Black Belt Training

Day 3 Bringing It All Together

Action Items:
C Signin (just need your initials for Wednesday)
C Consider signing up for a Gemba Walk!
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Listen for Connection

THE MOST IMPORTANT

THING IN COMMUNICATION ABefore you can shift the mindset or tt
IS TO HEAR WHAT ISN'T nature of discussion with the speakel
BEING SAID. must first understand their mindset

ATry to drift away from false listening,
can tell when you listen to respond.

2 ™MERNVED | DENVER
EEEIEI-XHECIE ‘ PE2K CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Wa nt

pg. 58
1. Why do you work where you work? =
2. What do you need to stay ignited at work? 6\ N
A Passion A Collaboration _
A Flexibility A Appreciation/Celebration
A Support/Cheeks A Learning Opportunities
A Autonomy A Communication

A Advance notice  A*Fill in the blank*
3. What are your biggest barriers to innovation?
4. Who Is your biggest advocate?

S5
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Conflict Management
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What To Do With Laggards In Your Way
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Start with Change Champions

ROGER’S INNOVATION ADOPTION CURVE

Champions

Late majority

Innovators _ <" Early

High Propensity to adopt Low Low Propensity to resist High

IConvinciemovatorsndearly adoptefisst. Then lean into majorities, then into resistance
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ACreate Connection
ACareer, Community, Cause
AUnderstanding Love/Fear
AEveryone Has a Si@tay Curiou
ASelf Awarene$8/h at & s

this? - /""\/
|||keno It- Iowers the|r enthusiasm.

DENVER
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Connection/Moving Closer
Career, Community, Cause

CAREER COMMUNIT CAUSE
IS about Work IS about People IS about Purpose
A Autonomy AFeeling respected AFeeling that you make
AUsing your strengths AFeeling cared about meaningiul impact
APromoting learning and ~ ARecognized by others Aldentifying with the
development ADrives sense of connectior .[©F gani zati or
Alntrinsic motivation and belongingness ASource of pride
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Connection/Moving Closer

Understanding Love/Fear

LOVE

Responding with patience and understand
Prioritizing wéléing of others
Forgiving mistakes and offering support

To T>o I

FEAR

Reacting defensively or aggressively to perceived
Manipulating or controlling others to feel safe
Withdrawing from people/situations that cause
discomfort

Shows up as anger, frustration, disengageme
annoyance, resistance

> T> To P
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Video: LOU

.9

DENVER
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https://www.youtube.com/watch?v=Q8MS4LLlv8Y

Connection/Moving Closer

Everyone Has a Si&@tay Curious

AHave you ever been LOU?
AHave you ever been JJ?

AWhich concepts that we

discussed do you see at play
In the video?
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Connection/Moving Closer
Everyone Has a Si&@tay Curious

oWonder 1 s where |
to wonder about pe
we imagine their lives and listen for their
stories, we begin to expand the circle of
we see as part of

0 See No Stranger by Valarie
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Applying Emotional Intelligence to Change

SelftManageme Social Awareness I il gl]e)

Management

5iJe)
®_O

©0-®

1

@
op® &
Be conscious of how y@@ll A Know how to manage A Understand the emotions P W=EE:1s] R eXoInlnlaller:1
show up in the world emotions and your of those around you with people in a varie
Be aware of your actio triggers A Deeply listen and have roles

reactions, habits and A Develop techniques fo empathy for others A Build and maintain soli

behaviors owning and controlling
your part in the situatig

relationships over time
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Self-Awareness
— Self-Awareness

PN

AWhat is your role in the situation at hé

AAre you protecting your feelings or ar
centering the work/the customer?

Be conscious of how you
show up in the world

* Be aware of your actions,

reactions, habits and

behaviors
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The Trap of Nice and Polite

oOoWe avoid t ough givinghonest s
productive feedba8lome leaders attributed this to a
lack of courage, others to a lack of skills, and shock
more than half tal ked a
poli ted thatos | everage
conversations. Whatever the reason, there was a
saturation across the data that the conseqlaekce is
of clarity, diminishing trust and engagement, and
increasing problematic behawaor

dDare to Lead by Brene Brow
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Framework for Crucial Conversations
pg. 60

FBI (Feelings, Behavior, Impact) is a fram
an Foundation for provided by the Chapman Foundation

ARI N G A FeelingsState your primary feelings about the

behavior
OMMUNITIES A BehaviorlExpress the specific behavior that yc

R observed
A Impact Tell them the impact their behavior ha

b - : on you

Q

Tl| | feel disappointed thati were 30 minutes late to the meeting yesterday afterno@h n
unsure if | can rely on you In the future.

exam
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FBIl: Why This Works

FEELINGS BEHAVIOR IMPACT

AFocusing on how you feel AThe other person needsto APeopl e donét

leaves less room for the know what they did that to negatively impact

other people to dispute caused this feeling anyone or anything

your statement ABe as specific as possible AWhen they know it has,
so they can pinpoint it in they will likely make sure |
their memory doesnodot haprcg

AUnderstanding
consequences can help
Inspire different behaviors
next time
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FBI Roleplay: Workplace Conflic’c"

Scenario 1 Scenario 2
You were selected by your team to serve as a You work out in the field and ensure Denver stay
representative in a citywide initiative. While vibrant, safe, and beautiful. One day you come in
brainstorming on how to move the needle forward and discover that your peer has been promoted t
on a citywide goal, you find yourself in a heated Ssupervisor. Since your
conversation with another agency after you share  been treating you poorly.
your idea.

