State of Washington

Employee Engagement
Agency Leadership Practices 
This resource has been compiled to help agencies maintain or re-build employee engagement during challenging times. It is a listing of Washington State agency best practices, successful experiences, and/or lessons learned for the following “leadership roles” in building employee engagement:

1.  Aligning and engaging (or re-engaging) middle and line managers

2.  Open, honest communication with employees

3.  Articulating the organization’s strategy, future, and job expectations

4.  Focusing on development – encouraging learning and growth

5.  Giving feedback and recognition

6.  Communicating progress

This resource was developed for the Governor’s Cabinet Retreat, May 18-19, 2010. 
Compiled by:

Washington State Department of Personnel

Eva Santos, Director
	1.  Aligning and engaging (or re-engaging) middle and line managers

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	Designing meetings (strategic planning, GMAP etc) so they are more interactive – everyone has to play a role, i.e. homework, leading subgroups, presenting back to management. 
	Gloria Papiez

gpapiez@dfi.wa.gov 

	DOR
	In these tough economic times, the Department had to suspend its annual Operations Team Training meetings which include all supervisors and managers across the state.  In lieu, the Department created the quarterly Operations Team Newsletter to keep middle and line managers engaged.  The Newsletters provide information from the Director on strategic direction, personnel resources and helpful tips from the HR Director, educational leadership articles, and best practices in a wide variety of areas.
	Sandra Kinoshita

sandrak@dor.wa.gov

	HCA
	We hold quarterly off-site training sessions for supervisors entitled “Leadership Forum” where we have an opportunity to hear from our Administrator, engage in facilitated exercises as a group and hear from speakers regarding leadership development.  Last year we had guest speakers on the topics of safety and wellness, change management, and employment law.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	Monthly leadership (all positions with supervisory responsibility) meetings to dialog.  The important part is the two-way dialog to ensure common understanding and consistent messaging about strategies, budget, and customer satisfaction.  Facilitation of this monthly meeting is rotated to each division, where division employees and activities are spotlighted to discuss initiatives, goal progress, performance measures and other challenges.
	Marcie Frost

marcief@drs.wa.gov


	AGR
	WSDA program managers participate in internal GMAP reviews twice each year where they are required to report on performance measures specific to their program outcomes and demonstrate alignment with the department’s strategic goals. These sessions facilitate open discussion with agency executives and offer real-time feedback of program operations. Managers and supervisors also work with the director’s office to develop operational business plans that align the program’s activities with the agency’s strategic plan. These smaller group discussions provide another opportunity to tighten the program’s focus on core business functions and ensure continual process improvement.
	Bob Bartusch, 

bbartusch@agr.wa.gov 

	DOH
	Agency holds 3 program management team meetings each year, which includes all management positions.  Individual divisions also hold routine leadership team meetings with their managers.
	Mary Selecky

mcselecky@doh.wa.gov

	ECY
	Successful Practice:  Program Managers engage their management team (middle managers) in developing a biennial program plan and setting performance measures and expectations. The middle managers engage their line managers in developing a section plan to implement their portions of the program plan. This gets all parts of the program on a common page. Routine meetings of these groups are used to monitor progress and eliminate barriers to success. These processes keep information flowing up and down the management chain and all managers working together on common goals.
	Carol Fleskes
carol.fleskes@ecy.wa.gov

	1.  Aligning and engaging (or re-engaging) middle and line managers (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DIS
	At a recent all-manager/supervisor meeting, a dynamic, interactive session was led by a communication consultant to help managers and supervisors personally identify their commitment to DIS goals, and the impediments that would keep them from moving forward.  
	Tony Tortorice

tonyt@dis.wa.gov

	DVA
	Exec Team engaging w/individual programs for visibility and reinforcing a close working relationship

Vets Svcs: ownership & investment of mid-mgrs. to independently bring in resources due to level of trust by executives
	John Lee
John@dva.wa.gov

	DOP
	We hold a quarterly Supervisor’s Forum – We bring all supervisors together to discuss current topics/projects in the organization.  We have incorporated training into theses forums as needed.  For example, we held a supervisor session with EAP during our layoff process.  The forum provides an opportunity for supervisors to raise issues, learn from each other and get the latest information on what is new in the organization.  
	Katie Gerard

Katie.Gerard@dop.wa.gov

	ESD
	To date, we have held 5 Leadership Forums across the state for supervisors, WMS, and Exempt leaders. Every forum has had the Commissioner and/or the Deputy Commissioner along with several members of the Senior Leadership Team. The theme is “Moving from Strategies to Action” with half of the day devoted to topics the participants have asked to be addressed in small groups. The response has been very positive with lots of energy and engagement.
	Peggy Zimmerman

pzimmerman@esd.wa.gov 

	SBCTC
	The State Board for Community and Technical Colleges completed the Washington State Quality Awards application.  This year-long effort engaged all of the agency’s employees in examining  the mission, customers & partners, processes, and results of the organization.   Important discussions ensued concerning strengths and areas for improvement within the agency.
	Kathy Goebel

kgoebel@sbctc.edu


	DOL
	Success - Quarterly Extended Management Team meetings (all exempt and WMS employees). Participants hear directly from executive management and each other about current agency initiatives and have an opportunity to provide input and feedback. Managers appreciate the face-to-face contact with executive leaders and the opportunity to provide input. These meetings have also been instrumental in breaking down the silos between divisions.
	Jan Smallwood

jsmallwood@dol.wa.gov 

	DOT
	For example, Senior Leadership Quarterly Meetings with senior and mid managers; Leadership team attendance at management meetings (e.g., PE Conferences, Design Conferences, Environmental, Maintenance, QPRs, etc.)
	Paula Hammond

HammonP@wsdot.wa.gov



	1.  Aligning and engaging (or re-engaging) middle and line managers (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DSHS
	Moving from being a compliance-based human resource organization to a Talent Management framework.  Talent Management processes are  enhanced, designed and developed with the focus on developing employees to include employee and leadership development; competencies; and performance, succession and career management.

