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The Team

Christy Ash — Eligibility Counselor, Youngstown
Devin Aumend - Caseload Assistant, Columbus
Sandy Burtscher — Supervisor, Sandusky

Pat Carroll - Account Examiner, Mansfield

Bocar Dieng — Consumer, RSC Staff

Maria DiGennaro - Account Examiner, Columbus
Brian Eskridge - Caseload Assistant, Youngstown
Mark Fay - Area Manager

Karen Johnson — Eligibility Counselor, Columbus
Katherin Karwatske - Counselor, Portsmouth

Bill Lindsey - Eligibility Counselor, Lake County
Aneesa Locke - Rehabilitation Program Specialist, VRP3
Tom Melfo - DDD Manager (Outside Perspective)

Lois Mescher — Eligibility Counselor, Dayton

Curt Morman - Area Manager

Marianne Porter - VRP3 Liaison Counselor

Margaret Smith - Aerial Engineering, ODOT

Kerri Stickney - Caseload Assistant, Centennial

Facilitators: Bill Demidovich, Steve Wall, Gloria Calcara, Sue Kirby, Rich Martinski



Leadership

Senior Leadership: Director Kevin Miller and Chief of Staff Brenda
Cronin

Sponsors: Susan Pugh, Deputy Director of BVR and Dan Connors,
Deputy Director of BSVI

Team Leaders: Area Managers: Mark Fay and Curt Morman

Subject Matter Experts: VR Policy, Chief Legal Counsel, AWARE
project manager, IT

Others: Performance and Innovation (Raivo Murnieks and Steve
Trammell for data support)
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Background

The Ohio Rehabilitation Services
Commission (RSC) establishes and
implements performance standards for
the prompt and equitable handling of

applications for vocational rehabilitation .
services. The applications must be YOURCAREER =p
widely made available to individuals with

disabilities throughout Ohio. The
process includes informing individuals of
application requirements and gathering
the necessary information to initiate an
assessment(s) for the purpose of
determining eligibility and priority status
for order of selection.




Ohio
Rehabilitation
Services

Commission

Stakeholders

» Individuals with disabilities seeking employment and

careers
» Other state and local service providing entities

» Contract partners

» Ohio taxpayers — maximize draw down of federal VR
dollars

»ORSC Staff







1.

Reasons for improving this process:

Improve the ‘front door’ experience for individuals with
disabilities that are seeking services from RSC by
reducing the time it takes to determine whether or not
they are eligible for services.

Increase the percentage of consumers engaged in the
eligibility determination process.

Maximize the use of staff serving consumers on
caseloads.




Scope of Event | 9“

The process begins when an individual is referred or
makes application for services and ends when eligibility
Is determined and an Order of Selection is completed.

This event will evaluate the consumer experience from
the time they are referred, and/or making application for
vocational rehabllitation services, to the time they are
determined eligible for services, (including order of
selection decision).




Out of Scope

Areas that will NOT change as a result of the
Kaizen event :

* No one loses their job because of the Kaizen event, but
duties may be modified.

 Need for additional personnel is independent of the
process.

 Need for additional money is independent of the process.

* No legislative changes or changes to collective bargaining
agreement.

e |T solutions are independent of the process.







Voice of the Customer
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How satisfied were you with the process for receiving
and submitting the application for RSC services?
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How satisfied were you with the time it took to
gather documents / records that were necessary to
determine eligibility?
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Voice of the Process

RSC Staff Survey

e 148 staff suggestions from the December
2011 Staff Survey were utilized in the session

e Directly utilized 98 of 148 (66%) comments in
the redesign
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AVERAGE DAYS CYCLE TIME

SUMMARY A total of 14,041 cases

Average Days Cycle Time
Referral to = Application Eligibility Referral to
Application to Eligibility to O0S 00s

AVERAGE Cycle Time:

Number of Cases

Eligibility Model Used

(average days)

(average days)

(average days)

(average days)

Bureau Description

(average days)

(average days)

(average days)

(average days)

v'Referral to Application

Model 1 25 56 29 118
Vol 3 0 - 35 days
e s i 2 > v’ Application to Eligibility
oid of Models 185 - o s e 65 days
Vs e S iﬁ s | ¥ Eligibility to OOS
Overall Average 35 65 22 129 22 d ayS
o Sty Dbl L T T T 1y ¥ Total from Referral to
Sevorey Daabled . W W o O0S
Overall Average 35 68 22 129

129 days

Fastest Avg. Processing

BSVI 34 62 21 123

BVR 38 70 23 140 1

o s z 2 ®Time Model 3
Overall Average 35 65 22 129 M S D

VRP3



How well does the current process meet the
target processing times?

Process Capability: Referral to O0S

80% of cases are
processed in > 60 days

6% of cases are
processed in < 30 days
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What impacts Lead Time?
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There is a significant difference in lead time for clients
that are in the younger age groups, i.e. 14-17 and 18-21.