The Conflict: The Conflict:
They publicly disagree with you and questioned yot During a team meeting with the division manager
qualifications to be in the room. How will you they call you out in front of the whole group and
respond? accuse you of slacking. How will you respond?

72 DENVER
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Square Game Debrief"

A Has this ever happened to you when
leader has communicated a vision?
A Have you as a leader thought you we

clear but still faced confusion? . .

A How do we bridge a difference in visi

E CONNECT WITH ULXINKEDINDENVERGOV.ORG/PE



What is Managing Up?

pg. 62

A Proactively influencing and communicat
with leadership to gain their support, alig
expectations, and ensure successful ch;

A Involves understanding perspectives,

priorities, and concerns of dedrsMBrs
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3 Reasons Why Leadership Resists Change

FEAR OF LOSS OF UNSURE OF
DISRUPTIO CONTROL BENEFIT

A Worry it may cause ch A Ideas feels forced, A Current State process
or confusion misaligned with their are fine the way they &
A oWe donét goalsnand thece is a la A owhy fix s
address th | @ bnderstammdivgd i sndot Dbr ok
Aowe tried lt dWergneed t ploodhat asbun
similaro decisions moving wor ko
f or war do

DENVER
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Addressing the Resistance

Asking open Successfully shift the
ended INi ' mindset or the nature
questions of the discussion

Practicing

active listenine

K DENVER
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Mel ody Wil dingds 4C Cc«

High Dominance
A

The Commander The Cheerleader

- Direct, assertive & assured - Open & trusting

A To understand how leadership L [E
approaches conversations, decisi h
. . low <« » Hig
making, feedback, and conflict you  sceii Sadbiny

The Controller The Caretaker
u n d e rStanﬂhe I r Style Of Conve rsa_tlc - Restrained & analytical - Dependable & deliberate
- Overpowers with facts - Cultivates harmony
- Humble yet & stability

perfectionistic - Defers own needs

v
Low Dominance

& DENVER | pp,
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Practicing the 4C Communication Styles

High Dominance

The Commander

- Direct, assertive & assured
- Motivated by competition
- Challenges authority

Low <«

The Cheerleader

- Open & trusting
- Values popularity
- Visionary, but forgets details

» High

Sociability
The Controller

- Restrained & analytical
- Overpowers with facts
- Humble yet
perfectionistic

The Caretaker

- Dependable & deliberate
- Cultivates harmony

& stability
- Defers own needs

Low Dominance

Sociability



Break Time!

¢3¢

(10 minutes)
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Puzzles!
Round 1 Round 2 Round 3

No Talking or Sort and Set In Shine and
Collaborating Order Standardize

EE

Dump your puzzle piece You can now work toget Place unnecessary pieq

the center of the table & and talk. Your puzzle is back in the box. You wil

put the container under of wooden pieces. Orga given a picture of the
desk your pieces. complete puzzle.
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_Dirs) (%) » Class Comp
s — — : Mame
Agency Specific Infoermation
Archive
Classification Manual & Equipment Guide
Forms & Templates
Individual Position Audits
lob Specifications

5 Merit Pregram

COrdinance Process

Pay Adjustrment Requests

Pay Practices and Approvals

Pay Survey

Presentations, Trainings, and Tocols
Prewvailing Wage

Projects

Feporting

Rules

Studies

Surveys

Tearm Member Resources

K DENVER
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6-S:Sort i .

A Separate unnecessary from the |
necessary

for the process
A Add things that are missing

A Discard junk

RED TAG items

A For followip, evaluate and decide
A ltem is needed = keep it
A ltem not needed = discard it!

E"’a DENVER

' THE MILE HIGH CITY
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6-S: Set In Order

Downtown Park Operations Irrigation Parts Storage
Before and After

A Provided needed tools withi
reach

place.
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6_8: Shlne Denver Human Services Supply Cabin

— S e ——

A Clean all work surfaces, unds
behind all equipment

A Repaint to make everything |
new

DENVER
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6 .S . Stan d ard |Ze Public Works Tool Storage

A Consistency and repeatabilit)
A Within a space
A Between spaces

A Maintain a specific result

A Label

K DENVER
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6-S: Sustain

Example Schedule

A Ensure the space REMAINS
and organized

Workstation 6S Sustain Schedule - Shipping/Receiving

INn the process
A Make the process part of the
culture

72 DENVER
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A Be on the lookout for safety i

A Employee Safety
A Ergonomic Issues

A Eliminate opportunities for in
A Ensure safety equipment ready to
A Properly secure equipment
A Securely store supplies

K DENVER
E § DENVER | B CONNECT WITH U%INKEDINDENVERGOV.ORG/PE

’ THE MILE HIGH CITY



6-S Opportunities

Your desk ¢ Forms

workstatio

$- Soft and Hard Savits

DENVER
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DHSO Gift Card Request Form

Current State Future State

Utilized “end user interviews” to

make changes 1 page

81 fields 22 fields

[ o

———— ! ﬁ::::_fi::-;::"::‘::::;:";.__,___
E , .l E' B | L s e '

Child Welfare

sentences sentences
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6-S Innovation
EXL Shared Driag &d SharePoint Migration

What was the problem for the customer?
A The shared drive was cluttered@ittp level folders and 306,520 file |iS

What was the improvement?

