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This morning’s presentation:

What’s our problem?

Why Shared Services?

Why are there so many Shared Services
failures?

Proof that 1t can be done!

Learning from the past to shape the
future.
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Quote of the Month?

“We cannot
continue to be a
Blockbuster
Government
serving a Netflix
citizenry.”

Scott Brison (Secretary of the

Treasury Board of Canada) — FWD50
Conference November 2017

«{ PER.GOV.IE



Tiw s A

Releases

» y
Py dnded oo et ey Iy

Minister of State O'Donovan announces
eCovernment Strategy 2017-2020

Pabrck ODorowmn 70 Messter of Shate for Pubic Peocurement
QOpen Govemment and «Sovemonnt. 100ey (Tharsday 270 Ay
rriurced e pvbicaion of e ¢Svrienesl By o0 7

N0

Th rerw ST 8Mgy Nt DHdn S00eiopad ¥ Duks Lpor e ot
vGovervrant Srewgy (eGoverryret 2122015 ol e o of
CONCly Mg out e maat! phase Yor #Govermment n el
The Somtegy 0aes 08 10 bty 80000 whih Cove’ & args of
Serwa rdudeg preseriston of service, secure onine
Y il Rl e L A S L TR |

The rew sategy 350 Whes "ane o e contendual changes at
P LA s 2 g Dt T T e o e Sk -
chnoiogy Frovelion. 8 more predap G Senvce. e
Sewiopmerts aross Tw FU panculany n Te aeen of deta
rodechas Ba elarvermmant Mitor Pas arvt Se Dgrte Lege
NMadat % ana recogrines e progreas N han cortmusd 10 5
e o0 Pa ravart et D Not Daen (rested Ly T Pubie
Sarven ICT Shrategy. ard M 1 Batep deivvery plan

Latest News

Cawarmant Locdh 5000 aste SOC e o

17 v sha Ve Nanrtod

ASSUREOMt oF Uit Joadx

Towaom »  prwerwn byl sewioyg of Lo emmrmaedt

R BV RIS A o

N avwwand Vevtey

Ptboton of bwlart s Wl s fory et

Mogar e

«{ PER.GOV.IE



‘{Oifig Phriomhoifigeach Faisnéise an Rialtais
Office of the Government Chief Information Officer
eGovernment Strategy 2017 — 2020: Key Actions

We will...
... develop a Digital Service Gateway

... maintain an overall Digital Programme plan overseen by our eGovernment Minister

... develop our existing e-ID capability

... develop similar plans to facilitate business and location identification

... enhance our data-sharing capability

... introduce legislation to support our data-sharing ambitions

... continue to develop our Open Data portal

... transform our “back office”

... ensure appropriate governance is in place

... ensure our people have the skills and capabilities to help us move forward
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Governance

A simplified way of looking at our
Strategic pillars
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Global Foundation Services

Data Centers
\ Buld, Cperate

Global Network

Dk Fiber, Routing, Sweiching
Load-Balinong

+ 0
+ENR
=i

Modular Cloud-Scale Designs

Lower DC to DC costs

'

Security & Compliance

Utility Pncmg MOC

ISO27001, SSAE16, AISMA

081 Transoaees Morosoft Ooeration Centers

Lowest $/MW, Rapid Deployment
Geo-independent design

Tools & Automation
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What's the problem?

“The cloud technology
provides a good opportunity,
but the state also wants to
maintain the full control and
jurisdiction of their data and
systems. For this reason the
private cloud services are not
exactly suitable for us”

Siim Sikut — Estonian CIO
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So it's about control, scale and people
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What are Shared Services?

“Traditionally, this has meant transferring
back office activities to a professional
Shared Service Centre (SSC) that
undertakes these activities on behalf of
many organisations.”

Cabinet Oftice 2012
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What are Shared Services?

Shared Services is a business model with the following characteristics:

* An internal organization becomes an internal service provider and
manages a non-core, but essential functional area

«  Business organizations request products and services from the
shared service provider

«  The shared service organization provides products or services to
multiple business organizations in the company

The users of products and services are charged by the provider for
the things they use

«  The shared service organization is run rather like an independent
business, covering their costs through revenue

*  Measurements including external and internal benchmarking
assure that the shared services organization is efficient and always
improving

« It's not outsourcing or consolidation! Holland & Davis
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Why Shared Services?

