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Lean Sigma Program

Lean Sigma Comparitive Savings
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Improve Online Report Process

ROLIC& TYLER POLICE DEPARTMENT o =» fubig

TR
L A TY * COURAGE * INTEGRITY 711 W. Ferguson, Tyler TX 75702

903-531-1090 | CALL 9-1-1 in Emergency

ABOUT US DIVISIONS RECRUITING COMMUNITY CRIME INFORMATION FORMS LINKS

m CITIZEN INCIDENT REQUEST FORM

Download Forms This form is for reporting Non-Criminal incidents to the Tyler Palice Department. Non-Criminal incidents include lostwatch, lost
wallet, lost cell phone, or missing City of Tyler Solid Waste trash cans, etc. All Criminal Cffenses must be reported through the

Burglar Alarm Permit Communications Unit of the Tyler Palice Department
Application

Crime Victims Information This is not a secure site. Please do notinclude credit card numbers or financial account numbers. This infermation will be
(English} obtained from you at a later date.

Crime Victims Information

(Spanish) lunderstand that making a false reportto a police agency is a Class B Misdemeancor, punishable by up to 180 days in the
County Jail and/or a fine notto exceed $2,000.7 (Texas Penal Code Section 37.08)

Forgery Reporting Form

Parade Permit Application Citizen's Incident Report Online Form
Personal History Form First Name* Middle Initial Last Name*
Property Release Form
Address 17 Address 2 City*
Temporary Street Closure | ‘ | |
State* Zip Code™ Today's Date*
b Online Forms
Home Phone* E-Mail Address Date of Offense*
Ctzen Polce Acadery Work Phone Humber DL/ID Number and State™ Date of Birth®

Application

Public Information {Open Location of Offense {must be within Tyler City Limits)

Records Request) Form

Texans Against Crime Property/Vehicle Description (serial number, model, make etc.)*Insurance Company or Business Requiring Report
Registration Form

Complete detailed Marrative/Description of incident®

Project Start: 06 /13/2012

Project Revision: 09 /10/ 2012
Project Champion: Diannia Jackson
Black/Green Belt: David L. Long




Define Phase
1. Select Output Characteristics

Attribute Capability

Confid 0.95 Sample data is: Confidence Interval is:
onfidence -->
= q ~ i
Units > 280 Short Term One s!ded
Opportunities --> 1 © Long Term « Two-sided
TOP's --> 280
Defects --> 106 |

Short Term Capability
p(d) Percent ppm Cpk Z Defects

Upper Limit on Failure Rate () 43872 43.89, 438;214 0.05 0.16 <="worstcase"=> 123 95%
Mominal Value 0.3786 37.9%} 3?’85?’1 0.10 0.31 <= "pest estimate” Confidence
Lowrer Limit on Failure Rate 0.3215 322% 321 !529 0.15 0.46 <="best cage"=> a0 Interval

Estimated Long Term Capability (shifted by 1.5 sigma)
p(d) Percent ppm Ppk Z
Nominalvalie  0.8831 | 88.3% | 883,127 | -0.40 | -1.19 |




Define Phase
1. Select Output Characteristics

Pareto Chart of CALL TITLE

DISPATCHED

CALL TITLE

- 20
- ,=F=F=F-ﬁ=-===ﬁ==——v—v-u-0

L 100
- 80
L 60
L 40

Percent

DISPATCHED 432853816583 36874228 884421 6206 826 F25[R 094392 190232037877 3436265981295

Percent
Cum 9%

8 87766654442 2222211111112
8 16 24 31 37 43 48 5256 60 62 646668 70 71 7374 76 77 78 79 80 100




Define Phase

2. Define Performance Standards

A
.
Project Charter

Project Authorization

Organization: Champion: Process QOwner: The problem
Tyler Police Department Diannia Jackson Gary M. Swindle statement

Project: Project #: identifies the
|Imprc|~.-'e Online Police Reporting 3 purpose of the

Problem Statement: project.

The Tyler Police Department is experiencing a problem with: citizen reporting. The area
where the problem is occurring is: the patrol division / TRU Reporting. The problem has
existed for at least: 2 years. The magnitude of the problem is: Citizen Reporting

is operating below expectations. The current performance: average number of citizens
reports is (14.5 Calls per Month), and the expected performance is: maintain an average
number of citizen reports should be increased {from 0.31% to .62% (100%) of calls taken
onling). The effect this problem is having on our business is: increased cane service for
non-priority calls. This is costing us as much as: $29.00 per call on average.

Project Cbjective: The project
Make online police reporting more available to citizens and reduce the amount of written Objective
reports by Public Service Officers/ Paolice Officers. . o
identifies a goal
Estimated Defect Level: Initial Goal: Estimated Benefits: of a 100%
L31% B2% (100%) g5, 086 increase in
Approval Date: Champion Signature: Process Owner Signature: online reports.
&6/13/2012 f&] Diannia Jackson Gary W. Swindle
Estimated Completion Date: Project Leader: Financial Analyst:

12/31/2012 & David L. Long Jim Yanker




Measure Phase
6. Identify Variation Sources

Open TRU
View TRU Report List
Report List
\/

Report is emailed
Citizen files to TRU Personnel

report

Contact
Reporting
Person

TRU Personnel

File/ Write
Report

decides who
file reports

0 Y
Contact Dispatch < Information
for Case Number YES N complete
NO
Write/ Type
Report if time v
Allows
Contact
Citizen
Finish when
Time Allows
Yes

Information
corrected

No

Person Available

NO

v

Re-schedule
Report/ Call
Back

Inform Person to
Retrieve
Information Prior <
to Report being
Filed

File/ Write
Report

YES

NO

Start Report

Request
Information
needed for

Report

formatiol
Available for
Report

YES

Sl LU LA AL L

Contact Dispatch
for Case Number

Write/ Type
Report if time
Allows

Provide Case
Number to Caller

YES

v

Finish when Time
Allows




Measure Phase

6. Identify Variation Sources

Personnel

Lack of Interest

Do not want

additional
responsibilities

No Accountability

Measurements

No Accountability - -

Inadequate

Report Programs

Outdated
procedures

Lack of online
resources for
Citizens

Limited Offense
Titles

Financial Funds

|Lackof Interest I

Creates additional

work

Citizens

Time constraints |

Employees

Low priority

Environment

No Computer in
Lobby for Citizens

Lack of Funds

Current System
has defects

Inadequate
Software

Increase Online
Reporting




Measure Phase
6.

ldentify Variation Sources

Individual ¥alue

I Chart of Total

25

20

25

20

15 1

10 4

11 8-11

3-11  10-11 11-11 12-11 1-1z 212 3-12
Date

412 5-12

B-12  F-12

UCL=31.34

¥=13.28

LCL=-4.57

10



Measure Phase

6. Identify Variation Sources

YX Diagram Summary

Frocess: [Increase Online Reporting
Date 51372012
Qutput Variables Input Variables
Description WWeight Description Fanking
Increase Online Reparting g Inadequate report programs 81
Inadequate software 81
Current System will not integrate increased online reports 81
Limited Offense Titles 81
Disorganized 63
Mo Accountahility 63
Current system has defects 63
Inadequate personnel 63
Lack of online resources for citizens 54
CQutdated polices 45
Low priarity 45
Lack of interest 45
Citizen disinterest 45
Personnel do not want additional responsibilities 45
Mo computer for citizens 27
VWaste of time if online report is inadeguate information 27
Lack of training g
Outdated procedures g

11




Analyze Phase
7. Screen Potential Causes

5000 - T ———— ]
0 4000 - B saai -80 o,
o 3000 - e L 60 @
- 20004 —==— -40 ©
5 1000 - L 20
0 T T T ! T - T - T = T T T 0
CALLTITLE & S S
£ S SN
TELE L &L
B P A
\\V\’ \\{o C \‘\V
D \ B
S % &
S S
Q-\'
&

DISPATCHED 2068 943 598 361 280 274 169 119 20
Percent 42888105501 214 SR/ 5 B 5 G 5 7S 3 L B D05 04
Cum % 428 623 747 822 88.0 936 971 99.6 100.0

‘Potential Online Rép‘or‘ts‘

12
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Analyze Phase

7. Screen Potential Causes

CITIZEN INCIDENT REQUEST FORM

This form iz for reporting Mon-Criminal incidents to the Tyler Police Department. Mon-Criminal incidents include lost watch, lost
wallet, lost cell phone, or missing City of Tyler Solid Waste trash cans, etc. All Criminal Offenses must be reported through the
Communications Unit of the Tyler Police Depariment.

This is not a secure site. Please do not include credit card numbers or financial account numbers. This information will be obtained
from you at a |later date.

"l undersiand that making a false report to a police agency is a Class B Misdemeanor, punishable by up to 180 days in the County
Jail and/or a fine not to exceed 52, 000." (Texas Penal Code Section 37.08)

Citizen's Incident Report Online Form

First Name* Middle Initial Last Name*
Address 1* Address 2 City*

State® Zip Code® Today's Date®
[Alabamal ]

Home Phone® E-Mail Address Date of Offense*
Work Phone Number DLAD Number and State® Date of Birth*

]

Location of Offense (must be within Tyler City Limits)*

Property/\V'ehicle Description (serial number, model, make etc.)*Insurance Company or Business Requiring Report

Complete detailed Narrative/Description of incident*

Submit

Current Online Report Format )




Improve Phase

8. Determine Optimal Solution

Lity of Loplogic 3 Eity of Eoplogic /
|

<

Yourself Incident

English | Espafiol | Francais | f2%7

Definition Your property is taken without your permission.

Welcome to the Coplogic Citizens Online Police Reporting System. If this is an Eme
report system allows you to submit a report immediately and print a copy of the polic
online citizen police report filing is right for youw:

Examples Property known to be stolen and missing may be reported. Lost property is not a theft.

Confirm Question(s
* This is not an Emergency? (<)

= This incident occurred within the Coplogic City limits? Do you have any suspect information regarding this incident?
* There are Mo Known suspects?

<<<< Back | Continue >
* This did not occur on a State Freeway? --

If you answered yes fo all of the above guesfions, you are ready to file vour report o
software before filing the report. If you answered no to any of the guestions please |y
Questions section.

Eity of Eoplogic
Upon completion of this report process you will:

* See the words: "Your online police report has been submitted” showing that
* Be given a police report case number.
* Be able to print a copy of the police report to keep for your records.

Start Yourself Incident _ Property

Please Note: 0 e 1. Sorry, reports with suspect information cannot be filed online. Please contact us directly to have an

* All cases filed using the Citizens Online Police Reporting System will be revi SN A Mgty Wi ey R,

* Upon review, if further investigation of your case is needed, you may be con

Definition Your property is taken without your permission.

Using the Coplogic Police Online Citizen Reporting System you can report the follo

Examples Property known to be stolen and missing may be reported. Lost property is not a theft.

Lost Property ldentity Theft Theft Confirm Question(s)
Vehicle Burgia Harassing Phone Call Vandalism Do you have any suspect information regarding this incident?

|
B
|
B
|
E
|
Pl
R
|
E
|
Pl
|
|
R
|
E g
|

14




Improve Phase

8. Determine Optimal Solution

Potential Imnraovement Caosts

Quote

Coplogic, Inc. chagic

231 Market Place, Suite 520
San Ramon, Ca. 94583
(800)734-9293
dbergenholtz@coplogic.com

www.Coplogic.com

July 9, 2012

Quote No.: 12-01PembrokePines,FL
To: Lt. David Long Ship to (if different address):
Tyler Police Department

711 W. Ferguson Street
Tyler, Texas 75702

| salesperson | Your P.O. No. | Date Shipped \ Shipped Via F.O.B. Point Terms
D. Bergenholtz

Quantity Description Unit Price Amount

1 Set-Up for DeskOfficer Online Reporting System (DORS) 12,500.00 12,500.00
« Implementation Assistance
e Setting up the interface to RMS/Report Writing

Software
e Training
1 Annual DORS Usage, Support, and Maintenance 10,000.00 10,000.00

e Unlimited users, incident types, and report intake
¢ Unlimited customer support (phone and e-mail)

e Every update and upgrade released for DORS

+ Hosting on Coplogic's Secure Servers

Subtotal 22,500.00

Sales Tax 0.00
Shipping & 0.00
Handling

Total Due | $ 22,500.00

15




Improve Phase
9. Implement Improvements

Lost Property

When Property is missing or lost

Property that is missing, i.e. left at a restaurant,
at the mall, or missing from home, etc...

Theft

Your property is taken without your permission. Value of property is less than $1500. (If
property being reported as stolen is a firearm, you must contact the Tyler police Department.)

Property known to be stolen. (There are no
known Suspects.)

Open Garage Theft/ Shed (Detached
or attached)

Property stolen from your detached or attached garage or shed when the door was left open
or unlocked {no forced entry)

Lawn Mowers, golf equipment, or tools, etc..
(There are no known suspects.)

Vandalism {Criminal Mischief)

The act of changing, modifying or defacing public or private property. The damage of the
property is less than $1500. (Crimes commitied due to bias against a particular race or group,
or if the property damaged is a place of worship, public utilities, or cemetary, you must
contact the Tyler Police Department.)

