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Team    “Allowance for Change” 
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The Team 
Team Sponsor:  Tina Kielmeyer 

Team Leader: Debi Kroninger 
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Amy Goodman – Brown Governor’s Hill, MSS 
Ann Shannon Legal Counsel - Attorney 
Bev Trent Columbus, CSS 
Crystal Norris Internal Audit 
Daneen Kindt Mansfield, CSS 
Debbie Nooks-Comeriato Garfield Heights, MSS 
Debi Kroninger Operations Mgmt Coordinator 
Dee Destefano Central Office, MCS 
Dianne Yash Youngstown, IMS 
Irene Barnett MCO Business Unit 
Janet Wilks Claims Policy Field Tech 
Jeff Myers Logan, CSS 
Jill Stevenson Business Transformation Architect 
Kim Tolliver CareWorks, QA 
Lori Thomas Central Office, MCS 
Pete Mihaly Legal Counsel - Attorney 
Sherry Little Cleveland, CSS 

Facilitator(s): Bill Demidovich, Mike Lucid & Rich Martinski 



Stakeholders 
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 Injured Worker 

 Injured Worker Legal Representative  

 Employer 

 Managed Care Organizations 

 Physician Community 

 Third Party Administrators 



Background 
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Our process begins with the 
receipt of a request for 
additional allowance on a 
workers’ compensation claim 
or identification of a new 
condition, and ends when 
BWC renders a decision to 
either approve or refer to the 
Industrial Commission for 
adjudication. 
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Scope of Event 
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• BWC/MCO receives a request for additional allowance 

• BWC/MCO identifies a new condition in medical evidence 

• BWC/MCO investigates the new condition 

• BWC conducts due process 

• BWC/MCOresearches any additional information 

• BWC renders a decision, requests a motion or refers to the Industrial 

Commission (IC) for adjudication 

• BWC seeks waiver 

 

Overarching Theme: 
It is our intention to reduce the cycle time and unnecessary lost 

work days associated with this process in order to improve the 

quality service. 



Out of Scope 
Areas that will not change as a result of the Kaizen event 

are: 

   

 No one loses their job because of the Kaizen event, 
however duties may be modified 

 No additional staff 

 No additional money 

 No legislative or collective bargaining agreement changes 

 No IT solutions until it is determined that an IT solution is 
needed 

 No ICD modification changes 
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Project Goals  

1. Reduce the amount of lead time from diagnosis 

to decision by 50% 

 

2. Reduce unnecessary lost work days 
 

9 



The Kaizen Approach 

Team-based energy and creativity drives immediate  
process improvement 

DAY 1 DAY 2 DAY 3 DAY 4 DAY 5 

Day of 
Learning 

Day of 
Discovery & 
Developing 
Improvement 
Ideas 

Day of 
Improvement 
& Creating the 
New process 

Day of Design 
Implementation 
& Documentation 

Day of 
Celebration & 
Results 
 
Schedule  
30-60-90-day 
follow-ups 

At the end of the week, each Kaizen team has designed  
dramatic operational improvements 
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To Break for the Better 

 Clear objectives 

 Team process 

 Tight focus on time (one 
week) 

 Quick and simple, action first 

 Necessary resources 
available right away 

 Immediate results (new 
process functioning by end of 
week) 
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Quest for Standardization 
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Wasted Time and Activity 

Excessive Motion 
Defects & Loop 

Backs 

Hand-offs Waiting 
Over 

Production 

 

Backlog 

Over processing 

Lead-Time Reduction 
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Core Process Value  

Added 



Timeframes – Average Days 
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Current-State Process Map 

Orange “Post-its” are points of waste! 

 156 steps   48 decision points    54 handoffs    60 points of waste 



The original processes had: 

 Too many steps 

 Too many handoffs 

 Too many delays 

 Too many loopbacks 
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Intense work identifying  

Value and Waste 



The team brainstormed more than 120 
improvement ideas 

IMPACT 



Clean Sheet Redesign 
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Ideas turned 

into actions! 



Common Ground and Unique Items 
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Comparison of Process Maps 

Current State - 156 steps     48 decision points   22 handoffs 

Future State  - 47 steps     15 decision points   12 handoffs 



Measure Current New 
Change (% 

improvement) 

Process Steps  

 

156 steps 48 70% 

Decision Points 

Handoffs 

Delay/Storage Points 

48 

54 

18 
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       Scorecard - Process 



 Scorecard - Costs 
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Measure Projected  

New 

Projected 
Savings 

Return to Work 4 days 

earlier 

$1.5M 

TT cost 

BWC Redirected Hours 1 hour saved per 
request 

51,791  
Hours 

MCO Redirected Hours 20 minutes 
saved per 
request 

 

12,117  
Hours 

 

Medical Treatment Cost Reduction $100 saved 
per request 

$5.2M 

Passive 
Medical Cost 

 



More Results 
 Faster processing of requests 

 Better use of technology  

 Better utilization of staff 

 Reduction in mail cost 

 Streamlined process 

 Substance versus form 
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Current Key Issues Kaizen Improvements 

Due Process New streamlined Due Process approach 

created 

Cumbersome methods of 

communication between BWC and 

MCO 

Leverage communication technology 

Two workflows to address an 

additional allowance (C86 & C9) 

One process for additional allowance 

C9 ends with Motion Required Letter IW verbal consent for request with written 

follow-up 
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Improvement Summary 



Implementation Registers 
 Technology plan 

 Communication  & 

Training Plan 

 Data Collection Plan 

 Forms & Letters Plan 
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Technology  Plan 
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Communications 

& Training Plan 
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Data Collection 

Plan 
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Forms & Letters 
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What begins Monday? 

 Communicate to BWC staff 

 Communicate to MCO staff 

 Organize action registries 

 Schedule follow-up 

meetings 

 Kaizen Team 

 Support Departments 
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Overall Kaizen Benefits  

 

 Improve quality of service for injured workers so they 

can return to life and obtain necessary treatment 

 Personal commitment to see it through 

 Reduce red tape 

 Service – Simplicity – Savings   

 Process improved in 5 days! 
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Personal Lessons Learned 

 
 

 Kaizen really does work 

 Learned something new 
everyday 

 Teamwork 

 Faster 

 Identified misconceptions and 
misinterpretations 

 There can be a better way 

 Rewarding 

 One voice 

 Investment 
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Life as a member of a Kaizen event 

Team... 
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     Lean Kaizen           Event Fact Sheet 
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Agency: BWC 

Section:  Additional and Proactive Allowance Conditions 

 

Major Changes: 
• Reduced processing steps by 70% 

• Identified potential costs savings of ~$6M 

• Identified over 63,000 redirected staff hours  

For more information visit Lean.ohio.gov 

Before 

After 



Special THANKS to… 
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Senior Leadership 

 

Team Sponsor:  Tina Kielmeyer 

 

Special thanks to Suzanne Brown & Mary Maurer 
  

Facilitator(s): Bill Demidovich, 

Mike Lucid & Rich Martinski 


