Governing

For
Results

P i

A progress
report on how state agencies
are improving the
quality, service and efficiency
of state government.

December 9, 1997




Governing
For
Results

“The people’s faith in public institutions
is the cornerstone on which democracy rests.”

Governor Gary Locke
April 1997



Dear Fellow Citizens:

I am happy to report our state agencies are making progress
in streamlining regulations, improving customer service and
saving money.

% State agencies have cut 591 pages of unneeded
regulations and rewritten or updated another 489
sections in plain, easy-to-understand language. The
result: People can more easily follow what
Washington’s rules and regulations require of them and
our administrative code has become less cluttered. You
can expect a lot more of these regulations to be cut or
rewritten in the years ahead.

% State agencies also have reported 192 quality improvements this year. Together, these
small successes represent great strides in providing better, faster and more cost-
effective service.

Inside this booklet, you can read about the tangible changes state agencies have under-
taken. We still have much to do, but I want to thank the state workers who have made
these improvements possible. They are showing the talent, creativity and will to transform
state government.

I also commit to you that these efforts to improve the quality of state government and to
make regulations sensible and useable will continue. Our goal is to make government work
better, renew respect of public service and secure your trust.

) Elle

Gary Locke
Governor



Quality, Effectiveness, Efficiency

Welcome to the first edition of
Governing for Results

This booklet describes recent efforts by state agency workers to improve the quality,
effectiveness and efficiency of their agency’s service. These efforts come in response to
Governor Locke’s strong commitment to streamline government, improve customer service
and save taxpayers money.

The successes reported on the following pages are in part a response to two Executive
Orders issued by Governor Locke in the spring of 1997:

% Executive Order 97-02, Regulatory Improvement, requires agencies to review regula-
tions on an open and systematic basis and make certain they meet standards of need,
reasonableness, effectiveness, clarity and fairness. Other standards include public
involvement, coordination with other agencies and consistency with legislative intent
and statutory authority.

% Executive Order 97-03, Quality Improvement, requires each agency to develop and
implement a plan to improve the quality, efficiency and effectiveness of the public
services it provides.

In the first eight months after Governor Locke issued the first executive order, state
agencies repealed 1,935 sections from the Washington Administrative Code (WAC), about
591 pages of outdated or unnecessary rules and regulations.

In the first quarterly report since the second executive order was issued, state agencies
reported 192 completed quality projects. The quality improvements will save $4,058,261
immediately and will have a projected saving of $7,824,869 per year. About 27 state
employees were redirected to other work as a result of efficiencies. The quality efforts also
produced $958,000 in additional revenues, with an additional $200,000 generated by the
end of 1997.

The projects in this booklet were selected from the quarterly quality reports and the
examples submitted by agencies reporting on regulatory reform activities. Some projects
save money, others provide quicker or better service to the public, and still others remove
outdated regulations, eliminate red tape, save the agency time or provide a better work
environment. Contact persons are listed if more information is needed.
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Overview: Regulatory Improvement

Governor Gary Locke signed Executive Order 97-02, Regulatory Improvement on March 25,
1997. The executive order requires state agencies to review regulations on an open and

systematic basis.

In the first eight months after Governor Locke signed the executive order, state agencies
repealed 1,935 sections from the Washington Administrative Code (WAC), about 591
pages of outdated or unnecessary rules and regulations. Specifically:

*

Cabinet agencies that report directly to the governor repealed 1,697 sections of WAC,
about 532 pages, and amended or updated 489 sections. For example:

— The Washington State Lottery repealed 201 sections, about 110 pages, dealing with games
that have closed and are no longer offered, and account for 10 percent of all the sections

repealed.

— The Department of Agriculture repealed 179 sections, about 46 pages, from the WAC.

Agencies on the Sub-Cabinet on Management Improvement and Results repealed
1,058 sections of WAC, about 317 pages, and account for 55 percent of all the
sections repealed. For example:

— The Department of Labor and Industries repealed 514 sections, about 183 pages, and

accounts for 27 percent of all the sections repealed.

— The Department of Social and Health Services repealed 275 sections, about 64 pages, and

accounts for 14 percent of all the sections repealed.

