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How to Participate Today

• Open and close your Panel

• Submit text questions 

• Q&A addressed at the end of 
today’s session

• Raise your hand in response to a 
question



Program

1. Overview of Lean  

2. Lean concepts 

3. Kaizen – Chartering a project for 
success 

4. Lean management 

5. Getting started



Part 1

Overview of Lean 



Lean is an organizational performance 
management system 

Characterized by a collaborative approach 
between employees and managers

To identify and minimize or eliminate 
activities that do not create value for the 
customers of a business process

Government Finance Review, December 2011



NH Lean Program

• Lean is not an acronym 

• Low tech

• User friendly

• Builds morale 

• Enhances teamwork 

• Encourages innovation



Use Lean Tools to:

•Reduce backlogs 

•Improve the quality of work 

•Allocate staff to mission 
critical work



Lean in Manufacturing 



Lean Summit 2012

Lean Across the Sectors



Lean is not about cutting staff



A bad process

will beat 

a good person

every time.

W Edwards Deming
1900-1993



Lean is the Solution

Public managers are often 
asked to “trim the fat” in 
times of revenue scarcity. 

Unfortunately, there is no 
line item in the budget 
called “fat.”

- Government Finance Officers Association 



Lean techniques can find the fat



Waste is Interwoven in the Process  

Value 

Added
Value 

Added

Value 

Added



Mapping Makes the Process Visible



6% processed in 30 days to 86%



NHES team recognized by Governor Lynch  
2012 Lean Summit



Part 2

Lean Concepts
The 8 Wastes  

Customer Value 



Eight Wastes (D-O-W-N-T-I-M-E)

Defects

Inventory Motion

Waiting

Transportation

Over-
production

Non or Underutilized 
Talent

Excess 
processing



Enforcing “red tape” is demoralizing



Excess Processing



Waiting is typically 90% of process time

Handoffs increase wait time





A. Hiring

B. Permitting

C. Accounts Payable

D. Other

Which of the following processes is the 
most troublesome?



Identify your Customer

The customer is the end user at the 
final step of the process 



What is “necessary waste”?

WasteValue

Necessary 

Waste

Eliminate

Optimize

Minimize



Part 3

Kaizen
Chartering a Kaizen Event for Success





Kaizen Event in 6 steps

Identify 
process and  

Sponsor 

Create the Charter 
and assign the team 

Map the current state 
of the process

Measure  and 
evaluate 

Map the future state

Prepare 
implementation plan  

and present to Sponsor



Sponsor’s Role in Lean Event Charter

A Sponsor authorizes the work to be 
undertaken by the team. 

The Sponsor is the manager who has the 
authority to approve a redesign of the 
process workflow. 



Sponsor’s Role Pre-Kaizen 

• Identify/approve the project

•Set measurable goals

•Assign the right team

•Empower the team to redesign the 
process 



Problem Statement

• Problem: Citizens complain about the 
permitting process. 

• Problem statement: How can the 
application process be simplified?  



Set Measurable Goals 

• Set measurable goals for the team 

• Examples:

– Reduce the number of applications 
returned for rework from ____ to ____.

– Decrease the amount of time it takes to 
issue a routine permit from ____ to ____.



Team Roles

• Lean Facilitator

•Value Stream Manager 

• Team Members 

• Fresh Eyes 

• Customer



Sponsor’s Role Post-Kaizen

•Attend the “sell” 

•Authorize implementation

•Follow-up 



Lean First

Automation applied to an 
inefficient operation will 
magnify the inefficiency

- Bill Gates





A. Yes

B. No

C. Don’t Know

Is work reviewed/reworked when it reaches 
another department?



Did the Pop Quiz Generate a Project?

Homework: Sketch out a draft charter and 
problem statement. 

• Identify the customer.

• Consider roles for the sponsor, the project 
manager and team members.



Building Lean Capacity

• Conduct projects

• Assure follow-through

• Identify change agents 

• Train facilitators

• Document gains

• Celebrate success



Part 4

Lean Management
Linking Lean to Organizational Strategy



Enterprises are organized vertically

--- Womack, 2011, p. 77.



The flow of value to the customer is horizontal across 
the organization

Case worker

Needs assessment
Intake worker

Eligibility 
determination 

Accountant 

Cash benefits 
delivery 

--- Womack, 2011, p. 77.



