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Leading Workplace Strategy

The BC Public Service Agency addressed the
demand for workplace change in Being the

Best, the Corporate Human Resources Plan.
The culture of an organization encompasses

the attitudes, beliefs and practices that define {“WO]"k ]:S’ W]]ﬁl‘ YOU

the employment experience. It has a profound

impact on employee engagement, which in dO HOZ‘ Wbefe )/'OU

turn shapes an employer’s competitiveness

and performance. 2
work...”}

This statement comes directly from Being the
Best, the Corporate HR Plan for the BC Public

Service. Being the Best has been the driving Source: Being the Best
force behind our efforts to become recognized
as one of the top employers in Canada.

As leaders in corporate cultural change, it is important to “walk the walk” and lead by example.

As outlined in this submission, The BC Public Service Agency has provided a guiding strategy to
address the financial and cultural drivers for workplace change. A practice approach which
should foster a shared understanding among sectors and ministries enhancing employee
flexibility and mobility as outlined in Being the Best and Citizens’@ the Centre

The Agency’s leading workplace strategy was crafted in Being the Best, and provides the
foundation of this submission. In addition, the completed template will outline specific tactics
to optimize existing space over the next few years.
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BC Public Service Agency, Technology and Transformation Plan FY 2012 - 2013
Workspaces and Tools - A Vision for the Future

The importance of a new culture has always been at the heart of Being the Best and the fifth
edition of this plan reinforces the need to emphasize the dynamics that drive culture change in
farge organizations, including technological change, demographics, evolving business needs and
shifting employee expectations. This shifting culture requires that we think about work and
workplaces in a different way. We believe that work is a thing you do, not a place that you go.

Embracing this new mental model and this culture will require that we begin to think about
space and work tools differently. We can no longer place value on bricks, mortar and square
footage as much as we value flexibility, personalization and collaboration. The BC Public
Service of the future must shift from focusing on processes to one focused on outcomes, from
highly siloed to more open, from an approach in which information is locked down to one in
which it is shared, from seeking homogeneity to embracing diversity, from prescribed work
hours and tools to flexibility and personalization, from entitlement to participation, and from
command and control to an organization that is known to communicate and collaborate.

It is within this context that the BC Public Service Agency seeks to define its own vision for the
future of our work. Having said this, we understand that all government space is a corporate
resource and subject to decision making processes that are not within our control. That said,
we will position ourselves a corporate player and ensure that we are seen to be willing to take
advantage of the opportunities that this environment provides.

Our Vision

¢ We envision a workplace that creates a dynamic alignment between the work patterns
of staff across the Agency with a work environment that enables peak performance.

» Given the type of work that we do and the work patterns of our staff, we believe that
we are well positioned to work towards a medium density workplace where 50% of our
staff are defined as fixed workers and 50% are defined as mobile workers.

s We strive to been seen as a leader in workplace transformation while bringing out the
best in our employees by empowering them to created the kind of workplace that
facilitates a New Way of Working.
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Key Principles to Drive the Change

1. First and foremost, we are in the customer service business and we must adapt work
styles and tools that help facilitate an outstanding customer experience.

2. Within defined parameters, staff will be empowered to create their own work
environment.

3. Inthe first year of implementation, we will strive tc accommodate employee choice
subject to operational requirements and individual employee performance.

4. Supports will be provided to supervisors at all levels to help them adapt to new working
styles and to ensure they are equipped to support staff in adopting new working
models.

5. Managers and supervisors will be responsible to support employee in successfully
transitioning to new working arrangements.

6. Managers and supervisors will be accountable for effectively and transparently
communicating decisions around workspaces and work arrangements to employees.
Where an employee challenges a decision, the manager and supervisor will be asked to
bring that challenge to their ADM or Executive Director who will provide assistance in
resolving the issue and/or explaining the rationale to the employee.

7. A consistent approach to the management of space and workplaces will be adopted
across the BC Public Service Agency. Different standards will not apply in different
business units.

8. Flexibility on where staff work and how they work will be defined based on their role
and on their performance. Each role in the Agency wiil be assigned a role designation as
follows:

o A fixed office worker: defined as an individual who must spend 100% of their
time in the office

o Aopen office worker: definite as an individual who spends a considerable
amount of time in the office but may be required to travel on a regular basis;

s A mobile office worker: defined as an individual who is required to perform their
work in various work locations such as customer sites, other government offices,
vendor offices, in transit or in hotel rooms.

¢ ATele-worker: Someone who is given permtssron to work from home either on a
part of full time basis.

9. Space and technology supports will be assigned and budgeted for each type of role.

10. Without question, health and safety requirements must be met in any work
arrangement.
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11. Mobile office workers and Tele-workers may have access to hoteling type spaces with
the fixed office locations but will not be assigned spaces with any of our office iocations.