Non-cabinet agencies, including the Attorney General, Insurance Commissioner,
University of Washington and Washington State University, repealed 238 sections of
WAC. These agencies eliminated approximately 59 pages in the WAC.
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Overview: Quality Improvement

Governor Gary Locke signed Executive Order 97-03, Quality Improvement on April 30,
1997. The executive order implements a major government-wide initiative that focuses on
improving customer service and reducing costs.

The executive order required each agency by July 1 to develop and implement a plan to
improve the quality, efficiency and effectiveness of the public services it provides. The
methods agencies are using include quality improvement techniques, business process
design and employee involvement.

Each agency is being held accountable for developing effective service improvements. For
instance, agencies are required to develop what are called performance measures. These
measurements are used to assess customer satisfaction and to provide feedback on
service improvement efforts.

Each agency submits a quarterly report describing the results of quality improvement
activities. Agencies reported 192 quality initiatives in the first quarterly reports submitted
in October.

The quality efforts are directed by the Governor’s Office with oversight by the Subcabinet
on Management Improvement and Results.
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Customer Service

Department of Agriculture
1 Pesticide license renewal is easier and more timely

Department of Ecology
2 Partnership reduces hazardous waste

Department of Employment Security

3 Filing by mail saves travel time, waiting and $$$
4  Reduced waiting time for clients

5  Tapping telephone technology to improve service
6  Backlog of applications eliminated

Department of Financial Institutions
7 Getting the word out to investors

Department of General Administration
8  E-mail allows parking sign up in 5 minutes

Department of Health

9  Health customers get better service
10  Shellfish licenses renewed faster
11 No long waits for birth certificates

Department of Labor and Industries

12  Betterfiling process unclogs backlog

13 Fees for firms not producing wastes eliminated
14  Unnecessary second inspection eliminated

Department of Licensing
15 Teen drivers round up licenses
16  Abrighter picture for lost licenses

Department of Natural Resources
17  Guide shows way to forest practices understanding
18  Applicants helped with complicated form

vi



Department of Retirement Systems

19  Customers speak; agency listens; costs avoided
20 Retired teachers are happy with agency efficiency
21 Timely death benefits ease grieving process

Department of Revenue

22 Return calls to taxpayers cut by almost 50 percent
23 Callers get answers in 2 minutes or less

24 Internet technology makes paying taxes easier

Department of Services for the Blind
25 Visually impaired gain job experience

Department of Social and Health Services
26 Foster care gets caring review
27 Nolong-term wait in application process

Department of Veterans Affairs
28 Change means same-day decision for veterans

Liquor Control Board
29 Snuffing out teen tobacco sales

Lottery Commission
30 Lottery hits jackpot in cutting sign-up time

Utilities and Transportation Commission
31 Change trims 70 days from registration time
32 New system cuts 6 days from complaint time

Washington State Patrol
33 Employee hotline questions trigger law change

Quality, Effectiveness, Efficiency

vii
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Efficiency Gains

Department of Ecology

35 Waste effort generates savings

36 New process simplifies water quality grant application
37 Data cleaned, more easily tracked

38 Youths to collect triple the trash

Department of Employment Security
39 Automated forms easier to use, make billings faster
40 Better collections through better processes

Department of Fish and Wildlife
41 Fish and Wildlife combines groups and saves
42 Fish and Wildlife goes fishing for private sector help

Department of General Administration
43 Barcoding comes to Consolidated Mail Services
44 GAs master database to speed reports

Department of Information Services
45 State ‘checks’ have right number

Department of Labor and Industries
46 Analysis pays off with lower publishing costs

Department of Licensing
47 Paychecks issued faster and cheaper

Department of Social and Health Services
48 Family home fair pays dividends

Health Care Authoriy
49 Basic Health Plan tightens up eligibility accuracy

Washington State University
50 Alcohol use reduced at sports events

viii



Cost Savings

Department of Corrections
51 Getting injured workers back on the job saves money
52  Avoiding cost of unnecessary medical treatment

Department of Employment Security
53 Telecommuting reduces lease costs

Department of General Administration
54 Purchasing card saves small transaction dollars
55 Cooperative procurement means big money savings

