Washington Management Service (WMS)
Position Description

	Position Title:

Business Practice and Productivity Manager
	Position Number/Object Abbreviation:

 71038742

	Incumbent’s Name (If filled position):

Vacant
	Agency/Division/Unit:

HSQA/OAS

	Address Where Position Is Located:

111 Israel Rd SE, Tumwater WA 98501
	Work Schedule:

Part Time    Full Time 
	Overtime Eligible:

Yes    No 

	Supervisor’s Name and Title:

S. Marshall
	Supervisor’s Phone:

360-236-4767

	Organizational Structure

Summarize the functions of the position’s division/unit and how this position fits into the agency structure (attach an organizational chart). 


	The mission of the Department of Health is to protect and improve the health of people in Washington.  

The division of Health Systems Quality Assurance (HSQA) is responsible for licensing and regulating over 400,000 health care professionals and 7,000 facilities. Nearly one in every twenty citizens in Washington state holds a credential issued by the division.  HSQA also works closely with communities and local health partners to build strong health systems and prevention programs across the state to help ensure communities have access to good health care and emergency medical services. 

This position reports to the Deputy Assistant Secretary to build capacity within the division to use effective continuous improvement thinking and practice including Lean.  The position will lead large high risk process improvement projects and research, apply, teach, and promote the use of management approaches, technology solutions and quality improvement tools. 


	Position Objective

Describe the position’s main purpose, include what the position is required to accomplish and major outcomes produced. Summarize the scope of impact, responsibilities, and how the position supports/contributes to the mission of the organization. 


	HSQA has many high volume “production” business processes that have strong external stakeholder interest and time-sensitive performance measures.   The programs managed by the division are highly visible and division performance is regularly scrutinized by the public, media, and legislators. The division credentials over 400,000 health providers including professionals, agencies and facilities.  These health care providers must obtain a credential from the department.  Without a current credential, they are unable to practice.  Building the capacity and culture for continuous improvement is critical to the division’s success.  This position will lead, coach and facilitate process improvement activities, leveraging Lean and other process improvement principles, methodologies, and tools. This position is the recognized continuous improvement expert within HSQA.

This position is responsible for oversight of the division’s production analysis program including production capacity, process re-design and development work.  This includes providing oversight to and incorporation of Lean activities and performance management. 

This position is responsible for researching, applying, teaching, and promoting the use of management approaches, technology solutions and process improvement tools that achieve significant impacts on the division’s key performance measures, improve customer service, and reduce process delays, errors, and non-value added work.  The Business Practice and Productivity Manager coaches staff and builds capacity within the division to use effective continuous improvement thinking and practice including Lean.  The leadership, guidance, and direction provided by this position are critical to the division’s mission, as actions taken have substantial long-term impact on performance outcomes.


	Assigned Work Activities (Duties and Tasks)
Describe the duties and tasks, and underline the essential functions. Functions listed in this section are primary duties and are fundamental to why the position exists.  For more guidance, see Essential Functions Guidance.


	Quality Assurance and Improvement

· Study and apply production management principles, capacity demand cycles and operational functionality.  Conducts maturity assessments and process design to work performed in the divisions and in some cases across the agency and with other entities.

· Manage the division’s processes for customer assessment, outreach and demand management.  Provide expert guidance on resource allocation and alignment to support meeting production targets.  Assess business and economic impacts of agency work and influences affecting the delivery of services.

· Oversee the development and implementation of a quality assurance program and activities for all of HSQA. Develop assessments, measures, or audits to evaluate the quality and efficiency of the division’s business processes. Use results to make changes and recommendations to improve efficiency and effectiveness of operations, stewardship of public resources, and to minimize exposure to risk events. Serve as a project manager or facilitator on selected process improvement efforts.

· Provide senior-level leadership and expertise in the management and implementation of appropriate process improvement tools and methodologies including Lean.  Consult and make recommendations to senior managers and the executive leadership team on strategy, prioritization, resourcing, and deployment of process improvement activities.

· Energizes others to generate support within the agency and stakeholder community for changes that increase efficiency of division processes and enhance patient safety.  Works with staff, peers and stakeholders to ensure that quality improvement ideas are refined and fully adoptable.

· Promote common business practices throughout the division; review existing agency rules and business practices for possible improvement, modifications, or repeal to streamline business processes; serve as a resource for policy formulation; manage and direct the financial, personnel, data, and physical resources associated with the process improvement initiatives; recommend legislative proposals for consideration by the department.

