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Washington State’s  
Lean Journey Milestones 

1991-2011 
Baldrige, TQM, 
Lean in a few 

agencies 

• Assessment 
focus 

• Point 
improvements 

• Some Lean tools 
in use 

2011 
Governor 

Gregoire starts 
statewide Lean 
transformation 

• Advice from Boeing 
• Governor’s exec. order 
• 72 practitioners in 36 

agencies 
• VSM workshops 
• Private sector partner 

help 

2013 to Present 
Governor Jay Inslee  
advances statewide 
Lean transformation 

• Strategic alignment 
• 5 Goal councils 
• Culture focus 
• Problem solving, 

coaching, daily Lean 
practices 

2012 Governor Election/Transition 



Statewide Lean Journey: Building Capability 

• 37,000+ employees have had Lean knowledge & skill training. Of 
those, more than 3,500 had more in-depth problem-solving 
training 

• 1,000+ employees have been trained as Lean facilitators prepared 
to lead project work 

• 11,000+ state employees have participated in a lean 
improvement project 

• 60+ Agencies with Lean Advisors 
• 19 Lean Fellows: One year appointments  
• 2019 8th Annual WA State Government Lean Conference: Two 

days, 2500 public servants, 60 sessions. 



4,320 Improvement Projects: Sample of 81 

  • 68% saved time 
• 37% improved quality 
• 28% reduced or avoided costs 

totaling $6.1 mil 
• 28% improved customer 

satisfaction 
• 22% increased employee 

engagement 
• 4% improved safety 



Statewide Lean Journey: Results Washington  

Purpose: To create a more data-driven, responsive, and human-
centered state government.   
Focus: 
• Double-down on Governor’s Priorities  
• Fewer Outcome Measures with Dashboards for Priorities 
• The System to work on priorities:  
Priorities -> Results Reviews -> Deputies -> Cabinet -> R-Teams 
• Making Government More Human 
 

www.results.wa.gov 



Department of Enterprise Services  
State Agency Lean Journey 

Department of 

Printing 



The Lean Government Framework 



Department of Enterprise Services  
Lean Journey 

1. Focus on Process:  
• 20 improvement 

projects across agency in 
the first year  

• Train staff just in time 
• Team members who do 

the work participate 
• Plan-Do-Check-Adjust 
• Measurable results 



2. Focus on Purpose 
• Grassroots planning 
• Data is for making 

business decisions 
• Define Purpose, Core 

processes, Outcomes, 
and Measures 

• Practice and learn 

Department of Enterprise Services  
Lean Journey 



3. Focus on 
Management Systems 
• Huddles 
• Visual management 
• Personal Kanban 
• Idea boards 
• Daily Lean Practices 

Department of Enterprise Services  
Lean Journey 



4. Focus on Capability 
• It is everyone’s work 

to improve the work. 
• “Every leader a coach; 

every employee a 
problem solver” 

• Build capability not 
dependency! 

Department of Enterprise Services  
Lean Journey 











I asked,  
“What is the most important job of a leader?” 
     

“To eliminate fear from the workplace,”  

                          replied DES Director Chris Liu. 



What scares people at work? 



Less 
Fear 

More 
what?? 



Love. 



“Tell me a story of a time  
when you felt afraid at work.” 

“Tell me a story of a time when  
you felt cared for at work.” 

50 Interviews 



Fear Stories 

I didn’t know how to be 
successful after a change. 

I was betrayed. 

I was humiliated. 

I was isolated during a personal 
crisis. 

I experienced harassment and 
discrimination. 

 

I was uncomfortable during 
a performance challenge. 



Fear is not a good 
workplace strategy.  



Love Stories 

My leader cares about me. 
 
My team is like a healthy, 
caring family. 
 
I was supported during a 
personal crisis. 



Good news! 
  

Care for people is an 
excellent workplace 

strategy. 



“Can we really get 
results AND care for 

people?” 

“Wrong question!” 

Better question,  
 

“How will we achieve 
results if we don’t care for 

people?” 



What does care in action 
look like at work? 



Rick Garza 
Director of a State Agency 
Challenge 

Mistake by manager 

 

Fear in Action: 

Threaten to fire manger if it happens again, make an 
example of them manager, lose job, shun or isolate the 
manager. 

 

Human Care: 

• Coached and supported her  

• Checked in on her 

• “We are family, and you aren’t alone.” 

• Manager is still there and doing very well! 



24/7 Home Care Team 

Challenge 

Demanding, isolating work 

 

Fear in Action: Make up stories 
about colleagues, lonely, leave job 

 

Human Care: Team members wrote 
each other kind letters of 
encouragement in the logbook. 
They bonded as a team. 



Workplace Learning and Performance Team 
Challenge: Hired 4 new team 
members at once 

Fear in Action: Receive no 
information or guidance on how to 
work in new organization or job. 

Human Care: Manager scheduled 
time to give focused attention, 
Team welcomed them, got 
acquainted over coffee manager 
showed them where to park. Later 
they faced a difficult challenge and 
performed well creating value for 
all the state. 



A human workplace is the most 
effective way to work. 



Science has 
proven this. 







Business is 
demonstrating 

this. 



Washington State is pursuing this too! 



A HUMAN WORKPLACE 
 

Gatherings | Resources | Thought-Leadership 
 

www.MakeWorkMoreHuman.com 



Thank you! 

Renée Smith, MSOD, LSSBB 

CEO and Founder of A Human Workplace 
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Renee@MakeWorkMoreHuman.com 
 


