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WE RESOLVE APPEALS!

e ——




THE TEAM: WE RESOLVE APPEALS!

o Ad Groeber o Debbie Patterson

o Brad Arnold o Christine Brothag

o Diane Guiler o Marge Brewer (Taxation)
o Jim Williamson o Paul Staley (ODOT)

o Therese Schumacher o Marina King (Taxation)
o Doug Palm o Kim Mowry (DODD)

o Carrie Young ‘




STAKEHOLDERS

o Taxpayers

o Customers

o Frequent Filers (Counsel)

o Tax Compliance Services, etc.

o Boards of Revision (including City Auditors)
o Boards of Education

o Legislators

o OSBA, Chamber of Commerce, etc.




BACKGROUND

The Board of Tax Appeals navigate and physically
manage a mountain of paperwork and cumbersome
IT systems — as well as ever-moving hearing dates to
get people to either resolve their appeals, or come 1In
for hearings as quickly as possible. We then process
another mountain of paperwork writing decisions
that must be similarly routed through the office, and
then back to the public.




SCOPE OF EVENT

o First Step: An appellant submits a
Notice of Appeal with the Board of Tax
Appeals

o Last Step: Decision 1s determined and
drafted, review and approval by Board
Members




Effective & efficient seamless introduction of
HB 138 requirements

More effective stratification of appeal types

for better planning & resource management

Efficient management of paper-laden process
to schedule/hear cases & write decisions

TEAM GOALS




OUT OF SCOPE

The basis for transformation is improving the
process with...

No additional staff

No additional money

No IT solutions until the process i1s improved
No changes to laws or labor contracts

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




TO BREAK FOR THE BETTER

o Customer focused

o Work level team

o Tight focus on time (one week)
o Quick and simple, action first

o Necessary resources available
right away

o Immediate results (new
process functioning by end of
week)




THE KAIZEN APPROACH
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eTraining
*Walk Through
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eDesign
eImplementation
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BASELINE DATA

o Number of Customers:

* 6,409 active appeals
(7/1/13)

o 526 Tax Commissioner
Cases (Tax Comm)

o 5,883 Real Property
Value (RPV)

o Number of Incoming
Items:

* 5,294 new appeals in
last 12 months

o Backlog
o 1,235

o Number of Completed
Items:

o 7,682 cases decided 1n
last 12 months

o 636 Tax Comm Cases
o 7,046 RPV

o Scheduling Stats:

e Pro Se NOAs filed
6/10/13: Scheduled for
10/9/13




HIGH LEVEL PROCESS - SIPOC

Suppliers Inputs Process Outputs Customers
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CURRENT STATE
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THE ORIGINAL PROCESSES HAD

o Too Many Decisions

o Too Many Handoffs

o Too Many Loop Backs
o TIMWOOD




TIMWOOD




STANDARDIZATION




BRAINSTORM — 85 IDEAS!

BRAINSTORM |

IDEAS




THE TEAM ANALYZED AND EVALUATED
ALL OF THE IDEAS

o Standardize appeal

o Better use of technology

o Reduce number of reviews
o Simplify forms (poka-yoke)

o Communication



http://www.google.com/url?sa=i&rct=j&q=turning+point+technologies&source=images&cd=&cad=rja&docid=DTh8PbKyCPDKRM&tbnid=FdKGTF-iNT_4AM:&ved=0CAUQjRw&url=http%3A%2F%2Fwww.proprofs.com%2Fquiz-school%2Fstory.php%3Ftitle%3Dknow-your-digital-classroom&ei=6kPLUYv_EsblyQGq0oCACg&bvm=bv.48340889,d.aWc&psig=AFQjCNH2DF400aj4z9PYJJP2wClFC8Cq8A&ust=1372362080781202

CLEAN SHEET REDESIGN




FUTURE STATE




SCORECARD

Measure Current New % Change

Level Level
Process Steps 170 45 73%
Decision Points 28 8 71%
Handoffs 16 9 43%
Loopbacks 5 1 80%
Delays 16 3 81%
Average Process 540 Days 295 Days 45%
Lead Time




COST SAVINGS




MORE RESULTS

o Job satisfaction

o More standardization

o Less confusion

o Decisions based on level of selected need
o More knowledgeable about process




IMPLEMENTATION PLANS

o Information Technology

o Communication and Training
o Forms

o Dashboard and Metrics

o Time Line




INFORMATION TECHNOLOGY PLAN




COMMUNICATION AND TRAINING PLAN







DASHBOARD AND METRICS




IMPLEMENTATION TIMELINE




SPECIAL THANKS TO...

Senior Leadership & Sponsor:
Jim Williamson

Team Leader:
AdJ Groeber, Brad Arnold, Doug Palm

Subject Matter Experts:

Carol Jones, Samantha Cowne, Debbie Rivers, Michelle Hutchison,
Richelle Thoburn, Temeka Higgins, Tina Pimentel, Michael Johrendt,
David Harbarger

Customers:

Tom Scheve, Hamilton County Prosecutor
Ted Bernert, Taxpayer Attorney

Nicholas Ray, Taxpayer Attorney

Andrea Weaver, Union County Auditor

Christine Mesirow, Attorney General’s Office
Kelley Gorry, Attorney
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