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Six Sigma Problem Solving Process

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

DMAIC Performance Improvement Process

Process Step

Description of Team Activities
Number Name

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”

1 DEFINE

Stratify Problem (i.e.“Gap”)

2 MEASURE e |dentify Problem Statement

o |dentify Potential Root Cause(s)

3 ANALYZE Verify Root Cause(s)

Identify and Select Improvement(s)
Identify Barriers and Aids

Develop and Implement Improvement Plan
Confirm Improvement Results

4 IMPROVE

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

Identify Future Plans
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Select Problem

Management reviewed many problems using a selection Matrix.

Project Selection Matrix

Selection Criteria
A B C=A*B
Impact Need
Customer o o
(|nterna| or Customer Improve  |supports Miami
(Accuracy/ Cost (Performance Dade Strategic
Problem(s) External) [Timeliness) Gap) Goal(s)? YN | Overall
1Too high of waste transfer costs Diposal Haulers (Int/Ext) 4 2 Y 8
2 Too high of waste collection costs Rate Payers (External) 2 2 Y 4
(I:D(ljssﬁ)ssal: Tipping fees not adequately covering all of disposal Haulers Internal/External 3 4 v 12
4 Too many retroactive change orders associated with capital 10
ndors (construction) take too long to get paid Vendors (External) 4 4 Y
6 - : " 4
(especially length of time to launch project)
7 Poor efficiency of the cart maintenance program Residential Cust (External) 3 3 Y 9
Too many residential developments/households are not being
served by PWWM (but that should be served, by code) Externalinternal 3 5 Y 15
_Eff|C|enc_y and gffecﬂvene;s of Mosquito Cpntrol needs to R&B Customers (External) 3 4 v 12
improve including accounting for seasonality
Pu_bl_lc Works _Road & Bridge op's teams nee_d t_o be more R&B Customers (External) 3 5 v 6
efficient/effective (e.g. generalist versus specialist teams)
Roa}d & Bridge (Public Works)- pothole routing needs to be R&B Customers (External) 3 2 v 6
optimized.
Pu.blllc Works .Road & Bridge operations needs to be more R&B Customers (External) 3 4 v 12
efficient/effective
13 SDiljg)lpllne process takes too long (especially on Waste Mgmt Mgmt & Empls (Internal) 3 1 v 3
. A 5= Extreme 3= Moderate
IR St 4= High 2=Low 1=None

“Vendors take too long to get paid” was the top rated Problem.
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Identify Project Charter

The team developed a team Project Charter.

Project Charter 2.

Business
Case

Project Name:

Improve the Percentage of Construction Vendor Invoices Paid Timely

Problem/Impact:

Vendors (construction) take too long to get paid. Also, many vendors submit improper invoices which result in
longer payment cycle times. CSBE pronpt payments require a 14 day payment window per County ordinTce.

Expected Benefits:

Improvement will result in an increase in vendor satisfaction with expedited payments.

Objectives

Qutcome Indicator(s)

Q3 %of CSBE Invoices Paid Within 14 of Initial Receipt

Proposed Target(s)

Target=90%

Time Frame:

July 2012 through Nov 2012

Strategic Alignment:

Supports departmental Business Plan objective of increasing timeliness of invoice
processing.

Scope

In Scope:

Construction Related (CSBE) Invoices

Qut-of-Scope:

Other non Construction Invoices

Authorized by:

Ray Scher; Chris Rose

Team

Sponsor:

Ray Scher; Chris Rose

Team Leader:

Aneisha Daniel; Carlos Maxwell

Team Members:

Marie Brutus; Michael Fernandez; Mayra Morales;, Rodney McMillian

Process Ownex(s):

Aneisha Daniel

Mgmt Review Team:

Ray Scher; Chris Rose; Kathleen Woods-Richardson

Schedule

Completion Date:

30-Nov-12

Review Dates:

Monthly and Final Review in November 2012

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:
B - Actual
WHAT: Complete DMAIC Story Project by Nov 30, 2012 L ==Proposed
DMAIC Story W';o'fz'\'
i Process Step Jul Aug Sep Oct Nov Dec
1. Define E
Completed 8/16/12
2. Measure
Completed 8/31/12
3. Analyze
— Completed 9/25/12
"4 Improve
B o300
r |
5. Control | |
11/30/12
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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.