12. As staff provides input, we will incorporate this input into a single plan that will ensure
that we evoive to our vision over time. Constraints, challenges and timelines for
making decisions will be clearly communicated to staff as this plan is built.

13. We will put in place a process to monitor and evaluate the plan and the changes that we
make.

14. We acknowledge that Physical Environment and Tools is defined as a driver of employee
engagement and, although overall we score relatively highly on this driver across the
Agency, it remains a key concern for employees and an area of our business that we
need to manage carefully in order to support our overall success.

Our Approach

1. Setthe Stage:
e Acknowledge the urgency to move forward to support our Transformation
e Share the Vision and Create a sense of Ownership Among our Staff
e Establish a Guiding Council to Oversee the Development of the Plan
2. Develop the Strategy:
e Establish this as a project and assign responsibilities
e Develop a Project Plan
* Set Measureable Goals
e Engage Staff in the Development of a Communication and Change Management
Strategy
3. Make It Happen
¢  Communicate for Understanding and Buy-in
e Empower others to Act
e Take advantage of Short Term Opportunities to move us closer to our new way
of working {i.e.: establish short term wins)
4, Make It Stick:
¢ (elebrate successes
* Recognize new behaviours and work styles
* Monitor and report on our progress against the goals
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APPENDIX ONE
Leading Workplace Strategies Template

The BC Public Service Agency has initiated a 5-year Leading Workplace Strategy project to meet the
goal of 50% medium waorkspace density {50% fixed workers and 50% mobile workers).

In support of the goal, the Agency has self-selected a participant in the corporate pilot, in partnership
with Shared Services BC. The Agency’s two primary holdings in Victoria will be physically modified to
meet the neeads of the non-territorial workspace and new working styles.

Specific activities during the next two fiscal years include:

s reconfiguring office space into multiple quiet spaces,

¢ reconfiguring existing workspaces into collaborative space, as opportunities arise (for example,
as staff move into new organizational structures to support the new service model}

s adjusting workspace into hoteling areas for those workgroups with a higher percentage of
internally mobile workers, and

o procurement of new furniture to support free address spaces, such as booths and collaborative

tabling.

As existing leases expiry, the Agency will be engaging in community planning activities with Shared
Services BC to expand the scope of these physical modifications to include 13 regional locations which
will enable our workforce to become more mobile and flexible across the province.

During this change, the Agency will be developing an education and communication strategy to support
the new way of working. Several Agency staff already engage in flexible work styles, and telework, Of
these staff, key persons will be identified to act as change agents for our cuitural shift and address the
obstacles and opportunities moving forward.
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The BC Public Service Agency considers itself as a [eader in this strategy. The BC Public Service
Agency has initiated a 5-year Leading Workplace Strategy project to meet the goal of 50%
medium workspace density. By March 31, 2012 75% of Agency staff will be moved to a new,
more mobile work style classification.

To enabling our enhanced mobility, the Agency’s key strategy has been working with Shard
Service BC to identify and remedy key technology gaps. These gaps traditionally hinder the
productivity and collaboration among mobile workers.

Through the pilot project the following technology services will be procured, or reviewed on a
per employee bhasis, to determine fit for the employees work style:

¢ Enable mobile computing, procure additional laptops and tablets;

» Improve access to remote services; VPN, DTS and Remote Desktop Connections;

» Investigate the use of virtual terminal sessions, or enhancing DTS environments for line
of business applications;

s Build awareness of existing training and support for collaborative tools, Communicator
and Live Meeting;

e Support at-home telework with headsets, conference calling accounts and Blackberries,
as appropriate,

Another goal of this review is to ensure improved awareness and access to Office of the Chief
Information Officer policies and procedures for working away from the office, including the
home technology assessment.

| While technology is a key enabler of the mobile workforce, human resource management is
also a pillar of success. To support this end, Agency staff will become early adopters of the
Corporate Leading Workplace recommendations on performance management and
communication management for mobile workers, as implementation of this strategy unfolds.
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The BC Public Service Agency was mandated to transform HR processes and systems both
within the agency and across ministries to deliver a fully integrated HR system. By the
streamlining of processes and developing an integrated HR System this provides us the
opportunity to implement LWS throughout our organization to achieve our goal of a 50%
mobile workforce, at the same time as supporting the changes of how we deliver our services.
We now have greater opportunities to encourage different ways of working thus engaging
employees and reducing costs.

HR Services Centre

In September 2011, the BC Public Service Agency introduced a new service delivery model with
the HR Services Centre being the single point of contact for our customers. Utilizing LWS, we
will be changing the way this Service Centre’s space supports the new service delivery model
by March 31, 2012.

