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Introduction to ScottMadden

Who We Are

CORPORATE & SHARED SERVICES

SpottMadden is a management consulting firm EXPERIENCE
with more than 35 years of deep, hands-on Our experienced team has been a pioneer in corporate and shared
experience. services since the practice began decades ago. We employ deep,

We deliver a broad array of corporate and shared cross-functional expertise to produce practical, measurable solutions.

services consulting services—from strategic

planning through implementation—across many SCOPE
industries, business units, and functions. We have completed more than 1,900 projects since the early 90s,

including hundreds of large, multi-year implementations. Our clients
range across a variety of industries from energy to healthcare to higher
WE DO education to retail. Our areas of expertise span the spectrum of middle

and back-office corporate and shared services.
WHAT IT TAKES -
TO G ET IT DO N E We have helped our clients with business case development, shared

services design, shared services build support, implementation, and

R I G H T improvement.

Our corporate and shared services knowledge, expertise, and
experience are unmatched—no other firm has helped more clients
with more unique solutions.

scottmadden
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Introduction to ScottMadden

Representative Clients

Retail and Manufacturin Technology and
Consumer Products 9 Communications
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Note: Representative sample; not all-inclusive of clients served. Excludes numerous well-known clients due to confidentiality agreements.
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What Is Shared Services?
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Shared Services Overview

Who Should Consider Shared Services?

O Manufacturing
|—|—| Industrial products
O O O Consumer projects/

packaged goods

Financial services/banking

SIZE INDUSTRIES
Technology
Normally large, Typical... Shared services is Healthcare/pharmaceuticals
distributed organizations >$2.5B in revenue industry agnostic and
with multiple business units >10K employees has been adopted Insurance
across many industries Retail and wholesale
...But Works with Others
$400M to $270B in revenue Energy
1.2K to more than 600K

employees Higher education

&
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Shared Services Overview

Benefits of a Shared Services Model

Improve Service & Enable Scalability
® Standard processes
" |ssue tracking and closure
" Performance metrics
® Common model for expansion

Gain Control & Leverage Data
® Data centralization
" Improved reporting and analytics
" Improved compliance
" Better decision making
" Demand management focus

COST coNTROV
Cost Control
= Skillset and work alignment ® Economies of scale
" Elimination of redundant labor " Automation of process
" Service usage and cost tracking

scottmadden H
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Shared Services Overview

What Goes Wrong without Shared Services?
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Shared Services Overview

Leading Practices Service Delivery Model

Customers

Tier 0 — Direct Access

Service Center

S
0’5_ Tier 1
PrOble.rn Tier 2
Resolution

Advanced

o
: =
" Executives
" Managers =
" Buyers o) = _
" Employees <8 Tier 3
T 2 Centers of Expertise
20
£
T_U
S
L
" Vendors
" Audit

B Government

scottmaqgwgug

MANAGEMENT Ci

Agencies
g Business Unit Support/

Advisement to Business
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Shared Services Overview

Snapshot of Top-Performing HR Organizations

Top-performing HR shared services organizations have significantly better staffing ratios, including their employee
service centers.

HR Staffing Comparisons
Top-Performer Group vs. Comparison Group

¥ Top-Performer Group
® Comparison Group

Total customers per Number of employees served T_otal employees per
total HR headcount per service center employee field HR headcount

scottmadden
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Shared Services Overview

Snapshot of Top-Performing HR Organizations (Cont’d)

Top-performing service centers operate at a large cost
advantage and show better operational performance.

First-Contact
Service Center Cost Comparison Resolution

Top-Performer Group V'8 Comparison Group

Total service center cost per
customer

Average
Speed To
Answer

20

seconds
Total service center in-house
cost per transaction

Total service center in-house
cost per call/inquiry volume unit

Service (0)
Center 0
Employee
Turnover

scottmadden 13
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The Transformation Journey

How Can Your Organization Achieve Success?

A successful shared services transformation goes through a variety of stages to effectively transition to a leading
practice service delivery model. Change management is a critical component to all stages.