Measu re 6. A target for improvement was established based on the stakeholders' need. = Pal’etOS and H |St0g rams

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. [ ] S|ng Ie Case Bore’ F|Sh bor]e , RC
Analyze 11. A relationship between the root causes and the problem was verified with data. -c - .
Verification Matrix

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.

18. The effect of countermeasures on the problem (or indicator) was demonstrated.

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.

ODbje e: Preve e proble anda DO 3 S O s 0 2 2 anda are e ga
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 COﬂtI’O|
revised process or standard. Chart

ACT

23. Specific areas for replication were identified.
Control Obie - T A ——— —p o 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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Hidden Costs of Untimely Payments

The team collected info on costs of untimely payments.

Annual Cost

1. Lost discounts for early payment
a. Estimated Discounts for early payments (est. annual savings )..........cc.cvvvvviieeenns $2,000.00

2. Handling Costs for Inquiries/Complaints asking about untimely payments

a. (360 late Payments more than 1 week per month)X(12 Months) X
(90% probability) X(.5 Staff Hrs per Call)X($26 per Staff Hr).................... $50,544

b. (180 late Payments more than 2 week per month)X(12 Months)X
(90% probability) X(.5 Staff Hrs per call)x($35 per Mgmt staff Hr)........... $34,020

3. Managing Invoices that are being paid in untimely manner

a. (360 late Payments more than 1 week per month)X(12 months) (.05 Staff Hrs
per invoice)X($26 per staff hr)X(4 times)......cccoevviiiiiiiiii e, $22,464

Annual Costs Savings= $109,028

/P\ii
| \]x
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Review Process Flow Chart

The team
constructed
a Process
flow chart
describing

the Process.

The team
next looked
at data
needed to
display the
Pand Q
Indicators.

Pay Construction Related Vendor Invoices

\WHO VENDOR PUBLIC WORKS & WASTE MGMT (PWWM) COUNTY FINANCE
STEP CONSTRUCTION CONTRACT MGMT SECTION (CCMS) | PWD FINANCE DEPARTMENT (MDC)
NEED C Need Vendor Invoice approved and Paid D)
—
e Submit Invoice
SUBMIT With Docs
I
e Clerk Receives, Time Stamps And Forwards
Invoice To Project Manager
RECEIVE/ e PM Reviews For Math Accuracy
REVIEW NO ath Accurate?
ounty Funde
FOLLOW |. Follow Federal Regiulations | YES
L — P1- # of days for Project Mgr to
e Project Mgr Discusses With Appropriate Parties approve Invoice (from Invoice Rec’d)
DISCUSS/ And Changes Order Or Return To Vendor (target=2 days)
CHANGE OR NO = e
RETURN 4 O
YES -
e PM Forwards To Construction Mgr (CM)
FCR)E\\;YQ\;RVI/D/ e CM Reviews/ Approves And Forwards To CC . .
SIGN/ e Construction Chief (CC) Signs P2 -_# of Days to for Cons_tructlon Chief
RETURN/ e CC Returns Invoice To CCMS to Sign Invoice (from Project Mgr
REVIEW e CCMS Reviews Package For Completeness Approval) (target= 2days)
v NO Complete
NOTIFY/ e Notify Vendor Of Incomplete Package
RETURN e Return Invoice To Vendor YES
T
VERIFY/ e CCMS Verifies Vendor Insurance In OCI
FORWARD e Forward Invoice To PWD Finance
I
POST/ ~Post Transaction Th FAMTS P3 - # of Days to
ASSIGN/ e Assign Index Code send to PWD
RETURN e Return To CCMS Finance (from
\ 4 ' CC Signing)
FORWARD e CCMS Forwards Invoice To MDC Finance For (target=2 days)
Payment
[
v
ENTER/ e Enter Invoice Into
SEND . CCIS
P4 - # of Days for MDC to Approve Invoice [e Send Check/ACH
and Pay Vendor (target=2 days) Pymt To Vendor
RECEIVED
\ 4
RECEIVED Vendor Invoice approved and Payment Received to Vendor )
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ldentify Data Collection Needs

