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VALUE-DRIVEN PURPOSE
a situational approach

Wha:dlithedwork PROCESS MANAGEMENT CAPABILITY
USRSl IMPROVEMENT SYSTEM DEVELOPMENT
improve it?
/ Continuous, What t Sustainable
practical changes at managemen improvement
y to improve 5y5tem and capability
< the way leader behaviors inslipeopie

-’ work is done at all levels

do we need?

BASIC THINKING, MINDSET, ASSUMPTIONS

What is our basic thinking?

Resistance

How do we
develop our
capability?

Ry

4/3/18



4/3/18

Our Basic Thinking-Resistance to
Change

American Sociologist Thorstein Veblen (1899)

“An instinctive revulsion at any departure from
the accepted way of doing ...only to be
overcome by stress of circumstances”

Psychologist William McDougall (1908)

“People are prepared to maintain a custom often
at great cost of effort or discomfort, long after it
serves any useful end"

Jost, J. T. (2015). Resistance to change: A social
psychological perspective. Social Research, 82(3), 607.

Our Basic Thinking- Resistance to
Change

American Social Psychologist Kurt Lewin (1947)

Argued that social norms become “vested
interests” that we become highly protective of.
Individuals are invested in social groups, which
are embedded in social systems. Changing is
akin to leaving the group.

The only way to create change is to unfreeze the individual’s attitude,
ideally in a social setting in which one’s friends are also unfrozen at the

same time.
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Managing to Learn
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Using the A3 management process to solve

problems, gain agreement, mentor, and lead
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A3 Problem Solving Tool

M. A3 refers to a European paper size that is roughly equivalent
to an American 11 x 17 sheet of paper

* The template involves
several well defined steps
to “solving” a problem

» The power is not in the
paper, but the thought
process

1 ¥
\ by John Shook
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Leany Transformation

Asset Management A3
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Our Tools

5S=Sort, Straighten, Shine,
Standardize, Sustain

Process Mapping
Standard Work

Rapid Improvement Events

. : i.' -~
~¥— Lean N Transformation

10



4/3/18

Before After
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Standard Work — Meetings

* GRFD MEETING MINUTE

5) DECISIONS MADE
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1) HOW DOES THIS MEETING FIT INTO THE BIG PICTURE
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3) MEETING ADMINISTRATION
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) REPORT OUT/DISCUSSION 7) ADDITIONAL INFORMATION

30-60-90 Day
Follow Up

Celebrate and
Share Success
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How’s it Going?
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Traditional Mut

o
o METRO AREA
o
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Q)

FIRE SERVICE INITIAL EMERGENCY AUTOMATIC AID AGRE
Updated July 2011

ME.

THIS AGREEMENT made and entered into by the metropolitan communities of Kent
County identified below on or after August 1,2011

WHEREAS, the parties are located in geographic proximity to cach other; and
WHEREAS, it is to their mutual advantage and benefit that each of the parties agree to

provide supplemental fire protection for structural fires, vehicle fires, and medical 1
emergencies through Initial Emergency Automutic Aid response; and

WHEREAS, the partic authorized 1 enter into this Agreement by virtue of the
provisions of Act 35 of gan Public Acts of 1951, as amended, being MSA 5.4081 ¢t
24.1 ct seq.; and Act 7 of Michigan Public Acts of 1967, Extra Session, as
amended, l’\mk_ MSA 5.4088(1) et seq., MCLA 124.501 et seq

T'o provide Initial Emergency Automatic Aid Response (o and for structural

1

i

fires, vehicle fires, and medical 1 emergencies in jesignated areas, in

accordance with this Agreement and adopted protocols as provided for herein.

I

[

With the approval o

f this \”u.nunl by the governing body of a participating

I

s , the Chief Admi Officer and the fire chief are authorized 10

“Initial Emergency
Automatic Aid Response Protocol Form™ (“Protocol Form™). A copy of the

| ‘ NOW, THEREFORE, the parties agree:
‘ approved Protocol Form 1o be used by the parties is attached as Exhibit A and

enter into individual response agreement(s) by signing thy

,i
o

incorporated by reference.
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Planning

Planning

Legend Craated by GRID Pareang esacn

Lt Upated 201
Master Planning Strategic Planning
Operational Planning Budgetary Plasning

o s GRFD Integrated Planning Calendar
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6 Month Alignment Sessions

Response
D o and O I | apparatus - £3 and E4
order has been placed with
Planning Review Team ” !
Rosenbauer
6 Month 2. Support Vehicles - Conceptual
(July ber 2017) taking place
Priorities/Opportunities
Training Prevention
1. Host 1-3 NFA Classes. 1. Commercial Occupancy Public
2. Strengthen the Recruit Mentoring Education handouts
Program 2. Update Fire Life Safety contractor
3. Update the Training Center information
replacement plan 3. Contribute to the State of Michigan
4. Attend a Station Design Conference | Community Risk Reduction task force
Use Monroe and Division as satellite
Training Centers
Wellness Support Services

