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Meet the Team

o Michelle Upshaw, Facilitator, Green Belt Candidate, Change
Management Consultant

o Sheri Fitzpatrick, Subject Matter Expert, BWC EEO Director

o Tom Sidick, Subject Matter Expert, BWC Personnel Manager

o0 Mugsy Reynolds, Black Belt Mentor, Program Managetr,
Department of Insurance

o Dydema Kulp, Technical Assistance, BWC IT Program
Manager

0 Michael Smith, Technical Assistance, BWC HR Training
Supervisor
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| E AN.hio Project Charter

Project/Event Title Exit Questionnaire Process Improvement
Project Facilitalor Michelle Upshaw

Agency/Organization Ohio Bureau of Workers' Compensation

Project Mentor Mugsy Reyolds, Dept. of Insurarce. Black Belt
Charter Last Updated Date 5/16/2016

Pmo]eet Background - v e P Y e

BWC's Chief of | uman Res:umes req.aested & more elficienl process o acqu-ra the feedback ct voluntarII/ departing erp
through the Ext Questionnare in order to idenlily mprovemeant opportunities for current BWGC emplayees.

Problem/Opportunity Statement T TN E s =
BWC's HR depailmeni rece ves cnly 13% retum of exit guestion naires from employea wru) wolumanly leave ihe Bureau.

SCCPE
{dafine boundaries)

Emglg@e caom E!eles and relums cuesllunnalres ta HR-FFQ whn kenps on hle

Project Goals B el =T B R =

Creating a process for gemng he l:.xtt Questiornzre forms to depamng staff while they are st employed {versus aner they
left); create a system tor racking and storing retumed Exit Questicnrairas: and improving the process for following up on in
- ~eived.

rroject Boundaries s T MR i AT |
Allimproverenl iecom mendatons vall be »rnplememecl atthe dlsa'enon of the Spcnsot All recommendaticns will be
inplemented with existing resources. No acditional resources will be made available for this process improvement.

'Podormanco Metrics: 2 S Performance Metrics
What measures will tell you if you are luocuﬂul."’ - : Goal | Final _
Creation of & process fur yelling the Exit Questionnare forms tc ceparting sieff Nor- Process
PO o thein leaving. existent | createc
Creaticn of a system for tracking and storing returned Exit Questionnaires. Nor- Systam
existent createc
% 3 Manually |Electronical
Impraved process for follewing up on input received. don e Iy dcne
Projected Benefits | B e - e S_E

Projected bepefits: 1} Increase the number of retumed Questornaires and thereby uroover addibenal wnpmvement npport
2) an improved fracking and storage process will ehminate the cument need to store hare copies of ret :rred questionnaires
procass that wil generate alerts to funclians nvolved in the process for follew ng up an inpit recaived from departng emplc

[l_’wj'ect Team = s o : B L8 TN
Tean Leaa: Micrellz Upshaw

Team Champlon/Spensor: Tnni Brokaw

Process Owner: i
Team Members: Mtchella Upshaw, Sheri Fitzpatrick, Tom Sidick. Dydema Kulg, Mike Lucic, Mu: Reync

|Subect Matter Experts: Shen Fitzpatrick and Tom Sidick
‘ect Champion/Sponsor and Process r Sign- X

rwm committed to support /p;ﬁ: 1
Sponsor Signature: /c'
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Suppliers

Inputs

Process

Outputs

Customers

*  Supervisors

*  Exiting
employees

= EEO
=  Personnel

o OQAKS

*  Resignation
letter

= Email from
supervisor that
employee is
leaving.

=  Separation
report

»  Acknowledge
ment email
from
Personnel
=  Completed
exit
questionnaire

Improvements to
agency

Supervisors

Current
employees

Future
employees

! i ! 2. " ! 2. :
I ] | HR sends _r | HR Chief 5.

! 1. ! EEO receives ] I
| . acknowledgement . N addresses Improvements/
 Employee submits email with link to questionnaire and nefarious activity corrections are |
| intention to resign/ | exit questionnaire notifies HR Chief if with departin - .
© retire letter. AN : nefarious activity is | paring : '
! 1 ! PDF | reported I employees |
o R - ' |_.swpevisor_ ! _ =
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Current State Process Map

Exit Questionnaire Current State

Sends email

to BWC
Employee
Separation

mailbox

Sends
acknowledgm
ent email to Prepares
employee parati
encouraging report
them to fill out
Exit Survey

; Follows up ;
Aocesses Senos amai o Reviows with HR Chief Flles
separation Yes employee that Prints off hard survey content el electronic and

report to see el i > for nefarious Yesy lOfe@e | paper copies
who is sy CORY comments/ SO of completed
voluntarily issues IR surviy

Isavlng Mails letter with hard issues

NO—————P+{ copy with exit survey to No T
empioyee, L
Y
Emails or mails
completed or
Yesw  partially-
completed
survey to EEO
No
A
Meets with
necessary
people about
feedback of
nefarious
activities.

