Acknowledgments i

CHAPTER I Workflow Reengineering 1
What Is Workflow? 3
Rebuilding the Workflow 4
Multiple workflows 6
The Assembly Line 7
Job Jacket Mentality 8
Air Traffic Control 8
Systems Analysis 10
Back to Front 11
Workflow and Profit 12
People 12

The Art and Attitude of Management 13

CHAPTER 2 From Creator to Producer 16
The Old Workflows 17
Who Is the Creator? 18
Taming the Wild Workflow 19
Job Definitions 19

Job Killers 21



Workflow and Training Upstream 22
External Responsibility 23

Internal Responsibility 24

Working with Clients 25

Specific Problem Areas 26

Who is the Producer? 28

CHAPTER 3 Real-World Operations and Their
Workflows — 3I
Lanman Lithotech 33
Artlab 38
Buchanan Printing 46
St. Petersburg Times 53
Graphics Express 58
Gamma One 61

West Marine 67

CHAPTER 4 Mapping Workflows 74
The Five Markers 76
Isolating Workflows 79
Matching Skill Sets to Workflows 83

Tools for Mapping Workflows 85



CHAPTER § Strategic Approaches:
Process Improvement Points 95
PIP 1:Training Clients Upstream 97
PIP 2: Staff Training 100
PIP 3: System Integration Upstream 103

PIP 4:The Salesperson as a Member of the
Production Team 105

PIP s: Intracompany Communication 108

PIP 6:The Role of the Customer Service Representative 110
PIP 7: Estimating Costs and Ongoing Cost Feedback 112
PIP 8: Preflighting Level 1 115

PIP 9: Preflighting Level 2 117

PIP 10: File Repair 120

PIP 11: Catching Output Errors 122

PIP 12: Organizational Structure 124

PIP 13: Cross-Training 127

PIP 14: Job Descriptions 129

PIP 15: Management Involvement 131

PIP 16: Determining Processes at the Client Site 133

PIP 17: Feedback and Reward Systems 135

PIP 18: Finding and Correcting Errors 137

PIP 19: Time Scheduling and Load Balancing 140

PIP 20: Ownership of the Project 142

PIP 21: Latency 144

PIP 22:Trapping 148

VI



CHAPTER 6

PIP 23: Proofing 151

PIP 24: Pickups and Archiving Strategies 153

PIP 25: A Formal Approach to Information Services
PIP 26: Commonality of Processes 158

PIP 27: Print Servers 160

" PIP 28: File Servers 163

PIP 29:The RIP 166

PIP 30: Imposition 168

PIP 31:Telecommunications 171

PIP 32: Calibration 174

PIP 33:Job Bags 177

PIP 34: Architectural and Environmental Considerations
PIP 35: Facilities Management (Outsourcing) 182

PIP 36: A Plan for Continual Improvement 184

The Database 187

Why Collect Information in the First Place? 189
Where Do [ Start? 191

Defining a Database 194

Data Collection 195

Reports Come in Many Shapes and Sizes 197
Creating the Database 199

The Image Database 201

The Project Database 206

156

179



CHAPTER 7

CHAPTER 8

Relationships between Different Types of Data
A Snapshot of Current Technology 213

Automating Workflows 217
Digital Workflows 219

Defining a Production Event = 222

R equirements for an Automated Solution 224
Automation and the Role of Servers 226
The OPEN Strategy 228

Gradual Automation 229

What’s Next 231

The Basics 232

Tracking and Routing Projects 233
The Role of PostScript 234

PDF and Document Portability 235
Device Independence 237 v
New Tools 238

When to Do What? 241

Lo
g
‘o

Can You Automate a PostScript page?

Conclusion 245

Bibliography 249

Index 251

208



