
PORTAGE COUNTY COMBINED GENERAL HEALTH DISTRICT (PCHD) 
705 OAKWOOD ST, RAVENNA, OHIO 44266 

Team Name:  Chatty Cathy Project Title: Phone functionality 
 
Problem / Opportunity Statement: The phone is our agency’s primary means of communication with external and internal 
customers. As a result of recent phone updates and improvements, there is a need for functionality-training based on the phone 
system targeted to our internal customers. 
 
Team Sponsor: Joseph Diorio Target Division/Process Improvement Area: Agency wide 
  
 Performance Improvement AIM (Mission): This team will determine the functionality of our phone system and develop a 
phone administrative process and training for staff (internal customers). 
Strategic Alignment: (2.3.1) Improve staff knowledge, skills and abilities related to customer service via the improved phone 
system. 
Team Members: Roles and Responsibilities: 
1. Justin Rechichar Leader 
2. Becky Lehman Team Member 
3. Philesia Condor Team Member 
4. Dan Robinson Team Member 
5. Dorothy Filing Team Member 
6. Susie Forgacs Facilitator 

  
Scope (Boundaries)/Team Authority: This QI team is authorized to use a Kaizen Event. The team is also authorized to seek 
assistance from other staff determined to be high-end users of the phone system or have a contributing knowledge. 
 
Customers (primary and other): Customer Needs Addressed: 
1. Internal (Staff) Phone functions and reference guide available; 

employee/program directory 
2.External Reach appropriate staff member in a timely manner 
3.  
Objectives: SMART - Specific, Measurable, Achievable, Relevant, Time-Framed 
 

1. Develop reference guides and employee / program directory by 12/8/17 
2. Provide phone training and reference materials to staff by 12/31/17 

Improvement Theory: 

Success Metrics (Measures): all staff trained  

PDSA Timeline: Projected Date Completed: Actual Date Completed: 
Plan: Develop reference materials, training 12/8/17 12/8/17 

Do:  Implement training 12/31/17 12/18 and 12/21/17 

Study:  Review phone issues; solicit input at staff meeting 1/31/18 1/26/18 

Act:  Update procedure as indicated 3/18 3/5/18 

Considerations (Assumptions/Constraints/Obstacles/Risks): Can’t spend additional money; must work with systems already in 
place 
Needed/Available Resources: Derby Communications if needed; Panasonic phone user manual have office supplies 

Meeting Frequency/Duration & Team Member Time Commitments:  Monday, Tuesday, Thursday, and Friday 

 



QI Team Charter 

Communication Plan (Who, How, and When): emails  


