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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 Identify Problem Statement

e |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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Identify Project Charter

The team (chartered by management) completed their Project Charter.

2.

Project Charter
Project Name: [Improve the timeliness of the disciplinary process
Disciplinary Actions take too long to process. This results in delayed corrective action and

Problem/Impact: |reduces operational efficiency. Also, lowers employee morale and strains the relationship with the
Business union. 1.
Case Improvement will result in reduced processing time. By reducing processing time, employee

behavior will improve and the corrective measures will be taken immediately after the offense.
Also, it could potentially reduce the number of disciplinary actions, improve employee morale and
improve the Department relationship with the union in this area.

Outcome Indicator(s) |Q1- Percentage of disciplinary actions completed in 60 days

Expected Bengéfits:

Proposed Target(s) [Target= 90% of disciplinary actions processed in 60 days
Time Frame: |March 2013 through July 2013
Strategic Alignment: |Supports the County's Business Plan
In Scope: [PWWM Disciplinary Action Process
Scope Out-of-Scope: [Miami-Dade County Disciplinary Process

Authorized by: |[Kathleen Woods-Richardson
Sponsor: |[Kathleen Woods-Richardson; Chris Rose

Team Leader: |[Aneisha Daniel; Mayra Morales
Claudia Henfield; Trinese Lamb Gray; Charles Lovely; Charlie Queen; Michelle Sifontes; Karen
Toledo
Process Owner(s): |Aneisha Daniel
Mgmt Review Team: |[Ray Scher; Chris Rose; Kathleen Woods-Richardson
Completion Date: |31-Jul-13

Schedule Review Dates: |Monthly and Final Review in July 2013

Objectives

Team Team Members:

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
[_1=Proposed
WHAT: Complete DMAIC Story Project by July 31, 2013
DMAIC Story ng'\'
Process Step Mar | Apr May Jun Jul Aug

1. Define
Completed 4/12/13
2. Measure E Completed 4/20/13

3. Analyze
Completed 5/31/13
4. Improve
6/30/13
5. Control
7/31/13
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Monitor Team Proagress

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

Step 1
Define

DMAIC Story Checkpoints

Objective: Demonstrate the importance of improve

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

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

A line graph outcome indicator was constructed that appropriately measures the problem (or gap).

PLAN

Step 2
Measure

4. A schedule for completing the five DMAIC Story steps was developed.
ODbje e e gate e Tead e O N o ato 2 <

5. Data contained or directly linked to the indicator were stratified from various viewpoints (i.e., what,
where, when and who) and a significant dataset was chosen.

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

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

Step 3
Analyze

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

ODbje e: AnNa e e 3 ed data to 1de

9. Cause and effect analysis was taken to the root level.

10. Potential causes most likely to have the greatest impact on the problem were selected.

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

DO

CHECK

Step 4

Improve

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

13. Countermeasures were selected to address verified root causes.

14. The method for selecting the appropriate countermeasures was clear and considered
effectiveness and feasibility.

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

16. The action plan reflected accountability and schedule.
Obje < O a e O < ed e d < or e0 < ole c <

17. The effect of countermeasures on the root causes was demonstrated.

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

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

ACT

Step 5

Control

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

ODbje e: Preve e proble anao DO 2 s O e
21. A method was established to document, permanently change, and communicate the revised

process or standard.

22. Responsibility was assigned and periodic checks scheduled to ensure compliance with the
revised process or standard.

23. Specific areas for replication were identified.

24. Any remaining problems (or gaps) were addressed.

25. Lessons learned, P-D-C-A of the Story process, & team growth were assessed & documented.

=Team identified an indicator;
developed a Flowchart and a
Spreadsheet

=Paretos and Histograms

=Single Case Bore; Fishbone ; RC
Verification Matrix

=Countermeasures Matrix; Barriers
and Aids; Action Plan

=Process Flowchart; Process Control
Chart

=Line Graph
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Hidden Costs of Late Disciplines

The team collected info on costs of late payments.
Cost per Discipline

1. Phase 1

a. DISCIPling Preparation..........oviiiiis e e et e e e $706
2. Phase 2

a. Route to Chain of Command for Level of Discipline............................ $204
3. Phase 3

a. Route of Approval of Final Action Letter........cccccoeeiiiiiiiiiii e, $640

Total Cost per Discipline = $1,550

otal Cost for the 1,023 Disciplines Analyzed from FY2010-12 = $1,58 0
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Review Process Flow Chart

