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GRFD Overview

• 200,217 population

• 45.3 square miles 

• $31,482,122 budget

• 201 Personnel

• 11 Stations

• 74 Vehicles

• 22,395 incidents

• 30,697 responses



Why Lean? 

Outcomes
Inputs



Resistance to Change

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"

American Social Psychologist Kurt Lewin (1947)

Argued that social norms become “vested 

interests” that we become highly protective of. 



How’s it Going? 

Lean as a potential 

change to the 

system



Our Tools 

• A3 Problem Solving

• 5S-Sort, Straighten, Shine, 
Standardize, Sustain 

• Process Mapping 

• Standard Work 

• Rapid Improvement Events



A3 Problem Solving Tool

• A3 refers to a paper size that is 

roughly equivalent to an 11 x 17 

sheet of paper

• The template involves several 

well defined steps

• The power is not in the paper, but 

the thought process 



Asset Management A3 



Teaching A3’s for the City 



EMS 5S 

Before After



Process Mapping



Standard Work – Meetings 



Rapid Improvement Events 



How’s it Going? 

• Push system

• Shotgun 

Approach

• Doing lean     

to people



Traditional Mutual Aid



Lean Mutual Aid



Lean Mutual Aid 



Mindset Change…

If we do not choose to 

plan, then we choose to 

have others plan for us.” 
Richard I. Winwood



Planning



6 Month Alignment Sessions



Employee Participation



Managing for Daily 

Improvement 

Performance Indicator 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 



MDI Core Tenets

• Simple and Visual 

• Clearly Defined Goals 

• Data Driven 

• Frequent Face to Face 
Communication !



MDI Timing



MDI Alignment



MDI  

Initial 

Try 



MDI  
2.0 



Continuous Improvement 



MDI Present Day

• Approximately 30 minutes

• Boards are custom and 

updated every few months

• Often have visitors to hold 

us accountable and share 

our learnings 



Huddles-Daily Questions

• What did you learn 

yesterday? 

• What are you doing 

today? 

• What help do you 

need? 



Huddles-

Why do we 

invest the 

time? 



Huddles-Weekly Questions



Daily Huddles 

Skype used for 
geographically 
dispersed 
workforce 



• A pull system to visualize workload and flow

• Easy to implement and maintain

Personal Kanban



How’s it Going? 

“Everything is 

awesome, everything 

is cool when you are 

part of a team, 

everything is 

awesome when we’re 

living our dream”

From the Lego Movie



External Feedback



External Feedback



Leading on the Edge

• Don’t do lean to people, do lean for people

• Invest in your people daily

• Take the time to plan as time is your most costly 

resource...you can’t get any more of it! 

• Don’t overcomplicate things...show people how 

their work impacts the overall organization and 

remain focused on why your organization exists

Structures

• Select and train 
for teamwork

• Shared 
accountability 
and rewards

• Shared conflict 
resolution

• Boundary 
spanner roles

• Team meetings

• Shared 
protocols

• Shared 
information 
systems

Relational 
Coordination 

• Frequent 

• Timely 

• Accurate

• Problem Solving 
Communication 

• Shared Goals 

• Shared 
Knowledge

• Mutual Respect

Performance 
Outcomes

• Quality and 
Safety

• Efficiency and 
Finance

• Client 
Engagement

• Worker 
Engagement 

• Learning and 
Innovation 



Thank You! 

Your opinion is important to us!

Please take a moment to complete the survey using the 
conference mobile app.
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