Aging and Disability Resource Center of Goodland County

The Aging and Disability Resource Center of Goodland County provides information and assistance for seniors and adults with developmental and physical disabilities and their families.
PROJECT TITLE
“Right This Way”
Goals: Increase “Walk-in” customers at the ADRC of Goodland County –Marksville office.
The ADRC of Goodland County has two locations and fewer than expected individuals come to the ADRC satellite office located in Marksville. Some ADRC staff, including the Executive Sponsor, had heard from some community members that the building where the ADRC located is difficult to navigate and does not seem very accessible. 
ADRCs are intended to be a place where people can access both information and assistance in an environment that is easily accessible. We are also aware that ‘word of mouth” is one of the primary ways customers learn about ADRC services from other community members. We have made the assumption that we could increase the number of customers that would come to the ADRC if we could address some of the issues expressed by community members who might use our service.

Our change project focused on the accessibility and ease of navigation to our office as we believe it is directly correlated to the number of customers that come to the ADRC.  A “walk through” exercise revealed several areas for improvement or “bottlenecks” in the process customers experience when they come to the ADRC office.  
Executive Sponsor: 
Mary Smathers
Change Leader: 
Jen Glesser
Team Members: 
Col. Robert Hatfield, Peg Yaper, Susan Smilie, and Tom McCoy
Location: 

ADRC at Goodland County- Marksville office
Start Date: 

Jan 2012
End Date:

Aug 2012

Big Aim:

Increase New ADRC Customers

Small Aim:
Our goal is to increase the number of walk-in customers to 22 or an increase of 50% by December 2012.
 
Baseline Data:
Baseline data shows that an averageof 15 Walk-in customers visit the ADRC each week at the Marksville office.

Data:
The data coordinator developed a simple tool to tally the number of new ADRC customers each week. The tally was taken by all staff assigned to the front desk. Sample narrative:

“We are attempting increase the number of ADRC customers who come to our office. We have made some improvements that we hope you found helpful in finding our office today. Is this the first time you have visited the ADRC?”
All customers who indicated this was their first visit to the ADRC were included in the data collected. Customers who identify themselves as new customers will be cross referenced with our SAM’s database.
Changes Implemented

· Placed laminated signs with arrows and the ADRC logo on the floor to our ADRC every 20 feet.
· Customers who called and chose to come into the office were asked if they would need any assistance at the door and staff from the ADRC would greet them upon arrival.

· Signs with arrows and the ADRC logo were placed on the wall at eye level every 40 feet or at turns within the building.
· Grocery store flyers were placed in bags announcing the services available  at  the ADRC and its location.
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Results            

As a result of this process improvement project:

· Placing signs on the floor had the greatest impact of all of the changes. We saw the greatest increase in customers and some even commented how easy it was to find the office due to the arrows on the floor- Adopted
· Greeting customers at the door who had limited mobility created an increase in customers-Adopted

· We found that signs on the wall had less impact on the ability of customers to find their way to the ADRC. There are already many signs and ours seemed to blend in with others. In addition the ADRC has limited authority at this time to influence sign use or design on the walls of the building. Abandoned
· Grocery store flyers had little or no impact. Abandoned
Lessons Learned

· We found that floor signs seemed to really stand out to our customers. Staff reported a decrease in complaints from customers who in the past found the ADRC office difficult to find. We would encourage other ADRCs to try the same signage.
· Greeting people at the door seemed to assure ADRC customers found the office easily. In addition, it seemed to create positive rapport between I&A staff and the customer. We suggest other ADRCs adopt this change as well.
· We will be looking at a variety of marketing materials in the next year and grocery store flyers may not be most effective way of sharing information about the ADRC or capturing the attention of new customers.

Sustainability 
The data coordinator will gather information on new ADRC customers four times each year using the same method. If the number of customers falls below 18 per week (a 25% decrease) the team will reconvene to review adopted changes and make recommendations to the executive sponsor.
For more information on this project, contact:

Mary Smathers
(719) 123-4567 phone

(890) 765-4321 cell
(719) 234-5678 fax

Mary.Smith@gwaar.org

Jen Glesser
(719) 123-5679 phone/cell

(719) 234-5678 fax

Gail.Go-Getter@gwaar.org
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