12-18 months later

Implementation Stabilization Gl
Improvement

® ©@ @ @

Change Management

scottmadden
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The Transformation Journey

Assessment and Design

To demonstrate your “case for change,” it is important to assess your current state, develop your optimal future
state design, and align key stakeholders. The results of these steps are critical inputs to your business case—the
platform from which change is driven.

x - -
x - -
o X ’ \

Assessing Existing Developing the
Operations Future Vision

Leadership Alignment

Creating the Business Case

j]

&
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The Transformation Journey

Assessing Existing Operations

Organizational Structure
Work Activities

Roles and Responsibilities
Training and Development

HR
Leadership

Shared
Services

Leadership Metrics

Reporting and Analytics
Knowledge Content
Operational Performance
Data Management/Security

scottmadden

Policies

Operational Processes
Infrastructure
Procedures

Tools and Job Aids

= Customers

ERP Applications
Intelligent Self-Service
Automation Workflow

Vendor Analytics
Technologies

Copyright © 2020 by ScottMadden, Inc. All rights reserved.



The Transformation Journey

Assessing Existing Operations (Cont’d) =

An important first step for understanding your organization is to gather data on how employees in your functions are
spending their time and gain a clear picture of the labor costs of your services and activities.

Total FTEs by Service

Miscellaneous .
Operational ~ Benefits
Talent Analyt|cs Tasks, 8.9, 3% 16.4

6%
Finance and Occupational Health

Budgeting, 4. 5 and Leave of...

20
% Compensation,
24.4,10%

Strategy and
Project
Management, D|verS|ty, 3.9, 2%
Employee
Relations, Labor

Total
257.2
FTEs

33.9, 13%
Relations and
EEO, 17.0, 7%

Process Payroll
14.6
6%

Workforce HRIS/HR
Administration, System/End-User
13.4, 5% Support, 17.9, 7%

Talent

Recruiting and Management and

Staffing, 56.9, Learning, 36.1,
22% 14%

&
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Total Labor Cost ($000) by Service

Talent Analytics  Miscellaneous
$720 Operational ~ Benéfits
29, Tasks, $906, 3% $1 925
Finance and Occupational Health

and Leave of...

Budgeting, $691,
2%
Compensation,
$3,376, 10%
Strategy and Diversity, $578,

Project 2%
Management, Employee

$6,295, 19% Relations, Labor
Relations and
EEO, $2,146, 7%

HRIS/HR

Total
$33,262

Process Payroll

$1,339 System/End-U Vi
% Svusp;fgnsgmgfgr A Work Activity
Administration, 5% Assessment can be
s aont an effective tool to
SI?aef(;rnuglltlr%% 32(17 E/Ieaanr?'n?negr,ngg 1a1n7d, support thIS Step
21% 15%
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The Transformation Journey

Creating the Case for Change

Assessing
Existing
Operations

- Developing the
= Future Vision

Creating the
Business Case

Calculating
the Benefits

Identifying
the Costs

Developing the Cost/Benefit /\(@

A,
and Sensitivity Analyses |I|I

&
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The Transformation Journey
Implementation Approach

After completing the business case and roadmap, the service delivery model is implemented. Our recommended
approach consists of major work streams and corresponding key activities. Change management requires a
dedicated focus and includes communications and training efforts.

Typical Implementation Work Streams

Communication,
Organization Change

and Staffing Management,
and Training

Service
Technology Management
and Metrics

Program/Project Management

Work streams are distinct but closely integrated. Implementation activities become iterative as work streams progress.

&
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The Transformation Journey
Example Timeline

January February March April May June July August September October November December January February March

///// Planning and Organization
/7 / / / / / {4 Current State Assessment
/ / 00852 Future State Assessment
Strategic Roadmap

- Form and Kick off Project Team
- Develop Detailed Implementation Plan
Organizational Sizing and Detailed Job

BN I staff sefection (st
Definition Staff Selection (Staged)
D, policy Standardization

S Process Redesign

_ Technology Evaluation, Selection, and Procurement
Technology Design. Buid, negraton Testin, |

and Implementation
P Knowtedgebase Content Build

Training Development [ AR A, T2ining
Staff Development (Continues Post-Launch) _

Marketing (Phase 1) [ EGE

April

Project Management

Communication and Change
Management

Facilities
//// Strategy and Roadmap Design - Policy and Process - Technology - Facilities Launch (Phase 1) »
Communication, Change
- Project Management - Organization and Staffing - Management, and Training

&
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The Transformation Journey

Stabilization and Continuous Improvement

Improvement

w @

Once the new shared services model is launched, it can take three to six months to stabilize day-to-day operations.

Ongoing continuous improvement should be an area of focus.