(Holland & Davis)

The objective of the shared services model is to improve the
financial performance of the corporation. This objective is
accomplished by:

» Shared services allows internal providers to be more
efficient through common processes, economies of scale,
standardization

« Shared services provides an internal function with enough
size to provide a community of expertise, attractive for
hiring, training, retaining

* A shared service business model allows the business units
to discontinue their fragmented focus on non-core support
areas, because the shared service group accepts
responsibility and accountability for those areas
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But Shared Service Projects seem to be
very difficult!

“Five centres examined by the NAO were expected to cost
£0.9 billion to build and operate but, to date, they have cost
“Civil service pensions: What's £1.4 billion. They were also expected to have saved £159
million by the end of 2010-11. While, in one instance
Government has achieved break-even in a time consistent
with the private sector, its overall performance has been
varied and the two centres that are still tracking benefits
report a measured net cost of £255 million”.

going on at MyCSP?

Civil Service World June 2015

Service Levels of the "already over-stretched" NAO March 2012
Shared Services Centre for the UK research
councils remain "significantly below expected
standards‘ and may suffer further when new
bodies begin to use the centre in the coming

months

John Womersley, chief executive of the Science and
Technology Facilities Council (STFC 2011/12 annual
report

Parliament's Public Accounts Committee has

described the 'stupendous incompetence' of the . “choria the Mol and a £56 MILLION Shared Services write-off

Department for Transport's shared-services project. .
Paul Kunert , The Register, (June 2014)
ZDNET Dec 2008

“Shared Services Canada struggles to win
friends” Ottawa Citizen, December 2015
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Learning from the private sector: avoiding mistakes
in shared services
(The Guardian, October 2011)

« PEOPLE - Poor engagement, communications and training
« POWER - Absent, intransigent or poor leadership

« POLITICS - "People do shared services with people they like".
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"Change 1s hard because people
overestimate the value of what
they have—and underestimate
the value of what they may gain
by giving that up."

(James Belasco and Ralph Stayer, Flight of the
Buffalo (1994))

"People don't resist change. They
resist being changed!"

(Peter Senge)

o a
FLIGHT
OF THE

BUFFALO

SOARING
TO EXCELLENCE,
LEARNING TO LET
EMPLOYEES LEAD
{ JAMES A.BELASCO AND
RALPH C.STAYER
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IT Assist, the NICS ICT Shared Service Centre
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Over £40M Saved
> 90% Stakeholder Satisfaction
c90% Customer Satisfaction

>  90% calls taken, incidents
managed & service requests met
within SLA targets

Brought key PPP contracts in-house
Carried out reverse TUPEs!
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The ICT SSC Vision:

“The SSC provides a cost effective means of
delivering ICT infrastructure and common
services to all Departments within NICS,
operating to industry best practices and
providing improved levels of service

availability and resilience to meet the needs
of all stakeholders”.
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* Over 25,000 customers
* All NI Departments & their Agencies
* Over 45NDPBs

*Departments very much part of governance

O T
“““““
.
. e
. .
. .
. g
- ‘e

o .,

Accommodation

ImL
Sugpot [Téi-!r(
Servce Dess I SeracaLove!
et | Frence |
Probers | Capxtty |
Corgurmen ||| Costruty |
Crange | Aoty |
Rewase | Securry |
Processes Technology

Back Office Front Office Customers

IT Assist ( PER.GOV.IE



T Azt | e Yporing ¢ bt omahg Mrageraert A t Maragement

'\-"."".":_f"-' . e
W mw— Landesk lrends

Sp———

0
»
i tsdents T

» Comtanty October 2005 September 2015 MOM  October 2054 YOV Open Sl Service  Majr Inc 22 October 2015 07:3t
93.05% 92.10% L] 93.33% $ &2 61 0

e LA Mt Bt L) s e NLA M Mg gty Lot L) Manihs { h‘m-‘
"N "
- Prardy | sty Clonerd Hejeriod
b Octaber 2013 Septamder Octiober 013 Sapter
"\ 20 Nl
*1 147 229 ) 1