The team developed a data collection spreadsheet to collect indicator and demographic data...
Construction Small Business Enterprise (CSBE) Invoice Process Status Summary

BCB DEM OGRAPHICS
Vendor Info Contract Information
B C G H | J K M N
*
= . :
3 Contractor Contract/ Invoice Open or Site
Vendor Name City Project Description Project # | CSBE Division Amount Spec. Type of Work
% CSBE Total
100 $7,581,294.56
1|ACOSTA TRACTOHHIALEAH GARDENS, FL 33018 20070626 |CSBE CONSTRUCTION $2,007.17|Site Specific Road Widening
2|ROCK POWER PA|MIAMI, FL 33183 20090356|CSBE CONSTRUCTION $2,425.14|Open Contract Safety Improvement
3|M & C CONSTRUC|MIAMI / FL / 33183 20100447 |CSBE CONSTRUCTION $2,804.41|Open Contract Sidewalk Improvement
MILESTONE DATES DURATION OUTCOMES
PWWM Construction Dept PWWM Finance County Finance End-of-Process
Q R S T W X Y z AC AD AE= AF= AG= AH= AK= AR AS= AU= "Y' if
S-Q W-S Y-W AA-Y AC-Q AK-AR AS<=0
PWWM
Fin
Inwice | Sec Mgr | Constn | Appres | Inwice
2-PWWN 3-PWWM 4- PWWM 6-C0unty Finance Rec'd Apprves Apprves to Rec'd Time
1-Inwice Rec'd by | Section Mgr Const'n Staff Finance Approved and Check to to to County to Standard | # of Days | Payment
PWWM Approves Approve Approves Sent Sec Mgr| Constn |PWWM Fin| Finance |Payment| to Pay | Payment | Sent on-
Date Day Date Day Date Day Date Day Date Day Apprnes | Apprves | Apprves | Apprnes Sent Inwice |Sent Late Time?
%Mo %Mo %Mo %Mo %Mo Awerage Awg %Y
18.6 22.0 16.9 18.6 14.4
P1 P2 P3 P4 Q1 Q2 Q3
12/23/10( Th |01/03/11| Mo | 01/07/11 Fr |01/13/11| Th 01/19/11 We
10/19/10( Tu | 10/22/10| Fr 10/26/10] Tu |12/27/10 Mo 12/29/10 We 3 4 62 2 71 14 57 N
12/27/10 Mo | 01/06/11| Th 01/20/11| Th |02/04/11| Fr 02/12/11 Sa 10 14 15 8 47 14 33 N

Define >Measw> Analyz> Imprm}ContrO> MIAMIDADE




Review Selected Indicator

The team collected indicator data and reviewed performance trends:

Q2 - % of CSBE Invoices Paid Within 14 Days of Initial Receipt
100 3

Target = 990% . . GOOD

90

L 2
*

&
>

: -

/ GAP

60 <

NoON-CSH AVO=

50

%

% \ / ——Target
20 \ / S

-&-CSBE

—=—Non-CSBE
10
0 T T T V

53%

T T
pd
= Ea =

Month

22Q
uep
qe4
e
unp
e

The team looked closer at the CSBE Invoices that were paid within a timely basis and
those paid in an untimely fashion from initial received date.

/P\ii
| \]x

Define >Measw> Analyz> Impr0\>Contro> .1
COUNTY



Stratify the Problem

The team stratified 644 CSBE invoices using a histogram and found...

