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 The mission of the Ohio Rehabilitation Services Commission is to ensure individuals with 
disabilities achieve quality employment, independence and disability determination 
outcomes through integrated services, partnerships and innovation. 



 

212K Social Security Disability Determinations 

•Fifth Largest Program in the Nation 

•Largest Program in our Region 

•Lowest Cost Per Case in the Region 

 6 Billion Dollars to Disabled Ohioans per Year  

•$86 Million Budget (100% Federally Funded)  

•498 Employees 

•86 Medical Contractors 

 

 

 



Licensed Professionals  

State Contract 

322K Medical Referrals per year 

6M Dollars (7% of Budget) 

The Medical Contractors 

 



The Problem: 
Our current process for collecting, reporting on, and 
creating pay invoices for Medical Contractors is time 
consuming and error prone.    

Define Stage 



Goals: 

1. Reduce Time  

2. Prevent Errors 

3. Restore Trust 

Define Stage 



The Team 
TRAIL CHART Project Phase 
Key Stakeholders Define Measure Analyze Improve Control 

Stephanie Biller, DDD - Medical 
Operations, Secretary 

T (20%) T (25%) T (10%) T (25%) T (10%) 

Beth Stephens, DDD - Medical 
Operations, Supervisor 

T (20%) T (20%) T (25%) T (20%) T (10%) 

Prabha Sankar, ORSC - IT, 
Progammer/Developer 

R (5%) R (10%) R (15%) R (25%) R (10%) 

Erik Williamson, DDD - Deputy 
Director - Project Champion 

A (2.5%) A (2.5%) A (5%) A (5%) A (2.5%) 

Tim Nguyen, ORSC- IT, Deputy 
Director 

A (2.5%) A (2.5%) A (2.5%) A (2.5%) A (2.5%) 

Teresa Gray, DDD - Assistant 
Deputy Director 

I (5%) I (5%) I (10%) I (10%) I (5%) 

Rhonda Tanner, DDD - Assistant 
Deputy Director 

I (5%) I (5%) I (10%) I (10%) I (5%) 

Tom Melfo, DDD - Manager L (30%) L (25%) L (30%) L (25%) L (10%) 

Define Stage 



Define Stage 

We identified two processes that needed to change 



The Process begins 
innocently enough 

It seemed innocent, until we dug deeper 

Define Stage 

The Time Slip 



The Current Process 

I’m not kidding 

Define Stage 

Medical Consultant 
Completes a Paper Time Slip

Med Op Secretary 
creates a temporary 

time slip

Med Op Secretary 
collects time slips 

from all lockboxes at 
the beginning of 

every day

Med Op’s Secretary 
sorts all slips into 
date stacks and 

looks for obvious 
defects (i.e. no 

signature, illegible, 
missing time)

Are Slips Free of 
Defect?

Time Slips are sorted 
in date groups 
alphabetically

YES

Clarification Email or call 
to MC by secretary

NO

Does defect get 
corrected?

YES

Issue brought to 
Med Op Supervisor’s  

attention
No

Med Op’s Secretary goes 
through the sorted slips 
to determine if the total 

time was calculated 
accurately

Do Calculations 
Match?

Time Slip removed 
from group and 

clarification email 
sent to MC

NO

YES

Is issue clarified 
with MC?

Matter turned over 
to Med Op’s 
Supervisor

NO

Time slip data is 
entered into the 

spreadsheet used 
to create invoices

Does total match 
that on the 

calculator strip?
YES

YES

The Secretary 
matches the 

calculator entries to 
see if they match 

the time slips

NO

Does she find the 
error(s)?

YES

NO

Med Op’s secretary now enters the 
data for each MC onto one of four 
spreadsheets divided by medical 

specialty.  This workbook is used to 
production per hour.  These sheets 

also require her to break out 
reported Case Time and NonCase 

Time

Does she find the 
error(s)?

She repeats the process all over from 
creating the calculator strip NO

YES

Med Op’s Secretary Stamps the 
Med Op’s Supervisor’s name on 

each time slip

Med Op’s Secretary 
delivers the bundled time 
slips to the supervisor for 

her signature

Are they approved?

Supervisor hand 
delivers them back to 

the Med Op’s Secretary 

Returned to 
Secretary for 
Clarification 

NO

Does the clarification 
result in a time 

correction?

