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Lean Processes

Agenda

AThe Challenge

AlLean Custodial Practices
I Identify services
I Custodial Beat Leveling
I Cleaning Standards
I Management By Walking Around (MBWA)

Al ean Work Order Processes
I Centralized Work Order Center
I Service Level Agreement (SLA)

I Work Flow Process Mapping 1
I Material/Supply Store M
I Planner/Schedulers |
I CMMS

AElectronic Work Order Deliver

N
N
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San Diego Community College District (SDCCD)
About the District

ASecond Largest Community College District in
California

ASixth Largest in Nation
ACentralized M & O

A-our Regions
I Three main campuses (City, Mesa and Miramar Colle
I Six Continuing Education campuses




San Diego Community College District (SDCCD)
About the District

CurrentSquare Footage
Buildings = 2,078,008 Gross Square Feet (!
Parking = 377,712 Gross Square Feet (GSH

Current Acres of Landscape = 130.

Current Utilities Consumption
Electric = 8,971,950
Gas =$480,821
Water = §74,070
Total =$5,226,841



http://portal.sdccdprops-n.com/miramar/hourglass/Project Photos/CW Driver - Hourglass images/Picture 003.jpg

San Diego Community College District (SDCCD)
About the District

Projected Square Footage

Additional Building GSF = 1,601,443
Total Building GSF = 3,679,451

Additional Parking GSF = 987,289
Total Parking GSF = 1,365,001

Grand Total GSF = 5,044,452




San Diego Community College District (SDCCD)
About the District

Projected Acres of Landscape

Additional Acres of Landscape = 19
Total Acres of Landscape = 149.2

Projected Utilities Consumption

Additional Utility Costs = $4,542,390
Total Annual Costs = $8,790,209




Lean Processes

Our Challenge

ACurrent economic conditions continue to impact
SDCCD

ASDCCD Facilities Services must reduce-E&09
forecasted expenditures

AWhile current state revenue is down, SDCCD
must plan for future doubling service base
without doubling the budget



Lean Processes
Benchmarking and Goals

Custodial

Aeginning cleanable sf.3,900 per custodian
Ancrease to 25,000 sf

Maintenance
Aeginning cost per sf$3.93
AReduce to $2.25 sf




Lean Processes
Potential Cumulative Savings

FY FY 09/10
Custodial FY09 FY10 FY11 FY12 FY13 FY14 FY15 FY16 Ave Salary
Custodial Forecast H/C 104 113 132 149 162 173 189 191 58,64
Cust Forecast Salary 6,098,85 6,650,09$ 7,769,00 8,731,33$ 9,504,83% 10,169,29% 11,098,18% 11,227,17
Custodial Adj HC 77 82 88 100 122 130 140 147 45
Custodial Adj Budget 4,497,19 4,782,52$ 5,187,07 5878,32% 7,15066% 7,62229% 8,208,82% 8,597,61
Delta 1,601,65 1,867,571$ 2,581,92 2,853,01$ 2,354168$% 2,54695$% 2,889,33$ 2,629,564 19,324,1§
Hold HC Flauintil projection exceeds current HC 13,273,04
Maintenance
Maint Forecast H/C 45 50 57 64 69 73 79 80 76,45
Maint Forecast Salary 3,440,54 3,793,04$  4,344,26 4,857,28% 524568% 5579,03% 6,044659% 6,108,858
Maintenance Adj H/C 29 32 37 41 45 47 51 52 24
Maint Adj Salary 2,236,35 2,465,459 $ 2,823,77 3,157,23$ 3,40969% 3,626,37$% 3,929,02% 3,970,771
Delta 1,204,19 1,327,559 % 1,520,49 1,700,05$% 1,83599% 195266% 2,11563$ 2,138,10 13,794,61
Hold HC Flatintil projection exceeds current HC 12,590,44§
$25,863,512 Opportunity g



Lean Processes
The Business Principles of the Toyota Way .4

$
=

Principle 1¢ Base Your Management Decisiong
on a Longlerm Philosophy, Even at the Expen
of ShortTerm Goals

Principle 2; Create Continuous Process FIovv‘
to Bring Problems to the Surface
Principle X! &S at dzf £ ¢ { & a|
Overproduction

Principle 4 Level Out the Workload 1 MANS
(Heljunka) ROM THE wopyg
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Lean Processes

The Business Principles of the Toyota Way

Principle 5¢ Build a Culture of Stopping to Fix Problems, to Get Qua
nght the First Time =

For Continuous Improvement and Employee
Empowerment

Principle 7¢ Use Visual Control So No Problems are Hidden

Principle 8 Use Only Reliable, Thoroughly Tested Technology That
Serve Your People and Processes )

Principle & Grow Leaders Who Thoroughly
Understand the Work, Live the Philosophy, a
Teach It to Others

11



Lean Processes

The Business Principles of the Toyota Way

Principle 1Q; Develop Exceptional People and
¢SlIYa 2Kz Cz2tft2g . 2dz

Principle 11 Respect Your Extended Network|?
Partners and Suppliers by Challenging Them |
Helping Them Improve

Principle 12 Go and See for Yourself to Thoroughly Understand the
Situation (Genchi Genbutsu)

Principle 13, Make Decisions Slowly by Consensus,
Thoroughly Considering All Options; Implement
Decisions Rapidly

Principle 14; Become a Learning Organization Throt
Relentless Reflection (Hansei) and Continuous Improvement (Kaize