CSBE Invoices Paid from Oct 2011- April 2012

™ [uste 14 days mean < 23.4
#212 std dev = 20.1
309 Invoices paid timely averaged 11.2
g A~ daysand..
- ... 335 Invoices paid in untimely fashion
e averaged 34.6 days to pay. Ve

) i
-2.5 3.5 9.5 155 21.5 27.5 33.5 39.5 455 51.5 57.5 63.5 69.5 75.5 81.5 87.5 93.5 99.5 106 112 118 124 130 136 142 148 154

# of Days to Pay Vendor

The team looked closer at comparing the Untimely to the Timely Vendor Invoices.
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Strati

the Problem

The team compared the Untimely to the Timely Invoices and found...

Pay Construction Related Vendor Inovices

335

CONSTRUCTION
CONTRACT MGMT
SECTION (CCMS)

PWD FINANCE

MDC FINANCE

Need Invoice )

Processed

ve

Rec Invoice
PM Reviews

Un- Ti?r?gly .
iz | TR | einer
ments
54| 3.2 | 2.2
114 2.3 | 9.1

o V Verifies
Payroll /
Insurance
= = T—— e

6.9

4.5

2.4

v

CM Approves
CC Signs

34.6

11.2

23.4

335 Invoices took 10 days
longer than Timely Invoices
to Verify Vendor Payroll and
Insurance

Post Transaction

e Assign Index
Code

n 4
e Enter Into CCIS
e Pay Vendor
|

A 4
C Payment Rc’d )

The team looked more closely at the 335 untimely paid invoices taking in

step 3: CCMS Verifies Payroll and Insurance.
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Strati

the Problem

The team stratified the 335 Untimely Paid Invoices in several ways and found...

# of Invoices

/P\ii
| \]x

250

CSBE Invoices Untimely Paid (and averaged 10 days or more to Verify Payroll and

Insurance than timely Invoices) from Oct 2011- April 2012

200

150

100

50

-10.5 -25

54

33

n = 325 (10 invoices had not data for this step)
mean = 11.2 (which is 10 days longer than timely
std dev = 19.6

133 Invoices (averaged 25.7 days) took 6 days or
more to verify payroll and insurance

(Note: these 133 invoices totaled $8.3 Million and
averaged 40.9 days overall to pay vendor)

(Note: these 133 invoices totaled $8.3 Million

and averaged 40.9 days overall to pay vendor)

II R s S ) WP RN 1
0 _—

invoices)

1

55 135 215 295 375 455 535 615 695 775 855 935 101.5 109.5 117.5 125.5 133.5 141.5 149.5

# Days to Verify Vendor Payroll and Insurance

The team looked closer at these 133 Invoices.
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Stratify the Problem (Continued

The team stratified the 133 Invoices further and found... 5 678
CSBE Invoices Untimely Paid took over 6 days and averaged 25.7 ' ' 7' Ij
days to Verify Vendor Payroll and Insurance from Oct 2011- April 2012
120 + - 118 90
—\ + 80
100 + =
WOW! t 70
8 80 + . + 60
5 118 (88.7%) Invoices | . s
= “1 Involved construction |, £
H
w0 | related work | 50
T 20
0 0
CONSTRUCTION TSS

Project Type

Problem Statement: 118 Construction related CSBE Invoices Untimely Paid
averaged 25.7 days (each over 6 days) to Verify Vendor Payroll and Insurance from Oct
2011- April 2012

==

[ <]
/
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Identify Potential Root Causes 0.

The team sampled 20 of the 118 Untimely Paid Construction related Invoices, reviewed
documentation and interviewed involved staff before conducting a Single Case Bore Analysis.

