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Lean Six Sigma Problem Solving Process

The team utilized the 5-Step DMAIC problem solving process.

DMAIC Performance Improvement Process

Process Step

Number

Name

Description of Team Activities

DEFINE

Select Problem

Identify Project Charter

Develop Project Timeline

Establish Method to Monitor Team Progress
Construct Process Flowchart

Develop Data Collection Plan

Display Indicator Performance “Gap”

MEASURE

Stratify Problem (i.e.“Gap”)
Identify Problem Statement

ANALYZE

Identify Potential Root Cause(s)
Verify Root Cause(s)

IMPROVE

Identify and Select Improvement(s)
Identify Barriers and Aids

Develop and Implement Improvement Plan
Confirm Improvement Results

CONTROL

Standardize Improvements within Operations
Implement Process Control System (PCS)
Document Lessons Learned

Identify Future Plans

MIAMI-DADE
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Select Problem

Management reviewed many problems using a selection Matrix.
Project Selection Matrix

Selection Ciriteria

A B ) C=A*B
Impact ﬁitr:&
on Need for
Customer to Project
jec
Customer (Accuracyl Improve Ready
Problem(s) (Internal or Cost (Performance

imeliness Gap

External Oct'12

P Vo _ - . - e _ -
2 needs to be more efficient/effective (e.g. generalist vs External 3 4 Oct'12 12.00
specialist teams)

PWWM: Capital construction projects not getting done

3 quickly enough (especially length of time to launch projecty | DXermalinternal 3 3 Oct'12| 9.00

4 PWWM: Costs of Chemical Collection are too high External 3 3 Oct’'12 9.00

5 PWWM: Carryover is too high in Special Taxing Districts External 3 3 Oct’'12 9.00

6 Internal Services Department: Procurement process is Internal 4 4 Dct' - 16.00
too long/cumbersome Nov "12

7 WASD: It takes_too long for Dept to effectively answer/handle External 4 4 Nov '12 16.00
customer service calls

8 Transit: Cost of bus service has risen more dramatically External 4 4 Nov '12 16.00
than expected

9 Fleet Maintenance Costs are too high Internal thd thd Nov "12 TED

10 PROS (Parks. Recreation. and Open Spaces): thd thd thd thd DI:?{;Z TBD
5= Extreme 3= Moderate

Rating Scores:

4= High 2= Low 1=None

The team was chartered by management to address Bulky Trash
Pick-Up costs.
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Identify Project Charter

The team developed a team Project Charter.

MIAMI-DADE

Project Charter

Business
Case

Project Name:

To improve Efficiencies of Bulky Trash Pick-Ups

Problem/Impact:

Bulky Trash has not consistently met the 9 day Pick-up standard or Cost per
Yard Targets. Also, constituent complaints and dissatisfaction result from late
pick-ups.

]

Expected Benefits:

Improved Efficiencies and reduce cost

Objectives

Outcome Indicator(s)

Q1- Bulky Trash Pick-Up Cost per Yard;
Q4- % of Bulky Trash Pick-ups that were Late

Proposed Target(s)

Q1 Target= $50 ; Q4 Target= 5%

Time Frame:

October 2012 thru March 2013

Strategic Alignment:

Supports the County's Business Plan

Scope

In Scope:

Bulky Trash Requests

Out-of-Scope:

Other types of Requests

Authorized by:

Kathleen Woods-Richardson

Team

Sponsor:

Kathleen Woods-Richardson, Chris Rose, Ray Scher

Team Leader:

Alejandro Martinez-Esteve; Alonzo Kendrick

Team Members:

Vivian Gonzalez-Cao, Rey Perez, Danny Diaz, Khanya Robinson, Darran Kinsey

Process Owner(s):

Alonzo Kendrick

Mgmt Review Team:

Ray Scher; Chris Rose; Kathleen Woods-Richardson

Schedule

Completion Date:

31-Mar-13

Review Dates:

Monthly and Final Review in Mach 2013

Key Milestone Dates:

See Action Plan
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Develop Project Timeline Plan

The team developed a timeline plan to complete the Project. 4.|2r

Legend:
I = Actual
[_|=Proposed
WHAT: Complete DMAIC Story Project by March 31, 2013
DMAIC Story WHER
i Process Step Oct Nov Dec Jan Feb Mar
1. Define | | | Completed 11/30/12
2. Measure I |
_ Completed 11/30/12
3. Analyze Completed 12/12/12
4. Improve 1/30/13
[ 5. Control I | |
B 5303

m Define >Measw> Analyz> Imprm}ContrO> 5 0
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Monitor Team Proagress

