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2017 Wisconsin Lean Government Conference 

Leadership and Increasing Employee 
Engagement in a Lean Organization 
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QPIC Lean Government  
 

States 
Cities/Counties 

Canada 
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Lean Government 
Connections/Affiliations 

 GFOA (Government Finance Officers 
Association) – QPIC is the GFOA’s  national 
service provider  
 

 ICMA – International City/County Management 
Association – QPIC does Lean Government 
webinars 
 

 National Governors Association – Lean 
Government subject matter experts 
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Lean Government 
Connections/Affiliations 

 Lean Leadership Institute – Jeff Liker 
 Lean Enterprise Institute – John O’Donnell 
 
 Alan Robinson & Dean Schroeder – “Ideas are 

Free” and the “Idea Driven Organization 
 PricewaterhouseCoopers – JV Relationship with 

QPIC for Lean Government:  
QPIC, LLC, is the premier resource center for Lean Government and a 
globally based consulting organization that focuses on Lean, Six 
Sigma, Change Management (ACE), Business Metrics (MWM – 
Measure What Matters), Supply Chain Management, and Executive 
Coaching as one of the leading Lean training organizations.  
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Gallup Survey Data 
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Dr. W. Edwards Deming 

“You either change  
Management…  

or you change  
Management.” 

http://www.google.com/imgres?imgurl=http://alanpippenger.com/wp-content/uploads/2008/07/deming.jpg&imgrefurl=http://alanpippenger.com/?page_id=11&h=682&w=538&sz=22&tbnid=Riyv8PpGKRg7gM:&tbnh=253&tbnw=199&prev=/search?q=photo+of+Dr.+Deming&tbm=isch&tbo=u&zoom=1&q=photo+of+Dr.+Deming&usg=__guFffTBov7S73Nt1YjnYnFkw7Ug=&sa=X&ei=_czVTfmhL-L00gHQ3cHSBw&ved=0CCEQ9QEwAA
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Is this transferring ownership/increasing 
engagement? 
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Actual Case Study 

A town DPW has inconsistent safety practices 
among supervisors and crews leading to  
higher employee accidents and injuries. 
 
First - How should DPW management behave 
and treat employees? 
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Our Stated Guidelines for how we will treat 
DPW team members: 

 We aren’t perfect and understand it’s OK to make mistakes and 
learn from them 

 We will ask/seek what is the team member level of 
understanding of what needs to be done 

 We will treat everyone with dignity and respect – “treat 
everyone the way you want to be treated” - fairly and honestly 

 We view everyone as a valuable resource – we will take the time 
to listen – we want and need your inputs on how to improve job 
related things  

 We will lead by example in our actions and behaviors 
 We care about each other as contributing members of the DPW 

team 
 We will foster greater ownership = greater responsibility and 

accountability with/for all team members 
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How do we make the Stated 
Guidelines for how we will treat team 

members stick? 
 DPW leadership team signs the guidelines statement 
 Rolled out first to an all team meeting 
 Cover in separate smaller team meetings by each 

leader and ask for individual understanding of what 
these mean 

 Post for all to see 
 Anyone can provide respectful feedback without 

penalty 
 Leadership team will hold each other accountable 
 Establish and audit function for compliance - 

measure and post “% right” 
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Group Exercise 

We’ve now developed safety expectations for all DPW 
employees. How do we: 
 How do we get employees to “buy in”? 
 How do we ensure we will consistently maintain our 

new safety standards? 
 How do we address employee “non-conformances”? 
 When? 
 How? 
 Disciplinary action? 
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Transferring Ownership to Employees 
Transferring/developing employee ownership (in 
general): 
1. Train and explain expectations 
2. Demonstrate, as necessary 
3. Employee explains their understanding of what’s 

expected 
4. Commitment – employee is asked “will you do it?” 
5. Employee signs off on standards of performance 

/expectations form 
6. Audit to ensure compliance (supervisor/managers) 
7. Address “issues” the “Lean Way” – treat everyone 

with Dignity and Respect 
8. Disciplinary action is the last step – “you have 

chosen not to be a DPW employee” 
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Visual 
Controls 
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Develop Great Lean Leaders 

Mike Rother 

“The ability to take a new 
behavior and make it an 

ingrained habit can only be 
done through deliberate 
practice and coaching” 
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Coaching must be seen as helpful 

We have good intentions when we “coach”: 
 We need to understand what coaching is vs. 

“telling” people what to do, or providing the 
solutions 

 The person being coached has to be receptive  
(open and ready) to the coaching and able to put 
it to use. 

 You can’t tell a person how or what to think 
about a process they already think they know 
about. 
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Communication of clear purpose helps  
overcome resistance and increases buy-in. 

Describe the need and the vision of the 
new change or state, as one might 
respond to the questions like:  
  What are we doing? 
  Why are we doing it? 
  What do you expect from me? 
  How is it going to benefit me?        

 (WIIFM) 
 

Engagement Tool: 
The Elevator Speech 

In the absence of information, the 
rumor mill will fill the void. 
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The Power of Dynamic Daily Data 
Collection 

1. See What is Happening, which generates 
clues for: 
2. What Corrective Actions can be taken to 
solve the problem and 
3. Move the expectation for "right the first 
time" as close to the source as possible 
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Individual Workstation Metrics 
A daily data collection means is established with a goal/metric 

for the team members – visual in the work area – it’s clear 
“how are things going today?”: 

Goal less 
than 10% 

Goal less  
than 5 
days 
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Vehicle Insurance Concentration Diagram 

Data drives decisions,  
instructional needs,  

and priority/sequence  
⇒ improvements. 

 
Having this visual data 
helps rank the biggest 

issues.  Customer forms 
can then be oriented in 

relationship to the 
biggest issues. 
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How Effective are Suggestion Systems? 
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DIG - Dynamic Idea Generation 

 

Alan Robertson & Dean Schroeder 
“Ideas are Free” 

http://aascd.com/wp-content/uploads/2011/10/Ideas-and-Responsible-Freedom.jpg
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DIG – Dynamic Idea Generation 
The Supervisor’s Role 

1. To create an environment that encourages 
ideas. 

2. To help employees develop their knowledge 
and improve their problem solving skills, in 
order to increase the quality and impact of 
their ideas 

3. To champion ideas and look for larger 
possible implications in them. 

Robinson & Schroeder,  Ideas Are Free 
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Lean Idea 
Example 

Lean Idea form in 
use at Virginia 

Mason Hospital. 
(Seattle) 
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Lean Ideas Posted for Weekly Review 
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In Summary 

We covered a series of approaches to increase 
employee engagement. 

 Leadership is the key to increasing employee 
engagement. 

Good coaching is paramount to achieving 
success – developing new ingrained habits. 
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Thank You! Harry Kenworthy 
Email: hwk455@comcast.net  

Phone: 860-295-9134 (O) 
860-918-0649 (C) 

Website: 
www.leangovcenter.com 

mailto:hwk455@comcast.net
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