The Lean Culture Transformation
at Enterprise Services

Our Journey So Far

8) Washington State Department of

” Enterprise Services



Lean Postcards




What Is Enterprise Services?




Our People







Preparing for the Journey




Leadership




Central Lean Office:

1 Manager

4 Consultants

1 Data Analyst

.25 Administrative Support

+ 7 part-time Practitioners (2.0 FTE) embedded In
divisions to support Lean culture.

Total Lean FTE = 8.25 FTE (apx .0825% FTE)
Target = no more than 1% of FTE.
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A Clear Destination
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Mission, vision and values

Washington State Department of

' ( Enterprise Services Strategic Clarity 2013

STRATEGICANCHORS VALUES

MISSION: We deliver innovative,

responsive, cost-effective and integrated Op.ennessr Intggrlty Collaboration
solutions and services to meet the diverse We listen and V.Ve e hones'.cY,. We work together to
needs of our customers. EQMTUICate to promate fairness, a.ccountabl.llty achieve shared I
understanding, and the highest ethical il eIgedis;
VISION: We enable government to best SHEpare o and st standards.
serve the people of Washington.
OUR CUSTOMERS FEEL: Informed,
Ejrc]::a(jsi?:i.respeaecj! satisfied and j Respect Exiellence Innovation
e treat o e e.xemplify G We encourage creativit
"What you need. How you need it pigtesonally hesele SR d inf 3 i L taki 4
yWh : aiy't i ’ each other’s efforts and responsiveness in the andintormedrisictaking.
A YOURESE I ideas. pursuit of quality.

GOALS

Deliver Reduce the overall Engage and support Keep improving.
exceptional cost of government employees.
services., operations.



Enterprise Planning:
Program Strategy Map Template

Program Hypothesis

Operating Processes Supporting Processes

IT we do these
processes Core Core
well... Process Process
ﬁ‘;’ m(sv?;ured Measure Measure Measure Measure Measure
targets of...) (target) (target) (target) (target) (target)
Then our
outcomes will
be...
QS m(svailtshured Measure Measure Measure

Yo (target) (target) (target)

targets of...)




hat  and how we

.

. — e "
fogram Strateqy Maps:
Contracts & Enterprise
SRR | Executive Facilities

Legal Services :
Solutions

[

62 Program Strategy Maps
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Agency Strategy Mapping In Progress
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Program Strategy Maps
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MISSION: We deliver innovative, responsive, cost-effective and

Agency Strategy Map

Washington State Department of

Enterprise Services

STRATEGIC ANCHORS

integrated solutions and services to meet the diverse needs of

our customers.

VISION: We enable government to best serve the people of

Washington.

OUR CUSTOMERS FEEL: Informed, confident, respected,
satisfied, and successful.

“What you need. How you need it. When you need it."

PROCESS LEAD

PROGRAMS
CONTRIBUTING TO
CORE PROCESS
VALUE STREAM

CORE PROCESS
MEASURES

OUTCOME LEADS

OUTCOME
MEASURES

VALUES
Openness .
: Integrity Excellence c
‘We listen and pect
communicate to We act with honesty, Collaboration We exemplify “:::::::un & We trﬁ?t T
promote B We work together to e creativity?r?d rofessionalll;r:nd
understanding, S TEEE AR I commitment and informed risk-takin Ealue each other's
transparency and the highest ethical responsiveness in the - ST T A
e standards. pursuit of quality.
GOALS
Deliver CELLERRE Engage and . )
Trre overall l:nstn:f support Keep improving.
SEervices. govemnme employees.

operations.

