


Team  “Billing Buddies”




The Team

Debbie Beard, RSC
Scott Blake, RSC
Deb Ditty, RSC
Jarett Roush, RSC
Stacy Snyder, RSC
Shelly Fitzhugh, RSC
Jenny Jones, RSC
Kevin Milstead, OSS
Scott Marks, OACB-VRP3 Partner
Vicki Friesland, RSC
Stacy Williams, RSC
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Facilitators: Bill Demidovich, Rich Martinski , and Tom Terez



Leadership

Senior Leadership: Director Kevin Miller and Chief of
Staff Brenda Cronin

Sponsors: Marc Protsman, Chief Financial Officer
Team Leaders: Stacy Williams, Finance AP Supervisor

Subject Matter Experts: Steve Tribbie- Mgr Fiscal
Monitoring, Debra Honore- Fiscal Monitoring

Others: Christina Wendell, Legal; Harvey Sukienik, Legal



Background

Ohio
The Ohio Rehabilitation Services Commission (RSC) I'

has over 500 agreements, many of which are for Rehahilitation
purchased services or goods critical to serving .

individuals with disabilities through multiple programs, Services
including vocational rehabilitation and services for the Commission

visually impaired.

RSC has a legal and fiduciary responsibility to ensure
that all requests for payment of goods and services
related to these agreements are 1) processed within a
30-day timeframe from the day that RSC receives an
invoice; 2) ensure that requested payments are within
the scope of allowable purchases (per contract,
purchase order, and/or applicable laws/policies); and 3)
allowable invoices are accurately documented and
within set budgeted amounts per the
contract/agreement.



Stakeholders Oth

Rehabilitation
Services
Commission

*Ohio Shared Services
*Ohio taxpayers

*RSC Contractors/VVendors
|ndividuals Served



Reasons for improving this process:

Establish a standardized process that will ensure all
requested billings are allowable purchase

*Develop an internal process in which invoices are
processed within 14 days from the day the
Invoice Is received from a vendor

*Reduce the number of invoices that are rejected



Scope of Event

Event Scope:

This event will evaluate the RSC process from the time a
non-case service invoice is received by RSC to the final
approval and processing by OBM; when an electronic fund
transfer (EFT) or warrant is issued.

Out of Scope:

Ohio Payment Card purchases

Shared Services internal process

Case Services (single payment vendors)

RSC internal payments




Out of Scope

Areas that will NOT change as a result of the Kaizen
event :

No one loses their job because of the Kaizen event, but duties
may be modified.

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.

IT solutions are independent of the process.



Voice of the Customer

» On a 5 Point Scale (1=NOT Satisfied 5=Extremely Satisfied)
Communication, Professionalism, Responsiveness, Knowledge 4
Overall satisfaction with RSC invoice processing 2.8
Overall Quality of RSC invoice process 2.7

Time to process invoices >45 days 39.5%

“The People are Great — the Process is Broken” - a customer
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Lead Time to Process Invoices

Processing Time Breakdown: All Payments

Vendor Invoice to Payment Processed
1%

M Same Day
M 1-14 Days
[M15-30 Days
31-60 Days
M >60 Days




Lead Time to Process Invoices

Processing Time Breakdown: OSS Payments
Vendor Invoice to Payment Processed

W 1-14 Days
W 15-30 Days
31-60 Days

M >60 Days

Processing Time Breakdown: RSC Payments
Vendor Invoice to Payment Processed

M Same Day
M 1-14 Days
[115-30 Days
31-60 Days
M >60 Days




Payments by Fund Type

Analysis of Payments by Fund

6 rand Total

All Payments

Average Average Average
Fund Fund Name #Payments |  #Days  (#Payments|  #Days  [#Payments| #Days
3790 Consolidated Federal-VR 3215 268 2945 213 270 207
3110 Social Security Reimbursement 95 269 88 28 ] 781
3140 Independent Living/Voc Rehab 485 5.1 459 2. 26 111
!4670 Stand Concessions 135 134 133 11.2 2 161.5
4W50 Indirect Costs 628 1958 584 18.7 44 24.9
GRF General Revenue 19 30.1 12 3541 ] 216




Questioned /Rejected Invoices

90% of the errors are related to the
vendor submitting inadequate
supporting documentation.

