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Today's municipalities understand the need to use data and information to drive decision making for quality
improvement initiatives and day-to-day operations. This workshop will walk participants through the steps to create a
sKs’rem value stream map for their mun|<:|po||’r¥ and how to build a comprehensive, yet highly functional, metrics system.
The presentation will then tie together the metrics system, quality board huddles, quality improvement projects and
system transformation.

These connections will show parficipants that they cannot be a world class organization without having a
comprehensive yet uncomplicated measurement system to identify how well the organization is performing and where
its primary opportunities lie. This presentation will use case studies from a large city (Ottawa) a smaller city and a county
to ensure all participants understand how this methodology will work in their environment.

icipants will leave with a knowledge of:
i number one measure for their municipality;

ading metrics;
ormance indicators;




.- - T ane 4

- C AT I Bt [Nl IR AP T ST O VT EA O O TR T AT e e o v ity s B R et S SR P )

- ’ e
-’ f —A’f [——————.ﬂ. -. _
» L
: o . . : -
N - X . . Ky 5 . :
- > »
<\




Staff Time Saved

S

Light Green

Pursuing Excellence Improvement Report (PEIR)

City will save millions of d
chief says

lars fire



Payroll

Engineering

Quality
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Ensure the wo
budget is not being
Unusually high rate of overtime exceeded




Tax Rate

Tax Rate

Tax Ensure
Rate budget is not being
Unusually high rate of overtime exceeded

Tax

Rate Lean team

Rapid Improvement Events , PDSA’s etc.



The Bucket List
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Front desk clerk, online database of electronic
Permit department electronic tracking system

the total number of people using the [Transit system on-board tracking system

city transit system by usage. This will
bus. If one person uses the bus three

separate occasions in a day that will

count as three.

Total time to complete [time from request of a building
permit until the permit is issued

Number of complaints |The total number of complaints
accumulated by the city in the
complaint tracker system. Both
electronic and verbal

public transit services |count each individual that access a

Total number of
people using city
a building permit




Number of invoices received a month
Avg time to complete invoice entry (min)
Avg time to pay invoice (min)

Avg days to complete an invoice

Percent of invoices completed incorrectly
Percent of invoices completed in 15 days 83.
Staff satisfaction

Avg number of client complaints (mth)
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Pd Hours As % Of Budget Hrs

Takt time (demand)

. 3MRA



Cycle fime

Cycle fime

Avg days o compte anivoce | 80 Cycle fime
— %0

Pd Hours As % Of Budget Hrs 105.0%



Number of invoices received a month
Avg time to complete invoice entry (min)
Avg time to pay invoice (min)

Avg days to complete an invoice

Percent of invoices completed incorrectly
Percent of invoices completed in 15 days 83.
Staff satisfaction

Avg number of client complaints (mth)
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Number of invoices received a month
Avg time to complete invoice entry (min)
Avg time to pay invoice (min)

Avg days to complete an invoice

Percent of invoices completed incorrectly
Percent of invoices completed in 15 days 83.
Staff satisfaction

Avg number of client complaints (mth)
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Number flight attendants

Passenger count

% Capacity of plane utilized

Minutes past scheduled take off time
Gate to gate time (Minutes)

Minutes into flight last passenger served
Take off to landing time (Minutes)
% Time with seatbelts activated
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Altitude (Feet)

Arrival time past scheduled (Minutes)
Minutes until last luggage on carousel
% Pieces missing luggage
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UNDERSTANDING TAMPERING

(ITS NOT A BAD WORD)
X (Individuals)

Stats Overall Stage1 Stage2 Stage3 Staged
UL 10.9099
Average 9.807692
[ 8705482

Invoice Completion Days
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Invoice Completion Rate

105.00%

THREE MONTH ROLLING AVERAGE

Jan + Feb + Mar) / 3 = three month rolling average (1)
99.7 +100.8 +99.2)/ 3 =

(
(
(Feb + Mar + Apr) / 3 = three month rolling average (2)
(100.8 +99.2 +81.3) /3 =
(
(

Mar + Apr + May) / 3 = three month rolling average (3)
99.2 +81.3+90.3)/3=

Invoice Completion Rate

74

' 66466667

Date

As the graph indicates the TMRA smooth’s data to see true
trends versus abrupt variation.
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Within warning trigger
Percent of invoices completed in 15 days 83.0%

Staff satisfaction 63.0% <Surpossed minimum trigger

Pd Hours As % Of Budget Hrs 118.0% <Surpossed minimum trigger









Engagement = Emotional

onsible



Check List

v Mission
v Vision




What Is your Dashboard
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Overall Service Effectiveness

What slows or
stops the work
or service from

being completed

What it measures

How quickly we
provide our
service in
relation to a
standard or best
practice

= %

How well we
provide our
service in
relation to a
standard or best
practice
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Availability
Performance
Quality

The Formulas

Fill in only the green squares

Actual time worked 320| Planned time worked
Ideal cycle time 21| Actual time worked
Good units service 19| Total planned units service

420 76%
320 6%
20 %%
55%

Overall Service Effectiveness (OSE)

Availability = Actual time worked / Planned time worked

Performance = Ideal Cycle Time / (Actual time worked / Total units serviced)

Quality = Good units serviced/ Total units serviced

OSE takes into account all three OSE Factors, and is calculated as:
OSE = Availability x Performance x Ouality

Definitions
Actual time worked
Planned time worked
Ideal cycle time
Good units serviced

Availability
Performanc
Quality

The time staff spent doing the assigned work - less downtime and equipment breakdown

The scheduled time to be worked
The optimal per unit time to complete the task
The number of units of work actually completed

Total planned units service The number of units of work scheduled to be completed

* all time in person minutes



Leodership Standard Work §

Quality Board Huddles







