Project Aim 2020

Appendix F — Root Cause Analysis of Process Improvements

Introduction

The project team conducted a root cause analysis as part of the gap analysis’ study of the
current state of processes and in response to SRM-M141120. Since 2007, the agency has
conducted 42 Business Process Improvement (BPI) projects. Each BPI included a root cause
analysis with recommended solutions to enhance business processes. The projects
represented a wide variety of processes across the agency, including about three times as
many corporate processes as regulatory processes. The attached spreadsheet indicates the
lead office, the process studied, fiscal year, summary of root cause(s), and the benefits that
were a result of the project. The Project Team analyzed these results to determine why some of
the agency’s processes are cumbersome and how we may improve efficiency. As stated earlier
in the report, this analysis identified the following five recurring root causes:

e Processes not documented or the documentation is not accurate — Processes that
were not well-documented or were not updated caused the process to be less
predictable, perform poorly, decrease in quality, frustrate stakeholders, and negatively
affect other associated processes. Poor documentation made it difficult and more time
consuming to train new participants in the process. For example, the fuel cycle licensing
actions project (11/9/2010) found a lack of guidance on how to conduct a kick-off
meeting and how to conduct a site visit for a licensing review, detracted from the overall
efficiency, effectiveness, and consistency of the licensing review process.

e Unclear roles and responsibilities — Processes that did not have clearly defined roles
and responsibilities caused significant delays in the implementation of the processes.
Undefined roles and responsibilities caused disruptions in the workflow and the
concurrence process. For example, the construction scheduling project (10/1/13) found
that unclear roles and responsibilities were causing communication challenges in
managing the construction projects, which were detracting from the overall efficiency
and effectiveness of scheduling and conducting oversight of new reactor construction.

e Processes are not standardized — Many processes lacked a standardized process
resulting in non-value add process steps, unpredictable outcomes, process time delays,
and difficulty in automating or inhibiting adopting a standardized centralized model. The
lack of standardized processes impeded training and added expenses when process
participants moved from one office to another. For example, the Enterprise Wide
Contract project (12/1/10) found that by not having a standard process, the agency spent
excessive time and effort in processing invoices, staff experienced less job satisfaction,
offices could not achieve key metrics, and multiple and unnecessary re-work cycles
occurred.
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e Process participants are not adequately trained — In addition to the previously
mentioned process training challenges, new participants to a process did not receive
adequate training from experienced staff. Poor communication of process changes and
a lack of training by the process owner on the changes resulted in poor process
performance. For example, the Department of Energy (DOE) labs procurement process
project (5/31/10) found that training was outdated, too short, and not specific to the
office.

o Competing priorities — Other work, emergent work, or inconsistent management
direction reduced the amount of time staff hours dedicated to maintaining a high-
performing process. For example, the FOIA process improvement project (10/4/12)
found that due to competing priorities, subject matter experts were challenged to provide
requested redacted documents in a timely and efficient manner.

Attachment: Root Cause Analysis of Business Process Improvements
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