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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
(|nternal or Customer Improve  |Supports Miami
(Accuracy/ Cost (Performance Dade Strategic
Problem(s) External) Mimeliness) Gap) Goal(s)? YIN | 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
(Iil):';si);)sal: Tipping fees not adequately covering all of disposal Haulers Internal/External 3 4 v 12
Too many retroactive change orders associated with capital Board 5 5 v 10
construction
5 Vendors (construction) take too long to get paid Vendors (External) 4 4 Y 16
Capital construction projects not getting done quickly enough Internal/External 1 4 v 4

(especially length of time to launch project)

7 Poor effician of the cart ;maintenan

erved by PWWM (but that should be served, by code)

9.~ ; : . .
improve including accounting for seasonality

Public Works' Road & Bridge op's teams need to be more

efficient/effective (e.g. generalist versus specialist teams) R&B Customers (External) 3 2 Y 6
Roe_ld & Bridge (Public Works)- pothole routing needs to be R&B Customers (External) 3 > v 6
optimized.
Pu.blllc Works .Road & Bridge operations needs to be more R&B Customers (External) 3 4 v 12
efficient/effective

13 Eiljg)lplme process takes too long (especially on Waste Mgmt Mgmt & Empls (Internal) 3 1 v 3

. . 5= Extreme 3= Moderate
R S 4= High 2= Low 1=None

“Unserved Residential Collections” was the second highest rated

problem and was one of 3 problems assigned by management.

Define >Measur> Analyz> Imprm}Contro> 3

IAMI-DADE
COUNTY




Identify Project Charter

The team developed a team Project Charter.

Project Charter

Business
Case

Project Name:

To increase Percentage of Eligible Residential Customers Served by PWWM

Problem/Impact:

There are significant numbers of new residential eligible customers that are not currently being served by PWWM.
These residential customers are not benefiting from the PWWM services available to them. Lost revenue to the
county and loss of waste stream control also result. Determining the extent of the problem is part of the team's
charter. All revenue sources contribute toward the calculation of Net Operating Revenue, which is used to determine
our compliance with debt service coverage requirements (i.e. repayment of principal and interest on bond debt). Our
debt service requirement is annual Net Revenues at or above 120% of annual debt service cost. If we fall below 120%
debt service coverage we will be in violation of our bond covenant (technical default on bonds), which would likely

result in a bond rating downgrade, triggering higher financing costs. r

Expected Benefits:

Increased collection revenue would further insulate the department from failure to meet the
120% debt service coverage requirement.

Increased revenue for County; increased customer satisfaction; improved process for preventing
eligible residential customers from missing out on PWWM services.

Outcome Indicator(s)

Q1- %of Eligible New Residential Collection Accounts established by PWWM

Proposed Target(s)

Target=TBD

Objectives

Time Frame:

July 2012 through Nov 2012

Strategic Alignment:

Supports the County's Business Plan

Scope

In Scope:

New Eligible Residential Customers within County service areas

Out-of-Scope:

Commercial Customers or residential Customers outside service Area

Authorized by:

Ray Scher; Chris Rose

Team

Sponsor:

Ray Scher; Chris Rose

Team Leader:

Pamela Payne, Teresa Fuentes-Smart

Team Members:

Amy Horton-Tavera, Stacey McDuffie, Paul Mauriello, Bill Busutil

Process Owner(s):

Pamela Payne

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

Define

>Measun> Analyz> Imprm}ContrO> 4

MIAMI-DADE




Develop Project Timeline Plan

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

Legend:
B = Actual
1 n..,w.,\,\,\d
L1 — riupusc

WHAT: Complete DMAIC Story Project by Nov 30, 2012

DMAIC Story W'jo'fz'\'
L Process Step Jul Aug Sep Oct Nov Dec
1. Define |

[

BN | Completed 8/31/12
|

B Completed 8/31/12

2. Measure

3. Analyze

] Completed 9/25/12

|
|
4. Improve |
- I
10/30/12
|
5. Control I |
. 11/30/12
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Monitor Team Progress

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

Objective: Demonstrate the importance of improvementneeds in measurable terms

=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. Spl’eadSheet

The stakeholders' need(s) were identified.

