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TEAM MEMBERS

o Denise Cole
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o Rosland Hawkins
o Ter1 Hill
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o Janel Pequignot
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o Holly Stone
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STAKEHOLDERS

o Taxpayers
o Customers
oMH/AoD providers, office staff, consumers/clients

» Legislators
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BACKGROUND

- July 2013 — Consolidation of MH and ODADAS
licensure and certification staff

- Consolidate process for AoD and MH services

= OhioMHAS has the need to combine and streamline
processes for licensure and certification
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SCOPE OF EVENT

o What 1s the first step in the process?

Note: MH and AoD process may begin w/ an inquiry
into certification process, but not everyone will do so

o What 1s the final step in the process?

Our MH Process Begins with... an application for
certification or licensure

Our MH Process Ends with... issuing a certificate or
license, however we follow-up on incidents and
complaints

Our AoD Process Begins with... issuing a certificate
or license

Our AoD Process Ends with... conducting an on-site
survey and/or desk review, and reviewing &
approving a Corrective Action Plan, if issued
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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

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

(eIntroduction
eTraining
*Walk Through

S Day 1
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eDiscovery
eImprovement ldeas
eBrainstorming

\

7
eImprovement
eNew Process

eCommitment

TR

B Day i

eDesign
eImplementation
ePlanning

CReglsters

(eResults
¢CELEBRATION
eFollow-up
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BASELINE DATA

o MHAS processes approximately 413 MH cert and 1148
AoD cert applications every three years.

o MHAS processes 12 methadone licensure applications
every year.

o MHAS processes approximately 925 licensure
applications, including on-site survey, every two years
and conduct approximately 720 annual residential
surveys 1n non-application years.
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CUSTOMER SURVEY

o Survey contained 17 questions
o Data collection closed at noon on 11/29/2013
o Survey received 86 responses

Which of the following services are you

e N currently certified for?
Please rate your overall satisfaction with the processing time of

your agency’s most recent certification application?

* @ MH Services

B AoD Services

13
9

O Both MH and
AoD Services

- § B

Extremely Dissatisfied Neutral Satisfied Extremely Satisfied
Dissatisfied
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HIGH LEVEL PROCESS - SIPOC
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PROJECT GOALS

‘ A consolidated, consistent

process for processing
applications and follow-up

‘Create a framework on complaints and
for developing tools incidents
and cross-training
of MH and AoD
programs for staff

Identify various
staff roles and
optimally utilize
staff skills and
expertise to promote
improved office
efficiencies
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CURRENT STATE




CURRENT STATE PROCESS MAP

o Too Many Decisions
o Too Many Handoffs
o Too Many Loop Backs

o TIMWOOD
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TIM U WOOD




TANDARDIZATION




BRAINSTORM —104!



http://www.google.com/url?sa=i&rct=j&q=turning+point+technologies&source=images&cd=&cad=rja&docid=DTh8PbKyCPDKRM&tbnid=FdKGTF-iNT_4AM:&ved=0CAUQjRw&url=http://www.proprofs.com/quiz-school/story.php?title%3Dknow-your-digital-classroom&ei=6kPLUYv_EsblyQGq0oCACg&bvm=bv.48340889,d.aWc&psig=AFQjCNH2DF400aj4z9PYJJP2wClFC8Cq8A&ust=1372362080781202

THE TEAM ANALYZED AND EVALUATED
ALL OF THE IDEAS

o Eliminate duplicate reviews
o Electronic database

o User-friendly website

o Reduce decision-making on
wailivers

o Standardize checklists

o Standardized process for AoD
and MH
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CLEAN SHEET REDESIGN
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CLEAN SHEET REDESIGN




FUTURE STATE




SCORECARD

Measure Current NEW | Change
Level

Process Steps 230 47 79%
Decision Points 62 10 83%
Handoffs 14 6 57%
Loopbacks 31 7 770,
Delays 18 7 61%
Process Lead Time 3-6 1-5 66%
(Includes New and Renewal Months Months

Applications)
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COST SAVINGS




MORE RESULTS

- Improved service

- More accountability

- Improved application process
- Faster processing

- Better use of technology

- Better utilization of staff

- Standardization of forms

« Uniform process
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IMPROVEMENT SUMMARY

Current Key Issues How We Improved

Consolidated Two One standard process
Agency Processes with one set of rules
Electronic Provider Less paper, one application for
A . . dual agencies, and eliminates
pplication errors with paper application
Easily Accessible 24 hour access to training
Training Resources resources online '
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IMPLEMENTATION PLANS

- Training Plan

= Communication Plan

- Information Technology Plan

- OAC Change Plan
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TRAINING PLAN
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COMMUNICATION PLAN
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INFORMATION TECHNOLOGY PLAN




OAC CHANGE
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WHAT BEGINS MONDAY?
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SPECIAL THANKS TO...

Senior Leadership:
Director Tracy Plouck

Michaela Peterson
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Janel Pequignot

Team Leaders:
Denise Cole, Greg Lewis, Rob Nugen

Subject Matter Experts:

Billy Derikart, Tessa Cooper, Cheryl Reed, Patty Inman, and Teri ‘
Gardner
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