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Jiaining Objectives

Senior Staff IMPROVE
Lean 101 Trained OPERATIONAL
EFFICIENCIES

Member
Delivery Team CREATE A CULTURE
Selected FOR CHANGE
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Building a robust agency that effectively & efficiently serves its customers

=  Establish a customer centric culture
Results: Established a call canter

= Reduce turnaround time for all aspects of our interaction with customers
Results: Increase from 20k cases/month to 32k cases/month

= Improve staff morale
Results: On-going trainings and appreciation initiatives

= Become a data-driven Department
Results: Established the Office of Continuous Quality Improvement



A Customer needs and expectations

A Press for transparency & accountability
WV Budgetary resources

=» Changing workforce and population

=» RI Governor Executive Order #15-9






END USERS
(Clients to be served)

PROCESS PARTNERS
(Internal customers)

ALLIED STAKEHOLDERS
(Other agencies, communities,
regulators, etc.)






DHS TRIM TAB NEWSLETTER S,

Message from the Editor: Ron Racine

Thank you for your overwhelming positive
feedback to the first newsletter. We have had many
of you share your experiences of changing to a
‘Lean” process and ask if we could publish your
story - of course we can! Please submit your story

to Patricia.Robert@ors.ri.gov for consideration.

Next issue we will be featuring Part || of the follow-
ing story from the Office of Child Support Services,

CHANGE FOR THE BETTER AT 0CSS
by Sharon A. Santilli

PART 1 The OCSS “LEAN” Process

Recently Director Depefia asked me to sessions and meetings, | discov-
participate as a member of the DHS ered that the Office of Child
Continuous Improvement Delivery Team Support Services (OCSS) has
(CIDT). | was honored to do so. Since been utilizing many strategies of
assuming my positon as Associate the LEAN process since 2005 but | Making Your Inbox | 4
Director for the Office of Child Support  did not know there was a formal | WorkBetterfor
Services (OCSS) in 2004, | have been name and process! You mightsay |
focused on improving programming, LEAN was implemented “out of

Vohume 1, Jsue 2
Rugust, 2015

who have embraced the continuous improve-
ment process, culminating in an impressive
list of improvements to service delivery
over the past few years such as: walk in
policy; scanning procedure; revamping
packet production; amendment of forms;
housing request process; streamlining

mail process, etc. B
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