come visit us! Sign up for the free UW Lean Tour- Washington State
Employees, December 6t from 9:00 a.m. — 10:30 a.m.
-Sign up on the website: finance.uw.edu/lean/tours

UW Lean Case Study
Free download at: https://higher-ed.sisulms.com

creative communications \ UNIVERSITY of WASHINGTON




Questions?

creative communications \ UNIVERSITY of WASHINGTON




