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Improve Work Order Flow 

Insert Picture of Defect or Process  

Project Start:8-9-2012 

Project Champion: Stephanie Rollings 

Black/Green Belt: Heather Bolestridge 
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Define Phase 

1. Select Output Characteristics 

The Champion Project Worksheet is the starting point for every project.  

The worksheet helps set parameters for the selected project and keeps 

all of the initial information in one, easy-to-read place.  
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Define Phase 

2. Define Performance Standard 

The Lean Sigma Project Charter is a “contract” 

between the Champion and Black Belt or Green 

Belt performing the project.  

 

Problem Statement: 
 

“As a department, we are experiencing a 

problem with our work order flow. The area 

where the problem is occurring is at all of our 

parks. The problem has existed since the 

parks department was established. The 

magnitude of the problem is 88% of work 

orders not being reported closed which gives 

us a DPMO of 879,699. The expected 

performance is to have less than 10% not 

reported. The effect this problem is having on 

our business is a slow turn around on work 

completion and wasted time and money with 

follow ups. This is costing us an estimated 

$40,597.00 per year.”  
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Measure Phase 

4. Baseline Capability 

The process is performing at a less than 1 sigma level long-term. This 

indicates a system that is not properly functioning or being properly used.  
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Measure Phase 

6. Identify Potential Variables 

The process map outlines how the work order system flow is currently 

carried out.  
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Measure Phase 

6. Identify Potential Variables 

The fishbone diagram is a list of potential “problems” identified by key 

personnel associated with the process.  
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Measure Phase 

6. Identify Potential Variables 

Key personnel say down and completed a YX Diagram to prioritize 

“problem” areas from the identified key variables.  
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Knowledge Question: 

“We are looking for information on best practices for a 

municipal work order system. It can be an electronic or paper 

system. We have suspended the use of our current system 

and are looking to start over from the ground up, so any ideas 

would be helpful.”  

Analyze Phase 

7. Identify Potential Leverage 

After determining the potential problem with the highest outcome, we 

began doing research by analyzing best practices among Parks 

Departments around the U.S. by using the Alliance for Innovation as 

well as cold calling. 



9 

Analyze Phase 

7. Identify Potential Leverage 

After receiving information back from the 

Alliance for Innovation, we determined that in 

order to be on par with 95% of U.S. Parks 

departments surveyed – we would have to 

introduce an electronic work order system.  
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Analyze Phase 

7. Identify Potential Leverage 



Cost for laptops 

at each location  
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Analyze Phase 

7. Identify Potential Leverage 

Decentralization  
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How decentralization works:  

Analyze Phase 

7. Identify Potential Leverage 

Each crew leader enters their own work 

orders and closes their own work orders 

daily with laptops. 

Pros:  

Empowers Crew Leaders with full network access 

Puts the work in the CL’s hands 

Keeps a more comprehensive tally of work being entered and completed 

Cons:  

COST 

Cumbersome and time consuming for CL 

Network issues 

Potential to take away time from daily work in the field 



Cost for IPhone  

Work Orders 
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Analyze Phase 

7. Identify Potential Leverage 

Decentralization 

Centralization 

Hybrid  
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How decentralization/centralization hybrid works:  

Analyze Phase 

7. Identify Potential Leverage 

Everyone in the Parks department has 

access to enter work orders – anyone 

with the app has access to see, close 

and notate on work orders.  
Pros:  

MainTrac interfaces with HTE 
Crew Leaders can remotely open/close work orders as necessary  

Keeps a more comprehensive tally of work being entered and completed 

Crew Leaders already have Iphones 

Allows better tracking of all work being completed 

Simplifies work order process to an easy-to-use app 

 
Cons:  

First year cost 

Network issues 
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Analyze Phase 

7. Identify Potential Leverage 

Estimated Cost of Poor Quality Per Year $83,783.98  

Estimated First Year Cost (MainTrac)   $23,230 

Estimated First Year Savings   $35,708.21 

Estimated Subsequent Year Savings  $58,298.21 

All of this cost savings is soft in time spent on following-up 

on work orders – having a work order system will allow us to 

determine project completion/issues in one click in one 

location as well as have a method for officially tracking 

amount of work done daily.  
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- We have decided to implement the 

Decentralization/centrilization hybrid and 

go with “MainTrac” as our work order 

system.  

Improvement Phase 

Implement Improvements 
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- To implement 

MainTrac, 

procedural 

controls have 

been 

established.  

Control Phase 

Implement Process Controls 
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- We will monitor the new process for a year 

following the implementation of the new work 

order system, which went live Oct. 1, 2013.  

Control Phase 

Monitor Cost Savings/Procedure 


