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EfficiencyEfficiency



DriversDrivers

New Public Sector ChallengesNew Public Sector Challenges
Breaking silosBreaking silos
Transformational GovernmentTransformational Government
Macro & Micro Economic BenefitsMacro & Micro Economic Benefits
Efficiency/budget pressure/cost Efficiency/budget pressure/cost 
cutting/value for moneycutting/value for money
Potential to redistribute resourcesPotential to redistribute resources
DownsizingDownsizing



DriversDrivers
Need to Need to standardisestandardise
Limited whole of Government reportingLimited whole of Government reporting
Back Office RecognitionBack Office Recognition
Changing customer needsChanging customer needs
Logistics of small jurisdictionsLogistics of small jurisdictions
New technologies and business New technologies and business 
processesprocesses
Innovate to do moreInnovate to do more
FloodFlood



Language & Shared Language & Shared 
UnderstandingUnderstanding

Strategic Conversations / Framework Strategic Conversations / Framework 
for Dialoguefor Dialogue
Confusing terminology  causes unConfusing terminology  causes un--
learninglearning
“Service” label is demeaning “Service” label is demeaning 
(servility)(servility)
ExpectationsExpectations-- tailored service not tailored service not 
least cost common solutionsleast cost common solutions



Language & Shared Language & Shared 
UnderstandingUnderstanding

Key wordsKey words--partnership, connectivity, partnership, connectivity, 
innovationinnovation
Degrees of InterrelationshipDegrees of Interrelationship--

Communication, Cooperation, Communication, Cooperation, 
Coordination,Coordination,
Collaboration, Convergence, Collaboration, Convergence, 
ConsolidationConsolidation



Key ElementsKey Elements
Leadership, people, systemsLeadership, people, systems
CommunicationCommunication
CommitmentCommitment
PersistencePersistence
Happy engaged employees, Happy engaged employees, 
customers, shareholderscustomers, shareholders
TrainingTraining
BenchmarksBenchmarks



Key ElementsKey Elements
Mandated complianceMandated compliance
StandardiseStandardise before elaborationbefore elaboration
Managing changeManaging change
Best practice in the public sectorBest practice in the public sector

Continuous review and improvementContinuous review and improvement
Meeting customer needsMeeting customer needs
Investing in peopleInvesting in people
Knowledge managementKnowledge management
Moving beyond the core functions of Finance, Moving beyond the core functions of Finance, 
HRM, and ITHRM, and IT

Align corporate with client valuesAlign corporate with client values
Citizen at the centreCitizen at the centre



LessonsLessons
Know exactly what you are sharing and Know exactly what you are sharing and 
whywhy
Communicate this clearly to allCommunicate this clearly to all
It will be accepted if everyone understands It will be accepted if everyone understands 
reasonsreasons
Practitioners like to know details before Practitioners like to know details before 
strategystrategy
Preferably not a mandated top down Preferably not a mandated top down 
approachapproach--

need participation to achieve buyneed participation to achieve buy--inin



LessonsLessons
Need more than checklistsNeed more than checklists
Undo and reform relationshipsUndo and reform relationships
More focus on clients and peopleMore focus on clients and people
NewNew--

contacts, methods, processes, ways of contacts, methods, processes, ways of 
relating, planning,relating, planning,
team building, leading cultural changeteam building, leading cultural change

Implications Implications –– Canadian experienceCanadian experience



Political positioningPolitical positioning
Mandated complianceMandated compliance
Open and honest communicationOpen and honest communication
Shared VisionShared Vision
Back office recognition, career Back office recognition, career 
opportunitiesopportunities
Sense of discoverySense of discovery——a dynamic morphing a dynamic morphing 
journeyjourney
Communication, collaboration, connectivityCommunication, collaboration, connectivity

Success FactorsSuccess Factors



Making SS a business in its own right : not Making SS a business in its own right : not 
a onea one--off changeoff change
Skills of service delivery, partnerships, & Skills of service delivery, partnerships, & 
changing mind sets and cultureschanging mind sets and cultures
Build Phase is critical to change Build Phase is critical to change realisationrealisation
Point of difference is client servicePoint of difference is client service
UK Home OfficeUK Home Office

Sustainable, integrated, agile, Sustainable, integrated, agile, 
transformational, brandedtransformational, branded

Success FactorsSuccess Factors



AchieveAchieve
Citizen focusCitizen focus
Using assets more efficientlyUsing assets more efficiently
Raise bar on quality of professional Raise bar on quality of professional 
managementmanagement