Learning Centre

This LWS will be completed by December 2011. As part of the overall HR Transformation
project, the Agency re-engineered the way the corporate iearning was being delivered across
the Public Sector. The Corporate Learning Needs Assessment conducted by Learning Services
in 2009 identified that the use of technology to deliver learning was critical to increasing the
number of employees able to access programs no matter where they are in the province, to
create economies in the provision of learning, and provid3 learning options that appea! to and
are effective for multi-generational employees.
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The BC Public Service Agency’s current composition of employees is 85% fixed workers and
15% mobile workers. As the Workplace Strategy continues to he implemented across the
province, the Agency is continuing to work toward our goal of 50% mobility at the end of 5
years.

The Agency is applying LWS concepts to 75% of its workforce by March 31, 2012. The
remaining 25% of staff will apply LWS concepts as opportunities arise through lease expiries,
SSBC community planning activities and others, provide opportunities.

in support of this goal, a change management strategy has been initiated to help educate staff
and actively engage supervisors and employees to identify their work styles and work space
needs. All staff are required to complete the Agency’s LWS template and discuss with their
supervisor, and business area.
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Open Data Plan

There has been an increase in interest in data management within the BC Public Service Agency and
what it will look like in the future. This increased attention on data management is primarily a result of
3 initiatives:

1. Open Data - the BC Public Service Agency is the custodian of the HR data for the BC Public
Service and as result needs to continue to be the leader in identifying and promoting the
publishing of open HR data.

2. Service Sector Data — as the BC Public Service tontinues to implement Technology and
Transformation deliverables the need for data sharing within the BC Public Service will increase.
Data sharing has already started within the Service Sector and means that a focus on data
governance and single source of truth for HR tombstone data will be a priority.

3. MyHR — with the successful roll out of MyHR the focus will be on the management of the data to
support the development of operational scorecards that will report out on operational metrics
and drive performance.

The BC Public Service Agency is the custodian of payroll and human resources data for Public Service
employees. The Agency identified three data sources which could provide citizen-facing data in the
future; BC Public Service Agency Annual Report, Work Environment Survey, and operational reporting
for ministries.

The scope of data sets at the Agency include employee engagement, payroll, staffing, training, short
term illness and injury, and learning — ail of which are currently available to ministries. For example, the
number of new hires, salaries, or the number of grievances is published to each Ministry — as outlined in
the completed Open Data Template.

These data sets could be provided {o citizens, researchers and businesses to stimulate innovative
discussion about one of British Columbia’s largest employers, and appreciation of the Public Service
Workforce and their working environment. However, even with the appropriate publishing caveats
and privacy concerns addressed, one key issue has surfaced.

The issue of sharing corporate-level data with citizens has been raised as a potential concern.  The
Public Service Agency and other central agencies are custodians for Ministry data. The decision to
share data which allows for inter-ministry comparisons would require additional reflection. For
example, witl Ministry X want citizens to compare their Ministry’s employee performance data from the
Workforce Engagement Survey, or Short Term lliness and Injury Plan rates with Ministry Y?
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An outcome of the year’s Technology and Transformation plan should be further consultation and policy
development to determine the appropriate standards for publishing ministry comparable data. The BC
Public Service Agency will remain active in future dialogue regarding the corporate direction from the
Deputy Ministers Council on Technology and Transformation and the Office of Chief Information Officer
on this issue.
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OPEN DATA

Qverview
This document shows a sample of the Ministry of Advanced Education's data inventory for the Open Data Initiative and the Transformation and

Technology Pianning process.

Structure and Themes
Data are categorized into key themes (highlighted in red on the data sheet) and projects {in blue)

Definitions of fields
N

~JAn identifier for internat use,
Please provide a sne-word subject; e.g.: education, budget, taxes, water efc

Free taxt indicating name of data. E.g., "BC Schools - Science 10 Exam Results Current. Please use
descriptive titles withaut being overly informative. The title should easily identify the data.

Provide mare detail about the data. Using the example above, "Number and percentage of exam
“hwriters achieving C- or better on reguired examinations” describes the data in more detail,

“iPlease indicate the primary purpose of the data; research, aperations, legislated etc.

Pleasa indicate how frequently the data is updated; daily, weekly, manthly...

‘Iplease indicate source of the data. Is it provided from an external source such as municipalities or is it
:|generated by gavernment?

- IPlease indicate if the data file to be provided to DataBC is raw, flat files, geospatial or other file type,
IPlease indicate if the data is used o generate reports.
s the data supparted by a data dictionary that definas the contents of the data file?

Hs there a pian in place to manage the data over time (including collection, storage, use and disposal)?
“{1s this data currently available to the public without charge?
“1s this data currently available to the public?

4 Tha key iegislation relevant to open data is the Freadom of Information and Protection of Privacy Act

' (FOWPPA). If this or any other law restricts the release of data, the Data and Information Stewardship
“ICommittee will identify the sections of the act{s) that restrict publication. The committee may seek
:|legal guidance to assist in this task.