What impacts Lead Time?

148 - Major Metropolitan Counties
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There is a significant difference in lead time for
Hamilton county compared to the other 4 major
metropolitan counties.







Measures of Success

Average Processing Time

(client eligible for services)
1 to 753 days (actual in FFY 2011)

%6 of cases processed in 30 days or less 6%

129 days

%6 of cases processed in 60 days or less

20%
Customer satisfaction with:
1. overall process 3.7
2. customer service 4.1
Scaleoflto5
Medical records turnaround time Unknown

average of 10 days







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 = Day of Day of Design Day of Celebration
& Developing Improvement & Implementation & & Results
Improvement Creating the New  Documentation
Ideas process Schedule 30-60-90-

day follow-ups
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KAIZEN: To Break Apart for the Better

* Clear objectives
* Team process

e Tight focus on time (one week)

 Quick and simple, action first

* Necessary resources available right away
e Immediate results (end of week)




| ead-time Reduction

Defects & Loop

xcessive Motio

/

TIM WOOD — Transportation, Information, Motion, Waiting,
Overproduction, Over processing, Defects

Over
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The original processes had:

Too many steps

Too many eligibility models
Too many delay points

Too many hand-offs

Caused too much process
lead time

Resulted in long process
times




Current Process

20,000 view _
13 steps, 49 to 231 days E:- 20,000 view
T 15 steps, 49 to 231




Measures of Success

Average Processing Time 129 days | 30 days 99 days

(client eligible for services)
1 to 753 days (actual in FFY 2011)

%6 of cases processed in 30 days or less | 9% 75% 69

percentage
; points
%6 of cases processed in 60 days or less

20% 95% 75
Percentage
points
Customer satisfaction with:
1. overall process 3.7 4.5 0.8
2. customer service 4.1 4.5 0.4
Scaleofl1to 5
Medical records turnaround time Unknown | 60%
average of 10 days 28






APl Bl w 4w
by S Ly . ook PN

= BBy T PP Tadp o+ Fy
Rl ver (oox? 4r Sau o wa:
e

Wi VY R cng fp .

T e e
Empansoe

“Brainstormed” more |

" Mae Cen ey oy o Sinhond

than 81 Fresh Ideas | =====""

H AT W W WP
/_].' Pr e ey G A l":-.".-’(..-,,_.
e

P g st it ) T et e T
eyt s, O Dul $p> | : S

T
paeE
e S e G snitats b Kerier T ol
- S i v W, P | ~

1 i < 2
s s edwes ¥ Ilui—\'t = A pstet i M




Clean Sheet Redesign - 3 Teams










The New, Improved Process

27 Steps
4 Decisions




31to 46 27 4 to 19 steps
13% to 41%
decrease
12 4 8 Fewer
66% decrease
38 1 87
Overall average 129 days 1 - 37 days
92 day avg.
Referral to App. — 35 days average decrease
App. To eligibility — 65 average 30 day
Eligibility to OSS — 22 average Average 71%
) reduction in
Range in FFY2011: 1 day to 753 days processing
time
14 2 12 fewer

-86%
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More Results

* Better service to our customers in responding
to “I just want a job”

* Reduced job frustration; revitalizing job
satisfaction through faster response.

* Buy-in from all levels of staff

* Much improved and more consistent service
delivery

e Over 200 consumer & staff comments
considered







Implementation Plans

 Medical Documentation plan
 Standardized Intake Plan
 Training plan

e Communication plan

e Technology Plan

e Goals & Measures




Information
Technology Plan




Communications
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Intake Pl




Medical
Documentation Plan




5
Goals and Measures
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Beginning Next Week...

~* Discuss & answer
questions from staff

e Group to rewrite
processes & procedures

e Develop group to
assemble scripts and
packets







Benefits

Faster eligibility decisions
Fewer delays

Increased satisfaction among
customers

Less waiting time

Less frustration for consumers é:
employees

Streamlined process

New process is driven by
consumers & employees







Personal Lessons Learned

Took the impossible and made it possible ... IN 5 DAYS
We've been trying to tackle this problem for 20 years

Impressed by how we worked as a group.
Total contribution from team members.

Input from new hire - they gave great input we wouldn’t have
thought about

Collaborating as a team helped us come up with great ideas
Great sponsor support before and during the week

Director put everything on the table

Put your personal agendas aside for the betterment of the group
Batching is EVIL!!

Appreciate input from outside perspectives

It’s incredibly hard work

Streamlining a statewide process that is designed to meet individual needs
is incredibly challenging

No one defended their turf: customer was always the prime focus
RSC staff are committed to customers and mission

Bring sugar-free snacks
Headaches!!







Life as a member of a Kaizen event Team...

Pat Carroll
Tom Melfo




Questions & Comments

e ————— —
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