Knocking over mail boxes, keying your vehicle,
vehicle being egged, etc...(There are no known

suspects.)

Vehicle Burglary

Property stolen from a motor vehicle. (If you want your vehicle processed for physical
evidence or there is traceable evidence left at the scene, you must call the Tyler Police
Department to report this incident.)

Car stereo-radio, personal property stolen, i.e.
purse, phone, CDs, etc...(There are no known

suspects.)

Harassing Phone Calls

Mumerous unwanted phone calls of an annoying, harassing or threatening in nature. The
District Attorney's Office requires multiple calls, andfor a threat of violence, and recorded
dates and times of the call. { If the caller is known, you must call the Tyler Police Department

to report this incident )

Someone makes numerous calls within a short
period of time and immediately hangs up, makes
specific threats of violence or uses lewd obscene
Inguage in an attempt to cause alarm.

If your incident does not meet the above criteria, you can not file your report online, and you must

=~

contact the Tyler Police Department to report the incident.

=~ =~

=~ =~ =~ =~ =~ =~ =~

16




Improve Phase

9. Implement Improvements

Tyler Police Department
On-Line Crime Reporting Form

The Tyler Police Departmentis providing this form for victims of certain offense to easily file a report. This form is designed to
afford you the opportunity to report these offenses at your convenience. Alist ofthe offenses and a brief description of them are
listed below. To access the proper reporting form click on the appropriate form name. By using this method to report your
offense the r Police Department will not be sending an Officer to your location. After you submit the report it will be reviewed
by a supervisor. Ata later date you will be provided a case number. Ifyou need to contact the Tyler Police Departtment in the
future concerning your report please refer to the case number.

If this is an emergency please dial 911 immediately.

If you need a Police Officer dispatched to your location, please call the Communications Center at 903-531-1000.

IF YOUR INCIDENT DOES NOT MEET THE BELOV CRITERIA, YOU CAN NOT FILE YOUR REPORT OMNLINE, AND YOU MUST
CONTACT THE TYLER POLICE DEPARTMENT TO REPORT THE INCIDENT.

Lost Property -When Property is missing or lost. (Property that is missing, i.e. left at a restaurant, atthe mall, or missing
from home, missing trash can, etc.}

Ir permission. Value of property is less than $1.500.00. /7 gg reported

1e Tyler Police Department. (Property ki nd there are no known

is taken without y

must contact i

Theft - vour prope
stolen iz g firearm, you

suspecls.)

Open Garage Theft/Shed (Detached or attached) - Property stolen from your detached or attached garage or shed when
the door was left open or unlocked and there is no forced entry. (Lawn mowers, golf equipment, or tools etc. and there are no
known suspects.)

Vandalism (Criminal Mischief) - The act of changing, modifying or defacing public or private property. The damage of the
property is less than $1.500.00. itted due fo the property damaged is a
place of worship, pu 5, matory, you must contact the Ty . (Knocking over mail boxes, keying
your vehicle, vehicle being egged, etc and there are no known suspects.)

Improvements...

Each type of
report will have
Its own link to a
reporting form.

Shed (Detached or attached) - Property stolen from your detached or attached garage or shed when
runlocked and there is no forced entry. (Lawn mowers, golf equipment, ortools etc. and there are no

Open Garage Th
the door was left open
known suspects

Vandalism (Criminal Mischi

The act of changing, maedifying or defacing public or private property. The damaage of the
property is less than $1.500.00. itted due to bias again. articular race or r it the propeny damaged is &
place of wol b crematory, you must contact th r Police Department. (Knocking over mail hoxes, keying
your vehicle, vehicle being egged, etc and there are no known suspects.)

Vehicle Burglary - Property stolen fram a motor vehicle. If you want yo ehicle processed for physical evidence or there is
traceable evidence lefl at the scene, you must contact the Tyler Police Department. (Car stereo-radio, personal property stolen,

i.e. purse, phone, CDs etc... and there are no known suspects.}

Harassing Phone Calls - numerous unwanted phone calls of an annoying, harassing or threatening in nature. The
Smith County District Attorney's Office requires multiple calls, and/or a threat of viclence, and recorded dates and times of the
call. ifthe callel u must call the Tyler Police Department to report b ident. (Someone makes numerous calls
within a short period of time and immediately hangs up, makes specific threats of violence or uses lewd obscene language in an
atternpt to cause alarm.)

T v v v v v v v v v v v v

17



Improve Phase

9. Implement Improvements

LOST PROPERTY REPORT ~ | mprovements

You must complete all required fields. Ifthe suspect in your case is known you must contact the Tyler Police Department and can
not use this form to report your incident.
Cont. ...

Please use the Manage Form Qption to Develop your Form

Name of person - -
making report (victim) - , n al
Last Name, First Hame Ad d I t I O

M

"__Information

Victim's date of birth

(MM/DDIYYYY) * : O.X'eS s

Victim's Sex * Fernale =l
Serial number of item
Victim's R * o R ‘ #3
ictim's Race AsianiPacific Islander j Value of item #3

1 Please provide a =
Victim's Phone Number | detailed description
) . about the incident you
{include area code) | arereporting. * 2
Victim's e-mail } jiead and affinn statirle Sec. 37.08. FALSE REPORT TO PEACE OFFICER, FEDERAL SPECIAL
address * i Sec37.08 INVESTIGATOR, OR LAW ENFORCEMENT EMPLOYEE

(a) Aperson commits an offense if, with intent to deceive, he knowingly
makes afalse statement that is material to a criminal investigation and

Verify e-mail address makes the statement to

g (1) a peace officer or federal special investigator conducting the
investigation; or
(2) any employee of a law enforcement agancy that is authorized by the
A inci \ agency to conductthe investigation and that the actor knows is
Address of incident conducting the investigation
In this section, “law enforcement agency” has the meaning assigned
cle 59.01, Code of Criminal Procedure
offense under this section is a Class B misdemeanar,

{This must be within
the City Limits of Tyler,

(c]

Affirm Statute I By checking this box, | afiirm that | have read and understand the above Texas
Statute and thatthe infermation contained herein is true and corect to the best of my

knowledge

™ Also send me a copy

* Required




Improve Phase

9. Implement Improvements

TYLER POLICE DEPARTMENT o =

LOYALTY * COURAGE % INTEGRITY 9085511000 | CALL B12 s Emergancy

HOME ABOUT US DIVISIONS RECRUITING COMMUNITY CRIME INFORMATION FORMS LINKS

Download Forms

Burglar Alarm Permit
Application

Crime Victims Information

(English) Tyler Police Department
Crime Victims Information On-Line Crime Reporting Form
(Spanish)

Forgery Reporting Form

Parade Permit Applcation
Personal History Form The Tyler Police Department is providing this form for victims of certain offense to easily file a report. This form is designed to
afford you the opportunity to report these offenses at your convenience. Alist of the offenses and a brief description of them are
listed below. To access the proper reporting form click on the appropriate form name. By using this method to report your offense
Temporary Street Closure the Tyler Police Departmentwill not be sending an Officer to your location. After you submit the report it will be reviewed by a
supenvisor. Ata later date you will be provided a case number. If you need to contact the Tyler Police Department n the future
concerning your report please refer to the case number.

Ifthis is an emergency please dial 911 immediately.

Citzen Incident Report Ifyou need a Police Officer dispatched to your location, please call the Communications Center at 903-531-1000.

Property Release Form

» Online Forms

E‘L“EQ‘Z;:::“‘- AExlany, IF YOUR INCIDENT DOES NOT MEET THE BELOW CRITERIA, YOU CAN NOT FILE YOUR REPORT ONLINE, AND YOU MUST
2P CONTACT THE TYLER POLICE DEPARTMENT TO REPORT THE INCIDENT.

Pubiic Information (Open
Records Request) Form Lost Property- When Property is missing or lost. (Property that is missing, ie. left at a restaurant, atthe mall, or missing from
Texans Against Crime home, missing trash can, etc.)
Registration Form

Theft - Your property is taken without your Value of property is less than $1.500.00. /7 property being reported stolen
is a firearm, you must contact the Tyler Police Department. (Property known to be stolen and there are no known suspects.)

Open Garage Theft/Shed (Detached or attached) - Praperty stolen from your detached or attached garage or shed when the door
was left open or unlocked and there is no forced entry. (Lawn mowers, golf equipment, or tools etc. and there are no known
suspects.)

Vandalism (Criminal Mischief) - The act of changing, modifying or defacing public or private property. The damage of the
property is less than $1,500.00. Crimes committed due to bias against a particular race or group, or ifthe property damaged is &
place of worship, public utilities, or crematory, you must contact the Tyler Police Department. (Knocking over mail boxes, keying

yourvehicle, vehicle being egged, etc and there are no known suspects )

Vehicle Burglary - Property stolen from a motor vehicle. /f you want your vehicle processed for physical evidence or there is
traceable evidence left at the scene, you must contact the Tyler Police Department. (Car stereo-radio, personal property stolen,
i.e. purse, phone, CDs etc... and there are no known suspects )

Harassing Phone Calls - Numerous unwanted phone calls of an annoying, harassing or threatening in nature. The Smith County
District Attorney's Office requires multiple calls, and/or a threat of violence, and recorded dates and times of the call. Ifthe caller
is known, you must call the Tyler Police Department o report this incident. (Someone makes numerous calls within a short
period of time and immediately hangs up, makes specific threats of violence or uses lewd obscene language in an attemptto
cause alarm.)

HOME | ABOUTUS | DIVISIONS | RECRUITING | COMMUNITY | CRIME INFORMATION | FORMS

CITIZEN INCIDENT REQUEST FORM

This form is for reporting Non-Criminal incidents to the Tyler Police Department. Non-Criminal incidents include lost watch, lost
wallet, lost cell phone, or missing City of Tyler Solid Waste trash cans, etc. All Criminal Offenses must be reported through the
Communications Unit of the Tyler Police Department.

This is not a secure site. Please do not include credit card numbers or financial account numbers. This information will be obtained
from you at a later date.

"l understand that making a false report to a police agency is a Class BE Misdemeanor, punishable by up to 180 days in the County
Jail and/or a fine not to exceed $2,000." (Texas Penal Code Section 37.08)

Citizen's Incident Report Online Form

First Name* Middle Initial Last Name*
Address 1* Address 2 City*

State* Zip Code* Today's Date*
[Aabamal~]

Home Phone* E-Mail Address Date of Offense*
Work Phone Number DLAD Number and State* Date of Birth*

Location of Offense (must be within Tyler City Limits)*

Property/V'ehicle Description (serial number, model, make etc.)*Insurance Company or Business Requiring Report

Complete detailed Narrative/Description of incident*

Submit

19




Improve Phase

9. Implement Improvements

LOST PROPERTY REPORT

You must complete all required fields. Ifthe suspectin your case is known you must contact the Tyler Police Department and can

not use this form to report your incident

Please use the Manage Form Option to Develop your Form

Hame of person
making report (victim) -
Last Name, First Name
m*

Victim's address

Victim's date of birth
(MMIDDIYYYY)

Victim's Sex ™

Victim's Race *
Victim's Phone Number
(include area code) ™

Victim's e-mail
address

Verify e-mail address
Address of incident

{This must be within
the City Limits of Tyler,

Texas.) ™

_
Type of location ‘ Residence-Single Family

Date the item was last ‘

seen (MM/DDIYYYY) ™

Time the item was last l:l

seen I:EI]EEF a.m. or
.
p.m.)

Date the item was ‘

noticed lost
(MMDDIYYYY) ™

Time the item was ‘

noticed lost (please
note a.m. or p.am.) ®

Description of missing ‘

item #1 ™
Serial number of item l:l
#1

Female j Serial number of item
#3

Asian/Pacific Islander j Value of item £3
alue of item

| Please provide a
detailed description
about the incident you
are reporting. ™

Read and affirm statute
Sec. 37.08

Affirm Statute *

Sec. 37.08. FALSE REPORT TO PEACE OFFICER, FEDERAL SPECIAL
INVESTIGATOR, OR LAW ENFORCEMENT EMPLOYEE

(a) Aperson commits an offense if, with intent o deceive, he knowingly
makes afalse statement that is material to a criminal investigation and
makes the statement to

(1} a peace officer or federal special investigator conducting the
investigation; or

(2} any employee of a law enforcement agency that is authorized by the
agency to conduct the investigation and that the actor knows is
conducting the investigation.

() Inthis section, “law enforcement agency” has the meaning assigned
rticle 59.01, Code of Criminal Procedure.

An offense under this section is a Class B misdemeanar. ]

)

I™ By checking this bax, | affirm that | have read and understand the above Texas
Statute and that the information contained herein is true and correct to the best of my

knowledge
SUBMIT |

™ also send me a copy )

* Required

-1
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Control Phase

12. Implement Process Controls

1.
2\
3.
4.

