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Lean Government Initiative Annual Report 
“Measurement is the first step that leads to control and eventually to improvement. If you can’t 
measure something, you can’t understand it. If you can’t understand it, you can’t control it. If you can’t 
control it, you can’t improve it.”  - H. James Harrington 

 

ignificant funding issues exist at the state and federal levels, while ongoing 
transportation needs continue to be present in all modes. Wisconsin’s economic vitality 
depends on a safe and efficient multimodal transportation network to move Wisconsin’s 

citizens to work, and to support industry, agriculture and tourism.  
 
The Wisconsin Department of Transportation (WisDOT) is taking on this challenge by actively 
employing Lean Six Sigma, in alignment with the department’s MAPSS performance 
improvement program, to assist in meeting our mission to provide leadership in the 
development and operation of a safe and efficient transportation system.  
 
WisDOT is committed to continuing to make our processes better and more efficient, while 
showing accountability and transparency for results. Since July 2012, the department has 
completed 30 projects aimed at improving customer service, maximizing efficient operations, 
saving costs, streamlining processes, and informing data-driven decisions.  
 
To date, the department has generated project savings in excess of $1.5 million and improved 
the time spent on these processes by 28,000 hours. The dollars and staff hours will continue to 
be redirected to other department activities and priorities. 
 
I am pleased to present the Fiscal Year 2014 Lean Government Annual Report.  

 
Mark Gottlieb, P.E. 
Secretary 
Wisconsin Department of Transportation 
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How Lean Government aligns with WisDOT’s overall 
performance improvement system 

WisDOT’s mission is to provide leadership in the development 
and operation of a safe and efficient transportation system, 
with a vision of dedicated people creating transportation 
solutions through innovation and exceptional service. The 
department achieves its mission employing the values of 
accountability, attitude, communication, excellence, 
improvement, integrity, respect and teamwork. The 
department’s performance improvement system provides the 
framework for getting it done. 

Performance measures are a tool to help the department assess our progress in achieving 
outcomes that align with our strategic goals - mobility, accountability, preservation, safety 
and service. WisDOT’s MAPSS Scorecard represents those corporate measures identified 
as of greatest interest to the public in demonstrating wise stewardship for the performance 
of the transportation system. 

In addition to the high-priority Scorecard measures, there are additional metrics at 
management levels of review and reporting. The strategic measures directly support the 
core MAPSS goals; the operational measures are intended to support program areas in 
making progress toward meeting the overall mission. 

Each quarter, business areas provide key updates showing how the system is trending and 
whether the department is meeting 
established targets. The schedule for 
review and reporting on individual 
measures is based on pertinent program 
cycles, the availability of data and the 
department’s business need for the 
information. 

Strategic initiatives, including the Lean 
Government Initiative, provide a 
mechanism for ongoing progress toward 
meeting performance targets, through 
the implementation of process 
improvements aligned with MAPSS core 
goal areas. There are process metrics 
associated with these projects to 
quantify improvements. WisDOT’s Lean 
projects are focused on their ability to 
contribute to the overall organizational 
MAPSS goals and progress toward 
moving performance targets in a positive 
direction. In short, Lean Government 
supports the department’s overall 
performance measurement system 
maturation growth toward using leading 
metrics to better plan, predict and 
monitor trends. 

M AP S S  C O R E  G O AL  AR E AS  

Mobility – Delivering transportation choices 
that result in efficient trips and no unexpected 
delays. 
 
Accountability – The continuous effort to 
use public dollars in the most efficient and 
cost-effective way. 
 
Preservation – Protecting, maintaining and 
operating Wisconsin’s transportation system 
efficiently by making sound investments that 
preserve and extend the life of our 
infrastructure, while protecting our natural 
environment. 
 
Safety – Moving toward minimizing the 
number of deaths, injuries and crashes on 
our roadways. 
 
Service – High quality and accurate products 
and services delivered in a timely fashion by 
a professional and proactive workforce. 
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WisDOT Executive Offices are tracking project progress and implementing a review process 
to ensure projects are completed successfully and in compliance with the requirements 
identified in Executive Order #66. WisDOT reports these results regularly to the Governor’s 
Office. Annually, a report is compiled and published to the public. Project results are 
published to the Internet at: http://www.dot.wisconsin.gov/about/performance/lean.htm.  

