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For effective and LEAN presentations and meetings, 
provide the correct dose of background 
information.  
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SERVICE DESK REQUESTS 
The Ohio Department of Insurance (ODI) Office of 
Information Technology and Security (OITS) has a 
high performing Business Service Support Team 
that provides exceptional service to ODI’s users! 
 



BUSINESS SERVICE SUPPORT TEAM 
This is a busy hard-working 4-person shop.  The 
mounting pressure of trouble-shooting a large 
number of repeated common technology problems 
while trying to keep up with other maintenance and 
project-related responsibilities can be stressful. 



SERVICE DESK TICKETS 
• Between January 2nd and October 17th of 2014, 

the Service Team received 3,822 tickets. 
 

• In an average calendar year, between 5,000 and 
6,000 Service Desk Tickets are generated by ODI 
users 
 

• Each ticket is coded into 1 of 18 possible  
“CATEGORY TYPES” 



Data collection should… 
 

• Use Operational Definitions to ensure consistency 
and reliability 

• Audit the data to ensure Operator-to-Operator 
consistency 

• Be complete and compiled from all inputs  





“E-mail Issues” were coded into three separate 
categories (Network, Security, and Email) 



BLACK BELT PROJECT PROPOSED… 
TINA… Can we create self-help process so users can 
solve simple common Service Ticket issues 
themselves? 
 

Tina Chubb 
Assistant Director of IT 

PROJECT SPONSOR 



When trying to convince management to improve a 
process… 
 

• Use data to illustrate the problem area 
• Use data to show how improving the process will 

lead to 



OITS TRAINING VIDEO PILOT PROJECT 
WAS NOW A PRIORITY!   

The original TRAINING VIDEO idea came from a 
member of the OITS staff… 
 

Kevin Flake 
It Architect/Consultant 1 

“The value of an idea lies in using it.”  ~Thomas Edison 



A BLACK BELT PROJECT TEAM WAS BORN 

 
 
 
 
 
 
 
 
Brad Woods, Chris McWilliams, Mugsy Reynolds, 
Leanne Sanderson, Kevin Flake (TEAM LEAD), and Tina 
Chubb (PROJECT SPONSOR) 
 



PROJECT CHARTERS formally authorize the project 
and document requirements that satisfy the 
sponsor’s needs and expectations.  
 
• LeanOhio PROJECT CHARTERS include Performance Metrics 

based on DATA!!! 
 

• LeanOhio PROJECT CHARTERS are signed by the Project Team 
which commits all members to the improvement effort!!! 

 



PROJECT CHARTER 
PROJECT GOALS: 
 

1. Analyze data to determine largest problem area. 
2. Create a pilot video for the identified problem 

area. 
3. If the pilot is a success, develop a Lean, 

repeatable process for additional OITS training 
videos to be released on a regular basis. 



PROJECT CHARTER 
PROJECT SCOPE: 
 

FIRST STEP – User experiences the identified (most 
commonly recurring) technology problem. 
 
LAST STEP – User remedies the problem using self-
help videos and/or companion reference guides. 



LISTEN TO THE 4 “VOICES” 
 

• VOICE OF THE CUSTOMER 
• VOICE OF THE BUSINESS 
• VOICE OF THE PROCESS 
• VOICE OF THE EMPLOYEE 
 

LeanOhio reinforces that the CUSTOMER should 
always DRIVE the process! 



PROJECT CHARTER 
PERFORMANCE METRICS: 
 
 
 
 



VOICE OF THE CUSTOMER (VOC) 
32 survey responses received between March 3rd 
and March 11th  (13% response rate): 
 
 
 
 



VOC – Survey Question #1 
 
 



VOC – Survey Question #2 
 
 



VOC – Survey Question #3 
 
 



VOC – Survey Question #4 
 
 



VOC – Survey Question #5 
 
 



VOC – Survey Question #6 

 
 

• Continue to produce these videos and the associated handouts on basic IT topics. 
Those of us in the trenches may not have mastery of procedures that IT considers 
simple.  
 