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. =Paretos and H istog rams

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. lSl ng Ie Case Bore1 F|Sh bone 1 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 e Ve ed roo 3 PS O e proble
14. T_he method for se[ep?ing the appropriate countermeasures was clear and considered .Cou ntermeasu res Matrlxv Barrlers
effectiveness and feasibility. and A|dS, 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 FlOWChart’ ProceSS ContrOI
revised process or standard. C hal’t

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. LeSSOﬂS Learned
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Hidden Costs of Unserved Residential Collections Customers

The team collected info on hidden costs of Unserved Customers.

Annual Revenue Lost

1. Lost County Revenues,
a. 2508 Customers for 2011 (Average $400 lost )...... $1,003,200

Note: The incremental cost to serve these additional accounts is very
low (e.g. we are already out in area collecting waste) therefore, it is
very cost effective to collect this waste.

Contributing Factors:

City of Aventura
City of Doral

Municipalities Incorporated since 1996
UMSA

o 0o T o
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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
Q1

Indicator.

Establish New Residential Collection Accounts

(Process Owner:

Pamela Payne)

\WHO BUILDER/ MUNICIPAL/COUNTY PUBLIC WORKS & WASTE MANAGEMENT PROPERTY
STEP RESIDENT BUILDING DEPT(S) (PWWM) ABSTRACTOR/ ACCOUNTING APPRAISER
NEED ( Need to identify and establish New Residential Collection Accounts )
-
Al A
SECURE |- Secure City/County Building Permit |
[
A 4
DRIVE/ [* Notify PWwWM Of New ResidentT Permits |
INSPECT | v
|o Receive And Review Building Permit
RECEIVE/ -
REVIEW rmit In Sv Are
NO
CONTACT/ X
SECURE o Contact Building Dept And Secure Needed Information YES
ENTER/ o Enter Permit Into New Account Spreadsheet
WAIT o Wait On Certificate Of Occupancy
|
h 4
o |ssue Certificate Of Occupancy
ISSUE/ o Notify PWWM
NOTIFY I
. _ v
RECEIVE |o Receive And Review C.O. Info
v NO afo Compl?
CONTACT o Contact Appropriate Party And Secure Info | YES
[ [
CONTACT/ o Contact Resident
ESTABLISH/ o Establish Collection Account & Start Date
FEI)Q((F))I\_/'I%I\IIE// e Explain Services
COLLECT e Provide Carts And Collect Account Info
TR » Notify Garbage Collection
0 i ; ; Prorate Collection Tax Bill For 1t Year
PRORATE/ Q1 - A)Of Ellglble New Residential Notify Property Appriaser
NOTIFY Collection Accounts UNSERVED by I
P W Recei *A d Add
P e Receive An
e enue Lost (from eligible Tax Infe To
customers served by other providers) Residents’ Taxes
Y
ESTABLISHED C New Residents identified and New Residential Collection accounts Established )
Copy (1) of DMAIC_Story_Miami Dade_Residential Collections_Flowchart_7-14-12.vsd 9/1/12
Define >Measw> Analyz> I mprm}ContrO> 8 A DE
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Identify Data Collection Needs

The team developed a data collection spreadsheet to collect indicator and demographic data...

Octive strategy PWWM New Residential Collections Summary

MilaMI-DAaDE
BCE (Each Row is an UNSERVED but Eligible New Residential Collections Customer) As of: 911112 W;I
DEMOGRAPHICS ESTARILURATION QUTCOMES
Manths
ALl =
Today - A =
] G E F G H J K L 1] Bl 8] P PG AiG ALFE30
o
5 2
E County %
& | Land Use fee % 2
- E‘ Code N code *g . g
o | Custom z CLUC | & | Munic- | ZIP- Murn | S Lot hi Bldy |Age of Bldy| Equivalent =
5 grMame| Falio = (text) S | pality |CODE| address ber | Account | Size o Status | SLUC |Year| [yvears) |Revenue Lost o
By By By By Yy Totals
2662.1 1.2 70860 [ 270 | $29,697 033
1100 5P 3040130116267 |multifarily|4  [UM3A 331565 |5838 DEVON{30 (11352568 11397 | SO FT |Cancelll0800 2011 1 $439
2|ACTION (3065180001433 |residential |1 |UMSA |0 22601 Sy 17130 14.02 | ACRES oo 2011 1 §439
J|ARI GERA041310532436 |townhouse|1  |UMSA |33143 |7471 SWW oG (30 223 | SOFT A00 2011 1 439
A ARMANTIZ20140048332 |residential |1 |Miami Li33014 {15390 W PRESZ (10675075 |39037 | SQ FT |Cancell|0100 {2011 1 §439
S|CARLOY 041310632436 |townhoose|1  |UMSA |33143 |7520 3w a6 (30 2090 | SQFT A00 2011 1 $439
B|CHRISTI{3530070112025 |townhouse|1  |Doral  |33178 {11245 NV 87 35 1817 | S0 FT 00 2011 1 $439

