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Quality and Productivity Commission
29" Annual Productivity and Quality Awards Program
Champions of Change: Together We Make a Difference

2015 APPLICATION

24.0

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

NAME OF PROJECT: SPECIAL INVESTIGATIONS’ TRACKING SYSTEM (SITS)

DATE OF IMPLEMENTATION/ADOPTION: APRIL 8, 2014
(Must have been implemented at least one year - on or before July 1, 2014)

"PROJECT STATUS: X __Ongoing __ 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. State clearly and concisely what
difference the project has made.

The Special Investigations’ Tracking System (SITS) was developed to improve how
cases are created and monitored by the Special Investigations Unit of the Assessor’s
Office (SIU). Prior to its creation, multiple forms were completed to document the

details of each case via handwritten entries. Some of the same information would be |-

handwritten onto multiple forms and then be data entered into a limited-access case
tracking system called AS400. Additionally, analytical reports - and hard copies at that -
could only be extracted from AS400 with the assistance of our Information Technology
Section. SITS eliminated data entry redundancies and significantly improved case
monitoring capabilities. With SITS, information entered into its database is linked
automatically to the digital version of forms that previously required handwritten entries.
Unlike AS400, SITS allows all users to view the status of cases in real time and
customize searches in various ways such as taxpayer name, date received, -date
closed, number of days open, source of inquiry, remarks, etc. SITS has provided
greater productivity, efficient generation of reports, improved accuracy, and
transparency to the cases handled by SIU (access available to the entire Department).
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ANNUAL CosT ANNUAL COST SAVINGS ANNUAL REVENUE ACTUAL/ESTIMATED PROJECT
AVOIDANCE BENEFIT
$ 14,030 $ $ $ 14,030 D

ANNUAL = 12 MONTHS ONLY

SUBMITTING DEPARTMENT NAME AND COMPLETE ADDRESS TELEPHONE NUMBER
Office of the Assessor (213) 974-3101
500 W. Temple St., Room 320
Los Angeles, CA 90012

PROGRAM MANAGER’S NAME TELEPHONE NUMBER
Dennis Wong (213) 974-2755
EMAIL
dewong@assessor.lacounty.gov
PRODUCTIVITY MANAGER’S NAME AND SIGNATURE DATE TELEPHONE NUMBER
(PLEASE cn\m 3) 893-0322 IF YOU DO NOT KNOW YOUR PRODUCTIVITY MANAGER'S NAME) ,: 2 i 3 ) 4; ” L{ - 3 { 2
! Py

\ d 1~ Vel EmAIL
\ N / %"XMPMJ

\ — \ /

Shewende z €8¢ [eLoty.ge

\_J \ \ / J J-- 8
DEPARTMENT HEAD'S i%ME AND SIGNATURE U DAtE TELEPHONE NUMBER

21 * v (230974~ 30|
// 7 /é / <7
//

We Support Plain Language

5. 4§
< / e .
/ / /’)’f PAGE 1


lperez
Typewritten Text
24.0


Quality and Productivity Commission
29" Annual Productivity and Quality Awards Program
Champions of Change: Together We Make a Difference

2015 APPLICATION

241

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: SPECIAL INVESTIGATIONS’ TRACKING SYSTEM (SITS)

15t FACT SHEET — LIMITED TO 3 PAGES ONLY: Describe the Challenge, Solution, and
Benefits of the project. State clearly and concisely what difference the project has
made. Use Arial 12 point font

Challenge

The goal of Action Plan V.5 (Managing Referrals and Cases for Appraisal Revie_ws)

of the Assessor’s Strategic Plan 2013-2015 is: “By June 14, improve the case intake

and management process with increased transparency and improved tracking of
case status.”

The primary duty of Appraisers assigned to SIU is to research and resolve taxpayer
inquiries that are delegated by the Board of Supervisors or the Assessor’s Executive
Office. Most of these cases involved complex assessment and/or tax billing issues;
the resolution of which often required extensive interactions with staff members of the
Board of Supervisors, Assessor's Office, Auditor-Controller's Office, and/or
Treasurer-Tax Collector’s Office.

For every case that is referred to or initiated by SIU, the Executive Correspondence
Control Form (ECC form) is completed to summarize the pertinent information for
control purposes.

e If a problem requires the expertise of another unit, an Executive Referral form
is used to refer the inquiry to the responsible unit.

SIU has the overall departmental responsibility for controlling and monitoring the
completion status of cases referred from the Board of Supervisors or other County
departments and from correspondence received by the Assessor.

e Every week, an Executive Referrals Report is distributed to all Directors. This
report is a listing of all open cases that originated from the Board of
Supervisor’s or the Assessor’s Executive Office.

