
Problem 
L&I lacked a formal system for frontline 
employees to contribute ideas to improve their 
work.  Workers’ compensation claims staff 
were identifying waste in their work processes 
and we lacked a way to capture their ideas and 
determine when, how, and where to 
implement improvements. 
  

Causes 
Lean concepts and methods were new to L&I, 
and we lacked a way for employees to report 
waste and improve processes.  
 

Solutions 
• Developed a standard method to solicit, 

evaluate, recommend and implement 
successful countermeasures.  

• Promoted employee development and 
created ownership to improve their work.  

• Created a form to allow frontline staff to use  
problem-solving methods to test ideas that 
can be accomplished in 1 week to 3 months. 

Value Stream Mapping, Kaizen Teian, Visual Management, 8 
Step Problem Solving, Countermeasure Testing  
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Results 
The form and concept was piloted in one 
team. Some staff submitted ideas to test to 
reduce waste. The concept has been spread 
to another work group.  
 

Next Steps 
Continue to use the F.I.S.K form to evaluate 
recommendations to implement process 
improvements. Spread to additional claim 
units, work groups and business areas. 
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