
An Application of the Lean Process Improvement Model 



  We don’t make widgets 
  We don’t have customers 
  There is no incentive for us to improve 
 



 Requested by Council member 
 He recommend the scope of the performance audit 

include: 
 Accuracy and effectiveness of the current tracking system 
 Pothole repair response times, analyzed by each council 

district and citywide 
 Best practices used by other governments to track and follow-

up on pothole complaints 
 Effectiveness of the City's pothole repair operations (e.g., 

deployment of repair vehicles) 
 Recommendations to achieve greater efficiency and 

effectiveness 



 Pothole damage paving the road to ruin, The Daily 
Telegraph, London, June 2010  

 Potholes cause misery for large number of drivers, The 
Guardian, UK, March 2013 

 Putting potholes in their place, LA Times, August 13, 2012 
 Fixing potholes small part of street budget, SJ Watch, April 

2010 
 Complained About a Pothole? Better Be Patient-Voice of 

San Diego, June 20, 2012 
 I will not stop, mark my words, I will not stop until every 

road in the city of San Diego is a sexy street.” Todd Gloria, 
Council President, San Diego 
 
 

 



 Ride-Alongs 
 Top to Bottom Interviews 
 Access to Production Database 
 Reviewed related external reports and articles 
 Contact other Municipalities 

 Dallas 
 Phoenix 
 LA 

 



 







 The pothole operations did not appear to be filling a 
significant number of potholes per day 

 Crews passed several potholes en route to another repair 
locations 

 Some data in the system was reliable, other data was not  
 Response time varied among districts. 
 Many governments pothole repair programs operated in 

a similar way to San Diego 









 Process Improvement Methodology 
 Reduce Wasted time effort and material 
 Reduce Cost 
 Improve Quality 
 Increase Output 
 Efficiency Measurement Methodology 



 Value added vs. Non-Value Added vs. Waste 
 Reduce unnecessary process complexity 
 Better utilize available resources 





  Used actual workload 
  Measured gains in efficiency 
 











 Cost per pothole as the primary performance measure 
 Number of potholes repaired 

 Cost of repair 
 Reduce Wasted time effort and material 
 Reduce Cost 
 Increase Output 

 Budget Conversation 





 Recommendation #1: 
 In order to improve the quality of data, Street Division 

should standardize its data collection tool. 
Specifically, the Street Division should: 
 a) Specify the types of data that should be collected by 

repair crews (e.g. number of potholes filled and square 
footage ),and revise the data collection form so that each 
required data type has its own field and standardized way 
of recording. 

 b) Establish a process to insure supervisory review and 
approval prior to data entry with confirmation of review 
such as a signature. 



 Recommendation #2: 
 The Street Division should improve controls over data 

entry.  
Specifically, Street Division should: 
 a) Modify the date field to a blank, yet required field to 

help insure the date field is entered correctly into the 
system. 

 b) Evaluate potential data entry controls available in 
SAP for data recorded in the system to strengthen edit 
checks and controls. 



 Recommendation #3: 
 Street Division's pothole repair group should implement a 

regional deployment strategy in order to reduce redundant 
trips to the same areas and systematically address pothole 
repair. 
 

 Recommendation #4: 
 Street Division should change its primary performance 

metrics to include a measure of production efficiency. 
Specifically, the Department should utilize the cost-per-
pothole as their primary performance measure to capture 
the efficiency of its operations. 



Management Response #l: Agree with Recommendation 
 The Division is revising the data collection form to 

include the number of potholes and square footage of 
potholes. 

 Additionally, the data form will be revised so each data 
type has its own dedicated data entry field. 

 



 The Street Division is in the process of modifying the 
data field to be blank and be a required data entry 
field to insure the date is entered correctly. This 
change will be effective beginning Fiscal Year 2014. 

 The Division is evaluating potential data entry controls 
available in SAP to strengthen edits checks and system 
controls 



 Street Division agrees with this recommendation as it 
should result in work being completed in a more 
efficient manner, allowing more potholes to be filled 
and reducing redundant trips to the same area. 

 Using a regional deployment strategy, customer 
generated notification may account for less of the work 
performed in a work day while self generated service 
notifications will increase as crews travel from one 
customer generated service notification location to the 
next. 



 Beginning in Fiscal Year 2014, Street Division will 
utilize the cost-per-pothole method as the primary 
performance measure to capture the efficiency of its 
operations. 





  More efficiency gains 
  Cost per pothole changes 



 Contact Information 
 Chris Kime: Audit Manager 

 pkime@sandiego.gov (619-533-3030) 
 Steve Gomez 

 gomezs@sandiego.gov (619-533-3032) 

 
 Staff Not In Attendance 

 Sunny McLernon: Senior Performance Auditor 
 Sara Collier: Performance Auditor/Industrial Engineer 
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