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TEAM: UNITED WE STAND!
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THE TEAM

o Michell Anderson, UCF o Toya Johnson, UCF

o Angelia Brown, UCF o Sonya Palm, UCF
o Larry Brown, UCF o Deborah Mercer, UCF
o Tasha Butts, UCF o Sue Thomas, UCF
o Connie Gamble, UCF o Lee Thatcher, DIC

o Janessa Haynesworth, UCF o Patrick Wilson, Public Safety




STAKEHOLDERS

o State of Ohio-General Public
o Unclaimed Funds Staff

o Government Entities

o Companies

o International-Banks

o Holder Communities

o Hospitals - Educational Institutions




EVENT OVERVIEW

o When an individual/organization discovers the
State 1s holding their unclaimed funds, they
submit a claim form to our Agency in order to
retrieve their funds. Our process begins when the
claim form is received and ends when the claim is

either paid or denied.

o Overarching Theme:

-Return unclaimed funds to the rightful owner
accurately and faster




SCOPE OF EVENT

o First Step: Customer Obtains Claim
Form

o Last Step: Customer Receives Payment,
Claim 1s Denied or Claim 1s Dropped.




OUT OF SCOPE

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

No additional staff.

No additional money.

No IT solutions until the process is 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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CLAIMS WORKLOAD

Claims Workload, FY 2013

BASELINE DATA
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BASELINE DATA: LEVEL OF APPROVED CLAIMS

Level of Approved Claims, FY 2013

47,435

4,906

Examiner Approved, Supervisory Approval Supervisory Approval Supervisory Approval a

No Supv Level 1 Level 2 Level 3




BASELINE DATA: RANDOM SAMPLING

Random Sampling of 30 Claims Approved%mFY

o 2013
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HIGH LEVEL PROCESS - SIPOC
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PROJECT GOALS

‘Identify and

reduce
‘ inefficiencies
Reduce in the
processing process
time and
eliminate the
O backlogs
Return J
unclaimed

funds to the
rightful owner
accurately




CURRENT-STATE PROCESS MAP

o 154 Steps

o 36 Decisions

o 35 Waste Points

o 105 — 181 days Lead Time




THE ORIGINAL PROCESSES HAD

I'oo Many Decisions
Too Much Rework

Too Many Handoffs

I'oo Many Loop Backs
TIM U. WOOD
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TIM U. WOOD

Transportation m m Over Production

Information/Inventory Underutilization Over Processing




STANDARDIZATION
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THE TEAM ANALYZED AND EVALUATED
ALL OF THE IDEAS

o Single Point-of-Entry
o Web-Based Processing
o Scanning on the Front End

o Eliminating Additional and Redundant Approvals

o Review of Claims Form
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CLEAN SHEET REDESIGN




FUTURE STATE




FUTURE STATE

82% Fewer Steps
92% Fewer Decision Points
92% Reduction in Waste




SCORECARD

Measure Current
Level

Process Steps 154 28 82%
Decision Points 36 3 92%
Waste Points 35 1 92%
*Process Lead Time Days Days

Typical 105-117 81%

2"d Approval 135-162 14.99

Actual Sample (30) 181 (avg.)

*From request for claim to check in hand




Direct Cost Annual Savings

COST-TIME
SAVINGS
ANTICIPATED

® Printing Imported

Claims
B Multiple Mailings

" Fewer Documents

Cost Avoidance Savings

W Less Time Opening
Mail

® Time Saved Setting Up
Wagers

" Time Saved Scanning
Documents

® No Batching Savings

W Less Time Examining
Claims




COST-TIME SAVINGS ANTICIPATED

$508,000.00 ]




MORE RESULTS

o Better understanding of
different sections jobs and
workload

o Rebalancing and
distributing of job duties.

o Elimination of Backlog

o Optimize Workflow and
utilize already available IT
solutions




IMPLEMENTATION PLANS

o Forms

o Information Technology
o Communication and Training
o Phasing

o Dashboard




FORMS PLAN




ONCENTRATION DIAGRAM
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INFORMATION TECHNOLOGY PLAN
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OTHER PLANS




COMMUNICATION AND
TRAINING PLAN




IMPLEMENTATION TIMELINE - PHASING
What Begins Tuesday...

Process
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3-PHASE IMPLEMENTATION PLAN

3-Phase Implementation Plan
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Communication
Develop Training Plan

Training - New Design

Restructure Mail Process

Clean Up Backlog
Walk-Ins
Settlement Auto-Process

Movement of Claims
Bl Incorporate New Forms
? Advertising Restructure
VOIP - Desktop Faxing
Training for Full Electronic Implementation

Full Electronic Claims Implementation

mDays Needed to Complete




DASHBOARD PILAN Backlog as of 9/3/2013

Commerce UCF Weekly Submissions
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SPECIAL THANKS TO...

Senior Leadership:
Andre Porter, Director, Department of Commerce
Jayme Brown, Asst. Director, Department of Commerce

Sponsor:
Yaw Obeng, Superintendent, Division of Unclaimed Funds

Team Leaders:
Larry Brown, Supervisor, Claims Processing
Connie Gamble, Supervisor, Support Services

Subject Matter Experts:

Alan Shellhause, CIO; Teresa Philbrick, Asst. CIO; Denise Lee,
Division of Unclaimed Funds Legal Counsel; Dina Karshner,
Labor Relations Officer; Andy Shuman, Human Resources
Director
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