Set expectations with internal customers
Establish stabilization objectives and metrics

Schedule recurring stabilization sessions with internal
team members

Consider a “tiger” team to address stabilization challenges,
while dedicated resources focus on delivering day-to-day
work

Meet with internal customers frequently to
update on performance and stabilization progress

Apply learnings from change, communications, and training
data; reinforce messages and training as needed

Officially end stabilization activities at the appropriate
time and transition to continuous improvement mindset

scottmadden

Stabilizing

Stable

Post-stabilization
improvement

Launch

+3 months +6 months
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Change Management Essentials

Forming the Team to Support Change

el B e G e Stakeflolders and experts Qlay an |mp0|_'tant
role in overall model buy-in and adoption
Steering

Project
Management

Consultants

[ Core Team ]
|

Sub-Teams

Organization
and Staffing

Technology

Communications,
Marketing, and Change
Management

Knowledgebase Build

Supply Management
Dedicated lead and team

& to support change efforts
scottmadden
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Change Management Essentials

Change Management Framework

Successful change management

solutions are based on well-planned and
integrated activities. CHANGE MANAGEMENT PLAN

" Assess impact of overall change on l l l
stakeholder groups
= Build awareness STRATEGY AND APPROACH
" Build, execute, and monitor . i
communication plan Communications ‘ Educatl.or.‘ = Marketing
P | and Training E
" Create and launch marketing campaign
" Assess training and education needs 1 1 1
" Build plan
ENABLERS

" Conduct training and education

Oversight, Sponsorship/

Stakeholders

..,ll.. Organization, N
and Controls &’&

. Y Feedback/
Jg Management l‘ Pulsing

&
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Change Management Essentials

Change Management Planning and Execution

Milestones and Impact Analysis Involuntary Termination: _
u = Processing — Start/ Stop/ Continue

HRGs MyHR Manager HR Partners
= NA * Asgist with the = Submit MSS = NA
MSS tarminabon tarminabon
ransaction ransaction
questsons = Contact MyHR with
queshons about the
MSS transaction
...............................................
= Submit MSS = NA = AskHRG questions = NA
Termination about MSS
ransaction on Invokintary
behal of Manages Termination
«  Assistwth the ransaction
MSS trarsaction
questions
= Apprave + Complete = Complete = Payrok Enter PTO
Imvoluntary Imvokuntary Termnation payost data into
Termination Termination ransaction wa Payrol module
ransaction ransaction for MSS (unless + EIS: hactivate the
«  Consuk with Mgr if amplyees savarance of Active Directory
| = = rejecting the recemng separation Pay) accourt
ransaction Severance of
Reality Check Group Q__@W Separabon Pay
Department Heads - «  Comect any issuas
@ @ with the
PAC List W Termination
transaction
4 | Unions 14 ® o 00|
o, scottmadden
Copyieht 83017 by Soarmassen 1% Al \GAE aereed MAACEMIAT COMBATSATS.

Keep the list of change activities aligned and on track. Provide clarity on changing roles and responsibilities using a
Organize activities by project milestones. stop/start/continue matrix.

Thoughtful, deliberate, and long-range communication planning is critical to project success.

&
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Change Management Essentials

Training Development and Delivery

Training, while critical, is often compromised to allow more time and/or resources for other tasks. Training is a key

success factor and should never be underestimated or sacrificed.
" Assess individual training needs by curriculum
" Develop a detailed training plan and schedule by module
" Deliver training and monitor progress

" Address gaps, as needed

Example Training Modules

General Operations Content Technology
o)

8 () a %

g E’ L2 L2 © (0] [72) @) _

] (] c o = 2] - © o ]

Staff o |2 a| 8 @ @ c ® 5 =
= nl| © =] @) ®© o - Q c o

T |® o o c O ) " € - S = 0| = | S
> c 10 5| € 2 © & = © c » » o o 2 @ = c o
c T e = = o) = o) = g S ) 7 c o) iT Sgo| 2 |2%
© ) O — £ o) > C © “— g’ =) © @© @ 0 o) = L & E O e o ®
g | |3 &= |2 |5 |5 |2 | |8|8B|5|c|8|0|8|aw s2|58 & |28

= (2] - -— = 2 v Q 0n Q
o} T |08 5| & o) € @ © Q S 5 e o e 0a) o) = m E2|38| 5 |9 &
®) > |2 O| < x w L — O n [ o o o X — O ¥ [ ITHh| o= W |O<
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Change Management in Practice

Where Change Management Misses the Mark

The standard change management approach begins with a change assessment, followed by the development of stakeholder maps,
communication plans, and the copywrite of content to help create awareness and communicate change for stakeholders, but it often

misses the mark.