12



Lean Processes
Custodial Practices

Adentify our core mission

Adentify how we were spending time
A oad Leveling

Ancrease cleaning square footage
ABeat books
ACleaning Standards
AVIBWA

APride Program

13



Lean Processes
Assessment of Services

AFindings

I Opening doors

I Stock room duties

| Personal assistants
I Event set ups

| Temperature checks
I Movers

I Concierge Service

I Cleaning




Lean Processes
Opportunities for Improvement

fGetback tocore mission

Moard ofTrusteesand Chancellor buy in

I Developeda door openingpolicy

| Developed an out of scopeork list

I Directing work requests through the call center
I Plan and schedule work




Lean Custodial Practices
Custodial Load Levet Finding the Balance

Base GSF  perHC

perHC  Factor-

RoomUse Factor - All No
Campus Building#  Building RoomUseCd Desc Floor Type In Project
San Diego Mesa College Al00 ADMINISTRATION [A100) 101 310 Office Carpet 303 18,200 | 22,232
San Diego Mesa College Al00 ADMINISTRATION {A100) 101 A 310 Office Carpet 391 18,200 | 22,232
Maeting
San Diego Mesa College A100 ADMINISTRATION (A100) 102 680 Room Carpet 909 36,900 | 42,663
San Diego Mesa College Al00 ADMINISTRATION {A100) 103 310 Office Carpet 806 18,200 | 22,232
San Diego Mesa College Al00 ADMINISTRATION (A100) 103 A 310 Office Carpet 182 18,200 | 22,232
San Diego Mesa College A100 ADMINISTRATION {A100) 103 B 310 Office Carpet 183 18,200 | 22,232
San Diego Mesa College A100 ADMINISTRATION {A100) 103 5 310 Office Carpet 123 18,200 | 22,232
San Diego Mesa College Al00 ADMINISTRATION {A100) 103 D 310 Office Carpet 174 18,200 | 22,232
San Diego Mesa College A100 ADMINISTRATION [A100) 104 310 Office Carpet a7 18,200 | 22,232
San Diego Mesa College Al00 ADMINISTRATION {A100) 104 A 310 Office Carpet 243 18,200 | 22,232
San Diego Mesa College Al00 ADMINISTRATION {A100) 104 B 310 Office Carpet 183 18,200 | 22,232
San Diego Mesa College A100 ADMINISTRATION {A100) 104 C 310 Offfice | Hard Floor 280 18,200 | 22,232
San Diego Mesa College A100 ADMINISTRATION (A100) 105 650 Lounge Carpet 183 36,900 | 42,663
San Diego Mesa College A100 ADMINISTRATION (A100) 105 A NULL Hard Floor 257 5,600 | 5,650

Adentify the type of space use and the finishes used within the spe
to identify the base cleaning factor for that space type

16



Lean Custodial Practices

Assign Cleaning Time Based on Space

102
103
103 A
103 B
103 C
103 D
104
104 A
104 B
104 C
105
105 A

106

107

Cleaning Area for Special Factors

RoomUseCd
310
310

310
310
310
310
310
310
310
310
310

315

315

Room Use

Desc
Office
Office

Meeting
Room
Office
Office
Office
Office
Office
Office
Office
Office
Offfice
Lounge

MULL
Office

Service
COffice
Service

132
133
123
174
473
243
133
280
133
257

110

141

Total Time to Clean

Daily Time to Clean

Final GSF Final GSF
per HC- All All In Min Required PerHC-MNo Daily Min Required
In to Clean Projects to Clean

18200 6.99 0.02 22232 i 0.014
18200 9.02 0.02 22232 7 0.018
36900 10.35 0.02 42663 9 0.021
18200 18.60 0.04 22232 15 0.036
18200 4.20 0.01 22232 3 0.008
18200 4,22 0.01 22232 3 0.008
18200 2.84 0.01 22232 2 0.006
18200 4.02 0.01 22232 3 0.008
18200 10.92 0.03 22232 9 0.021
18200 5.61 0.01 22232 3 0.011
18200 4,22 0.01 22232 3 0.008
18200 6.46 0.02 22232 5 0.013
36900 2.08 0.00 42663 2 0.004
5600 19.28 0.05 5650 19 0.045
210000 0.22 0.00 210000 0 0.001
210000 0.28 0.00 210000 1] 0.001

Project
Time

Project
HC

0.003
0.004

0.003
0.008
0.002
0.002
0.001
0.002
0.005
0.002
0.002
0.003
0.001
0.000

0.000

0.000

«Calculate the time to clean based on the assignable square footag

the base cleaning factor

17



Lean Custodial Practices
Summarize Head Count Requirements

San Diego Mesa College ADMINISTRATION (A100) 10,206 0.46 0.08 0.24

HOME ECOM/MNURSE PROG (B1 8,219 0.43 0.05 0.49
MUSIC-DRAMA (C100) 22,383 1.07 008 1.15
MUSIC AMMEX (C200) 7.686 0.29 0.04 0.32
DRAMA STORAGE (C300) 1,166 000 OO0 000
FIME ARTS (D100) 3,619 0.44 0.05 0.49
FIME ART ANMEX (D200) 7,577 0.32 003 0.35
ART KILM ANNEX (D300) 215 0.00 0,00 0.00
LRC (ELDOO) 70,1859 2.57 0.31 2.88
BUS EDUC MEDICAL DEN (F1 16,558 0.83 0.10 0.93
BEHAN SCIEMCE (F200) 24,512 1.04 0.14 1.19
Humanities (G100) 50,270 1.92 0.29 2.22
A With all buildings added, the total required HC for Level 2 Cleaning at San Diego Mesa College is 26
Grand Total 569,973 22.81 3.09 25.90 |

eThespace is then summed from room up to building and then up to camg
I This leads to a qualitative method to determine the proper HC requirements

