
2003 Innovations Awards Program
Application Form

ID #:  ________________

Category: _____________

State: ________________

1. Program Name:  

Leadership Development Program

2. Administering Agency:  

Missouri Department of Revenue

3. Contact Person (Name & Title) 

Carol Russell Fischer, Director of Revenue

4. Address:    

Harry S Truman State Office Building, Room 670, 301 West High Street, 

Jefferson City, Missouri 65101

5. Telephone Number:  573-751-5671

6. FAX Number:  573-751-7150

7. E-mail Address:  

Carol_Fischer@mail.dor.state.mo.us

8. Please provide a two-sentence description of the program:  

The Leadership Development Program is a comprehensive program to teach mid-level management the skills needed to lead in today’s business environment.  Results from the program are greater customer satisfaction, improved staff relationships, and more efficient processes.        

9. How long has this program been operational (month and year)?  

The program commenced in August 2000.

10. Why was the program created? (What problem[s] or issue[s] was it designed to address?)  

The program was initially developed to address the issue of departmental staff in mid-level management positions having a mix of educational and experience backgrounds.  The program provides them with a comprehensive body of knowledge to enhance their skills to lead in today’s business environment.  In subsequent years, the program was expanded to include upper- and lower-level management.    

11. Describe the specific activities and operations of the program in chronological order.

January 2000
Conceptualized and developed program curriculum.

June 2000
Presented the program’s concept to senior departmental leadership.

August 2000 
Initial 9-month program kicked off with 40 mid-level management participants.

June 2001

Initial program concluded with 40 graduates.

August 2001
Second 9-month program kicked off with 40 mid-level management participants.

June 2002
Second program concluded with 40 graduates.

September 2002
Executive Overview of program kicked off for 35 upper-level management staff including the department director.

December 2002
Executive Overview of program concluded.

February 2003
Initial 6-week Introductory program offered to 20 lower-level management staff.  

March 2003
Initial Introductory program concluded with 20 participants.

April 2003
Second Introductory program to be kicked off.  

12. Why is the program a new and creative approach or method?  

The program is built on five principles guiding success in today’s environment:  (1) all work is a system; (2) customer satisfaction is the primary objective; (3) people want to do the best job they can; (4) you cannot improve if you do not learn; and (5) work takes up to 50 percent of our waking hours so it ought to be fun.  Results of the program are solidified in managers possessing enhanced leadership skills to satisfy customers; improve working relationships with staff; and implement efficient processes.  

The program walks the participants through an improvement project of their choosing in their area covering the tools and techniques that foster adaptation of the five leadership principles.  It is a “learn and do” program over the course of the nine-month period.  Participants attend class two or three days a month and then return to their workplace to immediately put into practice the principles and tools just learned on their improvement project.  Instructors are leading experts in the country on systems thinking, customer satisfaction, communication and facilitation, quality tools and problem solving, project management, and performance management.  

Schedule for the program follows:

	Title of Workshop
	Month Conducted
	Duration

	The New Leadership Competencies
	August
	2 days

	The Extraordinary Team Facilitator
	September
	2 days

	Understanding Personality Temperaments
	October
	1 day

	People-Centered Teams
	October
	2 days

	Project Management
	November
	2 days

	Process Management
	December
	2 days

	Problem Solving Tools and Statistical Process Control Basics
	January
	2 days

	Selling Your Ideas
	February
	1 day

	Interim Presentation to Management
	February
	N/A

	Performance Management Theory and Tools
	March
	3 days

	Managing the Marginal Performer
	April
	1 day

	Final Presentation to Management
	May
	N/A

	Graduation Ceremony
	June
	N/A


Reference material for the program includes The Leader’s Handbook by Peter R. Scholtes; Creating a Customer-Centered Culture by Robin Lawton; Team Basics, Practical Strategies for Team Success by Kristin J. Arnold, to name a few.         

13. What were the program’s start-up costs? (Provide detail about specific purchases for this program, staffing needs and other financial expenditures, as well as existing materials, technology and staff already in place.)  

The initial program costs were $154,000.  Detail is as follows:  Presenters’ fees:  $129,000; Presenters’ travel and lodging: $11,700; Books and materials:  $11,600; Out-of-pocket: $2,000.   