Evaluate Current Policies and Procedures
Ensure CALEA Compliance

Update Report Manual Guidelines
Provide Departmental Training

21



Potential Savings

Potential Online ReportSavings

Percent increase Total Reports Additional Savings

100% 348 55,046.00
1508 435 57,560.00
2008 522 $10,092.00
2508 e09 $12,615.00
300 696 $15,138.00




Next Steps

1. Continue to work on webpage development designs.
2. Research the new CAD implementation time frame.

3. Coordinate public awareness for interim new online process and
new reports being accepted.

4. Secure budgetary funds for reporting software.

23
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Define Phase

.
Project Charter

Project Authorization

Organization: Champion:
Solid Waste Can Brotton
Froject:

Feduce Solid Waste Tire Costs

FProblem Statement:

The City of Tyler Scolid Waste Department is experiencing a problem with the cost of tires. The
problem has continued to increase. The magnitude of the problem is that new tire costs are rising by
25-30 percent and the number of flats we are having is increasing. The expected performance would
be less than $114,000 for residential truck tires and $118,000 for commercial truck tires.

Project Objective:
Feduce tire cost by 10 percent.

Project Definition and Scoping

Metrics (unit of measure):

Find schedule for running the magnet truck at Landfill, ask if shingle trucks are sent to a special place
quality of patch work

where the truck picks up a nail

how well the driver takes care of airing up tires

low tread on tires

weight and heat tears up tires

Tire test on 7733 started March 2010:

Firestone Brand Mew Steer Tires lasted six months {7,000 miles)

Firestone Recap Drive Tires lasted eight months {9,252 miles) Don't turn as often as the steer tires.
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Price increased on all tire types

Tire Type 2011 new 2012 new| 2011 recap | 2012 recap
315 Residential and Rolloff Steer S310 S408 $205 $220
425 Frontload S415 S512 n/a n/a
11R225 Frontload and Rolloff n/a n/a S135 or $175| 5165 or $225
Pickup Truck S105 S108 n/a n/a
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Cause-and-Effect Diagram

Measurements Material Personnel

Tire Quality Driving Over Sharp Object

Recaping Underinflate

Air Pressure Overinflate

Hit a Curb

Wear
Sidewalls

Blow Outs Call Outside Tire Repair

Tred
Bent Rim Go to Goolsbee
Tire Cost Take to VES
>
Repair Ti
sl s Weight of Truck
Landfill

Swap Tire
Height of Tires

Dumping In Correct

Hot Weather Area

. . Tire Alignment
Checking Air Pressure

Environment Methods Machines
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YX Diagram
Ranking
|Process: |Tire Failure | 1 3 5 7 9
Demo Some Some Mo
Unlikely [w hat w hat : W
unlikely likely | LY
1 2 3 4 5 6 ¥ 8 9 10
Delete ‘
) © 2
o) e © ) " 3 8
© 9 = IS X Q )
= = = = O o
. © o -_ E I} (| @)
View > S o X = yo o
Summary 5 o = SN o Js
g— e AN = 9] T = n
O Z| Weight| 9
Input Variables (Xs) Ranking
1|Landfill 1 1 1 1 9 9|
2|Man 9 9 9 5 7 81
3|Weather Y 7 1 1 1 63
4|Alignment 1 ik 9 9 1 9|
5|Tire Quality 5 5 1 9 1 45
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A 1 SOLID WASTE VEHICLE REPORT
Old Pre-Trip Form LD WASTE VE!

VEHICLE # DATE DRIVER

SPEEDOMETER READING HOUR METER READING

Finish

Senice Checks
0]

Water

Hoses

Lights

Springs

Leaks

Arm Greased Daily
Bed Greased
Sumps Cleaned
out daily
Remarks:

Signed

Finish

Vehicle Washed Today
Yes No

Checked Transmission Fluid
Yes ...\ No

Check Tire Air Pressure 100 psi
Yes No

| certify that | have checked ewverything listed above.
(this is an official City of Tyler document)



Analyze Phase

» Recaps last for an average of 8
months = 9,000 miles =1,500 work
hours.

» Steer tires last for an average of 6
months = 7,000 miles = 880 works
hours.
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When we receive a new truck we take the

rear tires off and put recaps on it and use
them on our Residential and Roll Off
Trucks as steer tires. It cost $1,760 to
replace all 8 tires but it cost $3,264 for 8
new steer tires by taking the tire off we
save $1,504 a truck. One truck we can
use the tires on 2 residential or 4 roll off
trucks.
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Pre-Trip Process Map

Visually inspect truck
for leaks, tire condition
and any damamge

Any leaks or damage report
to shop and supervisors

Check fluid levels.
Oil, Hydraulic and
Coolant

Add fluids if
necessary

Start truck and check

gauges and low air
warning

Check tire pressure and
tread depth on tire #1

Visually inspect

Checks lights on drivers

Check fuel tank and fuel

and #6

passengers side of truck

all visible lines for leaks

—> condition of all hoses on —» side of truck & Fire level =
driver side extinguisher
Check tire pressure and Check lights on rear of Check hoses on rear of
— tread depth on tires #3 —» truck a?\d safety sign truck and rearend for —
and #4 Y sig any leaks
Check tire pressure and - Check arm. Check pads
—» tread depth on tires #5 —» Check lights on on arm,front plate,and —

Check inside hopper
area for hydraulic fluid,
and check all seals in
hopper area.

Visible inspect all hoses

on s side of
engine.

Check tire pressure and
tread depth on tire #2

ires low, air
or turn into VES if
replacement
needed

Check lights on front of

Check transmission fluid

truck and visually inspect
wipers and windshield

teveland bral
leveland-performbrake
test

Pull truck out and check
operation of arm and
lade

Leave arm extended and
grease all appropriate
fittings. Check behind arm
for debris

Stow arm against
truck and go to
route
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I Chart of New Steer 2012 by Project

Baseline Project Improve
b I I
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Preliminary Hard Dollar Savings

New Steer 2011 |New Steer 2012 (Project 315Recap 2011 |315Recap 2012 |Project

October 12 14(Baseline October 8 23|Baseline
November 2 8|Baseline November 8 5|Baseline
December 8 7|Baseline December 12 16|Baseline
January 20 7|Baseline January 13 8|Baseline
February 4 10|Project February 14 7|Project
March 7 2|Project March 17 11|Project
April 8 O|Project April 7 12|Project
May 3 1|{Improve May 8 9|Improve
June 4 O|Improve June 10 7|Improve
July 11 1{Improve July 8 13|Improve
August 9 1{Improve August 12 6|Improve
September 7 Improve September 12 Improve

95 51 129 117

S 408.00 | $ 408.00 S 220.00 | S 220.00
Comparison S 38,760.00 | S 20,808.00 | S 17,952.00 Comparison S 28,380.00 | S 25,740.00 | S 2,640.00
2011 2012 Total

Preliminary

Savings

Comparison | $67,140.00 | $46,548.00 | $20,592.00
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Solid Waste Vehicle Report :
N ew Automated Trucks Safety Check List

P r e_Tr I p Vehicle Date

Hour Reading Driver 1. Visual Inspection

4

A
2. Check oil, hydraulic

3. Start Truck, check

Start & Coolant
F O r m St . oolan ' gauges

SERVICE CHECKS
Pre-Trip  Post-Trip

1. Visually inspect truck

2. Check fluid lewels:oil, hydraulic,coolant

3. Start truck, check gauges & low air warning
4. Check Tire #1: pressure, tread, lugs

5. Visually inspect engine area drivers side

6.

¥4

8

)

5. Visual Inspect
engine area

6.Lights & extinguisher
drivers side

. Check lights drivers sdie and fire extinguisher
. Check fuel tank and fuel level
. Check Tires 3 & 4:pressure,tread,lugs
. Check lights on rear and safety sign 8. #3 psi T : 9. Lights on rear
10. Check rearend for leaks and hoses on rear PR RN & safety sign
11. Check Tires 5 & 6:pressure,tread,lugs
12. Check lights on passengers side of truck
13. Check Arm:pads, plate and all visible lines
14. Check hopper area leaks and seals
15. Inspect engine area on passengers side
16. Check Tire #2:pressure,tread depth, lugs
17. Check lights on front of truck
18. Check transmission fluid
19. Perform Brake Test
20. Check operation of arm & grease

11. #5 psi | 12. Lights on pass.

10. Check for leaks on
rearend & Hoses #6 psi side

Any Defects:

13. Check arm: pads, 14. Check hopper area 15.Engine area on
plate and lines leaks and seals passengers side

Quantities of Fluids Added: Qil: Fuel
16. # 2 psi 18. Transmission
I understand that this is an Official City of Tyler document and | certify that | have y - Fluid
checked everything listed above.
BE SAFE &
ACCIDENT
Signed: FREE
19. Perform brake test 20.Operation of arm & TODAY

grease
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Next Steps

;

Continue to use new pre-trip form with crew leaders oversight
Implement and update procedures

Continue to monitor tire costs

Look at Recap Tires as a future project



Project Start:8-9-2012
Project Champion: Stephanie Rollings
Black/Green Belt: Heather Bolestridge
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1. Select Output Characteristig

Champion Project Worksheet Champion:
Step Action Information Elem:ents for Defining Definition/Explanation Actual Project Information
Project
o 1A WHAT is the actual problem? A business condition or impedirment to success stated as the [There is no workorder system in place in the Parks Department.
E E high level effect the problern is having on the business. This is
= usually in terms of cost, revenue, quality or delivery.
@ =
:5 ﬁ § 1B WHERE is the problem occurring? Define where the problem is occurring. Include a geographic Parks Department
'E.f z name such as city or facility and the name of the business
E 2 ; area; i.e., Accounts Receivable, Purchasing, Manufacturing..
o
&§ % 1Cc The TIMEFRAME aver which this problem :Define when the problem first began or the timeframe aver Consistant for several years
3 E H has existed? which it has existed. Exarmple: Began Feb 2005, for the past
g u 15 mos., or has always existed.
2o &
g > 1D WHO is the customer(s) most affected by identify who the customer is that is most impacted by this the parks crew/customers
=3 this problem? business problern. This could be an intemal or an external
= g customer.
2A Determine the characteristic or process  iMame the ¥ which you intend to irmprove in order to solve the  iwork order completion percent reported
= output (¥'s) that will be improved to solve  problem; ie., Product Test Yields, Custamer Complaints,
E 2 this problem. Invoice Errors, Response Time....
EE 2B Iderntify the PRIMARY METRIC for each ¥ iThis is a combination of the name for the ¥ and the unit of reported completion
» = that numerically describes the problem measure associated with it. Example: motor torgue %
g ,-% = and will be used to measure and track defective, defects per invoice, call back response time in
i t KL,
-a‘-g E 2C Estirnate the magnitude, BASELINE Data should be gathered to determine the pedormance or 88% not reported which gives us a DPMO of 879 599
o= 3 PERFORMANCE, of the problem in terms behavior of the primary metric, assure the data is long term
Q % g of the primary metric. and not short term data. An Excel macro can be used to plot
- § the data as a function of tirme and then be used to monitor the
: E E improverment as a function of time. This data establishes the
2= base frorm which to calculate the potential financial benefits of
_g 1] the project, as a function its improvements.
£ w
% E 2D Identify a CONSEQUENTIAL METRIC This is any other characteristic or process output you will want {time it takes to complete, much higher number completed than documented, staff vs work order
o = to monitor to assure there is no negative impact to anather load
o~ area from solving the problern.

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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2. Define Performance Standa

Lean Sigma Project Charter

Project Title:

Improve Parks Work Order Flow ‘Project No.‘Pl

Team Members - Who

Authorization Date: ‘ 6-Aug-12

Process Owner: Tirn Norris Team Members:{ 5-7 Core team + customer contact )
Process Champion: Tirn Norris Name Name
Controller: Jirn Yarker Jirnrry Wega

Process Expert: Tim Norris Jose Parga

Black/Green Belt: Heather Bolestridge Todd Lestage

Black Belt Mentor: Chris vega

Master Black Belt: Guillermo Garcia

Project Champion: Stephanie Rollings

Key Leader: Stephanie Rollings

Project Description

Project Scope and

The extent of the project (e.g. CBU, Plants, Production Lines, Products, etc.) and the
boundaries that limit the project:

Boundaries: Work order system in the Parks Department
The Customer focused measurable to be improved:
Business Metric
Measurable Project Metric/Primary Metric DPMO Reparted Cs

Tirme to complete work order

Secondary Metric

Problem Statement:

"What is wrong with where and I know this because." What is the spec, actual performance
and gap in performance (problem) as evi 1 by the results of the BIC/Project Metric :

As a department, we are experiencing a problem with our work order flow. The area where the prablem is
occurringis at all of aur 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 DPMD 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.

Goal Statement:

The Dbjective Statement should directly address the information in the Problem Statement.
Indicate the level of improvement is expected. Should be specific and quantifiable:

Our goal is to reduce our defect rate by 90% and to save an estimated $36,537 per year in soft and hard
dollars.

Project Objective:

Increase / Decrease The Business/Customer Ys by what amount / percent. % Defect
Project Metrics Baseline Current % Improve Goal

DPMO R i Completion 879,699 890,898 90% 87970

Time to complete work order

Rationale for Hard

What are the line items that provide the foundation behind the projected savings. Where
does the money come from?