Reduced barriers between line staff and leadership by asking employees to join us in leadership of the department.
	Glen Christopherson

Glen.Christopherson@dshs.wa.gov

	L&I
	1) Articulating (or rearticulating) a coherent purpose – stating the mission clearly and getting people excited about. 2) Getting the right people in the right positions is critical – middle and line managers engage more when they understand we are building for the future - feels more permanent and real  3) Presence and contact by agency leadership to support and involve managers is key.  
	Judy Schurke

Scju235@lni.wa.gov


	  PARKS
	All our efforts and related changes (budget, etc.) are aligned with our 10 year “Centennial 2013” plan, which includes: Centennial 2013: Vision, Plan, Priorities (3), Goals (11)

All employee work plans relate to above 

Annual progress reports – goals - are on our web

All communications with employees, public, policy makers relate to Centennial 2013

Decentralized authority over last 8 years, empowering mid-management to make significant progress for parks.
	Rex Derr

Rex.derr@parks.wa.gov


	DEL
	Explain not only the what and the why behind decisions.

Ask for their input about proposed decisions and always get back to them about the final decision and why.
	Bette Hyde
Bette.Hyde@del.wa.gov

	DFW
	We reconfigured our executive management team and created a senior management team that included division managers and regional program managers. We engaged the senior management team in budget decision making discussions and new cross-program conservation strategies.
	Phil Anderson
Philip.anderson@dfw.wa.gov

	COMM
	Agency leadership team meets monthly and engages all WMS and EMS managers. They also participate in all agency GMAP sessions. We actively review performance of both managers and non-management employee through semi-annual performance reviews in December and in May. Rogers Weed actively seeks feedback from lower-level managers when reviewing the performance of his direct reports. Our performance review software allows any manager or employee to obtain 360-degree feedback on competencies and goals.
	Jan Marie Ferrell

Jan.ferrell@commerce.wa.gov


	1.  Aligning and engaging (or re-engaging) middle and line managers (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	WSP
	Provide expert advice, counsel, consultation, and guidance to agency managers through forums via training, meetings, reports, agency Strategic Advancement Forum (SAF), to include GMAP reporting.
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice: Supervisor’s Roundtable Meeting  held regularly – a cross-divisional commitment to enable better communication about general policies, employment law  and best practices .  Strong focus on supporting two-way communication. We also have ongoing workshops, seminars and employee skills training available in-house and outside the agency.
	


	2.  Open, honest communication with employees

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	“Ask Scott” link on the website – employees can ask questions.  Director prepares an answer.  

Tagging on to Employee of the Month ceremonies a Q&A at the end for staff to ask questions and for Director to talk about current events and environment.  

Consistently providing regular communication to all staff regardless of their role or position about budget, legislation, performance management etc through increased e-mail, attending staff meetings and using other opportunities where staff are gathered (e.g. PSRW gathering) to talk about pending issues, progress on major initiatives etc. 
	Gloria Papiez

gpapiez@dfi.wa.gov
Scott Jarvis

sjarvis@dfi.wa.gov


	DOR
	With widespread speculation on many issues this legislative session, DOR, for the first time, held Director Webcasts to all employees to provide timely information on budget and legislative issues.  This gave employees an opportunity to hear real time information as well as an opportunity to engage in a Q&A with the Director.  The Webcasts were recorded for staff who could not attend and posted on the Department’s intranet.  The Department received praise from employees who appreciated this new approach. 

Complementary to the webcasts, the Director hosts a regular “column” on the Department’s intranet and sends emails to staff to provide critical and timely information.
	Shellie Burnham

shellieb@dor.wa.gov

	HCA
	Our quarterly Union Management Communication Committees provide an opportunity for direct information sharing between management and the union. Additionally, we established a budget blog where we commit to sharing agency decisions and changes that affect employees such as layoffs, purchasing and travel freezes, program changes, and agency legislation.  We also make available to staff meeting notes and agency project status from our weekly senior management operations meetings.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	This is reflective of an organization’s culture – meaning simply saying you’re doing it is not enough. Employees have to believe that it’s being done. We have focused on TRANSPARENT communication and decision making with employees.  Two of the more recent examples include:  1) publishing the agency’s vacant position listing, along with timetables for recruiting and reasons for keeping positions vacant.  2) On a quarterly basis, communicating the agency’s budget report – showing variances in FTE allotments versus actual and all other areas of spending.  Employees at DRS understand how DRS is funded (through fees paid by 1300+ public employers), the status of spending, where spending has occurred and how specific actions taken have resulted in budget savings.  
	Marcie Frost

marcief@drs.wa.gov


	2.  Open, honest communication with employees (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DRS

(cont)
	We also have communication routines including 1) Weekly Views from the Hill, 2) “just-in-time” information, taking broad/statewide messages down to the local agency level 3) Regular employee forums on specific topics 4) All employee meetings. Information is distributed through various channels including e-mail, forums, and walk-arounds.  

Our leaders have become more present than ever before by walking around the agency and talking with employees.  Employees have gained a sense that “we’re in this together”, when they feel that honest and forthcoming information is being shared.  Equally important is to share the thinking on a particular decision and to share early, even if you don’t have a complete picture.
	

	AGR
	Employees continue to stress the importance of clear, direct and meaningful communications from agency executive management, most recently at the agency self-assessment in November. Responding to that need, WSDA has launched a new online Q&A tool that allows any employee to drive an internal discussion by asking a direct question of senior management with the response available to the entire agency. The agency continues to feature regular internal communications from the director and deputy director through an agency newsletter, as well as up-to-the minute email messages on the highest profile issues and events.
	Jason Kelly

jkelly@agr.wa.gov

	DOH
	Recently held “A Conversation with the Secretary,” using videoconferencing to communicate with all staff in Tumwater, Spokane, Shoreline, Kent, & Richland.  Held honest, open dialogue with staff & opened it up for questions at all sites.

The agency publishes a monthly newsletter for employees on our Intranet.  Each issue includes a written column from the secretary of health on important topical issues.

