Overview of presentation:
This presentation is going to be presented at the World Quality Conference in May 2011 in St Louis.  The presentation has been selected as a finalist for the International Team Excellence Awards (ITEA).

The Wyndham Consumer Finance company project is tied directly to the organizations third strategic objective, which is Efficiently and Effectively Provide Quality Products and Services Valued by Customers.  The value provided by this project targeted our internal customers; call center agents who are dependent on other systems to complete their job.  Our project followed the DMAIC methodology and primarily focused on understanding the root cause of the defects and waste within the process.  The goals of the project was to improve accuracy of adjustment requests by 5%, automate processes, improve the usability of Veritae (adjustment data base), increase/improve Agent training, and reduce storage costs by 50%. Standard lean tools such as Process mapping, SIPOC, and 5 Why Analysis were used to understand the current process, which also identified the gaps and impacts to our customers.  The team was comprised of a diverse group of Stakeholders, which was key to the success of the pilot and implementation of the solutions.  The financial benefit was approximately $15,000, and the long-term benefits from the results will continue to manifest themselves as the improvement efforts are realized.