‘1A contract is a legaily binding agreement between two parties o provide goods or services. A contract
“Imay only be used as a means for restricting the release of data if it cannot be reasonably modified to
{allow for the publication of data.

{For the purpose of the open data initiative, a policy is a set of guidelines established at the government
Hlevel that governs the release of government records, The primary paolicy is the Open Information and

- Open Data Policy. Other policies that apply to government records include the Core Policy Manual. if a
~|pelicy restricts the release of data, the Data and information Stewardship Commitiee will identify the
:|secticns of the policy that restrict publication.

This field assesses how fully the data covers the poputation as defined in the data definition. A lower
-Irating can be due to the absence of institutions or a specific subset of the population.

High — Data are complete

Medium - Data are not complete due to a policy reason {e.g. not ali public institutions provide
data due to historical changes in the canfiguration of the sectors).

Low — Data are not complete due to 3 weakness ar inconsistency in data definition, coliection,
coding or reporting (e.g. not ali students are included in the dataset due to inconsistent data
definition across the sysiem}
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-:{This field assesses that the dataset correctly follows the established definition and reasonable steps
" "thave been taken to confirm that the results of the dataset are accurate.
High — The data collected correctly follow the definitions for each field and reasonable steps

have been taken to confirm that the data are accurate.

- [Cuatiey

Medium - The data have been assessed for accuracy and deficiencies have bean identified (e.g,
data are categorized differently at the post-secandary institutions). A plan is in place to address the
deficiencies. Data are currently being used Internally within the ministry ar with stakeholders.

Low — The data have been assessed for accuracy and major deficiencies have been identified.
These deficiencies prevent the ministry from using these data at this time. A plan will be developed
by March 31, 2012 to address these deficiencies or to discontinue the collection of these data.

Under review — The quality of the dataset is not yet assessed. An assessment will be complete
on or before March 31, 2012.

Privacy preserved
S : This field assesses if the direct and indirect privacy of individuals has been considered and preserved.

Yes — The data are presented in a way to ensure individuals cannot be directly or indirectly
identified, as described in the Open Information and Open Data Policy.

No — The data are presented in a way that individuals cannot be directly identified, but could
be indirectly identified. A plan will be developed to determine if the data can be presented ina
different way o preserve privacy.

Not applicable — The data collected do net include personal information and a privacy check is

not required as per the Open Information and Open Data Policy.
" :1This field confirms the dataset meets the criteria established in government’s Open Information and
““{Open Data Palicy.

|Security check

Priority

| Please indicate your sector's priority to make these data public.
|Earliest Date for.Op '

 iThe earliest date possibie for pubtishing the dataset in open formats,

Timing for Regular. Proactive .
Rolesse |
~iSensitivity *

“{The months each year when data will be updated.

“{Are there sensitivities around the data that wili need to be managed when the data are released? What

is the level of the sensitivity {i.e. high, medium, low)?

The individual in the ministry who has custody of the data. in cases where formal custody lies outside

“Jthe ministry, identify the custodian as well as a contact within the ministry who has oversight for the
“ldata.

Data custodian. .
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1.0 Introduction
The BC Public Service Agency is transforming human resource processes and systems to a fully
integrated human resources service delivery model that supports the goals articulated in the Corporate
Human Resotrce Plan, Being the Best. Part of this transformation is to align with, and support
government’s vision for Citizens @ The Center and the related IM/IT Enablers Strategy. The Agency has
been tasked by the Deputy Ministers Council on Transformation & Technology to deliver a plan and
approach for implementing a project to deliver the Single Source of Truth for Employee and
Organizational data.

Through transformation and technology, the BC Public Service A y's new service delivery model is
creating efficiencies that move human resources staff awayfrbm'"p rforming transactional activities
towards investments in more strategic and specxa!zzed_human resources'services for our clients. To
achieve these goals, the Agency is reshaping its pro, As, practices, organ|
delivery model to deliver a reliable, consistent, an ent customer ser

30,000 employees working within the BC Public §

ional structure and service

Agency has been able to redirect ex;stmg fundmg o h:gher p rlt'y areas and services that wﬁl suppart

the BC Public Service’s transition to protect crittcai pub!ic servnces__f_nto the future. These efforis also

lces BCto devefo a clear andiinclusive approach, as the requirement to actively manage
authoritative sotirce for thisdata spans the sector,

Shared Se
and leverage

A significant step to the successful lementation of a “Single Source of Truth” for employee and
organizational data, involves : _valuatmg the current state of government’s data stores. OQver a period of
many years, Ministries and Agent'aes have developed systems to capture employee and orgamzatlonal
data, supporting individual business objectives. In some cases, data from one system electronically
updates a secondary system; however in a significant number of cases, these data elements are updated
manually, in independent, stand alone systems. When the information is added, changed or removed, it
is quite often done independently which then leads to poor data quality and multiple sources of truth,
This inhibits the ability to aggregate and leverage this data in support of the stated principles of Citizens
at the center, namely “we will empower citizens to create value from open government data” and “we