Department of Health
56 ‘Have nots’ now have good service

Department of Labor and Industries
57 Change in public hearing notices reduces costs

Department of Personnel
58 Less paper, reduced costs, faster delivery

Department of Social and Health Services
59 Leased circuits eliminated, redirecting $1.1 million

Health Care Authority
60 Bill consolidation saves time and money

Quality, Effectiveness, Efficiency

ix



Customer Service

Department of Agriculture

Jim Jesernig
Director

Pesticide license renewal is easier and more timely

When pesticide applicators want to renew their licenses, they must first find out if they
have earned enough training (re-certification) credits to be eligible for license renewal,
complete a license application, and wait to receive their new license. Prior to the 1996
license year some pesticide applicators received their license renewals as late as May or
June. All licenses expire December 31.

WSDA’s Pesticide Management Division, Certification and Training Section, with the help
of the Department of Licensing, the State Printer, and Moore business forms, automated
the licensing and certification processes with multiple positive results:

Results

% The 1997-98 license applications were mailed by Sept. 30, 1997. The agency expects to issue all
routine licenses before Jan. 1, 1998. The entire process for 25,000 licenses is to be completed by
mid-January; significantly reducing the amount of time it took to renew a pesticide applicator's
license from seven months to approximately three months.

% Staff reduced time responding to telephone inquiries about delayed licenses-- instead of the
process continuing into the spring and applicants calling to get a license number or to verify their
eligibility to renew their license(s), the entire licensing process is completed by January. Re-
allocate staff time saved to provide additional, responsive direct customer services.

% License renewals were accomplished in one mass mailing of 25,000 pieces. Previously this
required two mass mailings. Reduced postage by one-half, plus reduce FTE costs.

CONTACT: Margaret Tucker, (360) 902-2015
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Customer Service

Department of Ecology

Tom Fitzsimmons
Director

Partnership reduces hazardous waste

Washington’s largest electroplater, Industrial Plating Corporation of Seattle, produced
50,000 gallons of hazardous waste each day. Department of Ecology engineers teamed up
with the company to identify ways to reduce hazardous waste and save the company
money at the same time. The team has proposed some business process changes.

Results

% Waste generated was reduced from 50,000 gallons to 7,000 gallons per day.

*  Afterinitially investing about $40,000 the company has saved over $100,000 to date and is
projected to save about $250,000 by the end of the first year.

% Two other facilities have teamed up with Ecology to date and are achieving similar results.

CONTACT: Greg Sorlie, (360) 407-6702, or Michael Johnson, (360) 407-6338



Customer Service

Department of Employment Security

Carver Gayton
Commissioner

Filing by mail saves travel time, waiting and $$$

Applicants filing an initial claim for unemployment benefits are required to file in-person at
one of the 28 job service centers throughout the state. This creates some hardships in
high-volume offices or in certain remote locations. These can include long waits to file
(sometimes three to five hours) and personal costs for travel (such as ferry fares).

A work group involving agency staff and representatives from the Legislature, business
and labor designed a regulatory reform pilot in which applicants in Pierce, Island and
Kittitas Counties can file by mail.

Results

% Applications can be mailed, saving a trip to the Job Service Center and three- to four-hour waits in
Pierce County.

* Island County residents save travel time and a $15 to $20 ferry fare.

% Kittitas County residents (whose service center was closed) avoid traveling 30 miles or more to
Yakima.

% The application form is simpler and easier to fill out.

CONTACT: Juanita Myers, (360) 902-9665
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Customer Service

Department of Employment Security

Carver Gayton
Director

Reduced waiting time for clients

Customers at the Cowlitz County Job Service Center were waiting an average of 39
minutes to see a staff person for a job referral.

A project team created a “Rapid Referral Desk” to specifically serve customers seeking job
referrals.

Results

% Waiting time was reduced by almost 50 percent to an average of 20 minutes.
% The number of people seeking job referrals has increased.

% The department has increased its ability to serve additional customers.

