FeverTreeConsulting

The Gauteng Provincial Department of Roads & Transpmbarked on a pilot
(at Mabopane) to optimise service delivery througdrimarily improved processes

Background

8§ The Testing Centre at Mabopane was identified asoh §ite for operations
improvement

8 The site provides the following 7 services:

—_—

§ Driver’s Licences
Professional Driving Li
8 |. |y|ng icence | DLTC
§ Temp Driver’s Licence
8 Driver Testing _
§ Vehicle Inspection VTS

§ Vehicle Licence Renewal
. MVRA
§ Renewals - Disc
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The Mabopane site faced a number of issues aroumibPService, Insufficient
Controls and Poor Awareness

High Level Issues

Issues Details

8 Long Queues af+ hoursat Drivers License and Testing Centre (DLTC
and Motor Vehicle Registering Authority(MVRA), duartiongst other
things:

Poor Service 8 Inoperable (and insufficient) machinery
§8 Forms and other key documents not available onsite
8 Poor management of stocks (ink, paper etc)

N

8§ Due to insufficient controls, there were potentigbortunities for
corruption:

Insufficient Controls § Licenses being held too long beyond law regulatibh20 days
8§ Controlled forms not left in a secure environment

8§ Poor awareness and lack of communications resulted in:
8§ Customers paying runners for expedited services
§ Client buying free forms
8 People waiting long periods in the wrong queues

Poor Awareness

Improvement initiatives for these functions shoulfibcus on reducing turnaround times

and improving quality for customers and reduce oponity for corruption
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Project objectives were developed aimed at improgrservice, controls and
awareness

Project Objectives by Category

Area Objectives

To improve services while enhancing controls

To develop customer service orientated processes

To build in quality upfront and then throughout thegeesses

To develop innovative solutions that bring about oramprovements in
the processes

8 To improve the effectiveness and efficiency of theqesses

w W W W

Service

8§ Management of processes
Controls § To reduce complexity throughout the processes

8 Improve the corporate identity
8 Raise awareness with staff and the public

Awareness § Corporate Identity
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e team utilised FeverTreeConsulting’s MethodgjogOperational Model to
Enhance Service Delivery in the Organlsatlon

Operational Model

drives

which delivers

A High Performance Culture /

The Right Operational DNA

Sustained Results

Performance
Management

it

Leadership
Effectiveness

..

Pre-requisites and drivers of

Operations Management

_ § Agp_)[opriate_o_lelegation_s_gf auth_o_rity

Strategy & PoI|C|es

§ A Strategy prioritising performance should be in place to ensure alignment of
goals

§ Policies should be developed to guide the designs and implementation of
Operations Management

Organisation Structure (Operations Structure)

§ An appropriate organisation structure to implement the policy and
facilitate operations management

§ Supports management accountability, responsibility and discipline with
appropriate downward delegation and reporting

Performance
Infrastructure

Value
Engineering

—

Source: FTC Operations Management Improvement Methodology

anisation

Performance Management
§ Effective meetings and meeting cycles in place at each level of the

§ Managing Work/Production o
§ Managing People and Compliance n—
§ Managing Goals

§ Visual Controls

Leadership Effectiveness
ndlng of the organisation , including:

§ Organlsatlon structure

§ Policies, processes & products

Manage the team

§ Spend the majority of time managing team (~80%)

§ Do the job to ensure you know what it is that the people you manage do

on a daily basis

Value Engineerin »

§ Processes providing the Ae aRdiscipline-armdimhyor effectively
managing operations and drlvmg performance and idemtgfyimprovement
opportunities

§ Continuous improvement

Performance Infrastructure
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Seven dimensions for operations improvement wereeidtified (with a key
primary focus on 5) implemented in the testing camnt
Seven Dimensions - Objectives

Operations Improvement -
Seven Dimensions

Primary Focus

1 N

Layout &

Cleanliness 5

Client
Information
And

. Signage

6 3
Admin Client

flow and
Processes Capacity

7

Customer
Care

4

Business
Processes

Management
Processes

Clear objectives have to be defined for each dimension

Layout and
Cleanliness

Dimension Objective

Improve the overall client perception of the cleanliness
of the centres while improving working conditions for

| Client

Ensure that all services are clearly labelled and that

- | Information information is posted to assist with the application
-|and Signage |process, queuing and client queries
'client Flow & Optimise thg ghgqt flow for key services offered by the
Capacity centre by minimising the physical distance travelled and
: P reducing the number of information handoffs
"|Business Optimise business processes for key services offered by | .
-| Processes a centre and standardise processing across centres
-| Management Implement processes and methodologles vyhlc_:h_ enable
o the management of production output and individual
. performance
- Improve key admin processes to manage attendance,
-|{Admin : :
Process file documents and speed up collections and the
. counters
Customer Train front office staff on customer care and on
Care recommended best practices

to maintain focus through the

implementation
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For each of the areas ,a thorough understanding bétcurrent (as-is) environment
was developed (with a view to what the recommendatns would be)

