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Who are these Guys



Objectives

ÅInspiration from the UPS Right Turn 
Policy
ÅRegain Common Sense Approach

towards performing our work to…
V Improve Job Safety
V Improve Productivity
V Using data to make decisions 
V Reduce Costs
V Improve the Education Outcome

5/4/2017



Background

10,000,000... Annual Motor Vehicle Accidents
36%.............. Intersection-related Crashes
22%.............. Accidents Resulting from Left Turns
30%...............Accidents Resulting from Vehicles moving in Reverse
12%.............. other

http://www.distraction.gov/download/research-pdf/Crash-Factors-Intersection.pdf
http://www.consumerenergycenter.org/transportation/consumer_tips/vehicle_energy_losses.html
http://www.keithdpeterson.com/docs/proper-backing-techniques.pdf

http://www.distraction.gov/download/research-pdf/Crash-Factors-Intersection.pdf
http://www.consumerenergycenter.org/transportation/consumer_tips/vehicle_energy_losses.html
http://www.keithdpeterson.com/docs/proper-backing-techniques.pdf


United Parcel Service (UPS)

ÅFounded by Jim Casey in 1907
Å$55 billion in annual revenue
Å395,000 employees
Å16 million packages delivered daily
ÅAverage driver makes 120 deliveries per day
ÅUPS moves 5.5% of the US Gross Domestic 

Product (GDP), and 2% of the global GDP
ÅDrivers are Teamsters Union Members



UPS Culture

Å Steeped in a culture of industrial engineering
beginning in the 1920s and 1930s 

Å Extensive Time Study research across company
Å Strategic investments in Operations Research 

Scientists
Å Low cost management and differentiation through 

quality customer service
Å Strong belief in άŎƻƴǎǘǊǳŎǘƛǾŜ ŘƛǎǎŀǘƛǎŦŀŎǘƛƻƴǎέ

(UPS founder Jim Casey)
Å $1 Billion investments in technology each year



Key UPS Programs

ÅRight Turn Policy
ÅDelivery Information Acquisition Device 

(DIAD)
ÅOn-Road Integrated Optimization and 

Navigation (ORION)



Right Turn Philosophy

1. Comprehensive time study proved that 
Right Turns were:
Å More efficient (save time & fuel)
Å Safer

2. Established policy that Backing Up the 
delivery trucks was not permitted:
Å More efficient (save time & fuel)
Å Safer

3. Best Practices manual also include always 
placing keys on left “pinky” finger
Å More efficient (save time)



Insights & Takeaways

ÅEmphasis on Efficiency
ÅEmphasis on Consistency
ÅEmphasis on Cost Reduction
ÅEmphasis on Safety
ÅEmphasis on Continuous Improvement
ÅEmphasis on Data for Planning and 

Decision-Making



Relationship with Facility Maintenance

1. For every 7 skilled maintenance persons 
retiring today only 3 are coming in to take 
their place.

2. Skilled trade’s workers are demanding higher 
wages as fewer are entering the field.
Å According to a New York Times article Plumbers

are now making more money than a Doctor
when figuring in the cost and time required for a 
Doctor to go into practice.

http://www.nytimes.com/2007/05/12/business/12money.html

http://www.nytimes.com/2007/05/12/business/12money.html


Relationship with Facility Maintenance

3. More is being required of us each day and 
technology has driven us to a new level of 
skill requirement to do our jobs.

4. We refer the CFO as the “.Ŝŀƴ /ƻǳƴǘŜǊέ.

5. We are often thought of as “just the 
ƳŀƛƴǘŜƴŀƴŎŜ Ǝǳȅǎέ.



Relationship with Facility Maintenance

6. We are often guilty of άōŀŘ ǇǊŀŎǘƛŎŜǎέ.

a. bƻŀƘΩǎ Ark syndrome ...they went 2 by 2
b. Not anticipating what the job will take 

and not taking tools along the first time.
c. Often seen hanging around; perception 

is believed.
d. Not helping people understand what 

value we add to the organization. Tell 
your story!



Relationship with Facility Maintenance 

7. Tell your story in terms the listener 
understands.
a. If you do not have enough manpower how to you share 

that information?
i. Use data such as mandated work that must be done; the 

hours/cost associated with that work; Safety inspections, etc. 
Let the CFO / Business Officer know who answers the 
questions if this work is not done.

ii. Identify all required safety training an employee needs to 
have annually to stay in compliance with OSHA and if 
someone gets hurt by not having the training the financial 
impact on the organization.

iii. Invest in the time to estimate hours on everything you do.



