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Our Key Learning Points

= Build a partnership early with industry to access their expertise,
processes and tools

m Develop your Change Management capability based on industry
“Best Practices”

= Use industry expertise to help you build your internal capacity and
create new opportunities for staff with on-the-job coaching
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Agenda

m |dentifying the Need: The Case for Change
e Coming to terms with reality

e Creating a vision for the future
e Building a roadmap to get there

m  Building Capability: Creating a Change Management Practice
e Building the Team
e Building a Methodology
e Training the team

m Lessons Learned

e Where we are going
e What we experienced
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Building the Case for Change - Reality...

m Government of Canada launched Service Canada to provide citizens
with convenient one stop access to the government services and
benefits

= The Associate Deputy Minister of Service Canada’s Innovation and
Information Technology Branch (lITB) recognized that this
transformation would require the services of a world class information
technology organization

= ADM requested assistance from Canada Post and Innovapost to help
“Jump start” a program to transform IITB’s capabilities
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Building the Case for Change - Reality...

m Conducted a 16 week Current Situation Assessment to collect facts &
determine the future direction of IITB related to:

e Business - IT Alignment
e Organization, Culture and Innovation
e Core IT Capabilities & Competencies

m Assessment resulted in ten core recommendations set as the priorities
for the first phase of transformation execution. These initiatives
included developing a Change Management practice and enhancing our
communications capability
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Current Assessment - Themes

m Engagement

e 61% of all ITB employees participated in the survey (Director and
below)

e 85% of IITBs Leadership team participated in the survey (DG and
above)

m  Organizational Design
e No single point of contact for customers/clients
e Services/functions are fragmented across directorates



B+l 0 & Innovapost:=.
Current Assessment - Themes

= Human Performance Management
e Little emphasis on human performance management at IITB
e Inconsistent practices - many areas left to the managers/directors
discretion
e There is no clear career path or training & development plan for
most employees

= Change Management
e Change iIs managed within silos and in a reactive, ad hoc manner

e No official “owner” of communications or an established network
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Change Management Capabilities

Subject ..Deployed
Matter >  ..Deployed CM Practitioner Teams...  — Agents
of Change...

Experts... \ (_/
&‘ ..provide the tools and coaching to the... who build solutions to be implemented with...

4 I
/ \ ( N . ( / \
CM Practitioners - Transformation
o )
4 I
Core Change - Change Agent
Management CM Practitioners - |ITB Network
o )
4 ) ...taking into account the
o i feedback of Employees
\ J CM Practitioners - Clients
\\ ) \
= Defines Methodology = Develops all project based communications and training = Delivers information specific to
-« Defines Process materials a given transformational initiative
) = Distributes project based communiqués to IITB to People Managers
" Defines Tools employees (email, web-conferencing, intranet, etc.) = Support, coach and /7 or train
" Provides Training & = Develops content for Change Agents to use with People People Managers
Coaching Managers
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lITB Change Management Methodology

CM Pipeline Process
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Execute the
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Acceptance
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v
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Legend | T =Tool D = Deliverable

Update the CM Methodology, Process and Tools
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Change Management Practitioner Training
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S o CM Concepts & Tools Concept & Tool Review
£ 8
TP EA — - —
5 %
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S o Goal: Background on CM Goals:
5 o concepts & tools =Review case study &
Length: 4.5 Days in reinforce concepts & tools
classroom = Effective consulting
Real Life = CMP Certification
Case Study = First projects assigned

e Length: 4 days in classroom .
- GE) % Ongoing CM
© g 0° — Support
s S ” i
E5
o= B8 Goals: Goal: Support CMPs on first
S o 9 . ) .
e > 2 =Prepare CM deliverables for Lprojtic_t; inain h
<SS o case study ength: Ongoing in home

c O : location

&) =Learn to work virtually

Length: 3 weeks in home Support: Core CM Coaches

location
Support: Core CM Coaches

Total Length: 5 weeks Training
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Change Agent Network

ﬁ Change Champion

%@iﬁiﬁ Team Members

Change Management
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Change Agent Network (CAN) Training

Pre-Workshop Preparation Workshop - Intro to 1ITBs CAN
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L At Home Prerequisite Training 4,_ |_ 3 Days in Class _,
Monitor Readiness Conference Calls Sustain

Project Readiness Hot-Line
Update / New Monitoring
Trg -
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Team Support

Readiness Monitoring Tool
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L Plan and prepare for next conference call —
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lITB Change Management Timeline
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Future Direction...

= Align the Change Management Practice with Portfolios to gain strong
business knowledge and better insight into future change initiatives

= Build a Horizontal Change Management perspective at the Branch and
Departmental level

m Bundle projects into related services - end to end processes

m  Continue to support IITBs Transformation and support Service
Canada/HRSDC initiatives

m  Continue our partnership with industry to seek Change Management
expertise, coaching and additional capacity

m Formalize the work descriptions and classifications for Change
Management roles
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What We’ve Learned...

= Senior Executive understanding and belief in Change Management
Is crucial

= Continually sell change management and the “What’s in it for Me”’

® Managing change is not easy - manage it proactively and
horizontally

= Apply Change Management capabilities on a key organization
Initiative as quickly as possible in order to win over skeptics

m Change Management resources are scarce - assign them to priority
Initiatives
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What We’ve Learned...

= Intensive, goal based training combined with constant on-the-job
coaching through project deliverables works

= Challenges will be many and will change over time

m Early stages = building demand & awareness while building
capability

m Later stages = prioritizing competing demands with resource
capacity

= Jump Iin at the deep end: take risks and learn as you go
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Contacts

Sylvie Bussiere, Director General - Innovation and Information Technology
Branch, Service Canada

sylvie.bussiere@servicecanada.gc.ca
Office - 819.953.4470
Cell - 613.868.2448

Nicolette Frosst, Director - Change & Human Performance, Innovapost
nicolette.frosst@innovapost.com
Office - 613.270.6315
Cell - 613.203.1534
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