
Continuous Improvement in State Government 
January 1, 2019 to December 31, 2019 

In November 2017, three agencies met and founded the Continuous Improvement Agencies (CIA). The 

initial mission for the CIA was to share continuous improvement (CI) methods, discuss CI best practices, 

and to offer support in each agency’s CI endeavors. Since the founding, the CIA’s membership has 

grown from three to seven regularly participating agencies: Bureau of Information & 

Telecommunications, Bureau of Administration, Department of Revenue, Department of Transportation, 

Department of Labor and Regulation, Department of Corrections, Department of Education. The group 

shares several CI resources and tools, such as: 

• Idea Development Tools 

• Trainings 

• Best Practices 

• Technologies  

• Networking 

In 2019, the CIA began working with the Bureau of Human Resources to coordinate the first annual 

Agents of Change Conference. The 2019 conference hosted 105 staff members from 17 different 

agencies. Of the 17 agencies, 11 had not yet implemented a formal Lean/CI program. The conference 

consisted of a high-level presentation on Lean Core Concepts, three breakout sessions (5S+Safety, 8 

Wastes, and Poka Yoke), a Leadership Panel discussion, a demonstration from ReEngine Consulting 

showing how Lean/Six Sigma methods create efficiency, and an overview of how the State of 

Nebraska’s Center of Excellence implemented Lean and Six Sigma methods statewide. 

2019 Statewide Agents of Change Conference Feedback 
(67 respondents)  
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What Was Your Favorite Topic or Presentation

59

7
1
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Highly Maybe Not at all
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relevant?
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with Continuous 

Improvement before 

today?

Yes Minimal No



Bureau of Administration 

• Bureau-wide. LEAN White Belt Certification. The week of April 22-26, 2019, the Bureau of 

Administration (BOA) conducted a bureau-wide LEAN Sigma Six White Belt Training. 150 BOA 

employees from each of our divisions earned White Belt Certification through an intensive 4-

hour training with a Black Belt Certified consultant. 

 

• Records Management.  The Records Management Program is implementing a new software 

option to replace the current records management system for the tracking of microfilm.  RM02 

is the system used to track and manage a records storage center and microfilm storage vault. 

RM02 includes billing to the appropriate divisions for storage, scanning or archival (microfilm) 

services.  In this project, BOA Records Management seeks to remove wasteful practices.  A LEAN 

Kaizen event was conducted with BIT to initiate this project.  
 

Metrics gathered for the current state & future state: 

 

• Property Management.  LEAN initiatives.  The Property Management program implemented 

processes to reduce rework and errors in asset submissions to the live auction process by 

extracting directly from the Fixed Asset System (FAS) and prework to conduct a Kaizen event in 

the first quarter of 2020. 

 

 

  



Bureau of Information and Telecommunications Applications 

Development 

2019 Metrics 
Summary 

The Continuous Improvement program in the Bureau of 

Information and Telecommunications (BIT) is currently 

facilitated by two full-time employees who recently 

received Lean Bronze Certifications. This program includes 

education, training, and implementation of CI principles 

for internal staff and processes, and for client projects and 

systems.  

2019 Project Summaries 

• Facilitated Process Mapping Events 

o BIT Development’s Service Ticket Process 

o BIT’s Application Security Scan Process 

o 7 BIT Form Submission Processes for 

ServiceNow Integration  

o BOA’s Records Management System (RM02)  

o DOR’s Drivers Licensing System (RV88) 

• Facilitated Kaizen Events 

o DOT’s Culvert Inventory Process 

o BOA’s State Live Auction Process (in-

progress) 

• Presenters on CI at Events  

o DOT University  

o BOA’s Kaizen Event Ramp-Up 

o BHR’s Agents of Change Conference 

Employee Improvement Ideas 

71 
Submitted 

286 total (since 2017) 

32 
Completed 

141 total (since 2017) 

Internal CI Training Courses 

1 
Newly Developed Course 

4 total (since 2017) 

36 
Staff Attended 

255 total (since 2017) 

Community CI Events 

2 
Book Clubs 

7 total (since 2017) 

5 
Brown Bag Socials 

New this year 

2 
Expert Hours 

New this year 

 

  



Department of Labor and Regulation 

Key Solutions: Aberdeen Supply 

Inventory Process 

• 100% reduction in steps (eliminated 

the entire process). 

