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Agenda
• Who is DST Output?p
•Why Business Excellence?
•How Do We Go About It?
•Results
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•Results



DST OutputS p

Comprehensive servicesInnovation and recognitionSize and stability

A top outsourcer of print and electronic customer communications

High volume experience and capabilities

TORONTO & OTTAWA
CANADA

EL DORADO HILLS, CA BRISTOL            
UNITED KINGDOMUNITED KINGDOM
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HARTFORD, CTKANSAS CITY, MO



DST Output Business p
Market expertise in Communications, Financial Services, Insurance,   
Healthcare, Utilities and more

Output Options

Fold, Collate, Insert

EnvelopesPr
in

t

C fEnvelopes

Address Express

Move Updatest
al

File & Data Management 

Design and Development

A Common Platform

Presentmentni
c

Move Update

Mail Tracking, ProcessingPo Campaign Management

Online Reporting

Monitoring
Payment

DistributionEl
ec

tr
o Monitoring 

Disaster Recovery

Distributed Printing
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O C t E i Phil hOur Customer Experience Philosophy

st Standardize and integrate.

C
os

Standardize and integrate. 
Optimize postal environment.
Leverage economies of scale.

D li t ky Deliver accurate work.
Take waste and variation out of the process. 
Spend quality time listening to clients and take action based on feedback. Q

ua
lit

y

Produce on-time, quality work.
Process once for multiple channels.
Deliver on our customer commitments. Sp

ee
d

Work with customers to deliver more than is expected.
Proactively plan for and deliver solutions by understanding client needs. 
Build long-term relationships.Se

rv
ic

e
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DST Output: High volume 
experience and capabilities

2.6 billion customer communications annually

Largest third-party First-Class™ mailer in U.S.

World’s largest inkjet systems printerWorld s largest inkjet systems printer

Large scale facilities in key regions: 
East, West, Central, Canada and UK 
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Nearly 3,000 North American associates 



Requirements Gathering

Client Data Files

Customer Platform
Optimizing 

client output 
requirements Output Media Router

Data Receipt & 
Management

Data Prep Campaign 
Manager

Content
Composition

Document
Formatting

Manufacturing 
Systems

InFact, Mfg Preparation,
Execution & ControlQuality Validation

Job Release eSolutions
Optimizing print

and electronic 
costs

eSolutions, Web Presentment,
Payment & Distribution

Job e ease
Tracking

Reporting
CD/DVD

Presentment

CD / DVDOutput Delivery

Marketing, Consumers CSR,

DST
Customer

Portal

Mail Delivery, Website,
Secure e-mail, Portals
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Marketing, 
Ops, CSR

Consumers CSR,
Intermediaries



Operations Process

Manufacturing System Control

Fan Fold 
Stack Cart ll f ldh

Statement Assembly

Customer
Data

File
Receipt
& Mgmt

Data Prep Stack Cart

Inse
rtInserterPkg 

feeder

collatecutter foldmergesheet 
feeder

p
Ancillary Products

Formatting

AFP
Metacode

USPS

Flats and
Special Handling

USPS

Ins
ertInserte

r
Outstacker to 

Mail 
Conveyor
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Automated Container Line

Tracking and Reporting



Manage for Quality Our Philosophy on Quality

Focus on business excellence.

Overall organizational performance.

Management b factManagement by fact.

Manage for innovation.

99



Business Issues

•Late mailings
•Poor quality
Fi i l lti•Financial penalties

•Unprofitable business
•Lack of standardization
•Excessive variation•Excessive variation
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Business Excellence at DST Output
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Guiding Principles
• Customer-centric
• Integrity• Integrity
• Open and honest communication
• A sense of urgency
• Respect for the individual
• Accountability
• Commitment to improve and p

innovate
• Foster health, safety and respect 

for the environment
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Our Strategic Goals

• Grow revenue and profitability

• Improve customer and alliance 
satisfaction

• Achieve standardized infrastructure• Achieve standardized infrastructure 
and tools across centers

• Continue operational excellence

• Institutionalize continuous 
improvement

Develop high performance culture• Develop high-performance culture 
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Rolling Out Continuous 
Improvement
• Exceed customer 

expectationsexpectations  
and drive results

• Dual Function of Work—
Daily Work andDaily Work and 
Improvement Work

• Strategy based Baldrige
Criteria for PerformanceCriteria for Performance 
Excellence

• Six Sigma & Lean drive 
i tprocess improvement

• MPTQM to enable 
standardization of 

1414
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Overview of the Framework 
Linked into a System

1515

A helpful analogy...



Bi l S t Results
Triad

Leadership                      
Triad

Bicycle System

STRATEGY WORKFORCE

LEADERSHIP

STRATEGY FOCUS

RESULTSLEADERSHIP

CUSTOMER  & PROCESS

RESULTS

&
MARKET FOCUS MANAGEMENT
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MEASUREMENT, ANALYSIS & KNOWLEDGE MGT.



