State of Utah

HR Shared Services Discussion — Wisconsin Reform
Commission
June 9, 2016

- Shared Services: History

#2006 - Legislation passed:
» Consolidated all HR staff and services/functions under
DHRM
+ Allowed DHRM to function as an internal service fund
= Allowed DHRM to charge rates for payroll and HR services

= Created rate committee to review HR/payroll rates

= 7/1/06 - Shared services implemented:

> All HR positions, funding, and employees transferred to
DHRM
= Positions budgeted as HR positions
= Employees whose work was majority HR and/or payroll

s New organizational structure implemented




Shared Services: History (contd)

> Service level agreements signed with departments
» Statewide HR policies implemented
* New billing rates implemented:
= HR services - $520 per FTE
= Payroll services - $130 per FTE
* Department budgets supplemented or reduced to offset
increases or decreases in HR costs
m 9/2011 — Second phase of shared services implemented
* Employee Resource Information Center (ERIC)
» All HR technicians moved to this division

» Handle all HR transactions (i.e. payroll, transfers, onboarding,
terminations, etc.)

Shared Services : Why?

Establish a single point of accountability for compliance with
law, rule, and policy

® |ncrease consistency of application of law, rule, and policy
" Create operational efficiencies

Ability to quickly respond to changes in workload

Establish an independent, objective third party to consult and
advise state managers on HR issues



.Shared Services: Pitfalls

= Resistance from department management:

¢ Loss of control
* Not understan.ding budgetary adjustments
> Wanting say in who is hired/fired by DHRM
» Not wanting to “pay someone else’s HR costs”
# Resistance from HR/payroll employees:
* Inappropriate allegiance to former department
s Non-compliance with new HR policies/procedures

® DHRM slow to move HR staff to new
assignments

- Shared Services: Org Structure

® Previous structure:

« Policy functions of classification, compensation, recruitment, and
training report to executive director of DHRM

* Dotted line reporting relationship with department HR Directors

o All HR staff are employees of the individual departments that
hired them




Shared Services: Org Structure

(cont'd.)

® Current structure:
* All HR functions report to DHRM
= All HR staff are employees of DHRM

» Each department assigned to a specific HR Field Office which

delivers all HR services

* Field Offices are housed within departments

» Each Field Office consists of HR Director, HR Specialist(s), HR

Analyst(s)
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Shared Services: Improvements

= Since 2007 consolidation:

= Achieved all of our stated goals for implementing shared services
model

= 57 fewer HR employees (achieved through attrition}
< $31 million saved in personnel costs

» Improved HR staff to employee ratio:
s FYQ7 —-1:110
s FY15-1:136

= Significant service improvement for smaller departments that
had minimal HR services

Shared Services: Improvements

> Lower cost HR services compared to private sector*;
« HR services 67% lower
= Payroll services 24% lower

*  94% satisfaction rating overall for DHRM (2015)
> 99% satisfaction rating for ERIC (2015)

*2014 Total Cost of Ownership Evoluation; State of Utah Free Market Protection and Evaiuation Board




Source Documents

= Utah State Personnel Management Act

http://le.utah.gov/xcode/Title67/Chapter19/67-
19.html?v=C67-19 1800010118000101
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Mark Howard — Introduction
Accenture’s Work in Wisconsin

framewaork for the state's most crucial IT infrastructure,

and process efficiency

Copyright ® 2016 Accentura All nghts reservad,

X Hi‘gh performance. Delivered.

| Digital | Technalogy | Operations

The STAR project is consolidating over 100 diverse IT systems in multiple agencies onto
Oracle's PeopleSoft platform to support Finance, Procurement, and HR operations. Analytics
capabilities have been included in each phase, to support insight-driven operations across the
new digital platform. The structure is designed to improve efficiency, consistency and
capabilities for cooperation across all state agencies, and will provide an enterprise-level

University System-wide implementation of PeopleSoft HCM and EPM 9.0 across the 26
institutions of UW set up as 17 Business Units. Included implementation & deployment
support. Project goals were: systems integration, improved customer service, risk mitigation

