2018 Transforming Local
Government Conference
Case Study Application
Due: September 1, 2017
Email to Ryan Spillers at learning@transformgov.org

Or, Click here to Submit

Application Information
Case Study Title

We're MAD!
Jurisdiction Name
City of Ontario
Jurisdiction Population 169,869
Theme (select one)

_____ Thinking Like a Futurist
✔ Culture Club
_____
_____ What about all this data?

_____ Reinventing Local Government
_____ Community Networking

Rapid Fire Session?
Would you like the application to be considered for our Rapid Fire Session? (Rapid Fire presentations are fastpaced, entertaining, interactive presentations. Each jurisdiction will have five minutes to make their presentations
using 15 PPT slides set on auto-forward primarily containing photos/graphics. Participants will be seated at round
tables to facilitate an energetic idea exchange. A cash bar will be available.)
___ YES

✔ NO
___

Project Leader (primary contact for application correspondence)
Name
Title
Department
Phone
Email

Grant Yee
Administrative Services/Finance Director
Administrative Services
909 395-2355
gyee@ontarioca.gov

Full mailing address,
303 East B Street, Ontario, CA 91764
including zip code
Twitter account

@CityofOntario

List additional presenters’ contact information below:

Carol Williams - CWilliams@ontarioca.gov (909) 395-2346
Lilyan Villarreal - LVillarreal@ontarioca.gov (909) 395-2016

1.

Presentation title and description of the innovation. 100 word maximum

Session Title: Change Your Culture, Change Your Life!
Brief Session Description: Does culture really eat strategy for lunch? This session will
answer this age-old question and will challenge you to think differently about organizational
culture. Learn why a people-centric culture is now the new business model for organizational
success and personal happiness. This session will present extraordinary findings from a
personal journey of human leadership. Topics to be covered include vision, transformational
leadership, culture of innovation, organizational values, employee engagement, work-life
integration, high performance teaming, and attracting and retaining a talented work force for
tomorrow.
2.

When and how was the program, policy or initiative originally conceived in your
jurisdiction? 100 word maximum

The We're MAD! program was conceived in late 2012 by the Administrative Services Agency
as a direct result of a City-wide initiative (Ontario's Approach to Public Service) to help foster
employee passion for a career in public service. Moreover, the program was modeled from
the success of several private sector organizations, such as Zappos' employee happiness
and customer service centric culture, Google's culture of innovation and creative workplace,
and Simon Sinek's leadership message "Start With Why."
Although the program was developed and implemented over the past 5 years, we believe the
program will continue to be a work-in-progress since the journey of leadership and culture
building is a life-long process.

3.

How exactly is the program or policy innovative? How has your innovation changed
previous processes, products, or services? Explain how the program or initiative
substantially stretched or improved the boundaries of ordinary governmental
operations. 200 word maximum

Although workplace culture may appear straightforward, we know it is not that simple. We
believe that the We're MAD! program is innovative because it uses a completely different
strategy of a people-oriented perspective rather than an organizational-oriented perspective.
The MAD leadership value of "people first, work second", and the culture value of "live first,
work second" are counter-intuitive to conventional management thinking. The program has
also generated greater self-awareness and changed people's beliefs, resulting in an
organizational transformation from a traditional management fixed mindset focusing on work
achievements to a modern leadership growth mindset focusing on developing and inspiring
people.
The program has transformed people and has resulted in a substantial change in our beliefs,
behaviors, and mindsets about work, people, and leadership. As a result, people's decision
making has changed for the better, resulting in the following: (1) achieved higher employee
engagement,
morale, and
(2)are
increased
productivity,
(3) initiators
created aofculture
of innovation,
4.
What individuals
or trust,
groups
considered
the primary
your program?
How
(4) produced
insanely
great
customer
experiences,
(5)
created
a
high
performance
team,
(6)
does the innovation engage stakeholders or demonstrate high performance teaming?
changed
thestrategic
public perception
of government
employees,
(7) enhanced
theasCity's
reputation,
partnerships
and/or community
networks
developed
a result
of the
Were
innovation?
200 word
maximum
(8) attracted
& retained
talent,
(9) reduced the fear of taking calculated risks, and (10) most
importantly, changed people's lives for the better.
Although the leadership team in the Administrative Services Agency was the change agent
and primary initiators of the program, all the staff members in the Agency have made
significant contributions in developing the MAD brand and culture.