ENTERPRISE SERVICES VALUE STREAM

CP1: Provide CP2: Provide goods and CP3: Leverage CPA: Manage Risk CP5: Provide financial CP&: Develop and CP7: Build and CP3: Build Lean

stewardship of assets SErvices Technology mgt. & business analysis support the workforce nurture relationships culture
Tom Henderson Phil Grigg Dawn Tatman Farrell Presnell Annette Meyer Scott Turner Ann Sweeney Renee Smith Nyberg

BR: Surplus. BR: CMS, Flast, Prod. Sucs, ETS: BA, DBI, Dev, 180, PM, CLS: ACCO, Emargency Mgt, (CL5: Admin, Business Process COME: Intemnal comm. HR: COM: Communications, [EXEC: Pl Program
FALC: Admin, Building Printing. Surphus. QCERM. Internal Audit, Legal, Local Gyt and Design. Safety, Risk & Wellness, HR Custamer Relationzhip Mgt.
Automation, BEG MED, C1S: ACCO internal, MCC, Seif-ins, Office of Risk Mgt services, Small agency HRL ENEC: Govt. Relations
B&G Zones 1-4, BLG Procurement Outresch. PSD: Statewide recruiting. Statewide Bdg Code Coundil PN Admin, AP, AR & Billing. PSD: Statewide recruiting,
Grounds, BLG Procurement, EXEC: Security & Access, ETS: Enterprize Security. Budget, General Ledger. Learning and delivery, EAP.

i . i < i - Payrall.
ﬁm:li :d‘mc & Visitor Services. EXEC: wmm FAC: 2yl ; p— % of viabie program rec's Lean Training. 100%
Recycling, Property Mgt., FAC: EAS Contracts, EAS PMs, EAS Contracts & Claims nternal Comem: TBD; Safety: implemented peryear |50% Employees, 100% of
NCGC. Energy Program, NCGC, RES, # of Injuries/gtr or last

Facilities Mgt Tenant Impm'ss,

Budget to actual by line of
Business (fund).

days/gts, % of evac drills

or greater)

l=aders, 1% of e2's trained
2= fadilitators

Wark Mgt & Parking. dinD mesting time target; % of Conduct ¥ ongoing
. contracts processed in . . B o e .
FIN: Leasing Asset M., o ey, EML: Caop plan Revenue o actual by line of "-ﬂ_rm'mwh infractions; outreach activities every # of projects/PIP FTE
Identifying key measures for Statewide Payes Unit Comsider how business N business. HR: % of snnual processes year.
- N Zufyr. A Audit plan in placs; automated, ¥ of small Agency progress on Lean
each program. Developing Lead is contacting each value i added per sudits on schedule. LS: Service .
srewzrdship plan thas will Brogram manager and AD. customers: 1) Educating e dwithin AG % of business linez recovering agency contacts, # EAP % of requests responded to maturity model|
- o regquests resolve in o ) athi me:
include goals and activities Considering standard customers; 2} Modernize se guicelines. LGSI: % of ensts [*program identified cortacts; 100% of FOPs and within standand time:
tn be mesured. P — systems; 3) Nurture and programs salvent. ORM: % of indhidually) xz:’;"’m mhn e Leg = 24-28 hours
sccuracy and timedi with rs property requiring ins insured. s marti i md:::
Decrease defered & partners; 8) Provide SBOC: % cument code add ns Fut = oA i Media = 30-60 min.
maintenance from $200 mil cemtral services? adopred, ETS secariy? revenue and expenditures. ozt of training? Statewide
to $200 mil. 2ves EAS Co B Rate tracking. recruiting: TBD. o vendors:
01: Fiscal Health ‘02: Innovation & Improvement 03: C Trust & C ‘04: Engaged Employees 05: Value Delivered 06: Responsible Stewardship
Lynne McGuire Jane Rushford Curt Hart Terry Wilson Lynne McGuire Jane Rushford

100% of businesses meeting finandal
targets defined by: O1a: Revenues =
expenses (+0-2%). O1b: Net pasition =
60 days working capital. 01C: % of
senice rates and/for unit costs w/fin 5%
of benchmark.

For Innovation 02a: DES will explore this
topic to-mare deeply understand what
innawation is, how ta foster it in govt.
and how to know if we hawve it. For
Improvement OFb: # of process
impravements femplayee tme.

03 TBD: Agency needs to define and
undersiand customer trist and confidence.
Consider measurement options beyond
surveys. Provide guidanoe to programs for
program messures and survey coordination,
frequency, stc.

