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Define Measure Analyze Improve Control

Problem Statement

SIPOC

By 2023, MCS received a 5-star rating in its Classicare business line. This 

has caused demand for URC to increase by 19% and continues to rise. To 

meet this growing demand, URC has implemented overtime. The current 

process cannot meet the growing demand. By implementing the DMAIC 

methodology, the aim is to increase the productivity of the process to 

satisfy the 19% increase in demand while maintaining a minimum quota of 

100 cases per technician. The benefits of this project are to eliminate 

overtime hours that make up an annual expense of $91,922 and optimize 

operations at URC to increase the efficiency of the department to continue 

providing excellent service to MCS members.

Value Stream Map (Current State)

Demand VS Technicians Analysis

VOC & CTQ Tree

Based on the VOC and the CTQ Tree, the metrics to be used to establish 

quality are as follows:

• Fax Processing Time <= Takt Time = 2.43 minutes

• Absenteeism <= 5% (1 technician per shift)

• Process Yield = 99.97% (6sigma)
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Stakeholder Analysis

Data Collection Plan

Capacity Analysis (Current State)

Throughput Yield (Current State)
Yield for process of filtering faxes:

𝐹𝑎𝑥𝑒𝑠 𝐹𝑖𝑙𝑡𝑒𝑟𝑒𝑑 − 𝐷𝑢𝑝𝑙𝑖𝑐𝑎𝑡𝑒𝑑 𝐹𝑎𝑥𝑒𝑠

𝐹𝑎𝑥𝑒𝑠 𝑅𝑒𝑐𝑒𝑖𝑣𝑒𝑑

163 − 19

163

𝟎. 𝟖𝟖𝟑𝟓 = 𝟖𝟖. 𝟑𝟓%

Yield for processing faxes in X:

𝐹𝑎𝑥𝑒𝑠 𝑃𝑟𝑜𝑐𝑒𝑠𝑠𝑒𝑑

𝐹𝑎𝑥𝑒𝑠 𝑅𝑒𝑐𝑒𝑖𝑣𝑒𝑑+𝐹𝑎𝑥𝑒𝑠 𝑃𝑒𝑛𝑑𝑖𝑛𝑔

=
600277

555255 + 361436

= 𝟎. 𝟔𝟓𝟒𝟖𝟑𝟎𝟐𝟓𝟒 = 𝟔𝟓. 𝟓%

Tℎ𝑟𝑜𝑢𝑔ℎ𝑝𝑢𝑡 𝑦𝑖𝑒𝑙𝑑 for entire process

𝟎. 𝟖𝟖𝟑𝟓 ∗ 𝟎. 𝟔𝟓𝟓 = 𝟎. 𝟓𝟕𝟖𝟕 = 𝟓𝟕. 𝟖𝟕%

Actual Process VS Specifications

Errors (Current State)

Comparing the demand per month to the average for technicians that 

worked per month, there is a trend; demand is increasing, but the number 

of resources working is decreasing. 

Lean Wastes AND NVA Analysis

Ishikawa Diagrams

5 Why’s: Use of Multiple Systems

Absenteeism Cycle

5 Why’s: Absenteeism

Project Objectives for Improvement

Current improvements can focus on the following aspects identified in the 

analyze phase to achieve the main objective:

 Decrease/eliminate defects.

 Increase headcount.

 Increase employees’ accountability and engagement.

Potential Solutions

Throughput Yield (Improved State)

Capacity Analysis (Improved State)

Errors (Improved State)

With this improvement, not only the 204 Classicare Provider Missing Letter 177 

and Classicare Member Missing Letter would be mitigated, but it would also 

prevent the 79 Commercial Provider Missing Letter and the 84 Commercial 

Member Missing Letter Occurrences, leading to a reduction of 60% of all errors.

• Previous Throughput yield

0.8835 ∗ 0.655 = 0.5787 = 57.87%

• The throughput yield of the improved process would be as following:

𝟎. 𝟖𝟖𝟑𝟓 ∗ 𝟎. 𝟗𝟖𝟔𝟕 = 𝟎. 𝟓𝟕𝟖𝟕 = 𝟖𝟕. 𝟏𝟖%

Value Stream Map (Improved State)

Change Management (ADKAR)

Process Control Plan

Financial Analysis

Conclusion
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