A Cleared unnecessary files, organized folder structure by team, cre
work, and migrated to SharePoint

What was the outcome?

A Reduced by 182,520 firerrowed dowriiotop level foldeseft savings of
$72,707.70

Who was involved?

A Audra Miller, Buffy Palmer, Jered Garcia, Brooke Bearman, Lindsey M
Curtis Johnson, Erica Rogers, Layla Meyer, Rodrigo Picasarri, Dominic

DENVER
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Visual Management Systems

Visual Managemehhie placement in plain view of all tools, parts, production
and indicators of production system performance, so the status of the syste
guickly understood by everyone involved.

=
Solve for
today

See wheré
you are

| Track and manage progress!

Know whe
you are
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Life Examples of Visual Management

For Customer or Staff  Colors, Shapes, Signs
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Maps
CCD Equity M@benver Department of Public Health and Environment (C

Denver Neighborhood Equity Index in Relation to

Historical Redlining Grades a
S 1 B ==
- - - S

Y.

/// - Denver, slong with many other cities across the U.S.. has a history

// JEE of redlining. Govermnement housing agencies assigned a grade
o

from A to D to different neighborhoods in Denver and refused

V// /// ' housing loans to people and famiies fving in neighborhoods of
s a certain grade (namedy grades C and D). Often, non.white
W 7 I;‘mm populations lived in poor grade areas, and as a result, non-white
Hale 1 / N familes were not able o purchase homes. Home ownership is still

- ) s z < one of the main ways to establish wealth in the Uniled Stales and deeply
//V,ﬂ rooted historical discriminatory policies, such as redining, began a cycle of
7] 7 — mlergenerational poverty that still disproporionately impacts non-white

Hmop Lowry Fleld populations today. This map shows the relationship between te historical
7/ vy effects of redining to health equity loday. The striped coloring shows the
redlining grade of each neighboerhood (note, not all of Denver was
Washington et developed during the time redlining policies were enacted so not all
X Vale ‘Windsor of today's neighborhoods have a grade) while the solid shading shows
) . the Department of Public Health & Environment's Equity Index,
where darker shading represents higher inequity. It is clear from this

™ map that the neighborhoods in Denver that experienced grades of
C and D still expariance the highest inequity in ie Gty today. For
. more information about the impacts of redlining, see the Undesign
"~ ] the Redine Exhibit website from Enterprise Community Foundation

N

“Redlining layer provided by Shift Research Labs

Bear Valiey Harvey e Legend
Park South p—— " Kennedy

v Equity Index Score Historical Redlining Grade

il Lowest Inequity V/"/‘/ A= "Best”
FortLogan \ 7422 B = "Still Desirable™

[ . . S
(77| C = "Definitely Declining

X :///A D = "Hazardous”
Marston A Highest Inequity D City Council District Boundaries

0 05 1 2 2
— — e s A

z Coy ardt Cauvy of Derwer Daciimer The Cly and Coanty of Derver shad rot be batie o darages
SALTH 2 o g md e e T i 15 FACAED ™
SERIG SALIY Derwer Department of Public Helath & Enviranment/Division of Community & Behavioral Health of and e ariing st of of hn ixtamaton THE INFORUATICN IS PROVEED

, WITHOUT AARRANTY OF ANY KIND, EITHER EXPRESS OR MPLIED. NCLUDNG. &
Map Crealed by Maggie Kauffman: margaret kaufman@denvergov.org LIMITED TO, THE FITHESS FORA PARTICULAR USE. NOT FOR ENGNEERING PURPOSES

E“’;, DENVER

T

© DENVER | 522

7 THE MILE HIGH CITY PE2K CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



https://www.denvergov.org/content/dam/denvergov/Portals/771/documents/CH/health-equity/RedliningAnd%20EquityInDenver_9.20.19.pdf
https://www.denvergov.org/content/dam/denvergov/Portals/771/documents/CH/health-equity/RedliningAnd%20EquityInDenver_9.20.19.pdf
https://www.denvergov.org/content/dam/denvergov/Portals/771/documents/CH/health-equity/RedliningAnd%20EquityInDenver_9.20.19.pdf

Production Boards:
A specific type of visual management
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E DENVER PEAK CONNECT WITH ULINKEDINDENVERGOV.ORG/PE

’ THE MILE HIGH CITY



Peakos

Producti on

- Black Belt Pilot To-Do List

Scheduling and Communications

Add task

'C:} Ignite Summit Reminder Email to Sept
Participants

o

$= Bradley lll, Mathaniel - DOF Cont...

'C:} Invites to Ignite Summit

09/17

$= Bradley lll, Mathaniel - DOF Cont...

'C:} 1-week Reminder Email to Sept Pilot

$= Bradley Ill. Mathaniel - DOF Cont...

() send Pre-workbook to Sept Pilot

M

Content Drafting Content Review

Add task T~ Add task

() Revamp Slides - Katie

[

ahve It! - 65

9 McCune, Katie - DOF CA3108 Co...

—

'\__:' Agency BB Support Person Guidelines

g ?’]E Rees, Andy T. - DOF Continuous ...
®

':::' Accountability Buddy Guidelines

Q Brown, Drew B. - DOF Continuo...