The Team and Management used a Checklist to monitor team progress.
DMAIC Story Checkpoints

Objective: Demonstrate the importance of improve

1. The stakeholders' need(s) were identified.

=Team identified an indicator;

A line graph outcome indicator was constructed that appropriately measures the problem (or gap). developed a FlOWChart and a
4. A schedule for completing the five DMAIC Story steps was developed. SpreadSheet

Step 1 2. The problem can be described as an "object" with a "defect" with unknown cause(s) that need to
- be identified.
Define

5. Data contained or directly linked to the indicator were stratified from various viewpoints (i.e., what,

Step 2 where, when and who) and a significant dataset was chosen. «H istog rams, Paretos’ Flowchart

6. A target for improvement was established based on the stakeholders' need.
Measure

7. The impact of the target on the indicator was determined.

PLAN

8. A problem statement that describes the "remaining dataset" was developed.

ODbje e: AnNa e e 3 ed data to 1de and ve e roo 2 <
9. Cause and effect analysis was taken to the root level.

Step 3 10. Potential causes most likely to have the greatest impact on the problem were selected. [ ] F|Shbone 1 RC Venﬂca‘“on Mat”x

Analyze 11. A relationship between the root causes and the problem was verified with data.

12. The impact of each root cause on the gap was determined.

ODbje e: Develop and ple e O N eda N O € ate P e ed roo 3 e O e proble
14. T_he method for se[ep?ing the appropriate countermeasures was clear and considered - Cou ntermeasu reS Matrlxa Barrlers
effectiveness and feasibility. and AIdS, ACtIOﬂ Plan

Step 4 15. Barriers and aids were determined for countermeasures worth implementing.

13. Countermeasures were selected to address verified root causes.

DO

16. The action plan reflected accountability and schedule.
Obje < O a e O < ed e d < or e0 < ole d < a e pPpropie d Ol d < darge d pDee <
Improve

17. The effect of countermeasures on the root causes was demonstrated. . h
18. The effect of countermeasures on the problem (or indicator) was demonstrated. LI ne G rap

CHECK

19. The improvement target was achieved and causes of significant variation were addressed.

20. The effect of countermeasures on the indicator representing the stakeholders' need was
demonstrated.

- - L ravoe - - - - - -
ODb Prop anda DO 3 O 0 2 2 anda 2 oF

21. A method was established to document, permanently change, and communicate the revised
process or standard.

step 5 22. Responsibility was assigned and periodic checks scheduled to ensure compliance with the " Process FIOWChart’ Process Contr0|

revised process or standard. Chart

ACT

23. Specific areas for replication were identified.

Control Obie - o the te affo — - o o

24. Any remaining problems (or gaps) were addressed.
25. Lessons learned, P-D-C-A of the Story process, & team growth were assessed & documented. LGSSOI’]S Learned
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Review Process Flow Chart

The team
constructed
a Process
flow chart
describing
the Process.

The team
next looked
closer how
to capture
indicator
data.

IAMI-DADE

COUNTY

Pick-up Bulky Trash on Request for Customers

(Process Owner: Alonzo Kendrick)