Problem Statement: 118 Construction related CSBE Invoices Untimely Paid averaged 25.7 days (each
over 6 days) to Verify Vendor Payroll and Insurance from Oct 2011- April 2012

Sampled Z0 of the 118 late Invoices |
Reasons or Factors - - - 5
. . Si & i o ) o o = o =
(That ntributed to |, - ot SRR B S :
vermication of Payroll and Instirance) o) b ) s wEsPEISEEE 3PS

11 Pending Partial/ Final Releases X XX (x] |x] [X] |X ¥ x[x[x] 3] s2%
2} PM required to pick up invoice/ PM delay XXX | X|X| |X X| | X[X|X x| 13] 3%
3) Pending Payroll X XXX | |¥x] |X X 5%
4) Federal (i.e.ARRA) Funding Requirements XX X X X[(X|X[xX sol  as
T Ve TS ™ ALY X | (XL R
6) Internal Time Lag/ Communication XX X X sl e
T) Invoice required {original or revised) XX XX al 19w
8) Certificate of Completion XX X Il 14%
9} Process breakdown X X 21 1%
10) Problem with dedicated allowance overrun (#) X 1 ]
11} Problem with Retainage X 1 e
12) Vacation X 1 5%
13} As-Built Drawing X 1 5%
14) MUR X 1 S
15} Insurance X 1 e

0 L

0 L

0 L

0 L

The team next looked closer at these 4 factors.
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Identify Potential Root Causes 9.10. M

The team completed Cause and Effect Analysis and found...

C- Pending Payroll (52%) A- Pending Partial/ Final Releases (62%) | Fishbone

_ _ Cause and
Complete Payroll info not submitted No Documentation Avail for Subcontractor Releases Effect Diagram
Vendor is fully trained or aware of Vendor has not submitted Releases fo Problem
Aconsequences of late submittals previous work already paid by county Statement
Training not clear enough for
ndor Training not clear enough for all Vendor is fully trained or aware of .
Vendor responsibilities and consequences consequences of late submittals 118 Construction
A related CSBE
endor Tralnlng not clear enough for all Invoices Untimely
/endor responsibilities and consegquences Paid averaged 25.7
— days (each over 6
Federal Documents not submitted days) to Verify
complete PMs are busy and and must alt'er their Vendor Payroll and
Vendor is fully trained or aware of schedule to pick up return Invoice Iznos1u1r-azc:z"fr2cg;120ct
consequences of late submittals Pick-up/Return Sub-Process was P
established without concern for timeliness
endor Training not clear enoug _ .
for all Vendor responsibilities and Bé\P;gE euspsllzztsl:r: EI)r;vocl)c;erISub ;) K = Potential Root
consequences P 9ned RooTy. Cause
D- Federal (ie ARRA) Funding B- PM Required to pick up invoice /
Requirements (48%) PM Delay (57%)

The team next looked to verify these Potential Root Causes.
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Verify Root Causes

The team collected data to verify the root causes and found.... 11.12. &=

Root Cause Verification Matrix

: : Root Cause
Potential Root Cause How Verified?
or Symptom
A “endor Training not Feviewed Training Materals and
clear enough for all attendance requirements and

Yendor responsibilities  |determined how “endor friendly and
and consequences effective at identifying key

responsibilities and consequences

B PFick-up/Return Invoice  |Reviewed written procedures and
Sub-process designed  |discuss with PhMs and CW> and

poorly determined that there is not a timely
method to pick-up and return

revieswed |mvoices

...both were validated as root causes.
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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

Problem Verified Root
Statement Causes Countermeasures

Take Action?

Effectiveness
TesiNo

Feasibility
DOverall

A1- Enhance Vendor training (e.g add Vendor
checklists, Web-based, PPT, examples, 4 4

A - Vendor Training
Contact info, Consequences, Tips)

not clear enough

118 Construction :;; atl:ngiebl:;::;;s‘ and AZ- Develop a Invoice Aid that includes a
related CSBE cnn[:se sences Checklist for the Vendor to help ensure all 5 | 4
Invoices Untimely q required documents are submitted and
Paid averaged 25.7 contact info.
days (each mrler 6 B1- Encourage PM to Sign-off on Invoice in 5 | 5
days) to Verify the field
Vendor Payroll and
y B2- Instruct Vendor to "Email Invoice Copy”
Insurance from Oct |g Pick-up/Return [, pp 3] 5
2011- April 2012 |jqypice Sub-process
designed poorly B3- Encourage Vendors to Enroll in Electronic g | s
Invoice Program
B4- l:?reate Share Point Site for Vendor 1 | 3 g N
Invoices

The team selected 5 countermeasures for implementation.

