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This case study will explain how DHS achieved
outstanding fleet management results in

collisions and claims reduction

A Reduced elapsed time, reduction in defects and variation
I Average time to lodge claims has been reduced by 80%

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

- Reduced claims per vehicle by approx 30%
- Reduced costtorepair 1 by 9%

A Improved processes I proactive Fleet Officers now involved in
physical safety improvements and staff education strategies
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Human Services Portfolios

Mental
Health

A Mental Health
A Drug Services

©Bevington Consulting Pty Ltd

Human Services Portfolios

Health

A Acute Health
services

A Ambulance
services

A Primary and
Dental Health
A Small Rural
Services

A Public Health

Community

: Housin
Services 9

Outputs

A Housing
assistance

A Child protection
and family
services Juvenile
Justice and Youth
Services

A Concessions

A Aged and Home
Care

A Disability
Services




DHS: Key Dimensions

Department

Total FTE staff
Regions
Divisions
Budget

Total Assets

11,491

8 (5 rural, 3 metro)
9

$12.45b

$21.1b

Funded Sector

Total external agency staff
Entities funded
Victorian locations

Funding
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90,856 (inc. hospitals)
1,158

approx 3,000

$8.8b



Where did the Doing Business Better strategy

originate?

Wide ranging consultation was the key:

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

A Asked each of these organisations one key question
Awhat do you do to I mprove organi se

We drew upon their best experiences and improved on these
efforts where we could, to develop
fito 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 confusinge

You may need more than 6Six Sigmabo

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

What to apply? Where to apply it? What
are the underlying principles?
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€éSo partner with business | mpr

Business improvement specialists will

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

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

A develop in -house expertise for future projects

A 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

Learmng Average Retention
: . ate
Pyramd
Lecture Hla
Matonal Training Laborators s
Balml, MEI
o Reading 10040

Audio-Visual \ il
Demonstration \ 30

Discussion Group \ 50F0

Practice by Doing \ o

/ Teach Others / Immediate Use \9[!“.-1:
Source: i2e Innovation Insights
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Moment um |

We have over 200 business improvement ideas

A 6 projects have been completed

4 projects are in progress

31 further business cases are being completed

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

o To o Tx

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

T>

Interest is growing, word is spreading and results are starting
to show
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Doing Business Better

Motor Vehicle Collisions and Claims Performance
Project

Department of Human Services Victora

The Place To Be



The Aim 1 Create a Virtuous Cycle

Reduced
collisions

Reinvest in

: . CC E\"i»"
Qoaibizal ollision,
D) vaxayam' ! £ w r)rr-\v 'ﬂallt]on
Procass \Esgie e o
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Project Objectives - In Summary

U Reduce the number of collisions
U Reduce operational costs
U Improve safety of staff and clients

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

U Improve the quality of service performance
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These complicated issues required a
project managed on FOUR front

*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 )

North and West

Lonsdale St Footscray Preston Box Hill Dandenong
| J ______ J. ______ \ ,I_____J ______ .
) PTToITTTTmTo ! i Frankston 'i Cheltenham
Fitzroy ] Glenroy ! .
Loddon/Mallee Grampians
Bendigo Ballarat
______ J“““: L I e e T T pppppynys PR
| Swan Hill | Shepparton Benalla i Seymour ' Stawell '}  Ararat | Horsham
bommmmmmmmoe i_ Wangaratta ! “T7TTTTTTTT0C bommmmmmemo- bommmmmmemo-
Ginpsland Barwon /
IppSian
— PP South West
= sites visited
Traralgon / Geelong
Morwell | __ —_——— e L
: : | ¥ l 17
BEVINGTONGROUP L Hamilton 1, __Colac i Warmambool
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The staff were interviewed to understand

what they do

&I 3 Tasks and Activities

MF2

SHEtUS:
Complstad by
Team Member Chack: [

Al - Footscra

Quarilified Tazks

A

Process staff car bookings (approx 10
cars’ Wansactions per
per day)

™|

2. Check oul idslveribocked cars

4. Manage Car park issuss aboul once a day

5. Chack-in cams on rstum

A. lssus Malvays bo slalf

7. Hardle izsuss From stall about paircl
I enguiries from siall about miggs

T3 Handl= damage. colllslon clalms and
smash rapalrs for about 1 - 2 cars and 2-3
buses perweeak

9. Process claims arising from reported
collizions or damage

10, Arrangs repairs for aboul 1 - 2 cars per
manth via insurance

11. Handl= darmage and repains forabout 1- 2
cars per monkh without insurancs (unkniowns)
12. Handle izzues arising from reporied damags
an CRUwehiclss (appros 1 per monthl

13. Conduct weskly inspection of flset vehickes
in car park (Monday momings )

0} Arrange routne malmenancs and
sarvicing of vehlcks

14. Arrangs rouline serdcing for vehiclss
15. Handls br=akdown querizs from siaff

18. Arrangs clraning of appro 2 -3 wehickss per
day

Ej Handk Up to 10 waFic IFngement
notcas par weak

17. Handle Traffic infringement notices

Fi Commissloning and decommisslaning of
wehkles

18. Ord=r rew' replacement inon- SR wehicls
19. Handle fusl card arrangemenis
20, Handle dispesal of {ner-CRU) cars when

retired from serdce
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was broken
down Into

Act

Maln and Sub-Actvities

Al

Start of day activities

urned afisr hours from the'

day and ertsr the detais ont

sysbem.

