Improve Connecting Service for WBO

- ‘_!q--".:_" '

Project Proposed: July 6, 2012
Project Revision:1
Project Champion: Jim Yanker
I Black/Green Belt: Sherry Pettit
T R



Define Phase

1.Select Output Objective
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Define Phase

1.Select Output Objective

Initial Graphical Summary for Time

Initial Graphical Summary for Connecting Service Minutes @ WBO, July 30/Aug 10, 2012 Based on the |n|t|a|
Anderson-Darling Mormality Test graptha| SUmmary,
vt oas the average time to
e soe ( Saw process a
[ ] Semees 1126 connecting service
- S request is 8.32
© N e minutes with a
- P raouerie 10,0000 StDev. of 2.81.

3rd Quartile 10,0000

Maximurm 18,0000
95% Confidence Interval for Mean
— o 7.8018 8.8417
95% Confidence Interval for Median
7.0000 8.0000
95% Confidence Interval for StDev
95% Confidence Intervals 2.4918 3.9341
Maan |
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Define Phase

1.Select Output Objective

Initial Time Series Plot
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Initial Time Series Plot of Connecting Service Minutes @ WBO, July 30/Aug 10, 2012
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Define Phase

2. Define Performance Standards

Champion Project Worksheet

. .
Champion Project Worksheet Champion: Jim Yanker Key Leader: Greg Morgan I h e C h a I I l p I O n P rOJ eCt
Action o atoRE e paiiciDetiing Definition/Explanation Actual Project Information

. . . . .
Project
T R ro i |Romrscoior g e [P T s orksneet asslIsts In aetining

high level effect the problem is having on the business. This is | There is no consistency or procedures for this process.
usually in terms of cost, revenue, qualty or delvery Process is "Old School

. . .
The average fime to process new connect services is 8.32 minutes/stdev of 2.81. Expected tire-
10 minutes. \

The DPMO is 229,969.
WBO processed 4834 new connect services from August 2011 thru July 2012,

@2
kot
£

1B |WHERE is the problem ocourring? Define where the problem is occurring. Include & geographic | Cty of Tyler Water Business Office
name such as city or facility and the name of the business area;
i.e., Accounts Receivable, Purchasing, Manufacturing

6 [T TREFRANE r which 5 ol (Do her o o bogarr o rfane vy [Fvers 553 1. Determine the Speciﬁc prob|em that

has existed? which it has existed. Example: Began Feb 2005, for the past 15

mos., or has always exsted.

.
1D WHO is the customer(s) most affected by |Identify who the customer is that is most impacted by this Customer- Citizens, Service account requestor n e ed S to be I m p roved

1. Identify the specific problem that needs to be|
solved per the business case or other source.

to monitor to assure there is no negative impact to another area | Revenue caplure - "Loss”

5. Write the Problem Statement

this problem? business problem. This could be an internal or an external
e 2. Determine the Y’s (CTQ’s), What
. etermine the Y's S), a
N 24 Determine the characteristic or process | Name the Y which you intend to improve in order to solve the | Connecting senvice time
3 output (Y's) that will be improved to solve | problem; i.e., Product Test Yields, Customer Complaints, Impedements to connecting senice g .
g2 tis pro Inci s Rspnse Tire.. oPwo Speciiically needs to be Improve
35
i3
oz 28 Identify the PRIMARY METRIC for each Y | This is a combination of the name for the Y and the unit of Connecting service time / Impedements to connecting service time in minutes ' |
&2
2. Wt rumerical esros o odm nd measur asscie i . Exrl: ok us % e, [DPO 3. |denti y the associate process an
o5 will be used to measure and track defects per invoice, call back response time in minutes.... Cost
w83 Eet "
Py 2c Estimate the magnitude, BASELINE Data should be gathered to determine the performance or Est hrs per yr - 670 t
58: PERFORMANCE, of the problem in terms | befavior of the primary metric, assure the data s long term and | DPMO - 229,969 g e n e ra e a m aC rO p rOCGS S m a p
wSE of the primary mefric. not short term data. An Excel macro can be used to plot the datal Cost - $10,859
>g2 as a function of time and then be used to monitor the o L
4. ldentify the cost and impact of the
2o base from which to calculate the potential financial benefits of
s § the project, as a function its improvements. r O b I e
= 2 2D Identify a CONSEQUENTIAL METRIC. | This is any other characteristic or process output you will want | Red flag compliance p I I l
o

2. 3A|Indicate the major high level process(es) | Figh levelprocess steps generally cortain sub proesses. At | TBD . . K
£ca by name that are associated vith the | ths point we are interested in identifying the process steps in 6 W t t h O b t St t t
3 process. order to demonstrate the overall scope of the project and to later b rl e e J eC |Ve a e m e n
g 5 § identify Process Owners. Think of where the problem starts and| % \ .
020 ends as a guide, then name the major steps.
32 : s e e = 7. ldentify the people associated with the
zs& 38| Dovelop a high lovel PROCESS MAP to | Hand draw the high lovel process using the information from | Process Map (o be created
288 indicate the sope of the process Step 4A and included as much other pertinent informaton as >
s8¢ possible; i.¢., the flow of the work, data of process ro eCt
- P v o proj
) 3 .
4A[Identy the most kely COST CENTERS | Who, today, is experiencing addifional cost because of tis |Gty of Tyler Water Business Office 8 P t C h t d t b tt

s o T bl s e Tl gt i . Frojec arter I1s ready 10 be written

- :6 project. costs as a result of the improvement. Generally this means some

85 action willbe taken i these areas.