“Management is more important than tools”
---Jim Womack in Gemba Walks

Keynote Speaker, 

Jim Womack at the 

NH Lean Summit, 

2013 



“Kaizen is a tactical tool – it will lose 
relevance unless it is linked to a 
broader organizational strategy.” (GFOA)

“There is nothing quite so useless, as 
doing with great efficiency, something 
that should not be done at all.” (Drucker)



Strategize

• What potential do you see?

• What barriers do you anticipate?



Other Lean Tools & Concepts



Part 5

Getting Started 





Yellow Belt Program 

• A hands-on introduction to Lean tools and 
principles  

• Apply the techniques to an actual work process  
– Enroll a team of 4-7 members who share a common work 

process

– Enroll as an individual and join another team for the hands-on 
portion of the program. 

March 22, 24 & 28  9am-4pm 

$250/participant

BET Training Center 130 Pembroke Rd. Concord 



NH Bureau of Education’s Lean Training

White Belt  - Overview (3 hours)

Lean for Leaders - Workshop (1 hour)

Yellow Belt - Use Lean tools in a Kaizen project (3 
days)

Green Belt - Train Lean practitioners  (3 days, plus 
a practicum) 

Black Belt - Advanced program (10 days, 
including a capstone project)



On-site facilitation

Contact Kate McGovern at BET to schedule 
a Kaizen event.   Mary.mcgovern@nh.gov

Fee: $350/half day. 

Most projects require 4 half-days. 

mailto:Mary.mcgovern@nh.gov


NH Lean Network
A Community of Practice – All are welcome!

Quarterly Network Meetings 
 The third Friday of March, June, September and December
Upcoming meeting: March 17 at NH Dept. of Safety 33 Hazen Drive 

Concord. 1:30-3:30pm  
No cost.  Register using the self-service calendar on the Lean 

website: http://Lean.nh.gov

http://lean.nh.gov/


Questions?

• Thank you for attending!

• New Hampshire Municipal Association

– 603-224-7447 x3408

– 1-800-852-3358 x3408

– legalinquiries@nhmunicipal.org

mailto:legalinquiries@nhmunicipal.org


Sources

• Lean materials and programs produced by:

Government Finance Officers Association, Lean Enterprise Institute, 
State of New Hampshire, State of Minnesota, University of New 
Hampshire, Community Health Action Network, U.S. Air Force, U.S. 
Environmental Protection Agency 

• Books and articles by Shayne Kavanagh, David Krings, Anthony 
Manos, Ken Miller, John Shook, Natalie J. Sayer, Chad Vincent, Bruce 
Williams, and Jim Womack.

• Dr. Deming’s 14 Points

https://deming.org/management-system/fourteenpoints

https://deming.org/management-system/fourteenpoints


April 10
A Halftime Report – The Legislature at 

Crossover

www.nhmunicipal.org

http://www.google.com/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=0CAgQjRw&url=http://around.uoregon.edu/story/human-physiology/coming-attractions-two-human-physiology-lectures-headline-upcoming-events&ei=y1P3VNyVDoGqggT-6IL4AQ&psig=AFQjCNFPxQ8465iGVxoT9hj70D6qLAgOkQ&ust=1425581387307409


April 12
Here Comes the Parade:  Are Your 

Volunteers and Recreational Staff Ready?

www.nhmunicipal.org

http://www.google.com/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=0CAgQjRw&url=http://around.uoregon.edu/story/human-physiology/coming-attractions-two-human-physiology-lectures-headline-upcoming-events&ei=y1P3VNyVDoGqggT-6IL4AQ&psig=AFQjCNFPxQ8465iGVxoT9hj70D6qLAgOkQ&ust=1425581387307409
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for attending 
our  webinar 
today!

The New Hampshire Municipal Association is 
a non-profit, non-partisan association working 
to strengthen New Hampshire cities and towns 
and their ability to serve the public as a 
member-funded, member-governed and 
member-driven association since 1941. We serve 
as a resource for information, education and 
legal services.  NHMA is a strong, clear voice 
advocating for New Hampshire municipal 
interests.

25 Triangle Park Drive

Concord, NH  03301

www.nhmunicipal.org or 

legalinquiries@nhmunicipal.org

603.224.7447

NH Toll Free:  800.852.3358
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