The team next looked at recent Q1 indicator performance.
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Review Selected Indicator

The team collected indicator data and reviewed performance trends:

Percentage

Q1 - % of Eligible New Residential Collection Accounts UNSERVED by PWWM

12

10

Juf

9.8%

G ﬁD

A

/A
X

3 Yr Avg=4.7% = 7 : N
3.5%
AP =3.70p | Taroet
. . . . o . —— Actual
— Target = 1%
c 5 g g g s
Year
The team looked closer at the all current Unserved Accounts.
10
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Stratify the Problem 5.

The team stratified all of the eligible unserved accounts many ways and found...

Unserved PWWM Residential Accounts
as of August 2012

350
n = 2508

mean = 27

141 unserved accounts on buildings swdev=17s
less than 3 years old;

327

300

250

: Note: The remaining unserved accounts

200 / . include addition_al reasons for bging unserv_ed.
— Those reasons include change in ownership;

vacant buildings, municipalities with joint

jurisdiction and cancelled accounts due to non-

pay or other reasons.

64

132

# of Accounts

105

T 71
53
42
29 28 25 20
15 12 11
9 7 3

36

3 2 1 1 2 1

-2.
5

0. 3. 6. 9. 12 15 18 21 24 27 30 33 36 39 42 45 48 51 54 57 60 63 66 69 72 75 78 81 84 87 90 93 96 99 10 10 10 11 11
5555 5555555555555 5555555565555565555346 9 25

Age of Building
The team decided to focus 15t on fixing the process that allowed these 141

new buildings (and others) to become unserved accounts. After the process
Is fixed, the team will focus on reducing the accumulated unserved accounts
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Stratify the Problem 5.

The team stratified the 141 unserved new accounts many ways and found...

Unserved Miami-Dade County PWWM Residential Accounts as of Aug 2012
for Buildings built on or after 2009

98.6% 99.3%

97.2% 100

140 F - a1 92.9% 95.0% R < —
- 90
120 +
-+ 80
100 + . 170
i /‘/' 69 Accounts involved new
‘%’ oo - bwldmgs In Un_lncorporated T 60 5
g . Municipal Service Areas (UMSA) 1 50 .E
%5 60 1 40 °
+
40 T30
+ 20
20
+ 10
3 3 2 1 1
0 ! f ‘ i 0
UMSA Aventura Pinecrest Miami Lakes Doral Palmetto Bay Miami Gardens

Municipality

The team looked closer at these 69 UMSA accounts involving
recently built residential dwellings.
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Stratify the Problem

The team stratified the 69 UMSA unserved accounts many ways and found...

Unserved Miami-Dade UMSA PWWM Residential Accounts as of Aug 2012
for Buildings built on or after 2009
98.0%

959 100
93.9%
91.8%
a5 1 N=49 (note 20 accounts 89.8% 1 o0
had not identified zipcode) 83 7%
40 + 1 80
P mmmm— :
3 . WOW! 34 (69.4%) accounts were in -
9 one Zipcode area: 33143. "
2 1
3 g
g 2° +50 £
I g
B 20 1 40
H
15 + 30
+ 20
+ 10
2 2 1 1 1 1 1 1
l ! i i i i i 0
33143 33033 33030 33196 33187 33144 33155 33142 33179 33032
Zipcode

The team looked closer at these 34 Accounts in zipcode 33143.
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Stratify the Problem (Continued

The team stratified the 43 Removals many ways and found..