CONTACT: Erin Chambers, (360) 578-4220
4



Customer Service

Department of Employment Security

Carver Gayton
Director

Tapping telephone technology to improve service

About 80 percent of the people who collect unemployment insurance benefits in Wash-
ington use the department’s Benefit Hotline to file weekly for benefits after establishing an
initial claim. The automated phone system has over 700 lines available guaranteeing quick
and easy access to service. While on the line, customers can also hear general information
on unemployment insurance, find out if their check is in the mail or learn the location of
their nearest Job Service Center.

Improvements and refinements were necessary to optimize the system. Needless staff time
was being devoted to assisting callers who should have been able to get all the informa-
tion they needed automatically.

A project team looked at the process and made several recommendations for improvement.
They reprogrammed the computer so that it would ask appropriate questions, eliminated
several questions, improved the clarity of the Spanish language script and introduced a
“Helpful Hints” instruction sheet. They also completed and distributed Spanish and

English language training videos on using the hotline.

Results

% Better, more efficient self-service system, results in increased customer usage and satisfaction.
Customer service has improved.

Staff time is saved. About 52 percent of claims filed this way are being filed on Sunday.

Procedures have been simplified.

b D D P o

About $19,000 has been saved through reduced telephone costs.

CONTACT: Patricia J. Remy, (360) 902-9701
5



Customer Service

Department of Employment Security

Carver Gayton
Director

Backlog of applications eliminated

Employment Security was not able to process unemployment insurance master applica-
tions as quickly as they were coming in due to staff reductions. At its worst, the backlog
of master applications was 3,389 high.

That was until a new process was introduced — the backlogged master applications were
distributed to staff based on territory.

Results

Backlog was reduced from 3,389 to 86 between May and August 1997.
The volume of telephone calls was reduced.

The relationship with employers was improved.

b . D S

Potential late reports and penalties are avoided.

CONTACT: Brenda Westfall, (360) 902-9373
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Customer Service

Department of Financial Institutions

John L. Bley
Director

Getting the word out to investors

The Securities section, charged with protecting consumers from fraud, kept hearing “we
didn’t even know you existed” from consumers and other agencies. They realized they
needed help in reaching the maximum number of investors and potential investors, but
had a limited number of people available for investor education.

The section decided to begin working more with groups that have direct contact with
people — especially senior citizens — to allow them to reach more people who need
information about securities investments. They began contacting any agency, group or
organization that has dealings with senior citizens or other potential investors. They sent
out brochures, made people aware of the agency’s web site on the Internet and offered
information at conferences and trade shows. This was accomplished with a minimum
number of staff and the maximum use of visuals and brochures.

Results

% The agency now receives calls every day from people who have seen its public service ads and
they are checking out an investment.

% They are getting more calls from people who report suspicious advertising as a result of seeing
the agency’s public service announcements.

% People come to see the division at trade shows with complaints or suspicious investments.

% Staff get more reports from people who say they are using the information they have received.

CONTACT: Scott Jarvis, (360) 902-8794
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Customer Service

Department of General Administration

Marsha Tadano Long
Director

E-mail allows parking sign up in 5 minutes

All requests for service once required new employees to make a trip to the Office of
Parking Services to register for parking. Employees were often requested to show vehicle
registration, a driver’s license or sign payroll deduction forms, a time-consuming process.

To speed this service, the Office of Parking Services began a computer system that allows
employees to register for parking via electronic mail by filling out a special form.

Result

% Customers can sign up online for parking in just five minutes, instead of the 45 minutes once
required to register and obtain a parking permit.

CONTACT: Rick Millburn, (360) 586-5950



Customer Service

Department of Health

Bruce Miyahara
Secretary

Health customers get better service

Customers who came to the Department of Health’s headquarters building in Olympia
complained of confusion, long waits for service and having to go to a second place for
cashier service. Customers often were not able to figure out where to go for help.

Customers now are surveyed daily. As a result of survey and staff recommendations, the
agency changed its phone system to allow the receptionist more time for walk-in custom-
ers. A numbering system was developed for customers to avoid confusion as to who is
next for service. The reception area was refurbished and the cashier function was moved
into the main reception area for improved security and customer response time.

Results

% Inthe last six months, less than 5 percent of customers reported having to wait for more than 10
minutes, down from 12 percent in 1996.

