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In November 2015, the Alliance held an idea exchange in Wyoming, OH.  One of the challenges 
facing the communities in attendance was building buy-in for continuous improvement.  What we 
discovered is that many of the local governments are developing team-based approaches guided 
by a process improvement framework (i.e. guidance from lean, etc.), incorporating collaboration, 
training, accountability and understanding/establishing shared goals and vision with the outcome 
of embedding process improvement in the culture of the organization.  Here are two of the case 
studies: 

Smart Customer-Focused Government in Dublin, OH 
Kyle Kridler, Management Assistant, City of Dublin, OH 

In 2014, as part of the LeanOhio initiative to make government services in Ohio more efficient 
and effective, the City of Dublin sent 14 employees through the LeanOhio Boot Camp.  This five 
day, hands-on training was funded entirely through the state of Ohio’s Local Government 
Efficiency Program (LGEP) scholarship which is the newest program to be funded through the 
Local Government Innovation Fund (LGIF).  This intensive week-long training allowed 
participants to learn and use Lean methods and tools.  



In August 2015, the City of Dublin’s Division of Building Standards convened for a two day 
Kaizen Event (Lean technique, Japanese for “improvement”) to review their building permitting 
processes.  As a result of this exercise, the review services team was able to eliminate their 
queue of building permit applications from 31 to 0 and streamline their review process.  This 
exercise was considered a success across the organization and helped build momentum for 
further process improvement initiatives. 

Beginning in December 2015, the City of Dublin will begin a Process Improvement Consulting 
Partnership program to train and mentor six internal employees toward Lean Six Sigma Black 
Belt certification.  During this year long training, the City will continue to perform Kaizen events 
along with other Lean and process improvement techniques to projects that have been 
prioritized. 

One of Dublin City Council’s Strategic Focus Areas is to be a Smart Customer-Focused 
Government, and staff believes that process improvement is a vital part of this particular focus 
area. 
 
Efficiency and Effectiveness Team in Montgomery, OH 
Matthew Vanderhorst, Community and Information Services Director, City of 
Montgomery, OH 

In January 2006, the City of Montgomery formed the Efficiency and Effectiveness team, an 
employee task team chartered to manage and facilitate process improvement efforts within the 
organization. The Efficiency and Effectiveness team consists of members from each department 
representing a mix from all levels of the organization, from the front lines up to a department 
head.  The team serves as the focal point in facilitating Lean events and functions as the Lean 
trainers for all City staff. 

One of the primary process improvement tools used by the team is Lean. The Efficiency and 
Effectiveness team has facilitated over 25 Lean events from high visibility processes such as 
building permits, fire hydrant repair, payroll and purchasing to quality of life processes such as 
holiday tree lighting.  The duration of each event has ranged from one and a half to three days 
depending on the complexity of the process being reviewed. 

Lean focuses on improving a process through the elimination of waste which may be represented 
by time, money and/or materials.  The Efficiency and Effectiveness team has discovered that the 
most significant obstacles with a Lean event is to diffuse the fear of participants that “you are 
trying to eliminate my job” or “this is a personal attack on me.” If not addressed, these fears 
prevent open and honest assessment of a given processes. These fears are easily overcome 
through proper facilitation and the continuous promotion of past Lean successes. 

 

http://transformgov.org/en/Article/106674/Lean_Government_in_Ohio__How_Dublin_and_Montg
omery_Are_Making_Government_More_Efficient 
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