Oda: Selected Employes Engagement
Survey questions rated &4+ by »80% of

respondents. O4b TBD: Other strategies
for 3 deeper, qualitative understanding

ofizsues on survey.

05 TBO: Start inventory of successes
shawing value defivered, as well as when
walue iz nat delivered. Learn from this
inventory what to measure and how to

et 3 target.

06 TBI: Define stewardship for 4 types:
fizeal, physical, program, and employees.
What does it take to do this well {best
practices|? How will we know we are
successful for each type of stewardship?
Leamn and further define.




Performance Management

RESULTS WASHINGTON

Setting the Foundation for Accountability

SET DIRECTION Goal 2 Goal 3 Goal 4 Goal 5

D EFI N E SUCCESS P HAS E ON E OUTCOME MEASURES OUTCOME MEASURES OUTCOME MEASURES OUTCOME MEASURES OUTCOME MEASURES

ndato

TARGET
IMPROVEMENTS

PLAN/MANAGE

imprRovemMenTs  PHASE TWO

CONNECT

o AGENCY AGENCY AGENCY AGENCY
AGENCIES  *PHASE THREE OUTCOMES OUTCOMES OUTCOMES OUTCOMES
TO DIRECTION MEASURES MEASURES MEASURES MEASURES

The intent is to maximize the connection between Agency Outcome Measures and the Governor’s Goals

Results Washington, Office of the Governor 24
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Dailydles

Finance Statewide Payee Unit



Statewide
Payee Unit
Improves
productivity and
customer service.

Monthly Entries Per Employee

1200
990
1000 /
800 697 699
600
400
200
0
June July August September
Emails Acknowledged Within 2 Hours
100.0%
35 7% 96.7%
94.0%
80.0%
GZV
60.0%
40.0%
20.0%
0.0%

September
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Contracts and Legal Services Team 1



START WHERE YOU
ARE

dan

Visitor Services







Readiness /
Change
Management




Consistent, Fact-Based
Matrix Reporting

Weekof:_2-29-20/2 |
Reported by: . 1
CURRENT
. STATE |
This Weeks | New Claims| Claims Resolved| Amount Paid
Figures (Daily) (Daily) (Daily)
i Monday f ‘
pecey L 'ﬂ $24¢3.1] l
ednesday o f_? 43,42/ 5 Sl Null ) Null Null
Thursday | Y SR J Null ' Nulr Null
\ Friday l Null } Null Null ]
This Week's
\ Totals [ % 28 3% éé?’”‘] ) ) 7
i COMPARISON Claims Claims Amount Shelf-Life:| Shelf-Life: Denied
_— i Resolved| O Claims
FIGURES Opened Resolved Paid c':?m V: 2 ::,8:‘ Restiting
in Suits
I T T
Prior Week's
Figures 3 @ é
1st Tuesday

@ Office of Risk Management
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Employee Kaizen

Surplus




P e
{=

ﬂﬂ/r. s e Mk ) ..\;.,J.
. Ny _
| & (Oung R AR “
E Aszabiye
Vs R ighy
). w < Q- - |
! (%] (&) i
fic g L 0 EDL Ly (1= g |
T T A ey e
= (= i UK i
R s AU SR AT )

__m.,__._ nfﬁﬁﬂﬁi_&é? _.ﬁy ! \.Ju




-
e —

& = P

-
" - =
g

S
e L

Y




,\-h‘. R /?
' DLACE STAM !
PL HERE. i
(SF ey - HEE A

| UNITED STATES |
. AND CANADA |
| ONECENT.

| e=— « =5
 FOREIGN, TWO
b CENTS

s ]







Lean thinking and practice
by everyone everyday.
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Our Director’s View of
the Lean Transformation
Journey

41



To contact us...

www.des.wa.gov
chris.liu@des.wa.gov
renee.smithnyberg@des.wa.gov

Enterprise Services
360-407-9452


http://www.des.wa.gov/
mailto:Chris.liu@des.wa.gov
mailto:renee.smithnyberg@des.wa.gov
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