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Quality and Productivity Commission 390

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

2015 APPLICATION

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

NAME OF PROJECT: “GOTEQUITY? WHEN TO FILE A CPOE COMPLAINT”

DATE OF IMPLEMENTATION/ADOPTION: MARCH 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.

Beginning in early 2014, the County Equity Oversight Panel's (CEOP) Acting Executive
Director, Camille Townsend, as well as former Executive Director, Mary Wickham,
CEOP management, and CEOP staff (collectively “the Equity Team”) were concerned
with the inordinate percentage of complaint filings from across the County, that were
unrelated to “Equity.” The cost associated with investigating these non-jurisdictional
complaints was significant. In order to reduce unnecessary costs to the County, and
improve overall efficiency, the Equity Team sought to provide the County’s workforce
with an easy-to-understand training tool concerning the proper use of the CPOE
complaint process and when it is appropriate to file a CPOE complaint. The motto, “Got
Equity?” was incorporated into an interactive training presentation and a useful desk
guide was designed to help one remember and understand when it is appropriate to use
the CPOE complaint process. In August 2014, the training launched with the County’s
six largest complaint-producing Departments — the training was well-received and a
steep downward trend began in unnecessary complaint filings resulting in a reduction in
unnecessary costs.

) @) (3) M+@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 $234,215 $0 $234,215 E

ANNUAL =12 MONTHS ONLY

SUBMITTING DEPARTMENT NAME AND COMPLETE ADDRESS TELEPHONE NUMBER

County Equity Oversight Panel 213-974-9868
500 West Temple Street, Suite B-26
Los Angeles, CA 90012

PROGRAM MANAGER’S NAME TELEPHONE NUMBER
Camille Y. Townsend, Acting Executive Director 213-974-9868
/X\ EMAIL
: ctownsend@bos.lacounty.aov
PRODUCTIVITY MANAGER’S NAME AND SIGNATURE DATE TELEPHONE NUMBER
(PLEASE CALL (213) 893-0322F YOU DO NO.T KNOW YOUR PRODUCTIVITY MANAGER'S NAME) 3 3 4
Barbara Na "7‘ ig‘ B 213-893-2543
EMAIL
bnack@bos lacounty.aov
DEPARTMENT HEAD’S NAME AND SIGNATURE DATE TELEPHONE NUMBER

Patrick Ogawa 213-974-1401
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: “GOT EQUITY? WHEN TO FILE A CPOE COMPLAINT"

15! 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

The Challenge

The Equity Team was challenged with thinking innovatively to develop a sustainable
and pervasive solution to reduce the high number of “C” Designated complaints
unrelated to the County Policy of Equity because they were not based in equity.
During the 2013-2014 fiscal year, approximately 50% of the complaints filed were not
jurisdictional to the policy. The challenge was to find a legally sound and fiscally
effective mechanism that was consistent with the CPOE’s mission. One concern was
ensuring that the solution would not create a potential “chilling effect” or serve as to
deter legitimate complaint filings.

The Solution

After many “brainstorming” hours, the Equity Team devised an entertaining and
engaging PowerPoint presentation entitled, “When to File and When Not to File a
County Policy of Equity (CPOE) Complaint.” The presentation employed eye-
catching graphics, easy-to- understand language, and real-life scenarios to impart
upon the workforce regarding when the CPOE process should really be used.
Specifically, the presentation explained that only matters rooted in “Equity” or those
involving a category protected under state or federal law should be filed. The Equity
Team realized that it needed to be creative and devise a catch-phrase that is easily
recognizable and memorable. Thus, the motto, “Got Equity?” was developed, and
playing upon the famous pop culture slogan, “Got Milk?” Moreover, a convenient and
colorful desk reference card, succinctly listing what the CPOE addresses, was
developed as a handout to supplement the presentation. Not to mention, both the
innovative training and reference card were offered to all County departments free-of-
charge.