Change Activities

Change Readiness
Assessment

Stakeholder
Mapping
% Change &
6'; Communications Plan

’Copywrite Development
& Distribution

&

scottmadden
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Standard Approach

An initial assessment to identify how the
changes will impact the organization,
function, and key stakeholders

An exercise to identify all groups and
individuals who have an interest in the
outcome of the project

A detailed plan documenting major
project milestones, needed
communications, target audiences,
review timelines, and communication
delivery methods

The creation, approval, and distribution
of content aimed at stakeholders to help
communicate the change, create
awareness, and influence adoption

Typical Oversights

Fails to consider the holistic change and desired
future state... activity looks at the individual
changes as independent activities

Fails to continually include stakeholders in the
discussion of how they are impacted and how
their needs are changing...activity is developed
and monitored from a centralized project team
and doesn't utilize up-to-date information

Fails to consider all accessible mediums to
distribute communications...activity is usually a
formality, not strategic, and results in change in
the work stream being a catch-all for project fire
drills

Fails to incorporate automatic feedback
measures of impact from content...development
takes long, is over reviewed, and as a result is
outdated at the time of distribution

Copyright © 2020 by ScottMadden, Inc. All rights reserved. a



Change Management in Practice

Quantity Verses Quality
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Communication
Content

QUANTITY

— OVER —
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Training
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Change Management in Practice

A Consumer-Focused Approach to Change Management

Adopting an approach rooted in campaign management, with bought-in leaders at the top leveraging tools that
capture and analyze real-time data, can enable a modern and agile approach to change management for the
“employee experience” focused organization.

? ——
H @ @ @

Structure, Roles, Leadership Campaign Data
& Skills Alignment Strategy & Analytics

The best consumer-facing approaches are continuously capturing data, analyzing trends, and applying

the learnings to drive targeted, tailored, on-demand, and easily consumable content for audiences.

scottmadden m
MANAGEMENT CONSULTANTS
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Change Management in Practice

Change Management Activities Accelerating Adoption

As the trend in “consumerization” of the workplace grows, using consumer-like technology, while collecting and
analyzing data throughout the “transformation journey,” can help an organization catalyze change

Implementation Stabilization

Structure, x— _= Q
® Roles, & Skills Change Management

Assessment & Inventory

Job Design,

Training Needs
Scope, & Governance

Assessment & Design

Continuous
Improvement

a Leadership %—_o %

ﬁ Alignment Stakeholder Assessment & Leadership Vision &
Management Strategy Alignment
|

Leadership Action
Planning Workshop

883
N ®
Catalyst Network
Management

Change Barrier Removal
Analysis & Strategy

Campaign T

Strategy

gkt

Communication Assessment

Communication
& Opportunities

Campaign Strategy
Governance Model

Development & Management

=
Content Development
& Governance

Training & Awareness

=

Continuous Campaign

Delivery Management
[O5] e i s &
Data ® i Ik e &
& Analytics Data Capture Overall Change Stakeholder Management Communications Training Effectiveness Continuous
Tools & Opportunities Metrics & Reporting Analysis & Monitoring Analysis & Monitoring Analysis & Monitoring Data & Analytics

scottmadden
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Change Management in Practice

Change Management Activity: Leadership Vision and Alignment

An aligned leadership vision is a practice that successful companies have in common. Telling the story of the
experience users will have, and capturing it in an aligned vision upfront, supports success.

" A structured workshop(s) with leadership
to collectively define the vision and align
on “why” it matters to stakeholders

" The goal is to work as a group to
generate as many ideas and storylines
as possible and align on top themes

" Results in the creation of leadership-
approved messaging for many types of
communications content

" Approved communications content is

then easily replicated and distributed
across various channels

&
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L Vision and Alig

What Attributes Matter to Hiring Managers?

Instructions:

1. Using your st

2. Listas many attributesiomotions as you

Example:
Fast, engaging,

Structured Workshop(s)

notes, list out what attri
0 Hiring Managers.

fun, mobile, seamiess, Al

Leadership Vision and Alignment Workshop

Organize Attributes
Instructions:

1. Take your sticky notes with the|
2. Together rearrange and organia
3. Label the 4 - 5 groups

L Vision and
Vote on Top Attnbutes

Instructions:
1. Take your three stickers and vote on your top attributes
2. Canuse your three votes any why you prefer