Prior to the creation of SITS, the data fields for each of the aforementioned forms
(ECC form and Executive Referral form) and report (Executive Referrals Report)
were manually entered by SIU staff members. Some of the same information would
then be entered into the Investigations Tracking System of the AS400 computer
program.
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: SPECIAL INVESTIGATIONS’ TRACKING SYSTEM (SITS)

Use Arial 12 point font

Solution

SITS utilizes the features of Microsoft Excel to create a case tracking system that
streamlines the case intake process by eliminating redundancies in the data entry
process and allows the user to query the system.

SITS is comprised of three Excel files: OCR, SITS (Special Investigations’
Tracking System), and Executive Referrals (List of Open Cases).

e OCR consists of three worksheets: OCR, ECC Form, and Executive Referral
Form. Cases are created by making entries into the OCR worksheet. This
information is then linked by formulas to cells of the ECC Form worksheet and
the Executive Referral Form worksheet. These worksheets are digital versions
of the ECC form and Executive Referral form, which can be printed or saved'
as an electronic file (i.e., an Excel file and/or PDF file).

e SITS (Special Investigations’ Tracking System) consists of two worksheets:
Main and Remarks. Cells in these worksheets are linked by formulas to the
OCR worksheet. This file is saved in a shared folder to improve the
transparency of cases handled by SIU. It is accessible to the entire
Department at S\SITS\SITS (Special Investigations' Tracking System).xIsx.

e Executive Referrals (List of Open Cases) consists of two worksheets:
Executive Referrals and Remarks. Cells in these worksheets are linked by
formulas to the OCR worksheet. The filtered results of the Executive Referrals
worksheet are utilized to create an Executive Referrals Report.

Benefits

SITS has streamlined the case intake process by eliminating redundancies in the
data entry process. Now, one entry in SITS eliminates the need to reenter the same
information anywhere else. With SITS, data is automatically populated in the ECC
form, Executive Referral form, and Executive Referral Report.

SITS has improved the case management process by utilizing the sorting capabilities
of an Excel spreadsheet. SITS includes all cases (both open and closed) beginning
from early 2014. Unlike AS400, SITS allows users to view the status of cases in real
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: SPECIAL INVESTIGATIONS’ TRACKING SYSTEM (SITS)

LINKAGE TO THE COUNTY STRATEGIC PLAN (DETAIL IS REQUIRED FOR COUNTY
DEPARTMENTS): Use Arial 12 point font

time and customize searches in various ways such as Assessor’'s ldentification
Number, taxpayer name, assignee, date received, date closed, number of days open,
source of inquiry, remarks, etc. Previously, analytical reports had to be extracted
from AS400 with the assistance of our Information Technology Section. :

As noted above, the goal of Action Plan V.5 (Managing Referrals and Cases for
Appraisal Reviews) of the Assessor’'s Strategic Plan 2013-2015 is: “By June 14,
improve the case intake and management process with increased transparency and
improved tracking of case status.” SITS has fulfilled this goal for SIU.
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):
NAME OF PROJECT: SPECIAL INVESTIGATIONS’ TRACKING SYSTEM (SITS)

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. Use Arial 12 point font

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.

™ @ 3) M+ +0) SERVICE
ACTUAL/ESTIMATED ACTUAL/ESTIMATED ACTUAL/ESTIMATED TOTAL ANNUAL ENHANCEMENT
ANNUAL CosT ANNUAL COST SAVINGS ANNUAL REVENUE ACTUAL/ESTIMATED PROJECT
AVOIDANCE BENEFIT
$14,030 $ $ $14,030 n

ANNUAL= 12 MONTHS ONLY

Processing Improvements

As a result of SITS, the following processing improvements have been realized:

Appraisers save approximately 10 minutes per parcel in creating a case:
600 parcels/year x 10/60 hour x $48.40/hour = $4,840.00

e Intermediate Clerks save approximately 20 minutes per parcel in entering data

into a case tracking system:
600 parcels/year x 20/60 hour x $21.94/hour = $4,388.00

e Appraisers save approximately four hours per month in entering corrections:
4 hours/month x 12 months x $48.40/hour =  $2,323.20

e Intermediate Clerks save approximately two hours per month in creating
Executive Referral Reports:

2 hours/month x 12 months x $21.94/hour = $526.56

e A Supervising Appraiser saves approximately three hours per month in compiling
and analyzing production statistics:

3 hours/month x 12 months x $54.35/hour =  $1,956.60
Total Cost Avoidance $14,034.36
Rounded to $14,030.00
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