\WHO 311 OPERATOR/ PUBLIC INFORMATION SUPERVISOR / FIELD
STEP CUSTOMER | OFFICER (PIO) ROUTING SECTION e
NEED C Need Bulky Trash Pick-up D)
et
e Request Bulky h
Trash Pick-up Via
== 311 Or Online
1 Call; NO +
REVIEW YE nol® PlO Reviews Rgst & Cust Pick-ups To Date |
NO
ing Cust?
CALL |- Call Customer | YES
-
e Discuss Request & 2 Pick-ups/Yr Policy & Options |
DISCUSS ust Still Interestée
W/O Billing? NO
REFER YES [* Refer To Routing Sec |
' ve y
CALL [ Call Cust And Discuss Rgst |
ATTTE O . NO
NOTIFY/ YES & Notfy Supv
CHECK/ e Supv Checks/ Reports
REPORT Trash Amt
| I
|. Discuss Billing & Options |
DISCUSS : NO
Gst Still Inter%
YES
y
UPDATE [* Update 311 System |
L .
) e Review 311 System Rqgst
REVIEW/ P1 # of Days FROM WCS Request Received e Route/Schedule (Book) Pick-up
IROUI= TO Request Routed L v
— e Supv Gets Books Daily
F?'ggu%'/al e |ssues Books To Crew
TRAVEL/ e Crew Travels To Site
PICK-UP/ e Picks Up Trash
RETURN e Return Books To Supv
]
RECEIVE/ P2 - # of Days FROM Request Routed TO Bulky
CLOSE-OUT Trash Picked-Up
\ 4
UPDATE |- Update 311 System
T __
h 4 .
INSPECT [+ Inspect Site | Q2- # of Days Bulky Trash Picked
S oienods NO Q3- # of Days FROM WCS Request Received TO Bulky Trash Pick-Up
i v
YES - - - - - - -
RESOLVE |o Discuss Issues And Resolve With Custome:' Satisfaction With Appropriate Parties | 7
A
SATISFIED C Bulky trash pick-up and customer Satisfied )

DMAIC_Story__Miami Dade_Bulky Trash_Flowchart_10-30-12.vsd 11/11/12



Bulky Trash “Cost per Yard” Factors

The team identified Cost factors for Bulky Trash operations:

Pick-up Cost
per Yard = (Crew Costs/pick-up + Crew Transfer Fees/pick-up)/Pick-up Yards)

Where...
Crew Cost per Pick-up = (Truck cost/day)+[(Sum of Crew’s Hrly Wage including

Fringe Benefits)*(10 hrs per day)]/(Crew Pick-ups per day)
Crew Transfer Fees per Pick-up =(Avg Fee per crew Load)/(#Pick-ups per Load )

Actual Calculations for Crews:

Scorpion Crew (Scorpion Crane
& two 32 yard capacity trucks; Crane

Oper, 2 drivers, Waste Attendant) = - -
[($696.35)+ ($101.26* 10hr)]/12pickups [l =
+ ($287.50) =$429.91 per Pick-up

Hawk (One Man Show) Crew (lcrane25yard = = .
capacity truck; Operator & Waste Attendant;)= [($264.33)+ =
($50.50 * 10hr)]/8pickups +($168.46) =$264.63 per Pick-up

Note: See Appendix for cost calculations G a

] Define >Measw> Analyz> Impr0\>Contro> 8
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ldentify Data Collection Needs

The team developed a data collection spreadsheet...

BCB DEM OGRAPFPHICS
Worke Order Information
B C D E F 5 H J b L b
H # of
o Pick-
— Wark Reasan ups Book Drop off | Crane Type Cost per  [Pick-up
Order # | Description | Address | Dist | Used | # Div | Location | Operator | Crew Pick-up | Yards
% DB [ % 2 Yo Moarth % MNETS %o Scorpian Awverage
23% | 1% | 39% | &% B3% $355 | 118
1] 55351300|SCHED PICH 1275 NE 17| 4 0 2 |Morth [NETS CHESTER [Scorpian r $414.20 3
2| 5536ZY00|SCHED PICK21800 SWW 1] 9 1] 22 |zouth [SDLF DAYID WL Scaorpion 414,20 12
3| 65378000 |SCHED PICKS750 WY BR| 7 0 19 |South [WTS JEFFREEY |Scorpion 414,20 a0
MILESTOME DATES DURATION OUTCOMES
1 0 a Q | AA |AB | pn | aap | aan | abedl| axss |BAS £
WS Rost WCS # “
2- Rec'd | Routed Rc'd Dags
1- Request 3 TO TO TO  |Pick-Q»| Pick- | Pick-U
WWLS Order Routed Pick-up Rost Fick- Fick- W LI Cost per
Date Dy Date Diay Date Day | Routed Up Up Lat Late? Y ard armrments
Yo Yoo Yo Aoy # of Days S Ay
255 %9 ny| 21 | 66 | 87 | -D.> 31.8 | $56.25
P1 P2 (3 a2 04 a1
1041420 Th [10M58412] Mo [10/48/12] Th 4 E i -2\ M $138.D?L
1011412 Th (1012412 Fr |10£18A12] Th 1 E 7 N 53452 [\
1012120 Fr [10A1512] Mo | 10£1812] Th 5] —3( $5.25 P~
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Review Selected Indicator