Reduction in fuel usage 1o follow-up on non-closed work orders,

Dollars:
Estimated Savings and Leveragability:
Leveragability Cost Analysis R:;S;si;n Potential Savings
O High
3 medum Hard Dollars: $1,541 90% $1,386
@ Low
Soft Dollars: $39,057 90% $35,151
Total Dollars $40,507 $36,537
Estimated Project Schedule - Phase Completion General Duration Chart
Phase Measure Analyze Improve Control Yalidation Total
Weeks 3 3 3 3 4 16
e DD El 8/27/2012 | 9/17/2012 | 10/8/2012 | 10,/29/2012 | 11/26/2012 | 26-Nov-12
Completion e

Project Approval:

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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4. Baseline Capability

Attribute Capability

Confid 0.95 Sample data is: Confidence Interval is:
onfidence -->
. ~ " ©
Units - 399 Short Term One s!ded
Opportunities --» 1 “ Long Term & Two-sided
TOP's --» 390
Defects --» 351

Long Term Capability
pid) Percent ppm Ppk Z Defects
Upper Limit on Failure Rate 0.9100 91.0%, 909,953 -0.45 -1.34 <="worst case"=> 3JH3 95%
Nominal Value [ 8797 88.0% | 879,699 -0.39 A4.17 | ==best estimate" Confidence
Lower Limit on Failure Rate () 8437 84.4% 843,678 -0.34 -1.01 <= "best case"=> .37 | Interval

Estimated Short Term Capability (shifted by 1.5 sigma)
p(d) Percent ppm Cpk i
Nominalvae  0,3720 | 37.2% | 372,017 | 0.11 | 0.33 |

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.

46




Measure Phase

6. Identify Potential Variables

| Create Work -
Order

work Order
Turned In

Update dacument

Update Excel electronically

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

£ e 47
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6. Identify Potential Variables

rethod
Verbal
Communicakion "
otk Crder Work Order
Whark Crder Info Missing Info Frocess (Wiork
Assignment Flow
Friorities \
otk Order

Discovery

Lack of Manpower |

Lack of Process
Lack of Understanding
Organizakion Does nok turnin
witork, Drder

Mo Database

| Formal Skorage

Lost Wark Crder

Environment Measuremenkt

The fishbone diagram is a list of potential “problems” identified by key
personnel associated with the process.
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6. Identify Potential Variables

Y¥X Diagram Summary

Process: |Improve wark arder flow
Date: AugHae20$12
Output Variahles Input Variables
Description Weight Description Ranking
completed work orders 9 lack of technology 288
update work orders 3 forgetting workorders 285
wark arders not recorded 7 no database 274
does not turn in W0 234
reported woark order 7 lost work order 228
wark order flow 227
lack of organization 223
complexity of work order 218
Formal Storage 214
access to the database 209
reworksfollow up 204
advance notice 199
lack of manpower 194
verbal communication 188
lack of process understanding 184
assignment priorities a3

Key personnel say down and completed a YX Diagram to prioritize
‘problem” areas from the identified key variables.
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Analyze Phase

7. ldentify 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.

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.”
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7. ldentify Potential Leverage

Parks Scan:

. Park Scan began in San Francisco in 2003 to provide a user
friendly web portal for residents to cite needed improvements
for city parks directly to city staff. The website also enables
residents to upload pictures when they submit their
observation. In 2007, Park Scan partnered with the city’s 3-1-1
system which automates park observations directly to the city’s
work order system with the other 3-1-1 cases. This has lead to
greater efficiency in staff’s responses to the observations. Out
of the 3,867 observations reported in 2009, 82% were

closed. Additionally, through the website, all residents can see
the observations made and their progress. Beginning in 2009,
the City of Portland developed a Park Scan based off this
program

(
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http://transformgov.org/en/knowledge_network/documents/kn/document/301669/san_francisco_park_scan
http://transformgov.org/en/knowledge_network/documents/kn/document/301669/san_francisco_park_scan

Analyze Phase

7. ldentify Potential Leverage

Work Order Assessment, O’Fallon, MO:

£ ~
J

The Maintenance Division is able to deliver on all elements of park maintenance currently.
Investing in maintenance technology that includes a work order system and establishing
performance measures tied to written maintenance standards to develop staffing needs and
equipment requirements, would help the staff to operate in the most efficient manner. This
work order system would help the Maintenance Division to maximize their available resources
and help create a more sustainable Department for the future as well as demonstrate the
duties and tasks associated with park maintenance.

Overview of Existing Park Maintenance Organization Structure In “Best Practices” types of
park and recreation organizations, the Facility Maintenance Division for park structures, pools
and recreation centers are part of the overall Parks and Recreation Division. The primary
reason for this is because facilities of this type operate year round, seven days a week and the
demand to meet user needs requires greater attention than a five

day operation typically found when a Facility Maintenance Division is located in another
department. Based on the consultant’s operational experience, approximately 10% of agencies
nation-wide have facility maintenance operating out of a separate Department.

In O’Fallon, the Facility Maintenance Division is under Administrative Services which at times
causes a disconnect between program needs and facility requirements. When users complain
about facilities, it is important for the Facility Maintenance Division to hear the issues raised by
the community and then act on it versus hearing something second-hand from the program
staff. This would help eliminate a “we/they” culture and foster greater cooperation among the
two staff groups. When facility maintenance is within the Parks and Recreation Maintenance
Division, there is a greater sense of urgency and accountability to meet the user’s needs and
expectations by the Facility Maintenance Division staff.

For Parks and Landscape Maintenance, the existing organizational structure as outlined by
staff in conversations with the Consulting Team appears to be designed in a very functional
and efficient manner. No changes are recommended in how the organization is designed as it
applies to Park and Landscape Maintenance.
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Analyze Phase

7. ldentify Potential Leverage

Synergy Work Order Review

Coherent enables the creation of unlimited categories of
permits, licenses, inspections, etc. for the purpose of
inspections and code enforcement. The Coherent Work Order
Review Module enables managers to create and save code
enforcement queries for various departments, organizations,
and buildings. Reminders can be created to insure tasks are
handled promptly and permit expirations are processed.
Features include

( N
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http://synergyinfosys.com/parks_recreation.htm

Analyze Phase

7. ldentify Potential Leverage

Workorderama, City of Pittsfield, MA:

Workorderama features a Web browser application interface
that will allow staff and selected building occupants to request
work orders via the Internet from their Web browser. This Web
—Based Requester Interface is simple and easy to use — click
on a link ( or favorite) in either the City or School Web site,
enter a User Name and Password and voila’ your in! The

is located on the City web site will be located under E-
Services in the right hand corner of the Home page. There are
a few required fields to fill out on the request form — Building,
Room #, Location description and a brief description of the
request - then click the Submit button; it’s as easy as 1-2-3

( ).
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http://192.168.203.5/fmi/iwp/
http://192.168.203.5/fmi/iwp/
http://www.cityofpittsfield.org/work_order_system.htm

Comparing Best Practices

Integrating Work Order System with GIS

They must engage with work order systems, asset
management systems, permitting systems, 311 systems,
complaint center systems, and so on—with each system
offering a different array of interfaces and data. When GIS is
integrated with these systems, geography becomes the focal
point for service and data, linking databases together,
consolidating workflows, and presenting a common operating
picture for the end user. For example, a supervisor can quickly
find the location of a site, access the work orders pertaining to
the site, visualize the site in 3D, generate detailed maps, and
spatially analyze the problem before scheduling and routing
field crews:

(
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http://www.esri.com/library/reprints/pdfs/publicworks_building-server-based.pdf
http://www.esri.com/library/reprints/pdfs/publicworks_building-server-based.pdf
http://www.esri.com/library/reprints/pdfs/publicworks_building-server-based.pdf
http://www.esri.com/library/reprints/pdfs/publicworks_building-server-based.pdf
http://www.esri.com/library/reprints/pdfs/publicworks_building-server-based.pdf

Analyze Phase

7. ldentify Potential Leverage

Developing a Work Order System:

Control, accountability, and allocation of scarce resources are
the foundation of a good financial management system in any
city. That’s why a complete work order system is a good idea.
It can enhance the financial manager’s control and
accountability of any public works project.

(
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http://www.mtas.utk.edu/KnowledgeBase.nsf/1eeffdc6080866a885257936005b10b4/8525703d00549dbd85256f7f0056e3ee/$FILE/Work Order Systems.pdf
http://www.mtas.utk.edu/KnowledgeBase.nsf/1eeffdc6080866a885257936005b10b4/8525703d00549dbd85256f7f0056e3ee/$FILE/Work Order Systems.pdf
http://www.mtas.utk.edu/KnowledgeBase.nsf/1eeffdc6080866a885257936005b10b4/8525703d00549dbd85256f7f0056e3ee/$FILE/Work Order Systems.pdf

Analyze Phase

7. ldentify Potential Leverage

Integrating 311 with Work Order System:

In less than six years, San Antonio, Texas (pop. 1.2 million),
more than doubled the number of customer service calls the
city receives while reducing the number of calls it loses by half.
The city integrated its existing work order systems into a new
311 call center that responds to citizens while generating new
data that is used by city departments to monitor and improve
performance

(
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http://transformgov.org/en/Page/923/More_US_Local_Governments_Turning_to_311_Call_Systems_911_Calls_Drop_Sharply_with_311_Use_Survey_Sho
http://transformgov.org/en/Page/923/More_US_Local_Governments_Turning_to_311_Call_Systems_911_Calls_Drop_Sharply_with_311_Use_Survey_Sho
http://transformgov.org/en/Page/923/More_US_Local_Governments_Turning_to_311_Call_Systems_911_Calls_Drop_Sharply_with_311_Use_Survey_Sho

Analyze Phase

7. ldentify Potential Leverage

E-Complaint System - Coral Springs Fla.:

“The request is either handled right away and closed out; or a
work order is generated to fix the problem. In the case of
ongoing issues, a status report must be posted at least every
two weeks, and the user can track the progress of the issue,
using their tracking number. The Web manager, or anyone else
with administrative proxy rights (such as the department head
or city manager) can check on the status of any case at any
time”

(
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http://transformgov.org/en/Article/10618/City_of_Coral_Springs_Develops_Innovative_EComplaint_System
http://transformgov.org/en/Article/10618/City_of_Coral_Springs_Develops_Innovative_EComplaint_System

Analyze Phase

7. ldentify Potential Leverage

Other Examples:

Many parks in Texas use some type of a “work order” system,
whether it be paper-based or electronic others do not. Some
I've seen through my research:

Beaumont uses the 3-1-1 system.

Longview uses some sort of an electronic service.

Mesquite has no work order system,

McKinney Does not use a call system, but rather uses
calendars. Tasks are written on the calendar and doled out
based on staff availability.

Lewisville — Used to use lotus notes but will not be using WEB
CT which is similar to the City of Tyler’'s CRM program.

The Woodlands use Excella, which is a service request/work
order system.

59



Next Steps

Phases 8-12

Other Examples:

- Analyze Benchmarks

- Research currently available products in HTE
- Develop a new process flow

- Determine best available solution

- Implement Controls
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Juvenile FTA Process

DOCKETMO. -
CITATION NO.
THE STATE OF TEXAS L] MUNICIPAL COURT
]
vE, § QITY OF TYLER
§
o . -3 SMITH COUNTY, TEXAS
(Chitd)
Chilss Parest; __, .
Tgday's Dste: _..
Chic's Age:

Chiig"s Date of Bl
SN Ciament Address:

NOTICE OF CONTINUING OBLIGATION TO APFEAR AND
FROVIDE THE COLRY IN WRITING WITH THE CURRENT ADDRESS
Fursuant to HB 2319, the sbovereferanced child ard pareat are heraby qivan written notice of
their abligalion under subsacton (h) and (f] of Articie 45.057, Code of Crminal Procedure

{mvicad 1o jLdge by parend and child)

{k} A chilt and parent required (o appear before tha court have an obligation ta pravida the
court [n wrting with tha current address and residence of the cheld, The odifaation dees not

o chifd rea On or hefors the seventh day after ihe date the ehifd
or parent changes resiggnee, the chifd or parent shall notify the couit of the corrent addrass
- fiy fhe maniter di by the court A winfation of this suhsecHon ray result In arrest and
is a Cla ner,  The otligation to pravide notice terminates on discharge and
i lon of the [Ld 1l or finsl dispoeltion not requiring a finding of guilk.
iy If an agpeliate covurt accepts an appeal for a trial de novo, the child snd parent shall provide

the raolica under Subsection (b s Use apgellate cuuel MSection ) has no applicabisily o e Téer
Municipai Crauet a8 It |s 2 court of record and there are na appeas for fials de nova from court of
record. }

FURTHER NOTIFICATION GIVEN TO YOL! NOW
WHICH BECOMES APPLICABLE WHEN YOU REACH AGE 17

WARNING: GOURT RECORDS REVEAL THAT BEFORE YQUR 177 BIRTHDAY YOU WERE
ACCUSED OF A CRIMINAL OFFENSE AND HAVE FAILED TO MAKE AN APPEARANCE OR
EMTER A PLEAIN THIS MATTER. AS AN ADULT, YOU ARE NOTIFIED THAT YOU HAVE A
CONTINUIMG QHLIGATION TO APPEAR N THIS CASE. FAILURE TO APPEAR AS REQUIRED
BY THIS NOTICE MAY EE AN ADDITIONAL CRIMINAL OFFENSE AND RESULT [N A

Project Start: 2/03/2012
Project Revision:
R o Project Champion: Cam McCabe
Black/Green Belt: Judy Minor

Team Members: Violet Webster

Wi fEcived & Copy
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Define Phase
1. Select Output Characteristic

The goal is to identify juveniles that
have not complied with their court
order and proceed with the Juvenile
FTA process within 30 days of their
18t birthday.

