CREATING A CULTURE OF

CONTINUOUS
IMPROVEMENT

INDUSTRY : GOVERNMENT
EMPLOYEE : 300+

In August, 2019, the client, a regional council in Victoria, initiated its continuous improvement
journey for business by mapping and evaluating its processes to reduce complexity and lift

productivity enabled by new ways of working and more efficient work practices
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THE CLIENT

The client is @ medium regional council with a staff strength of around 300 employees

serving approximately 30,000 residents in the Shire.

It delivers services such as roads and infrastructure, businesses, public health and safety,

environment and sustainability etc. to the community.

THE ISSUE

OPERATIONAL INCONSISTENCY
with high variance on implementation and

delivery of same services hy different employees

LACK OF CLARITY

on where automation / technological

intervention was needed in the processes, resulting
in inefficient working style with a high degree of

manual work which was prone to error

NO VISIBILITY
on the operational cost of services and
underutilized core systems

NO CLARITY IN THE TASK'S
procedures that resulted in customer complaints

about receiving inconsistent advice

LITTLE OPPORTUNITY
to change or improve the business as lots
of information was stuck in people's heads

NO ALIGNMENT
between organizational-level strategy and
functional- level strategy, resulting in siloed teams
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ACHIEVEMENTS

Delivered major breakthroughs in Determined mudilo procecs

efficiencies in the finance

the finance department

Replaced the existing refund process,
which was inefficient and cumbersome,
with an alternate refund process for
over 80% of refunds under Supplier and
Accounts Payable Process. As a result,
the role of the finance department in the
refund process was reduced. This had a
major positive impact on both cost

and efficiency.

= Transaction cost was reduced from
$110.50 to $10 in the 80% of rates
refunds, resulting in an estimated
savings of $35,532 per year

_A Efficiency increased by 90%, as

0 [| the customer refund processing
time period reduced from 4 weeks
to 1-10 days (average 2 days per
refund processing)

processes that resulted in

Realised Efficiencies of approx.
173 hrs/yr or $7785 in the Debt
Collection Payment process

Reduction of 490hrs/yr equivalent
to the savings of $22,050 and
50% reduction in process time
Supplier Validation Process

Made accurate customer
information available for other
areas of councils within one
week (earlier the updating
process used to take 6 months)

Reduced operating cost

involved in providing Rates
Notices Service to the customer
significantly. Reached break-
even point, thus, making the
service offering financially viable
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Saved thousands of man-hours usually spent in Identifying efficiencies in processes,

proposing model changes and taking executive commitments for change with the help
of what-if analysis of PRIME BPM. Prior to the implementation of PRIME BPM, business
improvement projects used to take over 3000 man-hours. This number has been
drastically reduced with the adoption of the toaol.
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THE APPROACH

In order to enhance customer experience, increase efficiency, introduce automation and get
utmost clarity in business, the client needed to first document all its business processes and then
understand whatroles/ functions/ processes/ tasks are assigned to which resource.

A team was constituted by the client to undertake this project. The client opted for PRIME BPM
as their preferred choice of business process improvement software to support this project.
Things that stood out for the client while evaluating PRIME BPM and other similar tools
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Easy to use features that The advanced process All the features in PRIME BPM

allow team members without  analysis and improvement  make sense in the real world,
prior expertise in BPM space functionality that has the which leads to greater adoption
to drive the initiative capability to satisfy all the in the organization

growing expectations of the

client with time in their business

improvement initiative

"PRIME has been a fantastic partner in all aspects - right from setup, training,
implementation, and ongoing maintenance and support of the application.” -

Business Analyst Business Improvement

After quick initial training in PRIME BPM, the client straight away got on to the process mapping job.
As collaboration is the key to success when it comes to implementation of business process
improvement initiatives, client was rightfully concerned about the smooth adoption of the tool
within the organization. Hence, a step-by-step approach was followed in order to make the entire
process of adopting the software seamless and hassle-free:
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The team built The team rolled out It then identified
the process a pilot of PRIME BPM strong key use
libraries to identify with the aim to cases that
the different map 80% of supported the full
processes that exist processes in early rollout in the
in each business area adaptor teams organization
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