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Today’s municipalities are a diverse collection of services that are 
independent in nature and interconnected by internal business systems. 
Applying Lean in this environment requires a specific approach that helps 
maintain department level task independence while enhancing 
interconnected business functions. 

What is Lean? 
Lean thinking is the belief that there is a simpler, better way 
through a continuous drive to identify and eliminate waste, or 
inefficiencies and errors, in our day-to-day work. It is about 
making our work environments efficient and effective, so we 
can provide a higher quality of services to our citizens and 
improve internal service relationships. Lean improves safety, 
quality, costs, efficiencies, and service delivery. Lean helps 
create time for quality improvement to be part of everyday 
routine activities across the whole municipality. 

Lean is different in the municipal 
environment 
Lean is not a new management methodology, but applying it 
successfully within municipal government is. To be effective, 
a municipality must have both department level tasks and 
interconnected business functions work together at the 
highest efficiency. 

How KPMG can help? 
KPMG has a focused progressive approach to implementing 
Lean methodology within a municipal environment. Lean 
methodology is rooted in the philosophy of “respect for 
people”. This foundation helps ensure all staff are engaged at 
all levels of the municipality. 

The six key components of Lean in 
municipalities 
1. Understanding the Voice of the Customer
A workshop that engages key staff and stakeholders in 
identifying what is value from the perspective of the people 
you serve.  

Using Lean tools the team creates a Value Stream Map - a 
data driven objective look at the services currently being 
delivered and the opportunities for improvement within those 
services from the customers’ perspective. 

2. Leadership training
Leaders are trained in how to apply the Lean methodology 
within a municiple enviornment.  

3. Internal capacity building
To successfully implement Lean within the organization, you 
need the knowledge. Staff are trained as Lean Yellow, Green 
and Black Belts to successfuly engage and implement the 
Lean transformation plan. 

4. Improvement cycles
The Plan, Do, Study, Act becomes a new way of looking at 
change within your municipality to ensure all processes are 
looked at through the Lean lense. 

5. Infrastructure
To successfully transform your municipality, you must know 
how you are currently performing. A successful Lean 
organization uses Daily Management Huddle Boards, Key 
Performance Indicators and Outcome metrics to drive 
decisions on a daily basis. 

6. Sustainability
By implementing the five key components, sustainability is 
achieved through a transformational plan and infrastructure to 
achieve the organization’s measured desired outcomes.  

Lean in municipalities
Helping achieve operational excellence through Lean 
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Case studies 
Garbage 
disposal and 
vehicle 
maintenance 

The municipality wanted to review 
residential waste pick up and fleet 
service costs. The driver for this review 
was a continual increase in the city’s 
population and a desire by council to not 
increase the tax burden for residents.  

The city assembled a team of internal 
subject matter experts to complete the 
project using Lean methodology and 
facilitated by a Lean Six Sigma Master 
Black Belt. By studying and adjusting 
routes this initiative, netted a reduction in 
the distance travelled by the city 
vehicles. Additionally, through the use of 
data they significantly reduced the costs 
to service vehicles by understanding the 
reasons service vehicles needed repair. 

Social Services 
review and 
improvements 

A large Canadian city wanted to start a 
Lean Management System within their 
social services division to reduce wait 
times for clients and reduce costs for the 
city.  

The division trained numerous subject 
matter experts and implemented 
numerous Kaizen events within Long 
Term Care, Public Housing, and Social 
Services. The programs were reviewed 
with leaders and staff and key 
opportunities identified that would meet 
the clients and city’s needs. The staff 
were trained and using the Lean 
methodology worked through numerous 
projects to achieve their goals.  

Major outcomes included a 75% 
reduction in falls, virtual elimination of 
UTI’s and increased resident satisfaction 
in Long Term Care. Within social services 
wait times for accommodations and 
payments were reduced to less than one 
day. Lean methodology has been 
embedded within this division and is now 
being spread to other divisions. 

Lean 
Management 
System 
reviews and 
change 
management 

A medium size Ontario county wanted to 
complete four reviews, two within Long 
Term Care and one within Paramedic 
Services, and one on corporate services.  

The reviews followed the international 
Lean body of knowledge as maintained 
by the American Society of Quality. All 
four reviews identified numerous 
opportunities within the county. The final 
report identified implementing a Lean 
Management System that was 

embraced by the county. Lean teams 
have reduced costs for the Long Term 
Care home, reduced costs for paramedic 
services and identified and supported 
best practice for Request For Proposal 
creation and response. The county has 
implemented a full Lean program and 
has trained their internal staff and 
leadership on how to sustain the gains 
and continue to move forward to 
become a world class county. 

ERP 
implementation 
and change 
management 

A mid-sized Canadian city initiated a 
review of their current ERP system 
focusing on both the technical and Lean 
aspects of a new implementation.  

Using several evaluation tools including 
the MRM, a review was completed that 
identified both technical and behavioural 
changes were required to save over 20% 
of the current resource time to complete 
the same work. 

Additional work completed included a full 
future state VSM for the HRIS, Finance, 
and ERP systems to be used for vendor 
identification and process improvement 
efforts upon the new ERP installation. 
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