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Can you list some Defects that Can you list some Defects that 
may be found in the Mail and may be found in the Mail and 

Distribution Industry?Distribution Industry?
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Bring job to Doc
Ctr

Phone call
from end

user
Wait for pick-up

Is there a job
ticket?

A

DC Associate
picks up job

DC Associate
completes job

ticket

Verify info on job
ticket

Is job ticket
complete?

Call for more
complete info

Timestamp job
ticket "in"

A

Give job to print
operator

Wait for operator
to look at job ticket

Check due time

Print operator
queues job

Process
capable to

complete job on
time?

Schedule job

Job waits in queue

B

B

Call to negotiate
new time

Check for paper
stock

Log job into
Equitrac

Run job

Take to QC Table

Wait for QC

Perform QC; fill
out QC slip

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery

Job waits to be
delivered

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

Completed job
returned to end

user

Job
delivered

Call to negotiate
new time

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%
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Bring job to Doc Ctr
2 min

Phone call
from end

user

Wait for pick-up
10 min

Is there a job
ticket?

A

DC Associate picks
up job
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

Timestamp job
ticket "in"

1 min

A

Give job to print
operator

1 min

Wait for operator
to look at job ticket

5 min

Check due time
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Schedule job
1 min

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Take to QC Table
1 min

Wait for QC
60 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery
1 min

Job waits to be
delivered
20 min

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%

���#
�'��
�%���$#
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Bring job to Doc Ctr
2 min

Phone call
from end

user

Wait for pick-up
10 min

Is there a job
ticket?

A

DC Associate picks
up job
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

Timestamp job
ticket "in"

1 min

A

Give job to print
operator
1 min

Wait for operator
to look at job ticket

5 min

Check due time
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Schedule job
1 min

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Take to QC Table
1 min

Wait for QC
60 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery
1 min

Job waits to be
delivered
20 min

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%

Total (pre-improvement) Cycle Time = 
135 min. + 1 min. + 121 min. = 257
min. 
PCE (Process Cycle Efficiency) = 
52.5%
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Brainstorm ways to:

(typically 80+% of the Cycle Time 
reduction opportunity)
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Walk job to Doc
Ctr

2 min

Phone call
from end

user

Is there a job
ticket?

A

DC Associate
picks up job and

time stamps
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

A

Give job to print
operator
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%

Total (post-improvement) Cycle Time = 
135 min. + 1 min. + 21 min. = 157 min.
PCE (Process Cycle Efficiency) = 86.0% 
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NOTE: Each color is
a different path depending
on job type

6'-6' Workstation 6'-6' Workstation 6'-6'  Lead

3
'-2

'
3'

-2
'

3'
-2

'
3'

-2
'

3'
-2

'
3'

-1
'6

"
3'

-1
'6

"
3'

-1
'

3'-2'

5'-3'

Shrink Wrap
10'4"-3'10"

Table
6'-3'3'

-1
'6

"

Drill
3'-3'6"

Cutter
3'9"-2'10"4'-2'5'-2'

3'-3'
DC 40

F
ol

d
er

3'-2'

4'
-2

'

4'
-2

'

4'
-2

'

4'
-2

'

13"-13"
pole

4
8'

-3
"

Hub

P
ad

de
r 

3'
-1

'

58'-8"

12
'-4

"

8'-0"

9'
-0

"
2'

-0
"

3'-0"

4'
-0

"

20
'-0

"

13
'-6

"

Walk
Through

Space

Folder

6'
-0

"

6'-0"

6'-0"

6'
-0

"
6'

-0
"

6'-0"

6'
-0

"

6'-0"

3'
-0

"

2'-0"

2'-6"

1'
-6

"

1'
-6

"

2'-0"

14
'-6

 5
/8

"

4'-2'

5'-2'

P
ad

de
r 

3'
-1

'

21
'-0

"

N
E

P
S

3'-2' Admin

D
T

 1
35

 1
4'

 6
"-

3'
8"

DT 135 14' 6"-3'8"

10
'-2

'6
"

Ship Pal

Rat Traps

Power
Cables
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WORKCENTER TIME OBSERVATION SHEET 
PROJECT NAME WORKCENTER PRODUCT PROCESSED DATE

  

PROCESS STEP 1 2 3 4 5 6 7 8 9 10
BEST 

REPEATABLE COMMENTS

Process Step 1 <-- Clock Time

<-- Elapsed Time

Process Step 2

Process Step 3

Process Step 4

Process Step 5



40

����
���'��
��� ���%���$#


Bring job to Doc Ctr
2 min

Phone call
from end

user

Wait for pick-up
10 min

Is there a job
ticket?