Risk: Only one individual at the BWC has the knowledge to perform this function of EEO.
Recommendations:

e Send out Exit Survey to employees earlier in the process.

e Personnel will attach SharePoint link to the survey in the acknowledgement email to exiting employee and cc EEO. Completed surveys would be saved to the SP site.
e Discontinue practice of copying and filing hard-copy exit surveys.
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Current-State Process:

0 5 functions involved in the current
process

0 15 steps
0 5 handoffs

0 3 decision points




CurrenttSt ate Proce

Between 2013 and 2016, reports indicate
that:

0 493 Exit Questionnaires were
requested of voluntarily departing
employees

0 67 Questionnaires were returned

0 A return rate of only 13%
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Process Voices

o Voice of the Customer:
A Feedback from Exit Questionnaires used to address issues that, because they are
leaving, will no longer affect them.

A Primary beneficiaries Questionnaire process are current /future employees who are not
directly involved in the process.

o Voice of the Employee:
A VOE and the VOC are one in the same.

A Because it is voluntary, the Voice of the Employee may not be heard at all.

o Voice of the Process:
A The VOP is represented by reports from IT division representing 1) all departed
employees and 2) all departed employees who returned Exit Questionnaires.
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Exhibit of Baseline Data

The Voice of the Process
Initially, the only apparent data available were the number of employees who had voluntarily left
the employ of BWC, the number of returned questionnaires, and the various reasons given for their

departure. Employeesd reasons for |l eaving BWC
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Waste and
Other Pain Points:

0 Only 13% return rate on questionnaires
o0 The Exit Questionnaire process is largely manual

o There is little opportunity and means to gather/analyze
data over time

0 There is some unnecessary duplication and storage of
documents
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Root Cause Analysis

The 5 Whys

Problem Statement: BWC is only receiving 13% return on Exit Questionnaires depriving BWC
of valuable employee feedback.

1. Why?
Because it is a manual process, employees may find it cumbersome.

2. Why?
Because the current questions are open-ended requiring employees to write answers on paper
which becomes time consuming.

3. Why?

Because it was felt that open-ended questions afforded the responder the greatest latitude in
answering.

4. Why?

Because the responders could answer however they chose and the technology for allowing greater
latitude did not yet exist.
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Hypothesis

o If the Exit Questionnaire were
converted to an electronic format (i.e.
SharePoint), we might increase the
percentage of returns in addition to
having a measurable process.




Brainstormed Ideas for
Improved Process

A Conduct 1 on 1 meetings with each departing employee to ensure
completion of questionnaire.

A Create an on-line, electronic version of the Exit Questionnaire on SharePoint
that is easily and quickly accessed and returned.

A Making submission of the questionnaire mandatory.
A Crafting the questionnaire so that is objectively measureable.

A Send the link to this version to departing employee as much in advance of
his/her departure as possible.

A Set up alerts to Personnel and EEO whenever a new questionnaire is
received.

A Create a document library in SharePoint to save all such documents.

A Present the questionnaire at least 2 to 3 weeks prior to date of departure
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Benchmarking

0 Of 26 state agencies identified as my sample
group, nine responded.

AEight of the nine who responded continue to
conduct exit surveys 1 on 1 with 100% return rate

AThree of the eight responding focus only on
benefit-related guestions, not process
Improvement

AOne of the nine responding has discontinued
conducting exit surveys altogether
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Future State Process Map

Exit Questionnaire Future State

Sends notification
of voluntary
separation email Sy &
._’ o . %ﬁz
Employee
Separation
mailbox
Sends acknowledgment email
to employee (and CCs
sF;repraai;?:n Ye supervisor and EEO) with a
"_3: ort link to the online Exit Survey
& encouraging them to fil it out
and return it.
No
Mails letter with Receives hard copy of Reviews survey Relates
sha’d o?py of Bxit completed survey or content for nefarious If survey is hard copy,
”"zq:es"ng alert from SP that —»{  nefarious comments/ [——»{ scans and saves to SP
completion and submission has comments/ issues to HR site.
submission. occurred. issues Chief.
‘ f
Mails hard copy
to EEO or
submits
completed
sSurve
SharePoint)
Meets with
necessary
entities about
concerns about
nefarious
activities.

Recommendations:

+ Create an electronic version of the Exit Survey on SharePoint.
« Personnel will attach SharePoint link to the survey in the acknowledgement email to exiting employee and cc EEO. Completed surveys will be saved to the SP site for EEO review.
e Hard copies of Exit Surveys will no longer be printed out and kept on filed. Hard copies received by EEO will be scanned and saved into SP site.

Risk: Currently, only one individual at the BWC has the knowledge to perform the function of EEO in the Exit Survey process.

Oh - Bureau of Workers’
lO Compensation




Measurement

AOn a monthly basis, graphical summary reports in
SharePoint of all Exit Questionnaires requested to
be completed i both returned and non-returned 1
will provide the success/failure metrics of the new
process.

AThis data will be analyzed to determine what
changes have occurred in the process and will be
reported to the Chief Human Resource Officer.
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Exit Questionnaire Example
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Exit Questionnaire Example




