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Overview 

 King County is the 13th largest county in the nation. 

 King County is a $5 billion organization. 

 King County has 13,000 employees and 55 lines of business. 

 And – We’re Challenged! 

  

  

  

  



2015 State of King County  - The Context 
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Taxable Sales to Income Ratio is Declining 
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Problem Statement  
 Community needs and expectations are rapidly changing and becoming more 
complex while King County’s fiscal resources are constrained. 

 King County struggles to use tax dollars as efficiently as possible and to 
communicate to the public how we use those tax dollars to respond to their 
needs. 

 King County does not use evidence-based decision making systematically to 
strategically improve community conditions. 

 Our employees bring tremendous skills, knowledge, and passion that are not 
fully used to drive greater effectiveness and efficiency in our programs and 
services.   



Best-Run Government 
 Whether it’s an easier commute, cleaner environment, or fair justice system 
for all, King County’s 13,000 employees are committed to providing the highest 
quality, most affordable, and most responsive government services to our 
more than 2 million residents. 

 Our goals:   

 To listen,  

  To learn,  

   To deliver,  

    To become the nation's best-run government. 

  



Shingo House 

• See Reality 
• Focus on Long Term 
• Align Systems 
• Standardize Daily Management 

• Assure a Safe Environment 
• Develop People 
• Empower and Involve Everyone 

• Lead with Humility 
• Respect Every Individual 

• Create Constancy of Purpose 
• Think Systematically 

• Focus on Process 
• Flow & Pull Value 
• Quality at Source 
• Seek Perfection 

• Stabilize/Standardize Process 
• Rely Facts and Data 
• Focus on Value Stream/Gemba 
• Keep it Simple and Visual 
• No defects/Eliminate Waste 

Results  

Create Value for the Customer 
• Measure what Matters 
• Align Behavior with Performance 
• Identify Cause & Effect Relationships 



  Quality 
$/unit 

Results Based Budget 

One Management System 
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Outcomes 
• Crime Rates 
• Water/Air Quality 
• Economic Growth 
•  Mobility 

Goals, 
Metrics & 
Strategies 

Resources 

Effort based 

Budget 

Controls 

Products 

Customers 

Investors 
(taxpayers) 



Health & Human Potential  
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Functional Lines of Business 
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Public Transportation 
Purpose 

Provide public transit services to improve regional mobility and quality of life in King County.  

Outcomes 

Improve customer and employee safety and security 

Increase access to public transportation products and services 

Increase public transportation market share throughout King County, and in centers and areas of 
concentrated economic activity 

Reduce environmental footprint (normalized against service growth) 

 
 

Product Families 

 

 

 Bus Trips 

 Passenger Ferry Trips 

 Rail/Streetcar Trips 

 

 Paratransit Trips 

 Vanpool Trips 

 

 

 

 



Product Family Metrics 



Spare Parts Inventory for Buses 
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• The average cost per invoice is $6.47.  
• Using activity-based costing, the average cost 

of three different types of payments show the 
true cost of errors. 

$2.61 each 

$1.38 each 

$79.37 
each 

Why This Matters 
Activity-Based Costing 



Efficiency  
Design and Construction Contracts 
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• Significantly reduced cycle time on design and 
construction contracts 

Design Contract Time in Days 
(86 contracts) 

2004-2010 Q-3: 2014 
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Construction Contract Time in Days 
(180 contracts) 



Efficiency 
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P-Card Purchases 
 

 

 

 
• P-Card Spend: $1M in 2010 to $47M in 2014 
• Saves $74 per transaction compared to standard Purchase 

Orders. 

 
 

 
Transaction Volume 

2010        2011       2012      2013       2014 



Observation of Inmates 

These improvements have been sustained. 



Enrollment Assistance for Medicaid 
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Efficiencies at Elections 
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What That Looks Like: Aligning Goals and Metrics 
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Transit Bus Trouble Calls impact riders 
 
How can we align our operational metrics to achieve 

our Trouble Call improvement goals? 

King County Metro Transit – Cascading Metrics 

https://vimeo.com/122124151
https://vimeo.com/122124151
https://vimeo.com/122124151
https://vimeo.com/122124151


The Journey 
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Plan – Do – Check - Assess 

Repeat 

And, Repeat Again 

Continuously! 