The tea Discipline Employee for County Rule Violation (Process Owner: Aneisha Daniel)
m WHO | PLOYEE PWWM DIVISION PWWM HUMAN RESOURCES PWWM MANAGEMENT
Constructed e (SUPERVISOR) DIVISION (CHAIN OF COMMAND)
fl h NEED ( Need to Appropriately Address County Rule Violation )
a. OWC art v AD= Assistant Director
Recognize Possible Violation COC= Chain Of Command
f th O R B CCEEE |. gniz : I_ : DAR= Disciplinary Action Report
O r e v A Legend |DC= Division Chief
e ConductTnvestigation And Work With PWWM DD= Department Director
P CONDUCT/ Safety Officer And ISD Office Of Safety HR= Human Resources Division
ro CeSS REQUEST/ e Request Disciplinary Action With Support Doc’n ROC= Record Of Counseling
SUBMIT To DC And AD For Approval To Move Forward
e Submit Support Doc’'n To HR
A 4
|. Review Documentation |
REVIEW
N oc’n
mple
YES
PSET,’-}-EF’ e Prepare ROC Or DAR
FORWARD e Route Up To AD & Down To DC
For Approval
developed | """
i s . o
Outcome i vy NOPAR)
RECOMMEND/ e Supervisor Presents DAR To Employee
I d H ROUTE e Recommends Discipline Level -«
n ICatO rS e Routes File Back Through The COC Up To AD
< v
fro m EE‘-{LE&“ h e COC Reviews Discipline Level
e Makes Recommendation And Returns To HR
v
S I POC an d ENSURE/ e HR Reviews Recommendation For Consistency
C t RECOMMEND And Appropriate Level Of Discipline
NO Written
- i d?
Rq mits SCHEDULE/ « Schedule Meeting With DD And Union Reps <prman
e Discuss DAR And Proposed Disciplinary Action 9 Signatu res
analysis NQ_—mesigaTo Requirement for )
- —Y ; : te? =
e Investigate Further With Appropriate Parties omple
See INS\’(-;ESEB%‘?_EEI e Schedule Second Meeting With DD And YES Ap|:.>roval of Fina
Union Reps | Action Letter
Ap pe n d IX) PREPARE/ o e Prepare Final Action Letter
ROUTE/ - i inli H e Route To The COC Up To DD For Signature
e Q1- % of Disciplinary Actions ]
Completed in 60 Davs [» COC Reviews For Signature
| "
|. Forward Letter 10 Supervisor | YES
PRREECSEE“I‘;EI e Supervisor Presents Letter To The Employee ’
C Employee Receives Final Discipline D)




Identi

Data Collection Needs

The team developed a data collection spreadsheet to collect indicator and demographic data...
PWWM Disciplinary Actions Process Status Summary

BCB DEMOGRAPHICS
CONTRACT INFORMATION CLIENT ORGANIZATION INFO
B C D |E F G H | J
N Admin
| Employee Action Recommen(led
D | EmployesName | DOl |Div]  JobTile | Type | Status | Violation Decription Violation Desc Discipline
Avg %Goods  %Ritd
0) 0.0
v -
3032027| 32 {WASTETRUCK DRIVER | DAR | COMPLETED  INCOMPETENT/NEFFICIENT|INCOMPETENTINEFFICIENT|WRITTEN REPRIMAND
36033047| 33 |WASTEATTENDANT1 | DAR | COMPLETED |ABSENTWITHOUT LEAVE  |ATTENDANCE SUSPENSION
36033048| 33 |WASTEATTENDANT1 | DAR | COMPLETED |[CONDUCT UNBECOMING  |CONDUCT UNBECOMING  [SUSPENSION
36033048 33 WASTEATTENDANTL | DAR | COMPLETED |HABITUALLY TARDY ATTENDANCE PENSION
— P N N
Measure ~ Analyze ~ Improve~-Control 'DADE




|dentify Data Collection Needs (cont.