A

DC Associate picks
up job
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

Timestamp job
ticket "in"

1 min

A

Give job to print
operator

1 min

Wait for operator
to look at job ticket

5 min

Check due time
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Schedule job
1 min

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Take to QC Table
1 min

Wait for QC
60 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery
1 min

Job waits to be
delivered
20 min

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%
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Jo
b

 Q
u

eu
e

P
ro

ce
ss

Bring job to Doc Ctr
2 min

Phone call
from end

user

Wait for pick-up
10 min

Is there a job
ticket?

A

DC Associate picks
up job
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

Timestamp job
ticket "in"

1 min

A

Give job to print
operator

1 min

Wait for operator
to look at job ticket

5 min

Check due time
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Schedule job
1 min

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Take to QC Table
1 min

Wait for QC
60 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery
1 min

Job waits to be
delivered
20 min

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%
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Total (pre-improvement) Cycle Time = 
135 min. + 1 min. + 121 min. = 257 min. 
PCE (Process Cycle Efficiency) = 52.5%

Bring job to Doc Ctr
2 min

Phone call
from end

user

Wait for pick-up
10 min

Is there a job
ticket?

A

DC Associate picks
up job
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

Timestamp job
ticket "in"

1 min

A

Give job to print
operator
1 min

Wait for operator
to look at job ticket

5 min

Check due time
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Schedule job
1 min

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Take to QC Table
1 min

Wait for QC
60 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

C

C

Schedule job for
delivery
1 min

Job waits to be
delivered
20 min

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%
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Total (post-improvement) Cycle Time = 
135 min. + 1 min. + 21 min. = 157 min.
PCE (Process Cycle Efficiency) = 86.0%

Walk job to Doc
Ctr

2 min

Phone call
from end

user

Is there a job
ticket?

A

DC Associate
picks up job and

time stamps
2 min

DC Associate
completes job ticket

3 min

Verify info on job
ticket
1 min

Job Ticket:
- walk-in

Is job ticket
complete?

Call for more
complete info

3 min

A

Give job to print
operator
1 min

Print operator
queues job

1 min

Process
capable to

complete job on
time?

Job waits in queue
15 min

B

B

Call to negotiate
new time

3 min

Check for paper
stock
1 min

Log job into
Equitrac

1 min

Run job
120 min

Perform QC; fill out
QC slip
10 min

Is QC OK? Is there time to
re-run job?

Delivery Associate
pciks up job from
Doc Ctr and time
stamps job 'out'

1 min

Completed job
returned to end

user
2 min

Job
delivered

Call to negotiate
new time

3 min

Y - 98%

Y - 95%

Y - 95%

Y - 99%

Y - 100%

N - 2%

N - 5%

N - 5%

N - 1%

N - 0%
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Cell Concept ExerciseCell Concept Exercise

Volunteers Please Volunteers Please 
Only 3Only 3
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Closes & On-Time Completions
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Methodologies
DMAIC, 6 Sigma, Lean...

Culture Evolution
Change, Teams, Shared Need...

Consultants
Six Sigma, Kaizen, Manufacturing...

Certifications & Awards
Baldrige, Black Belt, ISO9000...

Best Practices
IT, Transactional...

Voice of the Customer
eSurveys, Surveys, Focus Groups...

Tools & Templates
Calculators, DOE, Software...

Statistics & Analysis
Control Charts, Online Textbooks, Variation...

Organizations & Businesses
Businesses, ISO, Universities...

News & Events
News, Peer Publishing, Events...
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Hope to see you in MarchHope to see you in March

Visit our WebsiteVisit our Website

www.kcmsma.cwww.kcmsma.c omom


