OPERATIONAL
EXCELLENCE IN A
REGULATORY AGENCY:
UTAH LABOR
COMMISSION



What we do and why we do it



General Organization

S
o Very small and diverse regulatory agency

o 5 Divisions
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5 divisions
About 120 employees
25,000 inspections
2,000 investigations
Recorded 51,000 injuries
Conducted 300 formal hearings
Issued 1,100 formal orders, 16,000 permits, 5,400 waivers and 2300 citations or penalties



- Why What We Do Is Important

Achieving safety in Utah’s workplaces
and fairness in employment and housing
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Help ensure a level playing field
Make sure companies 
	- have workers compensation coverage
	- pay wages owed
	- have safe work places free from hazards and discrimination
	- operate safe elevators and boilers
Make sure that injured workers received medical care and lost wages


- Challenges



Challenge: Process

Balance industry and individual rights
Too much regulation versus not enough
Burgeoning workload as economy grows
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Ideally, business would regulate themselves
Not always the case
Try to level the playing fields so as to not give unethical companies a competitive advantage
Then get out of the way of the companies that obey the law


Challenges: External

_
- Vocal Stakeholder Groups

o Legislative Changes
o Technology
- Federal Partnerships
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Legislation – changes in the law
Technology – Trouble moving to Google
	- double-booking 


Challenges: Internal
S =
- Work load
o Staff
o Ownership
o Perfection
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We’d like to be more proactive (prevent problems before they become problems)
We’d like to do more outreach
Too much to do

Staff/Ownership
Very dedicated but used to doing things a certain way
Start messing with process, you’ll likely step on toes of whoever created that process



- Strategies & Tools



Adjudication Division
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Trial court for workers compensation, employment & housing discrimination claims
Penalty cases
Annually:
About 1,200 cases
About 300 formal hearings
Issue about 1,100 opinions
6.5 judges/4 clerks



Mapping Our Process
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Interference Diagram
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Some of Our Fixes

Templates
Check lists for parties
Rule changes

Limit page numbers, types of motions
Specialize case assignments
Hearing calendars
Medical panels

Training

Uniform questions



Multitasking

S =
o Hearing Weeks/Writing Weeks



Help From Others

S
0 DWS
- Courts
o ALJs in Other Agencies



- Measurements

What to Measure & How to Measure it




Quality + Throughput
S
o Quality
o Timeliness
o Appeals

o Throughput
o Cases Closed


Presenter
Presentation Notes
Overall age of cases
Age of cases hitting certain thresholds


Review & Change

S =
7 New Bottlenecks
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1st – waiting for decisions
Now – waiting for hearings
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Overall

S
o 15% improvement overall



Writing Times

Decisions issued within 60 days went from
being 64% compliant to 92%



Next Challenge

S
o Wait time to hearings
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Talk to other people who are already dealing with this issue
Courts


- Leadership



Qualities

Curiosity

Thoughtfulness

Humility
Determination/Stubbornness



Quote

I’'m a strong believer in forward motion. A
less-than-great decision Is better than no
decision or endless dithering. Improvise,
adapt, go forward. And remember that
credit and blame accrue to the chef In
eqgual proportion. If your subordinates fall,
it's your failure. To Dblame others Is
loathsome. That itself is failure.

— Anthony Bourdain



Quote

May your choices reflect your hopes, not
your fears.

— Nelson Mandela
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