Leadership and Increasing Employee
Engagement in a Lean Organization
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| EAN GOVERNMENT

NOW!

INCREASE SERVICE, CAPACITY AND EMPLOYEE ENGAGEMENT
WHILE REDUCING COSTS AMND VWASTES.
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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
ICMA

Leaders at the Core of Better Communities

® National Governors Association — Lean
Government subject matter experts

MNATIONAL

GOVERNORS 5
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Lean Government
Connections/Affiliations

Lean

® Lean Leadership Institute — Jeff Liker «a ks

® Lean Enterprise Institute — John O’'Donnell
\"L
/‘\

Lean Enterprise Institute

® Alan Robinson & Dean Schroeder — “ldeas are
Free” and the “Idea Driven Organization

® PricewaternouseCoopers — 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. A
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Gallup Survey Data
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Dr. W. Edwards Deming

“You either change
Management...

or you change
Management.”
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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

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

i WiScONSIN CENTER for -
W PERFORMANCE EXCELLENCE 2017 Wisconsin Lean Government Conference QQ 5
'

)7 ‘ Better Organizations, Better Results
JA Racognizing great onganizations with the Wisconsin Forward Awarc C LL(:




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 Iin 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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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”?
1 When?

] How?
L1 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)

/. 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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BEFORE YOU LEAVE!
PERSONAL PROTECTIVE
EQUIPMENT REQUIREMENTS

L HEARING
PROTECTION -
Provides protection
from decibels over

. 80dB
HEAD PROTECTION -

Provides protection from
flying objectsidebris, risk
of trauma to head

Visual
Controls

"= EYE PROTECTION - Provides
e protection from debris, dust, gases
¢ and vapors, splashing

HIVIS REFLECTIVE VEST - Provides
visibility to vehicles,equipment
operators and crew members working
on job site

OOT PROTECTION - Provides
. protection from debris, liquids,
L impact - steel toe required

HAND PROTECTION - Provides i

protection from debris, dust, )

liquids, cuts and abrasions X
i3 4

While every job is different, at a minimum you MUST be
wearing the basic personal protective equipment shown
above. Before you leave this building, make sure you
have the required equipment with you or in your vehicle.
You must be wearing this at all times on the jobsite. 13
There will be spot checks by your supervisors!
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Develop Great Lean Leaders

4 INGREDIENTS FOR DEVELOPING NEW SKILLS

with these ingredients you can start to rewire
vour brain & acauire new skills and habits

“The ability to take a new
behavior and make It an
Ingrained habit can only be
done through deliberate
practlce and coachlng

.  — CeNng ot
Mike Rother i'm getting better at this"
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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.

L] You can’t tell a person how or what to think
about a process they already think they know
about.
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Engagement Tool:
The Elevator Speech

Describe the need and the vision of tr\le

new change or state,_as one might T
respond to the questions like: T 7

In the absence of information, the
rumor mill will fill the void.

d Howis it—going to benefit me?
(WIIFM)

\Z/ ’

-

Communication of clear purpose helps
overcome resistance and increases buy-in. —

4
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Daily accountability-Huddles

+ Daily huddles are a key part of daily management.

+ Daily huddles are team or cross-functional group meetings focusing on
process status, identification of challenges

+ Benefit: Enable the team to raise and address issues as they occur,
preventing larger problems from developing.

+ Huddles typically occur at the visibility wall at the same time each day.

4 WiscONSIN CENTER for
‘* ( PERFORMANCE EXCELLENCE

. . Le
» : ANC ok 2017 Wisconsin Lean Government Conference o
r" etter Organizations, Better Results I(_Q:,LC

Racognizing great onganizations with the Wisconsin Forward Awarc




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

18
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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?”:
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Vehicle Insurance Concentration Diagram
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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. 20
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How Effective are Suggestion Systems?
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D/G -Dynamic Idea Generation

.

o i L - =
e, -

Alan Robertson & Dean Schroeder
“Ideas are Free” 22
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http://aascd.com/wp-content/uploads/2011/10/Ideas-and-Responsible-Freedom.jpg

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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When shauld | write down my ldaas?
\Whan | 53¢ 3 mistake being made in my work sres
‘whan the proklem happens.

Whan scmeting yau do every day makes yeu fhink
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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.

® | eadership is the key to increasing employee
engagement.

® Good coaching is paramount to achieving
success — developing new ingrained habits.
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Harry Kenworthy
Email: hwk455@comcast.net Th an k YO u l
Phone: 860-295-9134 (O)
860-918-0649 (C)
Website:
www.leangovcenter.com

LEAN Government Center

Lean

Quality and Productivity Improvement Center

109 LLC

Lean Government NOW!is a how-to book for training and implementing broad based Lean Government

initiatives to increase service, capacity, and employee engagement, while reducing costs and wastes. It's non- x
traditional as it's written in a bullet format showing exactly what must be done and how to do it to have a

successful, sustainable, Lean initiative. Currently #1 on Amazon out of 97 Lean Government books.

Amazon Order Now More.......

i ? QPIC, LLC LEAN Government Center 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. Our client base has spanned LEAN
Government, Manufacturing, Healthcare, and nan-profit organizations for over 25 years.
We are one of the foremost groups consulting on LEAN Goverment. Qur approach is
unique in that we start with the top management team and ensure the necessary cultural
changes are insfituted for LEAN Government to be successful and sustainable.

'QPIC, LLC is honored to be the LEAN Govement service provider for GFOA
(Government Finance Officers Association) and ICMA (International City/County

Management Association). QPIC is also the only Lean Leadership Institute member (also providing coaching) solely focused on
_ LEAN Government.
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