• Here we go with Year 2 of Peak Performance for Denver Human Services.
• It has been a roller coaster year, but we have made serious progress and are excited to
share with you where we are.

•As a quick refresher, we are using the Mayor’s vision, and our mission to guide our
efforts.
•We are keeping our two main service delivery goals, assistance and protection &
prevention and our five strategies across both goals.

•We are continuing with our status colors to make clear where we are and are not
meeting the standard.
•And we are using the same progress arrows to show whether we are moving in the
right direction.

2

•I am starting with an overview of our mission level metrics, and will drill down into
each of these on the following slides.
•We are not yet meeting the standard in each of these areas: timeliness, reach, and
efficiency.

•However, we have made positive progress in every area, and in some cases significant
progress toward the standard – making between 1 and 9 percentage point increases.
•Though we are not yet where we want to be, we have our target within our sites and
feel very good about the progress we are making.
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•Our last measure shows we are processing 92.3% of assistance applications within
Federal timeliness guidelines.
•We are just 2.7% away from the standard.
•Though we have made incredible progress, as you can see from our all time low two
years ago, we are continuing to travel this rocky road in our effort to not only meet, but
eventually beat the standard.
•Using the tools of Lean, we are continually streamlining our business processes to gain
efficiencies that will help us close the gap of those last few percentage points. (Strategy
1 – Cutting Edge Practice)
•We are doing some very deep diving and data mining our untimely cases to discover,
analyze and address trends. (Strategy 1 – Cutting Edge Practice)
•We are working closely with our supervisor group to develop their follow-up and
coaching skills, focusing on staff development, leadership ability and across the board
accountability. (Strategy 5 – Superior Workforce Development)
•We are expecting to see some green status boxes here very soon!
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Our Reach measures the number of people receiving assistance, with the estimated
number of people eligible to receive assistance based on US Census counts.
We have made significant progress here, raising almost 10%, however, it is important to
note that the total eligible population here did drop a bit, which is very good news for
our city.
At 87.1%, we are once again very close to our goal, and I will go over some of the
efforts we have here on the next slide because they apply to both food and medical
assistance programs.
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•For medical assistance, we have made a 6.3% increase, taking us to 75%.
•We expect that Medicaid expansion programs will play a big role in moving this
number up as more people become eligible, AND more people are enrolled.
•Our SNAP into Health grant application has been approved and we are currently
moving full speed ahead with our community outreach efforts.
•The program centers around efforts to bring access to healthy food and healthcare into
the neighborhoods where it is needed.
•We are working with community partners such as non-profit organizations and public
libraries to train their staff on what assistance programs are available and how to access
them. (Strategy 3 – Collaborative Community Partnership)
•Additionally, we are focusing on how to help people apply online through the State’s
PEAK application. (Strategy 1 – Cutting Edge Practice)
•And finally, we are making sure that when a client presents with multiple needs, or is
eligible for multiple services, that they are provided with all the knowledge they need
about how those services work and can easily apply. (Strategy 2 – Responsive Customer
Service)
•These efforts together are all helping us increase enrollment among the eligible
population, making sure at the very least, people are aware of and have access to the
services that are available to them.
•Family Medical = 115,303 and Adult Medical = 27,967 (so 142,434 unique people on
Medical Assistance)
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•At this point, we are staying fairly level on our administrative efficiency, though it is
cyclical in nature.
•Our goal was to work on timeliness and reach first and once we get everyone into the
program receiving benefits regularly, we will take a deeper dive into why this cycle
occurs and how we can reduce overhead. (Strategy 4 – Responsible Financial
Management)
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•Child support is a difficult area for us because our percentage of non-custodial parents
who are unable to pay is fairly high.
•Many are receiving TANF or are incarcerated, greatly inhibiting our ability to collect.
•We will begin to take a closer look at Child Support collection processes later in the
year. (Strategy 1 – Cutting Edge Practice)
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•We are also seeing great results on the Protection & Prevention side of the agency.
•We have some green!
•We are moving in the right direction here as well, for the most part.
•I’m going to go into each of these metrics over the next few slides and address our red
area as well.
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•For our prevention measure, we look at the rate of re-abuse when a child enters our
system.
•We were previously exceeding the standard and continue to exceed the standard by an
even higher margin.

•Our safety focus helps keep us right where we need to be in this area.
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•Family preservation is really about keeping families together whenever it is safe to do
so.
•It means more intensive services are important right at the beginning of a case.
(Strategy 3 – Collaborative Community Partnership)

•But keeping children in the home when there has been abuse or neglect is a scary
thought.
•Our goal is to take the risk out of the equation by providing the right services in a
much more timely manner, which will be the major focus of the value stream for 2013.
•Though it looks like there has been a recent drop, the way this metric is calculated per
the state scorecard, is at the time of case closure. This means the cases CLOSED in the
last quarter of the year did not meet our goals for family preservation, however they
may have been OPENED (which is the point this measure impacts) anywhere from a few
months to a few years ago. The majority of these particular cases were opened more
than two years ago.
•We have given our feedback to the state about how to get a more timely measure in
the future of current practice, however, it is still useful in looking at trends among these
cases to see how we can best keep families whole.
•We are working with staff on both a philosophical level and process level to make sure
this happens. (Strategy 5 – Superior Workforce Development and Strategy 1 – Cutting
Edge Practice)
•Long term, research shows keeping children connected to their families means better
outcomes for those kids.
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•Our responsiveness measure at the mission level is for children who require
immediate response, 3 day response and 5 day response combined.
•We have been making progress in this area over the past five years, but an RIE on
immediate response, finally boosted us over the edge to meet the standard.