Relationship with Facility Maintenance 

7. Tell your story in terms the listener 
understands (continued)

b. Others will need to know your story.

i. Your internal customers need to know.

ii. Taxpayers and/or Board Members and/or Board of 
Trustees need to know what you do.



Relationship with Facility Maintenance 

8. Create a Service Level Agreement (SLA) with 
your CFO.

a. It should include what your work task should be and the 
funding to do it. 

b. The SLA should then drive your budget needs.

c. It then shares the responsibility of funding gaps and not 
being able to meet the all the work request. 

d. It also defines what your work is not. What are you asked 
to do that has nothing to do with the job of managing 
and maintaining your facilities and property? 



Additional Tools & Techniques

ÅPerformance Management
üKey Performance Indicators
üBenchmarking
üDashboards & Scorecards



MAINTENANCE
EXECUTIVE OVERVIEW 

BRIEFING



Total Number of Work Orders 

This reflects how many repairs and jobs were captured in 
the 12 month rolling window. 



WO’s Per Enrollment Per Year

This metric is an indicator of how much work is being captured and also serves as a measurement of software 
utilization.  Far below average can indicate you are not capturing all work being performed.   Far above the 
average may be a sign of trying to capture too much at the risk of becoming inefficient.  This metric is important 
because the more work is captured, cases can be stronger for justifying resources. (rolling  12 Months)



% of Completed Work with Data 
Quality

Key Fields: WO has to have 6 or the following 8 conditions:  Valid Location, Valid Area/Room#, Valid 
Craft, Valid Purpose, Valid Assigned To, Description of at least 20 characters, Action Taken of at least 
10 characters and Either Labor Hours or WO Costs. (Rolling 12 Months)



% of WO’s Completed in Less than a 
Week

This KPI indicates of how much work an institution is able to complete in 7 calendar days. Below the national 
average suggests potential process improvements for managing and completing work. Above the national 
average could be a sign you have embraced mobile, your staff completes their own work assignments online 
and/or have reduced (or eliminated) paper in your processes. This compares Completion Date – Start Date (uses 
Request Date if State Date is not used)  for WO’s with a Priority of Low, Med or High & ignores PM’s to see what % 
of PM WO’s are completed in 7 Days or Less. (Rolling 12 Months)



Average Count of Work Orders
Per Employee Per Year

This metric gives you a direct comparison of your staff’s productivity compared to peer 
institutions.  Employees are users who have been assigned more than 30 work orders, but less 
than 2,000 in a rolling  12 month window. 



Average Hours Per Employee Per 
Week

This metric reflects how well you are capturing labor transaction data along with the productivity of your staff.  The 
hours captured in this metric are “wrench turning” hours that are performed on the actual work order.  Institutions that 
implement productivity strategies increase wrench turning time up to four hours per week. That’s the equivalent of 
adding more than a month of productive time per year.  Employees are users with more than 500 hours, but less than 
3,000 in a rolling 12 months window. 



Total Number of PM Work Orders 
Generated over past 12 Months



PM WO’s Per Enrollment

This metric is used along with the PM/WO ratio to gauge the strength of your PM program. 
Implementing a strong PM program typically has an ROI within 1-2 years by reducing system failures 
and emergencies, extending equipment life and decreasing energy consumption. Increasing PM 
work can also help make workers' schedules more predictable as organizations performing more PM 
work end see reductions in reactive work over time. (Rolling 12 Months)



Ratio of PM Work Orders 
to Work Orders

This metric lets you evaluate how successful your institution has been at 
transitioning from a reactive to a proactive mindset and indicates how 
much of your M&O resources are dedicated to PM vs Reactive work.  As 
more time is invested into PMs, you should see a decrease in reactive 
work, an increase in cycle times and an improved learning environment. 
(Rolling 12 Months) 



% of PM’s Completed 30 Days or Less 
by Year

Trend: Past 3 Years based on Completion Date



Labor Hours Spent on PM Schedules 
for Last Year

Total preventive maintenance hours spent on PM work 
orders over the past 12 months



Summary

1. Changing Workforce Dynamics

2. The Language of Decision-Makers

3. Best Practices (versus Bad Practices)

4. Impact of Technology

5. Proactively Market your Organization



Relationship with Facility Maintenance 

Why UPS illustration?

Large corporation

Union shop

Why not UPS?

Improve Efficiency (more with less)

Reduce Costs

Improve Safety

Continuous Improvement Focus