Med Op’s Secretary 
makes changes to 
affected record(s)

YES

Paper Time Slips are Filed for 
two years and then moved 

off site for storage for 
another five 

NO

There are 3 off-site 
MC’s who email the 
information to the 

Med Op secretary and 
mail the slips bundled 

on a weekly basis

MC Deposits Slip 
into one of four lock 

boxes

The total time is 
added up on a 

standard calculator 
and a paper strip is 

created 

She makes a pen/ink 
corrections to the 

calculator strip for the 
specific input(s) and 

the total

YES

The Secretary now 
matches the time slips 
against her entries into 
the invoice spreadsheet

 

 
No integrity 

audit!!!!



{ 

10 Fields to Complete and 28 Opportunities for Error 

Measure Stage Results of Cause & Effects Matrix 
and Ishikawa Diagram 



Opportunities for Error at the Time Slip Completion Point 

1. “Name & ID” field blank 

2. “Name & ID” field illegible 

3. “Date” field blank 

4. “Date” field  illegible 

5. “Date” field obviously 
incorrect 

6. “In” field blank 

7. “In” field illegible 

8. “In” field obviously incorrect 

9. “am/pm” for “In” field not 
circled 

10. “Out” field blank 

11. “Out” field illegible 

12. “Out” field obviously 
incorrect 

13. “am/pm” for “Out” field not 
circled 

14. “Total Break” not in tenths of 
hour 

 

15. “Total Break” illegible 

16. “Total Time” field blank 

17. “Total Time” not in tenths of 
hour 

18. “Total Time’ field illegible 

19.  “Total Time” field not correct 

20.  “Activity” field blank 

21. “Activity” field illegible 

22. “Activity” field descriptor 
unsuitable 

23. “Total NonCase Time” blank, 
but activity indicated  

24. “Total NonCase Time” filled, 
but “activity” blank 

25. “Total NonCase Time” illegible 

26. “Signature” field blank 

27. “Signature” in the wrong field 

28. “Approved by” field blank 

 



Medical Consultant 
Completes a Paper Time Slip

Med Op Secretary 
creates a temporary 

time slip

Med Op Secretary 
collects time slips 

from all lockboxes at 
the beginning of 

every day

Med Op’s Secretary 
sorts all slips into 
date stacks and 

looks for obvious 
defects (i.e. no 

signature, illegible, 
missing time)

Are Slips Free of 
Defect?

Time Slips are sorted 
in date groups 
alphabetically

YES

Clarification Email or call 
to MC by secretary

NO

Does defect get 
corrected?

YES

Issue brought to 
Med Op Supervisor’s  

attention
No

Med Op’s Secretary goes 
through the sorted slips 
to determine if the total 

time was calculated 
accurately

Do Calculations 
Match?

Time Slip removed 
from group and 

clarification email 
sent to MC

NO

YES

Is issue clarified 
with MC?

Matter turned over 
to Med Op’s 
Supervisor

NO

Time slip data is 
entered into the 

spreadsheet used 
to create invoices

Does total match 
that on the 

calculator strip?
YES

YES

The Secretary 
matches the 

calculator entries to 
see if they match 

the time slips

NO

Does she find the 
error(s)?

YES

NO

Med Op’s secretary now enters the 
data for each MC onto one of four 
spreadsheets divided by medical 

specialty.  This workbook is used to 
production per hour.  These sheets 

also require her to break out 
reported Case Time and NonCase 

Time

Does she find the 
error(s)?

She repeats the process all over from 
creating the calculator strip NO

YES

Med Op’s Secretary Stamps the 
Med Op’s Supervisor’s name on 

each time slip

Med Op’s Secretary 
delivers the bundled time 
slips to the supervisor for 

her signature

Are they approved?

Supervisor hand 
delivers them back to 

the Med Op’s Secretary 

Returned to 
Secretary for 
Clarification 

NO

Does the clarification 
result in a time 

correction?

Med Op’s Secretary 
makes changes to 
affected record(s)

YES

Paper Time Slips are Filed for 
two years and then moved 

off site for storage for 
another five 

NO

There are 3 off-site 
MC’s who email the 
information to the 

Med Op secretary and 
mail the slips bundled 

on a weekly basis

MC Deposits Slip 
into one of four lock 

boxes

The total time is 
added up on a 

standard calculator 
and a paper strip is 

created 

She makes a pen/ink 
corrections to the 

calculator strip for the 
specific input(s) and 

the total

YES

The Secretary now 
matches the time slips 
against her entries into 
the invoice spreadsheet

 

 
No integrity 

audit!!!!