The secret to engaging stakeholders in the We're MAD program (vision, leadership, and
culture) is the perfect alignment with people's basic human need of self-actualization and the
founding purpose of government, which is to make a positive difference in people's lives.
After overcoming the initial fear of change, it was relatively easy to engage Agency staff
members in this program because the vision of making a difference in people's lives helps us
as humans find fulfillment in life.
Moreover, the leadership value of caring for people, and the culture values of fun, friends,
health, personal growth, and meaningful work are the foundation (Maslow's Hierarchy of
Human Needs) for a fulfilling and happy life. This partnership alignment and shared common
goal between employees and the employer are the keys to eliminating organizational silos
and developing a single high performance team. To be considered a championship team, we
believe you must have a shared vision that not only connects people, but one that people are
passionate about.

5.

If a private consultant was used please describe their involvement, identify the
consultant and/or firm and provide contact information. 100 word maximum

As a faculty member of MAD University and to help with employee mindset and behavior
changes in the area vision, human leadership, workplace culture, and high performance
team, the City engaged the professional services of Ms. Juliana de Beers, owner of JB
Whitney & Associates.
Ms. de Beers developed an innovative curriculum and a customized training program to align
with the MAD vision, leadership and culture values. The specialized training classes in the
field of human psychology and neuroscience were instrumental in the City's success in
understanding and changing employee mindsets and behaviors in the area of organizational
development.
Ms. Juliana
deextent
Beers do you believe your program or policy initiative is potentially replicable
6.
To what
(760) 607-7197
within other jurisdictions and why? To your knowledge, have any other jurisdictions or
juliana.debeers@gmail.com
organizations established programs or implemented policies modeled specifically on
this project? Please provide verification of the replication. 200 word maximum

There are many organizations focusing on changing their workplace culture, but we are not
aware of any other local government agencies using a holistic approach and strategy of a
people-oriented focus in developing a noble vision, servant leadership method, and culture of
innovation. The We're MAD program can be easily replicated within other government
organizations if there are strong commitments from their leadership team to change beliefs,
behaviors, and mindsets. Also, since there are very little direct costs, financial resources
should not be an impediment for most organizations.
The solution for innovation and change is simply the courage to overcome personal fear of
risk taking, vulnerability, and uncertainty. To successfully replicate this program, we highly
recommend that other organizations practice self-awareness and "Start with Why" before
learning the "How" and "What". We strongly believe that being authentic to caring about
people first before work is the key to a great workplace culture.

7.

What were the costs? What were the savings? 100 word maximum

The financial costs of the program is minimal ($40,000 total over 5 years) and almost all of
the expenditures have been incurred in the employee training programs with JB Whitney &
Associates.
Although there are no financial cost savings, the savings in opportunity costs, gains in
employee engagement, and innovation have been significant. As a result of the program,
there have been very little staff turnover and no employee grievances in the Administrative
Services Agency since its inception. Moreover, employee productivity has increased by
approximately 10-15%. But more importantly, the innovative ideas from staff to improve
customer service have greatly enhanced the City's reputation and level of service.
8.

Please describe the most significant obstacle(s) encountered thus far by your program.
How have they been dealt with? Which ones remain? 200 word maximum

The most significant obstacle and the one that still remains with many people outside of the
Administrative Services Agency and the City is the 180 degree transformation from
management (work/task focus) to leadership (people focus). This change is so difficult for
several reasons: (1) organizations' entire systems and performance management metrics
have reinforced and rewarded people for good management behaviors instead of leadership,
(2) servant leadership is difficult because it requires personal sacrifices for others, (3) loss of
identity and/or self-esteem from no longer using a management title to have people follow
you, and (4) fear of being vulnerable in front of others while learning something new.
Understanding that fear of change is so strong, we used the "lead by example" method to
reduce people's fear. As an incentive, we completely changed our performance metrics,
hiring/promotional practices, and core values to reward for good leadership, instead of
technical skills and experience. We also used a "bottom-up" approach with an inspired
front-line staff performing at a substantially higher level to demonstrate that the leadership
method is more effective. Finally, we connected servant leadership with a noble purpose of
making a difference in people's lives so that as humans we can pursue greater self-fulfillment
over work achievements.

9.

