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Stakeholders

Taxpayers
All Suspension and Licensing units
Mailroom

Remittance

Revenue Management
Courts

Insurance Companies

Law Enforcement agencies
Attorneys ‘ G

Deputy Registrars
Prosecutors




Background

License suspension correspondence is delivered to the mailroom via the post
office. The mailroom staff sort the documents according to the different
departments within the BMV. Clerk 3 staff from the 2"d floor Document
Management Unit (DMU) go down to the lower level mailroom ( since it is a more
secure area) to open and sort the daily incoming mail according to the different
units within the Suspensions and Licensing Section. Reinstatement documents for
license suspensions include but are not limited to court orders, citations, limited
driving privileges, reinstatement fees & proof of insurance. The documents received
affect driving records of thousands of drivers. The DMU staff bring the
correspondence back up to their unit on the 2" floor to sort the correspondence by
specific processes within the units. The sorted correspondence is then distributed
to other Clerks within the unit to be prepped and batched. Once the documents
are batched they are scanned into workbaskets within the imaging system (CPIC).
The workbaskets are identified by the type of work to be completed. Staff from
each of the units process the work from the workbaskets. The original
correspondence is retained within Document Management until it has been worked
by the unit and indexed.
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Scope of Event

What is the process?

The process begins when the correspondence related to
driver license suspensions comes into the mailroom via
the post office from courts, law enforcement, insurance
companies and the motoring public, to the reinstatement
of the driver license.

Overarching Theme:

To efficiently process all documents received that impact
the public and their ability to drive within the guidelines of
Ohio’s laws.




Out of Scope

Areas that will not change as a result of the
Kaizen event are:

® No one loses their job because of the Kaizen event, but
duties may be modified.

® Need for additional staff is not dependent on
Improvement process

® Need for additional monies is not dependent on
Improvement of process

® No legislative changes or changes related to collective
bargaining.

® No IT solutions until it is determined that an IT solution
IS needed.



Goals & Objectives

Improve Customer Service — streamline the process to more
efficiently reinstate the customer and get them back on the
road and to work as soon as the law allows.

Eliminate unnecessary routing of documents

Develop a metrics to measure production
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Baseline Data

License Reinstatement
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Baseline Data

Comparison of Total License Reinstatement Fees Processed and
Those Processed by Mail
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Baseline Data

Mail Related to License Suspensions (estimated)
(assume 4% of all incoming mail- based on 2010 experience)

137,521 134,688

119,542 116,686




Baseline Data

CY 2011 License Suspension Caseload
January 1, 2011 through November 10, 2011

(Includes both electronic and paper)

| Status | #Cases || Notes
| Casesopen | 1,925,199 | |Curent cases being processed___
[ CosesClosed | 6o | [smcerdaom
[ CasesPending_| 25,152 | [Before the actualsuspension sarts_

Cases Stayed m. These cases are "closed"

| CasesModified | 47316 | |ludicial changes/modifications |
m. Involves CDL license

Fee Required 820,228 | |Driverstillowesafee |

Deleted | 1,029,567 | |Court-ordered because of error, etc.|

| osss9| |




Walk-Through
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Our Customers Told Us




Our Customers Told Us

I Professionzlism

I Commurication

I Timelness of processing a suspension or reinstatement

B cnowledge of the license suspersinn and renstasement proress




@ To Break for the Better

® Clear objectives

O]

Team process

@ Tight focus on time
(one week)

® Quick and simple,
action first

® Necessary resources
available right away

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




The Kaizen Approach

Team-based energy and creativity drives immediate
process improvement

DAY 1 DAY 2 DAY 3 DAY 4 DAY 5

Day of Day of Day of Day of Design | Day of
Learning Discovery & Improvement & | Implementation | Celebration &
Developing Creating the & Results
Improvement New process Documentation
Ideas Schedule 30-60-
90-day follow-

ups




Quest for Standardization

o




Lead-Time Reduction

M \Wasted Time and Activity Il Core Process Value
Added

Backlog Excessive Motion Defects & Loop
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Current-State Process Map




The original processes had:

'00 many steps

Too many handoffs

Too much paper

‘00 much transportation
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The team brainstormed and more than 60
improvement ideas




The team analyzed and evaluated the all
the ideas

IMPACT

Categorized




Clean Sheet Redesign

. ldeas turned
— @ OWEE Into actions!