The secretary also tapes video messages for staff on topical issues like the budget. The videos are posted on the Internal Web site and typically receive hundreds of viewings.
	Mary Selecky

mcselecky@doh.wa.gov

	ECY
	Best Practice:  Communicate with employees about budget reductions and layoffs even when there isn’t any “new” news. We’ve heard time and again from employees and union representatives that they appreciate frequent communications that let them know what is and isn’t going on. Since the economic downturn started in the fall of 2008, Ecology managers have sent more than 60 “all employee” messages about budgets and layoffs, held three all- staff video conferences and most importantly responded directly to every employee question.  Often the answer is “we don’t know yet” but employees appreciate knowing that we’re telling them everything we do know, when we know it. 
	Patricia McLain

pmcl461@ecy.wa.gov


	2. Open, honest communication with employees (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DIS
	We deployed a confidential, comprehensive survey to all employees that focused on their workplace experience, and asked for suggestions for moving ahead.  This helped identify real and perceived challenges throughout the agency, and provided a base for a series of open, frank discussions about morale, workplace satisfaction and recognition.  A series of action items were identified with specified delivery dates and sponsors, which addressed the identified issues. 

The Director scheduled a series of brown bag lunches to foster open communication with line staff, supervisors and managers.  These lively sessions were so popular with employees, that additional sessions were scheduled throughout the rest of the year.  

The Communications Group produces videos in-house to focus on workgroups, updates employee recognition, and foster camaraderie among staff.
	Tony Tortorice

tonyt@dis.wa.gov

	DVA
	Director all staff forums for all shifts, particularly when difficult issues need to be communicated

Heads up and inclusion on agency issues for Labor

Policy of opportunity to directly communicate with director & deputy
	John Lee
John@dva.wa.gov

	DOP
	We have a strong internal communications presence.  We rely on a variety of avenues to get messages out, including in person meetings with the director, director’s monthly message, internal blog/newsletter, regular updates via email, and regular division staff meetings. 
	Katie Gerard

Katie.Gerard@dop.wa.gov

	ESD
	Best Practice is the Commissioner communication to all employees through an e-mail on a specific topic of interest to the agency. Over the course of the last year, the Commissioner has provided about 5 or 6 of these communications with good employee reactions.
	Sheryl Hutchison

shutchison@esd.wa.gov 

	SBCTC
	Regularly scheduled monthly meetings with all staff and bi-monthly meetings with policy and manager groups to discuss organizational strategies, legislative agenda, budget impacts, and other employee-related issues (employee recognitions, ethics training, work unit updates, system meetings).
	Charlie Earl

cearl@sbctc.edu


	DOL
	Success – Employee Forums: We have recently begun using in-person employee forums to communicate large agency initiatives. Agency leaders provide information then allow staff to ask questions in an open forum. 

Best Practice – Before big initiatives are communicated to all employees via the intranet or email, we provide a “heads up” and talking points for managers so they’ll be prepared to answer employee questions and aren’t caught off guard.
	Collee Mann

cmann@dol.wa.gov


	UTC
	The UTC is a 140-employee agency, with all but two employees housed in the same location. Therefore all-staff meetings are convenient, and the Commission holds several a year (in addition to various training and social events described elsewhere).  In addition, there is a weekly, interactive, electronic newsletter, Good Morning UTC (GMUTC) which, along with regular all-commission e-mails, keep staff up-to-date on matters of interest.
	Sharon Wallace

swallace@utc.wa.gov


	2. Open, honest communication with employees (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DOT
	Employee (PMP) Performance Management Program review discussion with managers regarding expectations and delivery goals.
	Kermit Wooden

WoodenK@wsdot.wa.gov

	DSHS
	Intentional and thoughtful management of Secretary Dreyfus’ schedule to allow time for quality interactions with thousands of employees at all levels of the department in both small and large group settings.

Moving from being a compliance-based human resource organization to a Talent Management framework.  Talent Management processes are  enhanced, designed and developed with the focus on developing employees to include employee and leadership development; competencies; and performance, succession and career management.
	Glen Christopherson

Glen.Christopherson@dshs.wa.gov

	L&I
	MBWA – being seen, being accessible, being approachable.   L&I has also had excellent success with live “Director broadcasts” streamed to employee computers and all twenty five locations throughout the state when key messages are shared.   DIS has been our partner in producing these.  We feature employees reinforcing values, goals and talking about strategies.  We also feature customer experiences to help employees learn and reinforce customer service messages.   
	Judy Schurke
Scju235@lni.wa.gov


	Parks
	Director has annual Performance Agreement with progress reports to all employees every six months.

Executive Team sends sequentially numbered  memos – entitled “Economy and Our Budget – No. __” explaining budget changes and effects – to date we have sent 24 sequentially numbered information memos, after which we have conducted all-employee meetings in HQ and Regions to personally discuss the information

Executives, Senior and Mid Managers underwent an intensive employee engagement training three years ago with Eric Allenbaugh.
	Rex Derr

Rex.derr@parks.wa.gov


	GA
	I have taken 2 weeks to go out and meet with employees.  I am visible in the agency and have a “ask the Director” email address, which I respond to myself.   I will also periodically attend division staff meetings.
	Joyce Turner

jturner@ga.wa.gov

	DEL
	Monthly phone conversations across the state with licensees, called “Breakfast with Bette.”

Always including in those conversation asking them for questions and what rumors they have heard.

Get out and visit sites.  You value them with your visits.
	Bette Hyde

Bette.Hyde@del.wa.gov

	DFW
	We increased the frequency of the director’s office meetings with our six regions and headquarters staff from one to four times a year. During each round of meetings, we were communicated with over 600 staff members. In addition, we provided agency wide e-mail messages from the director as new information became available relative to budget, health care, and temporary layoffs.
	Phil Anderson

Philip.anderson@dfw.wa.gov

	COMM
	Rogers Weed conducts regular and timely all-staff meetings with all employees. We recently began conducting many of these via online video. Employees can anonymously submit questions, and Rogers answers them all. Additionally, Rogers and the rest of the management team send frequent email updates about issues we know 
	Rogers Weed

Rogers.weed@commerce.wa.gov

	2. Open, honest communication with employees (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	COMM

(cont)
	our employees are tracking.