Source: Accenture Knowledge Exchange



Evolution of Shared
Services in Private Sector

Evolution of Shared Services in the Private Sector

General Electric Outsourcing/offshoring Adaptation across Current Trends
Proctor & Gamble (IBM, Accenture, industries, even * Global Business
HP Infosys) medium-sized companies Services

End-to-End Processin
Back Office; Focus on technology * Internet/ Cloud Remote Managementg
Finance, IT, HR and process * Documentimaging 10t management
improvement ¢ M3A

i Rolls-Royce’
BEE b ﬂ o ¥
P &% Bristol-Myers Squibb

Copyright © 2016 Accenture All rights reserved Source: IAA Presentation 4



Shared Services has become a best practice

among U.S. Companies

Use of Shared Service in Private
Companies in the U.S.

Most Common Shared Services
Functions

Representative Outcomes

= Using Shared Services Not Using Shared Services

Copynight @ 2016 Accentura All nghts resarved.

Adoption of Shared

Over 80%
Customer
Satisfaction

20-40%
Cost
Savings

Source: Shared Services = A Sclution for Government Efficiency
Richarg Gregg (Fiscal Assistant Secretary US Dept of Treasury

Services in Public Sector —

Federal Government
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Key Milestones in Shared Services by the U.S. Government

Lines of
e-Gov. Act Business*
(Electronic GEOQ, VFE,

govt. ITL, ISS
services) (Round 1)

Line of
Business*

CM (Round
0

Payroll

Consolidati

on
Completed

eGov
Initiatives*
DAIP, ITDS,
1AE-
Loans/Grant
s (Round 2)

Shared IT
Services
Strategy

GAO Report

on
Opportuniti
es to
Reduce
Duplication

Federal
Financial
Shared
Services
Selections

Shared
Services
. Implementat
ion Guide

At Present the President’'s Management Agenda directs federal agencies to fulfill goals with maximum efficiency. The US office
of Management and Budget (OMB) advised turning to shared services to meet these directives.

Copyright ® 2016 Accenture All ights reserved.

Source: CGI Repor, Treasury Reoort

Federal Government has well established Shared Services

Providers

Department af

| Department of

National Aeronaulic

Parent Depariment of Department of Department of
Department Treasury ‘ Transportation Agriculture Healslg:i::'sman A::‘?ni’:;i:m Defense
Shared Services |  Administrative | Enterprise Services | NationalFinance | Program Support | NASAShared e
Center ‘Resource Center Center Center Center Services Center éémgg ng.
T v v v v v
Financial
Management « “ “ V ¢ «
HR « « « V
Procurement « v v v v
Other Services v v 4 v v 4 « 4
Year Founded 1995 1982 1980 1995 2006 1891
Organizations 69 30+ 150+ 28 11 All DoD+
Served

Copyright @ 2016 Accenture All ights reservad

Source: Shared Services — A Solution for Government Efficiency
—Richarg Gregg (Fiscal Assistant Sacretary US Depl of Treasury
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Adoption of Shared
Services in Public Sector —
State Government

=)

L E o o
=2

Pennsylvania
« Excellence in Improvement and Innovation Award by the
Shared Services and Outsourcing Network (SSON) in

Washington 2013
+ WA launched the Depl. of Personnel Launched the HR Service Center saving nearly $3.5
Centerin 2010 million annually through the reduction of HR staff and
Cilizens can apply for jobs, access gaining efficiency
online trainings, employee self o
services, and central 2 [
personnel/payroll system 3

New York State

3,175 local govi. agencies

Potential saving of $765
million

Functions: Admin, Health

Insurance, Operations, IT
181 Joint activilies were

+ All depariments in the California
Natural Resources Agency consume
shared services from a privale cloud
Used cloud computing to reduce [T
capital costs by 42% and speed up
sarvice delivery by 70%

uielecl Slates with Shared Services

reported around the State
+ Replaced 59 sites to create for a one Lo
point service
California Hewdersey

2007-08 budget proposed
nearly 520 million towards
shared services

SHARE (Sharing
Avallable Resources
Efficiently) program
awarded more than $82 M
& counties have croated
shared services position
through the COUNT
Program

Launched Ohio Shared Savings in 2009
Services are accounts payable, travel and
expense reimbursement, vendor
maintenance, a customer contact center

Georgia {

« Payroll Shared Ssivicas to improve efficiency and Kentucky Ohio
customer service (Agencies: State Accounting Office, = Labor, Energy and Environment and Pubfic - e
Office of Planning & Budget, Dept. of Admin. Services, Protection Cabinets piloted a shared services
Dept. of Agriculture, etc.) agency in 2008 =

« Consolidated Treasury Accounting Struclure (CTAS) for + General Adminisirative and Program Support
more visibility and control over their payroll and vendor (GAPS) agency serves the cabinets with admin
disbursements functions

Copyright © 20186 Accantura All nghts resenved.

