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DEFINE
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CHOP Suey
Team Members:

Meghan Duvall, Mindi Harris, Travis Moore, Lisa 
Osborne, Jeff Fukuda, Sherry Hamilton, Cheryl 
Guyman, Carlos Vega-Quinones 

Camo & Green Belt Assistants: Meghan Leak, John 
Haller, Lesley Scott-Charlton, Brandi Potts, Lynda 
Zamora, Tara Stant

Missing from photo: 

» Michelle Horn, Melissa Stills, Terry Moore, Julie 
Moore, Deborah Hughley, BiBi Manev, Carolyn Simms
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Team Members 
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What is Critical - To - Quality?
• Who is our customer?

Ohio Department of Medicaid

• What does your customer need?

Reduce opportunity for providers to contest debt w/ auditors

Decrease overall time it takes to complete Debt Summary

• Use two actual quotes you heard your customer say;
» (1) “When does audit stop auditing?”

» (2) “If we can just get audit to stop.”
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Project CTQ – Flow Down - Update

Best overall choice
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Reduce opportunity for providers 
to contest debt w/ auditors  

&

Decrease overall time to 
complete Debt Summary Process

10/20/2016 6

Problem Statement - Updated
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SIPOC
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MEASURE
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• Project Y – Debt Resolution Time

• Operational Definition of Project Y? Debt Resolution Time is the time 
a provider CHOPs, closes, or is terminated until the time debt is 
settled and paid
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Project Y and the Operational Definition



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

• Find Completed Debt Summaries with start of 2012 and stop date 
that can be identified 

• Identify Completed Debt Summaries

• Find paid to and/or collected from dates

• Did providers have accessed lien?

• Average days to be completed

• Average amount paid/ collected

• Interviews completed with role defined to help with data collection

• Define target for baseline (400 days)
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Data Collection Plan - Updated
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Data for Project Y
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What does the data show….

• Why do we have such a long resolution 
time for CHOPS

• Limited Technology

• Limited Communication

• Debt Estimate not set

• Auditor stopping point not defined

• Legislation governs different parts of this 
process

• Explore what our ‘neighbors’ are doing

• How much does this cost to complete?

• How long is this current process taking?
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• Data has too much variation and is off target

• Re-collect data the identifies CHOP, Closure, or Termination

• Change target baseline from 180 days to 400 days
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Improvement Goal for Project Y
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ANALYZE
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Updated Data
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Who is Tim U. Wood (T.)?



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

89
597

66

314
94

17

312
062

5

292
766

8

290
262

1

290
260

3

279
812

9

270
363

1

269
140

3

268
982

7

254
837

2

234
764

2

230
807

8

2304
90

1

0740
229

0532
454

0476
962

0416
697

0372
010

0318
838

0275
492

0116
672

0101
071

0082
248

00
60

574

1200

1000

800

600

400

200

0

Provider No.

D
ay

s 
to

 C
o

m
p

le
te

Individual Value Plot of Days to Complete



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

10

1200

1000

800

600

400

200

0

Ext

D
ay

s 
to

 C
o

m
p

le
te

488
451.933

Boxplot of Days to Complete



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

NoYes

1200

1000

800

600

400

200

0

Revised Debt Summary Request

D
ay

s 
to

 C
o

m
p

le
te

444.563

505.111

Boxplot of Days to Complete



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

10/20/2016 26

Extensions Quantified
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There are 19 X’s identified 
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Cause & Effect Matrix 

Scale - Impact on 
Process

0 No

3 Minimal

5 Major

10 Definitely
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Identifying Vital X’s & How to Test
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IMPROVEMENT
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Debt Estimate Fishbone
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Top 5 X’s to be Tested

• Personnel -20.77%

• ORC Outdated/Extensions –
17.57%

• Documents in On-Time/No 
Tracking System – 16.29%

32

Prioritized List of X’s
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List of Vital X’s – Significant X’s 
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Problem

• Personnel shortage has become 
an issue

• Current process filters to 
individuals and not 
sections/teams

• Knowledge of process not 
shared

Recommendation

• Cross training recommended

• Need for internal roles, polices, 
and procedures

• Have Audit PD re-written to 
reflect actual job duties and 
roles with less ambiguous 
language
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Personnel  (X-8)
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Problem

• Current language does not list 
Medicaid – though amendment 
was written 

• Written prior to Medicaid being 
a stand alone agency

• Current language contradicts 
itself and makes it difficult for 
Medicaid complete task in 
respective sections

Recommendation

• Revise Ohio Revised Code –
Legal already pending 

• Survey Sections for pain points 
and recommendations
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ORC Outdated (X-5)
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Problem

• Extensions not collected prior to 
2015

• Tracking will demonstrate 
extensions increase number of 
days to complete

• Use 1 Sample T

Recommendation

• Begin tracking 2015 forward

• Develop internal policy, 
procedures, and guidelines for 
granting extensions

• Revise ORC to reflect
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Extensions (X-9)
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Problem

• Tracked data from data 
requested to data complete

• Provider often asked for 
extension

• Concluded that for every 
extension asked and granted = 
additional 30 days to process

Recommendation

• Begin tracking 2015 forward

• Develop internal policy, 
procedures, and guidelines for 
granting extensions

• Revise ORC to reflect
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Documents in On-time (X-3)
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Problem

• This is a known issue

• Current technology is unable to 
produce a complete profile of 
provider 

• Needs of employees are 
currently not documented

Recommendation

• Produce questionnaire to see 
what technology is currently 
used

• Develop technology to produce 
complete profile of provider and 
their present status

• Capture needs of employees
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No Tracking System (X-10)
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CONTROL
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• Re-wrote The Debt Summary Process

• Add the new legislation letters

• Single point of contact

10/20/2016 40

Sustained Solutions New Standard Operating 
Procedures (SOP)
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•Prepared a Training Plan that included an update to 
internal SOP
•Trained the employees on updated SOP’s
•Kaizen event held and all employees made a future 

state map that has served as a baseline for training
•Communication letter – followed up with Audit & 

Claims to find out if the changes requested were 
included 
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Sustained Solutions New Training Plan
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Action Register for Big Items
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30-60-90 Day Action Register



M a k i n g  O h i o  B e t t e rO H I O  D E PA R T M E N T  O F  M E D I C A I D

10/20/2016 44

Project Documentation/Control Plan
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• Completed 30 day and 60 day Follow up

• Improvement to Process has been implemented and applied

• Process now is working more efficiently, with less defects, and in less 
time
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How is the group doing now? Is the process 
faster?  If so, why?  
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• Construction of the system requirements

• Used for prototyping the lifecycle of a process where data for 
business requirements are collected and new information system is 
created for 

• This is required because several systems are currently used, but are 
out date and unable to communicate with one another
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Joint Application Requirements (JAR) and Joint 
Application Design (JAD) Sessions - Pending
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• People are a variable

• Facilitating is Counseling

• Project Manager is needed
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My Takeaways
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Questions?