What outcomes did this program or policy have? What baseline data did you collect?
How did you measure the change based on the intervention, and why do you believe in
the credibility of this assessment? 200 word maximum

The purpose of the program and biggest outcome was making a positive difference in the
quality of people's lives. In return, the organization achieved higher employee engagement
and a substantially higher level of performance in the area of customer service to the public.
To measure our employee engagement, morale and happiness, we conducted an anonymous
survey using the Happiness at Work Survey (developed by Zappos). The results were very
favorable and easily confirmed our outcome. In addition, we implemented a web and mobile
phone application (Expresit) to electronically receive public feedback on our customer service
level at City Hall. The response from the public have been overwhelming positive. Prior to
the program, we received approximately 10 feedbacks annually (7 negatives, 3 positives).
This past year, we received 268 (6 negatives, 262 positives). The volume increased by a
multiple of 27x and the ratings went from a negative rating of 70% to a positive rating of 98%.
Finally, we also believe in our assessment because we can easily see with our own eyes the
discretionary effort and smiling faces of our employees.

10.

Has the program received any press or other media coverage to date? If yes, please
list the sources and briefly describe relevant coverage. 100 word maximum

The program received an innovation award in 2017 from the Alliance for Innovation. In
addition, as a direct result of survey results from the front-line staff, the City was awarded
2015 Winning Workplace by the Los Angeles News Group. The award came as a complete
surprise to the City because it was initiated by the front-line employees without
management's knowledge.
Moreover, we've recently received numerous invitations to speak about the We're MAD
program at conferences for the Municipal Management Association of Southern California
(MMASC), California Society of Municipal Finance Officers (CSMFO), American Public Works
Association (APWA), and the League of California Cities.
11.

Please provide any key references and their contact information who can be
interviewed/called to discuss the innovation and its impact. 100 word maximum

Al Boling, City Manager (ABoling@ontarioca.gov)
Bob Chandler, Management Services Director (BChandler@ontarioca.gov)
Amy Chang, Administrative Officer (AChang@ontarioca.gov)
Delilah Patterson, Revenue Services Director (DPatterson@ontarioca.gov)
Doreen Nunes, Fiscal Services Director (DNunes@ontarioca.gov)
Lorena Villa, Sr. Financial Analyst (LVilla@ontarioca.gov)
Annie Wu, Management Analyst (AWu@ontarioca.gov)
Shanita Simmons, Purchasing Supervisor (SSimmons@ontarioca.gov)
Maria Blanco, Financial Analyst (MBlanco@ontarioca.gov)

You’ve been to a lot of conferences. TLG should be a unique experience for everyone.
Describe how your case study presentation will be different than other conference
presentations. 200 word maximum
• How will you make the session creative and unique?
• How do you plan to be both entertaining and educational?
• Include a description of how your session will facilitate group activities and/or interaction.

We believe Ontario’s case study presentation will be unique, creative, and different because
our presentation will focus on creating an inspirational and emotional experience for the
audience. Our presentation strategy is to use storytelling, a noble purpose, and a
transformational style with the goal for our guests to “see, hear, and feel” the experience of a
great culture.
To set the tone, we plan to create intrigue, energy, and excitement at the onset of the
presentation. Moreover, instead of group activities, we plan to use a more innovative method
of inspirational storytelling and interactive questions throughout the presentation to stimulate
intellectual thinking and learning. We believe this method of capturing “hearts and minds” is
very effective in keeping the guests actively listening and emotionally engaged throughout the
presentation.
We understand that 75 minutes is a long period of time and the flow/structure of the
presentation will be important. Based on our success at other speaking engagements, we are
proposing the following structure:
First 5 minutes
Create intrigue, energy, and excitement
Next
15
minutes
Ted would
Talk format
personal
story
of why
13.
Anything else you
like towith
add?
200 word
maximum
Next 15 minutes
PowerPoint of key findings and interactive questions
The
of Ontario’sCulture
desire to
be aand
case
study presenter
at the 24th TLG Conference comes
NextCity
15 minutes
video
colleagues’
testimonies
from
the
heart.
Although
our
proposed
presentation
does
not include a group activity, we
Next 10 minutes
Inspirational noble cause and message
strongly
of inspiration
is more important and necessary to change
Final 15 believe
minutesthe strategy
Questions
and answers
people’s mindsets and behaviors. As a result, we respectfully request that you waive the
criteria for a group activity.

Over the past 5 years, my colleagues and I have discovered some simple, yet truly amazing
findings that can make a positive difference in people’s lives and completely transform local
government at the same time. It’s a rare triple win-win-win situation for individuals, the
organization, and the community.
Our amazing journey in workplace culture has substantially changed our lives for the better,
but the journey has now become bigger than ourselves. We hope that the journey leads us to
Tacoma, Washington so that we may have an opportunity to express an important idea and
values that we personally feel so deep down to our core, it compels us to pay it forward. We
strongly believe an invitation to present at the TLG Conference is meaningful, and can change
the world.
Thank you so much for your review of this application.

Click here to Submit