se

£< 4B |Estmale the annual FINANCIAL INPACT | With the supportof the Financial Rep develop a reasonable _ Cost of labor and time

23 of the project at an 80% confidence level.  estimate o targeted savings for this project. You may need to  Goal: 168 hours, DPMO of 67,492 & Cost of $2.715

] dorefer {0 the Objective Statement o ideniiy the targeted

22 improvement. These costs may be expressed as cost of labor,




Define

Phase

2.Define Performance Standards

Lean Sigma Project Charter

1 Lean Sigma Project Charter
Project Title: Improve Connecting Service for WBO Project [Project No. |8
Team Members ization Date: 20, 2012
Process Owner: Sharon Willams { Amy Munoz Team Members:{ 5-7 Core team + customer contact )
Process C| |Tm Yanker Name | Name
Controll: |Jam Yanker Aarvy Munoz Sharon Wilkams
Process Expert: |7 Yanker Ela Garcia Tiffarry Dunkley
Black/Green Belt Shenry Petiit |3 Yanker Guillmo Garia
Black Belt Mentor: Guillermao Garca Joan Roly Shemy Pettit
Master Black Belt: Guill Gar Laurie Shed
Project Cham pi [Tam Yanker Rachel Tager
Key Leader: Robin Shubert:
Project Description
The extent of the project (e.g. CBU, Plants, Production Lines, Products, etc.) and the boundaries that limit the project:
Project Scope and
dari serice time: @ the Wates Business Ofice
The Customer focused ble to be imp
Business Metric Minutes
Measurable Project Metric/Primary Metric DPMO
Secondary Metric Cost
\
"Whatis wrong with where and I know this because.” What is the spec, actual performance and gap in performance (problem) as
levidenced by the results of the BIC/Project Metric:
The Tyler Water Biilities Busi Office (WBO) is iemcng a proble with mew coamect services. The problem has always
Problem Statement: eaisted. The average time for the WBO imdivi [ iom services is 832 mimates with a standand
deviation of 2.81. The apeded performance is 10 misates. The DPMO is 2729,969. As of Angest 2011 throagh Taly 2012, the WBO
has processed 4,834 mew senvice commections.
The Objective Statement should directly address the information in the Problem Statement. Indicate the level of improvement is
lexpected. Should be spedific and quantifiable:
G oal Statement: Improve casiomer service by maintaining the and reducing the DPMO.
] The Busil [Customer Ys by what amount / percent% Defect Red uction
Project Metrics Baseline Current % Improve Goal
Project Objective: Estimated Un; Hours per Year 106 106 % Fid
LACEEL I CINE DPwo 779,963 229,969 % 51,492
Cost $3,449 $3,449 7% $862
(Whatare the line items that provide the foundation behind the projected savings. Where does the money come from?
Rationale for Hard Dollars: e caved

Z e
;

Problem Statement:

The Tyler Water Utilities Business Office
(WBO) is experiencing a problem with new
connect services. The problem has always
existed. The average time for the WBO
personnel to process individual new
connection services is 8.32 minutes with a
standard deviation of 2.81. The expected
performance is 10 minutes. The DPMO is
229,969. As of August 2011 through July
2012, the WBO has processed 4,834 new
service connections.

Project Objective:
Reduce the DPMO



Define Phase

2. Define Performance Standards

Financial Information

Financial Information for Improve Connecting Service for WBO Project

Soft Savings The average wage per
Estimated Annual Cost employee Was iden‘tified ‘to the

Awverage minutes per connection 8.32

Awverage wage per employee per minute (Loaded Cost) $0.27 I D h I. I d
Connect Semnice Count from Aug 2011/July 2012 4834 mInUte' ue to t e Imlte
Estimated minutes per year 40219 »
Estimated hours per year 670 amou nt Of data, the potentlal
Possible cost of total minutes for connect services per year $10,859.10

Estimated Annual Savings by reducing DPMO COSt WaS eSti mated L] The
Current DPMO potential yearly savings, based

Estimated goal, 75% reduction in DPMO 57492 o ! v \ \ %
Total connect services, July 30/Aug 10, 2012 115 On 75 /O redUCtlon In Varlatlon! IS
Total minutes for connect services, July 30/Aug 10, 2012 1083 .
Defects - connect senvices > 10 minutes 20 eSt“ | Iated tO be $2,587.
Acceptable Minutes 911
Unacceptable minutes 172
Percentage acceptable 84%
Percentage unacceptable 16%
Estimated minutes per vear 40219
Estimated acceptable minutes per year 33831
Estimated acceptable hours per year 564
Estimated unacceptable minutes per year 6387
Estimated unacceptable hours per year 106
Estimated goal, 75% reduction in unacceptable hours 27
Possible cost of minutes for connect senvices =< 10 minutes per yvear per employee $9.134
Possible cost of minutes for connect semices > 10 minutes per year per employee $1.725
Possible cost of minutes for connect semnvices = 10 minutes (2 employees) $3,449.24
Estimated goal, 75% improve $862
Potential yeary savings based on 75% reduction in variation per employee $1,293
Potential yeary savings based on 75% reduction in vanation per 2 employees $2.587
TYUER \