· Coach the HSQA leadership team and extended management team on how to best support process improvement efforts.
· Identify tools, equipment, and resources the division needs to support process improvement efforts.  
· Develop and implement standards and training to ensure process improvement projects are properly selected, scoped, planned, executed, monitored, and controlled to achieve expected results.  
· Develop the strategy to build the capacity and culture for continuous process improvement that is critical to the division’s success.  
· Recommend methods for organizing and conducting work that promotes common business practices.
· Collaborate with managers and employees to develop, gather, and analyze meaningful performance metrics to demonstrate the value and results of process improvement activities.
· Identify and develop recommendations for division leadership on opportunities to use technology solutions to streamline business processes and improve customer service.

Strategic Planning

· Develop and maintain a comprehensive framework for strategic planning division-wide that complements the DOH performance and accountability program framework.  
· Lead the development of the HSQA Strategic Plan and division-level work plans (including goals, tasks, responsibilities and timelines) for completing HSQA strategic planning activities.  

· Collaborate with managers and employees to develop meaningful performance metrics to demonstrate the progress on reaching strategic objectives.

· Collaborate with the Director of Policy and Communications to ensure that strategic planning and policy development activities are aligned.

· Conducts planning and work meetings with HSQA managers and stakeholders to support strategic planning.  
· Communicates and mentors managers and staff in the key elements of strategic planning, and Results Washington (ResultsWA) across the division.  

· Represents HSQA on DOH strategic planning, performance management and ResultsWA workgroups. 

Project Management

· Develop and use knowledge of stakeholders and business needs to identify, plan and implement large high risk projects. Responsible for gaining active involvement of relevant stakeholders.  

· Coach the HSQA leadership team and extended management team on how to best support a standard project management methodology.

· Promote the use of standard project management principles and practices division wide including developing tools, conducting training and providing ongoing coaching to managers and staff.   
· Facilitate effective strategies to help business process owners and customers migrate from current processes to future processes.

· Direct projects across the division by leading and coordinating staff in other offices. 

· Develop the strategy to build the capacity and culture for effective project management that is critical to the division’s success.  



	Accountability – Scope of Control and Influence

	Provide examples of the resources and/or policies that are controlled and influenced.


	· The division has over 500 FTEs and credentials over 400,000 health care providers including professionals, agencies and facilities. Approximately one in every twenty people in Washington state holds a credential issued by HSQA.  These health care providers must obtain a credential from the division.  Without a current credential, they are unable to practice.  Consequently HSQA has many high volume “production” business processes that have strong external stakeholder interest and time-sensitive performance measures.   The programs managed by the division are highly visible and division performance is regularly scrutinized by the public, media, and legislators.  This position will have the authority and the responsibility to identify, plan, and direct initiatives to continuously review and streamline all division business processes and will significantly impact the division’s key performance measures, customer service capability, and overall performance. 

· This position is responsible for business planning, design and deployment activities across the division for high risk and visible agency priorities.

· The position influences the delivery methods and processes for all services provided by the division.  This can include significant changes in state policy, process flow, resource needs and deployment, tools and equipment, and interactions with customers.  Because HSQA credentials and regulates all health care providers, changes can have a broad impact across the entire health care industry in Washington state.  

· The position is responsible for managing successful implementation of large scale, high risk Lean projects.  It is accountable to achieve significant impacts on the division’s key performance measures, improve customer service, and reduce process delays, errors, and non-value added work.  
· Collaborates on the design of the information technology infrastructure required to support a statewide performance and quality improvement system. Ensures needed data is collected on a timely basis, regular reports on progress are distributed, and makes recommendations for future improvements based on the data.

· The position is expected to achieve positive results through the influence of strong leadership, management skill, and customer service. While the position directly controls very few financial resources, it has substantial impact on the strategic direction of the division through its influence on the strategic plan and its oversight of quality management program.



	Describe the scope of accountability.


	· This position will have the authority and the responsibility to continuously review and streamline all division business processes and will significantly impact the division’s key performance measures, customer service capability, and overall process performance. The position will work closely with division executive leadership and its expertise is heavily relied on for business decisions impacting multiple statewide programs.

· This position is accountable for the process improvement program within HSQA and for making a significant contribution to reducing processing times for critical patient safety deliverables. This can include recommending and helping to implement significant changes in policy, process flow, resource levels and deployment, tools and equipment, and technology solutions.  Because the services provided by HSQA are high volume, process changes can have a broad impact across the state and potentially contribute to significant reductions in cost, time, errors and waste.  

· This position is responsible for ensuring that HSQA’s large scale high risk process improvement projects produce expected results.  It is accountable for working with executives and managers to plan, manage, monitor, control, and evaluate the projects.  It provides project management to high risk projects that impact hundreds of employees and over 400,000 customers.



	Describe the potential impact of error or consequence of error (impacts unit, division, agency, state).


	· Division:  Inefficiency/ poor use of resources/morale issues, failure to license health care providers and conduct investigations of complaints or inspections of facilities within the statutory timelines.