I Enables the supervisor to develop project teams to tackle larger projects that requ
more man power and are outside the daily cleaning requirements

18



Lean Processes
Beat BookExample

Beat #4

&Ha—

SAN DIEGO MESA COLLEGE
FACILITIES

19



Lean Custodial Processes

Route with Times per Area

Start :

Carnpus MESA

Beat Number |4

Beat Owner

Suvervisor RAY ARELLAND

Allocated _Elapged

Finiz.h_

Time Room’ “Task Time Time Time
[ ' -
T m Acquire Cart, load Fmduct | o1s00[  o:as0b  22:15:007
,22:15:00[D-207 LOCKERS ___|GENERAL CLEANING ~0:05:00]  0:20:00] 22:20:00
22:20:00|D-208 WOMENS R.R. |GENERAL CLEANING 0:15:00]  0:35:00] 22:35:00
22:35:00|D-206 MENS RR.  |GENERAL CLEANING 0:15:00)  0:50:00| 22:50:00
| 22:50:00(0-206 GENERAL CLEANING 0:40:00  1:30:000  22:30:00] ;
23:30:00/0-204 GENERAL CLEANING 0:30:00)  2:00:00]  0:00:00
0:15:00]  2:15:000  0:15:00
0:15:00D-203 \GENERAL CLEANING 0:00:00]  224:00,  0:24:00
0:24:00|D-202 | GENERAL CLEANING 0:06:00]  2:30:00]  0:30:00
0:30:00|D-201 _|GENERAL CLEANING 0:40:00]  3:10:00,  1:10:00}
1:10:00|T-100 |GENERALCLEANING 0:20:00]  3:30:00]  1:30:00
1:30:00/T°200 ||GENERAL CLEANING - 0:22:00)  3:52:00)  1:52:00
1:5:00/T-300 ' |GENERAL CLEANING 0:08:00]  4:00:00)  2:00:00]
0:30:00]  4:30:00]  2:30:00
2:30:00 T-300 GENERAL CLEANING 0:20:00]  4:50:00]  2:50-00]
2:50:00 P-107 WOMENS R.A. |GENERAL CLEANING 0:02:00]  4:58:00)  2:58:00
_ 2:58:00P-108 MENS R.R. GENERAL CLEANING 0:06:00]  5:04:00]  3:04:00
3:04:00|P-103 ) GENERAL CLEANING 0:12:00 . 3:16:00
3:16:00P-104 GENERAL CLEANING 0:02:00)  5:06:00|  3:18:00
3:18:00|P-102 |GENERAL CLEANING :10:00]  5:16:00( - 3:28:00
3:28:00(P-101 GENERAL CLEANING 0:32:00]  5:48:00]  4:00:00
1500 6:03:00 4:15:00
4:15:00|P-304 GENERAL CLEAN| 0:17:00]  6:20:00]  4:32:00
4:32:00(P:301 RECP. & HALL |GENERAL CLEANING o0:00]  E28:00]  4:40:00
4:40:00|P-302 | GENERAL CLEANING 1  6:30:00]  4:42:00
4:42:00P-306 |GENERAL CLEANING 6:42:00]  4:54:00
4:54:00|P-308 GENERAL CLEANING 7:03:00]  5:15:00
5:15:00|P-311 WOMENS R.R. |GENERAL CLEANING 7:13:000  5:25:004
5:25:00|P-312 MENS R.R. GENERAL CLEANING 0:15:00]  7:28:00,  5:40.00
5:40:00 [RETURN TRUCK RETURN TRUCK 0:05:00  0:05:00]  5:45.00
5:45:00 BREAKROOM ITURN IN KEYS, DEBRIEF 0:15:00)  0:20:00

20



Lean Custodial Processes

Map of the Campus

SAN Dl EGO M ESA COLLEG E CAM PU S 7250 Mesa College Drive, San Diego, CA 92111-4998 - 619-388-2600 - 858-627-2600 - www.sdmesa.edu

ADMISSIONS/VISITOR PARKING

STUDENT SERVICES - M00WMODULAR VILLAGE
Accpuntng Coumelng AnssmentTadting Vaterrs & Recards,
Carcer:Trarefor: [valaatiora, Matriculation & utreach, Seurdent Do lopraart

Allied Health
Education &
Training Facility
CHILD DEVELOPMENT

CEMTER

MESA COLLEGE DRIVE ENTRAMCE
-------

. . |
Mesa College is a smoke-free campus. ConstructionZone  ______»
Pedestrian Walkway _______ v AED - Automated External Defibrillator locations

21



Lean Custodial Processes
Floor Plan of Area

D201

Anmex - sty s
D-207
!.bﬂlﬂ_l
D205 8
D20 D-204E D-208 Man
D204 D204 D208
D-201b D-202
‘Women
Kan 0-204A '
D208
Bl erlifazal
I Y