Juvenile FTA Process



Define Phase

1. Select Output Characteristic

Existing Law:
« Effective Date: September 1, 2003.

e Pursuant to HB 2319, the above-referenced
child and parent are herby given written
notice of their obligation under subsection
(h) and (i) of Article 45.057, Code of
Criminal Procedure:

The obligation does not end
when the child reaches age 17.
On or before the 7t day after the
child or parent changes
residence, the child or parent
shall notify the court of the

A child and parent required
to appear before the court
have an obligation to provide

the court in writing with the
current address and
residence of the child.

current address in the manner
directed by the court. A violation
of this subsection may result in
arrest and is a Class C
misdemeanor.

Juvenile FTA Process 63



Define Phase

1. Select Output Characteristic

Project Scope:

* The need to address unsettled juvenile cases
still pending past their 17th birthday.

They feel nothing can be
done on the juvenile
tickets so the parents

tend not to pay them
even after they appear in
Court.
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Define Phase

1. Select Output Characteristic

Current Problem:
 Cases as old as September 1, 2003.
* There are at least 931 outstanding cases.

* There is currently $387,049.81 in
outstanding fines and fees owed to the City
at this time.
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Define Phase

2. Define Performance Standards

Project Charter

Project Authorization

QOrganization: Champion: Process Cwner:
Municipal Court Cam McCabe

Project: Project #:

Therei :
ereis Juvenile FTA Program

currently no
process in Problem Statement:

As a company, we are experiencing a problem with: Juvenile Appearance Process. The area
place to deal : . = = .
i T i where this problem is occurring is: Municipal Court. The problem has existed for at least: 2
U eheElE years. The magnitude of the problem is: currently 100% and the expected performance is: <
defendants 10%. The effect this problem is having on our business is: outstanding cases and lost of
once they turn revenue. This is costing us a much as $387,049.81 in Total Revenue.

17. Project Objective:

Reduce the number of outstanding juvenile cases (estimated 931 cases) after the individual's
seventeenth birthday. Currently no process is in place to issue the fail to appear warrants
on these outstanding cases. The objective is to establish a process that issues the fail to

Our objectiveis to
identify all
existing
defendants within
30 days of their

appear warrants 30 days after the defendants 17th birthday. Improve current process by 18" birthday.
80%

Estimated Defect Level: Initial Goal: Estimated Benefits:

100% 10%

Approval Date: Champion Signature: Process Owner Signature:

2/3/2012 =
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Measure Phase
6. Identify Variation Sources

JUDGE

GO BEFORE » BULE

TICKET — | SUMMONS JUDGE

¥ (30 BEFORE JUDGE
. APPEAR L S, —
N fPARENT i” JUDGE RULE
SCHOOL
JUVENILE | X MOTIFY JUDGE
ROUNDUP ® | paRENT * | RULE
The end result was to put a FTAPGM
hold on their driver’s HOLD ON DL N
i The end result was to
EEnSE: put a hold on their
HoFLrSF;frT oL driver’s license.

67
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Measure Phase

6. Identify Variation Sources

Create Mew
Codes

Old Addresses |
Lack of Research

Audit of Cases

Personnel

Training Spedfic
to Juveniles

Strict
Guidelines

The Law, itself

Part time judges

Juvenile FTA

Program

Environment

Pulling Tickets Create Label and
File
Manually
Mot Enough Updating Request reports
Location of Files Juvenile Dockets from PD [ TISD
Manual complaints
Mo Process in
Process Flace
Standardization

_ﬁ&. Juvenile FTA Process
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Measure Phase

6. Identify Variation Sources

YX Diagram Summary
Process: [Juenile FTA
Date: 9/19/2012
Output Variables Input Variables The most significant
Description| Weight Description Ranking factor include strict
Juenile FTA 9 Strict Guidelines . .
oo Lan ol gwdelmeg,thelaw, no
No Process in Place 81 process in place and
Request Reports from PD/ TISD 81 documentation.
Data 63
Reports 63
Create New Codes 63
Training 63
Old Address/Lack of Research 63
Part time Judges 45
Understaffed 45
Process Standardization 45
H.T.E. system 45
Audit of Cases 27
Backlog 27
Manually Updating 27
Not enough Juvenile Dockets 27
Manual Complaints 27
Location of Files 27
Pulling of Tickets 27
Create Label and File 9
Sener goes down 9
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Analyze Phase

8. Determine Optimal Solutions

Aleaholic B

* Court must notify child of
right;

*Court must give copy of
Art, 450216, C.CP;

=Noi more than one
conviction;

=Child may apply on or after
age 17;

*Apply to mal cour;

*Child makes request under
oath;

*Court shall charge $30 fee.

MUNICIPAL JUVENILE/MINOR CHART

Safety Code

The laws and guidelines

pertaining to issuing of
warrants on juveniles.

Art. 45.060, C.C.P.

Count must have used all available
procodures under Chapler 45 1o
secure appearance while under the
age of 17 before proceeding vnder
Art. 45.060, C.C.P.

| Atage 17 or older, court issues an
order W appear. Order must have a
waming about continuing obligaticn
to appear and that failure to appear
may result in a warrant being issued.

If person fails 1o appear after notice,

P wor may file complaint for

violation of obligation to appear

under Art. 45.060 and court may
issue a warrant of arrest,

Art. 45.060, C.C.P,

Court must have used all
available procedures under
Chapter 45 to secure
appearance while under the
age of 17 before proceeding
under Art. 45060, C.C.P.
At age 17 or oglder, count
issues an order to appear.
Order must have a waming
about continuing obligation
to appear and that failure to
appear may result in a
warrant being issuod.

If person fails 10 appear after
nolice, prosecutor may file
complaint for violation of
obligation to appear under
Art. 45,060 and court may
issue a warrant of amrest.

Ari. 45.060, C.C.P.

Court must have used all
available procedures under
Chapier 45 to secure
appearance while under the
age of 17 before proceeding
under Art. 45.060, C.C.P.
At age 17 or older, count
issues an onder 1o appear.
Order must have a warning
about contiguing obligation
to appear and that fuilure to
appear may result o a
wamant being issusd.

If person fails to appear after
notice, prosecutor may file
complaint for violation of
obligation to appear under
Art. 45.060 and court may
issue a warmant of arrest

Art. 45,060, C.C.P.
Court must have used all
available procedures
undder Chapter 45 to
secure appearance while
under the age of 17
before proceeding under
Art. 45.060, C.CP.
Atage 17 or older, court
issues an order to appear.
Order must have a
warning about
continuing obligation to

Art. 45,060, C.C.P.
Court must have usad all
available procedures
under Chapter 45 to
secure appearance while
under the age of 17
before proceeding under
Art. 45.060, C.C.P,
ALage 17 or obder, court
issugs an order to
appear. Order must have
a warning about

inuing obligation o

appear and that failure 1w
appear may result in a
wamant being issued.

If person fails to appear
after notice, prosecutor
may file complaint for
violation of obligation to
appear under Art 45060
and court may issue a
warrant of amest.

appear and thar failure 10
appear may result in a
wamant being issucd.

If person fails to appear
after notice, prosecator
may file complaint for
violation of obligation to
appear under Art. 45,060
and court mEay issue a
warrant of arrest.

edures under Chapter 45 to secure
appearance while under the age of 17
before proceeding under Art. 45.060,
C.LCP

At age 17 or older, court issucs an order
to appear. Order must have a waming
about continuing obligation to appear
and that failure to appear may result in a
warrant being issued.

If person fails to appeay aftes notice,
prosecutor may file complaint for
viokation of obligation to appear under
Art. 45060 and court may issue a
wirrant of arrest.

PEPFAR Sy

Court must determine before issuing
@ capias pro fTue.

* that person is age 17 or older;

* that issuance of capias pro fine is
Justified {must consider
sophistication & maturity, criminal

Art. 4545, C.C.P.

Court must determine before
issuing & eapias pro fine:

+ that person is age 17 or
older;

* that isseance of capias pro
Sfine is justified (must

Art. 45.045, C.C.P.

Court must determine before
issuing a capras pro fine:

* that person is age 17 or
older;

* that issuance of capias pro
Jine is justified (must

Art, 45.045, C.C.P.
Court must determine
betore 1ssuing a capias
pro fine:

* that person is age 17 or
older;

* that issuance of capias

Art. 45.045, C.C.P,
Court must determine
before issuing & capias
pro fine:

* that person is age 17 or
older;

* that issuance of capias

record and hnsuqry ql‘mdivi.du.n_l, and | consider sophistication & consider sophistication & pro fine is justified (must | pro_fine is justified ndividual, and the reasenable likelihood
the reasonable likelihood of bringing | maturity, criminal record maturity, criminal record and | consider sophistication (must consider of bringing about the discharge of
about the discharge of judgment by and history of individual, history of individual, and the | & maturity, criminal sophistication & judgment by other procedures); and
other procedures); and and the reasonahle reasonable likelihood of record and history of maturity, criminal rscord |+ that the court has proceeded under Art.
*# thar the court has proceeded under likelihood of bringing about | bringing about the discharge | individual, and the and history of 45.050, C.C.P.
Art. 45050, C.CP. the discharge of judgment of judgment by ather reasonable likelihood of | individual, and the

by other procedures); and procedures); and bringing about the reasonable likelihood of

* that the court has = that the court has discharge of judgment bringing about the

procesded under An, proceeded under Art. 45.050, | by other procedures); discharge of judgment

Art. 45.045, C.C.P.

Court must determine before issuing a
capias pro fine:

* that persom is age 17 or older;

+ that issuance of capias pro fine is
Justified {must consider sophistication &
mamrity, criminal record and history of

Rewv. Bf11

Funded by a erant fram the Tavae Cairt af Criminal Ansasie

Improve Warrant Process
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Analyze Phase

8. Determine Optimal Solutions

Juvenile Procedures Developed by Judge

JUVENILE PROCEDURES

1. NEW TICKETS
a. SUMMONS TO PARENT AND CHILD
b. NEITHER SHOWS
i. FTA Parent (but not our current one — 45.057(e) / warrant
ii. Contempt Citation on Child
c. CHILD SHOWS / PARENT DOES NOT SHOW
i. FTA Parent (but not our current one — 45.057(e) / warrant
ii. COTA signed
iii. Reset
d. CHILD SHOWS / OTHER PARENT OR PERSON APPEARS
i. Judicial discretion on what to do about non-appearing parent
ii. If court can go forward with the person present, then the court should proceed
to adjudicate the child.
iii. COTA signed
e. CHILD DOES NOT SHOW / PARENT SHOWS
i. Contempt Citation for child
ii. No COTA if parent doesn’t know where child is
2. CHILD FAILS TO COMPLETE COURT ORDER - STILL UNDER 17 (PP OR PFY)
a. Show Cause to Child
b. Summeons to parent
c. Basically treat any appearance / non-appearance like #1 above
3. CHILD NOW OVER 17
a. OLD TICKETS — NEVER APPEARED

i. Original Summons w/ 45.057(h) natice in file. Q i

ii. SUMMONS (COTA) -- TO CHILD (now adult} ONLY S

iii. CHILD FAILS TO APPEAR [ / @ ‘
1. FTA (but this is not our current FTA) must be based on CCP 45.060(b)
2. WARRANT ON FTA ONLY

b. OLD TICKETS — WITH APPEARANCE BUT STILL OUTSTANDING - non-completion

i. SHOW CAUSE

ii. FTA
1. Contempt only
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Analyze Phase

8. Determine Optimal Solutions

JUVENILE PROCESS AFTER Juvenile Lean Siama
LEAN SIGMA 4
&>

[ P_anntfchibd Fail to Appear }

> rueavonid e

\

£ ... Juvenile FTA Process 72
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Analyze Phase

8. Determine Optimal Solutions

Juvenile FTA Complaint Updated by Legal

Failure to Appear (FTA) -
Summens issued to Parent, Managing Conservator, or Guardian with 2 Court Order to Appear at 2 Hearing with a Child
Code of Criminal Procedure Art. 43.057(e)g) (Rev. 01/31/2012)

DOCKET NO.
IN THE MUNICIPAL COURT OF THE CITY OF TYLER, TEXAS
IN THE NAME AND BY THE AUTHORITY OF THE STATE OF TEXAS

BEFORE ME. the undersigned authority, on this dayv personally appeared
hereinafier called "complainant”, who afterbeing swom says that said complainant has goodreason to believe

and does believe and charge that . hereinafter called "defendant”, and befare

the filing of this complaint, within the Tvler city limits, Smith Countv, Texas, after the Court endorsed on a
summons, issued to the defendant. a Court Order to appear personally at a hearing with the child at

__ . M.in the Tyler Municipal Court on the dayof JAD 20 andafter

the summons included a warning that the failure of the defendant to appear may result in arrest and is a Class
“C” Misdemeanor offense; the defendant failed to a.ppea.t{in the Tyler Municipal Court when defendant was
required to appear on the above described time and date stated in the summons ordered by the Court;

AGAINST THE PEACE AND DIGNITY OF THE STATE.