Sackdonts Oosed ot L) montha ol |
>

124 Gie ST T
i L .

" l'u_-._‘
Ininiiinin
Catl aniiog Lo et

2015 Aupust 2015 MOM Year ToDte Awg  October 2015 September 2015 Moo Octobwr 2084 YOn
Q6% 3 2.08% t 92.23% |

Probleses Created
Octater 2013 Septemeer 10IS Octater 2

. 3 9

s b ..
. tonswars oA e Senaa aod

e owe At gt Foot

o
l W

O

«{ PER.GOV.IE



*Technicians role created and staff recruited
*Dealing directly with 30%+ of calls

*Excellent customer feedback

*Single ITIL compliant Service Desk
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Frontline Support
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* ¢300 staff

o1st, 2nd & 31 Line Support (24/7)

*Principle of Professionalisation

Corfrien |

Change | Aoty |
Revase | Secunty |
Processes Technology
Back Office Front Office Customers
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Transforming Staff Capability, Confidence & Morale

Culture of empowerment, dynamism and “can do”
Move to specialisms

Highly skilled with a culture of continuous development and
accreditation

Emphasis on business and “soft” skills
Improved communications including listening

Improvement in relations with TUS
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* Refurbishment of Craigantlet Buildings to build a call
centre environment

* Procurement of Tier 3 Data Centres
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* Strong ITIL/ITSM Culture

P rO C e S S e S * Several ITIL® Managing Across the Lifecycle
(MALC) accredited staff

* [SO20000

*LANDesk Service Desk supporting all activity

*.Processes ~fechnology

Backw(")fﬁce Front Office Customers
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* Single Network, Single AD
» Rationalisation and virtualisation

* IPT huge success

» Unified Communications

Processes Technology

Back Office Front Office Customers
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Multiple

Devices

Supported

Best of Breed

Software

NICS
| Technical

Secure Private .
Cloud Architecture

“Private”
Network

2 Tier 3 Data
Centres
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Same again?
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1. Build to

Share Creating ICT shared services to support integration across the wider Public
' - Service to drive efficiency, standardisation, consolidation, reduction in
@ duplication and control cost.

2. Digital First | pygitication of key transactional services and the increased use of ICT to
g - deliver improved efficiency within Public Bodies and provide new digital

Public services to citizens, businesses and public servants.
Service ICT
S 3. Data as an In line with statutory obligations and Data Protection guidelines, facilitate
trategy Enabler increased data sharing and innovative use of data across all Public Bodies to
(2015) F?” enable the delivery of integrated services, improve decision making and
improve openness and transparency between Government and the public.
< Ensure that the ICT strategy is aligned, directed and monitored across Public
Governance

- Bodies to support the specific goals and objectives at a whole-of-
a government level and with an emphasis on shared commitment.

5. Increase
Capability  Ensure the necessary ICT skills and resources are available to meet the
ﬁ current and future ICT needs of the Public Service.
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Graphical Representation of the ICT Strategy

Challenges: Greater Ministerial and EU Expectation (eGovernment Action Plan 2016 — 2020 and Digital Single Market); sustainability of current
model

. Delivery Actions
ICT Strategy -Pillar

e Digital Programme Office Obstacles
Digital First e Digital Service Gateway
Communications Plan
PSC/MyGovID Uptake

e Culture

Risk Management/Legacy
Resourcing/ Funding
Security

NDI Development e Capability
Best Practice Mapping

Data as an Enabler

AN

e Proof of Concept — Housing?

Public Service

e  BTS Infrastructure Build (incl
Help Desk Support)
Data Centres

ICT Strategy Policy Implications

/

Build to Share Technical Roadmap e Data Sharing

Government Cloud e Funding/Charging Policy

Best Practi . -
est rac,t'ce, CHESTENE e Information / RM/Usage Policies
BTS Applications

Internal Portal
Information/ Records
Governance

Improve e ICT Advisory Board
Governance e CIO Forum

Increase Capability ICT HR Strate
° gy
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Datacenter evolution
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Thanks!
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