22



Lean Custodial Processes

Cleaning Guidelineg Dalily/Weekly/Monthly

7 : |
CAMPUS CUSTODIAL CLEAMING GUIDELINES usage 2.; i . i
will drive more frequent sarvices in some areas, -E . : Ed ; |
LOBBIES, CORRIDORD, STARIWELLS ENTRYWAYS AND BREEZE WAYS
________ __ INSIDE/OUTSIDE | x |
Clean drinking fountains. o .____..;_!._ !_ bl |
Sweep and spot mop interior stairs and landings. ! x :
Sweep building enfrance, remove dust, spider weba from walls ceiling and .
Ladidliat & S — S l=) 1
Clean entry glass doors and walls. : _____ B
o EvaToRs ol |
Clean elevator tracks | | 1
Sweep and mop elevator floors. — = ! 4 l
Remove graffiti from inside and outside elevator walls and doors, [ *] I |
ALL GENERAL AREAS |
Dust and clean inside hand raile. L _____Il_ x| || | |
Spot wash walls and doors, clean around light switches as needed. ‘ ’ ‘ | i !
|Vacuum carpets. — I ki | S
Clean all horizonal services o R : i x | R
Clean 0000000000 ] | | |
Spray and clean walls, ) o { I = | ~ |
Serub restroom oo, o o % i
High speed bulf halways and heavy used aress. N N I I Y R
Stampoocometaroasasnooded L s |
Dust venotian blinds. - N S 0 O
Dust vents ~ I o | L]
Wash cutside windows and ledges. . X i | i
Pressure washoutsidearsas. . I
Wash inside windows. | | =l |

23



Lean Custodial Processes

MBWA Form

MBWA Building Scoring Sheet

Building

324

Gross SQFT

100,000

Funclicnal
Ares

Discrepancy

mﬁi{.‘l s i ::

Discrepancies

Custodial

Daors [Inr_ludng glass) and handles {cl=an)

Custodial

‘Walk-off Mat / threshold | dirty)

Custodial

Larmps (replace)

Custodial

Ceiling (dirty, includes diffusers/returns/Vents)

Custodial

White & Chalk boards (rails chean, erasers clean, chalk replaced)

Custodial

‘Walls [dusty, stained)

Custodial

Light switches, thermestats, misc electrical plates (clean)

Custodial

Glass windows and channels

Custodial

Crusting (all horizontal and vertical surfaces)

Custodial

Recycle & trash canslempty and clean)

Custodial

Pencl sharpeners (clean and empty |

Custodial

Furniture | Stains / Writing |

Custodial

Carpet (stains, vacuum, frayed}

Custodial

Hard Surface Flooring {sheen, wall to wall}

Custodial

Grout (dirty)

Custodial

Cointers {slains)

Custodial

Sinks / Drinking Fountain (cleaned and no stains or buildup!

Custodil

Dispensers filled and stocked

Custadial

Graffiti {clean or report)

Custocdlal

Mirrors (clean)

Custodial

Toilets/urinals (lushometers, under rim, around base)

Custodial

Custodial Clasets orderly, stocked at correct levels and clean

Custodial

Custodial Carts orderly, stocked at correct levels and maintained

Custodial
= -

(341

Grounds

Cart [cleaned weekly and inspected)

Weeding (weed free in planters and sidewalks)

Grounds

Shrubs (well maintained appearance)

Grounds

Trees {ne low hanging branches or unsafe conditions!

Grounds

Lawns {mowed, edged, line trimmed and no stressed areas)

Grounds

Valve Boxes jin good condition and visible, no trip hazards, no leaky
valvas)

24



Lean Custodial Practices

SDCCD Cleaningtandards (per APPA)

Levels of Cleanliness

Level 1 establishes cleaning at the highest level. It was developed for the corporate suite, the donated
building, or the historical focal point. This is show-quality cleaning for that prime facility.

Level 2 is the expected standard of cleaning for all SDCCD facilities. This is the level at which cleaning
should be maintained.

This level is below Facilities Services expectations. It is not at an acceptable level of cleanliness.

Areas are unacceptable. People beginning to accept an environment lacking normal cleanliness. In fact, the
begins to constantly look like it requires a good "spring cleaning”.

The facility is always dirty, with cleaning accomplished at an unacceptable level.

ASDCCD defined the acceptable level of cleaning for district as a Le
At the start of the project they were consistently at a level &
AThis underlined the need to improve the level of service

25



Lean Custodial Practices
SDCCD Cleaning StandardsAPPA Levell & 2()

SDCCD Cleaning Standards (Based on the APPA published Standards) -
Level 1 - Orderly Spotlessness

Level 1 establishes cleaning at the highest level. It was developed for the corporate suite, the donated building, or the historical focal
point. This is show-guality cleaning for that prime facility.

+ Floors shine and/or are bright and clean. Base moldings are clean. There is no buildup in corners or along walls.

+ Allvertical and horizontal surfaces have a freshly cleaned or polished appearance and have no accumulation of dust, dirt, marks,
streaks, smudges, or fingerprints.

+ Washroom and shower tile and fixtures gleam and are odor-free. Supplies are well stocked.

+ T[rash containers and pencil sharpeners are empty, clean, and odor-free.

+ Lamps all work and all fixtures are clean.

5

Level 2 is the expected standard of cleaning for all SDCCD facilities. This is the level at which cleaning
should be maintained.

« Floors shine and/or are bright and clean. Carpets are clean and vacuumed. Base moldings are clean.
There i1s no buildup in corners or along walls, but there can be up to two days of stains or streaks.

« External walk ways will clean; free of trash, spills and dirt.

« All vertical and horizontal surfaces are clean, but marks, dust, smudges, and fingerprints could be
noticeable with close observation.
« ‘ents will be clean and dust free.

« \Washroom and shower tile and fixtures are bright / clean and are odor-free. Supplies are well stocked.

« Chalk boards / white boards and erasers are cleaned. Chalk is stocked for rooms with chalk boards.
» Lamps all work and all fixtures are clean.
« [rash containers and pencil sharpeners are empty, clean, and odor-free.

26



Lean Custodial Practices
Implementation of Pride Program

Began by implementinjlanagement by Walking
Around (MBWAJX)o track building scores. The indicator
of success for this phase was simply number or
percentage of MBWA inspections completed over time.