• Timecard procedures  
 

• Tips on cleaning up email inbox, archiving, and retrieving archived items.  
 

• I'm not sure why but in the field the video buffering took about 45 minutes to load 
before viewing the video.  
 

• Tips and Tricks (things to make work life easier)  
 

• More interactive conversation, rather than having one person on the screen at a time, if 
possible. Also, keeping the audio levels throughout the video consistent.  
 

• office phone etiquette with emphasis on grammar and volume control of voice  



VOC – Survey Question #7 

 
 

• Great job! Well chosen actors.  
• Excellent, informative, and entertaining  
• Excellent video clip. Fun, educative and effective. Good job, keep it up!  
• I loved it! Listening to it at my desk, the volume went up and down considerably, so I worried 

about interrupting others. But I love the actors and the message! Makes the suggestion 
memorable.  

• The 6 Step Solution list should be available without watching the video again. It should be in the 
video area for a search.. IE - I may remember the content of the video and I will go looking in the 
training video area. A brief recap of the video's important points would be helpful.  

• Really enjoyed the video, thought it was a VERY effective, light-hearted way to deal with a serious, 
often time-consuming problem that can most times be self-handled. Keep up the good work.  

• Was really fun and informative. Great idea!  
• I really enjoyed it. The music was great. GO BUCKS!  
• You guys did a great job  
• Great idea. For some people (not me) directions to find the video when it isn't featured on The 

Insider. Great job everyone!!!!!!!!!!!!!!!  
• Great Job!  



IMPLEMENTATION PLANS should include: 
• Goal 
• Objective 
• Time Allocation 
• Accountability 
• Follow through 
 



PHASED PROJECT PLANS  
 
 



COLOR MANAGEMENT / VISUAL MANAGEMENT: 
 
The consistent use of color-coding line item tasks 
when they are completed is an efficient way to 
visually identify project progress. 
 



ALWAYS LOOK FOR WASTE!  Find it. Remove it. 
 
 
 

 

 



“LEANED UP” PROJECT PLAN!!! 
 
 



“LEANED UP” CALENDAR INVITATIONS 
 
 



STANDARDIZE WHATEVER YOU CAN!! 
 

 

“Variation is EVIL!”   
~Steve Wall 

 
 



STANDARD VIDEO FLOW 
 
 



STANDARD COMMUNICATION 
TEMPLATES 

 
 



STANDARD COMPANION  
REFERENCE GUIDE FORMAT 

 
 



STANDARD MARKETING “LOOK”  
 
 



“LEAN UP” and “SIMPLIFY” communications: 
 
• Fewer words 
• Shorter sentences 
• Smaller words 
• Show space on the page 
 
 

 

 



GOOD… BETTER… BEST!!! 
 
 



“STORMING” IS A NATURAL PART OF TEAM 
DYNAMICS (Tuckman model) 
 

• Forming 
• Norming 
• Storming 
• Performing 
• Adjourning 
 
 

 

 



FACT GATHERING  
 
 



5-S CAN BE USED TO ORGANIZE PHYSICAL ITEMS 
OR ELECTRONIC FILES 
• Sort 
• Straighten 
• Shine 
• Standardize 
• Sustain 

 
 
 

 

 



THANK YOU! 
• GOVERNOR JOHN KASICH 
• LT. GOVERNOR/DIRECTOR MARY TAYLOR 
• DIRECTOR BLAIR 
• MEGHAN ALTIER 
• CHRIS McGILL 
• ANNA KAROUSIS 
• LEAN OHIO STAFF 
• TINA CHUBB 
• BRAD WOODS, CHRIS McWILLIAMS, KEVIN FLAKE, & LEANNE 

SANDERSON 
• STEVE COLE 
• FELLOW ODI EMPLOYEES 
• MY WONDERFUL HUSBAND  
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