RESULTS,

Getting Results with Lean Principles
In Washington State

- Results Washington -

Financial Management Advisory Councll
June 26, 2014



Governor Jay Inslee

A New Strategic Framework

Vision A Working Washington built on education and innovation ... where all Washingtonians thrive.
~ Foster the spirit of continuous improvement
M- . » Enhance the conditions for job creation
Ission » Prepare students for the future
» Value our environment, our health and our people
» Create a responsive, innovative and data driven culture of continuous improvement.
» Recognize Washington’s rich natural resources, diverse people and entrepreneurial drive, and build upon our legacy.
Founda“on » Operate state government with the expectation that success is dependent on the success of all.
» Create effective communication and transparency on goals, measures and progress in meeting expectations.
» Deepen our focus, understanding and commitment to our citizens: Know our customers.
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World-Class Prosperous Sustainable Energy and Healthy and Safe Efficient, Effective and
Education Economy a Clean Environment Communities Accountable Government
Building a more responsive, data-driven state government to get results:
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A | l www.results.wa.gov



nESUITS/\/” Developing and implementing a world class performance management

LASHINGTON  and improvement system to achieve our vision, mission, and goals

N
* Metrics * Lean thinking & tools
* Goals * Lean Fellows
* Expert Partners
\ J
Measuring § Improving
Engaging Reporting
e 2

+ State Agencies
* Partners

« Stakeholders
_

* Results Reviews

* Public website
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Reporting: Results Reviews

+ Metrics ) « Lean thinking & tools ]
« Goals « Lean Fellows
« Expert Partners

Measuring Improving

—

Engaging Reporting

- State Agencies

= Partners * Results Reviews
+ Stakeholders + Public website
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L eader to Leader Discussions

* Metrics + Lean thinking & tools
* Goals * Lean Fellows
« Expert Partners

Measuring Improving

Engaging .Reporting

+ State Agencies
« Partners * Results Reviews
+ Stakeholders « Public website
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RESULTS ~* Engaging: Customer and culture

+ Lean thinking & tools
+ Lean Fellows
» Expert Partners

* Metrics
« Goals

Measuring | Improving

Engaging Reporting

- State Agencies
= Partners
- Stakeholders

* Results Reviews
- Public website

S

Irene Reyes

 J

W)
~ ““‘--._

_J
| » [ -u | PR




1Bl Results Model

Value-Driven Purpose

Leadership Behaviors

Process ™ People
Improvement B Development

Ma{r:égement Systems

Mindset/Culture

The Results Model was adapted from The Lean Transformation Model articulated by John Shook, Chairman, CEO of Lean Enterprise Institute.
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WASHINGTOL!

Measuring

GOAL 5: EFFECTIVE, EFFICIENT AND ACCOUNTABLE GOVERNMENT

Fostering a Lean culture that drives accountability and results for the people of Washington

CUSTOMER SATISFACTION AND

CUSTOMER
CUSTOMER SATISFACTION CONFIDENCE

1. Increase/

aintain customer

=rvice satisfaction

ith accuracy,
eliness,

.1.a. Increase
umber of services
vailable online

om X to X by
0XX; increase
nline services for

.1.b. Increase
umber of core
ervices where

ustomers are

urveyed at point of
ervice/delivery from
to X by 20XX

CONFIDENCE

“'m being served well”

1.2 Increase
Washington as an
employer of choice
from 63% to 66% by
January 2016

1.2.a. Increase
percentage of state
employees satisfied
with their job from
69% to 72% by
January 2016

1.2.b. Increase
percentage of state
employees who
respond positively to
engagement
questions from 64%
to 67% by January
2016

1.2.c. Increase
percentage of state
employees who said
their leaders create
a culture of respect,
feedback,
recognition from
68% to 70% by
January 2016

1.2.d. Increase
percentage of state
employees who
believe we are
increasing customer
value from 54% to
57% by January
2016