. Designate a 40 Hour point of contact | 1. Public Information Officer - Identify

2. Long term plan for marketing and personnel and schedule training
managing interns 2. Succession Training - Identify

3. Include an Employee Satisfaction personnel and training courses for
Section in the next Internal Survey development

~—r

MISSION

FY19-FY21 VISION
SIRATEGICPLAN  vaves - - - - =2

Lean Transf rmartion

/
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Managing for Daily Improvement

3C.1 Some form of organizational
management process is identified
and used to track progress and
results of agency goals and
objectives relating to general
organizational and operational
programs

—3— e
=~ Lean Transformatm

GRFD MDI Cascade of Events

st | [ 5 Year City Sustainability Plan
3 Year GRFD Strategic Plan
1 Year GRFD Operational Plan
6 Month SP/OP Report . .
Quarterly Metrics MDI Tlmlng
Monthly Goals
\\ Weekly MDI Walk

Daily Huddles

Personal Kanban

—3— ”
~“¥—  Lean § Transfovmartion
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GRFD Policy Deployment
Olv'nlyl
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Strategic Boards
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1-3 Years
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Placement
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Fire
Service
Leaders

High Quality Emergency
Response

Training
Prevention
Wellness

Continuous Improvement Mindset

Support Services

MDI
Alignment

i
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What is the work
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Daily
Management

>
£Y

 What did you learn
yesterday?

{ -+ What are you
doing today?

B - Do you need any
help?

—- = -
—¥— Lean N Transformation
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agreed to pursue.

There 1s a continual process of
checking to make sure that what
is done each day reflects the
intentions, the targets, the vision
of what the organization has

Akao, Y. (1991). Hoshin Kanrin Policy development for
successful TOM. Cambridge, MA. Productivity Press.

Huddles
-Why

¥ -
—  Lean Transformatbn

Huddles-Weekly Questions

Weekly Huddle Questions

1. What were your major accomplishments
last week?

2. What did you learn last week?

3. How does your work this week align with
the strategic goals of the department?

(Turn Card Over)

4. Do you need any help?

Strategic Alignment Checklist
How does your work align with:
City Sustainability Plan?
GRFD Strategic Plan?
GRFD Operational Plan?
Monthly Work Planning?

Personal Kanban?

(Return to Question 4)

—3— ”
~¥—  Leany Transformartion
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Achieve 90th Percentile for Core Performance Metrics

O

Improve Resource Allocation
o Increase Customer Satisfaction and Awareness
o

Implement Customer Service Quality and g Program

ot Staff Preparedness Aligns with Industry Standards
o

- Clearly Defined, Scheduled and Monitored Training H u d d I e s
1 ]
— Seamless Personnel Transitions

S L
—"
u
Reduce Commercial Fire Loss by 10% I n m e n
Implement and Improve Programs to Enhance Co pections for O« over
which the GRFD has Jurisdiction
Reduce Residential Fire Loss and Injuries by 10%
Enhance RSA Effectiveness and Improve Public Education Efforts
Reduce Injury Rates by 10%

Develop Targeted Programs for Injury Reduction
=‘ Provide the Best Value for Our Internal and External Customers
-— Efficient and Effective Through Compi Planning and
— Implementation
= Well Inf and
—
o P and Timely C

-
Lean N Transformation

Daily Huddles

| Skype used for
geographically
dispersed
workforce

200000000

9c000000
 EERER RN
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Personal Kanban

A pull system to visualize workload and flow g ¥4
Easy to implement and maintain »

Personal Kanban

Mapping Work | Navigating Life

\\

How’s it
Going?

fear not old woman!
Slightly-better-than-average
Man is here!

¥

Comicasm®2009

- : >1' -
~¥— Lean Y Transformation
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Internal Feedback

Transition from a “push”
system to a “pull” system

External Feedback

Helen DeVos Jﬁ

children’s hospital

2 member of SPECTRUM HEALTH
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External Feedback

&5 MERCY HEALTH |, 27"~ y = Py
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do we need? at all levels

What is our basic thinking?
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Take Away Nuggets %
1 - Define your why &=
2 - Reflect on the need to motivate your people
3 — Remain humble enough to ask for help
4 — Institutionalize your system
5 — Plan your work then work your plan daily

6 — Shift from doing lean TO people to doing lean
FOR people

—3— e
—  Lean Transfovmatkm

Thank you!

Brad Brown
(616) 304-9260
bbrown@grcity.us
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