Rogers has also begun having “Office Hours” out in various conference rooms in the agency where anyone can stop by and talk about whatever is on their mind.
	

	OFM
	At a recent – “All Staff” meeting – Director responded to a question “from the floor” to admit that implementing furloughs was going to be difficult on employees and the organization, but that we were going to figure it out, while meeting the requirements of the law to implement furloughs.
	Stan Marshburn

Stan.Marshburn@ofm.wa.gov

	WSP
	Provide just in time information, communicate with managers to maintain a consistent message, meetings, ongoing consultation up and down chain of command.
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice: Agency Intranet Initiative (2009) provides regular agency director updates, expanded information about agency goals, challenges, events. Site has been used extensively to provide answers to employee questions and provide new information about the effects of budget cuts.
	


	3. Articulating the organization’s strategy, future, and job expectations

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	Same as shown in #2. See DFI, page 5.

	

	DOR
	During the development of the agency’s Strategic Business Plan (SBP), DOR created a SBP SharePoint site to provide information on the Department’s goals and objectives.  The SharePoint site was open to all staff during the month of January to provide comment on the goals and to suggest strategies for achieving those goals.  This information was reviewed and considered in formulating the final SBP goals and strategies. 
	Sherry Cave

sherry@dor.wa.gov

	HCA
	Each year the agency (all supervisors at every level) meets and recalibrates its strategic initiatives to ensure alignment with Executive office direction. The strategies are widely communicated and integrated into all employees’ PDPs as well as used to determine the distribution of agency resources to fund and staff projects and initiatives. Weekly messages from our Administrator report on the progress the agency is making against our strategic priorities as well as current items of interest.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	We use strategic planning feedback sessions with employees that communicate clear direction about the future, in terms of strategies, operations and people.  We have employees determine “how” best to get there and then align job expectations to evaluations, monthly coaching and dialogs.  

The monthly leader and employee dialogs are the key step in this process, once everyone in the organization understands the future state and has had a chance to weigh in and receive appropriate follow-up to their ideas.
	Marcie Frost

marcief@drs.wa.gov

	DOH
	We’ve communicated that we’re working on a strategy for the future, but have not clearly defined it.  We have done a good job of noting that change is part of the future, but there are too many initiatives, processes, and modifications occurring for us to keep track of and that results in a sense by staff of the work place being out of control.  This is an area that we can dedicate more time and attention to.
	Mary Selecky

mcselecky@doh.wa.gov

	ECY
	Best Practice: There is no substitute for one-on-one communications.  Ecology’s Director is spending a week in each of the regional offices, working alongside employees, hearing their issues first hand and communicating Ecology’s priorities and strategy directly.    
	Ted Sturdevant
ted.sturdevant@ecy.wa.gov

	DIS
	Once the results of the employee survey were received and analyzed, an all-staff meeting was called.  At this meeting, the Director reviewed the results, and articulated a strategy and set of action items (tactics) to meet the challenges posed in the survey results.  Additionally, the Director outlined the vision for DIS’s future, and expectation that every employee had a hand in any successful outcome.  Since that time, action item implementation has been tracked in daily and weekly updates to the agency newsletter and intranet site.  
	Tony Tortorice

tonyt@dis.wa.gov


	3. Articulating the organization’s strategy, future, and job expectations (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DVA
	Joint signing of agency vision statement by employee & director

Extended Leadership meetings
	John Lee
John@dva.wa.gov

	DOP
	Each year we hold an  all staff meeting to share our priorities and goals for the year.    We also regularly post information on our intranet and through our internal blog.  The director’s monthly message is also used to cascade information throughout the organization.  We also set up just in time meetings with the director.  The director also makes sure to be visible at each or our locations, so staff have the opportunity to touch base with her directly.   
	Katie Gerard

Katie.Gerard@dop.wa.gov

	ESD
	We use a variety of means to communicate the agencies strategy, priorities, future and her expectations. One method is through the regular Senior Leadership Team meetings. Another, more important forum is through the weekly GMAP sessions. Every division provides a GMAP several times a year and in some cases, once a month to report on challenges, successes and dashboards. This forum provides an important communication channel to discuss how the performance measures support the agency’s strategy goals and the expectations to meeting those measures. 

Through the monthly NewsNet, the Commissioner’s Corner provides an opportunity for the Commissioner to share her views of the hot issues facing the agency and the expectation she has of every employee.

And, as mentioned above, the Commissioner also sends out a specific communication on topics that are important on an as needed basis.

But nothing is as important as the Commissioner and Deputy Commissioner walking through the offices across the state and talking with individual employees. Whenever the Commissioner or Deputy Commissioner are in travel status, they make a concerted effort to visit the local offices, talk with staff and provide opportunities to questions and straight talk. In addition, they often hold “brown bag” lunches with divisions to expand the opportunities for staff to discuss issues and concerns directly.
	Paul Trause

ptrause@esd.wa.gov 

	DOL
	Best Practice re: organizational strategy and future – In-person New Employee Orientation (NEO). The Director and Deputy Director provide an hour and a half overview of the agency’s structure, vision, mission, values and strategic plan for all new employees.  Members of the Executive Leadership Team (ELT) are also in attendance to discuss their roles in the agency.  We end the session with open question and answer of all ELT members.
	Alan Haight

ahaight@dol.wa.gov

	DOT
	Through Performance Management Plan, manager reviews applicable segments of the strategic plan with employees to align with agencies strategic plan.   Publishing and distributing Strategic Plan. 
	Kermit Wooden

WoodenK@wsdot.wa.gov
Daniela Bremmer

BremmeD@wsdot.wa.gov


	3. Articulating the organization’s strategy, future, and job expectations (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DSHS
	Regular video and email communications to all employees to inform, engage, and inspire staff around the department’s mission and direction.

Intentional and thoughtful engagement with employees at all levels of the department in both small and large group settings regarding the departments Framework for the Future and how it impacts their work.
	Glen Christopherson

Glen.Christopherson@dshs.wa.gov

	L&I
	We have used the 11-13 strategic planning process to develop a unifying theme around the work of our diverse programs and a set of core values that we continually reinforce with staff.  The core values articulated are the basis for how we do our work together and help keep us focused on our goals.  Employees appreciate the grounding of values when we are at the center of highly partisan and political debates.  
	Judy Schurke

Scju235@lni.wa.gov


	Parks
	Same as #1 above. See Parks, page 4.                