Unserved Miami-Dade UMSA PWWM Residential Accounts in Zipcode 33143 as
of Aug 2012 for Buildings built on or after 2009

_‘\31 (91.2%) of the

+ 50

g residential dwellings in
e Zipcode 33143 were
Townhouses

County Land Use Code (CLUC)

Problem Statement: “31 Residential Townhouse Accounts in UMSA within

'5.,6.,7.,8. F_'f

100

+ 90

+ 80

+ 70

+ 60

% of Total

+ 40

+ 30

+ 20

+— 10

Zipcode 33143 as of Aug 2012 for buildings built during or after 2009 were served by a

provider other than PWWM"

Define >Measw> Analyz> Impr0\>Contro>
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Identify Potential Root Causes Juf

The team sampled 20 of the 31 Townhouse accounts, reviewed internal documentation and
interviewed involved staff before conducting the Single Case Bore Analysis.

Problem Statement: “31 Residential Townhouse Accounts in UMSA within Zipcode 33143 as of
Aug 2012 for buildings built during or after 2009 were served by a provider other than PWWM"
Reasons or Factors Sampled 20 of the 31 Unserved Townhouse Accounts

(That possibly contributed S
to PWWM not serving s/ &
these accounts) ~lovfofvfofo/N [ofo/ IR/ [Q/L IR/R/QC] &

1) No process in place at Building
Dept. to notify PWWM
Accounting of Temporary CO
issuance (50| 100% A

2) Private Hauler Providerin Area | X | X | X | X [ X [ X | X [ X[ X [X|X| X |X| X |X| X | X|X|X
100%

X

3) PWWM/Building do not inform
developers of Code requirements 20! 100

Ve

4) PWWM does not systematically
inform haulers of service area X XXX XX X[ X[ XXX X|X|X|[X| X |X|X]|X

restrictions

| g Ax‘

201 100%

The team next looked closer at all of these factors.
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Identify Potential Root Causes

The team completed Cause and Effect Analysis and found... Izr
9.,10.
C- PWWM/Building didn’t inform A- Building Dept. did not notify
developers of Code Rgmts PWWM Actg of Temp CO issuance Fishbone
Dovel t  Cod Cause and
evelopers not aware of Code - . , .
requirements Building Dept Did not notify PWWM Effect Diagram
} Problem
. Statement
o Procedure to Notify = ver request o
stakeholders of County ‘Ww 431 Residential
Code Requirement No Procedure established for Townhouse
Bldg Dept to Notify PWWM of Accounts in UMSA
Temporary CO j ithin 7
\E/Lﬁﬂﬁmf_//\v within Zipcode
33143 as of Aug
Private Hauler Set up Account 2012 for buildings
to Serve Customer built during or after
Private Hauler not aware that Code 2009 were served
) by a provider other
Requires County to serve Customer than PWWM"
v N v NS
CC\\Nlo,P\rocedure to Notify stakeholders o
County Code Reqwrgment/\ m = Potential Root
Cause

B- Private Hauler Provider in Area/ PWWM does not
systematically inform haulers of service area restrictions

The team next looked to verify these two (2) Potential Root Causes.
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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

Fotential Root Cause

How Verified?

Root Cause
or Symptom

A No Procedure
established for Bldg

Team reviewed the Procedures for
both COs and Temporary COs and

Dept to Notify PWWM |found there is only a procedure for Root
of Temporary CO COs Cause
Issuance
B No Procedure to Notify |Reviewed current Outreach activities
stakeholders of County |and found that no County
Code Requirement Department Hilites and discusses
the Code Requirements for Root
Collections within the county Cause

(Stakeholders include Developers
anc Haulers)

...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

— e
e mrlu-:-’
:
Problem : ] 5
Statement Verified Root Causes Countermeasures £ i :
A - Mo Procedure establizhed
for Bid to Notify PWWM of A1- Establizh Procedure for County Building Dept to 4 4 |1600
g Dept notify PWWM at time of Temp CO ;
Temporary GO Issuance
“31 Residential B1- Require Motification at pre application conference 4 4 16.0
Townhouse 5 - z Py .
Accounts in UMSA BZ- Provide Reminder at time of Building Permit 4 3 12.0
within fipcode B3- Provide Reminder to Developer at time of Temporary
4 3 12.0
33143 as of Aug COJ CO and selected Temporary CU / CU