The Lean methodology 
WisDOT Lean Six Sigma teams use the DMAIC process to complete their projects. DMAIC is an 
acronym that refers to the five phases: Define, Measure, Analyze, Improve and Control. The 
DMAIC process provides teams with a methodological framework to work logically through a 
process improvement from issue identification through solution implementation and improvement 
control. 

• In the Define phase, teams will have a completed project charter, including an 
assessment of customer needs, and a high-level representation of the current state. 

• In the Measure phase, teams will drill down into the process and produce the baseline 
data that will be used to measure progress. 

• The Analyze phase looks at the linkages between cause and effect. This step also 
includes an evaluation of the value-added and non value-added steps and identifies 
“waste.” In Lean, waste is something that uses resources but does not add value to the 
customer. The goal of Lean Six Sigma is to eliminate waste and enable staff to focus on 
mission-critical tasks of value to WisDOT customers. 

• In the Improve phase, teams brainstorm and prioritize potential solutions. At this stage, 
the team may pilot or actually implement the selected improvement option. 

• Finally, the Control phase marks project closure and ongoing controls to ensure the 
improvement “sticks.” The team produces documentation and comparative measures to 
assess the value-added through the improvement. This is also the time to share the 
results and acknowledge the work of the team! 

  

https://docs.legis.wisconsin.gov/code/executive_orders/2011_scott_walker/2012-66.pdf
http://www.dot.wisconsin.gov/about/performance/lean.htm
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WisDOT Lean program metrics 
Following is a list of Lean program metrics, which are tracked and reported quarterly to the 
Department of Administration and Governor’s Office: 

Number of Lean Six Sigma projects completed 
Target: complete 20 Lean projects in CY 2014 

Current calendar year-to-date: 9 projects 

Fiscal Year 2014 results: WisDOT completed 20 projects in FY 2014. The department currently 
has 14 active projects and 14 additional projects planned. Individual project results are included 
in this report, and can also be viewed electronically at: 
http://www.dot.wisconsin.gov/about/performance/lean.htm   

Number of employees trained in Lean Six Sigma 
Target: train 50 WisDOT staff in each of CYs 2014 and 2015 

Current calendar year-to-date: 82 employees 

FY 2014 results: In FY 2014, 225 WisDOT staff received formal Lean Six Sigma training. The 
department spent $38,239 on formal training in FY 2014. 

Customer satisfaction 
Target: Individual targets have been set as part of each Lean project, and established for each 
performance measure implemented. 

FY 2014 results: Family and Medical Leave Act and DMV agent performance Lean projects were 
primarily aimed at the MAPSS Service goal area. Most Lean projects completed by the 
department also included the statewide goal of improving customer satisfaction. 

In addition, the department established four MAPSS Scorecard measures to monitor progress: 

• DMV wait times 

• DMV electronic services 

• DMV driver license road test scheduling 

• DMV phone service 

The updated MAPSS quarterly report, MAPSS Scorecard, and visualizations are available 
on the MAPSS Performance Improvement web site: www.mapss.wi.gov. 

Employee work environment 
Target: Five-year average of less than 100 worker compensation claims, with no more than 20 
percent lost time claims and a cost of less than $3,200. 

FY 2014 results: The department established a MAPSS measure to monitor progress in this 
area. The five-year average is 126 worker compensation claims, with 26.4 percent lost time 
claims and an average cost of $3,026. 

 

 

 

 

http://www.dot.wisconsin.gov/about/performance/lean.htm
http://www.mapss.wi.gov/
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Summary of FY 2014 results 

 

Example LEAN project 
The dollars and staff hours saved as a result of Lean improvements are repurposed to other 
business area priorities and functions.  