The team collected Q4 indicator data and reviewed performance trends:

% of Bulky Trash Picked-Up Late

IAMI-DADE
COUNTY

30

25

20 ~

15

Q4- % of Bulky Trash Pick-ups that were Late o
3

/ 27.7%

GOOD ||

b 4

/ 2 Month Avg= 19.7%

5 g GAP = 14.79%

—— Target
—=— Average
—— Actual

Zr0¢ das
Z10¢ 00
210z MON
AVARETE

Month
The team next looked at the Q1 Indicator Performance.
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Review Selected Indicator

The team collected Q1 indicator data and reviewed performance trends:

58

56

54

52

50

$ Pick-Up Cost per Yard

48

46

IAMI-DADE
COUNTY

Q1- Bulky Trash Pick-Up Cost per Yard

Auf
D

$56.65 GO

= Avg= $56.19
{ ‘ 56.18

|
it

}
2 GAP = $6.19
)

Target = $50

—— Target
—=— Average

—— Actual

Zr0¢ das
Z10z 10
210z MON
AVARETE
€T0¢ Uer

Month
The team next looked closer Sep and Oct Pick-up Cost per Yard Data.
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Strati

the Problem

The team sampled 2373 October Bulky Trash Pick-ups and constructed a histogram:

Bulky Trash Pick-Up Requests Completed
from Oct 18 through Oct 31, 2012

500

450

400

350

300

250

200

# of Requests

150

100

50

0

{- Specification= $50 Pick-Up Cost per Yard x 4

237

422

390

41€

(&)

n = 2373 (includes 229 Requests >$100 not shown)
mean = 56.19
std dev = 24.3

723 (30%) Bulky Trash Pick-Ups
exceeded Pick-up costs of $50 per

N

Yard

— wm e (P e e = mm s mm e

117

60

39

-5.79005 4.20995 14.20995 24.20995 34.20995 44.20995 54.20995 64.20995 74.20995 84.20995 94.20995

The team looked closer at these 723 high cost Pick-ups.

Define >Measw> Analyz> Imprm}ContrO>
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Pick-Up $ Cost per Yard

104.21 114.21
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Strati

the Problem

The team stratified the 723 high cost pick-ups many ways and found...

from Oct 18 - Oct 31, 2012 Costing over $50 Pick-up Cost per Yard

= 723

Bulky Trash Pick-Up Requests Completed

100

700

60

570 78.8%

500 +

400 +

# of Requests

200 +

100 +

570 (78.8%) High
Cost Pick-ups
iInvolved

Scorpion Crews

153

+ 90

+ 80

+— 70

+ 60

+ 50

% of Total

1 40

+ 30

+ 20

+ 10

Scorpion One Man Show
Type of Crew

The team looked closer at these Scorpion Crew Pick-ups.

IAMI-DADE
COUNTY
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Stratify the Problem

The team stratified the 570 high cost Scorpion pick-ups many ways and found...

IAMI-DADE
COUNTY

# of Requests

Scorpion Crew Bulky Trash Pick-Up Requests Completed
from Oct 18 - Oct 31, 2012 Costing over $50 Pick-up Cost per Yard

n= 557 (does not include 13 Requests that were not readily known)
500 +
406 72.9%

4 -
406 (72.9%) Scorpion

- Crew High Cost Pick- |
ups were in the

200 South Division

151
100 +
0
South North

County Division

The team looked closer at these South Division Pick-ups.
14 @

Define >Measw> Analyz> Imprm}ContrO>
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Stratify the Problem

The team stratified the 406 high cost South Division pick-ups many ways and found...

00 +

350 +

300 +

# of Pick-Ups

150 +

100 +

50 +

Scorpion Crew Bulky Trash South Division Pick-Up Requests Completed
from Oct 18 - Oct 31, 2012 Costing over $50 Pick-up Cost per Yard

100

250 +

200 +

+ 90

-+ 80

+ 70

+ 60

-+ 50

% of Total

1 40

+ 30

-+ 20

+ 10

n = 406 08 98 0% ggf}% 99 5%
398 (98%) South Division Scorpion
Crew Requests were Scheduled
Pick-ups
4 2 . 2
SCHED PICK_UP TRASH OVC | LITTER OVC Ti?ASH NON-COMPL
Request Type

The team looked closer at these 398 Scheduled Pick-ups.

