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• What it is

• Why it matters 

• What’s in it for you

• How to shift
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First, who we are
• Washington State Department of Licensing

 Helping every Washington resident live, work, drive, and thrive.

 6 million residents need ID cards, driver licenses, vehicle titles and 
tabs, professional licenses

• Planning and Performance Team

 Design and facilitate strategic planning for executive team

 Evolve agency performance management system

 Coach employees at all levels to discover their performance stories

• Tony and Janet
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What we’ve been up to

4



What is Person Centered 

Performance Management?

A system based on:

• Who is my customer?

• What do they need?

• How do I know if I’m meeting their unique need?

• What measure will reflect their personal experience?

• What will I do differently to honor their feedback?
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Who is Tony’s customer?
• What do they care about and need?

• How does my work help them?

• How do my decisions impact them?
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Why it matters
• The answer to “who is my customer” must expand like the population

 Who have I excluded?

 Who is underserved?  

 Who is unserved?

 How will I learn about and meet their unique needs?

• Time to shift

 from Golden Rule to Platinum Rule 

 from equal to equitable access

…from “Treat others the way you’d like to be 
treated” to “… the way they’d like to be treated”
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What’s in it for your organization
• Improve culture:  how employees feel and leaders decide

• Increase customer base

• Improve customer experience

• Refresh your performance management system
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What our shift depended upon

Shift from to

Strategic
framework

Mission, Vision, Values, and 
traditional view of customers

Purpose, Values, and 
inclusive view of customers

Performance
framework

Process-focused Person-focused

Measures
Too many, timeliness focus, 
reflecting our intent

Essential few, experience focus, 
reflecting our impact

Reporting Data stories “People behind the data” stories

Culture Fear of being off target Trust and respect



10

from Mission Statement
With a strong commitment to great service, 
we advance public safety and consumer protection
through licensing, regulation and education, 
and we collect revenue
that supports our state’s transportation system.

to Purpose Statement
Helping every Washington resident live, work, drive, and thrive. 



11

… from process focus                … to person focus
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Person Centered Measure Framework
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Target: under 15 minutes
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Start every report with “about our customers”
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Write about the people behind the data



18

Actionable feedback:  
right questions, enough responses, comments you can analyze
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How to nudge your organization’s shift

What How

Develop 
Measures

• Use “Who’s my customer, what do they need, how do I know…”
• Test drive the measure with data mock-up and conversation

Visualize Data 
• Segment data by groups of people and their experience
• Add charts with # served, underserved, and unserved

Report 
Performance 

• Write about the people; don’t write about the data
• Quote your customer

Plan for 
Improvement

• Focus on people behind the process, not just the process
• Solve for specific customer group, not the “average” group; one 

size doesn’t fit all



Make it personal
• Picture the people you serve

• Picture the people you don’t

• Feel empathy for their experience

• Find your own personal measures of success

• Help co-workers find their impact
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“People will forget what you said, people will forget what you did, 
but people will never forget how you made them feel.”

--Maya Angelou

American poet and civil rights activist
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We’d love to keep learning from each other between summits!

Janet Zars
Planning & Performance Manager
Office of Performance and Accountability
Office:  360-902-0179
jzars@dol.wa.gov | dol.wa.gov

Tony Griego
Planning & Performance Manager
Office of Performance and Accountability
Office:  360-902-0168
tgriego@dol.wa.gov | dol.wa.gov

Washington State Department of Licensing

Helping every Washington resident live, work, drive, and thrive.

Follow us on Facebook, Twitter, Instagram, YouTube, LinkedIn, and the DOL Blog!

mailto:jzars@dol.wa.gov
https://www.dol.wa.gov/
mailto:tgriego@dol.wa.gov
https://www.dol.wa.gov/
https://www.facebook.com/WashingtonDOL/
https://twitter.com/WA_DOL
https://www.instagram.com/wa_licensing/
https://www.youtube.com/user/WALicensing
https://www.linkedin.com/company/washington-state-department-of-licensing/
https://licensingexpress.wordpress.com/