':::' Revamp Slides - Andy

Group by Bucket -~ Filter -~

To Do Tasks Future Possible Actio
Add task T~ Add task
':::' Ignite Summit Test Run (:} Gemba Walk G

& 09/28

®@POB °

':::' Facilitator Sign Up on Agenda

POB® 9

Ty 1
() Purchase Snacks and Materials

£ ?’]E Rees, Andy T. - DOF Continuous ...
=

Show completed 7 e

© DENVER | 522
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| Done using Planner in Microsoft Teams
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Peakds Producti on

Tall 1 Total Actualized Savi To Dat i
Peak Tral NiNg Metrlcs otal Actualized Savings To Date () Black Belts Trained to Date
Last Refresh: Sep 10, 2025 01:07 AM $97.750.646 3'067
Black Belts Trained by Year Savings by Year Actualized Green Belts Trained to Date
v 8,903
200 I I I I I I I I I PSSH Trained to Date
143
S Ll _l-l i
o - I I BB, GB, & PSSH Trainings to Date
Green Belts Trained by Year I I I 88 5
o 2015 2020 2025 o
1K Year Innovations Identified to Date
I I I I I I Innovations Identified and Actualized by Year 5_278
® |nnovations ldentified » Innovations Actualized
o E - . . . . 3- 500 Innovations Actualized to Date
Year
Public Service Superheros Trained by Year 00 4.023
400 Avg Savings/Actualized Innovation
) s . I I- Avg Days/Actualize Innovation
- - - 2015 2020 2025
2020 — 202 Year 1 03

Peakos Producti on Board

DENVER | 251%eF

THE MILE HIGH CITY PE2K CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



https://www.denvergov.org/Government/Agencies-Departments-Offices/Mayors-Office/Programs-and-Initiatives/Peak-Performance/Peak-Academy/Training-Registration/PEAK-Training-Application

The 4 Disciplines of Execution
Discipline 1 Discipline 2

Focus on the Act on the lead
wildly importan measures

Discipline 3 Discipline 4

HOME VISITORS ,
Keep a compelling | »«u M g Create a cadence '~
scoreboard 04 of accountability

77 DENVER
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Performance Metrics: WIG/KPI Format

AWhere AWhere ADeadline
you are you want for
today to go reaching
that goal
- / - / - /
Examples:

AGet an :&afiomhb HBY%ealg s 90% avg in 3 months
A Deaf Customer ServiBesolve high priority issues from deaf customers in 48 hours fror
success rate to 90% success rate by the end of the year

KO DENVER
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Lead and Lag Measures

Lead Measures (Inpu Lag Measures (Outp

ATied to actions or critical | ACan not influence
activities that drive alag | change as they only
measure record what has already

ACan influence change or| happened
the chance of success in| AOften easy to measurjﬁ
t

achieving WIGs or KPIs | and represent the result

AOften harder to identify | We ultimately want, b
and measure are hard to improve

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Example: Lead and Lag Measures

WIGGo from $4k to $5k in savings account within 6 months

AReduce monthly
spending budget
A25% reduction

AMonthly amount p
INnto savings
A$200

o

ASavings Balance:
A$5,200

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Visual Management in a Hybrid Workplace

d x 3

Sticky notes Microsoft Excel

Planner (integrated into Teams)

DENVER
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When to Leverage Visual Management

"7

When you needtot When vy ouQ(
work In progress reach a goal

2
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Framework for Implementing Visual Management

Clarify the Decide the Plan for respons
PURPOSE: FORMAT: ENGAGEMENT

AWhat i s you [l Advatwa§ of communicafilldd How will you ensure you
Implementing? will be the best for your audience is regularly
audience? leveraging your informati

A Who is the primary
audience? A What is the simplest wayjllodt What is the best cadence
can communicate your update your information?
Information?

K DENVER
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TS Data & Analytics Team

Mission: To provide CCD with the access, framework, tools, governance and expertise
leverage our data and information. assets

Data Architects Data Engineers Data Analysts

v ll ATranslate business A Ingest, transform, and AGather and interpret d .
m requirements into data  deploy data sets to solve problems
m =) warehouses A Reduce manual data A Support and troublesh
s00000e Almplement solutions to  work for data Power Bl issues
store and manage data preparation tasks AEducate others on data
ADevelop methodsto A Facilitate data visualization best
retrieve data movement for the practices
organization
— P N /
N N

Data Hub Design & Build Data Hub Use



The TS Data & Analytics Team

Gianna Baiges, Data & Analytics Manager

Data Architecture + Data Engineer + Data Analytics

A Jim Lindauer A WisheMagalela A Claire Lambden

A Lead Application Architecture A Sr Data Engineer A Sr Bl & Data Analyst
A Harlan Pooley A ShilJoshi A Anna Sours

A Sr Data Architect A Sr Data Engineer A SrBI & Data Analyst
A Simon Chen A Lolita Mannik

A Sr Data Architect A Sr Bl & Data Analyst

For a full list of our servicedDemrerHub

https://denvercity.sharepoint.com/sites/TechServices/site



https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx
https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx

The Denver Data Hub

What is the Data Hub?

