OHIO HOUSING
FINANCE AGENCY

We Open the Deors to an Affordable Flace to Call Home

Kaizen Event Report Out
OHFA Homeownership
February 29 - March 4, 2016
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How Did We Get Here?

* Even though we have implemented some of
our own internal “re-engineering” of the
process during the past year, which has been
part of our improved production numbers, we
still think that there are areas to improve upon
(efficiencies, lower error rates, and reduced
approval/turn-around times).

* We would like to be more proactive versus
reactive when it comes to keeping our loan
pipeline up to date and clean; and, improve
upon our consistency in the process and
answers.
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Overarching Theme
- Advance upon the great

Improvements we have made In
the past year!
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The Roundabouts

Tom Walker, Cleo Evans, Erin Higgins, LaTanya Adams, Jeff Campbell,
Althea Brandon, William Steele
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Scope of the Event

Borrower has
applied for Loan is funded

loan using by Servicer
OHFA product
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Baseline Data

* There were 2741 total loans originating In
2015

* Average time to process from stage 1 to
stage 7 was 60 days

* The time to process loans currently ranges
from 12 to 254 days

SIMPLER. FASTER. BETTER. LESS COSTLY. I_EANOhiO



Process Improvement Goals

Approval times Improve upon the Improve the ease
consistently to 3 homeowner and accuracy of

days process reporting
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To Break for the Better

» Customer focused
* Right people changing the

process
* One week-quick and action

oriented &
* Necessary resources RAIZER

available immediately

* New process _
|mplementat|on begins next
Monada
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-Level Setting

~ -Scope of Event £
-Stakeholder &
Identification ‘
-Current State Mapping
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SIMPLER. FASTER.

BETTER. LESS COSTLY.

-Finish Current State
Mapping

-Waste Identification
-Value Added
Discussion

-Lean Six Sigma
Training
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“ ust for Standardization
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-Brainstorming
-Analysis
-Problem Solving
-Process Redesign
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The team brainstormed and
evaluated improvement ideas
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Clean Sheet Redesign
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-Future State Process
Development
-Discussion and
Consensus
-Implementation
Planning

-Details
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LESS COSTLY.

Day Four

LEANOhio
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-Celebration
-Sharing the Results
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Future State
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Comparison of Process Maps
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Simpler/Faster

* Auto emails

* Wire funds will result in no lost checks
* Loans closed faster

* Prepare closing packages for lender
 Electronic signatures

« Standardized conditions
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Better/Less Costly

 No Guessing
e | ess Stress

 Better internal and external customer
services

* More knowledgeable/empowered staff
 Reduce calls and emails
* Less paper

 Redirected staff hours to core work

SIMPLER. FASTER. BETTER. LESS COSTLY. LEANOth



Summary Scorecard

Measure Current NEW
Level
Process Steps 102 42 59%
Handoffs 14 8 43%
Process Lead Time 57-83 days | 56-68 days | Reducing
15 days
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Implementation Plans

o IT

« Standardized Emails and Conditions
* Finance

* Reporting/Data

* Training

 Communications
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Finance and Reporting/Data
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Training and Communications
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Special thanks to...

Senior Leadership:

= Douglas A. Garver, Executive Director

=  Sean W. Thomas, Chief of Staff

= Holly Holtzen, Director of Research and Strategic Planning

Sponsor:
= Jim Durham, Director of Homeownership

Team Leader:
= Erin Higgins, Operations Manager

Subject Matter Experts:

= Steven McVey, IT

= Paige Dixon, Communications

= Brian Benjamin, Finance

= Marlo Tannous, Legal

= Marcy Ash, Huntington Bank

= Brenda Walker, Internal Audit
Errin Jackson, Mortgage Funding
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