1.3. Increase/maintain
timely delivery for
state services from X
to X by 20XX (June
2014)

1.3.a. Increasef
maintain timely
delivery of several
regulatory/business
services TBD, such as
business licensing
service and
unemployment

payments

1.3.b. Increase/
maintain timely
delivery of several
state services for the
public TED, such as
child support payments
and driver's licenses

1.3.c. Increase
percentage of
agencies that practice
continuity of
operations plans at
least annually from
74% to 100% by 2014

1.3.d. Increase
percentage of
agencies with updated
continuity of
operations plans from
6% to 100% by 6/30/
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RESOURCE STEWARDSHIP

2.1 Increase the
number of value
added improvement
ideas implemented by

X% over baseline by
20XX (October 2014)

2.1.a. Increase
number of Lean
projects by 25% from
321 to 400 by 2014

. 2.1.b. Increase

percentage of state
employees
completing Lean
training by 20% from
11,785 to 14,200 by
2014 and increase
percentage of
Supervisors,
managers, and
executives completing
Lean training by 20%
from 3,979 to 4,800

by 2014

2.1.c. Increase
percentage of state
employees trained to
be facilitators of Lean
improvement projects
by 20% from 402 to

480 by 2014

2.2 Reduce the
statewide energy
use index of
state facilities
from 120 kBtu to

106 kBtu/sguare
foot/year by 2015

2.2.a. Reduce
energy
consumption in
state-owned
buildings from
9,600,000 mBtu
to 8,800,000
mBtu by 2013
and to 8,400,000
mBtu by 2015

kBtu: 1,000 British
thermal units

mBtu: 1 million
British thermal
units

“My money is used responsibly”

2.3 Increase
the number of
passenger
alternative fuel
vehicles placed

in state flest

from 1,514 to
2,021 by July
2016

2.3.a. Increase

number of
hybrid
passenger
vehicles from
1,508 to 2,000

by July 2016

2.3.b. Increase
number of
electric
vehicles from 6
to 21 by July
2016

2.4 Decrease the
passenger vehicle
lifetime cost per
mile from $0.36 to

$0.33 by July 2016

2.4.a. Decrease
state vehicle costs
by increasing the
number of
passenger
vehicles being
managed by state
professional fleets
from 2,979 to
3,650 by July 2016

2.4.b. Decrease
percentage of
SUVs purchased
from 42% to 30%
by July 2016

TRANSPARENCY AND
ACCOUNTABILITY

“I know how my money is being spent”

3.1. Increase amount
of data available in
downloadable and
searchable format from
X to X by 20XX (Mid
2014)

3.1.a. Increase
availability of spending

data on statewide level,
by funding source, in a
downloadable and
searchable format from
X to X by 20X

3.1.b. Increase access
to information on major

projects from X to X by |}

20XX

3.2 Increase the
percentage of
contract data
available on a

central website from

zero to 100% by
2015

3.2.a. Increase
percentage of
agencies and
institutions of higher
education that post
contract data on
central website from
zero to 100% by
2015

| 3.2.b. Increase

percentage of
master contract
solicitations and
associated
documents available
on contracting portal
page from 60% to

100% by July 2014

COST-EFFECTIVE GOVERNMENT TRANSPARENCY PROR%L;IEIIE?T)‘ENT ACCOUNTABILITY

3.3. Increase the number of
Results Washington
outcome measures and

leading indicators
improving from X to X by
20XX (June 2014)

3.3.a. Increase percent of
unique users who access
the Results Washington
website by 10% over
baseline year (September
2013-September 2014)
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CUSTOMER
SATISFACTION

1.1. Increase/ maintain customer
service satisfaction with accuracy,

timeliness, respectfulness from
XX% to more than 80% by 20XX
(June 2014)

1.1.a. Increase number of
services available online from X
to X by 20XX; increase online
services for mobile devices from
X to X by 20XX *

1.1.b. Increase number of core
services where customers are
surveyed at point of
service/delivery from X to X by
20000 *

1.2 Increase Washington as an
employer of choice from 63% to
66% by January 2016

1.2.a Increase percentage of
state employees satisfied with
their job from 69% to 72% by
January 2016