	Rex Derr

Rex.derr@parks.wa.gov

	DEL
	Have an early learning plan that is developed and endorsed by all constituents.

Provide regular updates about progress toward implementing that plan – even if progress is modest.

Remind the staff of the good things that have happened for the agency recently.
	Bette Hyde

Bette.Hyde@del.wa.gov

	DFW
	We are developing an internal conservation priority framework that will focus on a cross-program landscape management approach to fish and wildlife across the state. Employee’s annual evaluation and performance expectations will be linked to the new conservation approach and to our recently completed Salmon and Steelhead in the 21st Century management framework that features and all-H approach to managing fisheries resources and hatchery practices at the regional scale.
	Phil Anderson

Philip.anderson@dfw.wa.gov

	COMM
	Rogers Weed reviews our mission, strategy, and progress to date at frequent all-staff meetings with all employees. We recently began conducting many of these via online video. He does this with his email messages as well. We track questions and answers about potential job reductions on our intranet.
	Rogers Weed

Rogers.weed@commerce.wa.gov

	WSP
	Ongoing consultation and training, aligning agency’s mission and goals, strategic planning, GMAP performance,  implementation of plans via training, reports, budget activities, legislative action requests, and SAF.
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice. Ongoing Executive Director Meetings with all staff have effectively in sharing the agency’s goals and strategies and resulted in numerous suggestions and collaborations to advance innovation. 
	


	4. Focusing on development – encouraging learning and growth

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	Successfully implemented an “In-House CLE Program” for staff attorneys, providing them with opportunity to earn CLE credits through in-house training and expertise at no additional costs.  Also allows growth in staff doing the training.  
	Joe Vincent
Jvincent@dfi.wa.gov
Cindy Fazio

cfazio@dfi.wa.gov

	DOR
	DOR’s Research Division has a ‘book club’/peer-to-peer training program where they choose a book or technology program to focus on for a year and then multiple staff take turns teaching a session to the rest of the Division.  A recent topic was Statistical Analysis System (SAS programming).
	Kathy Oline

kathyo@dor.wa.gov

	HCA
	In addition to quarterly leadership forums, HCA sponsors monthly brown bag lunch sessions for employees to come and learn about items such as retirement planning, career development, wellness and stress management. The agency is providing executive coaching for select senior managers who have demonstrated exceptional performance and are ready for the next step in their careers. Additionally, HCA developed a formal mentoring program as well as encourages use of developmental job assignments (or rotations) to allow employees to learn functions of different positions.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	 Learning and growth opportunities start with leaders understanding the unique needs and skills of each employee.  Development has been defined as the skills both technical and behavioral that are necessary for the current position, while learning and growth is more future focused about where employees want to go next.  We use developmental job assignments frequently to engage and reward performance.
	Marcie Frost

marcief@drs.wa.gov

	AGR
	WSDA has updated its Training and Assessment Planner so that all mandatory trainings are listed and supervisors can customize the plan for each employee, which is tracked by HR. Professional development opportunities are also cataloged on the agency’s HR intranet site. Every WSDA Performance Development Plan includes suggestions or requirements for additional training and professional enrichment that improve core competencies and workforce morale.
	Rose Mattison, 

rmattison@agr.wa.gov 

	DOH
	We have initiated discussions on leadership competencies and in the future will be having discussions on leadership development.
	Mary Selecky

mcselecky@doh.wa.gov


	4. Articulating the organization’s strategy, future, and job expectations (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	ECY
	Successful Experience: Use a contractor to bring in new Information Technology skills or knowledge and team the contractors with agency staff to complete a project. This works best if the contractors work on-site and share space with the agency staff. It is also important to include knowledge transfer as a part of the contract deliverables. The result is a completed project and staff with new skills and the ability to maintain the new investment.

Best Practice: Team an employee interested and ready to learn a new skill with a skilled employee on a project. Make sure the skilled employee understands the expectation of mentoring the student. The next step is to let the developing employee perform the new skill on a low risk project with good management support to ensure success and build confidence.
	Carol Fleskes, 

carol.fleskes@ecy.wa.gov

	DIS
	As part of the Director’s brown bag sessions, employees expressed the desire to have defined IT career tracks. In response, we have developed a career path/development process.   All IT job skills and requirements have been mapped and common career pathways have been identified.  Each division is identifying the position and skill needs for the next five years.  This information is being used to help guide employees as they look at their career path within DIS.  Supervisors will meet with each employee during their annual review to discuss and identify career goals.  Employees interested in a particular career path will be provided additional career counseling.   
	Starleen Parsons

StarleenP.@DIS. WA. Gov

	DVA
	Sharing training resources w/other agencies. Partnerships w/non-profit and private entities e.g. Red Cross, Emergency Mgmt. that invest in an employee’s job and personal lives, as well as forge community ties.

Opportunities for employees’  future goals to work on special projects and be included in team meetings in that field
	John Lee
John@dva.wa.gov

	DOP
	Our Diversity Advisory Committee puts on monthly presentations centered around our agency values.  Each month a different division sponsors an event and gives different employees the opportunity to develop their leadership, planning and organizational skills.  Several work teams sponsor of presentations regarding the work they perform.  Some of the internal workshops we developed for staff during our layoff included managing stress, writing a resume, job search skills, individual strengths.
	Katie Gerard

Katie.gerard@dop.wa.gov

	ESD
	The Commissioner provided funding in the last budget cycle to enhance the core training staff so that required training and new employee orientation could be more accessible to staff. In addition, the Employment and Career Development Division established a Training Academy to focus on skill development to support the new service delivery model in the local WorkSource Centers. The training has been invaluable to transition and grow staff into the new design.
	Phil Bowman

pbowman@esd.wa.gov
Pat Seigler

pseigler@esd.wa.gov 


	4. Articulating the organization’s strategy, future, and job expectations (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DOL
	Success – DOL has invested in a robust “emotional intelligence” training program titled “Management by Virtue.” The program uses a personality inventory and assessment to increase self-awareness which provides participants opportunities to make choices rather than rely solely on instinct. All mid-managers have or are scheduled to participate in the program, which gives our management cadre a common language with which to discuss communication issues.

