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How Did We Get Here?

A number of issues related to the MSS system
have illustrated the need for the system to be
upgraded. To that end, we first want to improve
the underlying business process before
redesigning the system.
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Event Scope

A What is the first step in the process?
I Asite Is created iIn MSS

A What is the final step in the process?
I Finalize and authorize services for all
individuals within the site.

Last Step
‘| In the
Process
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Event Baseline Data

Aumber of customers T a few thousand
(this includes both external and internal)
ANumber of completed items T since 2011
several hundreds as MSS is updated with
every service change we do.

ANumber in backlog items 7 40

AISS Support Emails i 205/mo avg.
AISS Support Calls i 85/wk avg.
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Event Baseline Data
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Process Improvement Goals

Reduce process
lead time by

Reduce defect

5004 rate by 50%
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Reduce time spent
on technical
assistance calls by

50%

lean.ohio.gov



Change for the Better

A Customer focused

A Right people changing

the process %
A One week-quick and

action oriented =
A Necessary Fresources | K n I Z E N

available immediately

A New process
Implementation begins
next Monday
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Day One
A Level setting
A Scope of event

A Stakeholder identification
A Current state mapping
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