2012 for buildings

: 5 B - Mo Procedure to Notify EI-:#- Require !-Iaul-er MNotification !j'n.l.rllh Acknowledgement 3 5 15.0
b;ég;:g?f ;:rzzlgf aiichokiisn of Couily Code Sign-off} at time of Hauler Permit
by a provider other Requirements B&- Require Verification that "Mo Eligible County
than PWWM" Resident iz on Hauler List" when Hauling Permits are 5 3 | 150
renewed

BE- Conduct Outreach to Developer and Hauler Industry

3 4 12.0
Groups

B7- Incorporate Reminders in Developer workshops at

MDPIC i |

The team selected 8 countermeasures for implementation.

()
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Barriers and Aids

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

Countermeasure(s): Implement 9 Countermeasures to increase Collections Accounts

Barriers Aids
Forces against .
Luf i - : Forces For Implementation
H. M. L Implementation
M 1) Push Back from Bldq Div A} Management very supportive of
/RER/CAQ team’s efforts in saving costs
(Supported by Aid:A)
M 2} Limited Staff availablity B} Higher level of service to
(Supported by Aid:A.B.C) customers
M 3) IT issues may be difficult with | C} Beneficial Revenue Impact on
Legacy systems PWWM
(Supported by Aid:A,C)
H 4} Push Back from Haulers [} Enforcement Authority in Law

(Supponted by Aid:A, 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 9 Countermeasures to increase Collection Accounts

WHEN
2012 2013
i HOW WHO Sep Oct Nowv Dec Jan Feb Mar Apr
1. Develop Countermeasures:
PWWM Ast Dir/ | | |{ 11302
A1- Establish Procedure for County Building Dept to notify RER/Actg Divt/
PWWM at time of Temp CO (Use Mgmt email showing support) Teri
PWWM PIO/ | |
B1- Conduct Outreach to Developer and Hauler Industry Groups| Stacey/ RER 1421713
B2- Require Notification (with Acknowledgement Sign-off) at PWWM Ast Dir/ | It 1on2
Concurrency Application (Use Mgmt email showing support) RER/ Teri
B3- Require Notification (with Acknowledgement Signh-off) at PWWM Ast Pi” | li 1130012
IMPACT Fee Application (Use Mgmt email showing support) RER/ Teri :
B4- Provide Reminder at time of Building Permit (Mgmt email PWWM Ast '_:’i” ] 11;30;152
showing support) RER/ Teri
B5- Require Hauler Notification (with Acknowledgement Sign-off) PWWM Ast Dir/ VrB0f2
at time of Hauler Permit (Use Mgmt email showing support) Enforcement
B6- Require Verification that "No Eligible County Resident is on PgU\;VM Ast Dt',rf
Hauler List” before Hauling Permits are granted or renewed (Use n o(gcfcl)nen 1421413
Mgmt email showing support)
B7- Provide Reminder to Developer at time of Temporary CO / PWWM Ast F)irf £ 11mm002
CO (Mgmt email showing support) RER/Teri i
B8- Incorporate Reminders in Developer workshops at MDPIC PWWM Ast Dir/ . ] 11;35”2
(Use Mgmt email showing suppoirt) PIO/RER ;
"2.'secure Management Approval of Countermeasures (share benefits Team ' i |
and cost savings) 1;31;13
3. Communicate/Train PWWM Staff in Countermeasures and related Team i
policies/procedures (share benefits and cost savings) 242813
"a. Implement Pilot for Countermeasures Team : |
3/30M13 |
"5. Review Pilot and determine Benefits and adjust as necessary and Team 1
present results to management i
4730013
" 6. Establish On-going responsibilities and standardize countermeasures Team | ] |
into operations On-going ;
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Review Results 17.,18.,19.,20.

