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Quality and Productivity Commission 38.0

27" Annual Productivity and Quality Awards Program
“Saluting County Excellence”

2013 APPLICATION

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: BUSINESS FILING & REGISTRATION/LEAN SIX SIGMA PARTNERSHIP

DATE OF IMPLEMENTATION/ADOPTION: MARCH 2012
(Must have been implemented at least one year - on or before June 30, 2012)

PROJECT STATUS: Ongoing X __ One-time only

HAS YOUR DEPARTMENT PREVIOUSLY
SUBMITTED THIS PROJECT? Yes X __No

EXECUTIVE SUMMARY: Describe the project in 15 lines or less using Arial 12 point font. Summarize the problem, solution, and
benefits of the project in a clear and direct manner

The Business Filing & Registration (BF&R) Section is responsible for assuring all paper
work related to registering a business is properly completed and legally bonded under
the Business and Professions Code. BF&R processes over 154,000 Fictitious Business
Name (FBN) Statements annually. Approximately 55% of the Statements received each
week are either incomplete or inaccurate and must be mailed back to the customer. To
meet the County’s goal in operational effectiveness, BF&R staff partnered with the
Department Quality Assurance Section Lean Six Sigma (LSS)) to take an
in-depth look into the existing operation and identify the root causes for rejection. After
a complete study, the two teams revised the FBN Statement forms and developed a
customer contact information form to obtain information needed to complete the filing
process. These changes improved operational effectiveness and services provided to
the public by increasing the FBN Statement processing rate from 45% to 95% a week
and reducing the processing time from an average of two weeks to one day.

(1) (2) (3) (1) +(2) +(3) SERVICE
ESTIMATED/ACTUAL ESTIMATED/ACTUAL ESTIMATED/ACTUAL TOTAL ENHANCEMENT
ANNUAL COST AVOIDANCE ANNUAL COST SAVINGS ANNUAL REVENUE ESTIMATED/ACTUAL PROJECT
BENEFIT
$0 $0 $0 $0 X
SUBMITTING DEPARTMENT NAME AND COMPLETE ADDRESS TELEPHONE NUMBER
Registrar-Recorder/County Clerk (562) 462-2716

12400 Imperial Hwy
Norwalk, CA 90650

PROGRAM MANAGER’S NAME TELEPHONE NUMBER
Monique Blakely (562) 462-2073
EMAIL
MBlakely@rrcc.lacounty.gov
PRODUCTIVITY MANAGER’S NAME AND SIGNATURE DATE TELEPHONE NUMBER
(PLEASECALL(ZTS)IQS-O:ZZIFVOUDONOYKNOWYDUR PRODUCTIVITY MANAGER'S NAME) 2 4 2_2
Ann Smith (562) 462-2665
EMAIL
6-‘)/" nJ M T /& /[} ASmith@rrcc.lacounty.gov
DEPARTMENT HEAD’S NAME AND SIGNATURE 7 DATe TELEPHONE NUMBER

(562) 462-2716

Dean C. LZSan Cb 7(21/l L
7
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Quality and Productivity Commission 38.1

27" Annual Productivity and Quality Awards Program
“Saluting County Excellence”

2013 APPLICATION

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: BUSINESS FILING & REGISTRATION/LEAN SIX SIGMA PARTNERSHIP

FACT SHEET — LIMITED TO 3 PAGES ONLY: Describe the Challenge, Solution, and Benefits of the project,
written in plain language. Include a discussion of the technology and linkage to the County Strategic Plan.
The description should identify Performance Measures.

CHALLENGE

The Business Filing & Registration (BF&R) Section is responsible for assuring all paper
work related to registering a business is properly completed, and legally bonded under the
Business and Professions Code. BF&R receives over 5000 Fictitious Business Name
(FBN) Statements weekly and processes154,000 annually. Approximately 55% of the FBN
Statements received each week were either incomplete or inaccurate and must be mailed
back to the customer. The Registrar-Recorder/County Clerk was in need of developing a
system that could efficiently and effectively expedite the processing and filing of FBN
Statements.

Improving operational efficiencies to provide fast and efficient service to customers was the
primary goal, which lead to reviewing processes, and the development of a more
comprehensive and user-friendly form to reduce the number of rejections.

