
Business Incentive Process 
June 12-21 , 2012 

Report Out: July 27th 

 

Ohio Department of 
Development and 

JobsOhio 

 
Kaizen Event Report Out 

 



Members of Team Show Me the Money 
Tracy Allen, JO, Project Finance Manager  

 Sharon Anthony, ODOD, Office of Loan Administration/Servicing (OLAS)  

Dana Barlow, ODOD, OLAS 

Sandy Bovard, ODOD, OLAS  

Marlene Chukes, ODOD, OLAS  

Kristi Clouse, JO, Project Management Director 

Karen Conrad, ODOD, Special Liaison to Jobs Ohio 

John Cunningham, ODOD, Chief Financial Officer 

Daryl Hennessy, ODOD, Business Services Division 

Diane Lease, ODOD, Chief Legal Counsel 

John Minor, JO, Managing Director, Financial Services, Agribusiness & Food 

Veronica McDaniel, ODOD Office of Strategic Business Investments (OSBI) 

Vicki Puster, Seaman Corporation 

Bill Sheehan, ODOD, OLAS 

Kristi Tanner, JO Managing Director, Manufacturing 

Nathaniel Trombley, ODOD, Senior Business Analyst 

Beth Trombold, ODOD Assistant Director  

Kip Wahlers, JobsOhio, General Counsel 

Ron Wiley, Deputy Chief, OLAS 

David Zak, ODOD, Chief, Business Services Division 

 

 

 

2 8/15/2012 



3 

Senior Leadership: 

Christiane Schmenk, Director, ODOD and  Mark Kvamme, President and CIO, 

JobsOhio 

Sponsors:   

Beth Trombold, Assistant Director, ODOD and John Minor, JobsOhio 

Managing Director, Financial Services, Agribusiness & Food Processing 

Team Leaders:   

David Zak, Chief, Business Services Division, ODOD and Kristi Tanner, 

JobsOhio Managing Director, Manufacturing 

DAS Director, Robert Blair discusses Kaizen event progress with JobsOhio CIO, Mark Kvamme 



Stakeholders 
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The Business Community 

Governor Kasich 

Legislators 

Ohio Citizens 

ODOD and JobsOhio staff 

 



Background 
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The Ohio Department of Development is working with JobsOhio 

for statewide economic development activities.  JobsOhio 

develops business relationships with employers interested in 

expanding their business and/or creating or retaining jobs in Ohio.  

JobsOhio negotiates an incentive package that meets the business’s 

needs.  The negotiated deal is recommended by DFAC and is then 

approved by ODOD and the Controlling Board.  Once approved, 

ODOD releases the funds per the agreement.  After the deal is 

complete, ODOD is responsible for servicing the loan (if 

applicable) and monitoring the terms and conditions of the 

agreement. 



Scope of Event 
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The process begins when a potential loan recipient 

contacts ODOD or JobsOhio.  The process ends when 

funds are disbursed to the business by ODOD. 

The current process is poorly defined, is time intensive, 

and involves a significant amount of rework.  This 

process needs to move “at the speed of business”. 

Theme 
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Project Goals  

Goal Reduction Time frame 

Reduce the number of process 

steps 

At least 50% September 1, 2012 

Timely processing of incentive 

applications and funds 

disbursement 

Processed within 75 days December 1, 2012 

Eliminate duplicative work and 

errors 

100% reduction December 1, 2012 



To Break for the Better 
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 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) 

 



The Kaizen Approach 
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Team-based energy and creativity drives immediate  
process improvement 

DAY 1 DAY 2 DAY 3 DAY 4 DAY 5 

Day of 
Learning and 
Level Setting: 

 
 
Getting 
everyone on the 
same page 

Day of 
Discovery: 

 
 
 
Making the 
invisible visible 

Day of 
Improvement:  
 
 
 
Creating the 
New process 

Day of Design: 
 
 
 
 
Implementation 
& action 
planning 

Day of Fine 
Tuning and 

Communication: 
 
 
Celebration & 
sharing results 
 
 

At the end of the process, each Kaizen team has designed  
dramatic operational improvements and plans for  30-60-90-day follow-ups 

 



Out of Scope 
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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. 

 

 

 

 

 



Waste 

Excessive Motion Defects & Loop 

Backs 

Hand-offs Waiting 
Over 

Production 

 

Transportation 

Over processing 

Identify and remove waste 

11 

Value  Added 

Process after WASTE removed 
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During CY 2010, over 60% 

of all applicants either took 

no action or cancelled their 

application.  Only 31% 

completed the process and 

received project funding. 
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On average, in CY 2010 it took 67 days for a project to get to 

DFAC,  128 days to get to the Controlling Board, and 273 

days to close. 

Of the 65 166 loan applications pending during CY2010, only 14 

actually closed.  Over half of the IOLF applications made it to 

closing. 



Customer Satisfaction Survey 
(122 Responses) 
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A customer satisfaction survey was 

distributed to nearly 500 businesses who 

completed an FAA in the prior 24 months.  

Ninety-six (96) of the 122 respondents were 

private, for profit businesses; 15 were 

public or non-profit businesses. 

Nearly 70% of the applicants were 

seeking tax incentives, 55% were 

asking for grant funds, and 43% 

were requesting loan funds. 
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Extremely Satisfied Extremely  Dissatisfied 

How satisfied were you with the performance of 

ODOD and JobsOhio staff in regards to 

timeliness of finalizing your Incentive Package 

70% of the respondents rated 

their satisfaction with and the 

overall quality of the process as 

good or excellent. 

