












































Overall observations:
» The Licensing Program has a series of underlying systemic problems that are significantly inhibiting the organization from operating efficiently.
if the organization proceeds without correcting these issues, then MBC can likely expect another “backlog-type” issue to reemerge from the Licensing Program in the future.

»

scommendatio

Note In}t e table bel ow, there is not a one-to~one correlation for each general observation and recommendatson There is a direct corre ation between each reoommendatuon and the priority, cost and b
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Table 2 — General Observations and Recommendations

> Processes and procedures and other wtal . Cont!mze to advance Policy and Procedure Manuals Medlum ‘ Improved staﬁ’ effectweness and staridardized process
infrastructure elements require significant 2. " Increase uninterrupted time available for review tasks Medium Low « Improved staff time for application processing
improvement o meet the demands of the Licensing | 3. Strengthen program-wide Quality Assurance (QA) High Low + Increased productivity through reduction of errors
Program processes
»  76% of US/CAN and 84% IMG applications and 4. Create process to capture and assess Staff suggestions Medium Low ¢ Continuous improvement and staff satisfaction
supporting documents have errors upon first review | 5. Implement a Continuous Process Improvement program Medium Medium |+ Increased collaboration, staff morale and stakeholder satisfaction
¥ Electronic clearinghouse {e.g. FSMB, AMA) can 6. Revise Application and Instructions High Medium |e Faster application processing through less “errors” and omissions
improve information flow 7. Implement Application Set-up Worksheet Medium Low s Allows for improved efficiencies and adds staff productivity metrics
> Licensing staff are most valuable resource and 8. Integrate Checklist into Application Medium Low « Improved communications between MBC and applicants
needs to be involved in implementing BPR
recommendations 9. Revise Fee Schedule and Licensing invoice Letter High Low « Improved communications between MBC and applicants
¥ Commitment to a vibrant QA program essential 10. Implement Application Update Forms Medium High e Higher productivity and stakeholder satisfaction
»  Clarification needed requiring PTAL renewals and 11. Continue use of FSMB forms and expand to iPickup Medium Low + Improved staff effectiveness and overall process improvement
ATS changes needed to track and manage PTALs | 12. Resolve Postgraduate Training Authorization Letter (PTAL) High Medium e Better tracking and management of PTALs
> Application of WAAS, updating the Web site portal issues and make appropriate changes
are good initial steps to improving stakeholder : )
communications 13. Update MBC Website content on Applicant Tab High Medium |* Improved communications between MBC and applicants
> Potential value in adopting a Postgraduate Training | 14. Implement Consumer Information Unit enhancements High Low + Improved ClU and Licensing Program communicalions
Program permit for US/Can applicants 15. Assess use of AMA's Physician Professional Database Medium Medium |« Single source of reliable and accurate information
