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•Welcome

•Areas of Current Focus:

•Performance Management

•State Workforce Modernization

•Agency and Program Streamlining

•Operational Improvements

•Efficiency Ideas

•Discussion, Next Steps and Closing Remarks



Performance Management
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Comprehensive performance management systems 
integrate strategic planning, action plans, and 

performance tracking
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“Governor’s 
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Performance Management

3

Best practice states have strong performance 
management systems
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A page for each functional cluster will summarize key 
information and link to strategic plans and key performance 

indicators

Performance Management
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Performance metrics and targets can be summarized in 
dashboards to provide a quick overview of how New York is 

performing

Performance Management



State Workforce Modernization
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“The State’s ability to effectively address the 
challenges before it is dependent on a well-

trained and highly engaged State workforce.”

-Governor Andrew M. Cuomo
The New New York Agenda



State Workforce Modernization
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The State’s aging workforce makes change imperative:

51% - Percentage of the State’s senior career managers that 

will be eligible for retirement within 5 years

44% - Percentage of workforce that will be 55 or older 

within 5 years

The State must make it easier to enter the civil service:

37 – Average age of newly hired employees

†Source: Bureau of Labor Statistics and NYS Dept. of Civil Service
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Civil Service Improvements1

State Workforce Modernization

•Explore renewing and expanding the “IT 500” law to 
create greater flexibility when hiring mid-career 
employees

•Explore expanding the use of computerized testing to 
increase the frequency at which exams are offered

•Explore a “Dual Track” program to expand the promotion 
opportunities for skilled professionals who do not 
supervise other employees
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Training, Increased Productivity and Enhanced Employee 
Engagement
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State Workforce Modernization

•Conduct an employee engagement survey to diagnose areas 
for improvement

•Expand recognition programs for innovative and high 
performing employees and departments

•Implement best practice training programs for managers



State Workforce Modernization
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Many believe that past workforce 
modernization efforts based on a 
single comprehensive plan have not 
succeeded

SAGE will work with all stakeholders to solve discrete 
problems on a rolling basis and achieve progress as quickly as 

possible 
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SAGE will pursue multiple projects focused on agency 
streamlining & operational improvements 

1
1

Goal:

Modernize and right-size government to 
make it more efficient, effective and 

accountable

Identify 
operational 

improvements
2

Streamline the 
organizational 

structure of State 
government

1
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•Explore functionally consolidating the functions of DoT, 
Thruway Authority and Bridge Authority

•Explore integrating certain Health and Disabilities 
functions

•Phased integration of OMH and OASAS

•Centralization of certain administrative services

•Eliminate or merge unnecessary boards and commissions

Streamlining Agencies1

Agency and Program Streamlining



Agency and Program Streamlining
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Streamlining Cross-Cutting Programs 2

Cross-Cutting 
Program

Agencies Involved

Energy Efficiency - New York Energy Research and Development Authority
- New York Power Authority
- Long Island Power Authority
- Public Service Commission; among others

Workforce Training 
and Development

- Department of Labor                                                    - Department of Health
- State Education Department                                       - Office of Mental Health
- Empire State Development Corporation                   - SUNY
- Office of Temporary and Disability Assistance        - OPWDD
- Department of Corrections and Community Supervision

Housing - NY Homes and Community Renewal
- Homeless Housing Assistance Corporation
- Office of Mental Health
- Office for People with Developmental Disabilities

Emergency 
Management

- 12 Agencies included in the Governor’s Upstate Storm and Flooding Recovery 
Task Force
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Business Process Key Benefit

DFS complaint handling Expedite dispute resolution and 
capture trend data

DEC permitting Track progress and reduce cycle
time

Rent Regulation Enhance enforcement

MWBE certification Reduce cycle time and expand 
certified MWBEs

Contracts and grants management Facilitate prompt payment

Process Redesign1

Operational Improvements
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•SAGE will pursue the best practice of private sector companies and 
other states in using LEAN processes

•Many private sector companies, including Kodak, have used LEAN 
effectively to streamline their operations

Opportunity to apply LEAN– a private sector approach to    
continued process improvement 

2

Operational Improvements



Lean At Kodak
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Lean at Kodak

Kodak uses Lean as a business management philosophy to yield tremendous 

results by identifying the most efficient and value added way to provide 

products and services.

Lean enables Kodak to:
•Better serve customers at the lowest possible cost through the 

elimination of activities that don’t add value.

•Better understand how our processes work. 

•Empower our employees to quickly identify waste and implement 

improvements. 

•Build a culture of continuous improvement.  

Typical results:
•Inventory Reductions 40 – 50%  (Raw Material, Work in Process, 

Finished Goods)

•Significant reduction defects, scrap and rework at all factories

•Increased capacity, single piece flow

•Reduced warehouse space  

Kodak Volunteers help the Community:
•Kodak Black Belts work on Rapid Cycle Improvement Projects  to 

help local organizations improve. 

