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The Fable of Complexity

Video Source: www.publicgreat.org




Houston....We Have a Problem!

O

» Dissatisfied Customers
» Frustrated Employees
» Dysfunction

» Bad Reputation
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Does it have to
be this way?




Diagnosing Problems

O

Organic Transformation

» Noticing Continual Issues
Seed Planted

» Natural Discussions & Questioning
Seed Grows Roots

» Recognizing Need for Change
Seed Sprouts

» Determine to Change
Plant Flourishes




Diagnosing Problems

O

» Dissatisfied Customers

» Frustrated Employees
» Dysfunction
» Bad Reputation




Diagnosing Problems

O

Root Cause Analysis
* 5 Why’s

o Don’t treat the symptom; cure the disease!

¥ e

* Lincoln Memorial




Digging into the Symptoms

Voice of the Customer Why?

Why are the customers Why?
dissatisfied? Why? Why?
Frustration Incompetency Irrational Too Slow

Standards
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dissatisfied? Why‘)

Frustration Incompetency Irrational Too Slow
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Digging into the Symptoms

Voice of the Customer Why?

Why are the customers Why?
dissatisfied? Why? Why?
Frustration Incompetency Irrational Too Slow
Standards
Time & Cost
Burdens W/out

Clear Motives




Digging into the Symptoms

Voice of the Customer Why?

Why are the customers Why?
dissatisfied? Why? Why?
Frustration Incompetency Irrational Too Slow

Standards

Self-Coverage,
Waste, & Control

™ |




Enter the Work Zone

O

The Blueprint:

1. Our Focus
o Shift our focus to the Customer

2. Our Knowledge Base

o Really know & understand the
Process/Regulations/State Law

3. Our Rules

o Create Logical, Reasonable, and Flexible
Rules that Fit the Customer &
Community

4. Our Process

o Eliminate the Red Tape and Rebuild a
Faster Process




Lean Approach

O

Making government services simpler,
faster, better, and less costly.

1. Make the invisible, visible (Process Mapping)
2. Analyze & Improve
3. Redesign Process




Lean Approach

O

Making government services simpler,
faster, better, and less costly.

1. Make the invisible, visible (Process Mapping)
2. Analyze & Improve

3. Redesign Process

Identity the process
Poursve Perfection

Define value by customer

Eliminate Variation
Continuous Flow REDUCE DEFECTS




Where the Rubber Meets the Road

O




Where the Rubber Meets the Road

O

Identified.....
Value-Added

» What is customer willing to
pay for?

» 1% of process Minimize

Eliminate

Optimize




Where the Rubber Meets the Road

Identified.....

Waste
o TIMUWOOQOD or
TIMWOODS




Current State Analysis

O

The Movement

» Excessive Control
o Other Agency Apps/Fees

» Poor Flow
» Miscommunication

» Applicant Lacked
Influence

» 2-3 weeks typical
» 5-6 hrs. staff time typ.

Previous Lot Split Process




Current State Analysis

O

The Application

» Extreme Risk Adversity

o *Signatures* (Property
Owner & Surveyor

» EXxcessive & Redundant
Info

» Wasteful Waiting
* Obsolete design

o 2-3 trips typical
(multiple days/weeks)




Current State Analysis

The Requlations

» Over-Production
o # of Copies

» Over-Processing

© *Remainder Surveys*
o Neighboring Driveways

» Extreme Risk Adversity
o *Driveway Installation*

= Expense
= Slows Process Down
= Defects (Reinstallation)

» Poor Format (Visual)
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The Redesign

O

New Lot Split Process
Process Redesigned

* Continuous Flow
» Applicant Has Influence
» Simultaneous Reviews

* Direct Communication
& Accountability

» 2 weeks typical

» 2 hrs staff-time typical

o Applications Approved in 15
minutes

o 1Trip typical




The Redesign

O

Application Redesigned

» Signatures
o Risk Adversity

* Eliminated Excessive &
Redundant Info

* Anyone can Fill-out
» Flexible

» 1trip typical; Can fill-out in
our office




The Redesign

O

Requlation Redesign

» Excessive Copies and Info
removed from survey
requirements

» Remainder Surveys not
Required

» Driveway Requirement
only Approval not
Installation

» Consistent Visual Format




Results

O

How Long?

» Process Changes
o 4 months Total
o 3 months after 15t Lean Ohio Boot Camp
o 3-4 months into new process to find a groove

» Regulation Changes
© 8 months Total
o 5 months after 2" Lean Ohio Boot Camp




Results

Delay of Game

» Est. 50% of divisions were delayed
under old process
o Signatures
o Driveways
o Varlances
o Other

» Est. only 5% of divisions were
delayed In last year with new process
o Variances
o Other




Results

O

How'’s the Service?

» Customers more satisfied

» Staff is more confident

» Legal compliance




Results

O

What Customers Are Saying...

“This process was much
” “That was quick!”
smoother than I thought..

“They were easy to

work with”

“This is much easier than it use to be!”




Time & Cost $avings

» Est. Customer Savings Cost Time

o Driveway Installation + $200 - $500 + 1-2 weeks

o Planning fees * $100 - $200

o Possible Variance + $200 + 4-6 weeks

o Remainder Survey & $200 - $1000 + 1-2 days

o Application Trips + 1day - 2 weeks

o Total = $700 - $1,900 + 27 days — 42 days
» Est. Staff Savings

o Possible Variance + 2-3 hours

o Staff Time + 3-4 hours

o Total = + 5-7 hours




QUESTIONS?
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Presentation Can Be Found At:
www.lcounty.com/planning




