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Slide 1: Using a process improvement model to increase efficiency and effectiveness of DS services. 

Presented by Beth Harrison & Deanna Arbuckle, Office of Learning Resources, University of Dayton 

Slide 2: Presenters: Beth Harrison, Ph.D., Director, elizabeth.harrison@udayton.edu . Deanna L. 

Arbuckle, MRC, CRC, Disability Services & AT Coordinator deanna.arbuckle@udayton.edu  

Slide 3: Introduction. How might this presentation help you and your DS office? Image of a value stream 

map 

Slide 4: Change Game. Image of coins. Image of a traffic sign showing a two-headed arrow above the 

word ‘change’ 

Slide 5: Have you ever…? Link to “Time to make the donuts” video clip from YouTube 

Slide 6: Some of our donuts. Disability Testing Accommodations. Image of a stick figure running in a 

hamster wheel 

Slide 7: Some of our donuts. Tutoring Services, Image of a bored, frustrated man sitting at a table 

waiting, clock on the wall, large hour glass on the table in front of him 

Slide 8: Donuts. What are your donuts? Image of a variety of colorful, frosted donuts. Pick one to work 

on today 

Slide 9: Process Improvement. Image of Lean Six Sigma DMAIC, with one logo and explanation for each 

letter in the acronym.  

D = Define. Define the problem.  

M = Measure. Quantify the problem.  

A = Analyze. Identify the cause of the problem.  

I = Improve. Implement and verify the solution.  

C = Control. Maintain the solution. 

Animated arrow pointing at Define. 

Slide 10: 1. What’s the Problem? Testing Accommodations: “By law UD must provide testing 

accommodations for student with disabilities that are timely, accurate and appropriate.  OLR is 

struggling to meet that expectation within standard working hours and existing resources.” 

Slide 11: Part of the Define step – 1. What’s the Problem? Walk-in Tutoring: “Tutoring staff are 

struggling to balance the tutoring needs of student clients with appropriate staffing levels.  A new model 

is needed to improve tutor utilization and reduce idle tutor salary costs.”  

Slide 12: Activity. For your donut: State the problem (current state plus goal). Image of a person thinking 

Slide 13: Part of the Define step - 2. Map the process. First, outline the main steps in the process as it 

occurs now. Then fill in the details, everything that needs to be done for each of those steps 

Slide 14: 2. Map the process. Our current final exam process: 

1. Pre-logistics 

2. S requests exam 

3. TC processes request 

4. TC communicates with S/I 
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5. TC gets exam 

6. Logistics to give exam 

7. S checks in 

8. S takes exam 

9. Deliver exam 

10.  Process data 

11.  Debrief  

Slide 15: 2. Map the process. Photograph of OLR’s process outline completely covering 7 white board 

panels 

Slide 16: Activity. For your donut: Begin to outline the current process 

Slide 17: Process Improvement. Image of Lean Six Sigma DMAIC, with one logo and explanation for each 

letter in the acronym. Arrow pointing at Measure. 

Slide 18: Measure your problem. Create a value stream map. Include on-the-ground data, documents.  

Slide 19: Our Value Stream Map for final exam testing processes (up to day of test). Image of 14 feet of 

white paper stretched across 4 glass doors, covered with the OLR map – post it notes marking steps, 

products of different steps printed and taped to corresponding steps 

Slide 20: Value Stream Map Template. Image of an empty graph, Y axis labeled Stakeholders, X axis 

labeled Timeline 

Slide 21: Value Stream Map Template: Same image with Y axis labels: Department, Instructor, Student 

Staff, Staff, Student 

Slide 22: Activity. For your donut: Identify the stakeholders for your value stream map. Image of a 

person thinking 

Slide 23: What we had to measure: 

 12 minutes/test for request processing 

 + 2-5 minutes once test is received 

 Total 14-17 minutes for ONE complete test packet (without interruptions or additional 

technology needs) 

Slide 24: What we learned. 1 Staff member (no other duties) can create 250 packets in:  

 3500-4259 minutes or 

 58-71 hours or 

 8-10 days 

 Process Improvement 

Slide 25: Process Improvement. Image of Lean Six Sigma DMAIC, with one logo and explanation for each 

letter in the acronym. Arrow pointing at Analyze 

Slide 26: Analyze. Look for pain points. Identify root causes: Try a Why-Why analysis. Example is OLR’s 

Tutoring: 

 Low utilization (paid wait time). Why? 

 Overstaffing. Why? 
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 Low volume courses thru walk-in. Why? 

 Traditionally offered. Why? 

 No incentive to reduce budget 

Slide 27: Testing: System Issues 

 Too many touches = too many systems: Need a new data management system 

 Interruptions for regular work = longer processing time and more potential for error: Need more 

staff time 

Slide 28: Testing: Communication Issues 

 Students wait until near deadline to request (despite reminders) 

• Faculty don’t understand testing process: Need for timely responses, for timely test 

submission 

Slide 29: Process Improvement. Image of Lean Six Sigma DMAIC, with one logo and explanation for each 

letter in the acronym. Arrow pointing at Improve 

Slide 30: Improve. Brainstorm solutions for root causes. Effort vs. Impact chart: High – medium - low 

Slide 31: Effort vs Impact chart. Image of a graph, Y axis labeled Effort, X axis labeled Impact. Graph area 

is divided into 4 quadrants labeled HELI (upper left), LELI (lower left), HEHI (upper right), LEHI (lower 

right 

Slide 32: Our system improvements 

 HEHI: Key staff (3) worked holiday and weekend  before exam week 

 LEHI: Compensate staff for overtime 

 MEMI: Change the request form 

 MEMI: Change the processes  

 HEHI Long term – replace existing data management system 

Slide 33: Activity. For your donut: Brainstorm possible solutions and gauge effort/impact level 

Slide 34: What we learned 

 Critical to articulate ALL aspects of the process: holistic view 

 The devil is in the details: specific times, numbers (repeats-cancellations-changes) 

 Types of waste (handout)  

 Effort vs. Impact chart        

Slide 35: If you feel like… Link to “I Love Lucy clip on YouTube 

Slide 36: Resources 

 Books on Lean 

 Campus Experts:  Business, Engineering & Facilities 

 Lean & Higher Education 

 Web resources on Lean 