SA N DI EGO M ESA CO LLEG E CA M PU S 7250 Mesa College Drive, San Diego, CA 92111-4998 « 619-388-2600 - 858-627-2600 - www.sdmesa.edu

Mesa College is a smoke-free campus.




Lean Custodial Practices
Tracking and Trending Discrepancies

MBWA Building Scoring Sheet

Building
Gross SQFT
ADMINISTRATION (A100)
Functional
Area Discrepancy 32 33 34 35 36 37 38
Custodial |General MN MN MN MN MN MN MN
Custodial |Doors (including glass) and handles (clean) 1 1 2 4 2
Custodial |Walk-off Mat / threshold [ dirty) 1 4 1
Custodial |Lamps (replace)
Custodial |Ceiling (dirty, includes diffusers/returns/Vents) 1 3 2 4
Custodial |White & Chalk boards (rails clean, erasers clean, chalk replaced)
Custodial |Walls (dusty, stained) 1 1 1
Custodial |Light switches, thermostats, misc electrical plates (clean)
Custodial |Glass windows and channels 2 2 3 1 1
Custodial |Dusting (all horizontal and vertical surfaces) 4 2 1 2

Custodial |Recycle & trash cans{empty and clean)
Custodial |Pencil sharpeners (clean and empty )
Custodial |Furniture ( Stains / Writing ) 5
Custodial |Carpet (stains, vacuum, frayed) 1 3 2 2 3
Custodial |Hard Surface Flooring (sheen, wall to wall)
Custodial |Grout (dirty)

Custodial |Counters (stains)

Custodial |Sinks / drinking fountain / Showers (cleaned no stains / buildup)| 3 3
Custodial |Dispensers filled and stocked
Custodial |Graffiti (clean or report)

Custodial |Mirrors (clean) 1
Custodial |Toilets/urinals (flushometers, under rim, around base) 1
Custodial |Custodial Closets orderly, stocked at correct levels and clean 1

Custodial |Custodial Carts orderly, stocked at correct levels and maintained
Custodial |Cart (cleaned weekly and inspected)

Total Custodial 10 3 4 10 23 11 11
Custodial discrepencies per 20000 sguare feet 20 6 8 20 a5 22 22
Custodial Score 80 54 92 80 55 78 78

eBuildingsare inspected and discrepancies &t@ckedby work week

28




Lean Custodial Practices
Tracking and Trending Discrepancies

0%

40%

Percentage Completed

120% -

100% -

0% 7

MBWA % Completed by Work Week

City % Completed

Mesa % Completed

Miramar 3 Completed

\/

20%

0% -

\

32 033 3 3% ¥ 37 3B 38 40 M4

Work Week

MBWA Completed by Work Week

45

Number of MBW A Completed

32 33 34 35 38 37 38 39 40 41

Work Weak

City Mumber Completed

Miesa Number Completed

Miramar Mumber Completed

eCANRGO 321! f




Lean Custodial Practices

Management By Walking Around (MBWA %=

Work Week Average - Mesa

100.00
90.00 /""V’EF/—\\/NA

s000 /f“\/\v %!

70.00 / u
60.00

AV,

Ay am—
\V \

20,00 / \
10.00

l

0.00

32‘33‘34‘35‘35‘3?‘38‘39‘40‘41‘42‘43‘44‘45‘45‘4?‘48‘49 7 ‘B ‘10‘12‘14‘15‘1?‘19‘21‘23‘25‘2?‘29‘31|33‘35‘3?‘39‘41‘43‘45‘4?‘49‘51 ] ‘ B8 ‘10‘12‘15‘18‘20|22

2009 2010 2011
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Lean Custodial Practices

Transitioning from MBWA to Pride Program'

AOnce the team has been trained on doing inspection:
and they are occurring regularly, it was time to move
the Pride Program

I Designed to build a sense of Pride with those who have
ownership for the space or function

ﬁBegan_ entering the data of discrepancies into a datak
to begin tracking the actual data vs. simply whether tt
Inspection has occurred.

Arack and trend the types of discrepancies and the to
overall score.

31



Lean Custodial Practices
Converting the Data to Building Scores

Work Week 32 33 34 35 k1] a7 38
Building Number |Building Name ASF
Al00 ADMIMISTRATION (AL100) 10,206 80 94 92 a0 55 T8 78
Bl HOME ECON/NURSE PROG (B1 8,219 -63 27 8 -14 27 42 -2
C100 MUSIC-DRAMA (C100) 22,383 7 3 L] 14 48 54 a3
C200 MUSIC ANMNEX (C200) 7,686 -303 -35 -35 -20 a0 45 -4
D100 FIME ARTS (D100) 2,619 -11 A0 30 23 a7 45 28
D200 FIMNE ART ANMEX (D200) 7,577 39 29 L] 26 74 84 a7
E100 LRC (ELOOO) 76,189 70 83 L] 48 23 24 93
F1 BUS EDUC MEDICAL DEM (F1 16,558 34 20 L] 30 63 73 38
F200 BEHAV SCIEMCE (F200) 24,512 -22 -32 L] a0 74 64 16
G100 Humanities (G100} 50,270 47 68 L] 37 ili] 73 77
H100 CAFETERIA/BOOKSTORE[H100 30,029 91 94 92 82 79 a7 94
H200 MATHEMATICS (H200) 12,843 -57 -57 L] -35 14 31 -4
H300 SOCIALSCIENCE [H300) 11,668 18 1 L] 23 45 61 ]
H400 EQPS OFFICE (H400) 1,146 -5 -22 65 65 13 -57 -57

AScore is created by taking the number of discrepancit

and subtracting from 100.