16. Evaluale viability of Postgraduate Training Permit concept Low High s Unknown
> Management Reports have historically been non- 1. Implement new Management Report recommendations High Medium |« Realtime information will improve the management effectiveness
| existent, with no real time information concerning 2. Track DCA/SB requests and action tems hedium Low » improved communications
the status of the organization’s workload 3. Evolve ATS capabilities to address MBC needs High Medium | « {mproved staff effectivenéss and overall process improvement
»  ATS is inadequate for the transactional-based work | 4. Explore ways 1o increase use of electronic communications Medium Medium |5 Improved communications between MBC and stakeholders
especially when a IMG applicant transitions from 5. Assessiapproach for DCAJISB. secured portal electronic Medium Medium |o Faster dociiment submittalsflicense approvals
postgraduate training to a medical license L3 :
> Significant efficiencies available through extending | 6. Actively support DCA’s development of the BREEZE2 High Medium, |, gignificant improvement in MBC processes though integration of
how the Program communicates electronically Database Systemn High to modern IT databsss
> Significant process efficiencies have been gained by DCA
similar organization through transitioning to 7. Evaluate use of a Document Management System Medium High « Better workioad distribation and improved document tracking
___document control systems
» Licensing Program has been resource constrained 1. Advance Staffing recommendations - Seek approval for 7 High Medium | e Create a properly sized and effective organization with minimal use
over the past several years. additiorral full ime staff and managers. Immediately hire 4 of overtime and temporary staff
»  The current staff-lo-management ratio is at the additional positions approved in BCP i o o
unreasonable level of approximately 20:1 2. Reorganize ticensing Program and reinforce roles and High Medium | * More effective and collaborative organization with improved
» The organization and its processes are out of responsibilities employee morale with increased accountability, reporting and
alignment with its mission consistency
» The organization needs a combination of initiatives | 3. Restructure Administrative Support workflow Medium Medium | ¢ Increase ability to address varied skillsets needed
including continuous improvement, quality control 4. Change name of Consumer Information Unit High Low » Better customer service
and training to improve the work environment and 5. Shift clerical work done by Review Staff to Support Staff Medium Low « Improved staff effectiveness and employee satisfaction
increase customer satisfaction 6. Continuelo create and deploy effective training programs Medium Low « Create professionally satisfying work environment and higher work
¥ The effective use and management through quality
performance metrics is critical to meet expectations | 7. Work inventory o achieve initial review within 60 days High Medium |« Higher stakeholder satisfaction and increase staff morale
8. Establish performance objectives, program-wide staffing High Low » Increase management’s ability to address workioad fluctuations and

