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This case study will explain how DHS achieved 
outstanding fleet management results in 
collisions and claims reduction

Å Reduced elapsed time, reduction in defects and variation  

ïAverage time to lodge claims has been reduced by 80%

Å Pro-activity in prevention strategies, behavioural change and 
process improvement 

- Reduced claims per vehicle by approx 30%

- Reduced cost to repair ïby 9%

Å Improved processes ïproactive Fleet Officers now involved in 
physical safety improvements and staff education strategies
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Human Services Portfolios

Community
Services

Human Services Portfolios

Mental
Health

HousingHealth

ÅMental Health 
ÅDrug Services

ÅAcute Health 
services
ÅAmbulance 
services
ÅPrimary and 
Dental Health
ÅSmall Rural 
Services
ÅPublic Health

ÅChild protection
and family 
services Juvenile 
Justice and Youth 
Services
Å Concessions
ÅAged and Home 
Care 
Å Disability 
Services

ÅHousing 
assistance  

Outputs
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DHS: Key Dimensions 

Department

Total FTE staff 11,491

Regions 8 (5 rural, 3 metro)

Divisions 9

Budget $12.45b

Total Assets $21.1b

Funded Sector 

Total external agency staff 90,856 (inc. hospitals)

Entities funded 1,158

Victorian locations approx 3,000

Funding $8.8b
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Where did the Doing Business Better strategy 
originate?

Wide ranging consultation was the key:

Å Met over 60 private sector companies, state, federal and local 
government organisations

Å Asked each of these organisations one key question

ñwhat do you do to improve organisational performance?ò

We drew upon their best experiences and improved on these 
efforts where we could, to develop a strategy that would ñbest 
fitò our culture
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The Lean strategy in DHS

Eliminating wasted effort

+ Simplifying processes

+ Removing duplication of effort

+ Improving quality

+ Containing costs

= Doing Business Better
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Why Lean Thinking in Government?

Traditional approach

Government agencies downsized, rationalised and cut services to 
meet budget pressures or savings targets

Alternative approach

Examining processes and eliminating all forms of waste through 
engagement with staff. Lean contains costs, improves quality and 
client satisfaction
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The change methods and tools landscape 
can be confusingé

What to apply? Where to apply it? What 

are the underlying principles?

You may need more than óSix Sigmaô or óLeanô because they each 

have some limitations

Six Sigma Value Stream Mapping

Spaghetti diagram

5S Visual controls

Root Cause Analysis Deming PDCA           Brainstorming

5 Whys

Cause and Effect Pareto
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éSo partner with business improvement specialists

Business improvement specialists will :

Å work with our project teams to implement projects and harvest 
the benefits

Å provide individualised support, information, technical skills and 
expertise in the field of process improvement

Å develop in -house expertise for future projects

Å transfer knowledge into the department and retain the skills
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Start with simplifying our processes

Opportunities to improve are all around us
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We Learn by doing, just in time 

Source: i2e Innovation Insights
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Momentum is buildingé

We have over 200 business improvement ideas

Å 6 projects have been completed

Å 4 projects are in progress

Å 31 further business cases are being completed

Å We ensure that we define the return on investment or pay back

Å The web site enables over 11,000 staff to submit an 
improvement idea

Å Interest is growing, word is spreading and results are starting 
to show
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Operational 
Process Waste

Absorbs time

The Aim ïCreate a Virtuous Cycle

Reduced 
collisions

Reinvest in 
collision 

prevention 
(value -add 

activity)

Free up 
process time
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Project Objectives - in Summary

ü Reduce the number of collisions

ü Reduce operational costs 

ü Improve safety of staff and clients

ü Improve Fleet management processes (reduce wasted effort, 
simplify processes, remove duplication, add in proactive actions 
to prevent collisions)

ü Improve the quality of service performance
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These complicated issues required a 
project managed on FOUR frontsé

1.XeP3 Process Improvement

2.Staff Attitude Survey

3.*CRU/Car Park Visual Audit

4.Human Factors Advice

To
REDUCE

collisions 
& 

IMPROVE
service

Idea Generation & 
Recommendations

*CRU Community 
Residential Unit
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We collected detailed data from Fleet Staff 
across the Department 

(Equivalent to >3,300 hrs per month of staff time across Fleet Management )

Central North and West Eastern Southern

Loddon/Mallee Hume

Barwon / 
South West

Gippsland

Lonsdale St Footscray Preston Box Hill Dandenong

CheltenhamFrankston
GlenroyFitzroy

Bendigo

Swan Hill

Wodonga

Shepparton

Traralgon / 
Morwell

Benalla Seymour 
Wangaratta

Geelong

Hamilton Colac Warrnambool

Grampians

Ballarat

Stawell Ararat Horsham

= sites visited
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was broken 
down into 

Main 
Activitiesé

The staff were interviewed to understand 
what they do

Each 
Taské

and Sub -
Activitiesé
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We looked for defects in our processes

The location 

of the collision 

was 

inconclusive
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Examples of 
DISCRETIONARY

ÅConduct weekly condition 
inspection - Access every car and 
check thoroughly horn, lights, 
indicators etc

ÅPhotocopy authorised Stat Dec 
and file in Central Infringements 
file with any relevant 
documentation 

Examples of SUPPORT

ÅFind appropriate keys and log book 
and give to staff member

ÅEnter on system (VBS) that car has 
been ódeliveredô

Examples of WASTE

ÅIf booked car not available, 
shuffle bookings to find an 
alternative car

ÅIf no car available at all, place 
on waiting list

ÅIf cannot read log sheet, contact 
staff member to get mileage 
reading

Fleet staff have little time to do value -
adding activity

Examples of VALUE -
ADD

ÅAnalyse traffic infringements to 
reduce high risk incidents (eg red 
light camera)

ÅRotate vehicles to maximise 
utilisation

ÅConduct driver orientation to 
vehicle and operational features