•We still have work to do because this is a place we would like to exceed the standard
on a regular basis.
•The RIE showed some discrepancies in how we assign response times, how we enter
data and how we measure. (Strategy 1 – Cutting Edge Practice)
•By addressing all of the issues continually, we hope to see this stay green.
• The child protection value stream core team has decided to increase their goal to 95%
this year.
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•Our monthly contacts helps us ensure the well being of all of the children we have in
our care.
•It measures not only that the contacts are happening, but also that the meetings are of
a quality nature and that our caseworkers are spending meaningful time learning about
our children’s needs.
•And that they are documenting that!
•While we are making some progress from last year, and a great deal of progress from
several years ago, we are not yet meeting the standard here.
•We will be looking at how we standardize the documentation and simplify the process
so “paperwork” does not become the focus of the visits, yet we still receive credit for
the quality casework taking place. (Strategy 1 – Cutting Edge Practice)
• We have an RIE planned for this area, and a series of training sessions has already
begun.
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•Moving into Adult Protection now, we also measure how often we respond to reports
of abuse and neglect.
•The standard here is set at 3 days.
•We are now meeting our goal here and have improved quite a bit over last year raising
nearly 9 percentage points.
•While this has not been an area of focus for LEAN, we are putting some effort into this
area in order to prepare for expected legislation on mandated reporting for adults.
•This means we could see an increase in referrals and a corresponding increase in
caseload, so we are on notice.
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•Over the past year, we have taken our Lean journey very seriously!
•We had 2.5 facilitators throughout the year, who conducted 17 rapid improvement
events.
•We have had 42 Lean trainings for over 600 staff members
•Had 103 Green Belts trained (people who participated in an RIE) and 32 black belts
trained.
•Additionally, we have created our agency wide Innovation Plan and conducted two
value stream analyses – which will become our focus value streams for 2013.
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•The next three slides outline each of our Rapid Improvement Events, along with the
metrics they were trying to impact, the baseline and target data, and our 30-60-90 day
numbers.
•Every single one of our RIEs has improved processes AND produced measurable
results.
•For example, if you look at the Grants monitoring RIE, you will see we were originally
sending approximately 8% of funds back to the funder.
•Out of the RIE we came up with a process to define roles and expectations at the
beginning and throughout the life of the grant.
•At our 90 day read out, we had improved from 8% to 4% of funds being returned,
exceeding our goal by 1%!
•And we went from 79% to 96% of the funds being spent within the project period,
which also exceeded the goal, and we are submitting 100% of our project and fiscal
reports on time.
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• Another RIE helped us make improvements that directly impact the lives of foster
youth who age out of our system.
•You will see at the bottom of this slide the Youth Services Vital Documents RIE which
was designed to address the issue of youth not having a copy of their birth certificates
or social security cards.
• After moving from home to home, many times, these documents became lost and
youth did not know how to access new copies, nor should they have to.
• We focused first on the youth close to aging out of the system and came up with a
process to locate or replace lost documents and make sure all of them are handy.
• Overall, we went from 47% to 57% in just 60 days. For those aging out, our priority
population, we went from 34% to 85% for 19 and 20 year olds, and from 51% to 70%
for 18 year olds.
• We have not yet had our 90 day read out, but feel confident the new processes will
make a big difference for all of the youth who need to have these documents to apply
for school and for jobs.
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These last RIEs, you will see are still fairly early in the evaluation process.
We do follow up on each RIE, not only for the 30-60-90 day read outs, but also for the
long term sustainability of the process improvements we put into place.
In 2013, a major change is that we will have Value Streams which our RIEs fit into,
providing a more structured environment for ongoing analysis of our outcomes.
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•Part of our LEAN journey has also been to make clear to all staff WHY we are doing
this.
•We have created an agency wide Innovation Plan which starts with our Reason for
Action in Box 1.

•Box 2 is our initial state. The pictorial depiction of our initial state was distributed at
our all-staff meetings as an icebreaker where people got together and guessed at the
meaning.
•Then we went over it as a group, which helped all of our staff really understand why
we are putting so much effort into this.
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•As part of our Innovation Plan creation, we also came up with all of our base metrics
and where we would like to move them in a year, AND had all of our leadership team
sign off and commit to the plan.
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•In 2013 specifically, we will have 4 full time facilitators, one part time facilitator and
several facilitators in training who will be put to work as well!
•We are planning to double the number of RIES we had last year, more than double the
number of green belts, and almost double the number of blackbelts we have on staff,
leading process improvement “Just Do Its” throughout the entire agency.
•And even as we speak, the painters are finalizing our Mission Control Wall.
•Our Mission Control Wall will publicly display all of our progress and outcomes for staff
and visitors to see.
•It will not only be a communication tool for transparency, but our Value Stream Core
Teams will use the wall for stand-up meetings to monitor progress and discuss course
corrections.
•Additionally, across from our Mission Control Wall will be our “Vision Control Wall”
which will highlight our vision, values, and The View – our internal and external
customer service philosophy.
•This “people side” of the hall, will compliment the “numbers side” of the wall, helping
staff make the connection between the two and keeping our “Why” linked to our
progress.
•Finally, we will be analyzing two more value streams and getting them up and running
during the year.
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•So as you can see, we have been fairly busy this past year!
•And I believe, if it is even possible, we will be even more busy this year.
•But I think we can make time to keep you all updated on our progress, so we will be
back in May to look at our first Value Streams progress specifically.
•Then we will look at our second value stream in September.
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