Measure Phase

3. Validate Measurement System

New Connecting Service WBO Log

New Connecting Service WBO Log
Date ~ | Customer Name Start |~ |Finish |~ |Total Minutes_~ |Processor Cost per Min.(.27) |Comments
7/30/2012 |Vazquez-Avilles, Yuliana 9:58 10:16 18|Amy Munoz 4.86 |Remove Meter
7/30/2012|Henry, Steven W. 10:49 10:54 5|Amy Munoz 1.35
7/30/2012|Sepulva, loseph R. 11:18 11:27 9|Amy Munoz 2.43 |Signed up for Bank Dr
7/30/2012|Justiss, Annette K. 11:34 11:41 8|Amy Munoz 2.16
7/30/2012|Payne, Cassie N. 11:42 11:48 6|Amy Munoz 1.62
7/30/2012|Lagbas, Orin 11:53 12:00 8|Amy Munoz 2.16
7/30/2012|Lopez, Alberto 12:00 12:17 17|Amy Munoz 4.59 |Figured out charges h.
7/30/2012|Ramirez, Reyna 12:35 12:45 10|Amy Munoz 2.70 |Reconnect "C"
7/30/2012| Britton, Vicki R. 12:47 12:55 8[Amy Munoz 2.16
7/30/2012|Krieg, Walter H. 12:55 1:03 8|Amy Munoz 2.16
7/30/2012 | Williams, Pamela A. 2:36 2:42 6|Amy Munoz 1.62
7/30/2012|Mills, Jack & Janice 4:00 4:13 13|Amy Munoz 3.51 |Signed up for Bank Dr|
7/30/2012|Rangel, George D. 4:20 4:28 9|Amy Munoz 2.43 |Signed up for Bank Dr
7/31/2012|Roberts, Ernest 8:55 9:09 14| Amy Munoz 3.78 |Set up on Auto Re-Co
7/31/2012|Stuth, Kenneth E. 9:09 9:17 8|Amy Munoz 2.16
7/31/2012|lenkins, Shunna P. 11:27 12:49 82|Amy Munoz 22.14 |Figured out charges h:
7/31/2012|Beccera, Aracely 12:05 12:15 10|Amy Munoz 2.70
7/31/2012|Jackson, CandiL. 2:44 2:53 9|Amy Munoz 2.43 |Figured out charges
7/31/2012|Shears, shakitrice L. 2:55 3:02 7|Amy Munoz 1.89
7/31/2012|Main, Lesia S. 3:37 3:44 7|Amy Munoz 1.89
7/31/2012|lohnson, Terri Y. 3:54 4:00 6|Amy Munoz 1.62 |New customer due to
7/31/2012|Vann, Jesse D. 4:02 4:13 11|Amy Munoz 2.97 |E-billing
7/31/2012|Parlor Salon & Spa LLc 4:14 4:22 8|Amy Munoz 2.16
8/1/2012 | Wilbur, Cass L. 8:29 8:38 9|Amy Munoz 2.43
8/1/2012 |Ragsdale, Candress L. 8:46 8:53 8|Amy Munoz 2.16
8/1/2012 | Arterberry, Shedrick 9:04 9:19 15| Amy Munoz 4.05 |Reconnect "N"
8/1/2012|Orr, Teresa M. 9:48 9:55 7|Amy Munoz 1.89
8/1/2012|Taylor, Tameka L. 9:55 10:07 12|Amy Munoz 3.24 [?7?
8/1/2012|Sprunger, Adam L. 10:50 11:01 11|Amy Munoz 2.97 |Signed up for Bank Dr]
8/1/2012 |Mills, Ryan J. 11:04 11:09 5|Amy Munoz 1.35
8/1/2012|Dugat, Donna & Candice 11:24 11:37 12| Amy Munoz 3.24 |77?
8/1/2012|Attaway, Morgan R. 12:12 12:21 9|Amy Munoz 2.43 |Signed up for Bank Dr|
8/1/2012|Barton, Lisa M. 2:35 2:42 7|Amy Munoz 1.89
8/1/2012|Hicks, Kailey R. 2:50 2:57 7|Amy Munoz 1.89
8/1/2012|Square, Debbie K. 4:12 4:18 6|Amy Munoz 1.62
8/2/2012|Broussard, James E. 10:06 10:15 9|Amy Munoz 2.43 |Signed up for Bank Dr|
8/2/2012|Rockwell, Kimberly D. 10:29 10:35 6|Amy Munoz 1.62
8/2/2012|Schreur, BryanL. 10:42 10:52 13|Amy Munoz 3.51 |Signed up for Bank D

Log sheets were created to
capture data. The date,
customer name, start/finish
times, total minutes, processor ,
cost per minute and additional
comments, if applicable, are
entered in the appropriate areas.