The Benefits

In Fiscal Year (FY) 2013/2014, the Equity Team was confronted by the reality that
more than half, or 54%, of the total number of CPOE complaint filings were
designated “C” or otherwise, non-jurisdictional. The Equity Team hoped that a
proposed solution would result in a significant decrease in this number.
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2015 APPLICATION
Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: “GOT EQUITY? WHEN TO FILE A CPOE COMPLAINT"

Use Arial 12 point font

Using the innovative educational tools it developed, the Equity Team worked closely
with County-wide management to better educate the top six County departments
whose workforce generated the most non-equity related CPOE complaints. Not only
were the presentations well-received and quickly grew in demand, but the effects
very quickly began to reflect in numbers as shown below:

TOP SIX CPOE FY 2013/2014 FY % DECREASE
GENERATING % OF “C” 2014/2015
DEPTS. DESIGNATED % OF “C”
COMPLAINTS DESIGNATED
COMPLAINTS
DPSS 65% 50% 15%
HEALTH 50% 43% 7%
PROBATION 48% 39% 9%
DCFS 57% 43% 13%
DMH 48% 34% 14%
FIRE 59% 51% 8%

Each of the top six County departments’ numbers began to reflect a downward spiral
in unnecessary CPOE complaint filings. This strongly suggests that the workforce
was beginning to better understand what the CPOE addresses. In turn, this meant
that the CPOE program could more efficiently address those legitimate complaints
that the program was designed to resolve. This also meant that the presentation was
working! In sum, a significant reduction in overall numbers followed and continues as

the program progresses.

OVERALL ALL COUNTY DEPARTMENTS

FiscAL YEAR No. oF “C” DESIGNATED COMPLAINTS
2013/2014 2043 COMPLAINTS
2014/2015 1706 COMPLAINTS
TOTAL -337 COMPLAINTS

TOTAL % DECREASE: 16.5% (-337 COMPLAINTS)
((337 +2043) (100) = 16.5%)
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: “GOT EQUITY? WHEN TO FILE A CPOE COMPLAINT”

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

While performing everyday operations, the Equity Team considers itself an integral
component to providing operationally effective public services to residents in the
largest local government systems in the nation. Without a thriving workforce free
from harassing, discriminatory or inappropriate workplace behavior, the County’s
employees would not be able to perform at their optimal level: healthcare cannot be
provided by the largest public-run healthcare system in the nation, children and
families cannot be provided essential client-centered services, community and
municipal services suffer, and the safety and security of the County’s residents
becomes compromised.

While striving to preserve the County’s overall mission of “[e]nriching lives through
effective and caring service,” the Equity Team'’s purpose is to help ensure that the
County's workforce can continue to effectively provide those public services in a work
environment that is free from harassing, discriminatory, or inappropriate workplace
behavior. The Equity Team also thrives by the notion that by stopping inappropriate
workplace behavior before it becomes legally actionable, it can divert unnecessary
legal expenses brought on by lawsuits, which can be used to fund essential public
services instead.
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Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: “GOT EQUITY? WHEN TO FILE A CPOE COMPLAINT"

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.
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ACTUAL/ESTIMATED ACTUAL/ESTIMATED ACTUAL/ESTIMATED ToTaL ANNUAL ENHANCEMENT
ANNUAL CosT ANNUAL COST SAVINGS ANNUAL REVENUE ACTUAL/ESTIMATED PROJECT
AVOIDANCE BENEFIT
$0 $234.215 $0 $234.215

ANNUAL=12 MONTHS ONLY

Cost Avoidance — Due to the nature CEOP operations, cost avoidance is not a valid
measure of efficiency at this time.

Cost Savings — The average cost to County departments to process a single CPOE
complaint at the CEOP was $695* in FY 2014/2015. As detailed above, the CEOP’s
training efforts reduced the number of unnecessary “C” complaints filed from FY
2013/2014 through FY 2014/2015 by 337. As a consequence, the CEOP generated a
cost savings to the County of $234,215.

Annual Revenue — The CEOP is not designed as a revenue generating operation.

Total Annual Actual/Estimated Benefit — The total of cost avoidance, cost savings,
and annual revenue is $234,215. We expect this trend to continue into the future.

*This figure includes intake, triage, closing, possible telephone communications,
copying, scanning, filing, storage (where necessary) and any and all administrative
costs.
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