AThe score is then normalized based on building sizec
with 20,000 ASF assumed as normal
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Lean Custodial Practices
Trend by Discrepancy: Campus Exam

Functicnal

Area Discrepancy Work Week 32 33 34 35 36 37 s
Custodial |General Perfomed By MN MN MN MN MN MN MN
Custodial |Doors (including glass) and handles (clean) 316 211 110 285 111 140 90
Custodial |Walk-off Mat / threshold [ dirty) 87 60 25 71 54 29 39
Custodial [Lamps (replace) 126 118 73 99 115 125 158
Custodial |Ceiling (dirty, includes diffusers/returns/Vents) 258 185 80 183 112 100 172
Custodial |White & Chalk boards (rails clean, erasers clean, chalk replaced) 47 36 3 33 51 34 43
Custodial [Walls (dusty, stained) 304 207 118 285 181 184 187
Custodial |Light switches, thermostats, misc electrical plates (clean) 118 95 37 31 52 6l 59
Custodial |Glass windows and channels 165 118 63 166 106 111 89
Custodial |Dusting (all horizontal and vertical surfaces) 249 153 72 194 142 130 169
Custodial |Recycle & trash cans{empty and clean) 11 17 3 11 5 6 11
Custodial |Pencil sharpeners (clean and empty } 5] 13 2 7 8 5

Custodial |Furniture { Stains / Writing ) 100 72 22 30 65 64 30
Custodial |Carpet (stains, vacuum, frayed) 114 103 72 108 32 112 122
Custodial |Hard Surface Flooring (sheen, wall to wall) 64 56 15 39 32 30 23
Custodial |Grout (dirty) 25 & 1 23 10 3 ]
Custodial |Counters (stains) 34 29 11 19 16 17 15
Custodial |Sinks [/ drinking fountain / Showers (cleaned no stains / buildup) 75 43 20 72 36 35 21
Custodial |Dispensers filled and stocked 5 2 1 10
Custodial |Graffiti {clean or report) 9 4 1 ] 13 15 15
Custodial |Mirrors (clean) 29 22 14 12 20 13 23
Custodial |Toilets/urinals {flushometers, under rim, around base) 24 25 7 31 23 21 18
Custodial |Custodial Closets orderly, stocked at correct levels and clean 25 25 8 25 15 12 12
Custodial |Custodial Carts orderly, stocked at correct levels and maintained 1 7 5 2 3 5
Custodial |Cart (cleaned weekly and inspected) 2 1

Total Custodial 2152 1614 759 1846 1251 1256 1372
Grounds |

eEachweek, the top discrepancies are identified
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Lean Custodial Practices
Use of Data to Improve Performance

The data collected from this tool/process is used to:
I Drive for Continuous Improvement
I Chart performance goals for a campus, department or
iIndividual

ACampus Trend
ATrend by Discrepancy (i.e., burned out lights)
ATrend by Area Owner

I Implement a recognition program
At NARS ! 61 NRé ol &SR 2V
AVlost Improved

I Performance Management

Amprove area by 10%
ALowest performing area owner

(@]
p))
Q)¢
=
Q)¢
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Lean Custodial Practices
Lessons Learned

A2y Qi dzaS GKS (U2L) R2d6Y
I No buy In from users
I Better communication with entire group
I No formal consistent plan for implementation
I Visual presentation as to the direction we are heading

Alake small steps
| Test a process before jumping into it

AVSYSYOSNI agKIFGQa Ay Al
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Lean Work Order Processes
Maintenance Assessment

Adentify how we were spending time
AExamine priorities

AScrutinize processes

AShould we redesign or improve this process?
ANhat tools do we need to do this?
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Lean Work Order Processes
Maintenance Process Findings

ANe were a reactive organization

MANo formal method of prioritization
Anefficient, unpredictable processes

AToo much windshield time for technicians

ANe needed a more robust computerized
maintenance management system
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Lean Work Order Processes

Maintenance Process Improvement Steps

A Develop a prioritizatiomatrix

A Design new work flow processes

A Create a centralized work distri
A Standardize triage and follow u

oution center

D procedures to

support processes and reduce windshield time

A Purchase a more robust computerized
maintenance management system

A Evaluating Grainger rolling stock for fleet
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Lean Work Order Processes
Work Prioritization

ASDCCPAY A0a&a 1jdzSad G 2-haasS
no formal work prioritization processes
I This led to 85%+ of work being reactive

I On a recurring basis there were an excess of 1600 open work ¢
AA prioritization matrix was developed to establish
service level agreement within the District

AAs an organization we made a decision to transit
from a reactive mode to a planned maintenance
base operation.
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Lean WorkOrderProcesses
Priority Matrix: Service Level Agreement ‘

Level 1 - Emergency Work Service Level Agreement (SLA)—

Response is Immediate Emergency work is defined as work that requires immediate dispatch. This level is for
things that are imminent safety, security risks, could lead to significant property loss or are an immediate
impact to the District fulfilling it's mission.

Level 2 —Same Business Day 5LA 4 Hour Response
Equipment down that significantly impacts the ability to complete the districts mission but is not an imminent
threat to health, safety or cause significant loss of / to property.

Level 3 — One Business Day 5LA 24 Hour Response (Business Day)

Level 4 — Routine Request SLA 72 Hour Response with schedule for completion

Customer will be contacted with a schedule within the response time. Work in this category will be put in the
normal work planning and scheduling cycle. The SLA for completion will be 30 days from generation of work
reguest.