-m
b ’
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Barriers and Aids

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

Countermeasure(s): Implement 3 Countermeasures to improve Yendor Invoice processing

Barriers

Forces against

Implementation
M 1) PM Push Back on

additional requirements

Forces For Implementation

A) Management very supportive
of team’s efforts in saving

(Supported by Aid:A,C) costs

H 2) Limited resources to B) County already does many
develop and deliver types of training and training
training methods utilized

(Supported by Aid:A,B,C) | ¢} Vendor supportive of efforts

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

Develop and Implement Action Plan B o

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

WHAT: Implement 5 Countermeasures to improve Vendor Invoice Processing

WHEN

2012 2013
HOW WHO Sep | Oct | MNov | Dec Jan_ [ Feb | Mar_[ Apr

1. Develop Countermeasures:

Team/CMS |:| 15'”20112i
A1- Enhance Vendor training (e.g. add Vendor checklists, Web-based, :

PPT, examples, Contact info, Consequences, Tips)

A2- Develop alnvoice Aid that includes a Checklist for the Vendor to |Team/CMS |:| 1112012
help ensure all required documents are submitted and contact info. 5 5 5 :

. .. . Rodney I:! 10;31;12
B1- Encourage PM to Sign-off on Invoice in the field ;

Rodney — TRV
B2- Instruct Vendor to "Email Invoice Copy" to PM ;
Aneisha 5 5 5 | : |
B3- Encourage Vendors to Enroll in Electronic Invoice Program f = 2@58”3 :
"2. secure Management Approval of Countermeasures (share Team |:| 11730112 |
benefits and cost savings) i ; .
"3. Communicate/Train PWWM Staff in Countermeasures and Team | . |
related policies/procedures (share benefits and cost savings) 212:8;‘13 |
"4. Implement Pilot for Countermeasures Team | ' ‘
: : : 202813 :
"5. Review Pilot and determine Benefits and adjust as necessary Team |:| 3;3”13
and present results to management :
"6. Establish On-going responsibilities and standardize Team | : : : : |
countermeasures into operations ' ' '  Ongoing
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Review Results 17.18.,19.20. &

The team collected indicator data and reviewed results of it’s

countermeasures
Q2 - % of CSBE Invoices Paid Timely 442(
1:: S Qount?rmegsure§ imglemepted [n Noy 201? ) GOOD o
g L1arget = 90% 0
a A S I
60 / \ \'\?‘:66
52 50
40 \
30
20 —+—Target

—=—Non-CSBE

\ /
——CSBE \_/
: . . 5

10

29
uep
9°4
ey

Aepy
unp

n

Bny

dag

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

=

L |

)
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Standardize Countermeasures 21.22.23.

The team revised _Pay Construction Related Vendor Invoices (Process Owner: Aneisha Daniel)
\WHO PUBLIC WORKS & WASTE MGMT (PWWM) COUNTY FINANCE

AT VENDOR

|nd Icators and STEP CONSTRUCTION CONTRACT MGMT SECTION (CCMS) | PWD FINANCE DEPARTMENT (MDC)

M NEED _ ) - ~— ~ - - D
Incorporated the M Reviews Vendor’s Invoice In Field & Signs Off On Work

. SUBMIT e Vendor Uses Cklist & Submits Invoice With Docs And PM

|mprovements 4 Signature (Submit Electronically If Possible)

Into the Process MECIZII=] e PMPicks Up Invoice Rewes edor:O : PM App@ PM Approvals
flowchart. REVIEW || ’ _ ;

Work And Signs Off If OK In the FIEId Can
e Ak Significantl
FOLLOW [ Follow Federal Regiulations | - ] g y
. . Speed Process