Measure Phase

3. Validate Measurement System

Forms for Connecting Service @ WBO

- T = There were 6 forms

g being utilized in the
| ' ’ WBO for customers
requesting connecting

. Cutsmer o Rfhoreed oo, =
vollin Elcionic Bling: _Yes. N —
.
ol Address: il - _ o T Dato rVI
— _ .

e P o _
S Sgnarn e
Notcs 0
crargea s
Yo o b trct o # i scconrd bczames post e

orTY oF TYLER
- . APPLICATION FOR WATER-SEWER SERVICE
OUTSIDE CITY LilTs
Tyiker

BANK DRAFTING POLICY

Jaiad

-]



Measure Phase

4. Baseline Process Performance

Process Capability

Initial SixSigma Report 1: Executive Summary Minutes, July 30/Aug 10, 2012 Initial SixSigma Report 2: Process Capability for Minutes, July 30/Aug, 10, 2012
Using Box-Cox Transformation With Lambda = 0 Using Box-Cox Transformation With Lambda = 0
Process Performance Process Demograph'lm Iand MR Chart Capability Indices
USL 3 UQ=3.057 ST LT
[ Date: Mean 206724 2.06724
' Reported by: 24 X=2.067 StDev - 0.318
: Project: Z.UsL - 0.74
CoctnaliDats AT greoiigent 1 Lo ;;itth 2,2: 0. 7:
. Characteristic 1 B2 B % & % & FN 6 W M Z.shift 1.50 150
ﬂ/ “ Unite: " i ua-1.216 P.USL = 0.220969
/ Spec: 2.30259 = P.LSL - L3
— Actual () H Lff:: 5:;:;: . PTotd  0.0125797 0.229969
1.5 1.8 21 2.4 2.7 Nominal: * 054 Re0.372 Yield 98,74 77.00
Opportunity: DPMO 12579.7 229969.4
0.0 LC=0 cp = =
1000000y~ "~ — - - o ____ 1 12 23 3 45 S 67 7 8§ 100 111 Cpk -
100000 T Process Benchmarks Gz CCpk *

10000 AcualIT)  Potential (ST) Potential (ST) Capability Actual (LT) Capability ;zk N . 2;

HETE ma 0.74 .24 Process Tolerance Process Tolerance

100 (ZBe o ) 111179 3.02269
& | 2.30259 2.30259
1 D@ 220069.4 > 2579.7 Data Source:
Spedfications Spedifications Time Span:
1 10 20 30 40 50 60 70 80 90 100 110 Data Trace:
Z. Bench: .74
DPMO: 229,969
£ Ant 10
T R



Measure Phase

5. Establish Goals

Capability Metrics

Capability Metrics

Baseline: Goal: Stretch Goal:Final;
Date: 7/9/2012

Cp:0 0 0 0

Cpk: 0 0 0 0
DPMO(LT): 229969 57492 22997 0
Ppk:0.25 0 0 0

YRT:0 0 0 0
Zbench(ST):0.74 0 0 0

11
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Measure Phase
6. Identify Sources of Variation

Initial Improve Connecting Service for WBO Process Map ("Walk In")

12 Value Added Steps
18 Business Non Value Added Steps

9 Non Value Added Steps
4 General Steps

.

Customer verifies
information on
service card is

accurate

Is information
accurate
Y/N

N

v

program with

and completes
| »
customer

confidential

section of

document

Customer
completes and
signs agreement

Correct
information

Jaiad

-

and authorization
form

ii\(

YN

0 i Service not
Note on account — Place in pending file connected
7y
N 43 Steps
Review outstanding . . Payment Does customer Payment . .
balance with —» QEiER issues i —®! arrangement offered Y ® agreements are [— @D cup'es.fmm —» OISHET (EEES
outstanding balance ! xerox machine copy
customer to customer signed
t , ;
Obtain personnal Check system for Obtain a xerox copy of
Complete " . information, ex: customer Does customer customer's driver's igh Enter data in
Greet Customer |—{ customer senvice |—p{ Verify connection | T icense, outstanding N M license, SS card or proof |—p{ Stadntconnect, | -y e’
service location y balance (additional . (no issues)
request card social security, y of identity and lease module
proof of identify joccupantsli
applicable as well) =
Customer signs T
Review bank draft Does customer i B S Answer additional 0 Work order is
> oy Gl ety otamaony | ™! romerts e | p{ i
P p'\cku;; eltc questions designated date

Answer additional
—

Review basic
customer

Y B Waive Connect
Fee

Does customer
have check
Y/N

Work order is
pending for
designated date

information with

Chiakalcony Customer receives
from xerox — — N
P copy customer.Ex: trash .
machine ! questions
pickup, etc.
i N

Customer receives
form

‘eturned required items’
y next business day

Apply fee

12



Measure Phase

6. Identify Sources of Variation

Cause & Effect Diagram for Improve Connecting Service for WBO

Measurements Machines

Copy Machine
— Failure
AoCehe
Balances Supervisor Internet Server NGILERE (B2l Tlegal Water
Approval Delay Usage
Computer Failure
Variability of
Connect Service
Processing Time
@ the WBO
i
Customer Cell CIZEE CAl oty

Phone Usage Fepeaid Excessive Amount
SCAD Research Additional Utilities Bank Draft of Forms
Short handed Information
Customer Children (Customer
Preparedness)

Methods

The Cause and Effect Diagram/Fishbone Diagram was used to
identify all the potential variables which may influence the

1 variability of connecting service processing time @ the WBO.
ER

13



Measure Phase

6. ldentify Variation Sources

Y X Diagram

YX Diagram for Improve Connect Service @ WBO The YX D | ag ram

Ranking . .
[Process: [Improve Connecting Service for WB0)| 1 3 5 7 9 t t h | t f
Demo [Date: [1012/2012 | Some | e | Some | o CO n al n S e I S O
Unlikely [what what what Likely
unlikely likely

Input Variables and
output Variables.