The team developed a data collection spreadsheet to collect indicator and demographic data...
PWWM Disciplinary Actions Process Status Summary

MILESTONE DATES OUTCOMES
AC= | AD= | AG= |AH=| AR | AO= |AP-Yif
VPP Qs (T U VW REY 2 A A8 SN | US | W-U [AA-W| AAN | AL60 | Ai=60 &
- 3 O- b [- DAR [ FA [ FA For | Final
DAR  (Final Action| Final | Final | Final Action Final |Routed| Red | Incident | Days | Action
1- Final | Presented | Action | Action | Presentation | Incident | Letter | by HR |by HR|Occurred| Final |Present
Incident Action to  |Received|Present | Received by |Occurred| frHR | TO | TO | TO | Action | ation
Occurred Letter | Employee | ByHR | ation | HR TO | TO | FA | FA | DAR |Presen-| Rec'd
Da DAR Final|Employ | Rec'd |Pres.| Pres. | tation | On-
Date |Day(Date Day| Date |Day| Date |Day [Date|Day(Date|y (Date| Day | byHR | ee |byHR [oyHR| byHR | Rec'd | Time? | Notes
UaMo| %Mo Mo Yoo %Mo %Mo %o Avg # of Days %Y
1921 (00 123 144 00 00 | 1906 | 116 N2 |12 21 .
- "V YY
AN
1/15/10] Fr 4/28/10] We | 5/20/10] Th 103 0 \ | 65 N
1/19/10] Tu 1/12/10] Fr |11/12/10] Fr 297 0 9 | B | N
/ / 2/19/10] Fr U 0 4 36 Y |
/ / 3/7/11 Mo 397 5 402 342 v Y
/ / 3] Tu 1 N
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Review Selected Indicator

The team collected indicator data and reviewed performance trends:
Q1 - % of Disciplinary Actions Completed on-Time

100
Target = 90% 3-|2r

90 -

80 GOOD [

70

60

[<3]

(@]

[¢]

§ 50 GAP —&— Target

S‘—_, —m— Disciplines
40 +Average

30

20

isciplines 3 Yr. Avg.:@
A
10 /./\ /
o5/.‘.‘.\‘.57.1.#.5.5’.‘.‘5.5. .

FY10- FY10- FY10- FY10- FY11l- FY11l- FY11l- FY11l- FY12- FY12- FY12- FY12- FY13- FY13-
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Ql Q2 Q3 Q4 Ql Q2

Fiscal Year

The team looked closer at the Disciplines that averaged only 2.7% on-time in the last three years.
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Stratify the Problem

The team stratified Fiscal Year 2010-12 Disciplines using a histogram and found...

Disciplines Processed From Fiscal Year 2010-2012

40

n= 146
e mean = 202.2
std dev = 104.7

37

35

30 U:$L= 60
) 2
Disciplines
(processed
in 60 days
50 || orless)
averaged 30 :
days to .
process and :

25
....141 Late Disciplines (over

60 days) averaged 208 days
to process

# of Disciplines

15

10

116.5 169.5 222.5 275.5 328.5 381.5 434.5 487.5 540.5 593.5 8646.5 699.5

-42.5 10.5 63.5
# of Days to Complete Discipline Process

The team looked closer at comparing the Late to the Timely Disciplines.
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Stratify the Problem

The team compared the LATE Disciplines to the TIMELY Disciplines and found...

141 5
Late T‘?"' Differ| EMPLOYEE SUPERVISOR | HUMAN RESOURCES
ime
Disci- |“énce

MANAGEMENT

860gnize Possible
Violation
\ 4
e Request
Disciplinary Action
|

L

e Review Documentation

196 | 30 [ 166 « Prepare ROC Or DAR
wv—Yes

e Prepare Final Action Letter
e Route To Management For |« 1

Signature No
aturel Granted?

Forward Final Action Letter
To Supervisor

e Supervisor Presents Letter
12 0 12 To The Employee 141 Late Disciplines took 166 days
longer than Timely Disciplines to
208 | 30 | 178 [[FrpoyeeReconesy Finalize Discipline Action Letter

The team looked more closely at the 141 LATE Disciplines in step 1: Initial
Incident to Final Action Letter.
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Stratify the Problem

The team stratified the 141 Disciplines processed over 45 days and found...