Brought to you by the 3
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will encourage collaboration in the public service because it is integral to delivering quality services to

citizens”

2.1 Increasing the Value of Corporate Data
With the introduction of key strategic planning processes, such as the Corporate HR Plan and the Work

Environment Survey (WES), government utilizes employee and organizational data for key corporate
decision making, provisioning of services and integrated business processes. Specific examples of the
use of this information are workforce planning analytics to help Ministries develop staffing strategies
and work transformation opportunities. This same data is also utilized to inform real-estate portfolio
management at an enterprise scale, provisioning of staff for evolving, more mobile and non-territorial
work styles, information technology services for employees as Wéit as providing heaith and productivity
information to understand trends that inform the development of programs.

As the formal custodianship and ownership of employéé and organizational data has never been
mandated, the province is missing vatuable opportumttes to garner quality corporate information and
intelligence to support strategic decision making.

Not Responsive
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3.0 Sector Engagement

formaton Plan FY 2012 - 2013

The Agency also needs to survey what applications that contain employee and organizational data exist
in other parts of the service sector and the broader Ministry pool of computer systems. To support this
endeavor, the Agency has held sessions with stakeholders who also have a vested interest in the success

of this initiative.

To date, a number of collaborative sessions have occurred to supp

ort the development of this plan.

Representatives from all areas of the Service Sector have been consulted for a recommended appreoach

moving forward. Given the extensive nature of this request, the A

\genc is recommending a steppad

approach to the implementation of a Single Source of Truth fo mpioyee and organizational data.

Topic areas discussed to date include the lack of data standa

timeliness of data updates, asset management, data_gccufacy, and data g
along with many other considerations are depicted ‘below in Figure 3.0:

stent organizational structures,
rnance issues. These items

= ” o e— T At AN £ e e PR i
. Ve incamplete Services Card
; raarganisations
{seeurity and Estabilahi Financial
ﬂg "\
aasats) standards for / h};ﬂagerg;:t 5
# organisaticoal data H SystEms i
s .. i =Y i
1 s : /____,_
."“‘1 ! L
Y : ~ tnioni
7 Accurale work : (( [}epen;:;;} tiser provisioning
! lacation data / - __)
; - . identty
'1 // : Managament -
t‘ B
/ Employes seif Asset Managemant g
i BEMCE e —
i Abifity io classify works .
{ {contractors, mobile, part \.32
i time, full ime, audiiaty ..} l Claims enablement Y
| ;‘ \ _— .
i ] \ o 5
| et | R A \
Yisibility of accurate / i . S / Futiure nasds L‘)T More effective !
: smployss data g i L spate poritiin Y
— i Y \_\_,\‘ %
] e i . mansr;emem
i '!"- / p i
:\-. ;'-E I isteat dai / i Structurs smployes ;
Lo, noonsisient data ; / i !
k ' self sarvinsg i
Vst r . Sssiemee
' e R l. \ /
.] Real time dafa
Develop o m—————y A
8 organisationat
e chasts A SuCCESSIoNT
e B 4 — planning
.. e e S X — ..
e . P
Figure 3.0
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4.0 Phased Delivery Structure
Based on discussions and consultation with stakeholders, it is recommended that a phased approachis

undertaken to develop a Single Source of Truth for employee and organizational data. The approach is
broken down into four specific areas of activity. At the forefront of this approach is proper data
governance and sound data structures targeted towards building systemic and policy frameworks
enabling the sustainability of the process and data integrity over the long term.

This aspect of the project is expected to grow and evolve as we progress through the delivery phases so
that appropriate controls and policy are updated and remain relevantas the project unfolds. Reviewing
axisting legislation and policies surrounding employee and or tional data will be required. Itis also
important to understand controls currently in place to monit ompliance and standards.

Medium term | Longterm

¢ Develop awareness and linkages with applications and platforms ‘outside’ of the Agency.
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4.2 Medium Term - April 1, 2012 - August 31,2012
The following deliverables will be completed by August 31, 2012 and wili be managed within the existing

budget framework;

s An automated process to enable the movement of staff and modification of organizational
structures due to realignment or changing business needs that can be maintained and managed
directly by affected ministries;

e Early wins will be explored including ability to identify staff by location leveraging HR data and
real-estate enterprise applications to support portfolio management and work style
transformation; :

s Determine data sharing opportunities and understand currént data sharing channels with the
intent to expand electronic interfaces where approprlate and ehmmate data transfers where no
tonger valid. - 2

4.3 Long Term Roadmap - March 2013 onwards .

The longer term roadmap looks further into the future to define a direction that supports the long term
goals of data integrity, authoritative source of data and links to various other related prOJects and
initiatives to deliver on Government’s long term vision. It nsenv;smned that some of th_e:_ionger term

deliverables will require capital and in perational fund_ir_lg. ftems to be considered include:

¢ Determine current usage levels o
sources for individual data sets acros_,u
* Engage stakeho_!_de_rs, _mc}_u_d__i._ng the Offig
and the Agency to developa workable
a data sustainment. methodoiogy This w
Mappmg ;nter-relat;onshsps among ali stak

* DeveEOp and refme workspace provrssomng and real-estate portfoho management tools.