IAMI-DADE
COUNTY
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Stratify the Problem

The team stratified the 398 Scheduled Pick-ups many ways and found...

Scorpion Crew Bulky Trash Scheduled Pick-ups in the South Completed from
Oct 18 - Oct 31, 2012 Costing over $50 Pick-up Cost per Yard

160

n= 398
1 mean = 4.4

159 Pick-ups involved
4 or Less Yards of

1 Bulky Trash
\; /

|

120

# of Pick-Ups
g

@
o

i
o

>4 51 51
44
30

24

N
o

o

0 1 2 3 4 5 3] T

# of Yards Picked-Up

Problem Statement: "159 Scorpion Crew High Cost South Division Scheduled
Pick-ups (>$50 per yard) Completed from Oct 18 - Oct 31, 2012 involved 4 or Less

Yards of Bulky Trash"

] Define >Measw> Analyz> Imprm}ContrO> 16
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Identify Potential Root Causes

The team completed Cause and Effect Analysis and found... Izr
9.,10.
People/Environment Methods Fishbone
P Cause and
Reps/Online Originators are not - icki .
consistently capturing Bulky Pile Sizes ?&Fg&giﬁﬁr&g&i notp )‘ Effect Diagram
No “must” requirement to Scorpion Crews are scheduled SFt);?blemt
C Qseare B;ullg\'l'rashfsxe by geographic area regardless emen
Policy “t0 not require estimates A Of SIREOF Rigk-bip~ ™~/ ™\ 150 Scorbion C
of Pile size” did not consider Scorplon Crew Scheduling ioh Coortpécgnthrew
advantages of knowing pile Process does not consider D:sisionSSchelijule d
size for field ¢ FIVA_A %@C\k:u/p’?'vA\/"v +) Pick-ups (>$50 per
d) Completed
Scorpion Crews are picking up small Bulky Trash Loads ﬁ\)rm) Octnl]g ?gct
: . : 31, 2012 involved 4
g Scorpion Crews rrake-up s not fleble (4 persons - 3 rucky) orLess Yards o
"Scorpion Crew Make-up" Design does not Bulky Trash"
work best with small Pick-ups (Under 4 yards)
Py P Z\
m = Potential Root
: : Cause
Materials/ Equipment
The team next looked to verify these 3 Potential Root Causes.
.AM,.DADE Define >Measur>Analyz> Imprm}ContrO> 17 @
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Verify Root Causes

The team collected data to verify the root causes and found....

Root Cause Verification Matrix

11.,12. A

Potential Root Cause

How Verified?

Root Cause
or Symptom

A Scorpion Crew
Scheduling Process
cdoes not consider Size
of Pick-ups

Team verified scheduling is only
cdone by geographic location
(Exceptions for priority or special
pick-ups)

Root
Cause

B "Scorpion Crew Make-
up” Design does not

Team verified only 2 types of crews
and Scorpion crew cdoes not vary in

work best with small Pick{# of People assigned. Cazzta
ups (Under 4 yards)

C Policy “to not require Checked written 311 Rep
estimates of Pile size” |procedures and interviewed 311
dic not consider Supervisor and found no written A
advantages of knowing |[requirement to secure pile size CaT.::a

pile size for field crew

(checked Online version and option
provided (not Required) to provide
pile size)

MIAM]-DADEE

...all three (3) were validated as root causes.

Define >Measu 9 Analyz> I mprm}ContrO>
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Identify and Select Countermeasures

13.14.™

The team brainstormed many countermeasures and narrowed them down to these for evaluation:

Countermeasures Matrix

Legend:

5=Extremely

4=Very

3=Moderately
2=Somewhat
1=Little or

Ratings
. g | » 5
Problem Verified Root | E| % Se
Statement Causes Countermeasures £ | 3 & S
A - Scorpion Crew A1- Change Scheduling Process to better
Scheduling Process match Pick-up Criteria (i.e. Size of Pile, Type 5 | 3 15
does not consider of Trash and Geographic Locations) to Type of
Size of Pick-ups Crew
B1- Develop Standards for setting Ratio 4 a 16
"159 Scorpion " . i
Crew High Cost B - "Scorpion f:rew between # of Scorpion and Hawk Crews
South Division |Make-up DeS|g_n does g>. Add/Upgrade “Litter Crews™ and use in
Scheduled Pick- |t work best with Scheduling process (perhaps upgrade truck, | 4 2 | 8
ups (>$50 per |SMall Pick-ups (Under | ,qy jift gate, add trailer)
yard) Completed 4 yards)
from Oct 18 - Oct B3- Use Neat Teams 3 | 1 3 N
] 31, 2012 A1- Ask Customer to submit Picture of
involved 4 or L Trash 5 1] 5 N
Less Yards of |C - Policy “to not
Bulky Trash" |require estimates of |A2- Require Size of Trash Pick-up from
Pile size” did not Customer at time of request (via online or 5| 5| 25 Y )
consider advantages 311 call)
of knowing pile size
for field crew A3- Require Type of Trash at time of 5| 4| 20 Y
Request
The team selected 5 countermeasures for implementation.

MIAMI-DADE
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Pilot: Enhance Online Bulky Requests and Routing Process uf

Target

1)  Add criteria to Bulky Requests made via the Web Application to identify the
Type and Size of the Bulky Pickup. Utilize common visual aids to assist
constituents in identifying the size of piles.

1)  Landscape/trees (minor, small, medium, large)
2)  Appliances (how many units)
3)  Furniture (how many pieces)
4)  Other (minor, small, medium, large)
2)  Modify existing Routing Process
1) Use new criteria to identify minor/small piles
2)  Filter minor/small piles to be routed to Hawk Crews ONLY

3)  Identify minor/small piles on the Manifest for supervisors to distribute
to staff

= ITD will modify the Web Application and charge their standard programming rates.

= PWWM and ITD GIS SLA staffs will modify the existing Routing Process and
Manifests.

= Timeline for implementation is April 2013

] Define >Measw> Analyz> Impro} Contro> =20 %
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Barriers and Aids

The team performed Barriers and Aids analysis on the selected Countermeasures.

What: Implement Countermeasures To Reduce Costs of Bulky Trash Pick-Ups

Barriers Aids
:?Tﬁ Forces against Implementation | Forces For Implementation
M 1) Fiscal Budget is limited A) Management Very Supportive

(Supported by Aid:A,B)

L 2) Possible Staff Pushback on B) Significant Project Savings and
changes Benefits to Process Customers
(Supported by Aid:A,B)

The team next sought to incorporate this analysis into the team’s Action Plan.

MIAMI-DAD=E Define >MeaSUﬁ> Analyz}l mprov}Contro> 21 %




Develop and Implement Action Plan

The team implemented an Action Plan for the team’s Countermeasures. 16

WHAT: Implement Countermeasures to Reduce Cost of Bulky Trash Pick-ups

Legend:
B - Actual
[ = Proposed

WHEN
2012 2013
HOwW WHO | Dec | Jan | Feb | Mar | Apr | May | Jun | Jul | Aug
1. Develop Countermeasures: 5
A1- Change Scheduling Process to better match Pick-up L1 & 11813
Criteria (i.e. Size of Pile, Type of Trash and Geographic Locations) o ; ;
to Type of Crew Rey E i
B1- Develop Standards for setting Ratio between # of Scorpion | Alonzo/ | : |§4’r30”3
and Hawk Crews Alejandro ol
B2- AddiUpgrade "Litter Crews"” and use in Scheduling process| Alonzo/ |. : |§4’30”3:
(perhaps upgrade truck, add lift gate, add trailer) Alejandro g g :
A2- Require Size of Trash Pick-up from Customer at time of L—tl: 1”5”35
request (via online or 311 call) ReyNVivian
L ] i
A3- Require Type of Trash at time of Request 1115013
9 e 9 Reyfvivian u ; ,
2. Secure Management Approval of Countermeasures (share | Team | | 5”’”3
benefits and cost savings) E ;
"3. Communicate/Train PWWM Staff in Countermeasures and | Team 5 5 : 5
related policies/procedures (share benefits and cost :I 2;10”53 |:| 5;150,‘13 ;
savings)
" 4. Implement Countermeasures and Pilot Countermeasures Team Scheduling 5 [:l | 530013
Pilst | 3/1/13 g
" 5. Review Pilot and determine Benefits and adjust as Team ] 2713 5 L3 5
necessary and present results to management 5 I:l 5
" 6. Establish On-going responsibilities and standardize Tearmn | ; : ;
countermeasures into operations Ton goi:ng
MIAMI-DADE Define >Measw> Analyz}l mprov}Contro> 22