35

30

25

# of Disciplines
[
L]

=
o

10

Disciplines Processed Late {averaged 166 days more from incident occurrence to
finaf action letter)

n= 141
mean = 196.3
std dev = 101.2

EE

21

uUsL=45

....83 out of the 141 Disciplines took over 161.5
days and averaged 252 days to process from
incident occurrence to finalize discipline action

letter

14.5 63.5 RS 1615 210.5 258.5 3085 S 406, 5 4555 5045 3535 6025 6515

# of Days to Complete Discipline Process

7005

The team looked closer at these 141 Disciplines.
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Stratify the Problem

The team stratified the 83 Disciplines processed over 161.5 days and found...

incident occurrence to final action letter
¢ %8 b

Disciplines processed late (took over 161.5 days and averaged 252 days from

m 100

80 n= 8 i
26
70

90

- B0

WOW!

~———~——
€ _ /\.JJ - -

- 70

- B0

wmn
(o]

8 (70%) out of the 83 Disciplines that took

- 50

% of Total

# of Disciplines
&

over 161.5 days to process from incident

w
=]

occurrence to final action letter involve

30

)
(=]

accident type violations

F20

[y
()

1o

]

wiolation Type

Problem Statement: “58 Disciplines related to accidents were finalized after 161.5
days and averaged 252 days (each over 196 days) from incident occurrence to final action

letter from Flscal Year 2010- 2012”
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Identify Potential Root Causes 0.

The team sampled 15 of the 58 Violation Type Disciplines that took over 161.5 days and
reviewed documentation and interviewed involved staff before conducting Single Case Bore

Analysis.
Problem Statement: “58 disciplines related to Accidents took over 161.5 days (averaged 252 days) to process
from incident occurrence to final action from Fiscal Year 2010-2012”
ampled 15 of the 58 (25%) Late Disciplines
N /S
¥ /o
- s & /o
g S /o /S /)5
S /9 /a § /378 /S /S
Reasons or Factors s /3 /8 /5 /8 /8 /¢ I
B o o o oo AN ' ‘ 7 N g
(That possibly contributed to delays in finalizing ? /8 /g & §’ $ /)5 /5] &
. . . S /X /& g /R /S /& /S /5] 9
disciplinary actions related to accidents) ___ /¢ /3 /£ g /8 /SIS IS /R &
‘
1) Pending PWWM Safety Officer/ Field Investigation X X X X | 8|53%[
2) Pending ISD Office of Safety Ruling X | X | X | xX]|X X X | X | X | X 10| 67%| =
9 Signatures Requirement for Approval of Final Action Letter | X X X X | 10| 67%
4) Delays in Preparation of Notice of Appeal X X | X | x| x|x 8| 53%
5) Delays in Preparation o ckage x| X 141%
6) 5 Signatures Requirement for Discipline Level X X X X | X | X 6| 40%
7) Management Inconsistencies With Discipline Level X 1 7%
8) Appeal Process X X 2| 13%
9) Delays in Presentation of DAR X X | X X X | X 6| 40%
10) Compounding Disciplinary Actions X X | X 3] 20%
11) Delay in Preparation of Final Action Letter X | X | X X | X 5| 33%
12) Accident Review Committee 1 7%
13) Delays Due To File Loss X 1 ™%
14) Delay in forwarding Final Action Letter to Field 1 7%
15) Employee Out X X 2| 13%

am next looked closer at these 4 factors.
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Identify Potential Root Causes

9.,10. IZf

The team completed Cause and Effect Analysis and found...
C- Pending PWWM Safety

Officer Investigation (53%) A- 9 Signatures Requirement for
PWWM Safety Officer ruling is Approval of Final Action Letter (67%)
delayed pending information from

Field Supervisors
Supervisors do not submit

Delays in the review of the DAR and

complete incident/ accident Final Action Letter
/ch\l%es in a ti ma Too many Managers involved in the
! Y — process
\No time standard in place for the N G VR Vo Ve veg
Supervisor to submit complete C No time standard and no policy in A
incident/ accident package and for place for Management to review
the Safety Officer to complete th DAR and sign Final Action Letter
investigaton A A A A
7 =
HR staff takes too long because workloa ISD Office of Safety takes too long
is greater than what they can handle to rule on preventability of accidents
HR staff do not prioritize the ISD Office of Safety has many

