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Team Members
Administrative Services
 Mary Sen, Fiscal SME
 Ken Henault, Fiscal Manager
 Amy Rice, Surplus Manager
 Tom Lowery, Surplus Staff
 Mark Young, Surplus Staff
 Jeff Scanlan, Surplus Staff
 Larry McConnell, Surplus Staff
 Angelo Serra, DAS
 Rohan More, DAS
 Craig Finck, DAS

Customer Participants
 Bill Simon, DAS
 Randy Hawk, DPS
 Duane Rundio, DPS
 Ed Ogburn, COM
 Jennifer Harter, OBM
 Spencer Carey, OBM
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Background / Scope
 State Surplus’ use of manual processes and outdated IT systems causes 

operational inefficiencies and is unsustainable.

 Scope:

Customer Scope Inventory Scope

First Step:

Application submission Surplus property identified

Last Step:

Application expiration Refund issued to state agency
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Project Goals
Project Benefits
• Enables core business transactions to be conducted more 

efficiently
• Retires standalone systems, reduces siloes of information, 

and positions staff to focus on more valuable and strategic 
targets

Goals
• Reduce number of systems by 50%
• Reduce time needed to enter new customer data by 66%
• Reduce number of customer data inconsistencies by 100%
• Establish a comprehensive inventory system
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Project Plan
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Baseline Data
Measure Baseline

Number of systems used to store 
customer information 4 Systems

New customer entry cycle time 33 Minutes

Number of customer ID formats 5 Formats

Required Customer Information Captured 
in System 52%

Number of customer data inconsistencies 57

Number of days until miscellaneous 
property is completely inventoried 50 days

Warehouse Auction Prep Time 48 Hours Annually

Time to find a turn-in document 4 minutes

Other key data points were not available with the old way of doing things…
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Data Collection Plan

 17 performance measures
 Gemba walks
 Interviews
 System queries, reports
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Tools Used

 DMAIC
 Project Charter
 4 Voices
 Operational 

Definitions
 Standardization
 Standard operating 

procedures
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Before After

Error-Proofing/Poka-Yoke
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Process Mapping

• 8 processes mapped
– Customer application
– Customer maintenance
– Miscellaneous property turn-

in
– Vehicle turn-in
– Auction
– State invoice
– Federal invoice
– Agency refunds

• Waste identification
• Brainstorming
• 34% reduction in steps
• 22% reduction in decisions
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DPMO and Sigma Level: 
Customer Data not in System

3.4

230

6,210

66,800

308,000

690,000

6σ

5σ

4σ

3σ

2σ

1σ

Defects per Million Opportunities (DPMO)

Baseline: 1.45 σ

12,628 opportunities

6,580 defects

521,064 DPMO



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. lean.ohio.gov

Graphical Displays
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Attribute Agreement Analysis

• Is the agency name 
correctly entered?

• Not enough agreement 
between each appraiser 
and the standard

• Solutions: employ 
dropdown lists where 
possible to standardize 
entries
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Project Metrics

Measure Before After Difference

Process Steps 172 114 34%

Decisions 27 21 22%

Number of systems used 
to store customer 
information

4 2 50%

Number of customer data 
inconsistencies 57 0 100%

Number of days until 
miscellaneous property is 
completely inventoried

50 1 98%

Redirected work hours* 65 6 59

*Involves entering new customers into system, preparing for warehouse auctions, and 
searching for turn-in documents requested by agencies
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Project Benefits - Intangible

 One system to work in on a daily basis
 Accurate inventory records
 Real-time inventory lists available online
 Intuitive online forms
 Availability of key data points to drive 

continuous improvement efforts
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Improvement Summary

Current Key Issues

Multiple systems and ID formats to manage 
customer information

Lack of a comprehensive inventory system

How We Improved

1. Leveraged BI reports and system interfaces 
to reduce to two systems

2. Adopted OAKS customer number formats

Developed new turn-in process and online 
forms
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As A Result

 Customers will have improved access to the State 
Surplus program (easier to use forms, online 
inventory, etc.)

 Surplus staff will be able to focus on more valuable 
and strategic efforts

 Data will now be available to inform continuous 
improvement efforts (e.g. processing times, workload)
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Special thanks to…

 Erik Yassenoff, Sponsor
 Mary Sen, Fiscal SME
 Ken Henault, Fiscal Manager
 Amy Rice, Surplus Manager
 Bill Simon, DAS
 Randy Hawk, DPS
 Jennifer Harter, OBM
 Spencer Carey, OBM
 Angelo Serra, DAS
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Questions/Comments
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