 

Over half of the respondents 

rated the timeliness of the 

process as a “7” or higher. 
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Only one-third of the respondents rated the 

timeliness of disbursement of funds at a “7” or 

higher. 

Two-thirds of the respondents rated the 

communication with the department at a 

“7” or higher. 

60% of the respondents rated the timeframe 

for completion of the review at a “7” or higher. 
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How long did the process take? 

How long should it take? 

Average = 82 days 

Average = 182 days 

Respondents indicated 

that the loan process took 

on average 182 days to 

complete.  They also 

indicated that the process 

should be able to be 

completed in 82 days. 



High Level Process Map 

50,000 feet 



Current-State Process Map 

GOLD “Post-its” are points of waste! 

217 Steps – 7 Decisions – 102 Handoffs – 97 Points of Waste 



The original processes had: 
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 Too many steps 

 Too many handoffs 

 Too much time to process 

 Too much TIM WOOD 

 A “Push” process 



Intense work identifying Value and 

Waste 



The team brainstormed 81 improvement ideas 



The team analyzed and categorized  
the ideas 
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Clean Sheet Redesign 50,000 feet 
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2 

3 

1 



Clean Sheet Redesign 10,000 feet 
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Met with Controlling Board 
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Controlling Board President, Randy Cole meets with team members to discuss board requirements 



Future State 
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70 Steps – 7 Decisions – 42 Handoffs 



Old Process    217 Steps  102 Handoffs 
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New Process 

70 steps   42 handoffs 



Measure Current Level Projected 
NEW 

Change 

Process Steps 

 

217 steps  70 steps 

 

68% 

Decision Points 

Handoffs 

Waste Points 

13 

102 

97 

 

7 

42 

Minimal 

 

 

 

46% 

59% 

---- 

 

Process Lead Time 280 days 75 days 73% 
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       Scorecard - Process 



More Results 
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 Faster service to customers 

 More transparency 

 Fewer forms and less for 

customer to complete 

 Better use of technology  

 Better utilization of staff 

time 

 

 Where should this slide go? 

 



Improvement Summary 
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Existing Process Redesigned Process 

Lead Time too long Delivers service to customers in 75 days 

vs.  280 days under current process 

Excessive handoffs The process removes many review steps 

to reduce handoffs from 102 to 42 

Company completes full FAA JobsOhio Project Manager completes 

FAA for company 

Terms and condition given at the end of 

the process 

Terms and conditions provided up front 

Multiple points of contact with 

Company 

JobsOhio Project Manager guides 

company through process 

Disbursement process cumbersome and 

inconsistent 

Expedited disbursement process 



Implementation Plans 
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 BOX Plan 

 Forms and Checklist Plan 

 Human Resources Plan 

 Escrow Plan 

 Benchmarking 

 Operational Definitions 

 Communication and Training Plan 

 Information Technology Plan 

 

 

 

 

ODOD Director Christiane Schmenk gets an update 

from LeanOhio’s Bill Demidovich 



“The BOX”  

Action Register 
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Forms and Checklist 

 Action Register  
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Human Resources  

Action Register 
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Escrow Account   Action Register 
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Benchmarking  

Action Register 
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Implementation  

Action Register 

39 

Operational Definitions 

Action Register 



Communications and Training 

Action Register 
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IT Implementation  

Action Register 

41 



Implementation: Gantt Chart 
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Gantt Chart Details 

 6 General Categories 

 Training & Communication (13) 

 Documents & Standards (6) 

 Operational Definitions (7) 

 SalesForce (10) 

 Human Resources (9) 

 Escrow Account & 

Disbursement (7) 

 

 Completeness: 

 2 items 100% complete 

 3 items between 80-90% 

 4 items between 50 – 80% 

 7 items between 25 – 50% 

 7 items between 1 – 25% 

 29 items yet to be started 

or waiting on other items 

to complete 
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Due Date: July 2012 August 2012 September/October 

2012 
February 2013 

Number: 32 14 2 2 

52 Total Items 



Progress Made to Date 
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 Weekly update meetings 

 Met with TOS & OBM re: 

escrow account 

 SalesForce modifications are 

pending 

  Hired 2 key staff 

 Draft operational definitions 

 Drafts of standard 

forms/documents in process 

 



Personal Lessons Learned from the Event 
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• I can eat massive amounts of unhealthy snacks and still be productive 

 

• LeanOhio Rocks 

 

• Kaizen Works 

 

• JO and DOD can realize the promise of the model 

 

• Leadership has to support and drive the change 

 

• Work on the system, not just in the system 



What Questions/Comments 
do you have? 

46 Lean.Ohio.gov 



Special THANKS to… 
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Senior Leadership: 
Christiane Schmenk, Director, ODOD and  Mark Kvamme, President and CIO, 

JobsOhio 

Sponsors:   
Beth Trombold, Assistant Director, ODOD and John Minor, JobsOhio Managing 

Director, Financial Services, Agribusiness & Food Processing 

Team Leaders:   
David Zak, Chief, Business Services Division, ODOD and Kristi Tanner, 

JobsOhio Managing Director, Manufacturing 

 

Vicki Puster, Seaman Corporation 

Randy Cole, OBM Controlling Board President 

Lean Ohio Team 

 

 