One example of a Lean project where time and dollars were reinvested is the Highway 
Signing Lean project. On this project, the recommended improvements will increase staffing 
efficiencies cost effectiveness of the process. WisDOT will be able to install more signs with 
the funding allocated toward highway signing. The proposed process changes are expected 
to result in a 30 percent cost savings ($360,000) statewide per year for sign installation and 
a reduction in staff time of approximately eight full time staff positions that will be reallocated 
to other high priority activities. 

The proposed process steps will translate to improved highway safety through the 
replacement of approximately 3,500 additional signs per year through reinvestment of the 
cost savings. The time between identifying a sign replacement need to installation for 
routine sign replacements also reduced from 377 days to 253 days (33 percent reduction). 
This project will be fully implemented in fall 2014 for signs to be installed in 2015. However, 
the department has already made some improvements for the 2014 installations, including 
eliminating partial order deliveries. 

 

  

•Twenty-two steps - includes decision points, redundancies, handoffs 

Steps eliminated 

•16,208 FTE hours redirected to other, mission-critical tasks 

Time saved 

•Average 46 percent reduction for those projects measuring backlogs 

Backlogs eliminated 

•$705,100 

Dollars saved (annually) 
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Projects completed, under a Control Plan: 
1. Milestone and resource tracking (FY 2013) 

2. Crash scene mapping (FY 2013) 

3. Telecommunications long-term action plan (FY 2013) 

4. Skills testing availability (FY 2013) 

5. School bus inspection process (FY 2013) 

6. Transit procurement improvement (FY 2013) 

7. Timely aeronautics payments (FY 2013) 

8. Let project closeout process (phase 1 – Kaizen event) (FY 2013) 

9. Purchasing Card project (FY 2013) 

10. Phone bank quality assurance (FY 2013) 

11. Post crash inspection process (FY 2014) 

12. Let project closeout process (phase 2) work group 1 – glossary of terms (FY 2014) 

13. Let project closeout process (phase 2) work group 2 – flowcharts (FY 2014) 

14. Let project closeout process (phase 2) work group 3 – roles and responsibilities (FY 
2014) 

15. Let project closeout process (phase 2) work group 4 – standardize team composition 
and roles (FY 2014) 

16. Let project closeout process (phase 2) work group 5 – project tracking (FY 2014) 

17. Let project closeout process (phase 2) work group 6 – Let project sections in manuals 
(FY 2014) 

18. Let project closeout process (phase 2) material certification lead time (FY 2014) 

19. Let project closeout process (phase 2) payroll clear date (FY 2014) 

20. In-custody arrest report review process (FY 2014) 

21. Family and Medical Leave Act (FMLA) process (FY 2014) 

22. Consultant contracts (FY 2014) 

23. NW region purchasing (FY 2014) 

24. Highway signing (FY 2014) 

25. Agent performance reports (FY 2014) 

26. Traffic simulation modeling for highway capacity analysis (FY 2014) 

27. Late invoice payments (FY 2014 – report out delayed) 

28. Simplify the IT hardware purchase process (FY 2014) 

29. Operating budget process (FY 2014) 

30. Trns.port 1st priority funding (FY 2014) 

Individual project summaries for FY 2014 projects are included in this report. 
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Active projects 
31. Inactive project closeout process 

32. Digital dashboard 

33. Aeronautics wage Rate and DBE Goal RFI 

34. Overtime call-up for oversize-overweight escorts 

35. Out of State document sorting 

36. Qualifications and Issuance Section key performance 

37. Transit grant application process 

38. Service request fulfillment planning 

39. MAPSS quarterly review process 

40. Out-of-state travel process 

41. Audit process closeout  

42. Plan addendum material submission 

43. Research quarterly progress report review and acceptance 

44. Big ticket process 

 

Projects planned for FY 2015: 
45. Real estate demolition process 

46. MPO/RPC reimbursement processing 

47. Damage claims collections 

48. Hiring closeout process 

49. Highway project accounting closeout 

50. Process change reporting 

51. Consumer online complaints 

52. Self-service reports 

53. Motorcycle skills test goals 

54. Centralized modular training  

55. Harbor assistance program application review and evaluation 

56. Airport development cost programming findings 

57. GARM-GIS 

58. Timely notifications (GTA) 
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Mission 
Provide leadership in the development and operation of a safe and efficient transportation system. 

