
Continuous Improvement in the 
Michigan Department of Treasury

R Cole Bouck, Administrator
Continuous Improvement and Engagement Division

Michigan Department of Treasury
August 21, 2018

Midwestern States Association of 
Tax Administrators (MSATA)

2018 Annual Meeting



Treasury Set A Path
In 2015, we created a framework…

ASPIRATION
Become the Best Operated Treasury Department
in the United States, and the State’s Thought 
Leader on all tax and revenue issues

BUILDING BLOCKS
• Engaged Employees

• Culture of Taxpayer Service

• Continuous Improvement (CI)
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OUR VALUES
• Broad concept of 

taxpayer service in all 
we do

• Fair and efficient 
administration of the 
tax system, not 
revenue maximization 

• Metric focus and 
accountability



Our Aspiration & Building Blocks
• Every project, program and initiative we 

have undertaken has been intentional 
in helping us accomplish our plan. 
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Our Barriers
• Breaking Down Silos

• Continued System Problems

• Consistent Customer Service
• CI Awareness and Training

• Metrics and Accountability
• Benchmarking



Continuous Improvement and Engagement Division
• Treasury’s Dedicated Resource for All Things 

‘Continuous Improvement’

• Direct Link with Executive Leadership for Resources 
and Support

• Lean-Certified Division and Auxiliary Staff

• Strategic Relationships Across All Business Areas

• Wide Variety and Scope of CI Projects

• Partner with Peers In Other State Agencies, and 
Offices

• Employee Engagement and Action Planning
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A Culture of Continuous Improvement
DEFINITION
An ongoing practice to improve products, services, or processes – led by 
engaged associates, in a culture of mutual trust, respect and appreciation, 
focused on eliminating system waste, and maximizing value for our 
customers.

• Importance of Executive Support – Project Sponsors

• Agency CI Training - Project Teams and Business Area Designees

MESSAGE
All employees need the tools and the expectation that every day they will 
come to work, do their work, and IMPROVE their work 

• Responsibility and Opportunity
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Treasury’s Problem-Solving Framework
STRUCTURE
• Background

• Problem Statement

• Current State

• Root Cause
• Gap Analysis

• Metrics

• Our North Star

REPORTING TOOLS
• A3, 4Up, Task & Timeline
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Types of Treasury CI Projects
ANNUAL CI PROJECTS
• General Format and Structure

• Treasury Problem-Solving Framework
• Training

FOCUS GROUPS & FACILITATED DISCUSSIONS
SPECIALIZED WORKSHOPS WITH CI TOOLS
• Customer Value Structures
• Process Mapping

• Issue/Idea Generation

• Root Cause Analysis
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• Gap Analysis

• Metric Development



Types of Treasury CI Projects
OFFICE OF REINVENTING PERFORMANCE IN MICHIGAN (RPM)
State-level office utilizing a uniform Lean Methodology to directly impact 

State of Michigan processes, and to ensure a consistent review and 

improvement of internal and external experiences.

• Methodology Overview

• Training and Certification

• Lean Process Improvements (LPI’s)

• Lean Do It Yourself (DIY’s) – Local Work Areas
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Treasury CI Project Successes – Then and Now…
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Keeping the Momentum Going…
SUSTAINING OUR PROGRESS
We continue to work hard to overcome challenges and celebrate successes. We 
are not only focusing on our current projects, but also on our strategy for 
ensuring long-term success.

• Embracing a Culture of Continuous Improvement (CI)

• Holding Leadership and Staff Accountable

• Driving Continuous Improvement Throughout Treasury

• Focusing on Employee Communications

• Growing Employee Engagement

• Using Metrics to Inform Our Work

• LISTENING . . . To Each Other and To Our Stakeholders



Key CI Take Aways …

• Resources – Dedicated CI Staff 

• Culture – Foster, Build, Sustain, Grow

• Methodology – Clear, Defined, Accepted

• Scale – Vary In Scope – Not Every Project has         
to be Big

• Responsibility – Everyone, for Identifying 
Opportunities and Solutions.

• Sustainability – Driven from the Bottom Up, 
Supported from the Top Down

• Successes – Find Them, Share Them, Celebrate 
Them

R Cole Bouck, Administrator
Continuous Improvement and Engagement Division

Michigan Department of Treasury
Austin Building

430 West Allegan Street
Lansing, MI   48922

BouckR@michigan.gov
(517) 241-4818

https://www.michigan.gov/treasury

THANK YOU!
Any questions?
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