12 Chedk to see which cams have not
be=n retumed fromithe day bedore

1.2 If zar ot retumsd and iz booksd cut

for use today, wait haF an hour and
sma iF it bume up

14 Recsive a cal from previcus user o
report reason for delay and sxpecied
time of rstum

1.5 Leok al the waiting list for the day, and
try and find an available car 1o book for
theze siali

18 (Stalf fill inwaiting list kecabed at dock
il they cam't Find a car on the system)

1.7 (Sialf are regusstsd o leok up the
gystem themzshees to check ifa
bocking has besn mads)

12 Each moming, bock outths Tarage
geirg 1o Chidren's Court with mulipls
staff member

1.2 (Stalf atznding Court for cther
reasons, must fake publc ransport or
o taei — Busin=zs Aule)

140 IF any polertid =mons deiscledin
bookings on system, eg *1.20am"
timezlol, cormact saff membsr
clarilication and comect accord;

B} Process staff car bookings (appros

2

100 carsd trangactions per day)

Routine raglering of staff on the

Vahkk Booking sysem

2.1 Racsive hard copy and driver liosnss
mvidence from stat

2.2 If hares nict provided driver's lioenss,
chase up stalf mem

2.2 Compleie information on system

2.4 Conduct arnual audit of casual dricar
registration an sysbem

2.5 Folow up unregistersd drivers and
request they register on oyslem

Check out{delter) booked cars

3.1 Grest staff member and check system
1o se= which car has besn bocked for
tham

3.2 If stafl mermber deliver scresn says
“Statl resds 1o read GTACT, go inlo
driver datals 1o chack whether it's the
Temns & Condbions that must be read,
or their fcense has =sxpired

3.2 Iflic=ngs has expired, view license and
anbsr rew mpiny date in spstem

3.4 IFt=mme and conditions misst be rsad,
instnict driver 4o access this anline

3.5 IF stafl member does not comply,
contact them again as unabils 1o
process bocking on systam until they
do

3.8 If staff mamber has arcthar car
alrsady biookad 1o them onthe spstem
but has passed that car ondo
someons else) go inle gystem and
make a “Supsr Bocking™ on the syslem
fer the new car
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We looked for defects in our processes

Eas

Motor Vehicle Claim Form 9%
Please complets ail sections clearly in black pen Lu m Iey

General

INSURED State Goyernment of Victotla

_Human Services
Reglon Head O-ffce Did the Police attend the aceident? YiN il
Program_{s-wids o ceabtice. Jf No, was this accident reported to
Contact Name__ i oo the Palice? YN R L]
PhoneNo(_O2 ) §8%G -, .~ If Yas, which Police Station?
FaxNo [ 02 ) Q0QL T
E-mail Address Who do Police consider was el fault for the incident?

Impartant — Vehicle Classification

] ]
E/ D What speed were the vehicles doing at the time of the
Please tick Exacutlve Qperational incident? . A O e C O I S I 0 I l
I keh Oihsr vehicla A\' kph

Executiva means (as defined by the Australian Tax Your vehicle
Oftice). Motor Vehicle of less than 1 topne, motor
cycles, if tha vehicles are for use as part of a § QTHER VEHICLE PETAILS
Remuneration Package (l.e. salary sactifice by a Driver
particular executive officer). Address WaS
- Pasteade
Name of Executive Officer - PhoneMa( Ty L/
Dale of Birth B / WA . .
2, INSURED VEHICLE Licence No,
Year, Make & Model _TE&RR (TR farb Registered Owner I n CO n C l IS Ive
Colour __oH [ TE Reg No: _UUR) OFE Addrass
PWQ
3. DRIVER . Year, Make & Model
Name L R Colaur Reg No: -

Home Address. . A et EO}Q'D Insurance co.

CAULEELD  Postenda R G |
Home Phone No { O3t _ -

Mobile Phone No_O4 T 6. ,EAMA(GdE OTHER YEHICLE
Date of Bith _ ../ rea of damags
Licelnce MNe = =5 Crass A 7
Expiry Date _A% / Ol ¢ Qm‘JDnvmg EXPE Amount of damage $

ears,

(years) 7. WITNESS TO INCIDENT /
Has the driver attended a campany-sponsared :g;"e —

ress,

driver training course within the last two years?
Did the driver consume any alcohol

or lake any drugs, 12 howrs prior to the incident? E Fhene No{__)
If Yes, please state how much and when

Please indical ‘diagram below the

YiN " N
Was the driver seber at time of incident? ] accident d tha insured vehlcle.
Did the driver undergo a breath or
bleod test? E

If Yes, please state the resul,

4(N?[DEN DET%{% 200%

Cats i Time
Where did i occur? occur? .

Rear

Vyas there any damage te your vehicle prmr to lhe
incident? YiN E

If Yes, please give detalls,

thnsnder was at fault and why? fﬁ PO
ey Where can the vehicle be inspected? 9
Weather at time of incident’ AL e~ 50 AOMSHEALE ST MEW 1
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Fleet staff have little time to do value

adding activity

Exampl f PPORT
xamples of SUPPQ Examples of VALUE -

AFind appropriate keys and log book
. ADD
and give to staff member
AEnter on system (VBS) that car has AAnalyse traffic infringements to

reduce high risk incidents (eg red

been 6delivered®o .
light camera)

ARotate vehicles to maximise
utilisation

AConduct driver orientation to
vehicle and operational features

Examples of
DISCRETIONARY

AConduct weekly condition
inspection - Access every car and
check thoroughly horn, lights,

indicators etc

APhotocopy authorised Stat Dec
and file in Central Infringements
file with any relevant
documentation
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Examples of WASTE

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

Alf no car available at all, place
on waiting list

Alf cannot read log sheet, contact
staff member to get mileage
reading 20