They are ranked by
the team members.

n
w
EN
3,
o

7 8 9 10

Delete

Variability of Connecting Service
Processing Time for the WBO

Q
View z
Summary 2
g &
S| B
Z| s
= [
2l a
o | Weight| 9
Input Variables (Xs) Ranking
1|Pre-existing Balances 9 81
2|Supervisor Approval 3 27
3|Copy Machine Failure 3 27
4|Computer Failure 1 9|
5|Internet Server Delay 1 9|
6/Language Barrier 7 63
7|lllegal Water Usage 5 45
8|Customer Cell Phone Usage 7| 63
9|Customer Children 9 81
10[Spanish Call 7 63
11[Shorthanded 7 63
12|SCAD Research 3 27|
13|Researh Additional Utilities 3 27|
14|Lease Tampering 7 63
15|Bank Draft-Customer Preparedness 3 27
16|Multiple Forms 9 81
17
18
19
20

AN 14
R

-]



Measure Phase

6. Identify Sources of Variation

YX Diagram Summary for Improve Connecting Service for WBO
Process: |Improve Connecting Service for WBO
Date: 10/12/2012
YX diagram provides
Output Variables Input Variables in |’[| al Vari ables WhICh

Description Weight Description Ranking 8
Variability of Connecting Service may ImpaCt the Process.
Processing Time for the WBO 9 Pre-existing Balances 81

Customer Children 81

Muttiple Forms 81 The YX D|ag ram

Customer Cell Phone Usage 63 ;

Spanish Call || Summary displays the

Language Barrier 63 - : -

g ee 1 input \_/arlablles according

Lease Tampering 63|/ to their ranking.

llegal Water Usage 45

Supervisor Approval 27

Copy Machine Failure 27

Bank Draft-Customer Preparedness 27

Researh Additional Utilities 27

SCAD Research 27

Computer Failure 9

Internet Server Delay 9

N



Improve Phase

. Implement Improvements

New Customer Request Form

w CUSTOMER SERVICE REQUEST FORM CUSTOMER SERVICE REQUEST FORM

Rkt The original 6 forms
w— — — were reviewed and

*
DRIVERS LICENSE & DATE OF BIRTH s E——
SOLID WASTE: . .
NAME: STORM WATER: t e Il I Orl I latl()l I Uuas
(LAST NAME) {FIRST NAME) (1)
FINAL BILL: =
ADDRESS: ACCOUNT &, - ) : \
FINAL BILL: = )
CONNECT DATE: CYCLE/ROUTE. -
DISCONMECT DATE: FINAL BILL: = )
MAILING ADDRESS: FINAL BILL: = )
QY STATE: 2P, DEUNQUENT SERVICE FEE: C t
MOVING TO:, ACCOUNT - MR _— I I eW u S O I I l e r
CONNECT DATE: CYCLE/ROUTE. E METER LOCK FEE. \
MAIL FINAL BILL T DELINQUENT METER SET FEE:
= - — ervice neques
IAUTHOR! METER:
"ENROLLINEBILL:  ( JVES { INO **EMAIL ADDRESS: UNAUTHORIZED METE!
2 your " account becomes past due_ RETURN CHX/DRFT FEE:
— = N S O 5 o o o o i R AFTER HR TRN ON/OFF F3E — orm.
'ADODRESS VERIFICATION

| understand that i the above address is nOt the coMTect address and because | don't have
proof of the correct address my account will be billed an additional $50.00.

Comprendo que si la direccion noes la d cta y porque yo
1o tany da Ia diraccin comracta que mi cusnta sard facturada un adicional 550.00.
BANK DRAFT TOTAL:
By signing up for fee will be waived You on
bank draftfor one (1) year o the connection fee will be added to your account. Also, i your first payment is returned for
any reason 1 be billed for of $50. ¥ be requiredto pay.

and a return draft fee of $35.00, You may remain on bank draft unless you have twe (2) consecutive returns, three (3]
returns in a 12 month period, or if 3 return draft is due to the account being dosed or frozen. If this happens your account
will be reciassified as "Cash Only” for a period to be determined by Management. Waiving the connection fee is for new
customers only and is available only one time. Once you have established services with us and you transfer services from
‘one address to another, you will be billed the connection fee at that time.

