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Building the organizations capacity through cultural change 
to be more resilient and agile in order to drive efficiencies 

Addressing Workplace Sustainability in Kennedale, TX

to be more resilient and agile in order to drive efficiencies 
into your organization

Results include a 15% reduction in personnel and increased staff 
satisfaction and improved service delivery
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1. Addressing workplace sustainability in Kennedale TX –

Bob Hart, City Manager, City of Kennedale 

2. Increasing effectiveness and staff satisfaction through cultural change –

Greg Innes, President, Innes Strategy

3. Driving Lean into the more effective culture –

Michael Sticklen, Project Manager, TechSolve

David Krings, Director of Local Government Solutions, TechSolve

4. Outcomes and benefits in the City of Kennedale –

Bob Hart, City Manager, City of Kennedale
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City of Kennedale
An Overview – Bob Hart, City Manager

o Changes made in a thoughtful way to make sure that the organization's 
financial situation was sustainable

o Building organizational capacity – need to look at organizational culture 
before driving efficiencies

o Understand tolerance for change, gain insight into how you can build 
capacity and how decisions are made
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o Driving Lean / efficiency into the organization – intra and inter-
departmental processes

City of Kennedale
An Overview – Bob Hart, City Manager

o Commitment to reinvest savings into the organization

o Efficiency needs to become part of the culture 



1. Do you make cuts in “business as usual” to reduce budget 

or
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Cultural change tackles key recession angst

or

2. Do you look at undertaking your business in a more effective manner and 
then make the cuts to drive increased Leanness
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o Leveraging resources through improved integration by working together
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Two key forces to enhance your organization’s 
effectiveness or proactive capability is through culture

o Readiness to develop opportunities from a strategic level to front-line 
operational initiatives
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o Developing opportunities weighed against holding on to administrative
traditions
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Cultural leadership Involves managing competing values

traditions

o Encouraging integration for creative solutions weighed against  reacting to 
the situation of the day 
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Through the management & leverag ing of organiza tiona l c ulture 
we c an enab le loc a l government to lead  in a  p roac tive manner 
in addressing stra teg ic  issues in a  rec ession
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Lead ing mindset

Way of doing business

Capab ility to ac hieve 

d irec tion

MANAGING COMPETING 

VALUES

Influenc e
ra ther than ac c ep t & reac t

Foc using on organiza tiona l 

effec tivenessthen 
Leanness
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supportive teams

participation sharing

stated values
commitment

outcome negotiation
working together

Integrative

creativity

expression in vision

achieve full potential

individual initiative
common vision 

desired outcomes

Developmental

creativity

compliance

tried methods
rules procedures

preserve traditions

directive

Administrative

protect itself

expedient

pre-determined priorities

reactive

satisfying requests
short term targets

Productive

immediate results
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Leading Cultural Change
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o Unifying themes of cultural change: 
1. Carry through on earlier initiatives 
2. Internal working together

&+� � � 
� 
 � � �

 �� � �� � � � ���  � 
 � �

Leading cultural change

2. Internal working together
3. External working together
4. Work/life balance

o Cost effective change – requires attention to a “win-win” formula by way of 
organizational effectiveness and increased staff satisfaction

o Small steps influential at an operational front-line for momentum and 
ownership in building the new culture
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Projec ts Desc rip tion Outc omes Time Cultura l Themes Responsib ility

Work/
Life

Externa l Interna l Follow 
through

# 1
Flexi-time

Shift Bidd ing; Shift Sw ap ; Comp-
Time

Produc tivity inc reased ,
Loya lty re inforc ed ,
Family va lues supported

Short
Term

X Human 
Resourc es
Dep t. Heads

Tuition Reimbursement
Loya lty, Produc tivity,
Self-Worth

Long
Term

x x Human 
Resourc es
Dep t. Heads

Kennedale Ac tion Plan Dec  2008   pg 3

Projec ts Desc ription Outc omes Time Cultural Themes Responsibility

# 9
Citizen
Interac tion

Neighborhood meet & greet (onsite 
evening meetings) 

Engagement, 
c ommunic ation, image

Short
term

x x KAT

City Hall 101 Engagement, 
c ommunic ation, image

Short
term

x x KAT
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# 2
Job Training

Certific a tion Classes Loya lty, Produc tivity,
Self-Worth

Short
Term

x x Human 
Resourc es
Dep t. Heads

On going Supervisory Tra ining Consistenc y Produc tivity Short/
long 
term

x x x x Human 
Resourc es

#3
Rec ognition

Brow n Bag/ Door Prizes 
(Monthly)

Communica tion
Loya lty

Short 
term

x x KAT

Celeb ra te Suc c ess Aw ards Loya lty
Produc tivity
Communica tion

Short
term

x KAT

Quarterly Lunc hes Hosted  by 
va rying Dep ts.

