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What is fear?

An Instinctive response to
a percelved threat to
pohysical or psychological safety.

Fear I1s 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



| ean scares people.

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



| asked, "What Is the most important job
of a leader?”

“To eliminate tear from the workplace,”
replied DES Director Chris Liu.

/ Washington Stilte D()partment.of
/ Enterprise Services Renée M. Smith, WA State DES, 4/24/2018



What tips the scales”
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Harm m Safety
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Renee M. Smith, WA State DES, 4/24/2018



What is love?

A lImbic connectior

us to another, creatir

that attunes
g steadiness,

positive regard, and care.

f fear helps us
love helps us

survive,
thrive.

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






Which way will we tip the scale?

¢

Harm ‘. ‘ Safety

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




Toward fear and harm?

Safety

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



Or toward love and safety?

Harm

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



Radical [dea

[f 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,
VY. Wi IakKel



How do | know we'll get better results?

ear and Love Research Interviews

* esting at Enterprise Services

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



Fear and Love Research Interviews

*46 interviews to date

* Mostly government employees
* /0% One on One / 30% Group Workshops

*72 Questions: Afraid? Loved?

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



Fear Stories




‘| 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



‘| was betrayed.”

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



‘| was publicly shamead.”

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



‘| 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



—ear Is not a management strategy.”







"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



‘| 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”

High
Commitment

Complianc Responsibilit

Harm

Safety

Neglect Lenience

Low Commitment Renée M. Smith, WA State DES,

ANIIAN/TDOIN1Q



"Always the beautitul answer
who asks a more beautiful
guestion.”

- .. cummings

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



Testing a Loving, Human-Centered
Culture at Enterprise Services

f Washington St?te Department‘of
j Enterprise Services

Renée M. Smith, WA State DES, 4/24/2018
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We experimented
with and learned
about Lean,

a human-centered
philosophy of
work.

Graphics by Ariana Woods
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Now we’re
building on our
human-centered
Lean culture to

pursue
The Big Three.

Financial

8 October 2017: We A
pursue The Big3ina
. Human Centered Way.
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Graphics by Ariana Woods Renée M. Smith, WA State DES, 4/24/2018



Experiments in Human-Centered
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Deputy Jeff Canaan promotes this definition:

"Respect for people means
holding precious what it is
to be human.”

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



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



Workforce Support and Development

CUSTOMER

SATISFACTION

for Everyone's Benefit
Customers are brought together to
leverage best practices, expertine and
sohstions in arder to achieve cont
effective, integrated services.

Knowiledgeabie Professionals
“Go o™ subject matter experts, who have

a practical understanding of our business
culture, are readily avadable.

Responsiveness
Our noeds are responded 1o with an

sppropriate sere of urgency Requests are
charfied and confirmed, and we are kept

informed of progress through completion.

Trustworthiness

People say what they are going to do,

then do . indormation i kept confidential.
Actions are taken to meet expectations by
Intening to and understanding our feedback,

WSD Customer

Satisfaction
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Workforce Support
and Development

Clear Expectations

The nght people in the right positions, provided
with compeling performance poaks, dear rofes

and responubiities, well thought out pronties,
COMMUNICAton and support to be successhd

Trust
To have a cukure of mutial trust and integrey

where everyone does thewr job, s conuntently
redable, adheres to team expectations, and has

TEAM
SATISFACTION

05

06

07

08

Communication
We communicate in our devsion wieth al
the information on the table and no hidden

agendar. We Inten to understand, atk questions
o dardy and ensure everyone has a voice.

We bring positive attitudes to the
workplace; by suuming postive ntent
n other's actions, embracing possibiities
and strengthening our comradery.

Value / Respoct

Our work matters and we are ol
Intered to a1 vahable membery
of the team,

Indradhal and toam contribution and
SUCCEsses are recognized on a tmely
and cbyective basn.

WSD Team

Member Satisfaction
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Financial Health:
The third leg of
T'he Big Three

human-centered

stool



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

Advice tor 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 1t was easy, everyone
would be doing it.”

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



A loving, safe,
nhuman-centered
workplace I1s A Thing.

Renée M. Smith, WA State DES, 4/24/2018
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“l Love You, Howard Behar”: Howard
Schultz Pays Tribute to Former
Starbucks President in Heartfelt
Speech

Love in the workplace: Howard Schultz says it's what the world needs more
of.

aogan

Image Credit:
Howard Schultz and Howard Behar of Starbucks embrace on slage at the 2018 Seattie Business Magarine Exacutive Excellence Awards
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About Program Networking Sponsors

/0000000007
John Shook

People-centered leadership

Tuesday, Oct. 10 Location Code

4:00pm-5:00pm Hynes Center, Level 2, Memorial Auditorium N/A

Overview

John Shook is chairman and CEO of the Lean Enterprise Institute and is recognized as a true sensei who enthusiastically

shares his knowledge and insights within the lean community and with those who have not yet made the lean leap.

Shook learned about lean management while working for Toyota for nearly 11 years in Japan and the U.S., helping it transfer
production, engineering, and management systems from Japan to NUMMI and subsequently to other operations around the
world. While at Toyota's headquarters, he became the company'’s first American kacho (manager) in Japan. In the U.S., Shook




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

f Washington Stgte Depanment.of
* Enterprise Services

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