The table below (Sectnon 3 0) represents the key deliverables noted above in further detail with critical
dates and outcomes.

Brought to you by the 9
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BC Public Service Agency, Technology and Transformation Plan FY 2012 - 2013

Vision and Business Context

The BC Public Service Agency is transforming human resources processes and systems, to a fully
integrated human resources service delivery model that supports the goals articulated in the

Corporate Human Resource Plan, Being the Best.

Through transformation and technology, the BC Public Service Agency’s new service delivery
model, and customer contact centre through MyHR, is creating efficiencies that move human
resources staff away from performing transactional activities towards investments in more
strategic and specialized human resources services for our clients. To achieve these goals, the
Agency is reshaping its programs, practices, organizational structure and service delivery model
to deliver a reliable, consistent, and excellent customer service experience for close to 30,000

employees working within the BC Public Service.

This new technology enables the BC Public Service Agency to implement a system that
accurately manages monitors and tracks service requests throughout the entire life cycle of the
customer relationship. it also enables the Agency to confidently track against performance metrics
which are critical to the Agency’s continuous business improvement. It allows users easy access to
information when responding to customer queries and includes communications tools such as
e-mail and telephony to support intake and allocation of work. The technology will support all
Agency business lines to provide exceptional customer service experience and move the client’s
service request rapidly between lines of business in a manner that is invisible to the customer.
Developed with a consumer focus, the technology is aimed at delivering the right services at
the right time for the right cost and empowers employees and supervisors to have the
independence and authority to obtain information that was previously provided to them

through a human resource professional.

Brought to you by the 1
BC Public Service Agency P 201100214




BRiTISH
COLUNMRLA

Where ideas work

BC Public Service Agency, Technology and Transformation Plan FY 2012 - 2013

By streamlining, standardizing and automating as many of the routine transactions as possible
through MyHR, the Agency has been able to redirect existing funding to higher priority areas
and services that will support the BC Public Service’s transition to MyHR and protect critical
public services into the future. These efforts also provide the Agency the ability to supply value-
added data and information to inform customers; to strengthen employment policies and bolster
other human resource related activities. The Agency’s transformation is expected to provide

consistent and improved customer service experience which translates to resources being
redirected from low value, repetitive, transactional services to higher level strategic services including

performance coaching, improved learning products and tools, business consuitants, and labour relations

investigators.

Research shows that access to services, information and the ability to provide choices are critical to
providing a positive consumer experience. In addition to the Agency’s new service delivery model, a
companion MyHR seif-service website is being developed to enable employees and managers to
conduct transactional activities on line. In this format they can easily and quickly submit routine
information requests and manage self-service functions independently and when they want them.
MyHR will link to the self-service platform, use the same taxonomy and metadata and house different
information specific to human resource professionals. A consistent and clear taxonomy will enable staff,
employees and managers to speak the same language when addressing human resource related topics.
These products are interdependent but support and complement each other with the goal of creating

better customer service experience within an integrated human resource system.

As the BC Public Service Agency adapts to meet the needs of its clients through human resources
transformation, the Agency must also focus on the growing momentum of sharing human resources
data. There are a number of benefits to the BC Public Service and the Agency as clients adapt, share
and combine data in new and creative ways including increased access to reliable and consistent
information, the ability to identify trends and recognize challenges and changes required to not only
meet the needs of government and its employees, but to respond to the needs of citizens, To support

this visian, another facet of the Agency’s technology and transformation plan includes creating “a single

Brought ta you by the Page37 2
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source of truth”. The Agency is collaborating with service sector partners to develop a shared approach
for this initiative, examining current Corporate Human Resources data and government’s future
business needs. Through engagement with stakeholders, such as the Office of the Chief information
Officer, the Agency will deliver a multi-year plan which identifies options and policy implications to

propel government toward a “single source of truth” for employee and organizational data.

A significant outcome of the single source of truth project is the creation of a collaborative process, and
operational data management plan, which engages the service sector to collectively address improved
data sharing. This shared vision for data management and sustainment will enable the sector to
identify and address data-driven solutions to business issues over time. Joint methodology, guiding
principles, data definitions, timeliness measures, controls, and compliance will provide the mechanism

through which greater information sharing and data integrity will be established with the Agency’s

corporate partners.