COMPLAINANT

This instrument was acknowledged before me on this the day of CAD,
by

|

Notarv Public or Peace Officer
in and forthe State of Texas

My Commission Expires: Printed Name

Juvenile FTA Process
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Improve Phase

9. Implement Improvements

Summons addressed to

the defendant including

the warning of a Failure
to Appear.

Texas Code Criminal

Procedure 45.057 (h).

Municipal Court
City of Tyler

PO BOX 895, TYLER, TX 75710
903.531.1266 (voice) ~ 903.531.1369 (fax)

SUMMON

TO: CHILD SMITH, CHILD

- ADDRESS

oy, STZIP
REF:  OFFENSE
YOU HAVE BEEN CHARGED WITH A CRIMINAL OFFENSE. PERSONS UNDER THE AGE OF 17 YEARS AT THE TIME OF
THE COMMISSION OF AN OFFENSE ARE REQUIRED TO PERSONALLY APPEAR WITH A PARENT OR GUARDIAN TO
ENTER A PLEA BEFORE THE COURT.

YQU ARE HEREBY COMMANDED TO APPEAR AS DIRECTED, TO-WIT:

DATE TIME OFFENSE CHARGED
APRIL1,2011 10:00 A.M. OVERTIME PARKING

AT THE TYLER MUNICIPAL COURT, 813 N. BROADWAY, TYLER, TEXAS.
WARNING: FAILURE TO APPEAR ON THE DATE AND AT THE TIME ABOVE IS A CLASS “C” MISDMEANOR OFFENSE
(UP TO $500.00 FINE). FURTHERMORE, YOUR FAILURE TO COMPLY WITH THIS SUMMONS IS PUNISHABLE BY

CONTEMPT OF COURT ($100.00 FINE AND/OR 3 DAYS IN JAIL). FAILURE TO APPEAR MAY RESULT IN THE
SUSPENSION OR DENIAL OF A DRIVER'S LICENSE.

& s 7 Gt

JUDGE PRESIDING

TEXAS CODE CRIMINAL PROCEDURE §45.057(h)

A child and parent required to appear before the court have an obligation to provide the court in writing
with the current address and residence of the child. The obligation does not end when the child reaches
age 17. On or before the seventh day after the date the child or parent changes residence, the chiid or
parent shall notify the court of the current address in the manner directed by the court. A violation of
this subsection may result in arrest and is a Class C misdemeanor. The obligation to provide notice
terminates on discharge and satisfaction of the judgment or final disposition not requiring a finding of
guilt.

Juvenile FTA Process
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Improve Phase
9. Implement Improvements

* New Procedures will fake effect upon the
juveniles 17t birthday.

* No warrants will be issued until after the
juveniles 18 birthday.

75
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Improve Phase

11. Improve State Performance

« Initial notices mailed to defendants (letters
A through 6G).

 Hard Savings : $6,950.34 paid to Court.

+ Soft Savings : $30,972.62 credit given for
time served in jail (voluntary waivers signed
by defendants).
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Next Steps

 Continue implementation
 Develop procedural controls
* Monitor performance of new process

« Develop cost and savings spreadsheet

Juvenile FTA Process
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Define Phase

1.Select Output Objective

Graphical Summary

Summary for HOURS

Anderson-Crading Mormality Test On average, It IS
-Squarad . 4 5
s iz taking 1.27 hours to

complete a PMA.

StDrey

\latiance

Skewness 1.04579
Eurosis 061465
| 30

Minirnurn 0.5000
1t Quartile  1.0000

- \I{l: Median 10000
. . . . : 3rd Quartile 16900

s Ll LS el 23 Maxiraurn 2.3300
5% Confidance Intetwal For Maan
T * 10601 1.4299
95% Confidence Interval for Median
1.0000 19428
959 Confidence Intetwal For StDew
952, Confidence Intervals 04583 07736
Fzan 4 t L
Fedand
10 11 12 13 14 15
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Define Phase

2 .Define Performance Standard

Project Charter

Project Charter

Project Authorization

Organization: Charnpion: Process Owner: PrObIem Statement:

City of Tyler Russ Jackson

Project: : : Project #: We are eXperlenClng a prObIem Wlth
Fedlee L on DUy veniee A e preventive maintenance completion
oG the e duey coniels pmb proasee: wWhEh o 3 basit i ant e chompe. The. time. The area where we are focusing is

magnitude of the problem indicates that we spend an average of 1.27 hours on a standard ail
and filter change for light duty vehicles. The effect of not working efficiently is causing a
decrease in light duty pma revenue. This inefficiency is also causing us to utilize an external
vendor more frequently,

the light duty vehicle PMA process,
o more which is a basic oil and filter
F"I'rr?-nlae;:o_]oebéfcottljj;c:twe Is to standardize our process for light duty preventative maintenance. Change- The magnItUde Of the prObIem

indicates that we spend an average of

stimated Defect Level: nitial Goal: stimated Benefits: ¢ :
ooarse ovara e 1.27 hours on a standard oil and filter
approval Date: 5 Champion Signature: Process Cwner Signature: Change for Ilght duty VethIeS. The eﬁ:ect
Estimated Completion Date: = T_r;goj;:tsl[;z?ie\;: Financial analyst: of not Worklng efnClentIy |S CaUSIng a

: decrease in light duty PMA revenue. This
Project Team . o . } A
T Role Commeants Phone inefficiency is also causing us to utilize
Leroy Sparrow Project Leader an external vendor more frequently.
Russ Jackson Charnpion
Guillemao Garcia Master Black Belt

Dena Beard

Debora Shreck

Kerwin Barrett

Lamar Hampton

Larry Yarber

Carey Wiggins

Stan Stoffregen
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Measure Phase

4 Establish Baseline Process Capability

Capabillity Analysis
This shows
Attribute Capability that we are
currently
™ e running ths
Units >/ 30 ;_ e process at a
Opportunities > 1 Long Term « Two-sided 25 Sigma
TOP's-> 30 '
Defects --> 12 level.

Short Term Capability
p(d) Percent ppm Cpk yA Defects
Upper Limit on Failure Rate () 594() 59.4% 593,965 -0.08 -0.24 | <'worstcase"= 18 95%
Nominal Value 0.4000 40.0% 4001000 0.08 0.25 <="best estimate" Confidence
Lower Limit on Failure Rate 0.2266 22 7% 226’558 0.25 0.75 <="best case"=> 7 Interval

Estimated Long Term Capability (shifted by 1.5 sigma)
p(d) Percent ppm Ppk Z
Nominalvae  0.8937 | 89.4% | 893,738 | -0.42 | -1.25 |

4 it 81
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Measure Phase

5. Define the Performance Objectives

Project Objective

Goals and Benefits

Defect LevelsfGoals:

Date DPMO(LT)  Zbench(ST) Cpk
Baseline 1/47/2012 (3| 893738 0.25 0.08
Goal 1/17/2012 | 89373 047 0.15
Stretch Goal | 0,00 0,00

Project Objective is to
reduce the DPMO

(defect per million
opportunities).
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Measure Phase

6. Identify Sources of Variation

Fishbone Diagram

. List of possible
SToone variables that
extend Light Duty

PMA completion
times.

Missing Tools

Part Changes

I Defect

Clear Work.
] Mot Following
Insktructions
Proper Work Order
Procedures Poor ‘Waork Habits
Interruptions

Missing keys
Wk Flaws

83




Measure Phase

6. Identify Sources of Variation

Process Map

Unit Found
Yes ar Mo

. - Ering Parks ko .
3=t Wiork Croer Gt Ky to wetide P Gt PM Parts Wark fros - Locate LAt

v

. Setup on lift or N 1 = Inspect Yehicle
Pull o shop M T ver the pit o Cxair il W Replace Cil Filter I Linder
Inspeet Vehicle OK or Mo Filol  [——m  ChedFlics FillFick
(04
Mo
Mo
r
r

fC-:umpIe_te 25pt. e Close Wark Order Create New Work Caonduct Repair Park Vehicle
inspection Farm Order

i 1

Bl
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Measure Phas

e

6. Identify Sources of Variation

XY Diagram

YX Diagram Summary

FProcess:

Light Duty

Preventative Maintenance

DCate:

11/23/2011

Qutput Yariables

Description

Fhd HOURS

Input Yariables

Description Fanking

Training a0
Poor Work Habits &+ g2
Missing Tools + 70
¥vasted Motion 0
Lift Training ] B3
WYork Instructions b B3
Wrong Pats 4 57
FProper Work Order Procedures | 95
Interruptions b a0 |
Pant Changes a0
Missing Weys 4 43
“Wehicle Location 43
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Analyze Phase

7. Screen Potential Causes

Process Measurement Sheet

Process Measurement Process Date: Demand per Shift 8 Th | S S h OWS
Sheet Available Production Time Per Shift (Sec) 28200 Area: Takt Time: 3600.0
# Element 1 2 3 4 ] 6 7 8 9 10 |Avg Time| Capability | Operators an a\{e rag € Of
1| GerwiO.keys.andpans | 120 | 120 | 120 | 360 18000 | 160 005 46 minutes to
2 | Locateunitand setuponliit| 180 | 360 | 180 | 300 255.00 113 0.07 com p | ete a
3 Drain oil and replace filter | 420 | 600 | 200 | 420 410.00 70 0.11
4 Inspect vehicle (under) 360 | 480 | 240 | 600 420.00 69 0.12 P MA d
5 Inspact Vehicle(upper) 480 | B840 | 600 | 780 675.00 43 0.19
8 Fil cil 180 | 360 | 300 | 180 255.00 113 0.07
7 Check fiuids and fillfluids | 120 | 300 | 120°] 120 165.00 175 0.05
8 Complete 290t Inspection | 180 | 60 60 20 105.00 274 0.03
g Close WIO 240 | 480 | 120| 60 225.00 128 0.06
10 Park vehicle 60 0 | 120 | 120 75.00 384 0.02
1
12
13
14
15
16
17
18
Totals 2765.00 10 0.77
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Analyze Phase

7. Screen Potential Causes

Spaghetti Diagram

Standard Work From: Date Prepared Prepared By Dept/iLocation Team Leader Supervisor
Chart
To:
1 | ‘
ar\\_)
[ \\
L}
FParts Room |
ras Cormpute
//
;1(‘
S —
......................................................................................................................................................................................... T B AR NN R N AT S
Quality Check Safety Precaution Standard WIP Units STD WIP Takt Time Cycle Time Operator Number
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Analyze Phase

7. Screen Potential Causes

Count

Pareto Chart of Mechanic

160 4

140 1

120 1

100 4

B0

60 -

40 -

20

a

- 100

- 50

- G0

40

- 20

Mechanic
Caunt

Percent
Cum %

Pro E]ne CCIJT

EUPEHLUEE
111 a1 2
721 20.1 3.2
721 2.2 95.5

Other

4.3
100.0

Percent
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Improve Phase

8. Optimal Solutions

» Create a Clear Work Instruction for the Light Duty PMA Process
« Create Mechanic Efficiency Reports
« 58S the Work Area
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Improve Phase

9. Implement Improvements

Light Duty PMA Work Instruction

Purpose:

Standardize and Clarify Light Duty PMA Process

. Scope:

Light Duty PMA

Definition:

Light Duty PMA Process

Procedure:

-0 BN

= o-0o-=

Get work order, keys, and parts from the parts room and take to your work area.
Locate the unit, pull it into the shop and setup the unit on the lift.
Drain the oil and replace the oil filter.
Inspect items on the 29pt.inspection form that are under the vehicle.
Fill unit with the appropriate oil.
Complete the remaining items on the 29pt. inspection form. Any additional repairs or
parts need to be listed on the 29pt. inspection form.
Close the PMA work order.
Open new work orders if additional repairs are needed.
If no additional repairs are needed park the unit.
. Return keys to the parts room and turn in all paperwork to the service writer or
supervisor.