Best Practice – We develop and deliver a three-level leadership development training course which is required for all DOL supervisors and managers.  
	Greg Gurske

ggurske@dol.wa.gov 

	UTC
	The UTC focuses its in-house training in an annual “fall forum,” a series of meetings, classes, and all-staff meetings confined to a two-week period usually in October.  Topics generally include both substantive topics relating to the detailed work of Commission staff (such as how to prepare to be an expert witness, specific methods of utility accounting) to less specific topics about coping in a stressful work environment.  Last fall, for example, Denny Heck talked to the entire staff on “Being a Public Employee in Tough Economic Times.”
	Dave Danner

ddanner@utc.wa.gov

	DOT
	Implementation of WSDOT Senior Leadership Program.  Rotation of managers through projects for exposure to mega project experience and legislative contacts.
	Kermit Wooden

WoodenK@wsdot.wa.gov

	DSHS
	Identifying and removing barriers which impede employee productivity through barrier busting and costs saving ideas.  90 staff ideas have been received since April 29, 2010.  

Moving from being a compliance-based human resource organization to a Talent Management framework.  Talent Management processes are  enhanced, designed and developed with the focus on developing employees to include employee and leadership development; competencies; and performance, succession and career management.
	Glen Christopherson

Glen.Christopherson@dshs.wa.gov

	Parks
	We placed a heavy emphasis on professional growth until the economy tanked…

Park Manager 2-day, small group (8 managers at a time) Forums with the Director 

Intensive Training in engagement with Eric Allenbaugh – execs, senior and mid managers

Cross discipline teamwork to break down silos within the organization.
	Rex Derr

Rex.derr@parks.wa.gov

	DEL
	Meet individually with direct reports and have a professional growth plan for each.  Continue to meet regularly to monitor progress on each individual’s growth plan.
	Bette Hyde

Bette.Hyde@del.wa.gov

	COMM
	We actively review performance of both managers and non-management employee through semi-annual performance reviews in December and in May. Each review includes an individual development plan. Rogers Weed actively seeks feedback from lower-level managers when reviewing the performance of his direct reports. 
	Jan Marie Ferrell

Jan.ferrell@commerce.wa.gov

	4. Articulating the organization’s strategy, future, and job expectations (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	COMM

(cont)
	Our performance review software allows any manager or employee to obtain 360-degree feedback on competencies and goals.
	

	OFM
	Before resources were reduced, OFM sponsored an internal training symposium for OFM staff on key lines of business.  Events were highly valued and fostered connection and promoted a shared vision for priorities.
	Dan Myers

Dan.Myers@ofm.wa.gov

	WSP
	Agency self-assessment surveys, career-path training and performance development, cross-training and higher level assignments/projects, job performance appraisals, PDPs and PDFs.
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice: Tuition Assistance Program. The agency places a high value placed on helping its employees formally advance their education. Tuition assistance program has provided funding for 10 staff  who have earned associate’s bachelor’s and master’s degrees over the in the last 7 years.   
	


	5. Giving feedback and recognition

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	· Implementing a Performance Management Culture that includes competencies for every position in DFI and successfully implementing the new PDR (performance development plan) process allowing us to build on competencies developed through expectation setting and performance evaluation.  Expectation communicated from Director of 100% timely completion of evaluations and implementing a monitoring system to track. 

· As part of Performance Management implementing the ARROW (Achievement Recognition Rewards for Our Workforce)  Performance Recognition Program – although now discontinued. 

· “Get Caught Doing Something Right” Recognition Program – peers or management can recognize each other with pre- prepared recognition “stickies” (fish theme) and nominal gifts from the “Recognition Toolkit.”  

· Employee of the Month Program – peer or management recognition program based on criteria.  
	Gloria Papiez

gpapiez@dfi.wa.gov
Gerri Davis
gdavis@dfi.wa.gov


	DOR
	DOR’s Administrative Services uses a creative video approach to recognize staff for their yearly accomplishments, involving staff in the effort.  As an example, the 2009 video was just released and can be viewed here: http://dor.wa.gov/docs/misc/AdminServices2010/
	Marcus Glasper

marcusg@dor.wa.gov

	HCA
	We have 100 percent completion of performance evaluations for both the annual and mid-year reviews. We also encourage monthly employee/supervisor meetings to allow supervisors to share performance feedback and recognition on a more regular basis. The agency launched a “culture of caring” program which provides recognition for employee actions and behavior which support safety and wellness as well as care and concern for fellow employees.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	Feedback or “feed forward” as we call it – takes into consideration what is expected for the future rather than focusing on the past.  Observational coaching is done by leaders and then a coaching session with the employee is scheduled within the next week.  

Recognition is done through a variety of ways, including finding methods for employees to share more about who they are – our PSRW event this year was organized by the appreciation and recognition committee and used musical talent from within DRS.  This was not only well-received by the agency employees but the musicians/DRS employees felt recognized and appreciated for both their work and personal talents. 
	Marcie Frost

marcief@drs.wa.gov

	AGR
	WSDA’s employee recognition is based on peer-driven award nominations. Throughout the year, coworkers as well as supervisors can nominate others for awards and public recognition. Employees of the Year and Teams of the Year are offered additional recognition at an annual awards lunch held in Olympia and Yakima. WSDA is committed to maintaining current Performance Development Plans, because they allow direct, private feedback and recognition on an individual basis.
	Rose Mattison

rmattison@agr.wa.gov  

	5.  Giving feedback and recognition (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DOH
	We have had recent discussions on effective, meaningful recognition.  A small group has been identified to further consider this issue and develop recommendations for the senior management team. 