Typical 

Organizations
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Traditional focus 

is on decreasing 

work time

Eliminate waste to drive results

Lean decreases  

waste time

Work = Value-added time

Wait/waste= Non-value added time

Cycle time or lead time

Cycle time or lead time

Before

After

Reduced Cycle Times 

Improved Delivery

Increased Capacity

Better Quality

Higher Productivity
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Lean Tools
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Key Lean Deployment Messages

Lean work is directly tied to overall business improvement 

not separate from it

• Everything we do should be focused on creating customer value

• Everything can and should be improved

• All waste must be identified and eliminated

Developing a Lean culture is a long-term process

•Execution requires significant planning, preparation and support.

Sustaining gains made requires daily leadership throughout the 

organization 
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Level Government Organizations

U.S. Federal 

Government

U.S. Environmental Protection Agency 

U.S. Department of Defense 

U.S. Army 

U.S. Department of Agriculture 

U.S. Department of Housing and Urban Development

U.S. Nuclear Regulatory Commission 

U.S. State 

Government

Connecticut Department of Environmental Protection 

Connecticut Department of Labor 

Delaware Department of Natural Resources and 

Environmental Control 

Iowa Office of Lean Enterprise 

Maine Department of Labor 

Minnesota Enterprise Lean 

State of Ohio Lean 

U.S. Local 

Government

City of Cape Coral, Florida 

City of Cincinnati, Ohio

City of Ft. Wayne, Indiana 

City of Grand Rapids, Michigan 

City of Irving, Texas

Jacksonville, Florida 



Operational Improvements
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Complaint Process Pain Points

1) Complaint intake is not standardized causing additional back/forth 
with consumer

2) The departments rely heavily on paper communication with their 
consumers

3) A significant number of complaints submitted by consumers are out of 
DFS's jurisdiction and are referred to other entities 

4) Average duration of an Insurance complaint lifecycle (from receipt to 
close) is 78 days

5) Supervisors often perform work that examiners (or clerks) can/should 
be completing

Example: Department of Financial Services 
Complaint Handling



Operational Improvements
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Insurance 
Consumers

Channels

Providers / 
End Consumers

DFS Website

Letter / Fax

1) Consumer 

Needs Help 

From DFS

2) Complaint 

Intake Channels
3) Processing

Email

5) Escalation

LEGEND

R Opportunity for resolution

Walk-In

Banking 

Consumers Channels

End Consumers
Letter / Fax

Email

Prep Unit
Opens Mail, 

Scans 
Documents, 

Data Entry

NYICIS

Prep Unit
Categorizes 

Complaint & 
Notifies 

Institution

NYICIS

Institution

Examiner 
Reviews 

Complaint

Supervisor 
Conducts 

Secondary 
Review

R

R

R

4) Review

CSB

CSD – Consumer Help Unit

Supervisor 
Reviews 

Complaints to 
Triage and 

Assign

Student / 
Examiner Logs 
Complaint in 

System

AS400
Student / 

Examiner resolves 
complaint

Supervisor 
Reviews 

(when 
escalated)

R R

2

4

2

5

5

4

1 3

Current State Complaint Handling Interaction Model



Operational Improvements
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Consumers Channels

End Consumers

Providers / 
Brokers / 

Agents

DFS Website

Telephone / IVR

Mobile App

IM / Chat

Letter / Fax

1) Consumer 
Needs Help 
From DFS

2) Resolution 
Through Self-

Service
3A) Inquiry is 

Submitted

3B) Complaint is 
Submitted

Complaint is 
entered into DFS 

System

Consumer

Institution

4) Complaint is 
automatically 

sent to Institution

Institution Works 
with Consumer to 

Resolve 
Complaint

5) If Complaint Is Unresolved, then 
routed to DFS for review

Tier 1 Resolution:
Remove invalid or 
referral complaints 

Tier 2 Resolution: 
Complaint Review

Tier 3 Resolution:
Escalated Review

Sorts Complaints into High-
Touch and Low-Touch

Email

Community 
Forums

Inquiry?

Complaint?

Tier 1 
(ASR)

Tier 2 
(Supervisor 
or Examiner)

R

R

R

R

R = Resolution

R

R

6) Data Analytics will help to increase enforcement and regulation

Future State Conceptual Interaction Model
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• Iowa’s Office of Lean Enterprise serves as a model of this 
infrastructure and has driven 165 improvements across Iowa’s state 
government, including:

•Reduced delays by 81% and steps by 62% for the Alcoholic 
Beverages Division Class E Invoices and Taxation Process

•Reduced the time for the Department of Natural Resources to 
issue a Leaking Underground Storage Tanks Corrective Action 
Decision from 1,124 days to 90 days.

•Designed the Department of Cultural Affairs’ Great Places 
Program in 4 days. 

Operational Improvements

Build infrastructure for continuous improvement3



Efficiency Ideas

The Commission will evaluate efficiency ideas from multiple 
sources:

•SAGE website “suggestion box” and other citizen input

•Office of the State Comptroller

•Not-for-profits

•United Way

•New York Public Welfare Association

•State agencies

•Outside consultants

•Best practice of other states
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Discussion, Next Steps and 
Closing Remarks
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