Author Name: Authorization Name: Authorization Date:

Leroy Sparrow Russ Jackson 6/29/12
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Improve Phase

9. Implement Improvements

Mechanic Efficiency Report

Based on 40 hrs per week. VES Employee
\ Vacation/ Holiday/
Budgeted Special Project  Total Adjusted Hours from Credits/ Late Shop Total Adjusted Efficiency
Date Hours Overtime Hours Budget Hours HTEReport Rework ClockIn Audit Hours Billed Rating Notes
4/7/2012 28 28 21.25 21.25 76%
4/14/2012 35 1 36 32.75 1.54 31.21 87%
4/21/2012 34 3.5 37.5 28.53 3.66 24.87 66%
4/28/2012 34 0.75 34.75 30.71 30.71 88%
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Improve Phase

9. Implement Improvements

New Capability Analysis

Attribute Capability

. Sample data is: Confidence Interval is:
ConfldenFe e o © Short Term " One-sided
Units --> 112 _
Opportunities --> 1 “ Long Term « Two-sided
TOP's --> 112 |
Defects --> 24

Long Term Capability
p(d) Percent ppm Ppk Z Defects

Upper Limit on Failure Rate 0.3019 30.2% 301’855 0.17 0.52 <="worst case" => 34 95%
Nominal Value 0.2143 21.4% 214’286 0.26 0.79 <="best estimate" | Confidence
Lower Limit on Failure Rate 0.1424 14.2% 142’383 0.36 1.07 <="best case"=> 16 Interval

Estimated Short Term Capability (shifted by 1.5 sigma)
p(d) Percent ppm Cpk Z
Nominalvale  0.0110 | 1.1% | 10,963 | 076 | 2.29 |
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Control Phase

12. Implement Controls

Control Plan

Control Plan for Reducing Light Duty PMA Completion Time

Light Duty PMA Work Instructions

The work instructions for a PMA have been created and placed in a file for all employees to
review. These work instructions will be reviewed with all employees to help standardize this
process by providing clear and precise instructions on how to perform a light duty PMA.

Mechanic Efficiency Report

This report is used to communicate to the mechanics how productive and efficient they are
performing. This report is reviewed on a monthly basis. If mechanics are showing a low trend
on their efficiency report, then a supervisor will review this area with the mechanic.

PMA Data

We will track the completion time for all light duty PMA’s. Any mechanic that goes over the set
goal of 1 hour is reviewed in detail.

93




Control Phase

12. Implement Controls

New Graphical Summary

Summary for HOURS Since project
— Ao Danna oy Tes implementation,
P-Value < ooy

May and June data
shows that our

Mean
StDev

V ariance U.UZY
Etiﬁs??s 23:32815 PMA average has

d Minmum 07500 dropped to 1.04
1st Q uartile 1.0000
Median 1.0000 hOU rSs.
— 1.0000

T T T T T 3rd Quartile

0.9 12 15 18 21 Maximum 2.2500
95% Confidence Interval for Mean

IR BT S ® 1.0022 1.0764
95% Confidence Interval for Median

1.0000 1.0000
95% Confidence Interval for StDev

95% Confidence Intervals 0.1494 0.2025

Mean - I \ g
Median - ¢
1.(I)0 1.(I)2 1.(I)4 1.(I)6 1.68
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Savings Summary

—

Hard Savings S 8978

Soft Savings S 2,787

Total Savings S 11,764
Time Saved (Hrs) 55.73

$ 1,947.50
$ 1,947.50
$ 1,947.50
$ 1,947.50
$ 1,947.50
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Next Steps

« Continue to Track Data
 |dentify any additional Improvements
» Track both Hard and Soft Savings
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Program

Inspection and Pre-Fire Planning

CITY OF TYLER FIRE DEPARTMENT

COMPANY I_I"ﬁ"’ |_|

olen TR ‘? INSPECTION =
1903) 535 0007 3
N REPORT
- —
hns Morcer - Fired Propesty La Emangancy Corturt Nurma and Postion
r )
Fre Admm wamemea sy [l —— T Emerg Cormact Poee bt
1:: KNOX BOX, [ m] o
— 2 R R =

[E] Check Hems where comrections need to be made

EXTINGUISHERS: BUILDING:

Y Ceck o8 fre extingushers forpraper maidemarce & rechame
a are expended.

[ Servies Hood Extnguishing Systzm every S menths.
[0 Frovide proper rumber and bype of e exsnguishers.

I woure fre extrgutsrers m conspicuces accessie ocatons,
ot more than 5 feet above foor level

‘Secure permit fram Buliding Inspection for sinucturnl, elecirical, or piumbing
aterafions.

Fost sireet address an front of bullding with st least 4 Inch letiers or numers.

o
o
[ Repar sl breachesioies In rated walls.
o

Extiting local oy fie akarmrs must be labeied "WHEN ALARM SOUNDS - CALL
FIRE DEPARTMENT".

HOUSEKEE!

nmlﬂewlﬂmwm.heﬂm Fost o na" zigns per oy

o
N — et [ Secureiy chiain or skmp ol compressed gas Cyinders ina verical posiion.
hoods, ducts, vens, eic. [ Frovid aperoved satety cans for all dspensing of fammabie Iquids.
[[] Provide approved containers with aperaved covers for e O Frovae
]
=]

colieciion and siomge of wasie comtastiies of rags. eame cae-

[0 Repair al Buminated exit signs andfor emerngency ighting o remae weea crowtn: ey v Domer
prper warting arder.

Have: Sorinkier System andior Fire ABIm System Rspectsd by icensed

[ Provice and maintain & minimem of 18 Inches iesrance between compeny Each yesr.
e 1 o vy Y
ELECTRICAL:
DO Dicontnue practice of iocting or
o cantact wih metal cejects
R s s excesIe Use of SUCR
- [ Maininin uncksiucied accxas to ol sieckical pancis.
O Passed - No Violations Noted
O violations Nated - No Follow-up Warranted
O Failed - Follow-up Requied ON- ___ | [
=y
e
sy

Project Start:10-28-2011
Project Revision:1

Project Champion: Tim Johnson
Black/Green Belt: Paul Findley




Define Phase

1. Select Output Characteristic

As of September 1, 2011, anyone
performing code enforcement in the Fire
Department must be a TCFP certified

Inspector.

H.B. No. 3866

SECTION 1. Subchapter Z, Chapter 419, Government Code, is amended by

adding Section 419.908 to read as follows:

Sec. 419.908. FIRE SAFETY INSPECTIONS. (a) Only an individual certified by

the commission as a fire inspector may conduct a fire safety inspection required by a

state or local law, rule, regulation, or ordinance.
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Define Phase

2. Defect Definition

-
Project Charter

Project Authorization

Organization: Champion: Process Owner:
Fire Department Tirn Johnson
Project: Project #:

Fire Department Inspection and Pre-Fire Planning Program

Problem Statement:

The existing inspection program within the Suppression Division requires evaluation and

implementation of updates based on recent changes in State law. In addition, there is a low
Due to recent lewvel of employee buy-in, with minimal benefit to the individual employees conducting the
work.

ChangeS |n State Project Objective:

. Develop a plan and implement a program that increases efficiency with the scheduling and
|a.W, Our flre execution of inspections and pre-fire planning of businesses within the individual station
districts. In doing so, we should experience the benefits of both time sawvings and cost

|nSpeCt|On program savings within the department, while also improving employee participation.

o Estimated Defect Level: Initial Goal: Estimated Benefits:
must be adjusted

Approval Date: Champion Signature: Process Owner Signature:
and updated to -

ma'nta'n Estimated Completion Date: Project Leader: Financial Analyst:

. [&] Paul Findley
compliance.

Project Team

Name Role Comments Phone

Tirn Johnson Project Champion 903-535-0005
Paul Findley Project Leader 903-535-0007
Brandon Dawvis 903-535-0007
Laura Masan 903-535-0007
Marjorie ¥allejo 903-535-0007
James Pike 903-535-0008
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Measure Phase

6. Identify Sources of Variation

w
Nssistant Chief Forms placed in N N N N Forms delivered R N R
- " Forms sorkted by " Diiskrick Chief picks : Captain Reviews A ailable
print Inspeckion . " . [—#= appropriatse DCs — W= Lo appropriakte [~
Farme Shift and Diskrick aubbose up Forms weskly Station Forms Wes f Mo
i ] +
em of Concerl Snkack avwv ailabte Make contack with Drive ouk ko
“ies Begin Irspectice - building e Arrive at locatioe a—] " f—
ez f Mo representative Inspection
Schedule
Reinspeckion
Mo
Fail
Mo
Mlokify Occupank Zonkinue Complete sather Conkack Leawve Copy of
and Documenk Inspeckion Inspection Information Form
“ompleted Forms Daka Entry For
Deliver ko Admin placed in DZ Completed Return ko Skakion  (— Mo Inspeckion
inbox Inspections Yes Mo
i Yes
w
Reviews Forms Zorreck Errors
Conkinue o nexk
Inspeckion

1

Communicakes ko
appropriakte

Error=s

Changes Dreliver Form Eo

wWerifies Daka Errors  —m

Enkry Ol Ops Chief bersonnel
—hanges
b,
Update Changes
Ves

The current process map includes several non-value added steps. These
“time traps” are causing delays and further complicating the process. W




Measure Phase

6. Identify Sources of Variation

Title: Cause and Effect Diagram (Fire Inspection Process: Suppression Division)

Data Managment Printing Sorting
Copy Blackine
Eaoperihle
Single
accessihility Ddachire Ladder Testite
Blatrtenarce
Iobaltiple: users
Lack of iz bildirg (10
+  Dlindrnal Berefit
o Customer f Department
*  Low Employes Buy-In
Blinimal Erdividhal logins * Costwvs. Benefit (Fuel Use)
Ayocessibilit: - 2-5
minmm
Corrpleted Highwobome =——
Lack of trainirgs fomms held Bestricted
Statiow Chathox Acessibilite
Bwcconplete Fonme  s—
Briry delays Difuttiple
- Emergeticye Job chaties
Tidents — Mlegihle VAT —
- Bucomect -
. 3 Chatyzes ot easibe
format ot . ) Dielays ineiewr wwrilihle to
Dielgrs n D C pidap *  Tacations perscrrel i
. Wacatjor : £ .
Mo shilityto mds sick . Dﬂ’lﬂ'sjl:}b‘; (Dupu: g
needed changes - Iciderds hties effemts)
Data Eniry Transportation Review Corrections
[Station Captain) (Back to &drmin) [Ops Chief) (Werify & Change)




Measure Phase

6. Identify Sources of Variation

YX Diagram Summary

Process: |Fire Safety Inspections
Diate: 127122011
OQutput Variables Input Variables
Description Wieight Description Ranking
Timely Completion ] Lack of Training 155
Inability to make data changes 121
Accurate Data H Documentation 117
Unahble ta locate property mngr 91
Increased FF Knowledge 7 Addt. Monthly FD Training b5
Additional FD Program BS
Emergency Incidents 61
Machine malfunction 31
“acations 31
Personnel Sick 31

These are the factors that were identified when evaluating the previous
program. We plan to take these into consideration as we continue to

develop and implement the new program.
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Analyze Phase

7. ldentify Potential Variables

Time Series Plot of Annual Fire Safety Inspections

FMO
1200

1000 -

800 gine 1 Ladder 1

600 - Engine 7

Engine 5

400 1

200

Annual Fre Safety Inspections

This chart depicts the overall inspection frequencies, sorted by individual
units.
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Analyze Phase

7. ldentify Potential Variables

If we consider the totals for the busiest five units, there are three stations

completing almost 65% of the inspections.

o=

Pareto Chart of Unit
5000
40004
o 3000
5
- 2000-
1000-
U 0 T T /\I T | T | T | T ||—||—||—|—||
nit N R I R
bbé Q\& Q\o"“ Q\oe' bbé Q\o"’ &«\Q’ Q\o"“ & Q\«\Q’ N
BSOS SO S
Totals 764 760 596 524 506 487 474 285 191 152 129
Percent  15.7 15.6 12.2 10.8.104 100 9.7 59 39 3.1 26
Cum% 157 31.3 435 54.74.7 84.4 90.3 94.2 97.4 100.0

- 100

- 80

- 60

- 40

- 20

Percent



Analyze Phase

7. ldentify Potential Variables

Time Series Plot of A-Shift, B-Shift, C-Shift Pareto Chart of Eng 1
40 Variable 800 A
0 —e— A-shift - 100
—m— B-Shift 700 A
351 C-Shift
. L 80
304 600
500
s 25 ~ L 60 E
a 2 400 - &
20 S 5
[-%
300 - L 40
15
200 -
10 L 20
100 4
54
N N \ N 0 . . . 0
RN %\6\5\ A AP NS G Eng 1 c-shift A-Shift B-Shift
RS v Insp 257 253 250
2 Percent 33.8 33.3 32.9
Engine 1 Cum % 33.8 67.1 100.0

While there is some normalcy between the inspection numbers among
the various shifts, we did identify some inconsistencies when analyzing
each shift’'s monthly workload.
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Analyze Phase
7. ldentify Potential Variables

Our initial attempt to consolidate the pre-incident planning program with
HTE experienced some challenges, and while our long-term goal remains
the same, we have not fully been able to develop a system through HTE
at this point. This remains an opportunity that we intend to explore as the
program progresses.




