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PROCESS IMPROVEMENT PROJECT










  Problem statement  
      There is always room for improvement in every business or organization, for this paper I decided to take a detailed look at my organization, to analyze and see how we can resolve the issue of extended wait times during tax season. I work for an investment group in the Retail Client Operations Department, normally the expected time for a client to be attended to is roughly between 5 to 15 minutes after they call, but recently data shows that the turn over time for clients once they call in has increased to an hour or sometimes even more. As a result, there is an increased level of elevated clients and this destroys the company’s reputation because client experience and customer service is the major key to success. Our clients own the company so it’s important to put their interest first. Being competent is execution at the best possible manner with the least waste of resources, time and cash. The supply chain is about safeguarding the workflow in such a way that maximum revenue is attained using minimum cost. For a highly effective and efficient supply chain, the process improvement team needs to plan, shape and execute a rigid business model to eliminate waste and do what is necessary for our investors.
    The main cause of the problem is variation in demand. the uneven forecast of demand instigates the root cause. Because we turn to have numerous or a high volume of calls towards the holiday season and tax period. A lot of clients are trying to take out their required minimum distribution, gift shares or complete their contributions into their IRA; s before year end. When clients call most times their first contact is with contractors who are not trained on high functions like placing trades thus the clients are placed on a long hold to speak to a licensed and experienced representative. 

Tools
        The goal at the end of the day is to present the problem with evidence present solutions and possible outcomes. Use the 5 Why’s, to come up with a work break down structure which will present the data collected, research, action plan or implementation lastly a test phase of possible outcomes, identify loop holes then a final evaluation. The main purpose of a WBS (work break down structure) is to reduce complicated activities to a collection of tasks. This is important for the project manager because he or she can oversee the tasks more effectively than the complex activities.
     Quantitative Research is used to enumerate the problem by way of producing numerical data that can be changed into practical information/statistics. For example, number of handles calls are evaluated against the hold time and dead air between calls, how efficient are reps handling the calls? Are the contractors avoiding calls and literally transferring all calls? Do we need to get more trained personnel? Is the HR team mis hiring unqualified employees? Do work schedules need to be changed or extended? How can the call levels be managed with out annoying clients? Should more self-service and automated options be introduced? Thus, the use of surveys, longitudinal studies, online polls, and methodical observations.
        Qualitative Research is principally analytical research. It is used to gain an understanding of vital reasons, opinions, and motivations. Again, the goal is to eliminate the hold times so setting up discussion forums, aka problem solving groups to discuss the issue at hand. 




Stakeholder Analysis
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A stakeholder can be defined as a person, group or organization that has interest or concern in an organization. Stakeholders can affect or be affected by the organization's actions, objectives and policies (business dictionary). In my case the prominent stakeholders will be the owners of the company which is the clients in a whole, followed by management, employees full and part time contractors, the government, prospective customers, the press, the community public.
  According to the analyses below those in green will be in full support thus in high priority, because this change is all about enhancing client experience and is the client is satisfied the management (team leaders, administrators) will be content and must deal with battling extra-long elevated client calls.
  To follow up, those in Orange are the employees and are easily sued and could be talked into or convinced to accept the improvement as far as the leaders are acceptable and the clients interest comes first. Lastly, we have those in red in this case the public is red, recently due to the growth of the company managing 5 trillion in assets means we have witnessed a rapid increase in clients. So, news outlets have been speculating that the enormous growth of the company has led to a reduction in the level of customer care and dedication. Thus, the plan is to make sure our clients are eventually satisfied with the new improvements and spread the good news to our future clients (shareholders, press, or even future employees).
      To conclude my plan is to introduce more capabilities to the contractors so they can handle more calls, automatic voice verification which will save time if clients had to go through security questions, increase continues training and introduced more options that clients can get their issues resolved without having to call in, develop a flex team that is trained in almost all areas of the business to step in during high call volumes. These will be broken down in the next power point presentation. The high impact stakeholders will see the need and thus will influence others because the only way to delete non-value-adding steps is to restructure the entire process.
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