- A centralized location for all CCD data to be used for analytics and reporting

DataDriven Decisions

How Does it Work?
CCD Data Sources gnearljtl)tri;:_i :L
|
salaza Data Hub
LLI._—I hil'r‘ REPLICATE Consolidate Access Govern Secure REFRESH III
J &2 o a -
~—~ -
\/,
ONESTO(PJ& V Fast, reliable, scalable, andef@esttive
DATA SHOP! V Capacity to access, share, and analyze data safely
—"—>>

V Designed to meet current and future data requirements



Power Bl Resources

TS supports Power Bl as the enterprise data visualization tool for the City and County of Denver.
DenverHudite to learn more about:

A SupportNorequestfor Power Bl Desktop, Pro Licenses, and Power Bl Consultations

A Microsoft Teamewer Bl Users Group

A Template filés get started in Power Bl with the CCD color theme

A Training resourcesPower Bl and data visualization

A Publishing repottsPower Bl Service and the web with examples of current public CCD dashbo:



https://denvercity.sharepoint.com/sites/TechServices/sitepages/Data-&-Analytic-Services.aspx

A

A

Data Hub Use Case for Excise & Licenses (EXL)

DataQmati¢Queue Management &
Appointment System)

ProblenEXL had a Power BI
dashboard, but the connection to th
SQL Server kept failing and they cc
no longer use t@maticlashboard to
track wait time, productivity, and KF
The dashboard was down for more
a year and they had to implement

manual reporting that took 10 hours
month to run.

SolutiorEXL Platform Analyst + TS

Count

Hours

Ticket Volume

21,972

2017

l ]

8,016

6,546
4,908
-1 ] =
CNTETE

Total Transaction Time

oK 7.341
o~ 5838
DX
I ]
) I
oK
2017 2018 2019

2,174

1557
m Bl -
ST
2020 2021 2022

2023

Minutes

Minutes

164
5 147 138 145
Ii" I I12.° I I
0
2017 2018 2019 2020 2021 2022 2023

Median Wait Time

121
7.' I e
6.3
08 05
. . it 00 0o
2018 2019 2020 2021 2022 3

2017

Median Transaction Time

179

Data Analyst rebuild the dashboar
usingQmaticata in the Data Hub.




Data Hub Use Case for Excise & Licenses (EXL)

@ Alarms

@ Ayuda en Espafiol

@ Food or Restaurant

@ Liquor

® Mandarin

@ Marijuana

@ Other License Type

@ Residential Rental Property
@ Security Guard

@ Alarms

@ Ayuda en Espariol

@ Food or Restaurant
@Liguor

@ Mandarin

@ Marijuana

@ Other License Type

@ Residential Rental Property
@ Security Guard

2018

Ticket Volume by Queue Type

2019

Median Transaction Time by Queue Type

2020

2020

2021

2021

2022

Right click on charts to
drill through to detail

by year

2023

Benefits

A Fast and stable connedioo
refresh errors!

A Timely, standardized reportin
all supervisors and managers
EXL, and widely available for
who need access.

BonusCollaboration!

A Data model can be used by
multiple agencies (DMV, CPL
Clerk & Recorder, Animal She
Elections)

A Innovation Form Submission
Peak Academy (saves EXL 8
hours/month and $3,300/yeat
eliminating manual reporting)



Denver Data Team Vision:

A Enable city agencies teliver exceptional services

by empowering them with the ability to make
data-driven decisions

Data Team Mission:

A Improve city performance by providing taecess,
framework, tools & expertise required to fully

leverage our data & informatiorassets in
making informed decision.

Submit a Request via

(Category: Data/Reporting)



https://ccdservice.service-now.com/supportnow

Break Time!

¢3¢

(10 minutes)

DENVER
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Move Seats

Why do we make you move seats?

A A chance to learn how other agencies work
A Expand your network

A Get different perspectives and insight on your process

Tip: Use this as an opportunity to connect with the
you identified in introductibns

DENVER
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Standard Work

2 NENV/ED | DENVER
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Tree Game!"

Looki ng only at your ©pl ece

DENVER
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Create Instructions

Great Job! Now, create instructions on how to draw your tree using only
number$lease add your name.

ANo Shapes
ANo Pictures
ANo Peeking!

2 NENV/ED | DENVER
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Draw a Neighbor os

ANow, exchange instructions with a person at another table
AWhen youdre done, compare your new

How close Is your new tree to the original?

2 NENV/ED | DENVER
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Standard Work:
A Create standard procedures| o ok

document ati on| —

A Mature your process and sust SRt
Innovation
A Help train team members

A This can be as simple as a Gl aring probl ems
oProcess/ Pro past solutiorfsimprovisations and

Document O wor karounds. 6

d Dan Heatr

KO DENVER
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DENVER

PEAK

AShow oOowhat goo

AEasy to reac
AQuick to unc

reading leve

and visual

erstand (@rade
)

AMakes a process repeatable ar

consistent

APrevent mistakes (quality)
AMake cross training easier

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Some Things to Keep in Mind

Always start The more vis Slmple and
with what the It IS, the easie
customer it is to
values understand

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



A Standard Operating Proced
(SOPs)
A Standard of Work (SOWSs)

A Howto videos
A Checklists

aaaaa

QOccupation =

P
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General Services Project Management Manual

Anticipated timeframe from initial
contact 1o NTP is 4.5 weeks

Contractor Quote Quote & WO sent Required Sourced to Notify DSBO of NTP issued
Selection requested & to Contracts approvals in Purchase Order Purchase Order
received Office; Requisition Workday / Award
entered into approvals in
Workday Jaggaer

Scope of Work & Issue minibidto  Site Visit / Pre-bid Q & A period Bids submitted Evaluation &
Specification Contractors Meeting Award

Quote & WO sent
to Contracts Office

Anticipated timeframe from initial
contact to NTP is 5.5 weeks

Requisition Requisition approvals  Sourced to Notify DSBO of Mini-bid NTP issued
entered into in Workday / Purchase Order WO award justification memo

Workday approvals in Jaggaer executed

Process of owhat
oncall procurement

DENVER

PE2K

i DENVER

' THE MILE HIGH CITY

good

REQUISITION
CHECKLIST

a

Purchasing Bid Template

«  For bids over $10K, complete bid
template and submit to buyer; full
form can be found in appendix

Requisition (Most common types PM's

may use)

« REG: Regular - Select when
requesting Non-Catalog items of
any dollar amount, as well as most
services under $10,000.