We have changed our emphasis on PDPs, both setting expectations and training plans and then assessing staff performance have improved our communication between supervisors and their subordinate staff, focused on staff development and provided dedicated time to give feedback and recognition of their work performance.  I also think it improves the ability to discuss the agency status and their role in that strategic framework as well as expectations.  It should also provide an opportunity for supervisors of supervisors and managers to talk about the importance of their particular role in the organization.

We also hold an annual recognition event where we recognize programs and groups for exceptional work.  People are nominated by their managers and coworkers. We call these the “Strut Your Stuff Awards.”
	Mary Selecky

mcselecky@doh.wa.gov

	ECY
	Lesson Learned: Recognition by fellow employees means the most.  Two years ago, Ecology heard from employees that what they valued most was the recognition of their peers.  So the annual employee recognition award winners are now selected by the employees who were recognized in the previous year.  The Director makes the awards on behalf of the employees.  
	Dee Ragsdale

drag461@ecy.wa.gov

	DIS
	Our employee survey indicated some dissatisfaction with the current recognition programs.  A committee was formed to identify new ways to implement employee recognition that resonates with a greater number of employees. 

In honor of Employee Recognition Week, the Management Team hosts a breakfast for all staff members, which begins at 6:30 am to accommodate the graveyard shift workers. This was so popular last year that it was decided to repeat the practice again this year.

In honor of Employee Recognition Week, the Director scheduled time with every work group throughout the agency, to discuss their achievements over the last year. 
	Tony Tortorice

tonyt@dis.wa.gov

	DOP
	We have a well established performance management team that is reviewing the PDP process and making enhancements.  We established an annual cycle for all employees that lines up with strategic planning and priority setting each year. 

PSRW 2010 – This year we held open house events for each division/work location to give each area an opportunity to highlight their work as well as recognized the impact our layoff had on work teams. We were able to bring new work units together in the process and each division developed a fun and interactive event for staff to enjoy.  Our safety and wellness committee hosted lunch time Wii challenges during the week that were a great success. We hosted our annual awards for employees reaching a 5 year increment milestone and continue to 
	Katie Gerard

Katie.gerard@dop.wa.gov


	5. Giving feedback and recognition (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DOP (cont)
	recognize major milestones throughout the year.  For example, we celebrated staff for the HRMS 100th payroll   

Our annual performance awards programs includes a peer nomination process.  Each year more and more staff are participating in the program.
	

	DVA
	Peer nominations & decisions for Emp. Rec., Perf. Conf. 

Director recognition of individual accomplishments throughout the yr.
	

	ESD
	The Commissioner has a “Commissioner’s Choice” award. The award does not require nomination or any particular process, rather, when the Commissioner becomes aware of an employee going over and above expectations or creating a enhanced product or some other outstanding action, the Commissioner provides them with a plaque, a picture with the Commissioner and public recognition throughout the agency.

Another best practice is providing written feedback on every Deputy Assistant Commissioner’s evaluation. These reviews are important to the DACs and to the Assistant Commissioner’s as direct feedback and recognition of their work.
	Ann Hartman

ahartman@esd.wa.gov 

	DOL
	Lesson Learned – A couple of years ago we facilitated in-depth discussions with intact supervisory teams across the agency about the importance of the supervisor’s role in employee engagement and recognition, and what actions they could take to improve both. While we made some inroads with several teams, there was no specific action plan or accountability system, so change was not integrated throughout the agency.
	Jan Smallwood

jsmallwood@dol.wa.gov

	UTC
	The Commission celebrates Public Employee Recognition Week in a big way.  Every day, there is some “event,” such as Commissioners distributing cookies (that they baked) to the entire agency; an all-staff breakfast funded by the Commissioners; an all-staff lunch funded by the managers; and a lunch time “Jeopardy” game (with topics on Commission history) along with popcorn and soda.  Throughout the year, there are various other all-staff events for recognition and various administrative purposes, but also including entertainment (such as the renowned UTC band that includes one commissioner and the Executive Director).  
	Sondra Walsh

swalsh@utc.wa.gov


	DOT
	Implementation of Performance Management Program.  DOP Survey indicates WSDOT’s improvement in communicating performance expectations and delivery goals.  Emphasis on employee recognition during Senior Leadership Quarterly Meetings and in other public forums.
	Kermit Wooden

WoodenK@wsdot.wa.gov
Bill Ford

FordB@wsdot.wa.gov


	5. Giving feedback and recognition (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DSHS
	Each area of the department has identified specific areas of concern/opportunities for improvement based on the 2009 employee survey and has submitted action plans to address.  

Recognizing employees and creating an attractive environment e.g. flexible work arrangement, promoting a health workplace, employee recognition, job transition, etc. 

Secretary Dreyfus calls employees personally when she learns about exceptional work.  

Intentionally moved toward individual and small group recognitions; for example, using personal calls or emails and recognition among peers.  This is an ongoing process, not limited to annual recognition and PSRW activities.

Moving from being a compliance-based human resource organization to a Talent Management framework.  Talent Management processes are  enhanced, designed and developed with the focus on developing employees to include employee and leadership development; competencies; and performance, succession and career management.
	Glen Christopherson

Glen.Christopherson@dshs.wa.gov

	Parks
	All employees here use “shooting star” certificates.either electronic or paper form, to give quick and personal feedback,

Commission & Director have been giving “Centennial 2013 Quality Awards” to employee groups/teams that are exemplary in elevating quality of facilities, services and public partnerships in pursuing the Centennial 2013 vision.
	Rex Derr

Rex.derr@parks.wa.gov

	DEL
	Send thank you notes and emails after visits.

Take time to thank people for doing their jobs exceptionally well.
	Bette Hyde

Bette.Hyde@del.wa.gov

	DFW
	We are holding seven award and service recognition ceremonies across the state, one in each of the six regions and one in headquarters. These ceremonies will include a casual Q&A for staff and lunch opportunities provided by staff members.
	Phil Anderson

Philip.anderson@dfw.wa.gov

	COMM
	We held an all-agency, low-budget employee-recognition picnic. Commerce employees provided a ton of music and talent, and many employees said it was the best recognition event in their memory. Rogers Weed thanked all of the employees who had voluntarily retired, chosen job sharing, or taken new positions to help the agency avoid layoffs.  We actively review performance of both managers and non-management employee through semi-annual performance reviews in December and in May.
	Rogers Weed

Rogers.weed@commerce.wa.gov


	5. Giving feedback and recognition (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	WSP
	Job performance appraisals, PDPs and PDFs, employee recognition awards, Chief’s coin, certificates of appreciation, performance appraisal.
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice: Formal, informal employee recognition. Annual employee recognition ceremony during the holidays to recognize outstanding effort at all levels. , publish articles recognizing employee accomplishments on the intranet, and host an employee KUDOS page.
	