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

Q1 - % of Eligible New Residential Collection Accounts UNSERVED by PWWM

GQOD
12
Countermeasures to be implemented in Early 2013 ﬁ

10 i

&.8% | I
g / \ WOW! We improved
AUV

3 Yr Avg=4.7% = X
* < 3.5% I
W et —— Target
e &
2 _W_?f“ —=—3Yr Avg
*ngo 2 O A% = Actual
S
AR S St
S T T T T
<2 O R
(\\‘9 A\ Year
o

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 revised Establish New Residential Collection Accounts (Process Owner: Pamela Payne)
; ; WHO MUNICIPAL/COUNTY PUBLIC WORKS & WASTE MANAGEMENT PROPERTY
indicators and STEP DEVELOPER BUILDING DEPT(S) (PWWM) ABSTRACTOR/ ACCOUNTING APPRAISER
InCOI‘pOI‘ated the NEED ( Need to identify and establish New Residential Collection Accounts )
i A
|mpr%V€mentS SECURE Secure City/COunty Building Permit
i e Bldg Div Notifies Developer Of Code Rqmts
Into the Process DRIVE/ o Notify PWWM Of New Resident’l Permits
flowchart. INSPECT <
[» Receive And Review Building Permit
RECEIVE/
REVIEW
A 4
CSC?E%T@&ET ! |- Contact Building Dept And Secure Needed Information
ENTER/ o Enter Permit Into New Account Spreadsheet
WAIT o Wait On Certificate Of Occupancy
e [ssue Temp Cert Of Occupancy/CO
ISSUE/ e Remind Of Code Rqmts
NOTIFY o Notify PWWM Of Temp Co/ CO
RECEIVE [» Receive And Review C.O. Info |
v ~— —1nfo CompI?
CONTACT |- Contact Appropriate Party And Secure Info | YES
[ .
CONTACT/ o Contact Resident
ESTABLISH/ e Establish Collection Account & Start Date
EXPLAIN/ e Explain Services
PROVIDE/ e Provide Carts And Collect Account Info
COLLECT
The team * Notify Garbage Collection
. . . ° i i st
looked to PRORAIL, Q1 - % of Eligible New Residential |7 Krorate Collection Tax Bil For 1<t Year
: Yy Froperty App
. NOTIFY Collection Accounts NOT
standardize established by PWWM ——
i Q2 - Revenue Lost (from eligible * neceive an
. Tax Info To
the Ipdlgator TS customers served by other providers) Residents’ Taxes
A4
mon ItOI‘I ng ESTABLISHED ( New Residents Identified and New Residential Collection accounts Established )

DMAIC_Story_Miami Dade_Residential Collections_Flowchart_9-25-12.vsd 9/25/12

/
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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: Establish New Residential |Process Owner: Pam Payne
Collection Accounts
Process Customer: PWWM ratepayers/ Critical Customer Requirements: Timely Notification of
External Customers being served Code Requirements of eligible households
Process Purpose: Sign up new eligible Current Sigma Level: TBD
households for Collection Services Outcome Indicators: Q1, Q2

Process and Quality Indicators Checking / Indicator Monitoring Conti

: ontingency 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 | ¢« Procedure
Quality Indicators Targets |  or Indicator Calculation Data? Check? References
®

Q1 % of Eligible New Residential | 1% |100*@# of Eligible New Annual |Acctgin * PWWM log

Collection Accounts NOT Residential Collection Conjunction

established by PWWM Accounts NOT established with IT

by PWWM)/(# of Eligible
Accounts)

Q2 Revenue Lost (from eligible TBD |Revenue Lost (from eligible |Annual |Acctgin * PWWM log

customers served by other customers served by other Conjunction

providers) providers) with IT
Approved: Date: Rev #: Rev Date:

The team looked ahead to the future.
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Lessons Learned

1) All Ideas are wanted when generating countermeasures. Sometimes strange
or odd ideas can be refined into working ideas

2) Stratification of collected data was valuable in pointing the team in the
“right direction” for data analysis.

3) 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)

4) Six Sigma provides a Systematic method (DMAIC) to utilize graphic tools
and techniques along with “common sense” to solve problems.

Next Steps

1)  Continue to monitor the countermeasures and performance results
2)  Focus on reducing the remaining accumulated unserved accounts
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