Measure Stage 

18 steps IF everything goes perfect 
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Failure Mode Effect Analysis (FMEA) 



Measure Stage 
Failure Mode Effect Analysis  

                                          (FMEA) 

These 11 steps do not change 

These increase with error detection 

Decisions can increase from 4 to 14!! 

These additional steps are added 



Improve Stage 

Brain Storming Sessions 
Sticking to the Charter, and the Scope 

Future State of Medical Contractor Pay Process
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Phase One-- Deliverable Due November 2012

Medical Consultant 

Electronically Submits 

Time Slip

Time Slip Validation 

Process

Is Time Approved?

Medical Consultant Informed 

Time Report Rejected and 

They Need to Resubmit

MC Time 

Records

Perform Data 

Separation For 

Reports and Invoice 

Creation

Electronic Notification 

Time Occurrences 

Available for Review

NO

YES

Value 
Added 

Features 



Future State of Medical Contractor Pay Process
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Phase One-- Deliverable Due November 2012

Medical Consultant 

Electronically Submits 

Time Slip

Time Slip Validation 

Process

Is Time Approved?

Medical Consultant Informed 

Time Report Rejected and 

They Need to Resubmit

MC Time 

Records

Perform Data 

Separation For 

Reports and Invoice 

Creation

Electronic Notification 

Time Occurrences 

Available for Review

NO

YES

Improve Stage 

Medical Consultant 
Completes a Paper Time Slip

Med Op Secretary 
creates a temporary 

time slip

Med Op Secretary 
collects time slips 

from all lockboxes at 
the beginning of 

every day

Med Op’s Secretary 
sorts all slips into 
date stacks and 

looks for obvious 
defects (i.e. no 

signature, illegible, 
missing time)

Are Slips Free of 
Defect?

Time Slips are sorted 
in date groups 
alphabetically

YES

Clarification Email or call 
to MC by secretary

NO

Does defect get 
corrected?

YES

Issue brought to 
Med Op Supervisor’s  

attention
No

Med Op’s Secretary goes 
through the sorted slips 
to determine if the total 

time was calculated 
accurately

Do Calculations 
Match?

Time Slip removed 
from group and 

clarification email 
sent to MC

NO

YES

Is issue clarified 
with MC?

Matter turned over 
to Med Op’s 
Supervisor

NO

Time slip data is 
entered into the 

spreadsheet used 
to create invoices

Does total match 
that on the 

calculator strip?
YES

YES

The Secretary 
matches the 

calculator entries to 
see if they match 

the time slips

NO

Does she find the 
error(s)?

YES

NO

Med Op’s secretary now enters the 
data for each MC onto one of four 
spreadsheets divided by medical 

specialty.  This workbook is used to 
production per hour.  These sheets 

also require her to break out 
reported Case Time and NonCase 

Time

Does she find the 
error(s)?

She repeats the process all over from 
creating the calculator strip NO

YES

Med Op’s Secretary Stamps the 
Med Op’s Supervisor’s name on 

each time slip

Med Op’s Secretary 
delivers the bundled time 
slips to the supervisor for 

her signature

Are they approved?

Supervisor hand 
delivers them back to 

the Med Op’s Secretary 

Returned to 
Secretary for 
Clarification 

NO

Does the clarification 
result in a time 

correction?

Med Op’s Secretary 
makes changes to 
affected record(s)

YES

Paper Time Slips are Filed for 
two years and then moved 

off site for storage for 
another five 

NO

There are 3 off-site 
MC’s who email the 
information to the 

Med Op secretary and 
mail the slips bundled 

on a weekly basis

MC Deposits Slip 
into one of four lock 

boxes

The total time is 
added up on a 

standard calculator 
and a paper strip is 

created 

She makes a pen/ink 
corrections to the 

calculator strip for the 
specific input(s) and 

the total

YES

The Secretary now 
matches the time slips 
against her entries into 
the invoice spreadsheet

 

 
No integrity 

audit!!!!

BEFORE 

AFTER 
Value 

Added 
Features 

No Paper 
One Decision Point 
5 – 10 Steps 



Control Stage 

 Measure Progress 

 Refine Process 

 Apply Knowledge 



Questions? 