»  TSK: Task Order - Select when
requesting a Task Order in relation
10 an on-call contract.

« RFE: Request for Encumbrance
- Select when requesting an
encumbrance against an existing
service contract.

Confirm process with Contracts for

correct reqjuisition entry process

NOTICE TO PROCEED (NTP)
CHECKLIST

O

O

Attach executed Work / Task Order

form to NTP form

NTP packet should only consist of

executed TO / WO and NTP cover sheet

For Work Orders, confirm calendar days

match calendar days on Work Order

from

If calendar days do not exactly match,

the WO should have a longer duration

(minimum 60 days) to account for time:

10 process payments

Confirm cost listed on NTP matches WO

/ TOform

For internal purposes:

e  Notify Stakeholders that NTP has
been issued

s Keep copy of signed NTP in project
folder

*  Send current Technology Services
standards, if applicable

e  Send record drawings, specs, or
standard materials list, if available

« Send CJIS or other security
clearance procedures (can happen
prior to issuance of NTP - send out
when Task Order / Work Order is
submitted for processing)

| SuBhbréng ¢hécklig!o

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Department of Transportation & Infrastructure Traffic
Signals Roles & Responsibilities Matrix

Traffic Signal Delivery

A Responsibilities on top, roles
the side e e e e ==l R el e I e el I B e
v | v |y a8
. | - 828 898 v | &8 8R v v |V
A |dentifies process owner and |—— VAR STy Ty = [aeas v | &
collaborators for each — v v v | v | v
oresponsibil i |== v v |v v | v v |
o Techic v |V v | vV | Y
A Helps the entire team unders et~ v
p o o v v 88 v v v
where they fit into the proces: [~ | [/ v v v v v
e | B30 | 38 v | g v
A Makes the process transpare ™= v :: v v

K DENVER
E e DENVER PEAK CONNECT WITH USINKEDINDENVERGOV.ORG/PE

' THE MILE HIGH CITY



Video: DOTI Striping Standard Work
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Tabl e DI scussi on:

Talk about where your process needs standard
put It on your action plan

2 NENV/ED | DENVER
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Checklists & Mistake Proofin

: e sl afnd Security
zenship and Immigration Services

[ Other:

[J Granted, subject to revocation st any time.  [Benefits Category:
upon the following terms and conditions

, MU Advance Permission under INA 212(dX3) and
SCFR 212.16

[J T Nonimmigrant/Waiver under INA 212(d)(13) and 8 CFR 212.16

Qu Nonimmigrant/Waiver under INA 212(d)(14) and 8 CFR 212.17

K DENVER
DENVER PEAK CONNECT WITH USINKEDINDENVERGOV.ORG/PE
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Checklists

A Checklists ensure consistent routi gresm
allowing us to be proactive, follow |
standards, and ensure success

A Checklists help: ¥ i
A Prevent errors and oversight b R )
A Reduce variation and increase ¥ N

R B e

consistency/equity

_-

oJust using checkl 1 st s }equir
wedve had, |1 ke hoaAu Gawande

DENVER
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Checklistsd Why Use One?

