Fulfilling the Public’s Trust

Third in a series of articles about the public service standards essentid to attaining excellent customer
sarvice in the Clerk’ s Office (June 2002).

| nnovative Practices

The world around us is congtantly changing, whether we like it or not. Due to new laws or court rules,
evolving societal expectations, new technology, different judgesand staff members, or any of ahost of other
factors, the Clerk’ s Office must adapt in order to function effectively. For example, evenif we have been
ontheright track inthe past, unlesswe continue to move forward in the right direction, wewill be run over
by dl of these changes—sitting il will keep usfrom achieving our gods. Fundamentdly, we mugt aways
seek out and embrace effective innovative practices that respond to the new challenges we face.

The word innovate means to begin or introduce something new, to make changesin something established,
and to renew or replenish so as to make as new again.  Using innovative practices does not mean that
everything must be changed, smply that we dl must scrutinize everything we do in order to ensure that
every task or processis of the highest qudity and efficiency. Changein and of itsdlf isnot the god; we do
not change for change' s sake. Good innovators are open and receptive to postive changes, while they
preserve what currently works.

The Japanese have a concept about innovetion called Kaizen, which means continuous, incrementd
improvement. Kaizen hasthree components. aconstant examination of the status quo to see what changes
need to be made; a definite focus on lotsof amdl changes--rather than on huge revol utions-—-whichadd up,
over time to large results; and a clear reminder of the necessity that change should be postive and not
implemented merdly for the sake of change. We in the Clerk's Office can use this concept of Kaizen. We
can dways ask the question, "Can we do it better?’ to create the future we want to achieve: increasng
service qudity and timeliness, decreasing costs, and meeting (or exceeding) customers expectations. We
can acknowledge that each of us has the ability to think of smal ways to improve what we do individualy
and as a group and encourage that these new ideas get considered. Findly, we canensurethat we make
only those changes that will be positive and that will improve our service. In sum, using the Kaizen
approachto innovative practices can help us create an office that congtantly renews itsdf and canhdp us
rise to the challenges we face every day.

For many years our office has had acommitment to improvements connected to organizationd ams, most
memorably with the total quaity service initiative. Thisis il true today, where we need to ensure our
work meets the wants and needs of our customers. Think "TLC," think like the customer, when
conddering innovations.

It has been said many times that the only congtant in our world ischange.  Given this stuation, we must
actively seek and use change to achieve our gods. If every daff member is an innovator who congtantly
looks to create and implement improved procedures and systems for doing our work, we will go a long
wal to being the best Clerk’ s Officepossible. Innovative practices, then, arefundamenta to our providing

excdlent customer service and fulfilling the public’ strust in us as public servants.
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