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+What is a Critical Success Factor? Something that is necessary for an organization to
 achieve its mission
 Achieving your critical success factors doesn’t guarantee success, but . . .
 Not achieving them may seal your fate and lead to closure
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+My Background
 25 or 30 years managing in-plants in higher education and state and local government
 Academic creds: MBA (Public Administration, ABD D.Ed in Higher Education Administration (Penn State)?
 Executive-level positions in higher education
 Leadership positions in Xplor, ACUP, IPMA, NACAS?
 Currently – consult with the leadership of colleges and universities to optimize document management and production
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+Common Themes
 We don’t know what we do
 They don’t know what we do
 We don’t have anyone to tell them what we do . . .
 . . . Or why it’s important
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+4 questions
 Do you know what you do?
 Do you know why it’s important?
 Who do you tell and how do you tell them?
 What does success look like?

Page 6
						
						

+Critical Success Factors
 Measure what you manage. . . and
 Telling your story - They don’t know what you do. . . Or why it’s important
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+
 You can’t manage what you don’t
 measure!
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+
 Do You know what you do?
 Goal directed
 Activity/Production
 Capacity
 Work-in-process
 Timeliness
 Financial
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+Do you know what you do?
 Business cards
 Internal Forms
 Advertising
 Envelopes
 Certificates/Diplomas
 Letterhead
 Publications/books
 InvitationsCourse Materials
 NewslettersCompliment SlipsPresentation Folders Notehead
 Product Category
 Business cards
 Internal Forms
 Advertising
 Envelopes
 Certificates/Diplomas
 Letterhead
 Publications/books
 Invitations
 Course Materials
 Newsletters
 Compliment Slips
 Presentation Folders
 Notehead
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+Ray’s In-Plant Dashboard
 Work-in-Process # jobs in process at the beginning of the day yesterday Add: # jobs received yesterday Less: # jobs completed yesterday Balance: # jobs in process at the end of the day yesterday
 On time delivery List all late jobs Touch each late job to determine why it’s late and what to do about it
 Number of jobs purchased . . . And why
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+What are some of the things you count? And why?
 1
 2
 3
 4
 5
 6
 7

Page 12
						
						

+Strategic vs. Tactical Data
 High level data that explains Goal achievement Growth and market penetration Measures of success (conversation with boss)
 Operational, or tactical data is the everyday detail you need to make management decisions Production reports Financial summaries Employee issues
 Keep them separate
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+
 It’s not enough to work hard. . . You have to work on the right things Joseph Juran
 . . . And then you have to tell someone
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+
 You have to Tell Your Story!
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Do They know what you do?
 Who are “they” - who should know what you’re doing?
 Services you charge for. . .
 and those you don’t

Page 16
						
						

+Develop a common view of success Why does your unit exist-mission
 How well is it doing? How do you know? (metrics)
 What are your strengths? Weaknesses? How do you contribute to the strategic needs of the University?
 What factors threaten your ability to do your job? What opportunities exist for new/different services?
 Do you have the right equipment?
 Does your staff have the right skills?
 How do you contribute to the strategic imperatives of the university?
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+Thinking strategically
 What defines your college or university
 What things are important to your customers
 What is the culture
 What are the values
 What is the mission of your institution
 How can you help your customers reach their goals?
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+The real questions are
 How does what I print contribute to positive student outcomes?
 How do I support research?
 How do I support the mission/vision of the University?

Page 19
						
						

+You have to decide what business you are in
 Printing/document management business?
 Communication business?
 Education business?
 Telling your story means combining elements of all three worlds in a way that explains the importance
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+How do you tell your story?
 1
 2
 3
 4
 5
 6
 7

Page 21
						
						

+How do we tell our story?
 Newsletters
 Web sites
 E-mail
 Participate in campus activities
 Volunteer with student organizations
 Visit departmental meetings
 Cold calls - Face Time
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+Your story should be about
 Your progress toward your goals
 Documented savings
 Potential savings
 Successes. . . And failures
 Heads up
 Remember- they don’t know what we do – it’s up to us to tell them
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+
 It’s not enough to give killer customer service, you have to support the strategic role of the customer as well.
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+The need for print will continue
 People need printed material to do their jobs
 That’s not going away
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+Elevator speech
 If you only have 20 to 30 seconds to tell your story, what would you say? Mission critical Contributes to student learning Adds value to the university
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+
 Thank you ACUP
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+Thank You ACUP
 Ray ChambersChambers Management Group
 [email protected]
 www.chambersmanagementgroup.com
 mailto:[email protected]
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