County Departments

o time standard in place for H
to prioritize the Notice of Appea

lace to issue ruling in a timely manner.
A AN AN AN

Fishbone
Cause and

Effect Diagram

Problem
Statement

“58 disciplines
related to
Accidents took
over 161.5 days
(averaged 252
days) to process
from incident
occurrence to final
action from Fiscal
Year 2010-2012”

N vy Vv V< B _
él\sg Office of Safety has no standard in C::} -
p

D- Delays in the Preparation of ) . : 0
Notice of Appeal (53%) B- ISD Office of Safety Ruling (67%)

Th% éeam next looked to verify these Potential Root Causes.
PR — = Define >Measu>Analyz> Imprm}ContrO>
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Verify Root Causes

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

11.,12. A

Root Cause Verification Matrix

Potential Root Cause

How Verified?

Root Cause
or Symptom

A

No time standard and no
policy in place for
Management to review
DAR and sign Final
Action Letter

Reviewed employee files and
discussed with PWWM Management
and HR Staff and determined that
there is no time standard and/or
policy in place

Root Cause

ISD Office of Safety has
no standard in place to
issue ruling in a timely
manner

Reviewed employee files and
discussed with PWWM HR Staff and
determined that there is no time
standard in place

Root Cause

No time standard in place
for the Supervisor to
submit complete incident/
accident package and for
the Safety Officer to
complete the investigation

Reviewed employee files and
discussed with PWWM HR Staff and
determined that there is no time
standard in place

Root Cause

No time standard in place
for HR to prioritize the
Notice of Appeal

Reviewed employee files and
discussed with PWWM HR Staff and
determined that there is no time
standard in place

Root Cause

...all 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
4=Very Ratingsl:une or None
8 ¢
. . 5 g\ kel
Problem Verified Root £ £ 5 g%
Statement Causes Countermeasures i ? 5| &8
Al- Delegate authority for disciplinary
actions to appropriate levels of the
organization as follows:
Al.1- Written reprimands to Division Chiefs
Al.2- Suspensions up to to 10 days to 5 3 15
A -No time Assistant Directors and above 10 days to
standard and no PWWM Director
“58 disciplines policy in place for |Al.3- Dismissals and Demotions will be
related to Accidents [Management to authorized only by the PWWM Director
took over 161.5 days|review DAR and A2- Establish the following time standards
(averaged 252 days) |sign Final Action  |within the DAR process:
to process from |Letter A2.1- 30 days from date of incident to
incident occurrence development of DAR
i i 4 4 16
to final action from A2.2- 5 days from development of DAR to
Fiscal Yea: 2010- presentation of DAR to employee
2012 A2.3- 14 days from employee's receipt of DAR
to final action letter
B - ISD Office of B1l- Have ISD make exclusive, official
Safety has no determinations regarding preventability of
standard in place accidents, and return those determinations to| 5 3 15
to issue ruling in a [PWWM within 14 days of receipt of
timely manner information packages from PWWM
The team selected 7 countermeasures for implementation.
Q
O
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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: 3=Moderately
S5=Extremely 2=Somew hat
4=Very 1=Little or None

Ratings

Problem Verified Root
Statement Causes Countermeasures

Effectiveness
Feasibility

Overall
Take Action?

Yes/No

C1- Have Supervisors submit complete
incident/accident packages to the Safety
Officer within 5 days of the incident/accident,

C- Notime
standard in place

for the Supervisor |5n4 have the Safety Officer submit complete S|4
to Sgb”:/'t co_rr;plt?[te incident/accident packages to ISD within 2
“58 disciplines Ipnacclk:ge :rcl:glfoern days thereafter
related to Accidents \ihg safety Officer |C2- Provide additional training to
took over 161.5 days|ig complete the Supervisors on incident/accident
(averaged 252 days) |ipyestigation investigations as well as the overall discipline 5|5
to process from process
incident occurrence
to final action from D1- Reallocate resources within PWWM to
Fiscal Year 2010- . provide a position in HR to assist with the
2012” D -Notime DAR process and to handle Notices of > | 4
standard in place Appeals regarding preventability of accidents
for HR to prioritize
the Notice of
Appeal D2- Establish a 2 day deadline for PWWM HR
to process Notices of Appeals regarding 5 5

preventability of accidents

The team selected 7 countermeasures for implementation.