Analyze Phase

7. ldentify Potential Variables

We met with various regulatory agencies in Austin regarding the impact of
recent changes in the law. Question still remain, yet it helped us to clarify
what we could do as a department. Hence, the creation and
implementation of this new program.




Improve Phase

8. Determine Optimal Solution

Chief Officers
determine
assignments

Specific
assignment are

loaded into "W"
drive folders

Company Officer
downloads

Schedule

assignments at
Station.

Appointments

Confirm
Yes/No

Conduct Survey

Complete
Documentation

Code Issues?
Yes/No

Yes

v

Forward to Shift
Inspector

Enter info into
computer

Next Appointment

Streamlined Process Map




Improve Phase

8. Determine Optimal Solution
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Improve Phase

8. Determine Optimal Solution

Initial training has been completed this week (9-27-2012). Ongoing training

will follow as the program continues. The initial pilot program is somewhat
smaller in scope, as this will allow for feedback from the field. This feedback

will be evaluated and incorporated into the final program.




Next Steps

« Evaluate pilot program
* Follow-up training

« Continue to explore further consolidation between the
program and HTE

 Monitor effectiveness

* Finalize procedure




Improve process DNR work
orders

Project Start:10-28-2011

Project Revision:1

Project Champion: Jim Yanker
Black/Green Belt: Guillermo Garica
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Define Phase

1. Select Output Characteristics

Graphical Summary

Summary for Net Days
Project = Baseline

Anderson-Darling Normaliny Test

— A-Soquansd 172,65
PVshe< 0005 Average 25
Meaan 25,008 )
StDev 38,205 days to
Variznoe 14559,939
Skewness 2.24703
o s closed
N 11592
|| 1] Mininsm 1.000
‘m 1st Quartile 3,000
: : —|_|—|_|_|_.—._ . - = - . Medizn 9,000
a =S 50 75 100 125 150 175 3rd Quuartile 25,000
Mazdmum 185,000
I W A E SR SR EERE 959 Confidance Interval for Maan
22,838 271Te
959 Confidence Interval for Median
E.0DD 10,000
95% Confidence Intervals 95% Confidence Interval for StDev
— - 36,735 39,508
M fmn —e—
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Define Phase

1.Select Output Objective

I Chart of Net Days
100 "

] .1“ These are the ones that

took more than 33 days
to close.

80 4 1

e
' I
=

1
© 1 [ ] 11
= 1
2 UCL=33.5
S
20 _
X=14.0
0-
LCL=-5.6

1 108 215 322 429 536 643 750 857 964 1071
Observation




Define Phase

2. Define Performance Standard

Project Charter

Project Authorization

Organization: Champion: Process Owner: The Startlng average |S

City Of Tyler Jim Yanker Joan Roberson

Project: Project #: 25 dayS. The gOal |S to

Improve Process DNR Work Orders B
orablem Statement. reduce time to 5 days.

As the Water Department, we are experiencing a problem in closure of do not register work
orders. The current average is 25 days to close the work order and the expected
performance should be five days. The effect this is having is causing a potential lost in
revenue as evidence by the three month total of $136,579 of revenue or $409,737.

Project Objective:
Reduce the processing of the work order to within 5 days.

Estimated Defect Level: Initial Goal: Estimated Benefits:

922542 ppm

Approval Date: Champion Signature: Process Owner Signature:
)

Estimated Completion Date: Project Leader: Financial Analyst:

[@] Rachel Tiger




Measure Phase

4. Establish Baseline Capability

Attribute Capability
o *T Sample data is: Confidence Interval is:
onfidence -
. = - i
Unis > —15071 Short Term One s!ded 61% of
Opportunities > 1 “ Long Term * Two-sided e T
TOP's->» 1,071
Defects --= 653 was
being
Long Term Capability closed
pld) Percent ppm Ppk Z Defects
Upper Limit on Failure Rate ) §:301 63.9% 539505? 0.12 .36 | ="worstcase"== 684 95% after 5
Nominal Value Uﬁﬂg? 61 _ﬂ% 609,?1 1 .ng _028 <= "best estimate™ Confidence d ayS .
Lower Limit on Failure Rate () 5708 58.0% 5?95750 -0.07 -0.20 <="bhestcase’=> G721 | Interval
Estimated Short Term Capability (shifted by 1.5 sigma)
pld) Percent ppm Cpk Z
NominalVae  0.1110 | 11.1% | 110,961 | 041 | 1.22 |
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Measure Phase

6. Identify Variation Sources

Cause-and-Effect Diagram

Measurermnents Material Personnel
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Measure Phase

6. Identify Variation Sources

Process Map
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Analyze Phase

6. Select Output Objective

To help with the flow for the Service Center.

1. WBO guys go out to look at the meters first

2. Communicate what cycle is being worked on

3. Give the Work Orders to the Service Center when they
are working on that Cycle




Improve Phase
9. Implement Improvements

Improve Process Map
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Y
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Improve Phase
9. Implement Improvements
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This is the difference
between the 2 reports that
WBO goes through to do a
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Improve Phase
9. Implement Improvements

Total of DNR
that have
been done
at WBO from
December
to January
2012.
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Improve Phase

9. Implement Improvements

This is all the
Pareto Chart of Label work orders
00 | | 100 that would
have gone to
0 - the Service
500 Center and
o now we have
400 1 - o0 2
o T the WBO
= 300 - L 2 CheCk.the
meters first. It
A9 . has taken
100 - 42% of the
work flow
0 : : 0 .
Label is dnr not drr away to give
DR 307 205 them more
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Improve Phase

10. Validate Measurement System

Graphical Summary

I 3—— +-- % = mmedH— b - | -E:-n--'-“;-._: 1T 1 ) | _:U:.:;:*. 'Ej
Rl
D The process initially took 25
= = = = = = = = days, during it took 38 and
- == with the improvements it
— Ll | L now takes 4 days.




Control Phase

12. Implement Process Controls

Procedure Manuel

! Department | Water Business Department
R Procedure DNR

sty

I. Purpose: Decresasenumber of days to complate DINF. work ordars

II. Scope: Creatz and close DNE work orders

III. Definition:

DINE-doas not ragistar

WEO-water businsss offics

Sungard (Grzen Screen- computer systam
IV. Procedura:

1) Eaecsive consumption repeort from Staven Whitzhead Sze sample balow.

1) Ifit shows zero currant usags go to Sungard Green Screen to issusa work orderfor the
Water Businsss Offics suvs to go out to chack. {the onss that work in the fisld)

3) Thew go to tha customer homsa and checlkto se= if the mater is dnr ornot.
a. Lookforafacst onthe proparty.
b. Tum the water on to makeas sure that the dial on the meter moves. If the numbers and
the dial move the metaris notdnrifnotitis a dnr.

4) Work orders and brought backto the office. Thenthe office staff closes the work ordars
and holds them until the Service Center works in thatarsa.

5) Then awork orderis done forthe Service Canter to go out and fix the register.

[ T T Tom = T
[ TS T T
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Savings
12. Implement Process Controls




Project Start:12-13-2011
Project Revision:1

Project Champion: Rusty Jacks
Black/Green Belt: Jimmy Toller




Define Phase

Project Authorization

Organization: Champion: Process Owner:
Police Department Gary Swindle
Project: Project =:

Police Department Overtime

Problem Statement:

As an organization, the Tyler Police Department is experiencing a problem with: Employee Overtime.
The area where this problem is occurring is: All Units / Divisions. The problem has existed for at
least: 1 Year. The magnitude of the problem is: 109% ($547,000) of budget and the expected
performance is: <= 100% of budget ($500,000). The effect this problem is having on

our organization is: excess overtime costs above the budgeted allocation. This cost the
department 547,000 in FY 2010-11.

Project Objective:

The purpose of this project is to identify the cause for the overtime and implement active
managment strategies to better utilize available manpower. The goal is to reduce departmental
overtime by 10% and come within budget guidelines for FY 2011-2012.

Estimated Defect Level: Initial Goal: Estimated Benefits:

S0% 10% 554,700

Approval Date: Champion Signature: Process Owner Signature:
12/12/2011 Russell Jacks

Estimated Completion Date: Project Leader: Financial Analyst:
2/24/2012 Rusty Jacks




Define Phase

Project Definition and Scoping

Metrics (unit of measure):
Owvertime Is tracked by division and reason based on overtime sheets submitted by employees.

Critical to Satisfaction (linkage to customer):
Maintain fiscal responsibility for overtime funds by ensuring that any overtime worked by police
department employees is necessary and reasonably unavoidable.

Defect Definition (include opportunity):
Scheduled or unscheduled overtime worked by police departrtment employees that could
have reasonably been avoided through active managment stratagies.

Scope of Project:
Police department overtime related to training, staffing, and working over.




Measure Phase
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Analyze Phase
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Analyze Phase

2010 — 2011 Fiscal Year Overtime Hours by Unit
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Analyze Phase

YX Diagram
Ranking
Process: Police Department Overtime| 1 3 5 7 9
Demo | Date: 12/19/2011 O T R TNy Y
RO e R Unlikely |w hat w hat |
ik L HARRE | e\ Likel
1 2 3 4 5 6 7 8 9 10
Delete e § \ S % N )
| 2 CARE N RRE R RN WS
. == 2 s |5. (85|82l 25| 5|8 | =
i o AT A A N o A AN NN ANV AN AN AN
8 § Weight
Input Variables (Xs) Ranking
1|Inefficient Supervision 5 9 3 3 3 1 3 1. 28
2|Inefficient use of manpower 3 1 7 7 V4 1 7 d; 34
3|Lax Notification / Approval 9 9 1 1 1 1 1 1 24
4|No Central Accountability 5 5 5 5 5 1 1 3 30
5[Lax Overlap Supervision 5 1 1 1 1 1 1 1 12
6|Intentional Abuse 3 ik 1 1 q ik 1 1 10
7|Poor Control Procedures 7 i 1 1 1 1 1 1 20
8|Little Use of Flex Days ik 9 1 ik ik 1 1 1 16
9|Inadequate Staffing 3 1 V4 7 7 1 1 1 28
10|Inefficient dispatching 5 1 ik 1 A 1 1 ik 12
11[Organizational mindset 3 3 1 1 1 1 1 g 12
12|Officer mindset 3 1 1 1 1 1 1 1 10
13[Major Crime 3 1 1) 1 1 5 0 9 21
14
15




Improve Phase

Accountability

» Shift Commanders come in 1 hour prior to
their shift in order to manage shift overlap

» Officers must notify the on-coming shift
commander as soon as they become aware
that they will be working over

» Oncoming shift commander approves the
length of the OT, or finds an alternative

» Upon reaching the approved time limit, the
officer must either be finished or re-contact
the shift commander for more time




Improve Phase

Accountability

» Upon completion of assignment, the O
officer must turn his OT sheet In to the
approving shift commander




Improve Phase

Accountability

» Monthly reports will be distributed to all
command personnel

» Shift Commanders will be held accountable
for overtime related to work over

» Division Commanders will be held
accountable for pre-planned overtime

» Individual officers will be held accountable for
making proper notifications when scheduling
overtime or working over




Improve Phase

Procedures

» Reduce briefing time to 10 minutes or
less unless conducting roll-call training

» Set a goal of having officers In service
(loaded and signed on in their cars) In
20 minutes or less of shift start

» Change overlap officers radio
numbers to end in 7,8,0r 9 so that
they are easy to distinguish from
regular units




Improve Phase

Procedures

» Non-mandatory training — Officers will be
offered option of flexing out within the
same week or not attending the training

» Instructors will be given the option to flex
their hours within the same week or
having another instructor cover their days
off

» Training overtime will have to be approved
In advance by the division commander
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Improve Phase

Procedures

» Any pre-planed overtime (training, crime
watch, special event, etc.) will have to be
approved in advance by the appropriate
division commander.

» Specialized Units (bikes, CRO, K9, etc.)
will utilize flex time within the same work
week for events scheduled outside their
regular work hours.
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Improve Phase

Procedures

» Allow officers who have to work on a city
holiday to “holiday out”™ any other day
within the same week




Improve Phase

Data

» Overtime sheets will be modified to
eliminate confusing codes and better
document who approved / scheduled the
OT.




Improve Phase

Training

» Supervisors wil
procedures anc

» Dispatchers wil

be trained on new
expectations

be trained on efficient

dispatching at shift change

» Officers will be trained on new notification
procedures and expectations




Control Phase

INITIAL COST
FY 10-11 Cost $547,000.00
Hours 11619.45
Average Cost Per Hr. 10-
11 $47.08
SAVINGS GOAL
FY 11-12 Budget $500,000.00
Average Cost Per Hr. 10-
11 $47.08
Estimate Hrs. 10,620.22
Estimate Monthly Hrs. 885.02
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Savings

Month to Month Comparison of Actual Overtime
Expendature

140000 -~

133590.45

120000 -

100000 -

80000 -

60000 -

40000 -

NG NN

20000 -

0

1.79

28362.77




900000

800000

700000

600000

500000

400000

300000

200000

100000

Savings

Overtime by Fiscal Year
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Savings

Year to Date Savings
Up to Aug. 31t

$46,412