plans and metrics

identify staff issues
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Table 4 - Recommendation Summary

INFRA 1F-1 Continue to advarice Policy and Procedure Manuals Medium | « Development time o Standardized processes 2 Dec 2010
Process ; = [edicated resource e Easier to read and locate
+Procedures This includes completing the application policies and procedures manual (the physician » Staff Training and rollout information
application review sections are complete), enhancing its format, creating a review and » Cyclical Review and update
update process that can be used for all policy and procedure manuals and developing
licensing renewal policies and procedures. This will support the principles of clear,
concise and consistent information and improve consistency in processing. Staff ralning
is required and a dedicated resource is recommended for these tasks.
INFRA k-2 Increase uninterrupted time available for Review tasks Low | o OPTION 1: Possible need for additional CIU Medium s Increased time for reviewers to Medium OPTION 1 OPTION 1.
Process staff, Training complete initial review and 2 Dec 2010
+Procedures Review Staff estimate two to four hours a day are spent on phone calls and e-mails. = OPTION 2: Increased time for retuming calls application processing activities. OPTION 2:
Reducing the time spent on phone calls and email will increase time available for review and emails, possible escalation of calis to As needed OPTION 2.
tasks. Executive Staff As needed
QPTION 1: Reclassify existing CIU staff and/or augment CIU staff with properly
trained staff able to- answer calls that currently go to Review Staff.
OPTION 2: Temporarily relieve Review Staff of returning e-mails and phone calls
within established imeframe when workload is tigh.
INFRA IF-3 Strengthen program-wide Quality Assurance (A} processes Low | e Time and resources to maintain QA processes High « Standardized processes High 2 May 2010
Process « Staff Tralning » Reduced errors
+Procedures Ensuring the application has metl all requirements prior to icensure and issuance of e Updating processes and procedures s Increased efficiency
PTAL supports the mission of MBC. The current QA program must be maintained o Increased metnc reliability
including: the recently added erhanced QA of deficienicy letters for new staff and o Increased staff morale
application sekup and Z-Project. Additional training will gnsure Licensing Staff
undersiands QA benefits, .
INFRA IF-4 Create process to caplure and assess Staff suggestions Low | « INPROCESS High « Suggestions from staff doing work | Medium 2 Mar 2010
Process « Time zad resources to review, assess and are often viable and practical
+Procedures Establishing a repository and protess to capture and dssess staff suggestions will implement suggestions » Increased collaboration
increase communication, knowledge, and enhance a professionalwork environment by « Increased morale
gatherng and documenting staff ideas in palicy, procedure, process changes,
INFRA iF-5 implement 2 Continuocus Process improvement (CPI program Medium | « Time and resources to select a CPI High » Standardized processes Medium 3 Jun 2011
Process methodology » Reduced errors (assess)
+Procedures MBC should integrate into its long-range planning. the adeption of & scalable CPI = Timeand resources to implement the CPI ¢ Increased efficiency
program, This requires exgcutive sponsorship and an organizational leader program » Increased metric reliability
knowledgeable in the selected TPl methodology. Additional assessment is required. « Time and resocurces to maintain the CPI « Increased staff morale
program
¢ Saff training
TN NPT NRNRILERSENCR TN S LI SO ST >, ptatiog protesses and procedures " :
INFRA IF-6 Revise Appllcatlon and Instructions Medium | ¢ Devel upment + replacementof ex;simg form Htgh » Clearer infarmation to applicant High 2 Qet2010
Licensing « Forms management s Decrease inphone calls
Application Revise application and instructions based on staff racommendations and a historical « Staff Training = Decreasein application errors
study of errers found inapplication and supporting doctmentation. This will result in « Cyclical review and update
receiving applications with fewer arrors, reducing deficigncy letters sent to applicants and
MBC workload. Subsequent and coerdinated changes will be réquired for Web site
content, Policy + Procedure Manuals, outgoing correspandence, G scripls,
INFRA IF-7 implement Application Sef-up Worksheet Low | « Replace existing form Medium « Better ability to measure Medium 2 Sep 2010
Licensing » Forms management « Increased accountability
Application Application Sel-up Worksheel would replace current "pink fom” used by Suppor Staff. « Staff Training
Worksheet incorporales all tasks assigned to Suppor staff in selting up new application » Cyclical review and update
file folders and subsequent preliminary review and Increases accountability and ability to
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Table 4 - Recommendation Summary

