Measures of Success
Day 5: Module 2
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Project Goals

1. Eliminate data quality errors in the “application
review through grant award” timeframe

2. Reduce the amount of time between receipt of
Final Performance Report and Grant close-out

3. Achieve maximum customer understanding of
programs and components
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Were they successful?

Major Changes:

« Reduced process lead time by 58% from 297 to 125 days
« Cost Saving to Ohio customers of $84,000

« Cost Savings to State of $475,417
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Measure Current Level
Work Flows 4
Process Steps 183
Decision Points 39
Handoffs 29
Loopbacks 10
Delays 11
Waste Points 54
Process Lead Time 19-51 Days

Scorecard
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SIMPLER

How many steps are in this process?
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batched)
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Process Map Key

E Different functions of the process
. Beginning and end points of the process

Any task / activity where work is performed

Places where information is checked against established
criteria (standards) & decision made on what to do next

Any time information is waiting before the next process or
decision (i.e. in-baskets, out-baskets, waiting to be
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SIMPLER
REDUCTION IN STEPS

183 — 26 = 157
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Process Map Arrows

Used between tasks performed by the same
person or area, but no physical movement
has occurred

Indicates physical movement of
information/product from one function to
another

>
Demonstrates electronic movement of
information from one person/function to
another
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SIMPLER

# OF BOXED
ARROWS =
MOVEMENT
FROM
FUNCTION TO
FUNCTION
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# OF JAGGED
ARROWS =
ELECTRONIC
MOVEMENT
FROM
FUNCTION TO
FUNCTION

TOTAL HANDOFFS
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SIMPLER
TOTAL DELAYS
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FASTER

How long does this process take?
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Lead Time

The time gap between when a customer
request is placed for a product/service and
when it is delivered. Lead times vary by
process and may even vary for the same
process in different situations, such as
during renewal periods, seasonal demand,
etc.
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Cycle Time

The time elapsed from the start to the end
(one cycle) of an operation. It is the time
taken to complete processing of a single unit
of a product/transaction and includes the
time consumed by all activities within the
process area including product/service
creation or transformation, wait time,
transportation, and rework.
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FASTER
LEAD/CYCLE TIME REDUCTION
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LEAD/CYCLE

TIME
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FASTER
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TIME
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BETTER
COMMUNICATING IN ENGLISH

» Ohio’s state agencies will process purchase
orders 77% faster, resulting in quicker delivery of
commodities used for daily operations

« Energy Assistance Clients will receive credits for
utility bills up to 12 weeks faster — keeping the
lights on!

» Ohio mental health clients will now have better
access to Health Home services to improve their
care and quality of life
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LESS COSTLY
CAUTION

It is imperative that you
document how cost savings
were calculated. Also, share
your findings with the leadership
team and/or finance area before
you report-out.
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LESS COSTLY
POTENTIAL SAVINGS
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LESS COSTLY
ADDITIONAL COST SAVINGS

Travel time for employees or customers

» 2012 Recruitment Kaizen Event saved
each customer an average of $762 due to
reduction in travel to main office

» 2014 Field Review Kaizen Event saved
the agency over $20,000 a year
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LESS COSTLY

Redirected hours - Reduction in CYCLE time
contributes to hours being redirected to do
mission critical work

e In 2012, Ohio Department of Transportation
employees redesigned their process so they

could spend more time working on fixing
roads and other critical needs

— Redirected 475,000 staff hours to more
productive maintenance work

— Reduced duplication of paperwork by 60%
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SIMPLER. FASTER. BETTER.
LESS COSTLY

LEAN Ohio results from January 2011 - October 2013:

* More that 160 improvement projects
* More than 50 week-long Kaizen events

» On average, process time and process steps reduced
by more than 50%

 Certified over 350 people with Yellow, Camo, Green
and Black Belts

+ Reduced by millions of hours the cumulative time that
citizens and businesses spend waiting on government

» More than $150 million projected annual savings to
date
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Measure what matters!
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Voice of the Customer

e Easier access — less time dealing with
government bureaucracy

* Reduction in wait time — getting their
service sooner

* Meeting customer needs and expectations
¢ Increased satisfaction
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Voice of the Employee

» Redirect staff time to other projects

e The work process becomes more efficient
— saving staff time

* Better morale
» Better use of staff skills
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Voice of the Process

* Reduction of tasks, decisions, functions

« Direct savings — reduction in overtime,
office supplies, rent, travel costs, postage,
equipment

» Fewer handoffs, loop backs, defects

e Reduction in cycle time, lead time
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Voice of the Business

» Cost avoidance — won'’t need to hire additional
staff/ won’t need layoffs (unemployment costs)

 Direct savings — reduction in overtime, office
supplies, rent, travel costs, postage, equipment

« Redirect staff time to other projects
e Benchmark best practices
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Think Basketball:
Do You Know the Scorel!
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A Dashboard is....

e A concise visual indicator that displays:
clear, measureable and valid metrics for
each objective, targets for each metric, and
the status of each metric

* Uses charts to tell stories, evaluate
alternatives, understand trends or find-out if
everything is normal
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LEAN@hio Dashboard

This 2013t
. Month | Date
Toie (sept)
Wiajor Kaizen Events/ 3¢'s facilitated by DAS: 2 12
Average percent of process steps eliminated: NA | 73.0%
Percent lead time in processes reduced: N/A | 80.1%
Paper reduction / office supply cost savings.
Total projected cost savings: N/A | S125m
Kaizen event follow-up meetings facilitated: 2
Total requests for services completed by Lean Ghio: s | 217
Other events using Lean tools: 3
Number of meetings facilitated: 3
Number of Lean Ohio given 1
Customer Ratings (1-10 scale) N/A | 9.5
Lean Six Sigma training cour: 1
Number of employees attending 117 | 337
- a3 85
S
13 3
Total major Lean Events completed state-wi 2 19
Totali efforts completed 22 93
Total hours eliminated from state processes: /1
Time no longer spent waiting on Hours: | 4,767,965,126 | (544,288 years)
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Dashboard

« Example -The car dashboard shows indicators that give
the current measurable status of engine speed, engine
temperature, oil temperature, fuel levels and vehicle speed
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U.S. Drought Monitor —— e 2o
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Visuals can quickly and clearly convey information to

you and your co-workers
IERETESL T T P AT

"Visuals can tell your story faster, clearer
and have a greater impact on our
memories.
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Why Create a Dashboard

* Why Create a Dashboard?

— Dashboards show a high-level overview of the
organization to give a status and make
informed decisions

— Dashboards provide analysis, insight and alert
issues or positives in a timely manner

— Dashboard is an excellent communication tool

Excel is an excellent tool to make dashboards
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Dashboard
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"A Picture is Worth a Thousand
Words"
« A complex idea can be conveyed with just
a single still image

« Visualization makes it possible to absorb
large amounts of data quickly
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Tell Your Story

Werk Phone:613.435.12999)

Work Email
P
Tou Mo
Manager
Ohio Rehabilitation Services Commissian
BLACK BELT
Bliack Belt Gow Wave 1A
Tom Melf n RSCs Division of He has ployed by RSC since 1 in Case Operations, I,
He ak " nvestigations Unit, which works in SSA3N4 0IG.

http://leanohionetwork.org/join/
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Tell Your Story
- LEAN@hio

Ohio citizens who have unclaimed funds will receive
their money up to 150 days faster

RESULTS
by
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Questions on Measures of Success?
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