The program was developed in-house by the deputy director of the department and the director of the Center for Performance Excellence, an office reporting to the director’s office and responsible for the quality initiative and training and development in the department.   Fifty percent of a staff person’s time in the Center for Performance Excellence is dedicated to the logistics of the program.  

14. What are the program’s annual operational costs?

Year 1 (2000-2001)

$154,000

Year 2 (2001-2002)

$  90,700  

Year 3 (Executive Overview)
$  28,500

Year 4 (Introductory Program)
$    2,200 (program with an audience of                    approximately 100 lower-level management staff.


In-house facilitators and trainers in the Center for Performance Excellence teach the introductory-level program.  

Year 5 (Introductory Program)
$2,200 for program with an audience of approximately 100 lower-level management staff.

15. How is the program funded?  

Funds appropriated to the expense and equipment core of the three divisions in the department fund the program.  

16. Did this program require the passage of legislation, executive order or regulations?  If YES, please indicate the citation number.  

No, it did not.  

17. What equipment, technology and software are used to operate and administer this program?  

Microsoft OfficeSuite is utilized to teach and track the program.  

18. To the best of your knowledge, did this program originate in your state?  If YES, please indicate the innovator’s name, present address and telephone number.  

To the best of my knowledge, this program originated in the Missouri Department of Revenue.  Originators are:  Ken Miller, Director of Performance Improvement, Jefferson Building, Room 1315, 205 Jefferson Street, Jefferson City, Missouri 65101 (When originated, Mr. Miller was deputy director of the Department of Revenue) and Kay Freidinger, Director, Center for Performance Excellence, Missouri Department of Revenue, Harry S Truman State Office Building Room 216, 301 West High Street, Jefferson City, Missouri.  

19. Are you aware of similar programs in other states?  If YES, which ones and how does this program differ?  

We are aware of none.  

20. Has the program been fully implemented?  If NO, what actions remain to be taken?

At this time, we have delivered the program to mid- and upper-level management.  We have offered one introductory program to the lower-level audience.  It will take nine additional introductory offerings to complete the program.  Plans are to conduct these nine sessions during 2003 and 2004.  

21. Briefly evaluate (pro and con) the program’s effectiveness in addressing the defined problem[s] or issue[s].  Provide tangible examples.

The program delivered to mid-management a comprehensive program of the principles and skills needed in today’s business environment.  Customers want things better, cheaper, and faster.  This program took a systems approach to managing by looking at our processes and our people and how we could improve the efficiencies of our processes and develop our staff by embracing a team-centered culture where employees’ have a voice in decisions involving their work product.  

Two examples to point out the tangible effectiveness of the program follow.  One participant’s team studied the bankruptcy process between the General Counsel’s Office and the Motor Vehicle Bureau.  Their recommendations for improving the process would generate an additional $1.8 million in revenue by timely filing of notices.  

Another participant and his team studied correspondence in the withholding tax area.  The team found that every piece of withholding tax correspondence went through 17 steps taking at least five days to process even though value-added time was less than two hours.  By using a triage approach, the team was able to eliminate as many as 12 steps in the process, reduce cycle time to as little as four hours, and value-added time to six minutes on most correspondence issues.     

22. How has the program grown and/or changed since its inception?

The program has grown to include an executive overview for senior leaders and an introductory program for lower-level management.  

23. What limitations or obstacles might other states expect to encounter if they attempt to adopt this program?

For this program to be effective, it is imperative that senior leadership believes in the principles taught.  By introducing this program throughout management, it will create a shift to a less bureaucratic form of management.  Leaders will start thinking in terms of systems, will continue to look for efficiencies in their processes, will include their team members (their staff) in decisions to improve their work areas, and work to develop their staff so that their staff feel value in what they do and how it fits into the department’s overall purpose.  

The majority of attendees expressed seeing great value in the class time and the time devoted to their project outside of the workshops.  A minority of attendees complained of the time the program took in terms of class attendance and working on the project.  This is something to be aware of; there is a definite time commitment; however, the payoff is definitely worth it.  

Add space as appropriate to this form.  When complete, return to: 

CSG Innovations Awards 2003
The Council of State Governments

2760 Research Park Drive, P.O. Box 11910

Lexington, KY 40578-1910

innovations@csg.org 

DEADLINE: All original applications must be postmarked or e-mailed by April 11, 2003, to be considered for an Innovations Award for 2003.
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