measure task completion and accuracy. Information on the Torm could be used by
license and QA reviewers, A sample is included in Section 9 of the BPR Study Report.
INFRA iF-8 integrate Checklist into Application Low ¢ New form High » Provides better guidance to Medium 2 Jun 2010
Licensing & Staff Training applicant
Application This new checklist is intended to be integrated into the application and used by the « Cyclical Review and update + Allows MBC to obtain add'l info not
applicant to verify all required documents and forms are included prior to application + Possible shori-term increase in ClU calls available on current forms
submission to MBC. Applicant can also use checklist to verify and identify date « Increased quality of applications
docurnents were requested by external entities (such as transcripts from Medical received
School). The checklist would be sent in with the application. A sample is included in + Long-term decrease in calls to
Section 9 of the BPR Study Report. MBC
INFRA IF-9 Revise Fee Schedule and Licensing Invoice Letter Low +» Replace existing form Medium « Clearer information to applicant High 2 Jun 2010
Licensing ¢ Forms management ¢ Decrease fee-related errors
Application Current fee schedule and invoice lefter are confusing and result in additional work for « Staff Training s Decrease in calls to MBC
Cashiering and Licensing staff and possible delays in licensure. Samples of revised form « Cyclical review and update '
and letter are included in Seclion 9 of the BPR Study Report,
INFRA IF-10 Implement PTAL/License Application Update Form Medium | « Development + replacement of existing form High = Dacrease in application errors High 2 Sep 2010
Licensing « Forms management
Application Currently, -any update to the PTAL/License application (L1A-L1E) requires a new and « Staff Training
fully completed application.: There isno apparent benefit and rasults In additional « Cyclical review and update
reviewer ime-and erors iinrelated to the updated information. At one fime, @ separate
Application update form [L8) was used. This recommendation supports the use of an
Applicationupdateiorm. . e TR -
INFRA iF-11.1 | Continueuse of FEMB's eTranscripts N/A N/A N/A N/A N/A NIA IMPL
Forms
eTranscripls provides an-electronic varsion of the USMLE test score transeript through a
secured portal, Use of this service Is working and should conlinue.
INFRA IF-11.2 | Continue acceptance of FSMB's FCVS N/A N/A N/A MIA N/A N/A IMPL
Forms
FCVS creates @ Physician Information Profile with primary source verfication and
documents required for licensure. MBC accepts the documents as long as they meet
current statifery and regulatory requirements. Use of this service is working and should
continue: . MBC should monltor information about the FCVS enhancements scheduled for
implemertation in 2010 o delermine benefit tocurment MBC processing.
INFRA IF-11.3 | implement iPickup for electronic FCVS packet Low | s Establish process Medium s Only print what's nesded Medium 2 Jun 2010
Forms » |dentify staff to receive and process iPickup s Less mail fo process (IN PROCESS)
This FSMB service slectronically sends FCVS documents to a state Medical Board. Itis notifications
currently not being used &t MBC, | but once implemented could save time for both MBC
staff and the applicant. A process will need to be established and documented and staff
will require raining:
INFRA IF-11.4 | Assess Use of FEMB’s GME Connect info in lieu of L3A/B (Certificate of Completion Low » Create or analyze crosswalk between L3A/B Medium s Possibly more efficient process for | Medium 2 Feb 2011
Forms of ACGME/RCPSC Postgraduate Training). and Info from GME Connect to determine if its GME Program to complete
use is feasible.
GME Connect allows GME programs to provide credentialing verifications to FSMB
online through 4 secured portal. GME Connect should be assessed further to determine
use and benefit. Options for MBC to assess include acgepting this data in the FCVS
packet or alfowing the submission GME Connect data in hardeopy form with a wet
signaturé to be allowed in lieu of an L3A/B.
INFRA IF-11.5 | Monitor FSMB developments for Uniform Application + State-specific Addendum N/A o N/A N/A o N/A N/A NIA A
Forms .
These products would replace the Physician Licensing Application (Forms L1A- L1E) and
require significant MBC effort to implement. MBC should monitor the status of these
products, but focus resources on the development of the Breeze? system that will
replace the Application Tracking System (ATS).
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o o"o‘ao e