1.2 b Increase percentage of
state employees who respond
positively to engagement
questions from 64% to 67% by
January 2016

1.2.c. Increase percentage of
state employees who said their
leaders create a culture of
respect, feedback, recognition
from 68% to 70% by January
2016

CUSTOMER
CONFIDENCE

1.3. Increase/maintain timely
delivery for state services from X to
X by 20XX (June 2014)

1.3.a. Increase/maintain timely
delivery of several
requlatory/business services TBD,
such as business licensing service
and unemployment payments *

1.3.b. Increase/maintain timely
delivery of several state services
for the public TBD, such as child
support payments and driver's
licenses *

1.3.c. Increase percentage of
agencies that practice continuity of
operations plans at least annually
from 74% to 100% by 2014



288U, Measuring

COST-EFFECTIVE GOVERNMENT

2 1 Increase the number

of value added
improvement ideas
implemented by x% over
baseline by 20XX
(October 2014)

2 2 Reduce the
statewide energy use
index of state facilities
from 120 kBtu to 106
kBtu/square foot/year
by 2015

2.3 Increase the number
of passenger alternative
fuel vehicles placed in
state fleet from 1,514 to
2,021 by July 2016

2.4 Decrease the
passenger vehicle
lifetime cost per mile
from $0.36 to $0.33 by
July 2016

2.1.a. Increase number
of Lean projects by 25%
from 321 to 400 by
2014

2.1.b. Increase
percentage of state
employees completing
Lean training by 20%
from 11,785 to 14,200
by 2014 and increase
percentage of
SUpEervisors, managers,
and executives
completing Lean
training by 20% from
3,979 to 4,800 by 2014

2.2 a Reduce energy
consumption in state-
owned buildings from
9 600,000 mBtu to
8,800,000 mBtu by
2013 and to 6,400,000
mBtu by 2015

kBtu: 1,000 British thermal
units mBtu: 1 million
Britizsh

2.3.a. Increase number
of hybrid passenger
vehicles from 1,508 to
2.000 by July 2016

2.3.b. Increase numier
of electric vehicles from
6 to 21 by July 2016

2.4 a Decrease state
vehicle costs by
increasing the number
of passenger vehicles
being managed by state
professional fleets from
2,979 to 3,650 by July
2016

2.4.b. Decrease
replacement of SUV's
from 42% to 30% by
July 2016



RESULTS /\/‘

WASHING

Measuring

TRANSPARENCY AND ACCOUNTABILITY

TRANSPARENCY

3.1 Increase amount of data
available in downloadable and
searchable format from X to X by
20XX (Mid-2014)

3.1.a. Increase availability of

spending data on statewide level,

by funding source, in a
downloadable and searchable
format from X 10 X by 20XX ™

3.1.b. Increase access to
information on major projects
from X to X by 20XX ™

"I am being served well"

PROCUREMENT
REFORM

3.2 Increase the percentage of
contract data available on a
central website from zero to 100%
by 2015

3.2.a. Increase percentage of
agencies and institutions of
higher education that post
contract data on central website
from zero to 100% by 2015

3.2.b. Increase percentage of
master contract solicitations and
associated documents available
on contracting portal page from
60% to 100% by July 2014

ACCOUNTABILITY

3.3. Increase the number of
Results Washington outcome
measures and leading indicators
improving from X to X by 20XX
(June 2014)

3.3.a. Increase percent of unique
users who access the Results
Washington website by 10% over
baseline year (September 2013-
September 2014) *




BESUITS A" Improving

 What problem

Objective are we trying
to solve?