14




The Kaizen Approach

Team-based energy and creativity drives immediate
process improvement

DAY 1

DAY 2

DAY 3

DAY 4

DAY 5

Day of Learning

Day of Discovery
& Developing
Improvement
Ideas

Day of
Improvement &
Creating the New
process

Day of Design
Implementation &
Documentation

Day of Celebration
& Results

Schedule 30-60-90-
day follow-ups




KAIZEN:

Clear objectives

Team process

Tight focus on time (one week)

Quick and simple, action first

Necessary resources available right away

Immediate results (end of week)

LeanOhio




Lead-time Reduction
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TIM WOOD - Transportation, Information, Motion, Waiting,
Overproduction, Over processing, Defects
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A Standardized Invoice Process

Better service to our
customers in responding
to invoices

Reduced job frustration;
revitalizing job satisfaction
through faster response.

Buy-in from all levels of
statf

Much improved and more
consistent service delivery
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Current Process

/5 Steps — 14 Decisions — 24 Handoffs




The original processes had:

» Too many steps
» Too many decisions
» Too many delay points

» Too much TIM WOOD

» Caused too much process
lead time

» Resulted in long process
times
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The Team ae . i
“Brainstormed” [ig @ — Mg [
and analyzed 52 = \ b
Fresh Ideas




Clean Sheet Redesign - 3 Teams




Common Ground and Unique Ideas

- (5 reniews invol
%SCA (e (P(ojm:nmﬂ'hé



Transformational “Phased” Approach
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Phase 1
1. Invoices templates updated
2. Develop “checklists”
3. Action Registers
4. Developed Monday process flow model

Phase 2

1. Planning for Electronic Invoices
2. Planning for Web based system

Phase 3
1. Full function Web based system




The New Improved Process(s)
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Measures of Success - Scorecard

Measure

Average Processing Time for Invoices

Process Steps
Handoffs

Decision Points
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Current Level

Average 25
days
(from proper
invoice)
75
24
| 4

Target

50%
reduction

50%
reduction

New
(projected)

Monday
16 days (avg.)

Future
13 days (avg.)

28 — 60%
5 -79%
8 -43%
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Cost Savings — Cost Avoidance

| RSC Annua| Current New Savings
Model

Supply Cost $1080 $0 $1080

Staffing Cost $95,000 $65,000 $30,000

Staffing Hours 2600 1100 1500

Totals $96,080 $65,000 $31,080

+2600 hours +1100 hours 4+1500 hours
Better educated vendors = fewer QC$%’s
- Fewer Invoice re-submissions = time savings
Additionally J
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Increased monitoring = fewer future QC$%’s
*Fewer audit findings (QC$%’s




Beginning
Monday...

Phase 1 implementation

Working on training schedule

Developing procedure on invoicing process
Work on Invoices revisions
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Implementation Plans

- Overall Implementation
Plan

- Information and
Technology Plan

- Education and Training plan_ &
- Communications Plan

- Invoices Plan
- Checklists
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Education and
Training Plan
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Invoices Plan .
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Checklists Plan
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Original Goals of this Process

Standard Invoice Developed standard invoice
process

Process

Process Invoices- 14 days Projected 10-17 days

Reduces Rejected New process expected to
| . dramatically reduce rejected
felies: invoices

“JV'o problem can stand the assault of sustained thinking”
~Marc Protsman’s fortune cookie
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Benefits of the New Process

Vendors to receive timely
payment

Monitoring built in to new
process

Monitoring occurs on front
end

Enhanced Fiscal review
Included

Improves staff productivity
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Personal Lessons LLearned

Exhausting

Enlightening

Teambuilding atmosphere

Cross department involvement

When more people are involved, you get better
results

Important to stay focused on the goals and refocus
Challenging

Process mapping helped me visualize the “unknown”
Perseverance prevalls
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Life as a member of a Kaizen event Team...
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Questions & Comments
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