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2500 Hall Avenue
Marinette, WI  54143
715-732-3850

Aging and Disability Resource Center of Marinette County

The Aging and Disability Resource Center of Marinette County is dedicated in meeting the needs of aging people and people with disabilities, helping them live with dignity and security by connecting them with people and resources of our county.

PROJECT TITLE:  “Timing is Everything”

Goal:  
The goal of “Timing is Everything” change project is to decrease the wait time from initial contact to home visit for all ADRC of Marinette County customers from 9 business days to 5 business days by 2-28-13.


The ADRC of Marinette County wants to connect customers to information that will help them make informed changes before their personal resources are exhausted and before a crisis occurs and options become limited.

Our Change project is focused on improving customer service through an improvement of our response time.  We have made the assumption that when customers are calling the ADRC they are in need of assistance in a timely, sometimes immediate manner.

Executive Sponsor:  Pam Daye

Change Leader:  Anne Theuerkauf

Team Members:  Pam Daye, Anne Theuerkauf, Kay Piasecki and Barb Wickman

Location:  ADRC of Marinette County

Start Date:  December 1, 2012

End Date:  February 28, 2013

Big Aim:  
Reduce Customer Wait Time




[bookmark: _GoBack]Small Aim:
Decrease the wait time from initial contact to home visit for all ADRC customers from 9 business days to 5 business days by February 28, 2013.

Baseline Data:  Baseline data demonstrates that the average response time at the ADRC of Marinette County is 9 business days.

Data:  The Data Coordinator created a document for tracking response time… from initial response to actual date of home visit.  In addition other data was captured to indicate if a customer requested a certain date/a later date/ or a change in date which would/could affect response time.  It was also noted if the ADRC had a calendar conflict which affected response time.  (Refer to attachment)

Changes Implemented:  
· ADRC eliminated the old process of I & A random scheduling of out of office appointments.  
· ADRC established scheduled designated “office” days and designated out of office “appointment” days for I& A staff.  
· ADRC increased use of Outlook Calendar to denote schedule of all ADRC staff with the purpose of ensuring good communication with all ADRC team members.






Wait time decreased from 9 days to 3.5 days as a result of process change.


Results:

As a result of this process improvement project:
· Elimination of old I & A scheduling process and establishment of designated “office” days and “out of office appointment” days for I & A staff had the greatest and immediate impact of our changes.  We noticed an almost immediate improvement in response time from initial contact to home visit. – Change Adopted. 
· We found that increased use of the Outlook Calendar greatly improved communications among all ADRC staff.  We feel this was a contributing factor in the successful transition of our new method of scheduling. – Change Adopted.

Lessons Learned:
· We found that one change in a process can have a significant impact on improvement of an existing service process.  
· In addition, we found that it was necessary to view/review the entire process even though we believed we already knew what change needed to occur.
· We found that good and accurate data collection is extremely valuable for several reasons including justification for Adoption of change but for also allowing for all team members to see the value and effectiveness of the Change project.  The collection of the data before, during and after the change greatly assisted us in measuring, evaluating and allowing us to see the progress towards our original goal.   


Sustainability:
· Data Coordinator will gather information from I & A staff regarding initial contact to home visit response time, using the same method of data collection, at least three times per year.
· The team will reconvene should Data Coordinator determine that the response time has declined to more than 5 days over a specified period of time.  The team would then review adopted changes and make recommendations to executive sponsor.

Suggestions for other ADRC:
· This project could actually be referred to as “a low picking fruit.”  This project was not extremely difficult or staff time consuming, and yet has made a significant quality improvement for our customers. 
· Keep data measures simple!

Recommendations for implementation at other ADRC’s:
· Since this process was extremely effective for our ADRC, we would believe that this process could also demonstrate effectiveness for other single county ADRC’s with limited I & A staff.   The direct impact on the customer was significant with regards to response time and appears to be sustaining. 

Contact Information for Change Project Oversight:
Pam Daye					Anne Theuerkauf
715-732-3851 (phone)			715-732-3852
pdaye@marinettecounty.com			atheuerkauf@marinettecounty.com
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