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DHS Kaizen Event

Child Abuse Appeal Process

October 23 - October 27, 2006


[image: image1.png]SCOPE

This event will address the State of Iowa appeals process related to child abuse appeals from the time an appeal is received in the appeals unit until final agency action. 

OBJECTIVES

1. Correctly align work processes, identify problematic issues, and streamline the appeal process and necessary support functions.

2. Meet or exceed any appeal time guidelines that exist.

3. Establish standard process for submitting and processing appeals.

4. Minimize the number of hand-offs and delays in the appeal process.

5. Replace paper with technology whenever possible.

6. Simplify the process without impacting legal requirements of the process.

7. Develop and track process benchmarks.

8. Identify roles and responsibilities of staff in the field.

9. Capture and disseminate lessons learned from appeals decisions.

10. Improve Intra and Inter departmental communication / coordination training.

GOALS

1. 85% of DHS, DIA & AG participants provide satisfactory comments about the appeals process for child abuse appeals.

2. 85% of appeals are processed and resolved within 90 days of filing an appeal.

3. 85% of constituents provide satisfactory comments regarding the appeals process.

Team
Daily Briefing Participants:

Consultant:  Brent Jameson, Guidon
Kevin Concannon

Team leader: Jeff Terrell, DHS
Mary Nelson

Gary Hoxmeier (DHS, Service Area)
Sally Titus

Mary Wickman (AG)
Jim Krogman

Denise Dutton (Appeals Unit)
Vern Armstrong

Laura Barker (DIA)
Jean M. Davis

Tony Montoya (FOSU)


Jean M. Davis (DIA)


Jeff Anderson (RBA)


Rosemary Norlin (CFS)


Sharon Wright (DHS, Service Area)


Susan Godwin (RBA)


Janet Vaughn (CFS)


Jackie Rickert (DHS, Service Area)


Lisa Michaelson (RBA)


PRE-WORK:

1. Metrics on appeals volume by period and process lead times. (Denise, Laura)

2. Sample appeal documents. (Denise, Laura)

3. Listing of applicable codes re. appeals process. (AG Office)

4. Appeal timeframe guidelines. (Laura)

5. Appeal process map, if it exists. (Rosemary, Laura, Denise) 

6. All forms and documents used. (All)

FOLLOW UP DATES: 

1. Nov 2006 – 30 day 

2. Dec 2006 – 60 day

3. Jan 2006 – 90 day

4. April 2007 – 6 month

5. Oct 2007 – 1 year

Team Charter Sample
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