
10 key lessons from an organizations 2+ year 
effort focusing on creating a culture of: 
 Service Excellence 
 Continuous Improvement 
 Employee Engagement 
 Leadership Development 
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 Mark Baker 
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 Welcome; Introductions & Overview 
 

 2013-14 (Phase1); 2014-15 (Phase 2) 
 Accomplishments & Lessons Learned 

 

 Next Steps (2015-2016: Phase 3) 
 

 Summary & Conclusion 
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 KC, Records and Licensing Services 
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 The journey begins 
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“The work of government is noble
The people of government are amazing

The systems of government are a mess.”

Ken Miller, Extreme Government Makeover
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THE SHINGO PRIZE for OPERATIONAL EXCELLENCE  
Model & Application Guidelines  

 Operational excellence 
cannot be a program, 
another new set of tools, 
or a new management 
fad. 
 

 Operational excellence is 
the consequence of an 
enterprise-wide practice 
of ideal behaviors, based 
on correct principles.  
 
 

The Shingo 
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 Real and 
sustained 
continuous 
improvement 
culture comes 
from success in 
all four 
dimensions 

Overview 
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 Senior Management 
 Alignment 

 

 Leadership Development 
 

 CI– Process Redesigns 
 

 Employee Advisory Committee 
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Leadership Dev; 360; dev plans 
 

Toured various orgs: CI learnings 
 

Sponsored major process redesigns 
 

Established all employee CI trainings 
 

Chartered Employee Advisory Committee 
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Chartered Employee Advisory Committee 
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 What is EAC? 
 Why was it created? 
 What is its function? 
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 Fostering open communication with 
management 

 Creating a culture that engaged and 
support the line staff 
 Earning the trust of coworkers 
 Establishing peer to peer recognition 
 Modeling the way  

 Empowering staff to become Subject 
Matter Experts and facilitated 
numerous small experiments 
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 Positives 
 EAC members began examining issues from 

the process point of view 
 Asked why things were done a certain way 
 EAC provided early adopters an avenue for 

strategic involvement 
 EAC initiated communication between 

management and staff 
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 Opportunities 
 Insufficient tracking and documentation 
 EAC needed more guidance from Senior 

Management team 
Members’ roles were not clearly understood 
Outcomes were not clearly defined 
 Project burnout 
 Appropriate staff were not involved in Kaizen 

events 
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 Positives 
 Leadership Development  
CI Trainings – all employees 
CI Roadmap – Shingo organizing construct 

(Operational Excellence) 
Alignment – Clarity Map 
 Employee Advisory Committee 
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 Opportunities 
 Process Improvements & Tools – then –Culture 
CI False Starts; Maintaining Momentum 
Customer Feedback work – insufficient 

progress 
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Alignment – increase focus on 4 
Objectives 
 

Leadership Development – Expand 
 

Recognition 
 

Continuous Improvement – 
small/incremental 
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 Leadership Focus Expands - Supervisors 
 

Supervisor Development one of four 
key Division Objectives 
“RALS Supervisors are competent, confident 
and compassionate leaders who guide their 
team members in achieving measurable 
results with advocacy and accountability” 
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 Supervision - really hard job 
Leadership and daily operational 
responsibilities 

 5 Behaviors - TLC 
 4 RALS Objectives 
 9 Performance Appraisal categories 
 3 Performance Objectives 
 22 Lominger factors 

43 items - really?? 
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 “5 Bucket” Framework 
Leadership 
Continuous Improvement 
Communications 
Performance Management 
Operations 
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 Established best practices for recognition 
 Established “maturity model” for RALS 4 
Objectives 

 Clarification of Roundings –Two way 
communication tool 
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 Leadership Development Workshops 
 Provide context; set stage for 360-survey 
 Build anticipation for using the info 

constructively/beneficially 
 Walk though the Development Planning process 
 Refresh on TLC 
 Conduct 360 survey - @ supervisor level 
 Assign Supervisor lead “Teaching Pods” 
 Finalized Individual Development Plans 
 Establish quarterly check-ins 
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 Expand the EAC and empower members 
 Building a culture within the EAC 
 Communication between 
 Management and EAC members 
 Cross sectional EAC members 
 EAC members and coworkers 
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 Developed and fielded a CI survey to 
identify the current conditions 
 Used the results to identify strengths and 

opportunities, and develop action plans 
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 Sections had varying priorities and 
opportunities for improvement 
 Most common opportunity for improvement 

was recognition 
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 Positives 
 Employees given a CI voice 
 Staff began to trust and join EAC members 
 Experiment failures are treated as 

opportunities for learning, not punishment 
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 Opportunities 
 Still need improvements in documentation 
 Building a culture is haaaaaaaaaard! 
 “CI is not part of my job!” 
 “It’s not broken, why fix it?” 
 Becoming CI experts 
How and when to use proper tools 
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 Positives 
 Leadership Development - 360 powerful 

feedback 
5 bucket organizing construct = 

simplify/clarify/focus 
Development Workshops –providing 

additional support 
Keep simple, format, do not over-

 commit; Teaching Pods 
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 Opportunities 
 Initiated with taking too much on; 3 dev 

areas, plus strengths 
Not all ready – Maslow Hierarchy 
Maintaining Momentum 
Not holding to reasonable schedule 
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1. Shingo–Operational Excellence 
Framework (Comprehensive/holistic ) 
 

2. Alignment (leadership focus, 
constancy/clarity of purpose focus) 
 

3. All employee multiple CI Trainings 
(common tools, signal of investment) 
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4. Employee Advisory Committee 
(employees=SME’s, empower and team) 
 

5. Culture before tools–redesigns–
Continuous Improvement-false starts 
 

6. Support tracking/documentation 
 

7. Leadership Development–expand to 
Supervisors–critical success factor 
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8. Recognition-top down,   
milestones/achievements; peer to peer 
 
9. Invest in communication 
 
10. Be patient – it’s the journey –not the 
destination 
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