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	Enterprise-wide Continuous Improvement Community of Practice
	October 21, 2025
10:30 am – 12:00 pm
Zoom Meeting
Meeting ID: 885 7696 9219



	Meeting Purpose
	· Learn about how the Washington State Parks and Recreation Commission improved their customer experience using state parks with customer journey mapping, a visual tool to help understand a customer’s experience before, during and after buying a product or utilizing a service, so you can identify barriers and create the best possible experience for every customer.

	Community Expectations
	
· Treat others with respect and patience
· Practice the golden rule (treat others how you want to be treated)
· Be present
· Show up on time (as schedules allow)
· Assume good intentions
· Provide grace as we form a community
· If possible, turn cameras on when speaking
· Mute your mic unless speaking



	#
	Agenda Item
	Time
	Lead

	1
	Welcome and Announcements
	10:30 – 10:40
	Talia Mazzara, Senior Performance Advisor
Your Washington

	2
	Leading Public Innovation Certificate Program
	10:40 – 10:55
	Steve Page, Associate Professor and Program Director of Graduate Certificates
Elizabeth Dickie, Director of Academic Program Innovation
University of Washington’s Evans School of Public Policy and Governance

	3
	Topic Teaching & Project Share
Improving the Customer Journey at Washington State Parks
	10:55 – 11:40
	Darleen Simkins, Management Analyst 5
Washington State Parks and Recreation Commission

	4
	Q&A
	11:40 – 11:45
	All

	5
	Round Robin Activity
· [bookmark: _Int_o6nMuIgD]Teaching/project share debrief
· Project shares
· Barriers/assistance
	11:45 – 11:55
	Talia Mazzara, Senior Performance Advisor
Your Washington

	6
	Wrap Up
· Attendee survey
	11:55 – 12:00
	Talia Mazzara, Senior Performance Advisor
Your Washington

	6
	Adjourn
	12:00
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