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Problem Question

How can the Missouri Department of Corrections improve visitation efficiency and stakeholder
satisfaction through systematic enhancements and timely communication?




Why we must improve.

s The visiting process represents a large portion of interactions between the Department of Corrections and
the citizens of Missouri.

¢ Facilitation of this process also places a large administrative burden on correctional staff.

Average of last three fiscal years

* Estimated number of visits annually: 86,204 * Total institutional population: 24,400
 Visiting applications submitted annually: 29,981 * Total number of approved visitors: 101,072
* Total number of denied visitors: 20,031




Why we must improve, cont.

Most visiting denials and cancellations are due to
avoidable process issues.

Percentage of Denials by Category

Visitor Rules Violation
14%

Visitor Not In Approved Status
13%

Non authorized Visiting Days/Hours

Visitor Did Not Wait 52%
3%

Offender Unavailable/ Refused
18%
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* Enhanced Application

Solution
ReqUirements * Automated Notification Process

How can we improve?

* Self-Scheduling

 Streamlined Background Check/Warrant Check

* Integration with Existing DOC Applications
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Process Improvements

Self-scheduling capability

Automated warrant checks

Automated communication of
visitor application approval or
denial and scheduled visit
confirmation

Visitor Satisfaction

* Greater autonomy, convenience,
and reduced wait time

* Timely and clear communication

* Timely and clear communication,

thus allowing visitor to schedule
visits with their loved one as soon
as approved

* Timely communication verifying
visitation appointment requests

* Reduction in scheduling-related
calls

* Enhanced security without

increasing manual workload

* Reduction in workload by

eliminating need to manually
notify offender and reduce calls
related to visitor application status

* Minimize staff involvement with

scheduling which maximizes
productivity on other work topics




Why we must improve

RECAP



Customer e 101,072 Annual Visitors to DOC
SatISfa Ctlon * 1.6% of the MO Population

Why we must improve recap...
 Over double the number of State Employees

@ Bottom Line: Large customer base that needs our consideration.






Maintained reqgular
visitation with friends

and family:

25% reduction in major,
violent, and injurious acts
of misconduct.

(Sorrenson and Reidy, 2020)

Why Visitation
Is Important

Why we must improve recap...




“Building a good customer experience does not happen
by accident. It happens by design.”




Questions?

Thank you!
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