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Current State Process Map



Current-State Process:

o 5 functions involved in the current 
process

o 15 steps

o 5 handoffs

o 3 decision points



Current-State Process (cont’d):

Between 2013 and 2016, reports indicate 
that:

o 493 Exit Questionnaires were 
requested of voluntarily departing 
employees 

o 67 Questionnaires were returned

o A return rate of only 13%



Process Voices

o Voice of the Customer: 
• Feedback from Exit Questionnaires used to address issues that, because they are 

leaving, will no longer affect them.

• Primary beneficiaries Questionnaire process are current /future employees who are not 

directly involved in the process.

o Voice of the Employee: 
• VOE and the VOC are one in the same. 

• Because it is voluntary, the Voice of the Employee may not be heard at all. 

o Voice of the Process: 
• The VOP is represented by reports from IT division representing 1) all departed 

employees and 2) all departed employees who returned Exit Questionnaires.



Exhibit of Baseline Data
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The Voice of the Process

Initially, the only apparent data available were the number of employees who had voluntarily left 

the employ of BWC, the number of returned questionnaires, and the various reasons given for their 

departure. Employees’ reasons for leaving BWC employment

Number of 

departed 

employees:

493

Number of 

questionnaires 

returned:

67

Return Rate: 13%



Waste and 
Other Pain Points:

o Only 13% return rate on questionnaires

o The Exit Questionnaire process is largely manual 

o There is little opportunity and means to gather/analyze 

data over time

o There is some unnecessary duplication and storage of 

documents



Root Cause Analysis

The 5 Whys

Problem Statement: BWC is only receiving 13% return on Exit Questionnaires depriving BWC 

of valuable employee feedback. 

1. Why? 

Because it is a manual process, employees may find it cumbersome. 

2. Why? 

Because the current  questions are open-ended requiring employees to write answers on paper 

which becomes time consuming. 

3. Why? 

Because it was felt that open-ended questions afforded the responder the greatest latitude in 

answering. 

4. Why?

Because the responders could answer however they chose and the technology for allowing greater 

latitude did not yet exist.



Hypothesis

o If the Exit Questionnaire were 
converted to an electronic format (i.e. 
SharePoint), we might increase the 
percentage of returns in addition to 
having a measurable process.



Brainstormed Ideas for 
Improved Process

• Conduct 1 on 1 meetings with each departing employee to ensure 

completion of questionnaire.

• Create an on-line, electronic version of the Exit Questionnaire on SharePoint 

that is easily and quickly accessed and returned.

• Making submission of the questionnaire mandatory.

• Crafting the questionnaire so that is objectively measureable.

• Send the link to this version to departing employee as much in advance of 

his/her departure as possible.

• Set up alerts to Personnel and EEO whenever a new questionnaire is 

received.

• Create a document library in SharePoint to save all such documents.

• Present the questionnaire at least 2 to 3 weeks prior to date of departure



Benchmarking

o Of 26 state agencies identified as my sample 
group, nine responded.

• Eight of the nine who responded continue to 
conduct exit surveys 1 on 1 with 100% return rate

• Three of the eight responding focus only on 
benefit-related questions, not process 
improvement

• One of the nine responding has discontinued 
conducting exit surveys altogether



Future State Process Map



Measurement

• On a monthly basis, graphical summary reports in 
SharePoint of all Exit Questionnaires requested to 
be completed – both returned and non-returned –
will provide the success/failure metrics of the new 
process.

• This data will be analyzed to determine what 
changes have occurred in the process and will be 
reported to the Chief Human Resource Officer.



Exit Questionnaire Example
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Process Scorecard

Current state 

o 5 functions involved in the 

current process

o 15 steps

o 5 handoffs

o 3 decision points

o Manually processed filed 

and stored

Proposed future state

o 5 functions involved in the 

future process

o 9 steps

o 5 handoffs

o 3 decision points

o Electronically processed 

and stored



Action Register
TASK MEMBER TIMELINE

Present new process 

concept to HR Chief for 

feedback/approval.

Michelle Upshaw

Sheri Fitzpatrick

Tom Sidick

Mike Smith

June 15, 2016

Create an on-line, 

electronic version of the 

Exit Questionnaire on 

SharePoint, setting up 

alerts to new submissions.

Mike Smith

Sheri Fitzpatrick

Tom Sidick

Completed June 15, 2016

Determine what metrics to 

include in monthly reports.

Mike Smith

Sheri Fitzpatrick

Tom Sidick

July 1, 2016

Create a document library 

on SharePoint to house 

returned questionnaires.

Mike Smith

Sheri Fitzpatrick

Tom Sidick

Beginning July 1, 2016

Write and post a web 

article announcing the new 

process.

Tom Sidick 

Sheri Fitzpatrick

Communications Dept.

July 1, 2016



Questions?