Complete Within One Week

DATE

Surgical Safety Checklist { @ggﬁgi;'gg';n Patient Safety

A World Allance for Safer Health Gare TOPIC compiere NOTES/DETAILS CONTACT
KEONOS Time Tracking Log in to Kronos & review time cards, time off request E::I;‘:am
. . . . ‘Work Day [payroll, benefits, Access Work Day via the icon from your desktop Pezk Team
Before induction of anaesthesia fore skin incision Before patient leaves o =gency forms) Works best if opened with Internst Explorer Partner
Review RTD Pass Information. Complete EggPass form (if HR/ DoF
(with at least nurse and anaesthetist) (with nurse, anaesthetist and surgeon) (with nurse, anaesthetist and surgeon) desirad) which can be obtzined through DoF Office Manager or | Office
Human Resources. Manager
*  Submit form ta HR
[] Confirm all team members have Nurse Verbally Confirms: Transpertation *  After spproval, visit pass-issuing RTD location (e.5.
i Civic Center Station] to obtain
introduced themselves by name and role. O The name of the procedure ) pass {
. . . Review Parking Information. Complete Parking Contract (if DoF Office
[J Confirm the patient’s name, procedure, [J Completion of instrument, sponge and needle desired) which can be obtained through DoF Office Manager | Manager
and where the incision will be made. counts - - - - - -
O] Specimen labeling (read specimen labels aloud Review parking & mileage reimbursemant practices and sbtain | DaF Office
Has antibiotic prophylaxis been given within ir?cluding patient game) P g reimbursement form from DaF Office Manager Manager DENVER
the last 60 minutes? . Outside Emplayment Review Qutside Employment Sec 2-63 code. Complets Qutside | DoF Admin
O Yes [J Whether there are any equipment problems to be oy Employment Form and return to DaF Admin team Team P&K
addressed ACADEMY
[ Not applicable -
To Surgeon, Anaesthetist and Nurse: R;::‘::rcnﬁs Request for g;:wﬁ;t::;::te}\mess Palicy dacument and return to E;:g:e
Anticipated Critical Events ini
o ﬂg:; aéﬁ,lg:,let Ié?’{jfg"%r.g;{?r recovery and Review Utilizing Mobile Devices to Conduct City Business & DoF Admin Staff Tra I n I ng
To Surgeon: 9 P : Mohile Device Financial Iobile Device Financial Option Form Team
M |
- ' Options *  Complete form and send to TS help desk through
[ What are the critical or non-routine steps? Sorvice Howr o NOT ormail. anua
U How |I:Il1g will the case take? Set up voicemail for desk phone (instructions here) DoF Office
[C] What is the anticipated blood loss? +  Obtain general phone reference guide from DoF Office | Manager
Desk Fhone Manager
To Anaesthetist: Use the gobal address book to look up your phone number. | N/A
[J Are there any patient-specific concerns? Confirm this matches the phone number displayed on desk
phone. If nat, contact TS.
To Nursing Team: Create email signature using email signature standards: NJA,
] Has sterility (including indicator results) Email Signatura *  Review city email sisnature example
een confirmed? *  See Peak teammate signatures for examples
b firmed?
[ Are there equipment issues or any concerns? Set up default printers in profila: NA
Printers *  BMO_WMB_01
Is essential imaging displayed? *  BMO_WME_D2
O Yes Share calandar with team :EIE ycl:lur:dmlen:lar with Peak Team and request access to NjA
[J Not applicable e caendaE
. . Send a recurring calendar invite to your supervisor for weekly
Weekly Check-in Meetings eheckin mestings

A A reminder of the key things that get forgotten
A To help experts get better
A Keep your customers needs top of mind

KO DENVER
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Mistake Proofing Philosophy

oThe wise are not wi se
They are wise becausethieyct their mistakes as so
as they recognize tloem.

- Orson Scott Ca

We must finsgcognizandcalloutthe
mistake If we want to prevent it!

DENVER
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Mistake Proofing Discussion"

———

Current State (CS) Costs Future State {FS) Costs

A What mistakes do your S ausitati
customers typically make?
A What are common mistakes

internally?

A What mistakes do your e
customers notice or give Pmaled]
feedback about? Yearly Savings (CS Cost — FS Cost)

Yearly Savings to Customer
(Value of Customers Time)

72 DENVER
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1.

IIIIII4p

Refer back to the process map and cu:
feedback. What steps have the most
mistake? What do customers think?
Create space for you and your teamm:z
brail nst or m ammkethe D
error I mpossi bl e

| f 1t canot Dbe el
Or reduced?

Tesit andraclat!

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Mistake Proofing Innovation

Spanish Speaking DnaDptio

Pr0b|em\10HSpanish speakers were getting into the Span y e
queue because the menu option was 2, making wait times iffsss
Spanish speakers, and catiutng for staff. “1q 8

Improvementianging the Spanish option to 9, which is ‘ , -
common practice on call trees.

Outcomes11,916 staff tinend$10,833 customer time savedyre

DENVER
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Common Mistake Proofing Methods

Visual Management /
Arrangement

Templates / Document Highlighting
Control

K DENVER
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Just Stop It! @

oWhen people are re ed to
through hoops, all sort of bad things
might happen, some of them surprising.
One of the least surprising igtinay

people stop jumpmqg

Get rid of Red Tape!

2 NENV/ED | DENVER
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Just Stop |t!

SLUDGE

\ What |1 s an exampl e
slowing you down
or creating additional work with no val

/ What about things that slow down yo
customers? (think policies, requirements,
etc.)

2 NENV/ED | DENVER
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The Problem

The Problem: The Impact: The Solution:
Additive Thinking Overburdening Intentionality
Research showed fewer than Americans spend Bias towards additive thinking
10% of ideas to improve an 11.4 billion hours on means subtractive thinking
organization are subtractive federal paperwork requiregntentionality and
in nature annually focus

KO DENVER
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Effects on Equity

Just Stop Its reduce: frustration, anxiety, and sense of humiliation

Bandwidth Study: Results:

A Study was done with higher A Lower income people did worse

Income and lower income grou general intelligence after the
$3,000 exercise due to depleti

A Asked group to figure out how t mental resource
would handle $300 car repair t
asked general intelligence
guestions

A Repeated the experiment with
$3,000 car repair

DENVER
CONNECT WITH ULINKEDINDENVERGOV.ORG/PE
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—_— _—

A Sludge can make processes diff

A Keep the identity wheel in mind |
thinking about what things to stc

2 NENV/ED | DENVER
E" EEEHExHECIB PE2K CONNECT WITH ULINKEDINDENVERGOV.ORG/PE



Where to Look for JusSto

Process Fields In Customer
Steps Wait Time Forms Tasks Red Tape

Whi ch st Can we eliminat Are you actually Can we reduce sqme Bureaucracy,
adding value to t the barriers that going to use thegll tasks a customej requirements, rule
process? cause waittime? ' nf or mat must complete @ codes, regulation
acquiring? before becoming policies that are

customer? duplicative or
: %
|

unnecessary
770 DENVER
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JustStopit Award Nominee

Mamadou Dialbdd1V Services Inta'

What, Why, & How

OQur top clientds complaint i s I
for accessing the HIV services. Clients are vBaweekd to

complete an intake for accessing the HIV services with some

agencies. The intake process needs to be improved for an easy
access for clients.