Tracking Progress:
•Strengths and Opportunities for Improvement
•Provides bi-annual operational capability analysis
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•Used as input into the strategic planning process



Mail Preparation Total Quality Management Program (MPTQM) combines:Mail Preparation Total Quality Management Program (MPTQM) combines: 
- Malcolm Baldrige Performance Excellence Criteria

- ISO 9001 Requirements
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- Total Quality Management (TQM) Concepts



L  Si  Si  D l t St tLean Six Sigma Deployment Strategy
Business Excellence Leadership

Team (BELT)

West Deployment Champion Central Deployment Champion East Deployment ChampionWest Deployment Champion Central Deployment Champion East Deployment Champion

Black Belts Black Belts Black Belts

Green Belts Green Belts Green Belts
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The Business Excellence Maturity Modely
Decision to 

expand 
deployment

LSS results 
linked to 

strategies

Decision to Lead 
with Lean and 

Follow with Six 
Sigma

Expand to Company 
Wide Basis

Shift Responsibility 
to Process Owners 

Launch, Train 
Mgt., Build 
Infrastructure 
Train BB

6S, VSM, 
Lean Cert., 
Kaizens, 

expand into 

Refresher 
Training; 
Improved 

GB 

Expand 
training: 
GB, BB, 

Lean

2004 2005 2006 2007 2008 2009
Lead with 

Lean, 
Follow 

with Six 

6S, VSM 
driven 

projects; 
expand into Train BB, 

Initial 
Projects

software 
development

training; 
Harvest 
projects

Accelerate 
projects, 
Material 

Lean 
Initiative

Burning 
Platform 
launches 
Business 
Excellence

G

Sigma; 
expand 

into client 
services

other non 
production 
processes, 
expand lean 

training

Key
Goals

Generate 
Enthusiasm

Demonstrate 
Success

Accelerate Benefit 
Delivery

Make Improvement 
Sustainable

Align Improvement With 
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Dual Function of Work-DNA



Lean Analysis of Six Sigma Projects-Lead with LeanLean Analysis of Six Sigma Projects Lead with Lean

8.7 Months
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BVA/VA Time 
(Could be reduced further)

NVA Time 



P  M t O iProcess Management Overview

PROCESS 
CONTROL

ASSESSING PROCESS 
PERFORMANCE

PROCESS 
DISCOVERY

UNDERSTAND THE 
CUSTOMER AND THE 

PROCESS 7 STEPS1. Define
2 Measure

IMPROVEMENT

Six Sigma DMAIC/Lean

* 2. Measure
3. Analyze
4. Improve

5. Control

L Thi ki K i* Lean Thinking-Kaizen

• Who are the customers ?

• What are our products 
d i ?

• Does the standardized process 
continuously perform as 
expected?

• What actions are needed to 
improve my process?

Id tif th l t fand services ?

• What are the requirements ?

• What is the process map ?

• How is our 
process performing ?

expected?

• What action is warranted by 
careful checking of process data ?

• Continue with the next 
SDCA

• Identify the largest source of 
variation in standard process.

• Find and eliminate a root 
cause of variation.

• Define new standard process.

2222

process performing ? • Initiate PDCA to find 
and remove root cause



Relationship Bet een SDCA and PDCARelationship Between SDCA and PDCA

L Si Si

Continuously
Improve the ProcessProcess Control

Lean Six Sigma

DMAIC:

1. Define*
2. Measure

3. Analyze

4. Improve

C

SD

Need for 
improvement

A P D

CA 5. Control

Lean Thinking-Kaizen
New standard

SD CA

2323



S ti  f ti  k d Separation of routine work and 
improvement work

I

Improvement 
workIII

Routine 
IIIIII

workR R R R R R R R R R R R R R R R R R
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Th  Vi i  D l F ti  f W kThe Vision: Dual Function of Work
(Institutionalize Continuous Improvement)
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Dual Function of WorkDual Function of Work
(SDCA and PDCA Cycles)

Check 
Do 
improvement

improvement 
results

Act-either 
standardize or 
replan

Plan 
improvement

P

D C

A

Improvement  
activities  {

Accept standard and 
proceed with daily 
work

Initiate 
improvement 
activities

Job

Use 
standard

Do workCheck work

Act-either use 
present 
standard, or 
improve

S

DC

A

{Daily 
work 

Do workCheck work 
against 
standard

{
NMJ
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Integration   The D al F nctionIntegration:  The Dual Function-
Institutionalize Continuous Improvement

•PDCA is used at all levels and in 
all departments to improve local 
daily work processesdaily work processes
•This is when Continuous 
Improvement is the DNA of the 
organization

c a
d s ca

dp

new 
STD

organization

c a
d s ca

dp

new 
STD

c a
d s ca

dp

new 
STD

c a
d s ca

dp c a
d s ca

dp c a
d s ca

dp c a
d s ca

dp
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d s ca
new 
STD

d s ca
new 
STD

d s ca
new 
STD

d s ca
new 
STD



Innovation and recognition 

28 industry patents, including Mail-by-Tray 

All U.S. operation centers MPTQM certified

g

p Q

IndustryWeek awards

DALBAR client awards

Exstream Visionary awards

Xplor International awards
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Selected results over 3 year period
• Revenue increased by 31%
• Profits increased by 42% 
• Business Excellence Assessment using 

Baldrige Performance Excellence Criteria 
i d 33 3%increased 33.3% 

• Defects per Million Opportunities decreased by 
77% 
L t P Milli O t iti d d b• Late Per Million Opportunities decreased by 
70% 

• Quality and On-Time Delivery performance 
exceed the Industry Week’s Top Ten Plants 4exceed the Industry Week s Top Ten Plants 4 
year average
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The Challenge:

Tolerate nothing less than excellence
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If you want to know more about DST 
Output and our journey to Business 

E llExcellence,

COME TO OUR 
BREAKOUT SESSION
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