Implement “Scheduling Pilot” to Quantify Savings

2

“*Scheduling Pilot” Steps:

1. Complete Implementation of 311 Rep Call (and Online) procedures that will
add Trash Type and Estimated Pile Size to System Generated Work Orders

Scorpion Crews, 2 Hawk Crews and 1 modified “Litter Crew”)
Pilot Scheduling Matrix

Develop
Pilot
Scheduling
Matrix

Select “Pilot”
Time Period
(1-2 weeks)

16.

. Identify # and type of Crews to use for “Scheduling Pilot” (for example, 2

Crew Type | Crew Make-u Crew Cost DESIIED
P P per Pick-Up Trash Type Pile Size
1-Crane Truck
Scorpion  |2-Trash Trucks $429.91 All Types Owver 8 Yards
4- People
1-Cranef/Trash Truck
Hawk 2- People $264.63 All Types 3-8 Yards
Modified ~ |LPick-upTruck Brush, Small Tree Limbs,
Litter C 1- Trailer TBD Small Household items 2 Yard or Less
IEr LIEW 15 people

Supervisor picks up system generated scheduled books and redistributes
work orders between the Pilot Crews to best match each Crew Type with the
Pile Size and Trash Type according to “Pilot Scheduling Matrix”.

After time period, the team (and Black Belt) will calculate the savings and

statistical differences between the Pilot Crews and Regular Crews.

MIAMI-DADEE
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Review Results

17.,18.,19.,20. M

The team collected indicator data and reviewed performance trends:

$ Pick-Up Cost per Yard

58

56

54

52

50

48

46

Q1- Bulky Trash Pick-Up Cost per Yard

Avg= $56.19 Countermeasures Started in Feb
= 0

G ﬁD

We improved to YY%

!
Y

@
Target =50, PR
I Q&s\\\f Qo‘) Qg&@ —— Target
S ‘:z \\'\) —=— Average
- I Qieﬁgeq,‘?i e?} & Actual
SIS 5 & &
Month

The team was encouraged by the results and will continue to monitor the countermeasures.
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Standardize Countermeasures 21.22.23.

The team Pick-up Bulky Trash on Request for Customers (Process Owner: Alonzo Kendrick)
\WHO 311 OPERATOR/ PUBLIC INFORMATION SUPERVISOR / FIELD
. STEP CUSTOMER OFFICER (PIO) ROUTING SECTION CREWS
incorporated e C Neod Bulky Trash Piokep S
the = Ld I Ee%esol EI!E!%—E“; v y
; 311 Or Online
. REQUEST (input_Type
Improvements And Size) N
effr v
into the FELEWY No[e PIO Reviews Rgst & Cust Pick-ups To Date |
Process Cust?
. YES
e Discuss Request & 2 Pick-ups/Yr Policy & Options >
e Secure Trash Type And Approx. Size
e e
DISCUSS
Ok W/O Billing~
REFER YES [ Refer To Routing Sec |
' ve 2
CALL [e Call Cust And Discuss Rgst |
AT OF Trash NO
NOTIFY/ YES & NoOtTy SUpV
CHECK/ e Supv Checks/ Reports
REPORT Trash Amt
|
|- Discuss Billing & Options |
DISCUSS _ NO
GSt Still Interestedz——
YES
y
UPDATE [ Update 311 System
e Review 311 System Rqst
REVIEW/ e System Schedules Crew
ROUTE Book Based On Trash
Type, Size And Locn
PICK-UP/
The team ISSUE/ Supv Gets Books Daily
TRAVEL/ e Issues Books To Crew
PICK-UP/ e Crew Picks Up Trash
looked RETURN « Return Books To Supv
1]
RECEIVE/ + Receive Books From Supv
ahead tO CLOSE-OUT e Close Out In WCS System
A 4 T
the UPDATE |- Update 311 System |
T
future [ TSt
: INSPECT [+_Inspect Site |
— NO
Satisfied? v
s YES |. Discuss Issues And Resolve With Customer Satisfaction With Appropriate Parties | 25 '
< |
)
Bulky trash pick-up and customer Satisfied
IAMIDADE SATISFIED C y pick-up D)
COUNTY




Implement Process Control System 21. 22,23

The team developed a Process Control System to better monitor the process on-going.