 What are
Root cause RS
: causes of
analysis the
problem?

e Specific
Improvement EEIECRIES
p|an and

metrics
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WASHIN

Improving

Goal 5.1.2 Washington State as an Employer of Chaice - Enterprise Improvement Plan

Owner: Eden Teachout Revised: 5222014

Badl ind:

Facets af Cmployar of Choce

What We Do Know:

Ta prowide effective and efficient SETiE to Washingtonians, the state | procpgses & W ork Total Branding P —— “Managars are essantial to bulld T b an employer af chaice, the state must do
seeks to attract, optimize, and retain talented and engaged people. Practices Envionrsent | Compenaation - \'& ping o e EFEN * essentl) g 8 btaer job of growing Insgifing lesdes,
There are mary facets of employer of chaice we could examine. We're | o =3 7 5 - * Zalary & Perception of S s BN IS SR B [key theme fram spring 2004 research]
starting with 11 survey items abaut emplovess’ experience 8t workas | sak * Paopls s Beredit take |74 |5 1+
a result of our efforts to engage and support them - . tunity o (k- ernplogrm e
Our goal is a 3% increase in favorable responses by Fanuary 2006. -
Favorabde Respomses to Sureey Fems .
@I012 o Bl 2015 Target imprces - Lean Expert Partniers Gallup Coraggia Group
h Current focus:; Imipacked by Fubure focus: Fubure fopus:
impea how changei in signilicand Inele ispact on
11 Oz Owewa 3% |_|3:.. processes & eSOl as curnent
W engage prachices reguirec employees
people
Current State: - Batter valus For customers

State leaders priofitized enterprise improvement related o six survey items. Twa items meet criteria for where to focus resources first,

Within the Improvement Cycle: @ W
& ©
+ 7T =

- More engaged employess
Mare effcient processes

it

[ surveyitem | Favorable Range # of Streng Feasik in
Reiponie Bet Ralationthips
[EE =Erployee Enghgement, CV sCustomer Value, BF sRespect & Feedback) e e i ::':l: Customer Employee
i EE: 1 have the opportunity to give input on decislons affecting my work I 7% | 42 | 3 | dith I's ™y
EE- | have opportunities st work to learn and grow. 5% L] 4 Sth q
BE 180 encouraged 16 tome g with Better wirns of doing things. 7 sam 50 7 | 3rd | Supervisor & Manager behaviars either akd ar hinder improvement
| ov: we use feedback ta i our work processe 8% 55 2 2nd Vs ‘. )
OV We are making improvements o make things better for cur customrers | 654% 43 2 | Tih : Ther need Inmﬂ-edg!. <kills, taols, and support to:
RP- | recelve recognition for 2 job well done | 5% 40 [ I 1t 1 Supen - Develop the problem-soling abilithes of employaes
L o = = = = - ns::;mrrj = Manage and woach for continuous improvement
Fatrong Relationibip s defired & 006 or kigher orrelation. mpraving the item iz likely ta mmprove the cther itess 1o which it is correlated e
Current Condition: : Future Condition: ' M
| don't knaw hiow to ) | hawe a process, teals, suppart, &
scientifically problem-salve. skills ta prablem-sokes,
* i \j I'ir nat asked for ideas on I'm regularly encouraged & coached 10 | serategies:
; hoy to Imprave :D offer K test ideas far improwement.
y Action Resson (=] [
= There's no time alloeed |"'.1 Impravirg the wark 1s part af my 4l Focilitate agency-level root cawse analysks of prioriticed items (1 o1 2) Learn more shout gurrent state Eden Teachowt |  April - June
- E
for improvement s WOk Time s bullt in Ergage Agency Emplover of Choice contacts and Lean Advisors; Algn resources for Lean aporoach ‘Ongoing
encourage collaboration
| have & process, toals, support, & - Provide opportenities & resources to conduct deeper survey dats Connect strategies to dats [/ OFM State Ongoing
I don't know how to gee ar m ¥ y . arabysis HRy
e custarmer faedback. ::;;I::c:caml"‘e B use customer = Provide tools & demonstrate root cause anabysis/proble mesohing Build capabilty for Lean thinking Oigoaing
; techrigues
L I don't know who my customer | clearly kiow who iy castamer is L Enterprise Plan for selected tems (2] Focus resources on bew key items. Edem Teachout My~ by
Iz ar what they value & what they valus, - Creste cohorts srcund sslected items; provide consultstion s needed | Test standard process & learnio May
) N o cohortagencies ensure imgroved results
dmaer THETE'S N0 time devoted 1o Capturing customer feedback & —
s capturing customer feedback bublt Inbo pur work process identify themes among root causes in cohort agencies Discower where to focus efforts June
- Facilitate development of proposed enterprise solutions to address Ensure maximum 201 of solutions Bune - July
% B"'f‘la“ua'r"llmls' ith th " h ¢ hings" fra . Lommon root Cautes idertifind and impleranted
- 5 5 Wl i
Int."EBSE famra:Ie FESQONSEs \'l.lh th'E .t:m‘ment nw:m 'P“:!.:IUTBEE‘H t;:l Egg"? ||.:|? with better '.I-a'.'s:‘ UDlnﬁlt |l'|-E1S :“12356 E; ki [Tee————] tr an key el ] h ad Busild capability for Lean thinking Resuls WA Bay - Sept 1
- Imcrease favorable responses with the statement "We use customer feedback to imprave cur wark processes™ fram $4% 1o 47%. probleen sahving for sugserviars and manages office
Analysis:
: ’ : Iosues o resohe:
Emnplayess’ expariences vang within and across agencies. We do not have a chear understanding of whio (s experiencing what, whera, or when - -
Haw will we cornmunicste B agenciesthe progress we're making as an enlerprise? i
Percent Favorable RQSPﬂI'ISQS hv Aﬂenﬂf At what level of detall do we needba know what agencies are daing? How will we find this out? k
How will we make s connection between supervisor/manager daily waork snd the training we're deploying? How can HNeeds work
& I Y R i K U Ya pa L) £ nies suppart supervisors/managers in applying what they learn?
& Innovation Encouraged e
* H s ARRE SRR 4 W 4 4 22 Whet roles do Dept. of Enterprise Services and Office of Financial Management State HR play in emplover of choice? How do | Needs work
a 20 an &0 a0 g % Customer Feedback Used they partner and collshorate
How will we align curwaork and pricrities with the efforts bed by Coraggso Group in s way that doasn’t cverburden agmnf-s'-‘
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Improving