0
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Barriers and Aids

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

Countermeasure(s): Implement 7 Countermeasures to improve timeliness of the Disciplinary Process
Barriers Aids
Impact Forces against Impl tati F For Impl tati
(H. M. L) gainst impliementation orces rror mpliementation
H 1) Lack of support from some A) Common practice Countywide
PWWM Staff
(Supported by Aid:A,B,C,D)
M 2) Lack of support for establishing] B) Administrative Order 7-16
time standards (Administration and Delegation of
(Supported by Aid:A,C) Authority to Discipline) already
ratifies Delegation of Authority
H 3) Resistance from Supervisors C) Union supports a faster disciplinary
(Supported by Aid:A,B,C,D) action process
H 4) Limited resources to deliver D) ISD can assist with training and
training training materials
(Supported by Aid:D)

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 7 Countermeasures to improve the timeliness of the Disciplinary Process

WHEN
2013 2014
HOW WHO Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr
1. Develop Countermeasures:
Al- Delegate authority for disciplinary actions to appropriate levels of | Aneisha | | | or0n3
the organization
A2- Establish time standards within the DAR process Aneisha I—"—f 9/20/13
B1- Have ISD make exclusive, official determinations regarding Michelle | | 102513
preventability of accidents, and return those determinations to
PWWM within 14 days of receipt of packages
C1- Have Supervisors submit complete incident/accident packages to| Michelle 10/25/13
the Safety Officer within 5 days of the incident/accident, and have the
Safety Officer submit complete incident/accident packages to ISD
within 2 days thereafter
C2- Provide additional training to Supervisors on incident/accident Michelle/ 12/31/13
investigations as well as the overall discipline process Trinese
D1- Reallocate resources within PWWM to provide a position in HR to | Aneisha 9/30/13
assist with the DAR process and to handle Notices of Appeals
regarding preventability of accidents
D2- Establish a 2 day deadline for PWWM HR to process Notices of Michelle [ || 1025013
Appeals regarding preventability of accidents
2. Secure Management Approval of Countermeasures (share Team [ 9/30/13
benefits and cost savings) |
3. Communicate/Train PWWM Staff in Countermeasures and Aneisha/ [ ' | | 1724114
related policies/procedures (share benefits and cost savings) Michelle ‘ ‘ ‘ |
4. Implement Pilot for Countermeasures Team [ | 124114
\
5. Review Pilot and determine Benefits and adjust as necessary Team 3/28/13
and present results to management ‘
6. Establish On-going responsibilities and standardize Team | ‘ |
countermeasures into operations ’ ‘ On-going ' '
1
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17.,18.,19.,20. M

Review Results

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

Q1 - % of Disciplinary Actions Completed on-Time

o

100
Countermeasures |mplemented In Nov 2013

L 4
L 4

90 ¢ ¢ * ¢ ¢

Target = 90%

%

O
\
& o0
20 { = Target RS- R
. Q \G“\ ’\((\V
10 1|~ Disciplines ORI I
(S M\

Month
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Standardize Countermeasures 21.22.23.

The team revised Discipline Employee for County Rule Violation (Process Owner: Aneisha Daniel)
1 1 WHO PWWM DIVISION PWWM HUMAN RESOURCES PWWM MANAGEMENT
indicators and sTED EMPLOYEE (SUPERVISOR) DIVISION (CHAIN OF COMMAND)
Incorporated the NEED ( Need to Appropriately Address County Rule Violation )
1 v AD= Assistant Director
Im provements RECOGNIZE |. Recognize Possible Violation COC= Chain Of Command
. << A Legend Bél}BD[sgpllgﬁ:yfActlon Report
IntO the PI’OCGSS * ISD Conducts E}(clusi\(e,'OfficiaI_ Determination 9 DD= Dg;l)se:?t%entleDirector
fi h CONDUCT/ . e Requosta Disciplinary Action With Support R S aroos Division
OWC art Rggglﬁls-rTl Doc’'n To DC And AD For Approval To Move Forward ROC= Record Of Counseling
e Submit Support Doc’n To HR
P1-Number of Days from incident |. Roview Docume'ntation |
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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:

PWWM Disciplinary Actions

Process Owner: Aneisha Daniel

Process Customer: PWWM Employees

Critical Customer Requirements: Complete
Disciplinary Actions Timely (within 60 days)

Process Purpose: Discipline Employee for Current Sigma Level: TBD
County Violation Outcome Indicators: Q1, Q2
Process and Quallty Indicators Checking / Indicator Monitoring SaiEnay BT
Process Indicators Control Timeframe Misc.
And Limits Data to Collect (Frequency) |Responsibility| e 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 incident 30 [|# of days from incident Monthly |PWWM-HR | ¢ PWS
occurrence to development of occurrence to development
DAR (target=30 days) of DAR
P2 # of days from development 5 |# of days from development |Monthly |PWWM-HR | ® PWS
of DAR to presentation of of DAR to presentation of
DAR to employee (target=5 DAR to employee
days)
P3 # of days from employee’s 14 |# of days from employee’s Monthly |PWWM-HR | ¢ PWS
receipt of DAR to final action receipt of DAR to final action
letter (target=14 days) letter
Q1 % of Disciplinary Actions 90% |% of Disciplinary Actions Monthly |PWWM-HR | ¢ PWS
Completed on-Time Completed on-Time
Q2 % of Disciplinary Actions 0% |% of Disciplinary Actions Monthly |PWWM-HR | ¢ PWS
Completed Late Completed Late
Approved: Date: Rev #: Rev Date:
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ldentify Lessons Learned 24.25. M

Lessons Learned

1) Data stratification was a critical component for the team to determine where
the problem is.

2) 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)

3) Conducting two brainstorming sessions and applying Creative Thinking
techniques helped the team identify more diverse recommendations and
think “outside the box”.

Next Steps

1) Continue to monitor countermeasures and performance results.

25
Define >Measw> Analyz> Impro} Contrtb ]
COUNTY




Appendix —SIPOC Analysis (support for slide 7)

S.I.P.O.C. Analysis

Process: PWWAM Disciplinary Action for County Rule Violation

Process Owner: Human Resources Director Date Approved:
Suppliers Inputs Process Outputs* Customers
Human Resources
1. Recognize Violation i Supporting
. . 2. Request Disciplinary Action .

Employee Violation | |5 Submit Suppoprting Documentation to HR || |Documentation PWWM

FieldSupervisor County AO County
"""""" S R e iy s |

Documentation

Field Supervisor

Human Resources

Management

Field Supervisor

Disciplinary Action

Human Resources

Management

4. Review Supporting Documentation |
5. Prepare ROC or DAR
6. Route to Chain of Command for Approval

. Present DAR to employee
. Route to Chain of Command for Approval i
. Review Discipline Level

oo~

[ ]10. Prepare Final Action Letter

11. Route to Chain of Command For Sighature
12. Employee receives Final Discipline 8

Human Resources

Management

Human Resources

Management

Final Action Letter

Employee

PWWM

County

* Qutputs used to
Identify Outcomes

Note: See next Appendix Page for derived Indicators from SIPOC Outputs
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Appendix- Customer Requirements Matrix (Support for Slide 7)

Process: PWAM/M Disciplinary Action for County Rule Violation

Customer Requirements Matrix

Survey Voice of Customer

Process Customer Valid :
Quality . Outcome Indicator
Exar'np|e Q_Jestion O.Jtput(S) RQQL" rement
Element
. Complete P1 - Number of days to
Supporting . Documentation to HR |submit completed
umentation in 15 days documentation?
Prepare and Approve |P2-Number of days to
ROC/ DAR ROC/DAR within 15 prepare and approve a
Days ROC or DAR?
L Recommend Level of |- 3~ Number of days to
Disciplinary N I route, approve and
. Discipline within 15
When do customers | Action Days recommend Level of
Timeliness| need the process Discipline?
outputs? Q1- Percentage of
Final Action Disciplinary Action Disciplinary Actions
Letter Determined in 60 days |Completed on Time?
Q2- Number of Days
Final Action Disciplinary Action Disciplinary Actions
Letter Determined in 60 days |Recorded Late?
) . Q3- Number of Days to
Final Action Disciplinary Action Process Disciplinary
Letter Determined in 60 days | Actions?
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