EM Focus Group Meetings – Feedback Summary

General Comments:
· Not enough time spent practicing (road testing) yet.

· Each Service Office seems to be doing something different with regard to staffing, prioritizing, research and prep, and lead consulting.
· Staffing is not being practiced “live”.

· Lack of understanding of process

· Competes with on-site time

· Requires ownership of Lead Consultant duties

· Adds a new component to their job

· Afraid they will get buried in coordination

· Field Consultants are referring verses staffing.  This is causing some consultants to feel they are making work assignment to peers and others to resist taking work assignment from peers. (This could become a potential Labor issue given the way consultants are viewing it.  I explained how this differed from what the model recommended.)
Initial Assignment:
· Contact information should auto populate (WCIS not the right source) on the initial assignment.
· Precision assignment is challenging.
· Gatekeeper needs a better understanding of what each field consultant does.
· Making an accurate precision assignment requires the gatekeeper to have research data (possible process improvement here).
· Need to go to too many places to get data (WCIS, ETA, etc.), duplication of effort

· Initial tasks that come from referrals sometimes lacks info or have incorrect info.
Priority Tool:
· Current workload not high enough to make priority tool necessary.

· Data is not current enough.
· Normalize for size

· Severity should include claims cost as well as days off.
· Be able to load multiple policy numbers to improve efficiency for gatekeeper.
· Tool may be pulling wrong manual number (doesn’t account for reclassification of manual – small percentage)

Queuing:
· All like the concept and are doing some version manually.
· Would like consistent criteria (in line with priority tool).
· Makes more sense at SO level with drag and drop assignment to specific field consultants by supervisors.
Research and Prep:

· Many find Data Warehouse easier, some service offices have abandoned standard packet.
· Distinguish between Research Packet and “consultant preparation” (something each consultant should do for themselves).

· “Basic” packet should be smaller and standardized - prepared by the gatekeeper.

· Menu of reports (available remotely through Dolphin or portal) should be used by field consultant to prepare (view and/or print only reports needed).

· Be able to enter multiple policy numbers so gatekeeper can create all “basic packets” at once.

· Consultants may need more training to understand information in packet and how to use it.

· Would like to have professional looking reports that could be given to employers.

EAP:
· Used more as a historical record and are not being used in staffings for communication and/or collaboration.

· Confusion between Strategic and Tactical action items, needs more thought (link)

· Want a Comments/Notes section

· System should allow only one EAP per policy number to be created (flaw in intermediate tool).
· Would like to enter data off-line and sync (up-link) when in the office.
Operational Reports:
· Primarily they want consistency between ESS and Safety staff.

· Daily detail (ETA)
· Monthly on-site detail (ETA)
· Workload tracking – open/closed/overdue initial assignments and Employer Action Plan assignments.
· Need to know what performance measures will be so operational reports will support goals.
· Track how active accounts are performing, compare to other (non-active) accounts (universe).

· ROI  on various services, which core services are having most impact

· OPRS measures

Process Improvement Ideas (and what’s on their mind):
NBM
· CCG & CCT definition will open door for better EM/IM collaboration
· Consistent message about performance measures

· More coaching and training of Lead Consultant process/tasks

· LC changes too often

· Sense that LC is “assigning” work to coworkers

· Way to balance LC workload and other workload

Gatekeeping

· Automate packet process because of risk factors (CTS) associated with manual process.

· Provide CFI training and cross-training to gatekeepers.

· Requests made through Call Center or 1-800 phone numbers should be routed to the Gatekeeper but are being routed directly to field staff.

· Switch AA and AE2 roles (AA should field calls and do basic discovery on phone, AE2 should do R&P packet).
· Consider dedicated Gatekeeper position.
· Conflicts with other priorities of AE2 especially during Payroll and PDP periods and for AA2 given their other responsibilities in the service office.
· “Can’t even model it because AE2’s are scrambling and there is a shortage because we’ve lost staff to the Compliance Unit”.

Lead Consultant
· Help from Central Office (High Tech Low Touch) PDP and consistency across programs.
· CFI letters standard language with ability to customize

· Many field consultants don’t want to be a Lead Consultant because of EAP and coordination responsibilities.
· Administrative tasks are taking up more and more time, impacting on-site time

Other
· IF portal access, reports access, FSA access could be through WWW, many consultants wouldn’t need laptops – they could use their home computers.

· Consistency with time tracking between ESS and Safety staff

· Process will improve as EM/IM integration matures

Method
Joy Bush and Rich Gaul facilitated 3 focus groups in Cleveland, Cincinnati and Columbus.  Groups were separated by field consultant, gatekeeper and supervisor.  Each group had some common and some unique questions.  Approximately 45 attended the focus groups which represents about 20% of the staff.  Each group was e-mailed the feedback that they gave to ensure we heard them correctly.  Randy Ferguson attended the Cleveland and Columbus sessions and Doug Farmer attended the Cincinnati sessions.
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