Current Condition: e Future Condition:

| don’t know how to o | have a process, tools, support, &
scientifically problem-solve. o 0 skills to problem-solve.

I'm regularly encouraged & coached to
/ offer & test ideas for improvement.

I'm not asked for ideas on

how to improve. I::>

There's no time allowed
for improvement.

y

['1] Improving the work is part of my
work. Time is built in.

Problems

| have a process, tools, support, &
skills to capture & use customer
feedback.

| don’t know how to get or
use customer feedback.

| don’t know who my customer | clearly know who my customer is
is or what they value. ::> I & what they value.

Feedback 1Dere’s notime devoted to Capturing customer feedback is
/\ capturing customer feedback. /\ built into our work process.
Feedback




JEstis Improvi ng

Within the Improvement Cycle: Feedback
- Better value for customers
- More engaged employees
- More efficient processes

Customer N Employee
. A
«
VS. [

Supervisor & Manager behaviors either aid or hinder improvement

They need knowledge, skills, tools, and support to:
- Develop the problem-solving abilities of employees
- Manage and coach for continuous improvement

i N

Supervisor/
Manager



For more information

 Results@gov.wa.gov
e (360) 902-0591
e Www.results.wa.gov

n!sulrs /v governor.wa.goved | fiscal wa gove? | contact us | | m

- WASHINGTON

Home What We Do Resources

Answers to frequently > Ba8y Review feedback and ideas on how P23 Video message from the Govemnor
questions and questio m 2sults Washington measures

Al

World Class Prosperous Sustainable Energy Effident, Effective and
Education Economy and a Clean Environment Accountable Government

llean conference materials Learn about Results Washington Getengaged and stay connected

See videos. presentations and presenter Results Washington is Gov. Inslee’s data-driven Learn mare about past feedback opportunities and
information from our maost recent Lean conference. = performance management and continuous our plan to respond to feedback

improvement system. Learn more ... (PDF} and see

Gov. Inslee’s new strateqgic framework (PDF).