Level 5—Special Projects SLA 2 Week Response with Schedule for Completion

Customer will be contacted with a schedule within the response time. Work in this category will be put in the
project work planning and scheduling cycle (ie painting a door on a campus when the painting crew is
scheduled on another campus for long term assignment)
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Lean Work Order Processes
Service Level AgreementPriority Level 1 Example®,

Level 1 - Emergency Work Service Level Agreement (SLA)-

Response is Inmediate Emergency work is defined as work that requires immediate dispatch. This levelis for
things that are imminent safety, security risks, could lead to significant property loss or are an immediate
impact to the District fulfilling it's mission.

Section Work Request Type Priority

Vehicle immediate safety risk ( stuck
in traffic ) or vehicle is needed
Equip Repair immediately 1
Field Equipment stuck on field that
will be used for an event or is ready
Equip Repair for field maintenance 1

HWVAC Temp 64 >T > 82 1

No power to building / classroom /
Electrical critical circuit 1

Electrical Burning / sparking / electrical smell 1
Water leak that has the potential to
cause a safety risk or imminent

Plumbing property loss 1

——— 0000v0v0=©mm 00 0 0 0 0mOm©m©m©m©©©m©m©©©©©m©m©m©m©©© ©©©©©m©m©m©m©m©©©©©©©m©m©m©m©© ©©m©m©m©m©©©
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Lean Work Order Processes

Call Center / Work Distribution Center

KCentralized

fStandardized
ACustomer Service

42



Lean WorkOrderProcesses
Productive Maintenance Time

Reactive organizations have an
average wrench time of
only 20% while proactive
organizations approach
60% or higher.
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Lean WorkOrderProcesses
Productive Maintenance Time

San Diego
Community College
District

The Case for Planner / Schedulers

7\

60%

°0% O
Preventative

40%

A Three techs without planning
A 3 x 30% = 90%
30% A One planner with two technicians
® Reactive A1 x0% + 2 x 50% = 100%
A 50% / 30% = 1.67 ( 67% Improvement )

Productive Hours

A 45 techs x 1.67 = 75 technicians

% Wrench Time

A In today's economy, how are you going to get 67% more
© resources for maintenance?

[\
\“ STEP FUNCTION FMC

@) 11/3/2010 Copyright © 2009, Step FunctiaqrFMC, L.L.C.
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Lean Work Order Processes

Megamation (CMMS)

ANeb-based

ANork request entry by customers and Facilities
AJseful dashboard/work order console

AAuto generated due date for priorities4l

Aey performance indicator reports

Alime keeping

AJnlimited training
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Lean Work Order Processes

Megamation (CMMS)

File Module Edit Taools QBF  Window Help
== KA

'ork Order Console

‘Wark Orders I Equipment History |

Labor and Material | Purchase Requisitions I Purchase Orders | Preventive Maintenance | Surnrnary | Dashboard |

" Trade

™ Assigned To
" Issued Ta
" Crew

* <Monez

Range:

ITnday x I
Ending Date: |1 [HE-20in j‘

Opticns |

-

-

™ Ignore if unassigned

WiO# | Type Prop... | Priarit Status Issue To Assigned To Building “wark Description Date DuejR. Date Subn A|
1 REFP 4 IP CSARMIE... |Plumbing Mid-Cityw, Miramar and Districk OFfice. ... 11- 10-11-2010 | JHAY
2 118664 |CaP 4 IP JHAMT Plumnbing Supetrvision- 5 and n projects m 10-21-2010 | KENY
3 118465 |REP S IP CSARMIE... |Plumbing D5C SOUTH---kruck inventory---stock. . ,ﬁ 10-19-2010 | JHAY
4 118817 |REP CLR. + IP CSARMIE Plurnbing CLAIREMONT ADMIM BLD Automatic Faucet is nok kurning ofF, =... ﬂ 10-25-2010 | FABL
5 119105 |REP CTY 4 I AVELAZZ... |Plumbing THATCHER. kurt we have an access panel in the ... ﬁ 10-28-2010 | DCH,
& 118521 |REP CTY 4 IP BJOHNSOM | Plumbing CREATIVE ARTS Z-209 clogged sink 1 of 2 sinks in room. ﬁ 10-19-Z010 | KSTI
7 117902 |REFP CTY 4 IP CSARMIE... |Plumbing MATH SCIEMCE BLDG In M202 I have 2 gas valves and 1 ai... ﬁ 10-07-2010 MEAL
g 115197 |REP cTY + IP JHAWN Plumbing CHILD DEY. AMMEX D sink follow-up---plan and finish i... ,ﬁ 10-12-2010 | JHAY
a 118519 |REP CTY 4 IP JPURMELL Plumnbing CREATIVE ARTS Mens skaff reskroom across From C-2... ﬂ 10-19-2010 | KSTI
10 118570 |REP cTY + Ir JPURMELL Plumbing THATCHER. [Followup Work Order bo 118321]0E... ﬁ 10-20-2010 | SMIC
11 118695 | REP CTY 4 IP JPURMELL Plurnbing CHILD DEYLPMT CEMTER. Main sewer repair as needed ﬁ 10-21-2010 | JHAY
12 118828 |REP CTY 4 P JPLIRMELL Plurnbing CREATIVE ARTS [Followup work Order ko 118680]0... ﬁ 10-25-2010 SWIL
13 118921 |REP cTY + IP JPURMELL Plumbing CREATIVE ARTS [Followup Work Order bo 118662]0C. ., ,ﬁ 10-26-2010 | SMIC
14 118970 |REP CTY + IP JPURMELL Plurnbing CHILD DEYLPMT CEMTER Touchless Faucet installation---comple. .. ﬂ 10-27-2010 | JHAN
15 119259 |REP DFS + Ir CSARMIE... |Plumbing DISTRICT SERVICE CTR. Clzan shop ﬁ 11-02-2010 | JHAY
16 115195 |REP DFS 4 IP JHAW Plumbing Plumbing shop---process work orders. .. ﬁ 10-12-2010 | JHAL
17 118240 |REP DFs 4 P JHAWN Plurnbing DISTRICT SERVICE CTR M DSC need ko meet with Plumbers reqg... ﬁ 10-13-2010 MEAI
15 119162 |REP DFS 4 IF JHAWN Flumbing Supervisory Time---Reagular 11-01-z010 JHAN
19 1186258 |REP [nlal) + IP JHAMTN Plurnbing DISTRICT HQ BLDG [Followup Work Order ko 117037]100... ﬂ 10-20-2010 | MBAI
20 119345 [CAP MES 3 Ir JHAWTN Plumbing BEHAY SCIEMCE (F200) g 11-03-2010 | KENY
21 118694 |REP MES 4 IP CSARMIE... |Plumbing ADMINISTRATION {A100) [Followup Work Order ko 118457]10350... 10-21-2010 |EDJR
22 118705 |REP MES 4 P CSARMIE Plurnbing SCIEMCES (1100} [Followup work Order ko 118700]01-... ﬁ 10-21-2010 FABL
23 119442 [CAP MES 4 IP CSARMIE... |Plumbing BEHAY SCIEMCE (FZ00) Mesa demo---F2J buildings ﬁ 11-04-2010 | JHAY
24 118073 [ CAP MES 4 IP JHAMT Plumnbing EBUILDIMG TRADES (k2003 Investigate storm wakter clarifier vaut. .. ﬂ 10-11-2010 | DBE1
25 119094 |REP MES + Ir JHAWTN Plumbing ADMINISTRATION (A100) Install grease trap for kitchen in child. .. ﬁ 10-25-2010 | MEAI
26 119213 [CAP MES 4 IP JHAWN Plurnbing "Wed---Mov, 3---10:00 a.m.---gas wal... ﬁ 11-01-2010 | JHAY
27 119258 |REP MES 4 P JPLIRMELL Plurnbing STUD PERS/LIFE SCI {1300 1-300 leak-—-locate and repair ﬁ 11-02-2010 JHAY
28 118629 |REP MIR, 4 IP JHAWN Plumbing [Followup Work Order bo 117036]0M. .. ﬁ 10-20-2010 | MEAI
29 118630 |REFP MIR 4 IP AHAWN Plurnbing BUILDIMNG AZ [Followup Work Order ko 117033]00A. .. ﬁ 10-20-2010 MBAL
30 118975 |51 MIR, + IF JPURMELL Plumbing EUILDING Az RS00330446 - Install water line to ref.., ﬁ 10-27-2010 | SWIL
-
4| | v
Flanning Mode Criteria Date Criteria = Flanning Mode Filter Wiews Wark Order I Sart Criteria Refresh I

Wark Order Completion I

Selection Criteria

Columns ko Display I

Mews Work Order I

Export I
Close I
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Lean Work Order Processes

Work Order Metrics

ZEOD

Priority 1/2/3 Work Order Aging
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Lean Work Order Processes

Work Order Metrics

FACILITIES SERVICES PRICORITY 123 WORK ORDERS AVERAGE DAYS TO CORMPLETE
Menrured From Dete Requesrted fo Date Closed
140
F
!
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Lean Work Order Processes

Reduce Windshield Time

A6 technicians x 1 hour windshield time daily x
45 weeks=1125 hours

/8 months per region
MAReduced access to supply house
APainters success

50



Lean Work Order Processes
Electronic Work Order Delivery

Objective

To enable maintenance employees to receive wc
orders, and log time on task, by useimternet
capable device
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Lean Work Order Processes
Electronic Work Order Delivery

ACMMS provider designed their browser to integra

with our maintenance software.
2 2NJ] hNRSNA dLMHzZAaKSREé 02
upload to CMMS Server upon completion

Alestingand Implementation

—Our Initial browser using a blackberry device met with
limited success.

—Continuous improvement led us to fix what was not
working. Currently implementing a more robust EVO
device to work with Megamatian
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Lean Work Order Processes
Electronic Work Order Delivery

Vd

R KIUO gla @¢g2N)] Ay3IK 2

—Blackberry screen size limited browser view

L) 2F RkR2gyf2FR O0A0 NI OGS

—Workers were frustrated with product that was adaptec
to work with CMMS

—Workers used personal internet capable devices that
worked
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Lean Work Order Processes

Electronic Work Order Delivery

223" |
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Lean Work Order Processes
Electronic Work Order Delivery

BENEFITS

A_esgpaper and printing

AvSIf GAYSE t233Ay3a 2F (A

ACanbe assigned to multiple employees

A esdriving time

A_esgata entry from paper to computer faataff,
allowingmore time for other tasks

A-ewerlost or misplaced work orders
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San Diego Community College District
Faclilities Services Lean Enterprise Efforts

L LLES

Industry FindingsCost of O&M Inefficiencies

Operations & Maintenance Stage
(Distribution of Inadequate Interoperability Costs)

Inefficient Business
Process

~ Idled Empl
ot Manage;e;t Costs et
Over half the 18% - Productivity Loss
costsare from — ' 7%
searching for and
validating data

O&M Information
Verification Costs
56%

* Source: NIST Study August 2004
_—
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LeanProcesses
Faclilities Services Lean Enterprise Efforts

Building the SolutionBIM to FM

Inexpensive access to BIM model

Any time, anywhere access to facilities docs

Consistent, scalable, unified database

Collaboration and communication productivity
platform

Integration with and extension of existing
Program Portal
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