\\” ,-'.. R
— ” el L 7
=2 T s>

s asill

SOy

Fundamentals Maps
and

Results Software™

Results

» Masslngenuitye

Mass Ingenuity Inc. | 920 SW 6t Ave. | Suite 1200 | Portland, OR97204 | massingenuity.com



Fundamentals Map and Results Software

Overview

State government agencies are enormously complex, frequently spanning thousands of
employees, large budgets, and a multitude of important initiatives. In order to capture this
complexity in a simplified format that can be easily understood, Mass Ingenuity developed
the Fundamentals Map. As a single-page management and communication tool for how
an organization operates, a Fundamentals Map makes the complex more manageable for
an agency’s leaders and employees. At its core, the Fundamentals Map translates the
agency’s strategy and processes into a daily execution plan. The illustration below is an
example of a Fundamentals Map.

MISSION VISION ikl

Department of Retirement Systems

~oomes Fundamentals R D%
Map " Dopartmantol

Retirement Systems
Engaged Vigilant Best
KEY GOALS Team Resource. Practice ';:'::“b&": CHE':“"
Members Steward Leader SIOMmers

OUTCOME Customer. Team Employer Stakeholder Operational Retirement Benefits Ideas Charitable. Performance to
MEASURES Satisfaction Satisfaction Satisfaction Satisfaction Health Readiness Paid Implemented Participation Budget
o1 02 03 04 08 o7 09 010
MEASURE OWNER Jennifer Dahi Lee Strehiow Mike Ricchio Dave Neisen Marcie Frost David Brine Mike Ricchio ‘Shawn Merchant Dave Neisen Mark Feldhausen  Mark Feidhausen
OPERATING PROCESSES 'SUPPORTING PROCESSES
Leading Purchasing Listening Managing Supporting
CORE Implementing Member & Innovation & Acquisition &lnforming Risks Community
PROCESSES Policies Employer Info
oP1 oP2 sPa PS5 sP6 spP7 sp8
PROCESSOWNER  Dave Nelsen Chris Lamb. Mike Ricchio David Brine Jennifer Dahl Marcie Frost Lee Strehlow Chris Lamb Shawn Merchant  Mike Ricchio David Brine George Pickett Dave Nelsen

1. Partnering with 1. Receiving T

1. Monitoring 1. Enroling &
m employers payment

1. Managing 1. Managing DRS 1. Identifying risk 1. Creating
policy. aintaining putation’
ind

sessing
business needs  contracts ey 2 Evaluating & community

mmmmmmm anployer; 2. Educating new B 2. Researching& 2. Managing bra assessing risk support teams.
2. Analyzing e A} members 2. Verifying monitoring purchase of 2. Building 3. Addressing & 2. Evaluating &
extemal policy 2. Educating e eligibity i ds and relationships tosting ek selecting
oos S online account 3. Processing el Services 3. Enabling A & chariabe
3. Informing policy 3. Collecting & 4. Promoting payment 3. Ensuring 4. Determining 3. Managing feedback & K R tunites,
I makers updating D] request securi Rl inventory waan‘:ﬂwnn treatment plans 3 mm;;nm

4. Determining planning tools 4. Calculating 4. Providing nencs
PROCESSES FoRr information 5 MarketingDCP _ Payment busiiest > Maregiong 4. Staying current > AdSting as opportunities
needs. 4. Managing 5. lssuing systems. projex on pension
5. Developi documents. 6. P"Wlﬂnﬂ -1 payment analysis 6. Te‘sﬂng ies
POy e 61 Audiing| AT CTEIE 5. Conducting b 5. Developing
nule employer - g eporis 7 Providing operations 7. Releasing to communication
. processes. — presentations & production strategies
6. Implementing T R o [l 6. Developing 9!
licy andr’ 6. Auditing et el solutions
ul " argeting informational
information pavens reminders to ntent
7. Sharing 4 m":"m o 7. Delivering
ing wi information
o 100 education 2. Managing
communication
channels
ciities
10 Fostering saety.
& wellness,
a Participateat . Seff service a. Member Capabilty a. Online b Process a Training hours & Request a Projectson  a Contractcosts . Onlinereach  a. Risk a DRS events
policy mestings  transaction time _ receivables Breakthrough reiement  measure health 1, Sorery s backlog budget B ot Sl ‘management sponsored
savings applications ¥ . reviews
b. Rule b, Credit (Under c. Strategy Wellness b. Systems b. Project purchases materials b. State CFD
development b, Employer redistiibutions  Development) b Benefit execution e TR infervention effectiveness ¢ vendor review b. Risk status partiipation
PROCESS  © Timely fiscal Comechons &. Employer colcusiion o Presenttowin  © Estimated <. Adoption rate payments &. On Time risk
notes <. hold for receivables o s ‘completion tre t plar
MEASURES e P o Time tofil d Projectson d. Contract
9. Employer paper oS L d. Hours to time deliverables 9. Timely COOP
e ¢ Bt 1. Empk LI e Timetomarket e, Timely €D
' Late employer  , Reconcilitions R Estinetof] el procurement h. Efficient
e 1. Goods and CLECED
1. Recalc Sty M
turnaround lass
g Fullinventory
Copyright 2016

