
Washington State Government Lean Transformation Conference 

1 

Employee Driven Performance Excellence; 
Managing the Hearts and Minds  

 
 
 
 
 
 
 

Washington State Government  
Lean Transformation Conference       

October 15-16, 2013 



Washington State Government Lean Transformation Conference 

2 

 

QPIC, LLC      www.leangovcenter.com 
Lean Government information clearinghouse 

http://www.leangovcenter.com/
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Boston Foundation For Sight 
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PDCA  Charters 
5S  Elevator Speech 
Standard Work ACE 
Visual Controls DIG 
Data Collection MWM 
A3  Kata 
Error Proofing Process Mapping 
Kaizen Events 8 Wastes 
FEMA  TOC  
TWI  Lean Supervisory Skills 
Hoshin Planning Etc. 
 

Culture 
 

Organization 
Leaders 

Managers  
Supervisors 
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The Leader “Commandments” 

1. Has a high respect for people:  
a) Not blaming people – virtually everyone  
      wants to do a good job 
a) Taking responsibility for the systems issues 
b) Focuses on the process 
c) Treats everyone with dignity and respect - 

ensures clear responsibility is assigned for 
every process and problem. 

d) Shows confidence in her/his people 
2. Sets the example for others to follow – “on 

stage at all times” - high humility and high will 
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The Leader “Commandments” 

3. Has high honesty & integrity and develops  
       high TRUST 
4. Has taken Lean training and is competent to 

use the tools, including training others 
5. Is an active coach and visits the work areas 

(GEMBA = actual work area) – reinforces the 
need to “learn to see”, high visibility to staff 

6. Is a continuous learner 
7. Is a servant leader 

a) Realizes the job is to train and help all staff 
to identify, improve, & solve problems 
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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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Teach 
Everyone to  
See Waste 
Every Day! 

Transportation 

Waiting 
Rework & 

Defect 
Delays 

Processing Motion 

Over 
Producing 

Inventory 

Wasted Time 
Value Added Time 

Types of Waste 

Underutilized People – The Greatest Waste of All! 
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and in knowing 
that you know  
nothing, that  
makes you the 
smartest of all 



Washington State Government Lean Transformation Conference 

12 

The Supervisor’s Role (at any level) 
in Lean is to be a coach 

Mike Rother – Toyota Kata 
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Teaching/coaching to develop the ability for 
employees to identify and solve problems 

 
P-D-C-A  

P lan-Do-Check-Act 

Mike Rother – Toyota Kata 
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So how do we manage the 
hearts and minds? 
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Is this transferring ownership? 
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The Work Area 

Standardized Work Area 

Visual Control 
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Exercise 

In the actual case study: 
 
Which employees do you meet with? 
When do you do this? 
How do you do this?  
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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 
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The Foundation for Improvement  
is Built on Facts/Data 

 

“In God We Trust” 
everybody else, 

please bring data.” 

How 
are we 
doing? 
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The Power of Simple Data Collection 
to engage your associates 

1. See What is Happening, which generates 
clues for: 
2. What Ideas/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 
“How are things going today?” 

Goal less 
than 10% 

Goal less  
than 5 
days 
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Simple Data Collection at the Process Site 
Action >1 min 1-3 min. 3-5 min 5-8 min 8-12 min 12+ min 

Form A llll ll lll llll  llll ll ll llll 

Form B lll llll l l 

Form C l llll lll llll  llll  lll llll  llll llll  
llll lll 

llll  llll llll 
 llll  llll llll l 

Form D lll llll l l 

Reject llll llll  

Rework llll llll ll 
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Safety Concentration Diagrams  
B = bruise 
C = cut 
M = muscle 
strain 
S = sprain 
 
Days = GREEN 
Nights = RED 
 
You can: 
- Code by Dept. 
- Code by 
Geography 
- Etc. 

MMMMM 
MMMMM CCCC CC 

MM M 

MM 

MM
MM 

BBB BBB 

SS 

MMMM 
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Food Stamps Example 
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Are any Manuals Missing? 
Make things easy to be “right”. 
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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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Client Idea Form Example 
Dynamic Idea Generation (DIG) 

What is the Problem?: 
 
 
My idea is: 
 
 
How does this help? (The Business 
Case): 
 
 
Implementation Sequence: 
 
 
Benefit/Savings ($, Time, etc.): 
 
Owner:      Date: 
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Lean Ideas Posted for Weekly Review 
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Lean Idea 
Example 

Lean Idea form in 
use at Virginia 

Mason Hospital. 
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We get what we  
EXPECT, INSPECT, 
and RE-INFORCE. 

 
All three are required for 

organizational discipline and high 
performance. 
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Session Summary 
1. Employees want to do a good job and 

know how they are doing. 
2. Employees must have the training and 

knowledge to identify and solve 
problems in a fear free environment. 

3. The supervisor’s role (at any level) is 
to be a coach to achieve #1 & #2. 
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TWI – Training Within Industry – WWII 
Chris Lindstrom on Wednesday PM 
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Questions? 
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