Process Control System

Process Name: Pick-up Bulky Trash on Request |Process Owner: Alonzo Kendrick
for Customers
Process Customer: County Constituents Critical Customer Requirements: Pick-up Bulky Trash
Timely and Cost Effectively
Process Purpose: Pick-up Bulky Trash Current Sigma Level: TBD
Outcome Indicators: Q1l, Q2, Q3, Q4
Process and Q_uallty Indicators Checking / Indicator Monitoring Contingency Plans/
Process Indicators Control Timeframe Misc.
And Limits Data to Collect (Frequency) | Responsibility | ® Actions Required
= When to for Exceptions
Specs/ What is Checking Item Collect Who will e Procedure
Quality Indicators Targets or Indicator Calculation Data? Check? References
P1 # of Days FROM WCS 2 days |# of Days FROM WCS Monthly |[Alonzo e 311 system
Request Received TO Request Received TO Kendrick
Request Routed Request Routed
P2 # of Days FROM Request 7 days |# of Days FROM Request Monthly | Alonzo e 311 System
Routed TO Bulky Trash Routed TO Bulky Trash Kendrick
Picked-Up Picked-Up
Q1 Bulky Trash Pick-Up Cost per | $50 |(Bulky Trash Pick-Up Cost Monthly | Alonzo e 311 system
Yard per |per Pick-up) / (Yard per Pick- Kendrick e ASE Scorecard
Yard |up)
Q2 # of Days Bulky Trash TBD |# of Days Bulky Trash Monthly | Alonzo e Overdue Report
Picked-Up Late Picked-Up Late Kendrick (over 9 days)/
e 311 system
Q3 # of Days FROM WCS 9 # of Days FROM WCS Monthly | Alonzo e Overdue Report
Request Received TO Bulky Days |Request Received TO Bulky Kendrick (over 9 days)/
Trash Pick-Up Trash Pick-Up e 311 system
® ASE Scorecard
Q4 % of Bulky Trash Pick-ups TBD |[100*(# of Bulky Trash Pick- Monthly | Alonzo e Overdue Report
that were Late ups that were Late)/ (# of Kendrick (over 9 days)/
Bulky Trash Pick-ups) e 311 system
® ASE Scorecard

Approved: Date: Rev #: Rev Date:

The team looked ahead to the future.
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ldentify Lessons Learned 24.25. M

Lessons Learned

1) Team Bonding is important since teams need all team members’ active
involvement and respect to be successful. One helpful technique learned
to promote this team bonding is using Icebreakers at the start of team
meetings. The technique used is “Sharing Unites, Opinions Divide the
Group”...so we shared some little know fact about ourselves before
meetings.

2) All Root Causes come from either “Standards that Fail or People that Fail
the Standards™

Next Steps

1) Run a pilot and continue to develop the “Litter Crew” scenario to pick up
smaller Bulky Trash Pick-ups.
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Appendix — Crew cost per Pick-up Calculations

Crew Cost per pick-up:

1. Scorpion Crew (12 pick-ups per day and 6 loads)
= Crane Oper......$30.45 (includes Fringe)
= Drivers(2) ....... $25.38 each (includes Fringe)
= Waste Attendant.... $20.05 (includes Fringe)
2. Scorpion Truck Daily Rate = $273.55
3. Trash Truck Daily Rate= $211.40

4, Transfer Avg Fee per 32 yard Load = ($575 X 6 loads per day)/12 pick-
ups=$287.50

1. Hawk crew... ( 8 Pick-ups per day and 3 Loads to Transfer Station)
= Crane Oper ...... $30.45 (includes Fringe)
= Waste Attendant.... $20.05 (includes Fringe)
= Hawk Truck Daily Rate = $264.33

2. Transfer Avg Fee per 25 yard Load = ($575 X (25/32))x3 loads/8 Pickups=$168.46
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APPENDIX - Hidden Costs of Late Pick-Ups

The team identified additional costs of late Pick-ups.

1. Handling Costs for Inquiries/Complaints asking about delays
2. Managing Pick-up Requests Backlog
3. Staff Overtime

4. Customer Complaints cause dissatisfaction and possible claims for
restoration of property

To Be developed in follow-up improvement project
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