High-level Cost

Better management of PTALs

Reso v F‘ostgraduate Training Authorazation Letter (PTAL) issues and implement s Time and resources for special project and Dec 2011
PTAL changes subsequent work ¢ Better tracking + reporting of (ASSESSMENT)
« Licensing Committee and Board involvement PTALs 3
Current issues includa, but are not limited to, statutory and regulatory requirements, for policy direction (STATUTORY +
PTAL renewal limit and fees, file retention, lficensing inventory and workioad impact, and REGULATIORY
Application Tracking System (ATS) constraints. CHANGES)
RARERRAELEE. X X 5 X AR TSI, 7at x = x
INFRA iF-13 | Update MBC Web site content on Applicant Tab Medium | « Resources required to review website, propose High e |Long-term decrease in phone calls High 2 Oct 2010
Website updates and implement to CIU as Web site should become
Current Web site information is outdated and incomplete. « Requires a Dedicated and specialized resource primary source of information for
1. Update Applicant tab to more applicant-specific information « Possible short-term increase in ClU calls physicians and healthcars
2. Separate application from instructions because information is in a “different place” consumers.
3. Add PTAL-specific tab = Training for MBC Licensing Program Staff ¢ Increased quality in application
4. Limituse of Webmasterto technical-related issues; use general mailbox for non- (Review Staff, Executive Admin staff, CIU staff)
technical inquiries {for example, info@mbe.ca.gov) + Process to check generic mailboxes
5. Have option for WAAS users to send email to WAASInfo@mbe.ca.gov to + Resources to create processes, including
reduce ClU calls cyclical review.
6.  Add fields to taliback info for requestor to include ATS info and nature of inquiry
7. Create cyclical Web site review and update process
INFRA IF-14 Implement Consumerinformation Unit (CiU) enhancements Low « Time and resources to conduct research, Medium ¢ Enhanced feedback loop between High 2 Jun 2010
ciy review reports CIU and other licensing-related (IN PROCESS)
The ClU provides MBC phone suppoert . CIU recommendations include components
«  monthiy review of ouicome codes to determine subsequent action (for example,
« Wel site update or need for new sutcome code), regular assessment of call tree
used when callers phone CiU, and
= _ability 6 upgate Web Center calendar.
INFRA IF-15 Assess use of AMA's Physician Professional Database (PPD) Medium | « Time and resources to do complete High + Single source for data Medium TBD Sep 2010
GME assessment « Increased accuracy
Preliminary research indicates AMA PPD has data on residents currently enrolied in » New process to accept and process AMA file » Reduction (or elimination) of Form
GME programs. This may provide value to MBC in PTAL verification, PGT registration, « Revision io current PGT Registration Form 07M-175A
workload projections, and targeted outreach. processing = May have other uses
INFRA IF-16 Evaluate the viability of the Postgraduate {PG) Tralning Permit Concept High | « Significant Statutory and regulatory changes unknown + Unknown Low 3 Sep 2011
Other = Significant workload increase during "run out”
Concept reguires PG Tralning Peimits Torall rasidents prior i the start of PG training. period for existing statutes and regulations
This concepl was previously evaluated in 1897-and 20086, and identified again in October « Significant internal and external documentation
2009. BPR Study Team gsked to assess. Significant policy shift, statutory and regulatory and communication updates
changesare required. Substantial increase in workload for tun out period assuming both
old policy and.new policy would be in effect fora pedod of time. :Special Study
recommended if MBC wants to furth il t
mplement New Management Report Recommendations Licensing Program and ISB staff required to Automated reports will increase Jun
Management assess and priornitize report Review Staff time for application
Reporis There are over 20 reports identified within this recommendation. to assist the Licensing » Report development processing
Program. Sorne wers assessed as immediate prionty and implemented during the BPR e Licensing Program staff to analyze and act on + Data can be used for staff planning
Study to assist in managing application inventory awafting initial review. data provided in the reports and performance obieclive
Reports assessed as high prionty include those associated with: development
e Application Review Process (through Initial review) « increased accountabiiity to staff
» PTALs issued
» Administrative Support Processes
« Pended Mail waiting review
« Quality measurements
« Real-time management “dashboard” reporling
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Recommendatmn

