
Dear Colleagues and Fellow Washingtonians:

At the direction of Governor Jay Inslee, the Department of Social and Health Services 
(DSHS) has been on a mission to implement Lean management. The attached Strategic 
Plan and Lean Report 2014 show the results of that effort at DSHS one year into Gover-
nor Inslee’s Administration.

Before a summary of where we are, I’d like to highlight two big successes already 
achieved by the DSHS team. Already, our focus on Lean management has saved dollars, 
and I believe, even lives. In January 2013, we identified it as a priority to reduce Child 
Protective Services (CPS) investigations open more than 90 days. We engaged in a num-
ber of strategies from barnstorming Children’s Administration offices with a renewed 
focus on mission, to four CPS streamlining events across the State. Today, one year later, 
we have a 57 percent reduction in investigations open more than 90 days. This directly 
benefitted those children in our state who are subject to abuse.

January 31, 2014
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In the area of welfare, or Temporary Assistance for Needy Families (TANF), we saved mil-
lions while providing better work transition services. In January 2013, just 11.8 percent 
of our TANF families were engaged in work or work transition activities. This poor per-
formance was not just letting families down, it was so poor it meant we risked incurring 
tens of millions in federal penalties. DSHS already had a $20.8 million penalty for poor 
performance from the year pre-dating the Inslee Administration. Here again, through 
renewed focus on mission and more results-oriented approaches, we not only in-
creased our year-to-year performance by 17 percent for our clients, we avoided another 
federal penalty. In fact, by meeting the all-family work participation mark for the first 
year of the Inslee Administration, the pre-existing $20.8 million penalty was automati-
cally forgiven. Nice successes for a team just getting started.
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No resting on laurels, back to the mission. A Lean transformation starts with a clear vi-
sion of mission. DSHS is the State’s largest agency with 2.2 million diverse clients includ-
ing seniors, children, juvenile offenders, people with developmental disabilities, people 
with mental illness, people with chemical dependencies, and the poor. Our mission is to 
help these people transform the quality of their lives.
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Aging and Long-Term Support:

YARDSTICK
Be the national leader in: Providing a safe home, community and nursing facility array of long-term supports.
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Adult protective services laws are strong but referrals, 
caseloads, backlogs and information technology 
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Measuring up Washington
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Behavioral Health:

YARDSTICK
Be the national leader in: Providing successful mental health services in state psychiatric hospitals and com-
munity settings and successful chemical dependency inpatient and outpatient treatment, recovery and 
prevention services.

Measuring up Washington
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Capital needs are critical. Forensic system is at a critical level. 
Operating budgets are not stable. However, strong new 
senior hospital leadership and increased financial support 
create a positive trend.

There are insufficient evaluation and treatment beds, 
and crisis diversion facilities.
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and outpatient treatment, 
recovery and prevention 
services.

Lean also requires clear understanding of where you are and where you are going. Where 
we are as a state is a combination of the efforts of the Governor, the Legislature, the De-
partment and the commitment of our society as a whole. Where we are going, for DSHS, is 
to be the national leader in every sphere of client service. Judged against this goal below is 
one picture of where we stand grouped by the people we serve.

The summary evaluations are denoted by color as follows: green equates to strong perfor-
mance and service in the area, yellow to areas of concern or unmet need, or both, and red 
to serious concern or serious unmet need, or both. Where there is a positive movement it is 
denoted by an upward arrow and where we have achieved national leadership it is indi-
cated by our coveted gold star. The big picture for our state is as follows:

Washington is a national leader in home care. 
However, we are not yet prepared for the “age wave”.

Provide successful mental 
health services in state 
psychiatric hospitals

YELLOW
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Developmental Disabilities:

YARDSTICK
Be the national leader in: Providing a safe, high-quality, home, community and facility-based array of residential 
services and employment supports.

high quality,

Provide a safe,

home,

community

employment supports

Adult protective services laws are strong and can protect 
citizens with developmental disabilities but referrals, 
caseloads, backlogs and information technology 
infrastructure are at critical levels.

While the overwhelming majority of programs exist 
at a high quality level a best-in-class quality assurance 
system is not in place.

Employment programs are nationally recognized 
but thousands lack services.

While strong capabilities exist thousands lack services.
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Economic Services (Poverty Reduction):

YARDSTICK
Be the national leader in: Providing flawless food assistance, child support collection, child care, transition to 
work services and disability support.

disability support.

child support collection,

Provide flawless food 
assistance,

child care,

transition to work services, and Contact center (telephone) support is largely unavailable. 
Client engagement is not as high as it should be. Job 
search and educational paths require improvement.

Contact center (telephone) support is now 
consistently available and eligibility (but not yet 
authorization) has been streamlined.

Measuring up Washington
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Disability determination services are nationally 
recognized. State disability benefits are yellow due to 
low benefit levels.

and facility-based array of 
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Juvenile Rehabilitation:

YARDSTICK
Be the national leader in: Providing community and institutional services to juvenile offenders that 
are evidence-based and are focused on work and education.

Measuring up Washington

Washington is a leader in the use of evidence-based 
practices to serve juvenile offenders.

services to juvenile 
offenders that are 
evidence-based and are

Washington’s model is only beginning an intense 
focus on work.

Washington’s model is only beginning an intense 
focus on education.
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Children’s Services:

YARDSTICK
Be the national leader in: Keeping children safe, strengthening families and supporting foster children 
in their communities.

Measuring up Washington
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Timely case close-outs have improved dramatically.
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Keeping children safe,

strengthening families, and

supporting foster children in 
their communities.

Family Assessment Response helps parents keep their 
children safely at home and is now in place as a pilot. 
Funding for a successful statewide roll-out can move us 
to a position of national leadership.

Availability of foster care in rural communities and 
tribal nations is in red status. Support for foster 
children elsewhere is in yellow status.

Less than half of youth offenders receive parole 
supervision services.



These simple assessments roll up almost one hundred specific Lean action plans and 
indicators across DSHS. At the highest level, these elements are summarized and 
discussed in the attached DSHS Strategic Plan and Lean Report 2014. That report 
can be found at http://www.dshs.wa.gov/pdf/ppa/2013-15jan14/DSHSstratplan.pdf. 
Importantly, each of the items discussed in the report are further detailed in a regularly 
updated strategic plan for each respective DSHS administration serving that group of 
clients. These strategic plans can be found at www.dshs.wa.gov/ppa/strategic.shtml.

Last, but most importantly, I would like to thank all my teammates at DSHS who have 
started the wave of empowerment that drives a Lean organization. I am certain that I 
speak for Governor Jay Inslee when I say we are proud of your efforts, grateful for the 
progress we have already made and excited about the future.

Sincerely,

Kevin W. Quigley
Secretary

DSHS: Transforming Lives
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