Loya lty
Produc tivity
Communica tion

Short
term

x x KAT

Birthday/ Wedd ing/ Birth/  Work 
Anniversa ry announc ements
Pub lic  Servic e Commenda tion

Loya lty
Produc tivity
Communica tion

Short
term

x KAT

Expand Newsletter 4 pgs – onc e 
quarterly

c ommunic ation Short
term

x Celeste

Organize Neighborhood watc h Communic ation, safety 
QOL

Short
term

x KAT/ Sgt 
Goode

City Mediator/ Ombudsman Impartia l, Image
c ommunic ation

Long 
term

x City Manager

Keep Kennedale Beautiful/ garden 
Club

Community Engagement, 
QOL

Short
term

x x KAT

Volunteer Program Image, c ommunity, 
engagement, QOL

Long 
term

x x KAT

Rotary Club Community engagement Short
term

x Dept.
Heads
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Workshop
Action Plan

Governance
Guidance

Team

Focus Groups
Online
Survey

Governance
Guidance

Team

Council
Forum

Governance

Parallel Process

Workshop
Action Plan

Kennedale
Action 
Team

Focus Groups
Online
Survey

Management 
and Action 

Teams

Employee
Forum

Organization

Parallel Process
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Motiva tion
Sa tisfac tion

Stress
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Teamwork
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A Destina tion with
5 Change Steps Moving to an Idea l 

Culture

���� &&&&

- � � �� � �� � � � ��  � 
 � � �� � � . 	

Teamwork
360 Performanc e

Co-opera tion
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Integra tive
Developmenta l

Leanness

#
1. Partic ipa tion
2. Measurement
3. Ac tion Plans
4. Forums
5. Rea lizing
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Driving Leanness into a New Culture
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Non Value-Added

� Defects

� Overproduction

� Waiting

Value Added

Non-Value-Added but Necessary
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Typically 75-98% of lead time is non-value-added

� Not Utilizing Employees K,S,A

� Transportation

� Inventory / Backlog

� Motion

� Excess Processing



Waste Definition Examples
Defects Work that contains errors, rework, 

mistakes, or lacks something necessary
Insufficient quantity; wrong container; wrong 
or inaccurate label; anything requiring a 
second sampling

Overproduction Making more, earlier, and/or faster than is 
required by the next process

Generating unused reports

Waiting Idle time created when material, 
information, people, or equipment are not 
ready 

Waiting for civil service test, sign-offs, etc.

Not utilizing employees The waste of not leveraging people’s full Having key executives in back-to-back, 

&+� � � �� 	 �� � �� � 	 � �

Not utilizing employees
knowledge, skills and 
abilities

The waste of not leveraging people’s full 
talents and capabilities 

Having key executives in back-to-back, 
semi-productive meetings; not considering 
opinions of line workers

Transportation Movement of patients & materials that 
adds no value 

Transportation of supplies, lab specimens, 
equipment

Inventory Any supply in excess of what is required No standardization of materials

Motion Movement of people that does not add 
value to the product or service 

Searching for supplies not at point of use

Extra Processing Effort that adds no value to the product or 
service from the customers’ viewpoint

Excessive double-checking; redundant 
information gathering; excessive testing; 
redundant sign-offs



• Current State 
•Timing
•VA / NVA / NVAN

• Improvement Opportunities
• Future State
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•Opportunity
•Impact
•Timing
•Resources
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ID Task Name %
Cmplt

Duration Plan Start Plan Cmplt Predecessors Resource

1 PHASE I - Course Development 0% 328 hrs Mon 5/2/05 Mon 6/27/05
2 Prep 0% 80 hrs Mon 5/2/05 Fri 5/13/05
3 Review Project Goals 0% 8 hrs Mon 5/2/05 Mon 5/2/05 Sue,Trent

4 Set Tactical Course Objectives 0% 4 hrs Tue 5/3/05 Tue 5/3/05 3 Sue

5 Set Strategic Course Objectives 0% 4 hrs Tue 5/3/05 Tue 5/3/05 4 Sue

6 Develop Tactical Course Outline 0% 8 hrs Wed 5/4/05 Wed 5/4/05 5 Sue

7 Complete Audience Profile 0% 2 hrs Thu 5/5/05 Thu 5/5/05 6 Sue,Barbara

8 Develop Strategic Course Outline 0% 8 hrs Fri 5/6/05 Fri 5/6/05 7FS+6 hrs Sue

9 Team Review 0% 0 days Fri 5/13/05 Fri 5/13/05 8FS+5 days Team
10 Development of Tactical Course 0% 72 hrs Wed 5/25/05 Mon 6/6/05
11 Lay Out Slides, Supplemental Info 0% 32 hrs Wed 5/25/05 Mon 5/30/05 9FS+7 days Sue

