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revenue collected by the Aircraft Registration Program is deposited directly
into Ohio’s general fund to the credit of the airport assistance fund.

Aircraft based within Ohio are required to be registered with the Department
of Transportation. This includes all airplanes, helicopters, balloons, blimps,
dirigibles, autogyros, powered parachutes, homebuilt and sport aircraft

required by the FAA to display an “N” number.

Daily administration of the registration program is completed by data entry
into the Airport |Q System Manager (ASM) computer program.




 Attorney General’s Office

* Public Safety
Office of Homeland Security

» Law Enforcement




= Reduce errors on applications by mistake proofing the
form(s)

= |[ncrease customer satisfaction
= Reduce postage and printing costs
= [ncrease revenue with enhanced collection procedures




The process begins when ODOT, Office of Aviation
prepares aircraft registration applications for (new,

renewals) aircraft owners and ends with the registration of
the aircraft and satisfaction of any collection procedures
and closure for that year's registration.

Overarching Theme(s):

Process aircraft registrations in a timely manner, eliminate
backlog and collection of registration tax money.




=Need for additional personnel is independent of the
process.

*Need for additional money is independent of the
process.

*No legislative changes or changes to collective
bargaining agreement.

=|T solutions are independent of the process.




Voice of the Customer
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Voice of the Customer

Processing Time: Current vs Desired
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Registrations

Aircraft Registrations 2009 to 2011
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Registrations and Revenue

Comparison of Registrations and Revenue
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Improve customer satisfaction Good Better +25%
46% 1%
Collection of Registration Fees 100% -




DAY 1 DAY 2 DAY 3 DAY 4 DAY 5
Day of Learning | Day of Day of Day of Design Day of

Discovery & Improvement & | Implementation | Celebration &

Developing Creating the & Results

Improvement New process Documentation

Ideas Schedule 30-60-
90-day follow-
ups

At the end of the week, each Kaizen team has designed

dramatic operational improvements




= Necessary resources available right away
= [mmediate results (end of week)




Wasted Time and Activity

Core Process Value Added

/ \ _/\

Hand-offs Waiting  Over processing

/

Over
oduction

T|M WOOD — Transportation, Information, Motion, Waiting,
Overproduction, Over processing, Defects
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129 Steps 13 Decision Points

[/ Delays 24 Handoffs




The original processes had:

Too much paper

Too much mail

Too many delay points (storage)
Caused too much process lead time

Resulted in backlog
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The team brainstormed
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51 Steps 9 Decisions 18 Handoffs 0 Delays
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New Process




Registration
Processing
Time

Storage and
delays

275 days to 375 days

11 to 75 days

264 to 300 days
96% to- 80%




satlsfac’uon through backlog e11mmat1on

= Buy-in from all levels of staff
= Projected Cost Avoidance and savings
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HR Plan
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Operations work with HR
to get Temporary
employees

IT/Finance/Operations to
look at funding

Facilities begin work on
adding cubicle




Less frustration for employees

Streamlined process

Reduces the opportunity for human error . ,.ccirions

Process is a product of the employees

Fewer incomplete/incorrect submissions
Reduced need to certity with AG




Coffee is essential

Three plans really came together
Everyone learned that the process was not what they thought

Executive buy-in is critical

We have to fix the process first
Documenting the process is painful
Facilitator outside the process is important

Customer involvement was critical
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