Key Innovators \
MamadoWiallo, TrenWilkersonViichaeMercado

LT, { |

Outcomes 50%increase in cii‘“i
15 different forms were all standardized and reduced glown 4‘)’ . e
1 form, zhour intake of services insodadhours intakes
o 50% reduction of total e
previously!

0 DENVER | pp)ic
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What to Ask

When Youdl When Youdol When Youdoa
About Cost vs. Benfl About Your Progra About Your Custo

A What is the magnitude of the |l A How do they vary across A What are the barriers preventi

COsts? populations, including the mos customers from accessing se
A How big is the burden? vulnerable? A Where is the ambiguity in our
A What is the magnitude of gainfl®# A Are there harmful effects on process, and how can we el
A Who is being helped and who elderly, people with disabilities it?

women and people of color? A Which customer communicatit
oA What are the compliance costfilin are duplicative or overwhelmi
terms of time and money?

being hurt?
A |s sludge really helping to red
fraud? By how much?

What can yr. IN your project?

DENVER
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*Note After lunch, you will go to room 4.F.2.
Please walit in front of the room. You will not be let in until 1:30 pm.

77 DENVER
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5@ o A5

Please leave all backpacks/other items in the corners of t

DENVER
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Level Loading

Level Loadingreating balanced workloads, activities, or processing times within a proce

Level loading can help:

A Identify and reduce process backlogs and improve process flow
A Evenly distribute workload across teams , increasing morale and reducing burnout

120

100

80

60

4

o

2

o

Processing Time by &®ole
Takt Time Optimal Performance Line

120
100

80

I I I 63.75 60
40
I 2
0
A B Cc D E F

In this example, level loading without process A
improvement would result in role times of 75
seconds/role. This does not meet our optimal
performance takt time of 63.75 seconds/role.

o

Processing Time by &ole
After Process Improvement

I i i :
A B C D E F

Innovation allows us to improve the time to
complete each role, preparing our process for
successful level loading.

120

100

80

60

4

o

2

o

Processing Time by &ole
Level Loaded

I I I I I i
A B C D+E F

A In this example, after process improvement

wedre able to | evel
combine two roles while still meeting our
optimal performance goal of 63.75
seconds/role.



Batching vs. OnePiece Flow

Batching: OnePiece (Continuous) Flow:

A Completing multiple units of work : : :
befor% moging It gn to the next step A Completlng_a s.lngle unit of work
before moving it on to the next step

Batching of One-Piece Flow of
Contract Review Contract Review
John
Worker 1 Notes Notes
Three Review Steps 1

Three (3) Workers
Each Review = (1) min
Move time = (0)

Three (3) Workers John
Sally Each Review = (1) min Worker 1

‘ ‘ | ‘ ‘ ‘ | ‘ Three Review Steps
Worker 2 Move time = (0)

1
Sally
Worker 2
1
21 30 3 12
‘ ‘Last contract fully reviewed ‘ ‘Last contract fully reviewed
First contract fully reviewed First contract fully reviewed

Time (min) Time (min)




WIP: Work in Progress

AWIP is any work that is waiting to be compl

AWIP requires storage for the material or
Information, and can have negative impacts
product|V|ty guality, and customer satisfact

AExamples
o Piles of applications in inboxes
o Clients waiting to be called for the next step
o0 Groceries at a checkout counter

j:ﬁ &"‘ﬁ A

FLEIN

4lean @011 copynght

"4 DENVER
9 DENVER | L)y
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Rolling First -Time Yield

APercent Complete & Accurate:
A Process step is completed without needing corrections or requesting missing information

ARolling Firdtime Yield:

A Entire process is completed without needing to be fixed or reworked in some way
A This is the product ofRaecent Complete and Acdaragach process step, expressed as a perce

A Example: Processing Claims

590
1,000 claims Receive claim Mail claim claims
done with

no

90% 90% 90% 90% 90%  rework

900 claims 810 claims 729 claims 656 claims 590 claims



Money

Errors

The Results Section

Results (How is Everyone BetterZ2@Mtences / Updated Metrics

Current State

Lack of clarity in ema
limited signs (80% of

Amounts

Time

Peak Staff Tin®
minutes (.167r9

Trainee Staff Tirhe

minutes (.1481rs

Qualitative

A The Results section is designed to provide a platform for communicating the status of metrics after an

been implemented

ANow

ACan

t hat 1 t0s

Future State

More clarity in the
emails / increased
sighage (20% of th

Peak Staff Tintb
minutes (.2Br9

Trainee Staff Tirbe

e

minutes (.08r

30 day

70%

Peak Staff Time2
minutes (.20r9

Trainee Staff Tirfie

minutes (.14r

| mpl ement ed,
SO be qualitative, e.g.

60 day

60%

Peak Staff Timib
minutes (.2Br9

Trainee Staff Tivie
minutes (.18r

90 day

60%

time) timei

Peak Staff Tinmib
minutes (.2Br9

Trainee Staff Tirfie
minutes (.10r




Plant Distribution Simulation
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