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BACKGROUND- SCOPE

Problem/Opportunity Statement:

 Attrition (caused by retirements)

 Overtime

 Streamline the process

 Eliminate "Rework" on defects
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Scope:

First Step: Sorting of Mail, Opening Mail, Scanning Images

Last Step: Issuance of Registrations & Dealer Licenses, 

Update Suspension letters



BMV REMITTANCE PROCESSING SECTION’S 

PROACTIVE LEAN PROJECT
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Ohio Dept. of Public Safety

 Wanda Freeman-

Dixon/Process Owner

 Kathy Corrigan/Process 

Owner

Lean Team
 (ODH) Kevin Palicki/Facilitator

 (DPS) Christine Vincenty (special notice)

 (DPS) Patrick Wilson/Facilitator

 (LeanOhio) Scot Burbacher/Facilitator

 (LeanOhio) Michael Buerger/Facilitator

 (DPS) Geoff Dutton/Fresh Perspective



BACKGROUND- SCOPE

Metrics Reviewed:

 Average rework hours per month for defects

 Average transaction processing time
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Scope:

First Step: Sorting of Mail, Opening Mail, Scanning Images

Last Step: Issuance of Registrations & Dealer Licenses, 

Update Suspension letters



BACKGROUND - SCOPE

 Missing signatures

 Missing documents

 Address changes

 Payee/signature mismatch

 Ink/color rejects

 Incomplete data

 Mismatched data

 Damaged mail
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Scope:

First Step: Sorting of Mail, Opening Mail, Scanning Images

Last Step: Issuance of Registrations & Dealer Licenses, 

Update Suspension letters

Defect Definitions:



PROJECT GOALS
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Project Benefits:

 More transactions processed

 Shorter amount of time

 Greater accuracy

 Less materials

 Overtime reduction

 Improved efficiency



PROJECT GOALS
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Goal Statement:

 Reduce the processing turnaround time for the 

citizens from 3.25 to 2.25 business days;

 Reduce the processing turnaround time for the 

dealers license processing from 2.5 to 1.5 business 

days;

 Reduce the number of “rework” hours by 50%.



PROJECT GOALS
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Leveraging Opportunities:

1) New IT system coming in (BASS); 

2) Monitors;

3) Prospective retirements.



DATA COLLECTION PLAN
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BASELINE DATA
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BASELINE DATA
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HIGH LEVEL PROCESS - SIPOC
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PROCESS MAP – CURRENT STATE
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PROCESS MAP – FUTURE STATE
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EFFECTIVE LEAN TOOLS USED:
 Gemba Walk
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EFFECTIVE LEAN TOOLS USED:

Transportation

Inventory

Motion

Underutilization

Waiting

Overproduction

Overprocessing

Defects
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EFFECTIVE LEAN TOOLS USED:

 Poka Yoke
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EFFECTIVE LEAN TOOLS USED:

 Brainstorming into Affinity Diagrams
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IMPLEMENTATION PLAN
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What Who When Status

Communication Wanda Freeman-Dixon Feb. 26th, 2016 100%

Training
Team Leads and 

Supervisors
March 7th, 2016 75%

Forms Revisions Wanda Freeman-Dixon Feb. 29th, 2016 65%

Mail Center Dawn Skinner Feb. 29th, 2016 Pending

IT Integration

Dawn Skinner

Kia Cox

Jayson Hummel

March 1st, 2016 Pending

Metrics/Dashboard Kathy Corrigan April 1, 2017 Pending



PROJECT METRICS

Measure/ Result

Redirected Hours: 4,435

Cost Savings: $8,774.29

Measure Before After Difference

Process Steps 173 47 73% better

Handoffs 45 18 60% better

Decisions 115 17 85% better

Loopbacks 37 1 97% better

Auditing Steps 7 1 85% better
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COST SAVINGS SCORECARD
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Measure

Projected Savings 

Annually

1,648 less letters (no signature) $7,034.60

1,755 less letters (reorg check 21) $1,061.09

45,500 less doc’s printed (reorg 

research process)

$263.90

71,500 less doc’s (pending letter 

revision)

$414.70

Total $8,774.29



PROJECT BENEFITS - INTANGIBLE

 Employee pride

 Defeat attrition

 More efficient for the taxpayers
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AS A RESULT…

SIMPLER
 Fewer forms used in process

 Customer-friendly forms

 Fewer loopbacks

 Improved correspondence tracking

 Right people doing right part of the process
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AS A RESULT…

FASTER
 Less motion

 Fewer touches in process

 Less handoffs

 Customer processed faster

 Fewer delays
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AS A RESULT…

BETTER
 Fewer rejects

 More time doing value-added work

 Less redundant auditing

 Quality assurance moved to beginning of process

 More accountability

 Improved overall communication
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AS A RESULT…

LESS COSTLY
 4,435 projected redirected 

hours/year

 $8,774.29 projected annual 

cost savings

Postage, paper, envelopes

26



SPECIAL THANKS TO…
Senior Leadership:

 Director John Born

 Assistant Director Joe 

Montgomery

 Policy Chief Mark Gibson

 Registrar Don Petit

 Chief of Staff Curtis Mayhew

Project Mentor:

 Scot Burbacher – LeanOhio

Facilitator/Lean Liaison:

 Patrick Wilson - ODPS

Sponsor:

 Kathy Corrigan

Team Leader:

 Wanda Freeman-Dixon

Fresh Perspective:

 Geoff Dutton - ODPS

Subject Matter Experts (ODPS):

 Denise Vesner – IT

 Winston Ford – Legal

 Molly Bush – Printing Svcs.

Special Notice:

 Christine Vincenty – ODPS
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