Bank information:

Name on Account: Bank Name:, o
Bank Routing #: Account ¥

APPLICAN'TS SIGNATURE:, DATE

CHECK ONE - KEEP INFORMATION CONFIDENTIAL [ J¥ES [ _JNO

fFor Office Use:

fea rec ev: DATE: TME WORKED BY: DATE:

JCUSTOMER CONTACTBY () LOBBY __( JPHONE [ JFAX __( )EMAIL

R

-



Improve Phase

10. Reassess

Graphical Summary for Minutes, Sept. 2012

Graphical Summary for Minutes, Sept. 2012

Anderson-Darling

Normality Test

A-Squared 6.04
P-Value < 0.005
Mean ~  5.6853
StDev < 2.5013 >
Variance 5:256"
Skewness 1.04548
Kurtosis 1.34270

N 251
Minimum 2.0000
1st Quartile 4.0000
Median 5.0000
3rd Quartile 7.0000
Maximum 15.0000

95% Confidence Interval for Mean

5.3743
95% Confidence In
5.0000

5.9962
terval for Median
6.0000

95% Confidence Interval for StDev

2.3000

2.7416

—~

2 4 6 10 12 14

— T * . ow
95% Confidence Intervals
Mean | > ]
Median{ ¢ |
T T T T T T
5.0 5.2 5.4 5.6 5.8 6.0

Z e
;

The Graphical
Summary for
Minutes in
September 2012
reflects a average of
5.68 with a StDev. of
2.50.

Initial;
Mean 8.32
StDev. 2.81

17



Improve Phase

10. Reassess

Time Series Plot for Sept 2012

Time Series Plot of Minutes, Sept 2012

16 1
14 1 ' '

121 '

10 1

Minutes
[ 5]

T A4 a2 A A A A A A A
N N N N N ) N N N N N
S S S S S S S S S S
\&\m R"{L x& @Q é‘{b @{b m\;\"’ m":\m m“;\m *'C‘{b "t?'{b
9 o o o o\ o AN o o
Date
£ ath 18
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Improve Phase

10. Reassess

Process Capability

LSL

|
|
|
Original Data |

~N
— Actual (LT) P ~o

0.225 0.300 0.375 0.450 0.525 0.600 0.675

1000000
1000001 '\
10000
1000
100

10

1

1 20 40 60 80 100 120 140 160 180 200 220 240

Six Sigma Report 1: Executive Summary Minutes, Sept 2012
Using Box-Cox Transformation With Lambda = -0.5

Process Performance

Process Demographics

Date:

Reported by:
Project:
Department:
Process:
Characteristic:
Units:

Upper Spec: *
Lower Spec:
Nominal: *
Opportunity:

0.316228

Process Benchmarks

Potential (ST)

Six Sigma Report 2: Process Capability for Minutes, Sept 2012
Using Box-Cox Transformation With Lambda = -0.5

Iand MR Chart

0.6 I T T UCL=0.6183
1t )¢ MI H X=0.4493
| Fyardrifpimt by
+ - + + LCL=0.2803
0.2
1 26 51 76 101 126 151 176 201 226 251
0.30 I
* T ' UCL=0.2076
ST P T
3 fhe ’N L M l Y T lw % o tml MRE0I0635
0.00 > LCL=0
—
1 26 51 76 101 126 151 176 201 226 251
Observation
Potential (ST) Capability Actual (LT) Capability
Process Tolerance Process Tolerance
0.159243 0.739373
0.316228 0.316228
Specifications Specifications

Capability Indices

ST LT

Mean 0.449308 0.449308
StDev * 0.097
Z.USL * *
Z.1sL * 1.38
Z.Bench 2.88 1.38
Z.Shift 1.50 1.50
P.USL * *
P.LSL *0.0843520
P.Total 0.0020113  0.0843520
Yield 99.80 91.56
DPMO 2011.3 84352.0
cp * *
Cpk * *
CCpk * *
Pp * *
Ppk * 0.46

Data Source:

Time Span:

Data Trace:

The Capability Analysis processed for September 2012 data
indicates the process performance is increasing.

Initial:

Z. Bench

DPMO

74

229,969

September 2012:

Z. Bench
DPMO

1.38
84,352
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Improve Phase

11. Improved State Process Performance

Improve Graphical Summary for Minutes, Oct 2012

Improve Graphical Summary for Minutes, Oct 2012 Based on the Improve
et 140 Graphical Summary,
P-Value < 0.005 .
v vt ) the average time to
e T process a connecting

Skewness 1.06143

|1 farosis 030808 service request is 4.50
/ Minimum 2.0000 m|nutes W|th a StDeV
,_
—

1st Quartile 3.0000
% Median 4.0000
T : 3rd Quartile 6.0000 Of 1 . 89

4 6 8 10 Maximum 10.0000

95% Confidence Interval for Mean

} 4,2870 47233 Wy
95% Confidence Interval for Median I n |t| al o

4.0000 4.0000

95% Confidence Interval for StDev

95% Confidence Intervals 1.7486 2.0583 Mean 832
Mean | | StDeV. 2.81 a

Median{ ¢

40 42 44 46 48 Sept 20 1 2

Mean 5.68
StDev. 2.50




Improve Phase

11. Improved State Process Performance

Improve Time Series Plot for Oct 2012

Improve Time Series Plot of Minutes, Oct 2012
20 1
15+
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g |
E = |||\H“‘ “] I IH H
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i 1 | [
[l Ll,l' ; il
5 - | l l|| Il
1[0 A \
0_ T T T T T T T T T T
o o o o o o o o o o
Q\Q\, y \,‘9\, %\,‘9\, b‘\%@ x\& y 09\’ "/\Qx : Q/QN /\ 09\’ X Q/QN
/\\’b cb\ o’\ Q\\’ O,Q’ QQ’ \9\ \9\ \/Q\\' \/QQ’
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Improve Phase

