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How Did We Get Here?

« Why are we doing this event? To do better
for our customers and ourselves.

« What needs to change? We need to
eliminate work that helps no one.

« Theme for the event? Change for good.
Eliminate over-processing in Intake.
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Event Scope

First Step Final Step

Complaint
resolved, closed

A constituent because it can’t be

files a resolved, sent for
Complaint iInvestigation, or

referred to the
Economic Crimes
Unit
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Event Baseline Data

Jan 2014 — May 2015 Complaints to IDR v Closed by IDR
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Event Baseline Data

Complaint Specialists Bi-Weekly Report
(With Deb Lawver’s Non-TDR Complaints)
6/19/15 — 7/2/15

 New Complaints: 757
 Pending Complaints: 2,483

e 90 - 241 (9.7%) this period vs. 221 (8.9%) last
reporting period

60— 142 (5.7%) this period vs. 223(8.9%) last
reporting period

« 30 -400 (16.1%) this period vs. 358 (14.4%) last
reporting period
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Process Improvement Goals

Increase the
number of
favorable
outcomes for

consumers
(To Be Defined,
Close, Pending)

Decrease
redundant
steps
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Decrease the
average time
complaints
stay open
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Out of Scope

* No more money
* No additional people
* No IT solution until the process is improved

* No changes to Laws, Statutes, Regulations,
and Contracts

* No one Job Loss as a result of a Kaizen Event,
but job duties may change
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Change for the Better

 Customer focused

* Right people changing 4

the process %
* One week-quick and

action oriented m
- Necessary resources K A I Z E N

available immediately

* New process
Implementation begins
next Monday
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Day One
» |Level setting

« Scope of event
« Stakeholder identification

« Current state mapping
; ”

\"
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. 'D_g;/’;l'wo N
M . Finish current state
mapping
. Wagte identification
 Value added discussion
* Lean Six Sigma training
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 Problem solving
* Process redesign
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- Day Five

- More implementation
planning o)

» Celebration
« Sharing results
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Current State
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20 Functions 182 Steps 43 Decisions
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Future State

9 Functions 73 Steps 22 Decisions
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Simpler

Scams removed from IDR

Specialists no longer performing re-checks
« Referrals, consistency, streamlined to PIA's
 Kiosk reduces paper complaints = walk-ins
* Quicker entry of paper/mail complaints
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Faster

* Processing time reduced from an
average of 48 days to a projected 2 days!

« Scams and Lemon Law issues will be
closed by the Help Center rather than
being passed to specialist to work

« Reviewed and reduced letters for more
effective communication

* IDR Timelines tightened resulting In
consumer receiving results sooner
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Better

« Specialists time will be re-deployed back
to critical work

« Better customer service

 Staff will be empowered — leading to higher job
satisfaction

« Working relationships between all units will be
enhanced breaking down silos

* Reduction in backlog and eliminate of backlog
projected by

« Clearer consumer letters resulting in better
Interactions with the public
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Less Costly

* Less paper being received, processed
(pushing email at intake)

« Redeployed hours to critical cases
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Summary Scorecard

Measure Current Level NEW

Process Steps 182 73 60%

Decision Points

Handoffs 43 22 49%
Loopbacks

Process Lead Average of As few as

Time 48 days 2 days
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Implementation Plans
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Implementation Plans

MNexsuees of Success
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Implementation Plans
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Implementation Plans
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Implementation Plans
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What Begins
Monday?

m Lisk for
e st eek of LeshonLow ' '
. %g%l% P e iy oy fekoc;hov\y“ Aot « Emphasis on using
VDN n o .
z REY e foinng  ELV Rap. for e the website
/s‘)“ a‘\‘wwﬁﬁ RIOSK i Lyt I e Supporting docs
wy TR A, OO WAL
o b e Lo iy = O 52 only when asked
Wew yson P — '“‘”'3/ -
T very | DK o m— -
rplamay | B %gdm * PIAs assigned to
| category teams

« Scams and Lemon
Law handled by
Help Center
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Special Thanks to...

Senior Leadership:

Sherry Maxwell, Kim Murnieks, Mary Mertz, Michael Murry, Paula
Armentrout, Ann O’'Donnell

Attorney General Mike DeWine

Sponsor:
Melissa Wright, Johnathan Blanton

Team Leader:
Sheila Laverty

Subject Matter Experts:
Heather Stubbs, IT
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