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Public and private sector
leadership Is needed so that actions
are taken to improve access to
programs for low income children
and families.
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The Southern Institute
on Children and Families

e Covering Kids & Families

o Supporting Families After Welfare Reform
o Southern Regional Initiative on Child Care
« Southern Business Leadership Councill
 Eligibility Process Improvement Center

« Carolina Nutrition Alliance
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e Banking

e Health

e Retail

e Hotel and Tourism
e |nformation

o Legal

» Construction

* Manufacturing
e Philanthropy

Southern Business Leadership
Council Membership

Technology

&P Southern Institute
ON CHILDREN & FAMILIES
K {I'.f_f - |'."k'fl"1"|!- - Action




Southern Business Leadership Council (SBLC)

Southern Regional Action Plan to
Promote Stability in the Lower Income Workforce

Metro
Washington
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EPIC

Eligibility Process Improvement
Center




Process Improvement History

e Began in 1980’s

 Six Sigma Black Belt Methodology: Outwardly
focused on voice of the customer, inwardly
focused on using statistical tools on projects that
yield high return on investment

« Companies that have embraced Process

Improvement:
v'Motorola v'Allied
v'GE v'Signal
v'Sony v'Bombardier P 2
N outhern Institute
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Process Improvement History

 Lean Thinking: Pioneered by Ford in the early 1900’s
 Perfected by Toyota post WWII

« Known by many names:
— Toyota Production System
—Just-In-Time
— Continuous Flow

« Qutwardly focused on being flexible to meet customer

demand, inwardly focused on reducing/eliminating the
waste and cost in all processes
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Process Improvement History

o Institute on Healthcare Improvement applies concepts
to health service delivery in 1990’s:
»Community Health Centers
»Hospitals
»VA System

« Southern Institute applies concepts to the
Medicaid/SCHIP Eligibility Process in 2002:
» Supporting Families After Welfare Reform
» Covering Kids &Families Collaborative
» Carolina Nutrition Alliance
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Policy <= Practice
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The Process
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Model for Improvement

What are we trying to -
accomplish? \ Alm

How will we know that a
change Is an improvement?

What change can we make that _
will result in improvement? Prediction

\ Measurement

Cycle for
Learning &
Improvement
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Speaking PDSA Language

*\We planned to...(state the basic plan)

In order to ...(tie it back to the aim)

*\What we thought would happen...(prediction)

*\What we did was...(brief description of the activities)

*\What happened was...(the results, data)
*\We learned that...(lessons learned)
*\What we plan to do next is...(changes In next cycle)
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The Value of Process Improvement

« Build knowledge sequentially .

 Increase the belief that the change will result in
Improvement.

* Predict how much improvement can be expected from
the change.

e |Learn how to adapt the change to conditions in the
local environment.

« Evaluate costs and side-effects of the change.
* Minimize resistance upon implementation.
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99% Goodness Level

o 20,000 lost articles of mail per hour

« Unsafe drinking water almost 15 minutes each
day

* 5,000 incorrect surgical operations per week

2 short or long landings at most major airports
each day

e 200,000 wrong drug prescriptions each year
e No electricity for almost 7 hours per month
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Problem:
24,000 clients received at least 1 official notice in the last 6
months
*Average number of notices per client was 4.1 per day
*Range of notices was 1 to 48 in a day

Improvement:
*Changes to the automated computer system

Expected Results:

172,660 fewer pieces of paper

43,165 fewer envelopes

«Save 2 hours/day per worker by reducing inquiries about notices
«Save 30 minutes/day per worker in researching notice and

explaining P |
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Streamlining Work

* The team began with the goal of reducing
the number of applications pended prior to
an eligibility determination.

« By eliminating unnecessary steps, they have
reduced the amount of time It takes to get an
application to the worker for processing
from 15-18 days down to 3 days.

& Southern Institute
ON CHILDREN & FAMILIES



-
S S
=y
@ | a
-
==
7 <




Project Purpose

Facilitate the Food Stamp Program in
Charleston, Beaufort and Richland
County to be more accessible to
families and individuals who are
potentially eligible.
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Southern Institute on *Public policy institute

USDA o "l Children and Families «L_ead fiscal agency
*Process Improvement expert
*Funding source *Overall project manager
*National Food Stamp
Program

Agape Ministries South Carolina Department

A
v

of Charleston of Social Services
-Association of Faith Organizations *State agency for Food Stamp
«Lead coordinating faith agency administration
«Community outreach expert eLead coordinating agency for county
«Overall Faith Participation Campaign DSS offices
coordinator *Food Stamp expert

*Process Improvement change agent
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Process Improvement Component

 Increase effectiveness of service delivery.
 Increase efficiency of operations.

* Provide benefits to eligible persons and
deny benefits to ineligible persons.

 Empower workers to improve.
e Learn new problem solving skills.
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The CNA Process Improvement

<Pre-Work > :

Discovering
the
Problem

The

" Improvement

Model

Road Map

A 4

Learning
Through
Testing

A 4

nowledpe - Leaders

Spreading
the
Success
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LLow Country Faith Participation
Campaign

Agape Ministries of Charleston > Beaufort County Replication

» Peninsula Area

» North Charleston Area

" James Island

" Mount Pleasant

| West Ashley
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Faith Participation Campaign Timeline

sk MName S04 |9m4 | 1004 [1104 12004105 | 2005 | 3105 |405 [S05 [805 | 705 (505 | 905 [10m5| 1105 1205|108 | 2005 | 306 | 406 |S06 |50
Charleston Faith Based I ¥ ° : " : : : i ; 7 g ; . . . : L ! L

Bedin FPC plan

Hire CAPS

Setup office

FPC arientation

Basze line assessment

Phase | - Recruit VYolunteers
DSE training of CAPSA olunteers
Accept applications

Mid-Level assessment

Soft outreach

Hard autreach

Phase Il - Recruit Wolurteers
Beaufort Faith Based

Bedin FPC plan

Hire CAPS

Zetup office

FPC arientation

Baze line azszezsment

Phase | - Recruit volurteers

DSE training of CAPSA olunteers
Accept applications

Soft Cutreach

Hard autreach

Phasze Il - Recruit “olunteers

Final azsessment
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Basic Principles

*Acknowledge that each partner has different
motivations.

*Respect different approaches to identifying
solutions.

*Respect the limitation of policies, resources
and interpretation
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