Vision 
Dedicated people creating transportation solutions through innovation and exceptional service. 

Values 
• Accountability – Being individually and collectively responsible for the impact of our actions on 

resources, the people we serve, and each other.  

• Attitude – Being positive, supportive and proactive in our words and actions.  

• Communication – Creating a culture in which people listen and information is shared openly, 
clearly, and timely — both internally and externally.  

• Excellence – Providing quality products and services that exceed our customers’ expectations by 
being professional and the best in all we do.  

• Improvement – Finding innovative and visionary ways to provide better products and services 
and measure our success.  

• Integrity – Building trust and confidence in all our relationships through honesty, commitment and 
the courage to do what is right.  

• Respect – Creating a culture where we recognize and value the uniqueness of all our customers 
and each member of our diverse organization through tolerance, compassion, care and courtesy 
to all.  

• Teamwork – Creating lasting partnerships and working together to achieve mutual goals. 

MAPSS core goal areas 

• Mobility – Delivering transportation choices that result in efficient trips and no unexpected 
delays. 

• Accountability – The continuous effort to use public dollars in the most efficient and cost-
effective way. 

• Preservation – Protecting, maintaining and operating Wisconsin’s transportation system 
efficiently by making sound investments that preserve and extend the life of our infrastructure, 
while protecting our natural environment. 

• Safety – Moving toward minimizing the number of deaths, injuries and crashes on our 
roadways. 

• Service – High quality and accurate products and services delivered in a timely fashion by a 
professional and proactive workforce. 
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WisDOT Lean strategies                  Statewide Lean priorities 

 Reduce the cost 
of government 

Improve 
customer 

satisfaction 

Improve 
employee work 

environment 

Change 
government 
work culture 

Implement Lean Six Sigma projects 
to realize significant quantifiable 
improvements. 

x x x x 

Monitor and promote quantitative 
results to increase the use of Lean 
Six Sigma tools. 

x x x x 

Establish baseline data to measure 
worker satisfaction and working 
conditions. 

x  x x 

Provide Lean Six Sigma training to 
develop staff and team competence 
at all levels within the department. 

  x x 

Leverage Lean Six Sigma 
methodology to improve external 
customer satisfaction.  

x x  x 

Support management, staff and 
team use of Lean methodology in 
daily operations.   

  x x 

 

Measures and performance indicators: 

• Number of Lean Six Sigma projects implemented. 

• Number of projects with quantitative results. 

• Percent of projects that met the quantitative targets stated in the project charter. 

• Dollars saved/ costs avoided. 

• Corrections and other defects reduced. 

• Staff hours saved that can be redirected to mission-critical tasks. 

• Non-value-added wait times and process times reduced. 

• Number of handoffs eliminated. 

• Employee satisfaction scores. 

• Customer satisfaction scores. 

• Number of department staff trained in Lean Six Sigma methodology. 
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Program goals: 

1. Develop quantifiable Lean program goals within each division. 

2. Implement 20 Lean projects in each of CYs 2014 and 2015. 

3. Achieve quantitative improvements for 90 percent of completed Lean projects, including all 
projects already completed that established baseline metrics. 

4. Report Lean results monthly to the WisDOT Board of Directors as projects are completed and 
periodically thereafter to ensure controls are maintained. 

5. Draft scheduled Lean cabinet updates for the Secretary’s Office. 

6. Continue to develop baselines for employee and customer satisfaction and report on results. 

7. Provide a wide range of training in Lean Six Sigma and related principles and tools with 
attendance of at least 50 WisDOT staff in each of CYs 2014 and 2015. 

8. Develop and report four monthly Lean metrics to the Governor’s Office upon request. 

9. Develop internal training resources that increase the department’s capacity in team methods 
and tools and reduce the ongoing cost of Lean training. Publish a Lean Primer to the dotnet 
Lean site by March 1, 2014. 

10. Compile and issue annual (FY) Lean Reports to the Governor’s Office by June 1 each year. 
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