11. Improved State Process Performance

Improve Process Capability

Improve Six Sigma Report 1: Executive Summary Minutes, Oct 2012 Improve Six Sigma Report 2: Process Capability for Minutes, Oct 2012
Using Box-Cox Transformation With Lambda = -0.5 Using Box-Cox Transformation With Lambda = -0.5
Process Performance Process Demographics mandMRIChar CapabilityjIndices
LS‘L "1 iRl 11 UCL=0.6765 ST LT
| Date: LY n Mean 0.499429  0.499429
| Reported by: X=0.4994 StDev * 0.095
- | Project: 0.45 z.UsL * *
Original Data | Eeopaertment: 030 LCL=0.3223 Z.LsL * 1.93
rocess: - Z.Bench 3.43 1.93
} Characteristic: 1 30 59 88 117 146 175 204 233 262 291 7.Shift 1.50 1.50
\ T ﬂgﬁir Spec:  * 02 veL=02176 ::.IL_JSSII.- . 0 026747:
— Actual (LT) ~~_[ . . )
= ! ! ! Lower Spec: 0.316228 P.Total  0.0003008 0.0267474
0.30 0.36 0.42 0.48 0.54 0.60 0.66 0.72 Nominal: * 0.1 _ Yield 99.97 97.33
Opportunity: MR=0.0666 DPMO 300.8  26747.4
0.0 LCL=0 Cp * *
1000000
________________ 130 59 88 117 146 175 204 233 262 291 Cpk * *
e, g / - Process Benchmarks Observation cCpk * *
1004 |\ ) i - . Pp * *
A Y T Potential (ST) Potential (ST) Capability Actual (LT) Capability Ppk « 0.64
Il Siima 1.93 3.43 Process Tolerance Process Tolerance
I (Z.Be 0.214794 0.784064
“ :;
| 0.316228 0.316228 .
01 ! DRMO 26747.4 300.8 | DataSource:
Specifications Specifications Time Span:
1 20 40 60 80 100 120 140 160 180 200 220 240 260 280 Data Trace:

The Capability Analysis processed for October 2012 data indicates
the process performance continues to increase.

Initial: Sept 2012: Oct. 2012

Z.Bench .74 Z.Bench 1.38 Z.Bench 1.93

DPMO 229,969 DPMO 84,352 DPMO 26,747 9%




Improve Phase

11. Improved State Process Performance

Improve Xbar-R Chart

Improve Xbar-R Chart of Minutes by Stages, August/Oct 2012 The chart
illustrates the

Baseline Project Improve

F

—_— e — ]

|
| 1 improvement of
= T3 11
) 4
g 0 WMWW 1 i the overall process
& 4 S . x=4._51 d h th
! 1 uring the course
0_
JR0R012  8pR012  9fsp012 93012 opi0lh 96012 10272012 1092012 1072012 10/25/2012 Of the prOJeCt
Date
Baseline i Project i Improve
12 | |
- T H' |
é. 6 : | . ] * | ucLosss
| R=2.17
0_ T T i T T T T s T T T T LCL:O
7/30/2012  8f7/2012  9/5/2012  9/13/2012  9/21/201p  9/26/2012  10/2/2012  10/9/2012 10/17/2012 10/25/2012
Date
Tests performed with unequal sample sizes
8.32 5.68 4.50
£ Ant 23
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Improve Phase

11. Improved State Process Performance

Improve Y Metrics

DPMO for Improve Connecting Service for Water Business Office
& Baseline
200000 1
Q 150000}
5
QO 100000+ "
50000 - Goal
— Stretch Goal
8/30/2012 9/20/2012 10/11/2012 11/1/2012
Date
Variable
a— ProjectY
DPMO
Date Project Y
Baseline 229969
Goal 57492
Stretch Goal 22997

8/30/2012 =229969

9/30/2012 /84352

10/31/2012g|26747
|

&
R




Improve Phase

11. Improved State Process Performance

Future Connecting Service for WBO Process Map ("Walk In")