With this data management plan in place, employee and organizational data will provide the foundation
and collaborative process Being the Best has been the driving force behind our efforts to become
recognized as one of the top employers in Canada. At the heart of Being the Best is the reinforcement of
the need to emphasize the dynamics that drive culture change in large organizations, including

technological change, demographics, evolving business needs and shifting employee expectations. ltis

within this context that the BC Public Service Agency has agreed to become an early adopter of the
Leading Workplace Strategies to define its own vision for the future of the Agency’s workplace along
with the opportunity to demanstrate leadership in building and supporting the cultural shift across
government. The BC Public Service Agency will implement a workplace transformation within a medium
density workplace that creates dynamic alignment between staff work patterns, client service needs and
a work environment that enabies peak performance. The Agency is also assessing and developing the
HR processes, support and tools necessary to help managers implement new ways of working within

their organization.

Being the Best alsc emphasizes culture change in how both employees and managers view and respond
to health issues and their impact on performance and productivity. The BC Public Service Agency is
adopting a strategic approach to health and productivity management. The Agency’s health services wiil

provide better analytical data to managers regarding employee health risks and impacts as well as to

Brought to you by the 3
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target services and programs to assist managers in intervening early and avoiding unnecessary health
benefit costs in high cost areas. At the core of these services is a self-serve employee health risk
assessment that will provide managers with a better understanding of the relationship between
workforce health, safety risk, benefit costs, productivity, and engagement. Taking on this approach
positions the BC Public Service as a leader for other employers and demonstrates that we recognize the

systemic nature that employee health has on the workiorce environment and its productivity.

Achievements to date through Being the Best and government's 2.0 strategy Citizens @ the Centre are
integrat to the BC Public Service transformation which is aimed at providing the services British
Coiumbians need now and in the future and in the manner citizens expect. Adopting measures and
demonstrating a commitment to inclusive practices and valuing diversity are essential as we advance the
idea of 3 more open government that more closely engages citizens in our work. The outcome will not
only be a more inclusive public service that better reflects our communities but, public services that
better reflect the needs of the citizens of British Columbia. In this context, the BC Public Service Agency
will be at the forefront of developing initiatives and policies in human resource practices that uphold

government’s corporate inclusiveness and diversity agenda.

Brought 1o you by the 4
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Internet Strategy

The BC Public Service Agency {the “Agency”} will create an engaging and flexible internet environment
conducive to supporting collaboration and information sharing for all employees and citizens of British
Columbia. The Agency will continue to utilise the internet as a strategic resource and deliver internet
services to support the Agency’s pursuit of excellence. Achieving this goal also provides the Agency an
opportunity form strategic relationships with other service sector Ministry’s to provide greater
integration and efficiency.

Addressing Citizens Online

The Agency’s primary audience is the BC Government Public Servants. However, The Agency’s Hiring
Centre is actively engages with citizens through its Employment Opportunities webpage. This site is the
highest ranked website in Government. The Agency also has an external homepage provided by the
Government Communications and Public Engagement (Formerly Public Affairs Bureau).

In the next year, we will add a significant platform to our internet citizen engagement, HR Self Service,
While internal employees are the primary users, citizens will have access to it. Citizens may use it to
review Government human resource information, policies, and standards.

This business case discusses HR Self Service, the Employment Opportunities webpage, and Agency
homepage.

Brought to you by the - s 1
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Employment Opportunities Website

The empioyment opportunities website markets the BC Public Service employment opportunities to
external and internal job seekers. To ensure we attract and retain qualified staff, the website must
capture the audience’s attention and compel them to take action by giving them what they want —a

tool that meets their needs quickly and efficiently.

The revised creative approach for the Employment Opportunities website presented here has
been designed with our audience in mind. Extraneous information and unnecessary graphic
elements have been eliminated to make way for a clear, concise page layout that presents the
Public Service as a progressive, up-to-date organization.

The site provides many benefits to citizens looking to become employed within the BC government.
1. It provides job seekers with what they want —~ the ability to quickly and easily search for jobs.
2. treflects current recruitment marketing advertising creative approach.

3. It engages images of public service employees present government careers as diverse and

exciting.

4. Social media links and the abhility to forward employment postings to gualified friends helps
to present the public service as a progressive, up-to-date grganization.

5. Sample layouts show a modified home page, which includes a keyword search function, a
location search function, and the options to view recent job postings, conduct an advanced

search, and view a location map.

The BC Public Service Agency is an enabler and key stakeholder for integrating corporate services. As
the strategic drive toward citizen-centred service delivery is unfolding more integration of corporate
service delivery is reguired as building block for delivering efficient online service delivery to the Public
Service and uitimately citizens. As the metaphor goes, if the foundation and wiring is strong, you will
build a guality house.