• 100% reduction in actual hours (30 

hours to 0 hours per month) 

• 100% reduction in 

supplies/resources (Eliminated 

processing and mailing of monthly 

reports – 3 50-page reports) 

• Eliminated the need to purchase 

a new software package to track 

inventory saving approximately 

$20,000! 

 

Key Solutions: Bank Franchise Tax 

Delinquency 

• 100% reduction in actual hours 

during the Renewal Period (152.5 

hours to 0 hours per month or 

$19,825.00 in salary) 

• 100% reduction in calls (200 calls 

from businesses reduced to 0 calls) 

• 100% reduction in emails back in 

forth (92 emails to 0 emails). 

• 97% reduction in 

supplies/resources (46 Excel Tables 

emailed to 1 Master Table on 

SharePoint) 

 

Key Solutions: Company Self Reports 

• Eliminated unnecessary printing of 

22,000+ pages of paper a year. 

• Implemented electronic signatures 

creating a 50% reduction in the 

number of steps to complete 

company inquires. 

• Creation and Implementation of 

Quick Reference Guide.  

• Established Electronic Retention 

policy for Admin Rules, additionally 

moving 10 years of rules to 

electronic retention. 

• Reduced company self-reporting 

process from 8 steps to 3. 

Aberdeen Supply Inventory Process 

The mailroom in Aberdeen supplies the entire building, 

which included a process for tracking incoming and 

outgoing supplies. The entire process was deemed costly, 

unnecessary, and frustrating for supply customers. 

The goal of this project was to reduce or eliminate 

excessive data entry and reporting. Also, to come up with 

a solution to replace the program needed to maintain the 

inventory once the mainframe is retired. 

Bank Franchise Tax Delinquency 

Division of Banking is responsible for renewing licenses for 

non-depository financial institution annually by December 

31st. The goal is to improve the communication process for 

getting the delinquent status and reduce delays, 

interruptions, and the number of delinquent cases. 

The division hosted a Kaizen event with the Department of 

Revenue to establish a workplan to improve the process. 

Electronic Transfer to File Director for 

Company Self-Reports 

The primary goal of the Division of Insurance for this 

project was to eliminate printing documents that were 

only printed, to be scanned and stored electronically. The 

secondary goal was to reduce steps in the process and the 

number of staff members. 

 

Overall Division Project Summary  

 
 

 

 

 

Agency Highlights 



Department of Corrections 

Continuous Improvement efforts within the Department of Corrections (DOC) began in August 2018 

and launched in January 2019. DOC was assisted by ReEngine Consulting, LLC to conduct a variety of 

trainings and start three projects prior to their contract ending in June 2019. 

Trainings: 

• Senior Leader Training: January 2019; 10 Director Level Staff 

• Lean Leader Training: January 2019; 7 DOC Appointed Staff 

• Senior Staff Training: April 2019; 74 DOC Senior Leaders and 9 Partner Agency Staff (BHR and DSS) 

• Support Staff Training: May 2019; 8 DOC Staff Designated to Assist Lean Leaders 

• Juvenile Division Training: September 2019; 25 Juvenile Division Staff 

Projects: 

• Metrics: Began March 2019 

• Project Goal: To reinforce our mission and validate that we are on path in achieving it 

through using data and trends to bring our attention to the right topics in a timely manner. 

To have metrics that are reliable and consistent to serve as an information bank for research 

and analysis and inform staff as to the organizational priorities.  

• New agency-wide presentation launched in August 2019. The presentation went from 87 

slides down to 26 slides with data focused on mission and decision making. 

• Facility Staff Scheduling: Began May 2019 

•  Project Goal: To establish consistent scheduling for staff and facilities to ensure facilities are 

adequately staffed while always keeping safety and security in mind and to reduce overtime 

and call offs though a schedule that reflects best practices to increase retention rates and 

staff accountability.  

• Lean process determined that 12- hour heavy shifts should be implemented at DOC adult 

facilities.  

• At the end of 2019, 12-hour shifts had been implemented at the Women’s Prison and 

the Yankton and Rapid City Community Work Centers. 

• Admissions and Orientation Processes: Began June 2019 

• Project Goal: To accurately classify, assess, and place inmates in a timely manner through 

staff coordination and communication across all departments and processes.  

• Project identified short-term and long-term implementation steps to decrease staff re-work, 

speed up process time, assess unnecessary steps, and increase collaboration and 

communication between various agencies involved in the complex process.  

Next Steps: 

• The three projects listed above will continue to be implemented and tracking will begin in 2020 to 

assist in identifying where enhancements may be needed within each project. 

