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Define: Project Charter



Define: SIPOC
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Measure: Process Map



Measure: Data Collection 

Measure Data Type Operational 
Definition Stratification Factors Sampling notes Who and How is Data 

Collected

Date/Time Time Date and time of 
call, walk-in, email. Day, week, month.

Entered by the staff 
member taking the 

call/walk-in/referral etc.

Contact 
Information Qualitative

How to contact 
client - phone, 

email, etc.
N/A Entered by staff assistant

Nature of 
Inquiry Qualitative Reason for inquiry

Internal or external 
services, type of 

service or information 
sought

Information collected 
as a text entry in either 
initial intake if no CSS 

assigned, or on the CSS 
tracker if assigned.

Entered by staff assistant or 
by CSS if assigned in 

separate tracking systems.

Resolution Qualitative
How the client's 

needs were met or 
resolved.

Completed internally, 
referred to external 
resources, unable to 

assist.

Resolution is captured 
as a text entry.

Resolution is captured as a 
text entry on the CSS 

Tracking - no resolution 
captured if no CSS 

assigned.



Analyze Phase

Analyze Phase



Reported Problem

“Citizens of North Port are 
perceived to have 

underserved needs in the area 
of social services”



5 Why’s Root Cause Analysis
  WHY?1 Anecdotal Feedback

  WHY?2 Current Process Does Not Capture 
Quantifiable Data

  WHY?3 Process was designed for reactive service 
delivery, not data analysis

  WHY?4 Analytics and decision-support were not a 
requirement

  WHY?5 Previously, there was limited demand for KPIs, 
and no relevant Governance roles



Root Cause

Social Services processes were 
designed for immediate client 
assistance, not long-term 
measurement. 

Leadership’s prioritization of data-
driven decision-making means we 
can establish standardized tracking 
to strengthen services and 
demonstrate impact.



8 Wastes Analysis

 • Key point 1

 • Key point 2

 • Key point 3



Improve Phase

Improve Phase



Improve: Supporting Data & 
Analysis
 Solution Selection Matrix

 Compare and prioritize potential (brainstormed) 
solutions based on weighted criteria



Improve: Supporting Data & 
Analysis
 Perform Risk Analysis

 FMEA (Failure Modes and Effects Analysis)
 Intake Tracker- Reduce Human Error in entering data into 

Tracker by implementing QAQC of Tracker.

 Customer Survey- Create a Clear & Concise survey that is 
fast and easy to complete



Improve: Supporting Data & 
Analysis
 Pilot Plan- a limited-scale trial used to test proposed solutions 

(Intake Tracker & Customer Service Survey).

 Pilot Checklist- Ensure methods are in place to reduce risk, 
prevent gaps & support full implementation.



Improve: Supporting Data & 
Analysis
 Process Map

 Added: "Updates Intake Tracker with resolution"



Improve: Proposed Solution -
Client Intake Tracking

 Improved inquiry tracking with 
staff entry form to collect more 
consistent and quantifiable 
data. 

 Development of data 
dashboard for visual data 
management and analysis.  



Improve: Proposed Solution -
Client Intake Tracking Dashboard

 Still in Development, the Inquiry Tracking Dashboard provides quick 
visual of year-to-date and monthly metrics.



Improve: Proposed Solution –
Post-Service Client Survey

 Created Client feedback survey 
with entry form to collect 
consistent and quantifiable 
data. 

 Development of data 
dashboard for visual data 
management and analysis.  



Control Phase

Control Phase



Control Plan: How the process is governed

Key Takeaway: Clear owners, review frequency, and defined methods 
keep the process stable over time.

Category Control Method Owner Frequency

Inquiry Tracking Monthly reports 
on categories, 
outcomes, 
response times

Process Owner Monthly

Citizen Feedback Structured survey 
review & insights

Process Owner Bi-Annual

Data Accuracy Review of entries 
& procedures

Supervisor Quarterly

Staff 
Training/Adoption

Training 
completion 
records & 
refresher sessions

Supervisor Annual



Communication Plan: How the process is kept visible

Audience Frequency Method Responsibility Purpose

Social Services 
Staff

Weekly during 
rollout; monthly 
after stabilization

Team huddles, 
email reminders, 
dashboards 
updates

Supervisors Keep staff aligned 
expectations, 
thresholds, and 
improvements

Supervisors Weekly Huddle check-
ins, email

Process Owner / 
Manager

Escalate issues, 
reinforce follow-
up actions, and 
support staff

Leadership Monthly Dashboard 
summaries, 
monthly reports

Process Owner Provide oversight, 
visibility of 
outcomes, and risks

City Leadership Quarterly Summary reports, 
check-in 
meetings

Process Owner 
with Project Lead 
support

Ensure 
transparency, 
maintain 
engagement, 
celebrate 
improvements



Control: Monitoring & 
Response Plan
Metrics: Accuracy, timeliness, error rates
 Frequency: Monthly review by 

supervisors & project team
 Thresholds: Accuracy triggers set for 

investigation
 Response: Retraining or process 

adjustments
Ownership: Social Services Management 

with Lean Six Sigma support



Control: Mistake Proofing - 
Intake Tracking System

 Required fields prevent missing 
data

 Dropdown menus reduce entry 
errors

 Predefined categories ensure 
consistency

 Format validation (e.g., phone 
number) reduces incorrect entries



Control: Mistake Proofing – 
Post Service Client Survey

 Required questions help ensure 
complete feedback

 Simple response options make 
surveys easy to complete

 Standardized responses support 
trend analysis over time



Control: Project Closure

 Ownership & Handoff:
 Process owner accountable for long-term sustainment

 Leadership oversees adoption and outcomes

 Documentation to be Delivered:
 Finalized procedures, training guides, survey templates, 

monitoring plan

 Next Steps:
 3-month post-rollout review

 Annual review of metrics & adoption

 Ongoing continuous improvement

Key Takeaway: Closure confirms sustainment and successful handoff.
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