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Stakeholders 

• Ohio Individuals and Families 

• Providers 

• County Boards 

• Other Divisions in the Department of Developmental 

Disabilities 

• Federal Government 

• The Ohio Department of Medicaid 
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Background 

– Doing things because we have always done them 

– Review Set-up Process 

– Better utilization of software 

– Development of quality indicators to be used in all 

settings 

– Remove redundancy and inefficiency 

 

Work Smarter, Not Harder 



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. 

Scope of Event 

First Step in the Process: 

Identifying providers for review schedule 

 

Final Step in the Process: 

Verification of implementation of the plan of correction 

or Suspension  and Revocation (or if successful 

completion of the review with no citations, the approval 

letter) 
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Out of Scope 

• 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 
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To Break for the Better 

• Customer focused 

• Work level team 

• Tight focus on time (one week) 

• Quick and simple, action first 

• Necessary resources available         right  

• Immediate results                                  
(new process functioning by end of week) 
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Kaizen Event Approach 

• Introductions 

• Scope 

• Current State 

Day 1 

• Waste 

• Training 

• Brainstorming 

• Analysis 

Day 2 
• Clean Sheet 

Redesigns 

• Future State  

Day 3 

• Commitment 

• Implementation 
Planning 

Day 4 
• Results 

• CELEBRATION 

• Report Out 

Day 5 
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Baseline Data  

Customers 

TDD Providers 2,900 

Licensed 

Facilities 
1,177 

Actively Billing 

Providers 

Approx. 

5,000 

Incoming Items (per 

Month) 

CARF Reports 10 

Invoices for 

Payment from 

Hotels 

16 

Complaints 20 

Rule Waivers 16 

Development 

Requests 
7.25 

Licensure 

Inspections 
110 
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High Level Process - SIPOC 
Suppliers      Inputs        Process        Outputs          Customers 
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Event Goals  

Develop 
performance 

metrics of staff  
and utilize 

training 

Develop 
communication 

resource to 
discuss quality 

and sub-par 
care 

Develop 
consistent 
metrics in 

review process 
and reduce 
non-value 

added steps by 
50% 
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Current State 
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Current State Process Map 

• Too Many Decisions 

• Too Many Handoffs 

• Too Many Loop Backs 

• Lack of Standardization 

• TIMUWOOD 
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Standardization 



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. 

Brainstorm – 139 Ideas! 
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Team Analyzed and Evaluated 

All of the Ideas 

• More information on the 

website for Providers 

• Error proof forms  

• Develop training 

webinar for providers 

• Standardized process  

• No more spreadsheets 
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Clean Sheet Redesign 
Team One 

Team Two 

Team Three 
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Future State 
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Future State Improvements 

• Remove multiple handoffs 

• 777 process-through out the process and 
reduced time 

• All review processes combined into one 
process 

• License and awards moved to the end of the 
process (after POCV) 

• Initial contact with reviewers 

• Utilizing a schedule team 

• One and Three year model 
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Scorecard 
Measure Current 

Level 

NEW Change 

Process Steps* 394 81 79% 

Decision Points 

Handoffs 

Loopbacks 

50 

18 

4 

21 

12 

2 

58% 

33% 

50% 

Process Lead Time 
*Maximum Time 

 

219 Days 142 Days 77 Days 

*Accreditation Review and Suspension and Revocation Process Only 
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Event Savings 
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Results 

• Increased utilization of technology  

• More effective utilization of staff  

• Review staff spends more time on the 

actual reviews 

• Focus on influencing system changes 

• Empowers internal and external customers 

• Increased job satisfaction 
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Improvement Summary 

Current Issues 

Creation of “automagical” systems 

Standardized review process 

Quality enhancement and expansion 

How We Improved 

New software will be utilized to complete review 
prep work (schedules, demographics, 

automatic emails), data management, and the 
plan of correction process. 

All review types will follow the same process.  
Staff and customers will use standardized 

forms and have access to new training 
(webinars, manuals, and tool kit). 

The process will allow for enhanced staff 
competencies, group reviews focusing on 

outcomes for individuals, and prioritization on 
areas of focus. 
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Implementation Plans 

• Information Technology 

• Communication 

• Training 

• Policies and Procedures 

• Forms and Process Documents 

• Suspension and Revocation Process 

Changes 
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Information Technology Plan 
Automagically Helping Improve the Process! 
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Communication Plan 



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. 

Training Plan 
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Policies and Procedures Plan 
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Forms & Process Document Plan 
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Suspension and Revocation 

Process Changes 
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Metrics 
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What Begins Monday? 

 

 

• Communication to 
entire team on 
process changes 

• Developing criteria for 
scheduling and travel 
teams 

• Scheduling IT process 
changes 

• Development of 
provider training 

• Updating current 
forms and review tools 
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Special Thanks To… 

Senior Leadership: John Martin, Director  and Kate Haller, Deputy 

Director 

Sponsor: Kelly Miller, Assistant Deputy Director 

Team Leader: Lisa Burt, IT Liaison Manager 

Subject Matter Experts: Angel Morgan (Provider Certification), Jason 

Lawless (IT), Connie McLaughlin (MUI), Kathy Phillips (Provider), Tracey 

Crawford (Franklin County Board), Karin Crabbe (Franklin County Board), 

Marilyn Weber (Ohio Healthcare Association/Consultant), and Brad Singer 

(Legal) 

Thanks to the entire team for their time, contributions and continued 

support to this Kaizen Event. 