ﬂg- Sp—

RESTRICTED

Drivers’ License Testing Centre - DLTC

month at the centre

(Sep'16to Dec'16)

6,105

New Driver's License
Applicaions

PrPD Applications

Temp Driver's Licenses

Renewais & Duplicates

Sep'16

closure of Temba

Oct'16

5,255 driver’s licence applications are processed on average every

Volume of Driver's License Applications (New, Re-Issue, TDL, Duplicates)

Ave = 5255
Transactions Per
Month

Nov'16 Dec'16

The centre processes large DLTC volumes as a result of its location and temporary

RESTRICTED

”g- Sp—

Drivers’ License Testing Centre - DLTC

In addition , the the Mabopane Centre also handles 2,127 Learner
Licence and Re-Issue applications per month

LearnerLicense Applications (New & Re-Issue)
(Sep'16to Dec'16)
Consistent Volumes Average
ey e Volumes
2,286 /

Pending
Verification

Sep'16 Oct'16 Nov'16 Dec'16

Il Cuplicate Applicatons
I New Learner License Appications

Consistent th volumes averaging 2,127 new applications and renewals

every month

Source: Management Repors

 coutind RESTRICTED

Drivers’ License Testing Centre - DLTC

License processes
High Level Findings — Leamers & Driver's License Processes

Key Observations

Process + No controls o management of Ques outside gate

Efficancy & + Informal “Queing Agants® resanang bulk sios in the

Effectiveness que increasing e potental for crowd dshrbances

+ On ave only 3 ot of § LCUs functional increasing
pressure on the que

There are a number of key findings in the Learners’ and Driver’s

Gap
® Q) Low

Gap Recommendations

Agpaint lechrical Suppoet 1o Impeove
equipment uphima

Ihorease number of LCUS at the
centre

N

Responsa bme of the operatonal LCUs daterioratas
as the day goes on

Process . tomars who have passed the Eye Test affer * reroduce Orfine Biometric
Controis cashiers are chosed leave with forms pending auhentication of customers at LCUS
paymant o & ather points of first contact with
+ Authergication of customess for eye test not customess
adequate - (sual validation of ID documert)
Capaaty & + Insufficiert LCU capaaty to hande volumes resufing * harease the number of LCUs at the
Fadiities in long waiting times ® Centre
+ Customars often tuned away at gate once capaaty
for the day IS reached
Human + No dedicated Qua management capacity at DLTC - i * Fooduce a dedicated "Que Walker”
Capadity Que managemest done by examiness ( , 10 assist ustomers & manage ques
Tachnology + Resuts of LCA Eye tast not kepl electronscaly after « Erhance systemn to keap records of
testing 9 eye test 10 remave need for re test it

customers retum with i a few days
Enhance comms
capaatyrasponsnaness batween
LCU & sarver

Y p— RESTRICTED Drivers’ License Testing Centre - DLTC
Q2 :

It takes 6 to 7 hours to book a Learners Exam excluding the queuing
time before the centre opens...

High Level Learner Licence Exam Booking Process

Completion Of Eye Testing &
QueQutside 1 pppiicationForm |  Biometric P okne. | Fiing
Gate Booking
Que Capturing
High Level
Activities + Customers Guaon «  Customer «  Examines conducts *  Applicabon form & < Applicabon
afirst come first completes foms eye lests lest resuks form & fest
save basis (Seit  +  Customer quesfor «  Examines forwarded to rasuks filed
Managed) eye testing completas relenart cashier
foms +  Cashver acoepts
payment books
customer foe
learner’'s exam
«  Booking schedule
peepared
T 2-3Hrs "6=T7Hms 10 Min 10 Min WA
Turnaround g - "l E
Time e - 4d

Key Bottieneck
Source Team Analysis

N\
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Simple transactions (for example those in Bucket Adve been put on separate
Queues , with access to the waiting hall by agemsimised resulting orderly
gueuing and quicker processing

Queues of Motor Vehicle Registering Authority

Before

= =
|| L
"Iy .

“' =M

Over 70% of transaction volumes are Vehicle Licence Re newals which take
on average 10 min to process

Source: Team AnaIySIS FeverTreeConsulting 2012/FTC Librad8
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“Toolkits” are also now complemented by well structed Results & Progress
Meetings (RPM’s) cascading throughout to ensure fyplerational control

Province

Supervisor

Level 3

eeting

Team
member
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.ase |: Diagnostic &
tabilisation Initiatives

Skills Transfer — Ongoing Cpaching/Mentoring

Stabilisation & |
Priority Initiatives |

months

Baseline & Diagnostic
Design and development of
Priority initiatives
Implementation of Priority 1|