% Customers rated staff assistance as: 83 percent excellent, 16 percent satisfactory and only 1
percent unsatisfactory.

CONTACT: Sue Shoblom, (360) 586-5963
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Customer Service

Department of Health

Bruce Miyahara
Secretary

Shellfish licenses renewed faster

About 350 commercial shellfish growers are required to obtain annual licenses. Prior to
1997, the license applications were stored on a desk pending an inspection of their
operation. After the inspection was conducted, the paperwork was processed and a
license issued. Licenses were sometimes issued two or three months after application.
Minimal follow-up was conducted with companies who did not renew.

A team identified better ways to receive, track, review and issue licenses. Inspections are
conducted before renewal applications are received. Licenses are issued promptly after
inspections are completed. A second notice is sent to companies who have not submitted
renewal applications.

Results
% Shellfish license renewals are processed in as little as one day.

% By late September 1997, the agency had renewed 216 licenses, compared with 23 renewals the
year before, increasing the public’s confidence in the safety of the shellfish sold at market.

% Errors have been reduced and response to customer needs has increased.

CONTACT: Jennifer Tebaldi, (360) 664-3257
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Customer Service

Department of Health

Bruce Miyahara
Secretary

No long waits for birth certificates

The Department of Health communicated with 33 local health departments and other local
health jurisdictions through faxes, telephone calls and a dial-in bulletin board. This slow,
cumbersome process lacked timeliness and delayed issuance of such things as birth
certificates. It also prevented many local health officials from meaningful participation in
issues and discussions that would directly impact them.

Health staff developed a state-of-the-art communications network connecting state and
local health offices. Local health jurisdictions also installed their own local communica-
tions networks. Health staff trained 48 local health and county staff to maintain their own
local systems.

Results

% Birth certificates now are issued in some jurisdictions in as little as 15 minutes from the time a
customer requests one. This compares with turnaround time of several days in the past.

% Local staff were trained in maintaining their networks resulting in a cost avoidance of about $1.5
million a year.

% Local health officials have been able to participate in discussions and decisions regarding
statewide issues such as Washington’s response to the proposed tobacco settlement.

% The network is also being used by other local and state agencies.

CONTACT: Ron Seymour, (360) 705-6333
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Customer Service

Department of Labor and Industries

Gary Moore
Director

Better filing process unclogs backlog

Construction contractors would have to wait up to eight weeks for their annual registra-
tion to be renewed by Labor and Industries. Part of the blame was an archaic, 70,000-file
filing system. The renewal process also called for staff to pull the contractor’s file each
time, contributing to significant delays. Untimely renewals can lead to inaccurate informa-
tion on the contractor registration database, which is a consumer resource for people
wanting to know if their prospective contractors are bonded and insured.

At the recommendation of an employee team, a new “Optimum Flow” system was put into
place in August 1997. Now, rather than pulling the file each time, the renewals are pro-
cessed by computer, with the actual paperwork going into the file later. Most of the files
themselves were converted from an alphanumeric system to indexing by Uniform Business
Identifier.

The department also began sending out letters with each contractor’s renewal notice
indicating the most common errors contributing to process delays.

Result

% With full staffing, contractors now can have their registrations renewed on an average of five days.

CONTACT: Pam Bergman, (360) 902-5202
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Customer Service

Department of Labor and Industries

Gary Moore
Director

Fees for firms not producing wastes eliminated

Certain types of new businesses likely to produce hazardous wastes are sent a bill by the
Department of Labor and Industries. This fee funds worker and community right-to-know
worker safety and health programs. If a business doesn’t produce hazardous wastes, it
can obtain an exemption from future fees, but under current regulations, the employer was
obligated to pay its past bill.

Labor and Industries as part of its regulatory improvement effort identified this inequity

and is adopting regulations that will wipe out the past bill amount for businesses that do
not produce hazardous wastes, a common sense change for the better.

Result

% Qualifying businesses no longer have to pay a fee.