CallanCallan guidelinesguidelines
Build a continuous improvement planBuild a continuous improvement plan

Success FactorsSuccess Factors



ChallengesChallenges
UK UK –– 37 obstacles37 obstacles
Range of corporate policies in governmentRange of corporate policies in government
Cultural and value differencesCultural and value differences
Cultural change Cultural change destabilisingdestabilising incl. for clientsincl. for clients
More client focusMore client focus
Nature of governmentNature of government

Lack of skillsLack of skills
Lack of commitment from leadersLack of commitment from leaders
Failure to embrace changeFailure to embrace change
Fear of changeFear of change
Lack of consensus among agenciesLack of consensus among agencies



ChallengesChallenges
CynicismCynicism
OwnershipOwnership
GovernanceGovernance
Service agreementsService agreements
AccountabilityAccountability
Industrial RelationsIndustrial Relations
Geographical dispersionGeographical dispersion



TensionsTensions
Achieving common languageAchieving common language
Aligning cultures, values, goalsAligning cultures, values, goals
Economy versus autonomyEconomy versus autonomy
Top down vs Bottom upTop down vs Bottom up
StandardisedStandardised vs vs CustomisedCustomised
Tailored vs Least Cost SolutionsTailored vs Least Cost Solutions
Long vs Short termLong vs Short term
Evolution vs RevolutionEvolution vs Revolution
Sequential vs IterativeSequential vs Iterative



TensionsTensions

Planning vs Soft systemsPlanning vs Soft systems
Certainty vs Chaos/ MessCertainty vs Chaos/ Mess
Client vs Organisation focusClient vs Organisation focus
Mandated change vs CustomerMandated change vs Customer--centriccentric
Fast vs staged and incremental Fast vs staged and incremental 
Value acceleration versus value leakageValue acceleration versus value leakage



The FutureThe Future
Inevitability of shared servicesInevitability of shared services

Mass Mass customisationcustomisation
IndustrialisationIndustrialisation of processesof processes
Consumer demands and channelsConsumer demands and channels
CoCo--opetitionopetition
GlobalisationGlobalisation

Up the value chainUp the value chain
Outsourcing & Outsourcing & OffshoringOffshoring “Leaders never “Leaders never 
outsource vision & values”outsource vision & values”
Going VirtualGoing Virtual
Technology investmentTechnology investment



The FutureThe Future
Employee selfEmployee self--serviceservice
Keep changing leadership teamKeep changing leadership team
Cost recovery modelCost recovery model
Accept messy/uncertain/ chaosAccept messy/uncertain/ chaos
Learn from shared services gone badLearn from shared services gone bad
Continual DynamismContinual Dynamism
Holy GrailHoly Grail——from resource wise to truly customer from resource wise to truly customer 
centriccentric
Opportunity for private sector to replace public Opportunity for private sector to replace public 
sectorsector



Diagrams Donuts, Fan, Dashboard, Lifecycle, Quadrants, Diagrams Donuts, Fan, Dashboard, Lifecycle, Quadrants, 
FootballsFootballs
JourneyJourney

topography, hills, potholes, valleys, catching rockstopography, hills, potholes, valleys, catching rocks
Sea of changeSea of change

ships in the night, rocking the boat, taking the wind out ships in the night, rocking the boat, taking the wind out 
of the sails, (pirates?)of the sails, (pirates?)

Swamp and quicksand, cane toads, alligators, tribal Swamp and quicksand, cane toads, alligators, tribal 
modelsmodels
Organisations as dinosaurs or ecosystemsOrganisations as dinosaurs or ecosystems
“For some, change is as welcome as the dinosaurs’ view “For some, change is as welcome as the dinosaurs’ view 
of meteors”of meteors”
Carrying wood and fetching waterCarrying wood and fetching water

MetaphorsMetaphors



MetaphorsMetaphors

Flat blackFlat black
Push/Pull modelsPush/Pull models
Tight CouplingTight Coupling
Quick Full MontyQuick Full Monty
Policy in motionPolicy in motion
Seamless wholeSeamless whole
Whole or hole of governmentWhole or hole of government
Become a global Become a global orchestratororchestrator not a virtuoso soloistnot a virtuoso soloist
NearshoringNearshoring



Dynamic Exciting Sense of Discovery: Dynamic Exciting Sense of Discovery: 
You are going to make a differenceYou are going to make a difference

Shared service is not an inhibitor: It is Shared service is not an inhibitor: It is 
an enableran enabler

Back of Office : Front of MindBack of Office : Front of Mind