12 Lay Out Facilitator Notes 0% 16 hrs Tue 5/31/05 Wed 6/1/05 11 Sue
13 Lay Out Appendix 0% 16 hrs Thu 6/2/05 Fri 6/3/05 12 Sue

14 Reality Check 0% 8 hrs Mon 6/6/05 Mon 6/6/05 13 Barbara

15 Team Review 0% 0 hrs Mon 6/6/05 Mon 6/6/05 14 Team
16 Development of Strategic Course 0% 104 hrs Mon 6/6/05 Wed 6/22/05
17 Lay Out Slides, Supplemental Info 0% 40 hrs Mon 6/6/05 Fri 6/10/05 13 Sue

18 Lay Out Facilitator Notes 0% 8 hrs Mon 6/20/05 Mon 6/20/05 17FS+5 days Sue

19 Lay Out Appendix 0% 8 hrs Tue 6/21/05 Tue 6/21/05 18 Sue

20 Reality Check 0% 8 hrs Wed 6/22/05 Wed 6/22/05 19 Barbara

21 Team Review 0% 0 hrs Wed 6/22/05 Wed 6/22/05 20 Team
22 Course Additions/Revisions 0% 32 hrs Wed 6/22/05 Mon 6/27/05
23 Develop 5S/Audit Procedure 0% 8 hrs Wed 6/22/05 Wed 6/22/05 13,19 Sue

24 Modify Tactical Course 0% 8 hrs Thu 6/23/05 Thu 6/23/05 23 Sue

25 Modify Strategic Course 0% 8 hrs Fri 6/24/05 Fri 6/24/05 24 Sue

26 Team Review 0% 8 hrs Mon 6/27/05 Mon 6/27/05 25 Sue

27 PHASE II - TechSolve Application 0% 640 hrs? Tue 5/3/05 Mon 8/22/05
28 Office 5S 0% 320 hrs Tue 6/28/05 Mon 8/22/05
29 Set Standards/Audits 0% 80 hrs Tue 6/28/05 Mon 7/11/05 26

30 Application Team 0% 40 hrs Tue 7/12/05 Mon 7/18/05 29

31 Sales & Marketing Team 0% 40 hrs Tue 7/19/05 Mon 7/25/05 30

32 Machine Group 0% 80 hrs Tue 7/26/05 Mon 8/8/05 31

33 Administration 0% 40 hrs Tue 8/9/05 Mon 8/15/05 32
34 Conference/Storage Rooms 0% 40 hrs Tue 8/16/05 Mon 8/22/05 33

35 Define Processes 0% 8 hrs? Tue 5/3/05 Tue 5/3/05

36 Set Metrics 0% 8 hrs? Tue 5/3/05 Tue 5/3/05

37 Improvement Activities 0% 8 hrs? Tue 5/3/05 Tue 5/3/05

Sue
Sue

Sue

Barbara

6/6

Sue

Sue

Sue

Barbara

6/22

Sue

Sue

Sue

W T F S S M T W T F S S M T W T F S S M T W T F S S M T W T F S
May 23, '05 May 30, '05 Jun 6, '05 Jun 13, '05 Jun 20, '05



Current State Future State Implementation Plan
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Performance Metrics 30/60/90-day Activities

Quality Delivery Cost
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Tommy Williams
Chief of Police, City of Kennedale, TX



Outcomes & Benefits

Results from a cultural change project
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o Operating efficiencies resulting in staffing reduction of 15%
• In a more thoughtful way
• Prevented reacting to an immediate situation

o A more effective organization in influencing development through o A more effective organization in influencing development through 
relationships with:

• Community in Strategic Plan
• County and neighboring cities 
• Businesses 
• School District 

o Governance and Advisory function better aligned
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o Sample of efficiencies achieved:
• Reduction in expenditures of 10% within a year
• Increased intra-departmental effectiveness
• Warrant processing lead time was reduced from 34.5 days to 20 

days
• Issue times for building permits were reduced from 13 days to 2 • Issue times for building permits were reduced from 13 days to 2 

days
• Utility sign-up time was reduced by 28%

o Created a culture of efficiency gains:
• Utility and Tax reconciliation audit
• Energy audit
• Wellness and benefits
• IT and peripheral equipment audit
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Increased organizational 
Leanness

Enhanced governance & organizational 

Kennedale  

Enhanced governance & organizational 
effectiveness

Increased employee & citizen 
satisfaction
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Bob Hart (City Manager) bhart@cityofkennedale.com

Greg Innes greg.innes@innes-strategy.com

Michael Sticklen sticklen@techsolve.org
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