12 Value Added Steps
18 Business Non Value Added Steps

i 9 Non Value Added Steps
Note on account  — Place in pending file sci:rl‘ceectzzt P
4 General Steps
A
N 43 Steps
peneno pdng Analyze issues with eyt DEEIEEES et Obtain copies from Customer receives
balance with  [—®{ Anayze! [ arrangement offered Y { agreementsare |—»| pies from Ly,
outstanding balance A xerox machine copy
customer to customer signed
1 , ;
Obtain personnal Check system for Obtain a xerox copy of
N N customer e N
Complete Verify connection information, ex: e Does customer customer's driver's SR ETE Enter data in
Greet Customer [—W customer service — 4 3 —®  driver license, ng have outstanding balance N P license, SS card or proof [—¥ gt " —®» HTE-CS
service location 3 s balance (additional Y s (no issues)
request card social security, occupants if of identity and lease module
proof of identify applicable as well) =
Customer verifies CIEFTEREE Review basic
ey g Is information and completes Review bank draft Does customer IS RS e e Answer additional CIERBLES Work order is Completed -
- s accurate Y »  confidential —®  program with want bank draft N P 2 . —» customer yment s —»  pending for omp!
service card is = cashier's coupon customer.Ex: trash . at cashier's desk File Card
Y/N section of customer Y/N . questions designated date
accurate pickup, etc.
document
N li Y ’7
el Review basic
Correct completes and Obtain a copy T (S [T e Answer additional Work order is Does customer Waive Connect
information signs agreement —  from xerox —> —> . customer —®»  pending for have check Y P
o y copy customer.Ex: trash . Fee
and authorization machine . questions designated date Y/N
form pickup, etc.
i N
Customer receives ‘eturned required items’ v
form by next business day
N
v
Apply fee
e

-



Control Phase

12. Implement Process Controls

Procedural Controls

Department | Water Business Office
" Procedure | Connecting Service

e Department Procedures
CINTRRRRYRRRYYAYS were established for

III. Definition: Providing great customer service thru the connection process for our customer’s

— connecting services for the
T Water Business Office.

Complete Top Portion Customer Service Request Form

R CUSTOMER SERVICE REQUEST FORM

i,

( JCOMNECT ¢ }DISCONMECT  ( ) TRANSFER  ( )NEW CUSTOMER { ) OLD CUSTOMER

TELEPHONE® 000 SOCIAL SECURITY #
DRIVERS LICENSE #, DATE OF BIRTH,
HAME:

(LAST NAME] (FIRST NAME) [0
ADDRESS:, ACCOUNT 2 -
CONMECT DATE: CYCLE/ROUTE =

DISCONNECT DATE.
MAILING ADDRESS:

CITY:. STATE: ZIP:

MOVING TO ACCOUNT &

CONNECT DATE; CYCLE/ROUTE, -

WAIL FINAL BILLTO:

CITY: STATE: 2IP:

*ENROLLINE-BILL  ( JVES #FENAIL ADDRESS:,

*Failure to ele not exemp beingturned offifthe account becames past due

**1tis the res pans ibility fthe customer to notify the Water Bus iness Office of any changes i &, change of email address
ADDRESS VERIFICATION

| understand that if the above address is not the correct address and because | don't have
proof of the carrect address my account will be billed an additional $50.00.

Comprendo que si |a direccién antes mencionada no es |a direccidn correcta y porque yo
no tengo prueba de 13 direccidn correcta que mi cuenta serd facturada un adicional $50.00.

Have Customer Verify all Information and Sign Form.

Obtain Personal Infoermation: Driver’s License, Lease, 5.5. Card etc.
Verify Additional Residents / Occupants

Check system for Outstanding Balances for all Occupants

If there are Outstanding Balances make arrangements for payment
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Control Phase

12. Implement Process Controls

| Chart
. _ _ An | Chart has been
I Chart of Avg Min per Month by Stages for Improve Connecting Service @ WBO
S created ensure the
5.2 UCL=5.209 results are sustained
and that changes in the
5.0 process can easily be
3 . . detected.
> 4.8 _
© X=4.743
2
:E 4.6
4.4
LCL=4.278
4.24 . :
October November December
Date
h 2 27
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Control Phase

12. Implement Process Controls

| Chart Instructions

",

- I
x‘«\

I Chart Instruction Manual for
Improve Connecting Service for WBO
Productivity Board Monthly Graphs

I Chart of Avg Min per Month by Stages for Improve Connecting Service @ WBO
Improve

5.2 UCL=5.209
5.0
2
S 484 -
® X=4.743
3
&
2
5 4.6
s
4.4
LCL=4.278
4.2+ T T T
October November December
Date
Sherry Pettit

December 19, 2012
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Control Phase

12. Implement Process Controls

Visual Management Board

A Visual Management Board
has been created. The
Improve Connecting Service
for WBO project progress as
well as general information will
be displayed for viewing.

-]
A I
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Control Phase

12. Implement Process Controls

Data and Cost Calculation Document

— Improve Connecting Service for WBO

Hard Dollar Savings | $ 133 Data and Cost Calculation

Soft Dollar Savings | $ 2 November 2012/November 2013

Total Savings S (¢ 158
Time Saved (Hrs) 8

The Data and Cost Calculation captures the hard dollar savings as a
I result of the completed project.
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Improve Connecting Service for WBO

N

Project Summary:

The average connecting service processing time for the WBO was 8.32
minutes with a standard deviation of 2.81. This consequently resulted in
a DPMO of 229,969. By going through the 12 step process, the average
time for the WBO to process connecting service applications was
reduced to an average of 4.51 minutes with a standard deviation of
1.89. The DPMO was reduced to 26,747. This is a 46% reduction in
time and 88% reduction in DPMO.

Conclusion:

The team illustrated that the new process has been standardized and is
in control.

A monitoring system is in place that will ensure the results are sustained
and that changes in the process can easily be detected, therefore,
holding the gains.
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