3. Single out the top 5.7 attributes that received the most votes

e IIII |I|
;',." 1) lll ,
| | L H

‘., §

&
scottmadden
(=
£
& - b
scottmadden . >-
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Communications Strategy & ‘ N\
Key Benefits — All Audiences scottmadden =
i ) The following key benefits highlight three of the primary ways in which the will be |
Communications Strategy
Headiines: | Direct Access | T — Key Messaging — All Audiences
Systems support and access is Workday and ServiceNow
Talking avallable when you need it. from Intulthve systems that do not requij i) The following key messages summarize the objectives and rationale behind the HCM / SDM initiatives.
Point wherever you are. extensive training o use
understand. ;| One KOP. | Enhanced Employee Experience |  Enhanced HR Partnership
* Mobile first—apps make access | - Simple, fast, and intuive system| One KDP clearfy defined process | Empioyeas wit be able & gel quick answers | Deap MR expertise provides
©easy from anywhere * Just-in-time materials and help will be used for all key HR activities | to HR questions through MyHR. valuable support fo manegers and
« Allinclusive knowledge base for all |  available when you need it Talking Point empioyees, managers, and the "
relovant and up-to-date HR Direct access combined with HR toam
::L.'“ nformatio mm-mu s faster « Single way to complete all HR Fast, easy suppot via emad, phone callce | = New roles and tes
processes " ontine porta + HR Business Partners wil
* As easy to use as your favorite + Single system for pecple data + System and MR support Is across key support business decisons wih
2pps and websites. « One HR service canter providing Dusiness nours, from Bam-8om ET Kay insights.
supont + Any need an emplayee or manager has of + The MyHR team wil serve as
Key + Ore kocation for all HR information 6 MyHR team wil be tracked In the systams support experts and the
Messages and forr MyHR portal, and the submiter of the first touchpoint for HR questons

3 cowonma R

TR Oy

Approved Messaging

.
+ Sweamiined and automated

roquest can view real-sme status
processes + Quick resoiution for needs, alowing
mployees and managers 1o parorm e | +
work that matiers

+ Simple ways 1o manage our pecple

+ COEs wil continue to be.
functional

1 COWTENTAC 1R NI U LY

&
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Change Management in Practice

Change Management Activity: Training and Awareness Delivery

Adult learners have limited time and an even shorter attention span. Trainings should be short, to the point, and
focus on the changes that matter most to each audience.

m Talent Acquisition / Onboarding scogmgdgqp During the Training

" Keep training sessions to 90 minutes or ; —— = Taen Accuition Scope N Needs Assessment &
less =, I Design phase, map out

= Offer a variety of days and times for R which changes will be the
training so participants have flexibility on

/W% = most drastic and affect
the most people.

when to attend —;
" Record the training and offer it to : . =
participants afterwards as a reference - Vo tmsced =] OneTi Payments Process

tool

" Offer trainings in-person and virtually

" Consider the various shifts employees
or vendors work and be available to
teach them about the change

Reference
materials

&
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Change Management in Practice

Change Management in a Virtual World

The use of technology as a core part of change management has been evolving over the last several years. Even
before the current pandemic, many of our clients (especially those that are geographically dispersed) were
accustomed to virtual meetings and collaboration. The current pandemic has further highlighted the need for new
and creative approaches to change management.

Example: Working sessions to test and discuss future state recommendations

Method

MS Teams

Number of Participants

4to08

Pre-work

Fully "baked" recommendations sent as
pre-read materials

Duration

60-90 minutes each and spaced out over three
weeks (i.e., not back-to-back-to-back)

Action Items and Take-Aways

Summarized notes sent to participants at the end
of each day

&
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Set ground rules upfront — encourage video
and direct eye contact with camera

Group size and level of participant matters
(keep it small to increase engagement)
Consider short ice breakers using the
platform (chat, voting, etc.)

Ensure the facilitator maintains high energy
Leverage platform’s collaborative
functionality (e.g., breakout rooms,
whiteboards, polling, etc.)

Don't let just the loudest voices dominate —
provide opportunities for all to contribute
Develop and provide pre-reads to set
expectations and encourage preparation
Understand personalities in advance (e.g.,
“‘naysayers”)
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CONTACT US!

Trish Ferris
Partner

ScottMadden, Inc.
2626 Glenwood Avenue

Suite 480
Raleigh, NC 27608
patriciaferris@scottmadden.com
0: 919-781-4191
M: 919-225-5753

Courtney Jackson
Partner and HCM Lead

ScottMadden, Inc.
2626 Glenwood Avenue

Suite 480
Raleigh, NC 27608
courtneyjackson@scottmadden.com

0: 919-781-4191
M: 919-672-7521
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