YES

e Project Mgr Discusses With Appropriate Parties

DISCUSS/ And Changes Order Or Return To Vendor :
CHANGE OR NO 9 P1- # of days for Project Mgr to )
RETURN y approve Invoice (from Invoice Rec’d)
YES »y (target=2 days)
e PM Forwards To Construction Mgr (CM)
FSR)E\\;YQ\;RV?I e CM Reviews/ Approves And Forwards To CC
SIGN/ . 8%”;2;‘5::1‘;”|Evfgge(gg)c%%’l‘ss P2 - % of Invoices returned for faulty /
RETURN/ e issi i =
REVIEW e CCMS Reviews Package For Completeness Missing documentation (target= 0%)
NO
NOTIFY/ e Notify Vendor Of K‘ncomplete Package comeie P3 - % of Invqices_ requiring Federal
RETURN e Return Invoice To Vendor YES Progr_am Review (i.e. ARRA, CDBG,
T Housing)
VERIFY/ e CCMS Verifies Vendor Payroll/ Insurance In OCI P4 - % of Invoices submitted that
FORWARD e Forward Invoice To PWD Finance require releases
L
n 4
POST/ e Post Transaction In FAMIS
ASSIGN/ e Assign Index Code
RETURN e Return To CCMS
1 |
A
FORWARD e CCMS Forwards Invoice To MDC Finance For
Payment
The team .
\ 4
ENTER/ e Enter Invoice Into
looked to SEND ceis
e Send Check/ACH
1 Pymt To Vendor
standardize T
the |ndicator RECEIVED e Payment Rec'd Q1 - # of Days to Pay CSBE Invoice
. . Q2 - % of CSBE Invoices Paid on-Time
monitoring
RECEIVED C Vendor Invoice approved and Payment Received to Vendor )
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Standardize Countermeasures

The team Developed a Process Control System (PCS) to monitor the process on-going.

Process Control System

Process Name:
Vendor Invoices

Pay Construction Related

Process Owner: Aneisha Daniel

Process Customer:

CSBE Vendors

Critical Customer Requirements:
Accurately and Timely (within 14 days)

Pay Invoice

Process Purpose: Pay Vendors for Services Current Sigma Level: TBD
Rendered Outcome Indicators: Q1, Q2
Process and Q_uahty Indicators Checking / Indicator Monitoring Sy e/
Process Indicators Control Timeframe Misc.
And Limits Data to Collect (Frequency) |Responsibility | ® Actions Required
L 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 for Project Mgr to TBD |100*(# of Trips Loaded within| Monthly |CCMS * PWS
approve Invoice (from Invoice Standard Weights)/ ( # of
Rec'd) (target=2 days) Trips)
P2 % of Invoices returned for 0% |100*(# of Invoices returned |Monthly |CCMS * PWS
faulty / Missing for faulty/ Missing document-
documentation ation)/ (# Invoices rec’d)
P3 % of Invoices requiring TBD |100*(# of Invoices requiring |Monthly |CCMS * PWS
Federal Program Review (i.e. Federal Program Review (i.e.
ARRA, CDBG, Housing) ARRA, CDBG, Housing))/(#
of Invoices Rec’d)
P4 % of Invoices submitted that TBD |% of Invoices submitted that | Monthly |CCMS * PWS
require releases require releases
Q1 # of Days to Pay CSBE 14 |# of Days to Pay CSBE Monthly |CCMS e PWS
Invoice Invoice
Q2 % of CSBE Invoices Paid on- | 90% |% of CSBE Invoices Paid on- | Monthly |CCMS * PWS
Time Time
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) Root Causes are either “Standards that Fail” or “People Failing Standards”

2) Graphs (Paretos, Histograms, etc.) are powerful analysis tools and were
very helpful to the team in analyzing the data.

3) Identifying Root Cause(s) examining the data using the tools and
techniques is better that guessing at what you think are the causes.

4) Don’t jump to conclusions when reviewing data. Careful examination
proved more effective and helped the team follow the pertinent data that
led to Identifying Root Cause(s)

5) Single Case Bore allowed team to use detail data to better prepare for
fishbone

Next Steps

1) Continue to monitor the countermeasures and performance results.

/P\ii
| \]x
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