CONTACT: Dave Pratt, (360) 902-6697

13



Customer Service

Department of Labor and Industries

Gary Moore
Director

Unnecessary second inspection eliminated

The Department of Labor and Industries performs electrical and other construction
inspections for factory-built structures. Factory-built commercial structures had to be
inspected and issued a temporary insignia when they were put on a sales lot. Then the
structures had to be inspected again when they were placed at their permanent locations.

As part of its regulatory improvement efforts, the agency identified the chance to elimi-
nate an unnecessary inspection. L&I is changing its regulations to provide that these
structures will be inspected only once at the manufacturing facility.

Results

% Factory-built commercial structure purchasers will save about $5,000 per year.

% L&l staff will be freed up to do other safety work.

CONTACT: Dave Pratt, (360) 902-6697
14



Customer Service

Department of Licensing

Evelyn P. Yenson
Director

Teen drivers round up licenses

More than 37,000 16-year-olds take drive tests each year to receive their first driver
license. Typically, the scheduling peaks every eight to 10 weeks as teens complete their
school driving courses. The teenagers would schedule for drive tests on a first-come,
first-served basis. This periodically causes a backlog of eight or more days in drive testing
schedules.

Licensing staff decided to pilot a new scheduling approach at the Kirkland, Bellevue and
North Bend licensing service offices. Working with the area high schools, staff invited
teens to a one-day “Teen Roadeo.” This day was dedicated to conducting drive tests in
an event shared by the teens, their parents and Licensing staff.

Results

% 221 teen drivers were tested during the two Roadeos held in June and August 1997, which
reduced the district’s licensing office backlog by five days.

% More drive tests were conducted in a shorter time period because the day was dedicated to drive
testing without interruptions and there were fewer no-show applicants.

CONTACT: Karen Fields, (360) 902-3844
15



Customer Service

Department of Licensing

Evelyn P. Yenson
Director

A brighter picture for lost licenses

Everyone is familiar with having a picture taken for a driver license. About 50,000 people
misplace or otherwise lose their licenses each year. Licensing staff must match their new
photo with the photo on file before a final replacement license with their photo is mailed to
them. Customers had to depend on a temporary license for six to eight weeks while waiting
for the final replacement license.

A quality team found ways to deal with process inconsistencies. Several possible
changes were identified and tested. Headquarters staff and field staff improved communi-
cations and unnecessary work was eliminated. Policies on application verification
procedures were clarified and streamlined.

Result

%  Turnaround time was reduced from 52 days to 14 days.

CONTACT: Karen Fields, (360) 902-3844
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Customer Service

Department of Natural Resources

Jennifer M. Belcher
Commissioner of Public Lands

Guide shows way to forest practices understanding

Many of the 95,000 owners of small forests have complained that the state forest practices
rules were complicated and hard to understand.

The agency worked with landowners and other stakeholders from the state, Indian tribes
and federal and private industries groups to address the problem: The result is a free, 64-
page guide (“Forest Practices Illustrated”) that:

Results

% Clearly explains the most commonly used rules for timber harvest, road construction, reforestation
and uses of pesticides and fertilizers.

% Contains anintroductory question-and-answer section, glossary of technical terms, additional
resources and “checklists for success.”

% Provides regulatory and consultative outreach to landowners.

CONTACT: Ronn Schuttie, (360) 902-1391, or Sandy Rudnick, (360) 902-1121.
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Customer Service

Department of Natural Resources

Jennifer M. Belcher
Commissioner of Public Lands

Applicants helped with complicated form

The Department of Natural Resources created a new assistance tool that makes it easier
for people to do business with government, government to do business with government,
speeds up a required process and benefits the state’s environmental resources.

The SEPA Checklist Resource Guide helps people fill out the State Environmental Policy
Act checklist — a sometimes hard-to-follow required government form that helps the state
weigh environmental impacts resulting from proposed projects.

Results
% Headaches and frustration are minimized when people are dealing with the agency.
% Good decision-making is quicker by helping get the form filled out right the first time.

% The public and other agencies know up front what information the agency needs to review the
potential for environmental impacts.