'Track DCNISEIrequests and action items

- Low

® Lménsmg Staff to create and maintain action

2 Jun 2010

T IT-2 » Incregsed communication
Management ) ’ item fist + Better tracking and accountability
Reports Creating a DCA/ISB request and action item log would assist Licensing Program Staff in « DCAISB/Licensing Staff to define requirements
the identification and tracking of requests to DCA and ISB. Currently these items are not and implement
{racked consistently. - s Processtobeesigblished o | | o e
IT iT-3 Evolve ATS to address MBC needs High » DCAASB/Licensing Staﬁ to define requtrements High ® Increased abmty for ATS to meet High 2 Dec 2010
Applicant 1. Modify ATS fo allow better tracking of PTALs, regulatory compliance, deficiency and implement MBC’s processing needs
Tracking reporting.
System 2. Modify ATS so that data will not be erased if pathway is changed.
3. Modify online payment option to allow separate payments by the applicant.
4. Modify ATS to allow expiration date (or test date) o be captured so that reports
i (and letters) can be automatically generated if test scores are expiring. — . . - S —
T IT-4 | Explore ways to increase use of electronic communication Medium | « Licensing program and ISB Resources to Medium « improved customer satisfaction Medium 2 Jun 2010
E-communication implement and maintain = Improved staff productivity
Increasing use of e-communication with applicants and external entities will reduce overall « Customer/stakeholder leaming curve « Improved stakeholder
timeframes and workload. There is currently a heavy dependence-on hardcopy commurnications
communication, although there are areas where e-commubnication is iacreasing such as
ePickup and email notification to applicant that license application has been approved.
Increased use of email for deficiency notices is recommended. ' Other recommendations in
this study support increase use of e-communication.
iT IT-5 Assess option for DCA/NMBC ISB secured portal for electronic L3AB High | « Resource Licensing Program and ISB staff to High « Reduction in ime associated with | Medium 2 Jun 2010
E-communication assess feasibility obtaining L3AB from GME Assess
Staff takes time ensuring signatures are coirect and the seal is valid on-Form L3AB » Licensing program and ISB resources to programs Dec 2010
{Certificate of Completion of ACGME/RCPSC Pcstgraduate Training), Receiving this implement and maintain implement
form via a secured portal would reduce overall processing tsmelmes. » Qutreach to GME programs
iT iT-6 Actively sup;nort DCAS deveiopment of the BREEZE? Database szstem High | « Significant cost to DCA/State of California for Medium | » 2010 technology will lead to High 2 Dec 2012
Database the development and deployment of new improvements in Licensing &
California Bepartment of Consumer Affairs (DCA) s in the process of developing an system Frogram procésses 3
Agency-wide application systemn to replace the current Application Tracking System s Cost of Licensing Program and |SB staff « Significant management insight
{ATS).  Anticipated implementation is Decomber 2012, MBC involvement is ¢ritical so required in support of the planning and umover into workfiow
that requirements are identified early in system development. Continued support thiough to BREEZEZ o Lower igngslerm casts through
implementation will ensure requirements have been appropriately addressed. achieving higher productivity and
employee satisfaction
» e s T s = Highet customer sat:siamon e
T IT-7 | Evaluate use of a Document Management System High | = Significant workflow changes Medium ° ngnlﬁcantﬂy better and mgre Medium 2 Oct 2012
Document » Possibly significant internal and extemal secure document management
Management There are & wide varety of Docuntent Management Systems (DMS) available that provide documentation and communication updates « Batter workload distribution

Resources
Staffing

better workflow, tracking and reporting and increase.use of electronic imaging in
processing... implementing.a DMS requires significant planning, resources and training as
well as 4 sfrong infrastructure to support the substantial changes. BPR Study Report

ides 8 for

Advance Staffing Recormmendations

This recommendation will address the resource constraints the Licensing Program has
experienced over the pasi several years. Inaddilion, some recommendations identified
duning this BPR Study require staffing changes. Assumption has been made that the
Licensing Frogram will hire four (4) staff from BOP effective July 1, 2010. Staffing
recommendations include reciassification of existing staff and acquisition of seven {7)
additional positions through a fulure BCP.

High

+ Create and submit BCP

» Hire additional staff

» [dentifying and training “Floaters”

« Additional management, planning and
coordination required for float staff

» Additional staff needed and trained in both IMG
and US/CAN

High

o Increased racking
o Betler management oversight
Improvied customer salisfaction

» Increased effectiveness of
Licensing Program

« Better management and aversight

» :Reduced staff to manager ratios

e Stonger infrastruclure Increases

likelihood of long-term

sustainability

Increased capability to plan for and

addrass workload fluctuations

*»

High Oct 2010

Page 106




*** DRAFT

Madical Board of Calfffornia
Business Process Reengineering Study
Creating a Sustainable Licensing Program

Table 4 - Recommendation Summary

Ability o minimize Impact of staff
pianned and unplanned abseinces

CHREE.