In order to build an agency’s Fundamentals Map, a Mass Ingenuity expert facilitates a
series of sessions with representatives of the agency. Once the agency’s mission, vision,
and values are established, the team identifies its key goals that need to be achieved in
order to deliver on its mission. Underlying each key goal is one or more objectives, and the
Mass Ingenuity consultant draws these out from the agency team while establishing
outcome measures (KPIs or OKRs) that determine success. Supporting each objective is
a multitude of processes and strategic initiatives that also need to be measured so that
they can be effectively managed. Once the agency team has agreed upon owners for
every process, strategic initiative, and measure, the Fundamentals Map is complete and is
a visual representation of the agency’s entire business — effectively making the complexity
of the agency much easier to understand. The Fundamentals Map is the core tool within
Mass Ingenuity’s Enterprise Performance Management (EPM) solution for Government,
and it's an important starting point for any agency’s EPM journey.
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Fundamentals Map and Results Software
Defining Enterprise Performance Management

EPM integrates people, process, and technology to drive improved performance. Mass

Ingenuity’s proprietary solutions explicitly address each aspect of this critical equation:

* People: The Results Management System includes change management, group
facilitation, leadership development, coaching, and engagement of diverse points of
view. Mass Ingenuity’s experts help our clients to tap into the power of their people as
the primary agents of improved performance.

* Process: By starting at the executive level and cascading to frontline employees, the
Fundamentals Map represents a roadmap for establishing key goals and objectives
and identifying opportunities to improve processes that drive performance. With a
focus on both process and outcome measures, Mass Ingenuity customers develop a
culture of continuous improvement.

* Technology: Mass Ingenuity’s SaaS-based Results Software is the ideal complement
to our Management System. The solution is purpose-built to capture the complexity of
government agencies so that all relevant data can be widely accessed to improve
visibility, accountability, and decision-making.

In the sections below, we will illustrate how the Fundamentals Map and Results Software
enable an agency’s leaders and employees to develop and sustain a data-informed, high-
performing enterprise.

The Fundamentals Map: Defining Operational Excellence

Operational excellence depends on two core processes which, together, account for at
least 80% of organizational resources and daily operations:

1. Operating core processes (often client- and taxpayer-facing)

2. Supporting core processes (internal-facing IT, HR, finance, accounting, procurement)

The Fundamentals Map’s Performance Measures establish a shared understanding of:
e Daily routine work an organization needs to accomplish to be successful

¢ Which leaders and teams own what work

e How to measure and manage success for internal and external customers

By applying the Fundamentals Map and Performance Measures, organizations are
able to:

¢ Increase productivity and reduce waste

e Improve transparency and employee engagement

e Drive accountability and collaboration across teams

e Improve customer service and citizen outcomes
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Fundamentals Map and Results Software

Process-Oriented View Connects Strategy to Execution

Organizational charts have historically been used to describe an agency'’s structure;
however, these charts typically illustrate siloed and hierarchical functional groups without
explaining the organization from an operational or process perspective. A process-
oriented view shows the true inter-dependencies across an agency and is essential to
achieving customer results, building a mission-driven organization, and engaging today’s
workforce.

A Fundamentals Map moves teams beyond the standard flat organizational chart
view into a process-oriented view of value streams and performance measures

Fundamentals Maps provide the framework for connecting strategy to execution. To date,
over 85 agencies across the country have used this tool to ensure their strategic
initiatives are successfully integrated with their daily operations. The illustration below
outlines the transformational improvements from applying Fundamentals Maps.
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Results Software

Mass Ingenuity developed Results Software so that the power of the Fundamentals
Map — and the clarity and alignment that it provides — would be available to all
employees with real-time data about the status of every goal, objective, strategy, and
process. With visual analytics, intuitive reports, and the ability to tie strategy to daily
operations, Results Software is the platform that helps teams understand progress,
identify problems, and achieve desired outcomes.
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Fundamentals Map and Results Software

Client Results and Stories

The graphic below summarizes the quantitative results achieved across our customer
base, and the following stories illustrate the impact Fundamentals Maps and Results
Software have on daily operations and agency outcomes.

TYPICAL CUSTOMER RESULTS

The Results Management System and Software delivers tangible paybacks.
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“The Fundamentals Map and Results Management System was a perfect fit for what TSD
needed. After years of disconnection and disengagement, employees were emphatically
asking for a new culture where transparency, openness, and the ability for them to directly
impact the direction of their organization were ingrained in the DNA of their division. The
Results Management System provided the vehicle to change the culture and the
employees stepped up. The transformation was dramatic. As a leader, seeing the impact
this has had on the division and its employees is nothing short of magical.”

Technology Solutions Division, Director (Human Services)

“Prior to the establishment of our legislation dashboards and other internal projects in
Results Software, we lacked the visibility across different areas and the related
interdependencies. The work was very much siloed and information that was critical in
reaching leadership was slow and dated. Leadership can now see where potential
bottlenecks were going to happen and potential impact on critical due dates so they could
make adjustments.”

State Agency Governance Project Manager

About Mass Ingenuity

Mass Ingenuity is a full-service enterprise performance management firm. For over
14 years, we have successfully integrated people, process, and technology for over
85 government agencies including transportation, corrections, health care, human
services, motor vehicles, revenue, natural resources, and various regulatory
agencies. Mass Ingenuity’s core purpose is to enable every domain, department,
and division of an organization to reach their full potential. For more information, visit
us at www.massingenuity.com or email info@massingenuity.com.
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