CONTACT: Dave Dietzman, (360) 902-1633, or Sandy Rudnick, (360) 902-1121
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Customer Service

Department of Retirement Systems

John F. Charles
Director

Customers speak; agency listens; costs avoided

The more than 77,000 persons retired from public service who are paid by electronic fund
transfer received remittance advice statements each month, whether they wanted them or
not. Many indicated they thought this was a waste of resources or introduced an unnec-
essary risk because these statements contain personal and financial information.

In response to client input, the department modified its procedures and information
system.

Results

% Only retirees who want the statements receive them monthly (about 21 percent).
% The remaining 79 percent want them only when there is a change ... or don't want them at all.

*  Upto$14,700is saved each month. The savings will be used to establish a toll-free phone
number requested by retirees.

CONTACT: Ann Risdon, (360) 709-4773
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Customer Service

Department of Retirement Systems

John F. Charles
Director

Retired teachers are happy with agency efficiency

Teachers retiring at the end of the school year often had to wait until September or
October to receive their first retirement check if they filed after May 31. The late payments
were retroactive, but some retirees had to do without retirement checks for months.

An agency team attacked the late-check problem.

Results

% Thisyear, all 1,080 teachers who submitted completed retirement applications by July 18 had their
first retirement check mailed by July 28.

% There were far fewer phone calls asking: “When am | going to get my check?”

% Retirement Processing’s work flow was ahead two months in August and September — allowing an
estimated $54,300 in staff time to be re-directed to other critical needs.

CONTACT: Margaret Wimmer, (360) 709-4710
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Customer Service

Department of Retirement Systems

John F. Charles
Director

Timely death benefits ease grieving process

In the past, when a retiree from state service died, it could take up to four months to
process claims for survivors under a new benefits and disbursements computer system.

A work team from the Death and Disabilities Unit and Information Services used total
quality management techniques to design an approach for automating the processing of
death and disability claims.

Results

% Inmost cases, responding to the initial claim now takes only two weeks rather than up to four
months, a 70 percent reduction.

%  Once all the information is received, payment is made to survivors within one week.

% Survivors are able to settle their estates sooner.

CONTACT: Jack Bryant, (360) 709-4755
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Customer Service

Department of Revenue

Frederick C. Kiga
Director

Return calls to taxpayers cut by almost 50 percent

Washington taxpayers who need to conduct business with the state Department of
Revenue may come in person to district offices or make telephone calls. But during peak
tax-filing periods, the department found that taxpayers making telephone inquiries faced
delays as long as 10 minutes. Some callers simply hung up after being on hold too long.
And taking time to answer phone calls caused delays in providing service to taxpayers
who came in person to offices.

The Compliance Division selected three regional offices to test an automated telephone
attendant. The division designed the attendant to provide five levels of basic information
to callers. The attendant also directed more detailed questions to the voice-mail system of
revenue agents and auditors.

Results

% Calls that had to be returned by division staff were reduced by almost 50 percent — from 200 a
day to 105. Much of this is the result of the automated attendant providing answers to the most
common questions.

%  Callers no longer were put on hold.

% Information is now available 24 hours a day.

CONTACT: Evelyn Czapiewski, (360) 586-5757
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Customer Service

Department of Revenue

Frederick C. Kiga
Director

Callers get answers in 2 minutes or less

The Department of Revenue’s Information Center offers state taxpayers a toll-free call
center that provides answers through a variety of automated services. Although the
automated responses serve many callers, others require personal assistance from repre-
sentatives. Between 1990 and 1996, requests for one-on-one service grew from 150,000 to
207,000 annually. Increased demand meant callers had to wait longer for answers to their
questions.

In 1994, 303,000 callers received busy signals. Another 43,000 callers abandoned their calls
after being placed on hold. An automated answer service cut busy signals to callers by 97
percent. But although more callers were getting through, on-hold times increased, with 46

percent of all callers placed on hold for four minutes or longer before receiving assistance.

Beginning in July 1997, three additional representatives began answering questions full
time with a new call-center performance goal of responding to 60 percent of all calls within
two minutes or less between 1997 and 1999.

Result

% The representatives have responded to 62 percent of all calls within two minutes or less during the
third quarter of 1997.