Old Process 56 Steps 9 Handoffs

New Process
20 steps 4 handoffs




Legacy Scorecard

Current
Level

Mail Processing Time 56 steps 20 steps | 64%
Decision Points 10 1 90%
Handoffs ) 4 56%
Sorts 5 2 60%
Batches 3 1 60%
Delay Points 13 2 85%
Cover Sheets 50 1 98%
Work Baskets 49 24 50%
Customer Satisfaction Level 3.5 TBD TBD

3/7/2012
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Legacy Scorecard

Current NEW
Level

Mail Processing Time 10-22 days | 6-11 days | 50%

Backlog 11,000 0 100%
pieces

Costs Savings/Cost Avoidance $7,057.42 Savings — Printing Costs

$6,880 Savings — Mailing Costs

$195 Savings — Sheet Printing Costs
$177,556.00 — Annual Cost Avoidance
TOTAL ANNUAL SAVINGS $14,132.42

TOTAL ANNUAL COST AVOIDANCE
$177,556.00




More Results

® Reduction of batching, taping, & counting of
documents

® Improved customer satisfaction

® CSA2’s do all varieties of unit work
® Standardization of forms

@ Faster processing & access to records
® Better use of technology
® Fewer work baskets

® Fewer cover sheets

@ Better utilization of staff




.
Improvement Summary

Current Key Kaizen
Issues Improvements
Multiple Batching Significantly Reduced Batching

Excessive Paper Handling |Significantly Reduced Handling

Excessive Transportation |Reduced to 46 ft.
Up to %2 mile in building

Undefined Metrics Dashboard of Metrics
Visual Management

Average Customer Survey |Expected Improvements
“Target is Above Average”

56 “Waste” points Reduced to 1

e



Implementation Plans

® Forms Plan
@ Equipment and Technology Plan
@ Backlog plan

® Communication Plan

@ Training Plan

® Human Resources Plan
® Facilities Plan




Forms Plan
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Training Plan
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Product Area

Dashboard

Current Year Projected Sales Dashboard

Projected Sales (Current Year)
in ($1,000's)

Member Dues
Meetings
Sponsors

Subscriptions

Product SulnsL

Member Dues 7——T—T—8——

&
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Product Sales "
Product Line Growth Rates (%)

Projected Sales (Current Year)

/_ \ B Member Dues

Meatings
Sponsors
Subscriptions

' Product Sales

(L)

Projected Sales (Target $5M)
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Facilities Plan
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Overall Kaizen Benefits

 Knowledge of BMV
Departments

« Better Communication

« Establishing Goals

* Learning From One
Another

* Improving Internal/External
Customer Service

« Simplifying Processes

« Cost Savings/Avoidance




What changes Monday?

® Introduce New Process

® Motivate Staff /
Communication

® Execution of Action
Registers

® Setup Timelines/Mtgs

@ Stay Focused on the
Task

® Prepare for
Implementation




Personal Lessons Learned

Willing to Disagree
Willing to Compromise

Efficiency Through
Teamwork

® Embracing Change/
Other’s Ideas

@ Improving Organizational
Skills — 5S

Visualization Brings Clarity

Government Can Be
Flexible

©@ ®©@ ®

®©@ ®




Life as a member of a Kaizen event
Team...




What Questions/ Comments
do you have?

Lean.Ohio.gov




Special THANKS to...

Senior Leadership: Director of the Department of Public
Safety, Tom Charles

Sponsor(s): Registrar of the BMV, Mike Rankin

Jamie Bryan, Assistant Registrar; Tim Fisher, Administrator
Suspensions & Licensing Services; Don Petit, Assistant
Registrar

Subject Matter Experts: Winston Ford, Legal; Karen Rodgers,
Verification Services; Dan Davies, Facilities; Keith Albert,
Project Mgmt.; Molly Bush, Print Services; Kyle Dupler,
Administration

Customer: Lori Kette, Franklin County Municipal Court