· HSQA Division, Agency, WA State:  

· Over 80 health care professions are regulated by HSQA and the associated boards and commissions.  These professionals are all credentialed and disciplined through HSQA business processes. Errors in business process design may result in charges of constitutional rights violations, and inappropriately restricting access to health care.  

· Impacts of errors could range from a missed opportunity to achieve cost, time or error reduction to creating service disruptions or degradations to customers statewide.


	


	Financial Dimensions

Describe the type and annual amount of all monies that the position directly controls. Identify other revenue sources managed by the position and what type of influence/impact it has over those sources.

	Operating budget controlled.


	This position does not control a budget, but is responsible for tracking the costs and savings associated with large scale quality improvement projects.  



	Other financial influences/impacts.


	The position influences service delivery processes that are supported by over 500 FTEs and a biennial budget of $166 million.  It will have significant influence over the design of division business processes and is expected to significantly improve customer service capability, and overall process performance.  Ultimately this will result in a more effective use of state resources.
Proposes and leads projects with large ($50,000+) financial investments in staffing and other resources. 



	Supervisory Responsibilities

	Supervisory Position: Yes    No 
If yes, list total full time equivalents (FTE’s) managed and highest position title.

1 FTE – Health Services Consultant 4


	Decision Making and Policy Impact


	Explain the position’s policy impact (applying, developing or determining how the agency will implement).


	The position plays a lead role in the oversight and improvement of division performance.  Influence/control exists for all stages of the performance cycle, i.e. planning, implementing, evaluating outcomes and adjusting activities to maximize performance.

Through establishment of the performance management and quality improvement system, the position impacts program implementation and program improvement.   The position impacts internal administrative policies and procedures and statewide RCWs, WACs, and policies insofar as they may need to change in order to reflect improved business processes.

This position is responsible for strategic and tactical leadership of HSQA business planning, design and deployment activities across the division.


	Is the position responsible for making significant recommendations due to expertise or knowledge? If yes, provide examples of the types of recommendations made and to whom. 


	This position does make significant decisions based on experience and expertise in the areas of process improvement and project management the project management tools required to ensure projects produce expected results. It advises and teaches managers and staff best practices for managing large scale, high risk process improvement projects including how to plan, organize, control, and measure projects.  
The position identifies and recommends changes to internal administrative policies and procedures and statewide RCWs, WACs, and policies insofar as they may need to change in order to reflect improved business processes.



	Explain the major decision-making responsibilities this position has full authority to make.


	This person has the authority and responsibility for making the following decisions:

· Evaluates whether proposed process improvement projects aimed at impacting strategic plan outcomes will produce desired results.  
· Evaluates and decides whether a project team is appropriately applying process improvement tools including LEAN.  This includes use of standard work, leader standard work, Gemba walks, visual management, and project management controls.  

· Manages risk of project failure by making decisions about problems with team under-performance on high risk process improvement projects.  For complex team issues may use formal team diagnostic methods and team building strategies to correct problems.  

	· 


	Describe whether decisions are of a tactical or strategic nature and how decisions are made. For example, is there known precedent, is it somewhat unfamiliar, or unknown and unexplored?


	Decisions regarding the operation of the Process Improvement program may be either strategic or tactical in nature.  The position will need to identify long-term goals and strategies to develop and sustain division productivity.  The position will also make daily tactical decisions to establish priorities and determine assignments.  

This work of this position is highly original and requires them to think in unique and independent ways.  They must use knowledge and skills from the fields of public health, project management, strategic planning, production management, scientific research, statistics, performance measurement, Lean, organizational development, and group process.

	


	What are the risks or consequences of the recommendations or decisions?


	Impacts of errors could range from a missed opportunity to achieve cost, time or error reduction to creating service disruptions or degradations for customers statewide.

The decisions and recommendations made by this position affect the division’s ability to license and regulate health care providers.  Failure to make informed, evidence based decisions could result in reduced access to care due to untimely licensing activities and an overall decline in the quality of health care provide to the public. Errors in business process design may result in liability and risk such as charges of constitutional rights violations.  


	Qualifications – Knowledge, Skills, and Abilities 
List the education, experience, licenses, certifications, and competencies.

	Required Education, Experience, and Competencies.


	Bachelor’s degree in organizational effectiveness, human resources, business administration, or related field.
Formal Lean practitioner training and/or Lean Six Sigma Green Belt certification.

Five (5) years practical experience in the following areas: 

· Leading process improvement activities including demonstrated success developing, implementing and coordinating continuous quality improvement processes and programs.
· Advising executive managers, supervisors, quality improvement/ lean practitioners, on quality improvement practices and culture change.

· Managing projects, including large-scale projects involving multiple teams, significant risk, and system-wide changes.

