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Define

1. Review Project Charter

2. Process Map

3. SIPOC

4. Communication Plan



Project Charter

• Problem Statement: 61% of Food Business Licenses in 2018 

were renewed after the deadline of June 30th     

• Secondary Problem Statement: During the project process we 

identified processes which were unstable

• Goal Statement: To streamline the backend process which in 

turn will result in reduced time for the customer to receive a food 

permit



Process Mapping



Process Mapping



SIPOC



Communication Plan

• Keeping our project owner up to date on our process by 

including her in e-mail communication and addressing system 

concerns

• Working with our black belt in determining focus of project and 

addressing concerns regarding project stability

• Establish weekly status meetings



Measure

1. Collect Data

2. Voice of the Customer



City of Tulsa 

Application for 

Food License

Citizens must fill out 

an application to 

apply for a Food 

License.  They must 

provide all required 

documents listed to 

obtain their Food 

Permit.



Food License

The Food License 

is issued once all 

proper documents 

are submitted.



Return Letters

Anytime there is 

missing or incorrect 

information on the 

form the License 

Center Staff will 

send a return letter 

to the customer 

advising what 

additional items are 

needed to issue the 

license.  Examples 

include:

• Delinquent Tax

• Incorrect DBA

• Incorrect Check

• Fees Missing



City of Tulsa Renewal Notice





License Center Staff enters the customer’s information into 

EnerGov creating the license record.  



Voice of the Customer

“I thought the 

mail-in process 

was easy.”

“I came from out of state 

and  had a few issues trying 

to figure out what I needed 

to get my permit.”“My corporate 

office does all 

of our permit 

renewals.”

When surveying local business’ the majority of our customers renew their 

food permit via mail. They have found the process to be quite seamless 

and easy. We did find one new business owner who had a little trouble 

identifying what he needed to obtain his permit as an out of state business 

owner from our website.



Voice of the Customer



Analyze

1. Pivot Table

2. Sigma Level



Pivot Table

Licenses Obtained after June 30th



Sigma Level

• Opportunities for defect = 2129 (total # of food permits 

obtained) 

• # of defects = 749 (# of permits obtained after 6/30/18)

• DPMO = (749/2129)x1,000,000=351,808

• Sigma Level – 3.5



Improve



Obstacles 

• Lack of buy-in 

• Reluctant to system changes 

• Unwillingness to adapt and update current processes

• Lack of trust

• Misunderstanding of the Green Belt Process 

• Commitment

• Information hoarding

• Interdepartmental division (Lack of teamwork)



Control



Poka-Yoke

1. Create Standard Operating Procedures (SOP’s) to eliminate 

inconsistencies (Continuing to update for all processes.) 

2. Online Checklist will be updated. The checklist will include 

the instructions for new business owners coming in from out 

of town. (Business Licensing and Communications are in the 

process of developing a new checklist.)

3. We recommend the department 

follow up on data for past due 

Business Licenses in Aug. of 2019


