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What is fear? 
 

An instinctive response to  
a perceived threat to  

physical or psychological safety.  
 

Fear is a survival mechanism. 
Renée M. Smith, WA State DES, 4/24/2018





Psychological Threat = Physical Threat 

Renée M. Smith, WA State DES, 4/24/2018



Fight or Flight at Work

Renée M. Smith, WA State DES, 4/24/2018



Lean scares people.

Renée M. Smith, WA State DES, 4/24/2018



I asked, “What is the most important job 
of a leader?”  
    

“To eliminate fear from the workplace,”  

                          replied DES Director Chris Liu.

Renée M. Smith, WA State DES, 4/24/2018



What tips the scales? 

Renée M. Smith, WA State DES, 4/24/2018
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Love.

Renée M. Smith, WA State DES, 4/24/2018



What is love? 
 

A limbic connection that attunes 
us to another, creating steadiness, 

positive regard, and care. 
 

If fear helps us survive,  
love helps us thrive. 

Renée M. Smith, WA State DES, 4/24/2018





SafetyHarm

Indifferenc
e Love

Which way will we tip the scale?

Renée M. Smith, WA State DES, 4/24/2018
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Toward fear and harm?

Renée M. Smith, WA State DES, 4/24/2018
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Renée M. Smith, WA State DES, 4/24/2018
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Radical Idea 
  

If we create a loving, safe,  
human-centered workplace,  
then we will get better results  

for public servants and  
for Washingtonians. 

Renée M. Smith, WA State DES, 
4/24/2018



How do I know we’ll get better results?

•Fear and Love Research Interviews 

•Testing at Enterprise Services

Renée M. Smith, WA State DES, 4/24/2018



Fear and Love Research Interviews
•46 interviews to date 
•Mostly government employees 
•70% One on One / 30% Group Workshops 
•2 Questions: Afraid? Loved?

Renée M. Smith, WA State DES, 4/24/2018



Fear Stories



“I didn’t know how to be 
successful after a change.”

Research findings: Themes from fear stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“I was betrayed.”

Research findings: Themes from fear stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“I was publicly shamed.”

Research findings: Themes from fear stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“I wasn’t supported during a 
personal crisis.”

Research findings: Themes from fear stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“Fear is not a management strategy.”



Love Stories



“My leader cared about me.”

Research findings: Themes from love stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“My team was like a family.”

Research findings: Themes from love stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



“I was supported during a personal crisis.”

Research findings: Themes from love stories from interviews by Renée M. Smith, WA State DES, 4/24/2018 
.



With love,  
we all win.

Renée M. Smith, WA State DES, 4/24/2018



What about accountability?
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Renée M. Smith, WA State DES, 
4/24/2018



“Always the beautiful answer 
who asks a more beautiful 

question.” 
 

- e.e. cummings

Renée M. Smith, WA State DES, 4/24/2018



Testing a Loving, Human-Centered 
Culture at Enterprise Services

Renée M. Smith, WA State DES, 4/24/2018



Enterprise 
Services 

started with a 
focus on 
trusting 
people. 

Renée M. Smith, WA State DES, 4/24/2018Graphics by Ariana Woods



We experimented 
with and learned 

about Lean,  
a human-centered 

philosophy of 
work.

Renée M. Smith, WA State DES, 4/24/2018Graphics by Ariana Woods
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Now we’re 
building on our 

human-centered 
Lean culture to 

pursue 
The Big Three. 

Renée M. Smith, WA State DES, 4/24/2018Graphics by Ariana Woods



Experiments in Human-Centered 
Work  

at Enterprise Services

Renée M. Smith, WA State DES, 4/24/2018Graphics by Ariana Woods



 Deputy Jeff Canaan promotes this definition:  

“Respect for people means  
holding precious what it is  

to be human.”

Renée M. Smith, WA State DES, 4/24/2018Translated by Jon Miller from Toyota’s original Japanese 
phrase.



Lean means learning to 
understand the needs of our 
customers and team members 
motivated by love and a deep 
respect for their humanity. 

Renée M. Smith, WA State DES, 4/24/2018







Financial Health: 
The third leg of 
The Big Three 

human-centered 
stool

This Photo by Unknown Author is licensed under CC BY-SA

http://th.wiktionary.org/wiki/stool
https://creativecommons.org/licenses/by-sa/3.0/


Advice for Team Members
• Say good morning. Smile. Be kind. 
• Get to know each other. 
• Respect styles and preferences. 
• Notice people. Let them know you see them. 
• Support people when life happens. 
• Learn to listen to understand. 
• Give credit. 
• Celebrate together.  
• Share food. Have fun!

Research findings: Lessons from love and fear interviews by Renée M. Smith, WA State DES, 4/24/2018.



Advice for Leaders
• Create clarity when change happens. 
• Show people how to succeed. 
• Work on your self awareness.  
• Buffer your team from fear. 
• Aim for responsibility not just compliance.  
• Be a facilitative leader. 
• Learn to listen to understand.  
• Do the small, thoughtful things.  
• Put systems in place to support human-centered work. 
• Remove those who are chronically indifferent and create fear. 

Research findings: Lessons from love and fear interviews by Renée M. Smith, WA State DES, 4/24/2018.



Simple but not easy

“If it was easy, everyone  
would be doing it.”

Renée M. Smith, WA State DES, 4/24/2018



A loving, safe,  
human-centered 

workplace is A Thing.

Renée M. Smith, WA State DES, 4/24/2018













Join a Human Workplace:  
A community, blog, resources, and more 

www.MakeWorkMoreHuman.com



Reflections: What came up for you?

Questions: What are you pondering?



How to reach me
Renée Smith, MSOD  
Director of Organization Development 
Office: 360.407.9452  Cell: 253-225-1001 
Renee.Smith@des.wa.gov  
Blog: www.MakeWorkMoreHuman.com  
LinkedIn: www.linkedin.com/in/renee-smith-wa-state-lean 

         Organization Development Services 

Lean Transformation and Change Excellence for DES 
G2G Lean Consulting Services for any government anywhere

mailto:Renee.Smith@des.wa.gov
http://www.linkedin.com/in/renee-smith-wa-state-lean