SRR

High

Increased accourtability

Sep 2010

Resources Reorganize Licensmg Program and reinforce roles and respcnsibnl:’ues High s Reorganization from current structure High
Organization » Potential staff resistance # Increased reporting
The recrganization will result in functional groupings and includes: » increased consistency
1. Creation of a2 new Front-end/Back-end unit under Licensing Section
2. Restructure of existing Application Processing Units to focus on only US/CAN or
IMG. Currently units do both.
3. Consolidation and realignment of infrastructure-related functions into one unit.
Senior Review 2 and Special Programs will also be included in this unit.
. 4. Additional level of management to support the five (5) units in Licensing Section,
Resources ‘R-3 Restructure Administrative Support workflow Medium | « Initial assessment of skillsets required for each High o Increased ability to address vared | Medium 2 Sep 2010
Organization task skillsets needed in front-end tasks
Restructuring the workflow will address varied skills sets needed to complete application = Assignment of appropriately skilled staff » Promote team concept across
set-up and preliminary review tasks. It will also allow application files to flow to Review » Continued assessment of assigned staff support staff
Staffin receipt date order. s Potential staff resistance as shift from individual « Staff will develop expertise in one
tasks to team concept area more quickly
« Faster recognition of workload
issues
Resources R-4 Change name of Consumer Information Unit (CIU) Low | e Update Web Center call tree Medium « Bstter customer service High 2 Sep 2010
Organization = Update the Web site « More accurate call metrics {call
The current name may unintentionally result in physicians and other non-consumers o Update intemal or extemal documentation and metrics not captured for Executive
calling the Exscutive Office for assistance. Recommend change to “Physician and correspondence Office)
Consumernformation Unit™ e Train staff
Resources R-§ Shift clerical tasks done by Review Staff to Support Staff Low « Realignment of currently assigned Medium s [ncrease in time for Review Staffto | Medium 2 Jun 2010
Organization responsibilities for Review Staff and Support perform application reviews
Identification and alignment of clerical tasks to Support Staff will increase time Review Staff s Application will be more complete
Staff have o complete application review tasks. ¢ Increased workload for Support Staff when Review Staff starts tasks
e Additional Training and Quality Review « Higher job satisfaction for Review
Staff
» Increased ability for Support Staff
A A o omteo to exgand skill sets
Resources R-8 Continue to create and ﬁeptey effective training programs Low | e Dedlcate resource to create, refing, maintain Medium + Professionally satisfying work Medium 2 Aug 2010
Training and deploy training programs environment
Current training program for application processing is based on classroom training with s Staff time for training « Increased morale
real application files, observation and one-on-one mentoring. Continued focus on « Increased teamwork, collaboration,
creating, refining and deploving training programs will benefit the Licensing Program with job satisfaction
increased teamwark, f;d aboraiion s’raff kinowledge and ski Is. Typica!iy when training « Higher work quality
- - S e e here I e o o O e = ——
Resources R-7 Continue to work invantory to achoeva inrtial rewew wﬂhm 60 calendar days Medium | « Working at continued pace High e A reasonable "buffer” of time to High 2 : Apr 2010
Performance address unanticipated issues
Metrics This will aliow management a reasonable “buffer” of ime to idendify and address
unanticipated issues, such as higher than anticipated staff absences, that could result in
a recurrence of a backlog.
Resources R-8 Establish performance objectives, program-wide staffing plans, and metrics Low | e Dedicated resource to maintain High s Ability to measure task duration High 2 Sep 2010
Performance = Time and resources to do analysis, make + Ability to identify staffing issues
Metrics These management tools will ensure Licensing Program staff has the information fo adjustments and take corrective action » Increased ability to address

manage workioad and resources. The BPR Btudy Team worked with Licensing Program
to develop performance objectives, prefiminary staffing plans, and metrcs for Application
Review Staff 1o assist in the efforts focused on eliminaling the backlog. These tools can
be refined and leveraged to create tools for other areas of the Licensing Prograr.

Resources and time to identify, capture and
analyze metrics and determine any comrective
action

worklioad fluctuations
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