• Start next identified projects of:  

• Adult Staff Training;  

• Release Planning;  

• Date Calculations;  

• Springfield Vocational and Pheasantland Industries; and  

• Major Incident Reporting. 

• Continue to update and train DOC staff to establish and maintain culture of continuous 

improvement.  



Department of Revenue 

The Department of Revenue’s (DOR) Continuous Improvement strategy began with the implementation 

of Lean methods and principles in 2016.  The LeanDOR Program is managed by .25 FTE from the 

Performance and Data Innovation Team. A committee of division representatives was formed in 2018 

and acts as Lean Liaisons and decision makers for the program.  

LeanDOR currently offers six trainings:

• Lean Core Concepts 

• 5S+ Safety 

• 8 Wastes 

• Kaizen Event Training 

• Poka Yoke 

• SIPOC 

LeanDOR 2019 Metrics 

 

 

 

Kaizen Events Summary 

Motor Vehicles Title Processing 

• Number of Inbound Phone Calls:  -26% 

• Average Processing Time (days): -50% 

• Average Number of Letters Mailed per month:  -34% 

Tax Clearance Certificate 

• Number of Phone Calls (month):  -34% 

• Physical Handoffs: -100% 

• Average call time length (minutes): -80%  

Level 1 Awareness

(Staff who have taken Lean Core 

Concepts)

• 41 (2019)

• 216  (to date)

Improvement 

Projects

• 16  (2019)

• 204  (to date)

Kaizen Events

• 2  (2019)

•17  (to date)



Department of Transportation 

The Department of Transportation (DOT) has adopted the Baldrige Criteria as the guiding framework to 

manage, improve and achieve sustainable results.  The criteria provide the framework in Leadership, 

Strategic Planning, Customer Focus, Data and Knowledge Management, Workforce Focus, and 

Operational Focus along with Results to monitor overall performance and progress. The Baldrige 

journey began in 2013 with DOT’s first application to the Performance Excellence Network (PEN) 

submitted for evaluation in 2017. PEN recognized DOT at the Advancement Level. Organizations 

recognized at this level have demonstrated, through their commitment and implementation of quality 

management principles, progress in building systematic approaches responsive to the basic purposes of 

the Criteria. From the 2017 evaluation, PEN also provided a feedback report that included Opportunities 

For Improvements (OFI’s) within the criteria. One clear OFI was to have an intentional focus on 

evaluation of our processes and to focus on continuous improvement such they become part of the 

culture within DOT. 

Significant Improvement Events 

• 2017 Performance Evaluation Network Application / Evaluation 

• 2017 Feedback Report 

• https://www.baldrigeresources.nist.gov/Tools/StateImpact_PDF_Files/Baldrige_in_South_

Dakota.pdf 

• 2019 Kaizen with BIT Applications Development on the Pipe Culvert Management process 

• Construction Change Order Improvement Team 

• Innovation Workgroup & Teams 

• Best Practice Sharing – Wyoming & Utah DOT Trip 

Continuous Improvement Training 

• Baldrige 101/201 

• Participate annually as attendees and presenters at the PENWorks Conference in Minneapolis. 

PENWorks focus is on continuous improvement and organizational excellence 

• Process Improvement Workshops 

• Kaizen facilitator observation 

• 2019-2020 Strategic Goal to provide continuous improvement training for 25% of workforce 

• Training group developing Core Concepts e-Learning to be delivered through Learning 

Management System 

• Planned development of SIPOC (Supplier Input Process Output Customer) training. This provides 

a tool to facilitate continuous improvement and map a process. 

Results 
Organizational 

• PEN Recognition of Organization at Advancement Level 

• Criteria and Strategic Level Results are available in application document 

Continuous Improvement 

• 38 managers attended process improvement workshop 

• 28 facilitators attended process improvement workshop 

• Change Order process improvement – Time savings to process a CCO on a typical construction 

project was reduced an average of 15 days 

https://www.baldrigeresources.nist.gov/Tools/StateImpact_PDF_Files/Baldrige_in_South_Dakota.pdf
https://www.baldrigeresources.nist.gov/Tools/StateImpact_PDF_Files/Baldrige_in_South_Dakota.pdf
https://www.baldrigeresources.nist.gov/Tools/StateImpact_PDF_Files/Baldrige_in_South_Dakota.pdf
https://www.baldrigeresources.nist.gov/Tools/StateImpact_PDF_Files/Baldrige_in_South_Dakota.pdf