SOLUTION

BF&R strives to solve customer service delays and concerns quickly and innovatively. The
high percentage of rejections relating to FBN Statements lead BF&R staff to partner with
the Department’s Quality Assurance Section (Lean Six Sigma (LSS) to determine the root
causes of rejections and enhance customer services. LSS uses statistical analysis and
data in order to identify ways of improving the quality and speed of processes while limiting
variation and defects. The FBN Statement filing process was measured using tools from
LSS. Data was then collected and analyzed. Subsequently, an implementation plan was
developed to make the process more efficient.

The BF&R and LSS teams found that FBN Statements contained conflicting questions and
language which resulted in customer errors and document rejection. Additionally, staff
found that many of the errors were minor and could easily be corrected by contacting the
customer directly. As a solution to the issue, the two teams collaborated and revised the
existing FBN Statement forms to include clearer instructions and a customer contact
information sheet. They also exercised due diligence by thoroughly reviewing all the forms
to ensure that the changes were consistent with the related Business and Professional
Codes prior to implementation to ensure State, County, and departmental values remain
intact.

The revised FBN Statements now include user-friendly plain language for added clarity and
reduce customer error when filling out the form. The customer contact information sheet
allows staff to communicate with the customer directly (via phone or e-mail) and obtain
information needed to complete the filing process.
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Quality and Productivity Commission 38.2
27" Annual Productivity and Quality Awards Program

“Saluting County Excellence”

2013 APPLICATION

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: BUSINESS FILING & REGISTRATION/LEAN SIX SIGMA PARTNERSHIP

BENEFITS

The primary objectives for revising FBN Statement language and developing a
customer contact information sheet was to streamline and expedite processes
surrounding the filing of FBN Statements, while also sustaining a staff and system that
accommodates over 2 million real and personal property documents and 750,000 birth,
death, and marriage records filed with the Registrar-Recorder/County Clerk each year.

Through the utilization of the LSS methodologies and partnership in devising a solution,
the BF&R and LSS team improved the quality of service to the residents of Los Angeles
County. The revised FBN Statements provide clearer instructions and allow the
customer to be contacted by staff should questions arise.

The collaborative efforts of the two teams improved operations, and processes, which
increased operational effectiveness, and quality of services provided to the public by
increasing the processing rate from 45% to 95% a week, and reducing processing time
from an average of two weeks to one day. Additionally, the new process has allowed
the BF&R team to re-assign 50% of their processing staff to other vital tasks.

Overall, the revised FBN Statement has the following benefits:

= Enhanced customer service.

= Reduced number of FBN Statement rejections.

= Ability to complete a customer's Statement containing minor errors by obtaining
the missing information via phone or e-mail.

= Reduced FBN Statement processing time from an average of two weeks to one
day.

= Re-assignment of 50% of BF&R processing staff to focus on additional tasks.

LINKAGE TO THE COUNTY STRATEGIC PLAN (DETAIL IS REQUIRED
FOR COUNTY DEPARTMENTS):

GOAL 1: OPERATIONAL EFFECTIVENESS

The partnership between the BF&R and LSS teams produced a revised FBN Statement
form that has proven to maximize operational effectiveness, and supports timely
delivery of customer oriented and efficient public service by reducing document
processing time. The reduction in processing time provided added operational
effectiveness by freeing up 50% of BF&R processing staff to be re-assigned to other
priority duties.
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Quality and Productivity Commission 38.3

27" Annual Productivity and Quality Awards Program
“Saluting County Excellence”

2013 APPLICATION

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: BUSINESS FILING & REGISTRATION/LEAN SIX SIGMA PARTNERSHIP

CosT AVOIDANCE, COST SAVINGS, AND REVENUE GENERATED (ESTIMATED BENEFIT): If you are claiming
cost benefits, include a calculation on this page. You must include an explanation of the County cost
savings, cost avoidance or new revenue that matches the numbers in the box. Remember to keep
your supporting documentation.

Cost Avoidance: Costs that are eliminated or not incurred as a result of program outcomes.
Cost Savings: A reduction or lessening of expenditures as a result of program outcomes.

Revenue: Increases in existing revenue streams or new revenue sources to the County as a result of program outcomes.

(1) (2) 3) (1)+(2) +(3) SERVICE
ACTUAL/ESTIMATED ACTUAL/ESTIMATED ACTUAL/ESTIMATED TOTAL ANNUAL ENHANCEMENT
ANNUAL CosT ANNUAL COST SAVINGS ANNUAL REVENUE ACTUAL/ESTIMATED PROJECT
AVOIDANCE BENEFIT
$0 $0 $0 $0 X

ANNUAL= 12 MONTHS ONLY

Through the utilization of internal LSS and BF&R staff, the Department improved
operational processes and customer service at no additional cost.
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