
Industrial Extension ServiceIndustrial Extension Service

High Performance Government

Using Lean Thinking and Value Stream 
Mapping to transform local government

NCLGBA Winter Conference

December 2009

Industrial Extension Service                                                                                           www.ies.ncsu.edu 1



Industrial Extension ServiceIndustrial Extension Service

Presenters

Gene Smith ïDelivery Specialist

Ken Hoover ïAccount Manager

Gene Beneduce ïAccount Manager

Industrial Extension Service                                                                                           www.ies.ncsu.edu 2



Industrial Extension ServiceIndustrial Extension Service

Doing Morewith Less?

How do I meet demands with:

Reduced budgets?

Increased citizen / customer expectations?

Greater community needs?

Fewer resources?
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How can we do morewith less?

If you always do what 

youôve always done, 

youôll always get what 

youôve always got!

- Unknown Wiseman
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Exposure to a new way of thinking:

Learn how government organizations are 

responding to these challenges using a 

tried and true approach to improvement

ééLean Thinking 
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We must Eliminate the Waste in our Processes
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What is ñlean thinkingò?

A systematic approach to        

identifying and eliminating waste

(non-value-added activities) through 

continuous improvement

in pursuit of perfection
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Lean Philosophy

Citizen / Customer first

Our people are our most valuable resource

Continuous improvement

ñWorkplaceò focused
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Key Principles of Lean Thinking
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ÅVALUE - what customers perceive as value

ÅVALUE STREAM - the steps that deliver value 

ÅFLOW - organizing the Value Stream to be continuous

ÅPULL - responding to downstream customer demand

ÅPERFECTION - relentless continuous improvement (culture)

--- Lean Thinking, Womack and Jones, 1996
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8 Wastes
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ÅDefects

ÅOverproduction

ÅWaiting

ÅNon-value added steps

ÅTransportation

ÅInventory

ÅMotion

ÅUnderutilized Employees as 

an improvement resource
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Examples of Waste

Defects (key punch errors, missing data on forms, 
incorrect billing information,)

Overproduction (pre-printing forms)

Waiting (customers queues, incomplete information 
and having to wait on responses from customers, 
technology speed)

Non-value-added processing (unnecessary reports, 
expediting, lack of or poor instructions, duplicate 
information entry, multiple levels of approvals)
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Examples of Waste

Transportation (hand-offs, interdepartmental mail, 
distribution lists, expediting mail)

Inventory (batched transactions, minimum order 
quantities)

Motion (location of office supplies and equipment, 
searching for things, chasing people, work station 
design, office layout, poor layout of forms)

Employees underutilized (limited authority, 
inappropriate training, no front-line worker 
improvement programs)
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Why consider this approach?

Proven record of success in government applications:

ü Fort Wayne, Indiana

ü Grand Rapids, Michigan

ü Praire du Chien, Iowa
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Improvement closer to home
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Title V Permits

ÅReduce turn-around time by 40%

ÅIncrease productivity by 52%

ÅSavings of $ 572,000
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Incomplete info. on application

Cause reviewers to stop work and create multiple 

back-and-forth conversations with applicants for 

clarification and additional information

Non-standard method for reviewing applications

All engineers ensured that the draft permit meet 

regulatory requirements, some review would go 

beyond these requirements, adding time to the 

process 

Issues
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Management Review with engineer

Define missing information up-front to minimize back-

and-forth reducing delays.  Created check sheet for 

applicant and review engineer for requirements

Standardize Review Process

Establish defined response times or risk app. return

Improvements
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Public Health Journeyé

March 2008 ïPartnership met with NCSU to discuss lean

October 2008 ïProvide a one day overview training on lean

January 2009 ïFirst Kaizen Event occurs in Beaufort County

By June 2009 ïWarren, Halifax, Northampton, Hertford, Martin-

Tyrell-Washington, Edgecombe, Albemarle Region, Hyde, Dare 

Counties completed kaizen events

July 2009 - 20 employees come to Williamston for advance training 

on lean tools and facilitation

First half 2010 ïConduct 5 ï7 Kaizens mentoring internal 

facilitators
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