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Key Stakeholders

e Taxpayers — (Constituents) Indirectly

e Customers — Attorney General (OAG) staff,
contractors, and law enforcement agencies

e | egislators— Indirectly

e Others — State agencies, business partners,
and others served by the OAG mission
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Event Background

ldentifying and building a
workable plan to improve
the satisfaction of
Information Technology
Services (ITS) customers
with their experience once
they have contacted the
ITS Client Services Call
Center.
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Scope of the Event

 What is the first step in the process?

— Phone call to the Tier 1 Client Services Call
Center number or an e-mail sent to the
Information Technology Services (ITS)
Support emall account.

 What is the final step In the process?

— Closing of the associated work order in our
Track-It system.
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Out of Scope

e No additional staff
 No additional money

 No IT solutions until the process is
Improved

 No changes to laws or labor contracts

 No one loses their job because of the
Kaizen event, although duties may be
modified
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To Break for the Better

 Customer focused
e Right people changing the

process
 One week-quick and action

oriented C%
 Necessary resources RAIZEN

available immediately

* New process |
Implementation begins next
Monaay
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Walk-Through

The following pictures show where the work
IS accomplished and where the process
lives.
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Baseline Data (May — Oct. 2013)

e Number of customers: 1,700+ OAG Staff and
contractors

« Number of completed work orders: 20,031

e Number in backlog items: 1,802 (12/4/13)
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Baseline Data (May — Oct. 2013)

Incoming Items

Phone calls
E-mails 9,052
13,847 40%
60%

Total work orders: 20,031
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High Level Process Map

_Suppliers Inputs Process Outputs  Customers
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Improve

responsiveness

of Information
Technology
Services (ITS)
Client Services
to customers

Project Goals

Receive 85%
customer
satisfaction
score

Shorten avg.
work order
close time by
33%

Improve
internal
efficiency of ITS
Client Services
by streamlining
the process and
eliminating
duplication of
work
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Current State
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Current State Had Too Many...

e Decisions

e Handoffs

* Loop Backs

 TIM UWOQOD
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Standardization
S\M\N& Yo s

ey = %
_\x‘\\“—“’\‘\*‘

Non Stanoaed Pies

. B
& IS ) ()
rr—— | oo




Brainstorm- 114 Ideas!
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Team Analyzed and Evaluated All

e Automate Equipment
User Agreement (EUA)
form

 Re-evaluate / follow-up
tech support

e (Customer
communication

 Forms used to gather
Info
e Assign by section
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Clean Sheet Redesigns




Common & Unique

UNIQUE
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Future State
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Future State Improvements

e Collecting all necessary information at the
start of the process

* Electronic forms

e Customers able to pull information

e Better use of technology

« System will auto assign work orders

e Customers can select follow up preferences
e Standard entry/exit point
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Scorecard

Measure Current NEW  Change
Level

Process Steps 84 39 549%
Decision Points 12 8 33%
Handoffs 10 5 50%
Loopbacks 7 1 86%
Delays 6 0 100%
Known Waste Points 32 0 100%
Process Lead Time 14 days 5 days 64%
(Sample: On-Boarding Sep-Dec 2013)
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Metrics & Event Savings
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Improvement Summary

Major Improvement How We Improved

Customers will now be able to access

Customer Friend|y Form and fill out a form for their ITS work
orders. The form was designed with

customer input.

Customers can select if they would

Personalized Follow Ups prefer to be contacted and can fill out
a follow up survey if they choose.

Customers able to Pull Work Dashboard will allow customers to
) track, modify, and close ITS work
Order Information orders.
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Implementation Plans

e« Communication

e Training

e Forms

 |T Changes

« Customer Experience
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Communication Plan
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Training Plan
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Forms Plan
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IT Changes
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Customer Experience
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What Begins Monday?
Time [ine TR

 Introduce concept to
ITS staff

e Standardize ITS
greetings

e Formulate Tier 1




Special thanks to...

Senior Leadership:
= Kim Murnieks, Chief Operating Officer
= Mary Mertz, First Assistant Attorney General

Sponsor:
=  Michelle Burk, Chief Information Officer

Team Leader:
= Mark Smith

Subject Matter Experts:
= James Gemperline
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Connect with LeanOhio
lean.ohio.gov

B facebook.
Linked [T}
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http://lean.ohio.gov/
https://www.facebook.com/pages/Lean-Ohio/246071062202898?ref=stream
http://pinterest.com/leanohio1/
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