· Working cooperatively and effectively with diverse stakeholders and partners (local, state and federal government, business, customers and the public).
Demonstrated leadership, management and supervisory experience: including the ability to be flexible and solve problems creatively with staff and co-workers as well as managing, leading, coaching, mentoring and training senior management, managerial and operational staff, ability to promote organizational and employee performance improvement through leadership, team building, and personal example.

Additionally this position is expected to have professional knowledge and work experience encompassing a majority of the knowledge, skills, and experience described below:

Process Improvement Leadership Skills

· A demonstrated passion for, and a hands-on, in-depth knowledge of, Lean and continuous process improvement methodologies.  

· Demonstrated capabilities in leading and successfully implementing the practical application of a full range of Lean methods and all phases of process redesign. Ideally will have implemented lean practices in several different organizations or operating environments, including service or administrative environments.

· Understand, and have a talent for helping others understand, the critical success factors necessary for change.

· Have the ability to define a vision and nurture an organization to make progress to achieve it.

· Proficiency in problem solving, data collection and analysis, metric development, and process mapping.

· Ability to effectively manage multiple projects/initiatives with budget limits and time constraints. 

Organizational Relationships and Management Skills

· Have the ability to effectively guide and influence people without line authority. 
· Develop teams and collaborate with others to achieve common goals. 

· Influence managers and staff to achieve positive outcomes and strengthen relationships. 

· Must have a high degree of credibility and presence which has been gained through experience. The ideal candidate will have a strong service orientation and be able to develop relationships quickly and manage at all levels in the organization.

Analytical Skills

· Understands the big picture, the issues and stakeholders.

· Engages in problem definition, prioritization and solution development.

· Develops and presents effective materials to support and aid decision-makers.

· Examines and evaluates relevant information, separating a matter into essential conditions, criteria, factors and effects, in order to recommend the best course of action from several alternatives.

· Uses good judgment--displays balanced thinking that combines analysis, wisdom, experience, and perspective.

Results Orientation

· Strategy development and implementation—makes things happen.

· Situational awareness - Understands when the time is ripe to make progress on an issue.

· Applies most effort to the highest priority issues.

· Provides leadership to staff to ensure the team makes an effective contribution to the organization’s objectives.

· Commitment to customer service.  

Interpersonal and Communication Skills

· Excellent skills in communication, persuasion, interpersonal relations, coaching and counseling, presentation, writing and meeting facilitation. 

· Possesses the ability to effectively guide and influence people without line authority.

· Provides clear direction and supportive guidance to staff.  

· Establishes and maintains good working relationships with colleagues, partners and customers.

· Demonstrates a commitment to collaborative and inclusive approaches.

· Applies effective communication skills, including clear “plain-talk” writing.

· Personal and professional integrity.

· Self-initiative – ability to work independently.



	Preferred/Desired Education, Experience and Competencies.


	Master’s Degree in business, operations management, public administration, or related field.   

Ten (10) years of experience in planning and leading process improvement initiatives, including Lean.

Project management certification.

Experience identifying and implementing information technology solutions.

Demonstrated capabilities in leading and successfully implementing the practical application of a full range of Lean methods and all phases of process redesign. Ideally will have implemented lean practices in several different organizations or operating environments, including service or administrative environments.


	Special Requirements/Conditions of Employment

List special requirements or conditions of employment beyond the qualifications above.


	

	Working Conditions


Work is performed primarily in an indoor office environment.  Incumbent works independently with little direct supervision.

	

	

	Schedule (i.e., hours and days): 
	 Incumbent is expected to schedule own time within a 40 hour minimum, five day week.  Work in excess of 40 hours per week, including nights, weekends, and holidays may be required during the legislative session and at other times to meet critical deadlines.  

	Travel Requirements: 
	Requires occasional statewide travel. 




	Tools and Equipment: 
	Office duties require the use of standard equipment and furniture (e.g., computer, desk, chair, printer, copier, fax machine, telephone, etc.). 




	Customer Relations: 
	Frequent contact with customers, some of who may be upset or frustrated.  Daily interaction with coworkers, other divisional or intra- and inter-agency staff. 




	Other: 
	During a public health emergency and/or to support business continuity will assist with emergency response activities as assigned. 


	Acknowledgement of Position Description

The signatures below indicate that the job duties as defined above are an accurate reflection of the work performed by this position.

	Date:


	Supervisor’s Signature (required):



	Date:


	Appointing Authority’s Name and Title: 
  Martin Mueller, Assistant Secretary HSQA
Signature (required):



	As the incumbent in this position, I have received a copy of this position description.

	Date:


	Employee’s Signature: 




Position details and related actions taken by Human Resources will be reflected on the Position Evaluation Summary form.
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