	6.  Communicating progress

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DFI
	Same as #2.  See DFI, page 5.
	

	DOR
	DOR is frequently using SharePoint to communicate progress on initiatives and projects.  A couple of examples include the use of SharePoint to provide updates and progress on the agency’s Strategic Business Plan strategies and initiatives.  However, since many of the Department’s operations are integrated with technology, a mainstay example has been our Information Services Division’s use of SharePoint to communicate progress reports to internal stakeholders on the many Information Technology projects ongoing in the agency. 
	Vikki Smith

vikkis@dor.wa.gov

	HCA
	We have agency and program GMAP sessions which allow programs to measure and report on progress within their divisions and as an agency. Additionally, on a monthly basis senior management meet to review departmental performance and develop plans of action to improve performance. Areas of focus and improvement have been in financial management and attendance, both of which are improved as a result.
	Beth Dupre

beth.dupre@hca.wa.gov

	DRS
	We have adopted communication and leadership routines that set out consistent approaches that all supervisors, work units and divisions must follow to ensure consistency across the agency.        
	Marcie Frost

marcief@drs.wa.gov

	DOH
	Regular email updates to all staff on issues, and attendance at division and program level staff meetings.  Will also schedule additional all staff videoconference meetings and create a video that can be viewed from our internal site as more information is received.

We hold monthly “HealthMAP” meetings where programs and divisions can communicate their progress toward strategic plan and division goals to improve the public’s health.
	Mary Selecky

mcselecky@doh.wa.gov

	ECY
	Best Practice: The “furlough” bill created more anxiety for employees during the last legislative session than any other budget or bill.  Ecology managers communicated weekly with all employees during session on the progress of the bill and followed up on every rumor.  Employees themselves were in a position to help one another get the “facts” and stay current about what was and wasn’t happening. 
	Patricia McLain, CFO

pmcl461@ecy.wa.gov

	DIS
	Our agency intranet news site has been altered to accommodate and highlight the action items and strategies articulated by the Director in the all-staff meeting.  New stories are sent to each staff member weekly, along with daily updates on the website. 

Staff can follow weekly updates on IT Transformation on the website. 
	Tony Tortorice

tonyt@dis.wa.gov

	DVA
	Multi-media (Director’s msg., newsletters) all staff & Extended Leadership meetings by director
	John Lee
John@dva.wa.gov

	6.  Communicating progress (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	DOP
	Each month, our Director sends out a monthly message that includes our successes and milestones reached.  The message is geared around our four agency priorities.  We also hold priority reviews every other week and post the presentation on our intranet.  Each of our divisions also does an operational review, which includes their division dash board measures.  These reports are posted on the intranet as well.  We also created a feature on our external website for “top stories” with items submitted by staff based on their work. 

During our challenging layoff process, we provided regular updates to all staff, even when there wasn’t new information to communicate.  Staff appreciated knowing the status each week and what work/activities were coming up next.  We did our best to eliminate rumors by dealing with them head on. Our transparency during this process served us very well.  We also created a layoff resource center for staff to access and pose questions.  Our Q&A was updated regularly.
	Katie Gerard

Katie.Gerard@dop.wa.gov

	ESD
	See #3. See ESD, page 10.
	

	DOL
	Best Practice – The progress of our largest current initiative (21st century government) is communicated regularly by the Deputy Director via email to all employees. Each message is honest, open, and in “plain talk.” Each email is carefully crafted to build upon previous messages to ensure continuity of information. Questions are followed-up on and all commitments for future information are met. 

Best Practice – Agency success measures are posted prominently on the front page of the agency’s intranet. 

Success – When communicating a project that had high employee impact, multiple elements and a long-term timeline, we successfully used a dedicated web page on the intranet which included a blog for employee questions and comments.
	Alan Haight

ahaight@dol.wa.gov 

	DOT
	DOP Survey results, WSDOT’s intranet pages and social media.  Gray Notebook (GNB).
	Lloyd Brown

brownL@wsdot.wa.gov
Daniela Bremmer

BremmeD@wsdot.wa.gov

	DSHS
	A revamped and revitalized “InsideDSHS” news magazine has become more effective in keeping staff updated.

An employee blog – “BlogCentral” – has received more than 500 postings in a matter of weeks, including more than 75 cost-savings ideas.  Employees have expressed appreciation for the opportunity to be heard and responded to.  The blog began with “LegBlog”, an interactive way to keep employees informed and engaged during the legislation session.
	Thomas Shapley 
Thomas.Shaply@dshs.wa.gov



	6. Communicating progress (continued)

	Agency
	Successful experience, best practice, or lesson learned
	Contact

	Parks
	6  month progress reports (e-mail) to all on annual Director’s Performance Agreement

Annual progress reports on 11 Centennial 2013 Goals…on Parks Website.
	Rex Derr

Rex.derr@parks.wa.gov

	DEL
	Same as #3. See DEL, page 11.
	Bette Hyde

Bette.Hyde@del.wa.gov

	COMM
	We have new metrics tied to our new mission and to each of our priorities that we are adding to our internal GMAP process. We also provide employees and the public with an online data warehouse that allows them to track our regular and our ARRA investments.
	Daniel Malarkey

Daniel.malarkey@commerce.wa.gov

	WSP
	SAF, district/division/detachment/unit meetings, Daily Bulletins, WSP Everyone E-mails, Chief’s special communications
	Dave Karnitz
Dave.Karnitz@wsp.wa.gov

	HECB
	Best Practice: Internal Strategic Plan developed cross-divisionally to help agency focus on improving customer service, implementing the strategic master plan.
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