CONTACT: Jeannie Staley, (360) 786-6110
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Customer Service

Department of Revenue

Frederick C. Kiga
Director

Internet technology makes paying taxes easier

Tax returns from the more than 400,000 businesses in the state are filed with the depart-
ment on paper. Many of the entries are handwritten and 15 to 20 percent contain errors.
These cause both Revenue and the taxpayer time-consuming re-work on the returns.

A representative group of businesses formed a partnership with Revenue and the
Department of Information Services to design improvements for the tax-filing process.

The result is the Internet-based Electronic Tax Filing System that calculates the business’s
tax liability. Using a proof-of-concept form, 10 businesses filed and paid their October
taxes over the Internet.

The next step is a voluntary pilot involving a larger number of taxpayers.

Results

% Businesses are given a tool to save time by “getting their taxes right the first time.”

% Taxes are calculated automatically using current tax rules, significantly reducing errors. Point-and-
click software provides easy access to tax rules, helping taxpayers fill out their tax return correctly.

% Dataand funds are encrypted safely and transferred immediately.

% Time-consuming paperwork is reduced or eliminated and user-friendly software allows easy
calculation of taxes owed.

CONTACT: Ralph Osgood, (360) 902-7075
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Customer Service

Department of Services for the Blind

Shirley A. Smith
Director

Visually impaired gain job experience

The development of work skills, as well as daily living skills, is a primary goal in providing
services to blind and visually impaired high school students.

Last summer, in a cooperative effort between the agency and private and public sectors, a
jobs program was developed for these students. The results:

Results

% Twenty-one blind or visually impaired students from throughout the state received six weeks of
paid work experience in private and public businesses in the Seattle area.

% Two of those students were offered permanent, part-time work.

% Allthe employers agreed to do it again next summer.

CONTACT: Bonnie Jindra, (360) 586-0275
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Customer Service

Department of Social and Health Services

Lyle Quasim
Secretary

Foster care gets caring review

Historically, foster home records were reviewed only when an incident occurred and
seldom reviewed for issues of cumulative harm. This resulted in some foster homes that
presented a risk to the health and safety of children retaining their license.

The Division of Licensed Resources recruited temporary staff, primarily experienced child
welfare retirees, and directed each region to review 100 percent of Department of Social
and Health Services (DSHS) foster home licensing records. The objectives were to identify
homes that represented a risk to children and take appropriate action, and identify and
provide recommendations for improvements. A checklist was developed to guide review-
ers and maintain consistency.

Results

% One hundred percent of licensed foster home records were reviewed.

% Homes with serious infractions or safety concerns were served with letters revoking or suspend-
ing their license.

%  Foster homes that failed to maintain licensing standards or compromised a child’s health or safety
were placed on immediate corrective action with a time frame for compliance.

CONTACT: Jim Sherril, (360) 902-7967
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Customer Service

Department of Social and Health Services

Lyle Quasim
Secretary

No long-term wait in application process

Clients seeking long-term care services waited up to 90 days for initial contact from a
financial worker. The application was difficult to understand and took a long time to
process.

A Home and Community Services, Region 5, Quality Improvement Team was launched to
redesign the financial determination process and improve customer service. They found
directions for completing the application packet were lacking and information was
scattered. The program had no consistent method of tracking communication and often
the clients were unaware which financial worker had been assigned to them.

Results

% The application packet was revised into reader-friendly language and clients receive more staff
assistance.

%  Combining the application screening and pending process reduced turnaround time from receipt of
application to sending an initial letter to the applicant from 10-90 days to 24 hours.

%  The time a client waits for initial contact from a financial worker was reduced from 60-90 days to
less than 5 days.

% Clients know who their financial worker is and staff have more time to work with them.

% Customers receive needed services and healthcare faster.

CONTACT: Deanna Rankos, (253) 593-2512, or Tom Williams, (360) 493-2551
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Customer Service

Department of Veterans’ Affairs

John King
Director

Change means same-day decision for veterans

Department of Veterans’ Affairs helps veterans in their transition to civilian life by
working with the U.S. Department of Veteran Affairs and other organizations. A depart-
ment review in 1996 showed that a veteran newly separated from active duty needed nine
to 12 months to get a decision on various veteran benefits. The rev