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Grant Process System (GPS) 
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Team Members 

• Melissa Stanford 

• Whitney Sullinger 

• Cheri Wood 

• Tu Lu 

• Ahri Manning 

• Colette Harrell 

• Diane Hare 

• Steve Morris 

 

 

 

• Michael Higgins 

• Mark Alderman 

• Susan Miller 

• Tamara Johnson 

• Alicia Sullivan 

• Celeste Krolak 

• Sandra Pyles 

• John Yoho 
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Key Stakeholders 

• Local Agencies 

• Income Eligible Customers 

• Utilities / Vendors 

• IT 

• Support Staff 

• Leadership 

• Fiscal 

• Health & Human Services 

• Field Unit 

• Federal & State Taxpayers 
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Scope of Event 

• First Step in the Process: 

Determine dollar allocation. How much money 

do we have available? 

 

• Final Step in the Process: 

Payout of funds. 
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Event Background 

The Home Energy Assistance Program (HEAP) 

administration grants provide money for the 

organizational structure for the agency HEAP 

programs. The agencies provide heating and cooling 

assistance to income eligible customers.  

 

This Kaizen event was dedicated to understanding 

the current grant process to lead to better quality 

applications and reduction in the overall length of the 

process. 
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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 away 

• Immediate results                                  
(new process functioning by end of week) 
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The 5 Day Kaizen Event Approach 

• Introductions 
• Scope 
• Walk Through 
• Current State 

• Clean Sheet 
Redesigns 

• Future State 

• Commitment 
• Implementation 

• Results 
• CELEBRATION 
• Report Out 

• Training 
• Brainstorming 
• Analysis 

DAY 1 

DAY 2 DAY 4 

DAY 3 DAY 5 
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Walk-Through 
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Baseline Data 
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Baseline Data 

117 
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Voice of the Customer 
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High Level Process - SIPOC 
Suppliers      Inputs        Process        Outputs          Customers 
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Project Goals  

Better 
quality 

applications 

Reduction 
in overall 
length of 
process 

Reduce 
inquiries 
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Current State 

211 - Process Steps 

28 - Decision Points 

51 - Handoffs 

74 - Points of Waste 
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Current State Had Too Many… 

• Decisions 

• Approvals 

• Handoffs 

• Loop Backs 

• Points of Waste (Tim U Wood) 
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TIM U WOOD 

Transportation 

Information/Inventory 

Motion 
Waiting 

Over Processing 

Over Production 

Defect 

Underutilization 
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Standardization 
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Brainstorming – 85 Ideas! 
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Team Analyzed and Evaluated 

All Ideas 

• Dedicated time for Field 

Staff to work on grant 

process 

• Specific due dates and 

milestones for the entire 

grant process 

• Move documents 

electronically 
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Clean Sheet Redesign 

Team 3 

Team 1 

Team 2 
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Future State 

28 - Process Steps 

5 - Decision Points 

12 - Hand-Offs 
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Current State vs. Future State 

Current Process:  211 steps 

Future Sate:  28 steps 

(shown to scale) 
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Future State Improvements 

• Planning will be completed up front and include all major 
players. 

• Utilize current IT and Ohio Community Energy 
Assistance Network (OCEAN) resources to 
electronically move through the process.  

• Eliminated handoffs and approvals - pushing the 
decision making down to the lowest reasonable level. 

• Clear timeline and milestones created.  

• The grant will go out to the agencies earlier (June 1st 
target) to avoid the busy Summer Crisis so Agencies 
can concentrate on this grant. 
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Scorecard 

Measure Current Level NEW Change 

Process Steps 211 28 87% 

Decision Points 

Handoffs 

28 

51 

5 

12 

82% 

76% 

Lead  117 45 62% 
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Event Savings 
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More Results 

• Accountability 

• Improved planning  

• Better time management 

• Faster funding availability – providers and the 

customers they serve 

• Improved stakeholder relationships 

• Redirected resources 
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Implementation Plans 

• IT 
• Training/Communication 
• Prep Meeting 
• Documents 
• Timelines 
• Dashboard 
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IT  
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Training/Communication 
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Prep Meeting 
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Documents 
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Timeline 
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Dashboard 
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Life as a Member of a Kaizen Event 
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Life as a Member of a Kaizen Event 
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Special Thanks To… 
Senior Leadership: David Goodman, Director, Development Services 
Agency; Ryan Burgess, Assistant Director, Development Services Agency; 
Sadicka White, Chief, Community Services Division 

Sponsor: Karen Fabiano, Community Services Division; Sharon Smith, 
Office of Community Assistance; and Randy Hunt, Office of Community 
Assistance 

Team Leader: Melissa Stanford 

Subject Matter Experts: Chris Bowsher, Kishore Patil 

Local HEAP Providers/OCA Customers: Collette Harrell, The Breathing 
Association; Sandra Pyles, Stark County Community Action 

Thanks to the entire team for their time, contributions and continued 
support to this Kaizen Event. 