Brought to you by the
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HR SELF SERVICE (MyHR)

The Deputy Ministers’ Committee on Transformation and Technology (DMCTT) endorsed the following
vision for a corporate intranet strategy in spring 2010:

“A single corporate intranet built around an online employee network that fosters collaboration,
provides customizable access to the tools and information employees need, promotes a
stronger corporate culture, and serves as the core of an improved employee technology
experience across the BC Public Service.”

tmplementing a Service Delivery Model, which offers tiered HR services, underlies a 3-step
transformation approach. HR Self Service refers to the first tier, which will deliver routine information
and transactional services to BC public service employees, BC Public Service Agency clients, and scme
public customers.

The HR Self Service objectives:

1. Support HR Transformation by reducing the costs of delivering the Agency’s services by
continually driving customers to self service, the lowest tier of the service delivery meded.

2. Implement a customer experience environment that truly models the HR community as an
ally for success.

3. Successfully integrate other systems and upgrades (e.g. Customer Relationship Management
- RightNow, PeopleSoft Kronos, HR Smart} to the self service environment.

4. Implement operational sustainment processes and roles.

5. Ensure linkages to corporate initiatives including both the Corporate Intranet and Corporate
internet as HR Self Service must model corporate direction and support for a consisteni
employee experience as well as support citizen engagement through open government.

The Agency has managed and executed the project with support from Corporate Data and Web Services
{CDaWs) under the direction of the Project Sponsor and Project Steering Committee. CDaWs provides
some of the necessary resources to complete the project except, where BC Public Service Agency
resources are assigned.

The end users need to find the service useful or else there is the risk thay will not utilize it as needed.

Brought to you by the 3
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The foilowing three areas have been addressed {0 ensure success.

Citizens and Customers: It is important to make sure our online services exemplify a great customer
experience by being appealing, intuitive, fast and while remaining consistent throughout. Services must
alsa provide not only information and advice but also the ability to complete transactions.

Corporate: it is also important to make certain the HR self service experience strongly supports
corporate initiatives. For example, by modelling Gov 2.0 principles, self service can help employees to
experience for themselves what trust in the workplace looks like. By having employees questioning what
truly is “confidential” in the HR world and instead by being open with HR information and advice.

Other corparate linkages include supporting the Corporate HR Plan as well as the new direction for the

“@ work” site.

Agency: Self service environments need to fully support the Agency’s internal business needs. The
internal HR needs range from the ability to quickly access and reference standardized information, the
ahility to update HR content, and the need to collect information/statistics on customer
utifization/requirements.

Supporting Online Governance

The business value the Public Service brings to citizens is through enhanced collaboration with other
central agencies to build a strong service delivery and technical platform in support of Citizens at the
Centre and Open Government strategy. The Agency is therefore adopting the principles outiined in the
Ministry of Labour, Citizen’s Services and Open Government’s Online Service Delivery Governance

Model.

The foliowing strategies will operationalize the five governance principles as part of the BC Public
Service Agency’s Internet Strategy:

Principle 1: We are citizen-centred, and that means putting the needs of citizens first in everything we
design.

HR Self Service delivered a series of employee engagement and user-centric forums in the
requirements and design phase to elicit the appropriate user experience.

Moving forward, the use of user design experts will be incorporated into future online service
delivery projects.

Brought to you by the 4
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Principle 2: Oniine services are fundamental to our business, and that requires leadership.

The Agency will appoint an Online Services Executive within the Agency. All major online service
enhancements will be required to obtain this officer’s approval.

A standing citizen and/or client-centric assessment will be developed to enable a consistent and
relevant framework for reviewing online service defivery.

Principle 3: We are a single enterprise, and we must behave as a single enterprise.

The Agency’s Online Services Executive, or proxy, will participate in the Corporate Data and Web
Service’s Content Management Systems User Group 1o ensure that corporate methodology and
technology platforms are leveraged when possible, and to share best practices and experiences
across government.

The Agency will promote the use of common technology which supports our sector’s data
management and integration strategy. '

Principle 4: Integrate Ministry functions early, so that citizens don’t have to.

The Agency will appoint an Online Services Committee within the Agency which ensuring
collaboration among business focus {line of business directors), content and user experience
focus {Self Service Centre Leads), and technology (Appfication Services Manager)

Principle 5: Capitalize on the subject matter expertise in your ministry.

Leveraging the Agency’s continuous improvement approach for service transformation, a quality
assurance and continuous improvement process is currently in development which will ensure
subject matter experts are engaged in service delivery at the right time. The Online Services
Executive are linked to the process and will ensure the online delivery of services is relevant,
responsive and maintains a high level of quality for clients.

CONCLUSION

While the Agency has a limited online presence, each website is a critical piece to developing both
corporate efficiencies and better citizen-centred delivery, whether access to human resource
information or job opportunities. The Agency is aligning with a self service, citizen-centred delivery of
services to both corporate and public citizens. The next step is integration with secter and corporate
partners, leveraging commaon technologies, and ensuring future services are delivered in compliance
with corporate online governance.
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