Source: Hyperlinked in State Name and State Abbreviation




Shared Services Bright Spot — Ohio (Financial Management)

Launched the Ohio Shared

Services (a divisian of Ohio 72.3D/u Service 749% Utilization rate
OFfice of Budget and Level Salisfaction of 0SS Accounts Payable
Management) in 2009 with Raling Processing by Partner
the goals of reducing costs Agencies

and improving the

effectiveness and quality of

o i, e 184,999 Accounts 82,088 Travela

functions Payable Transactions Expense Reports
37, 163 calls Received by

0SS Contact Center

20,201 Vendor

Maintenance Requests

in Ohio, including the

reimby

» OSS processes travel and exp for all slate ag:
legislative and judicial branches
» Provides accounts payable services for all 28 of the slate's cabinel-level agencies and is
ly jucting a pilot for thsir ivable trar i
» The client agency’s with 0SS is by a service leval agreement, which
specifies, among other things, the services 0SS will provide, transaction costs, the metrics by
which OS5's performance will be measured

0SS's Accounts Payable services have
produced about in total savings

since the office was created in 2009, with most

client agencies realizing at least
for this function

Source: Chio Shared Services Report— FY 15 i1

Copyright @ 2016 Accenture All rights reserved

Shared Services Bright Spot — New York State

Grants Encouraging Shared Services

1. General Efficiency Planning Grants help identify and study opportunities to improve local
government efficiency and achieve cost savings.

2. Efficiency Implementation Grants assist applicants in implementing plans to improve
efficiency and increase savings.

3.  21st Century Demonstration Grants promole large-scale changes in municipalities which
can be used as model projects for municipal innovation.

4. High Priority Planning Grants are available to any local government for projects that
include studies of municipal mergers, censolidations or disselutions, countywide shared
services, multicounty or regicnal services and charter revisions

Shared Service Examples Amongst Local Government in New York State

New York has introduced
several grants that
encourage its local
governments to participate
in consalidation and shared
services as cost cutting
measures

Public Safety

The Town of Evans and
the Village of Angola
completed a
consolidation
agreement under
which the Tawn
assumed responsibility

for police services in
both the Town and
Village,

Copyright ® 2016 Accenturs All nghis reserved

Public Warks

The Town of Cape
Vineent and Village of
Cape Vincent
purchased a single
500,000 gallon water
tank to serve both,

[:4

Purchasin,

The Hudson Valley
Municipal Purchasing
group has over 25
partners, and partake
in comgpetitive bidding.
This has resulted in

Records Management

Schuyler Caunty, the
Watkins Glen Central
School District, the
Town af Hectar, the
Town of Dix and the
Village of Watkins Glen
formed a partnership

to develap a central
records management
facility within the
County. Savings have
been:1 d al

Healthcare

Source: OSC Report

The Western New York
Care Coordination
Program (WNYCCP)
created a system that
is responsive to
CONSUMErs, ensures
access tahigh quality
services and promates
recavery. As a resuit,
based on a survey
conducted in 2004,




Accenture Experience —
Private & Public Sector

Accenture Experience - Private Sector

Accenture has developed and implemented full lifecycle Integrated Operating Model and Shared Service solutions for

500+ companies worldwide (representative list included below).
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Source: Accenture Knowledge Exchange




Projects

Accenture Experience - Private Sector

Client

Key Highlights

The program involved creation of a single shared sevvices model for its finance and HR
i funal savings by ing Eurap =
S low cost center In Eastern Europe: ~300 staff coverlng 25 countrles and 32,000+
employees

Glabal Shared Services strategy focused an 3 regional Accounting and Contralling S5C:
v Eurape, Americas, Asian Pacific; speeding up post merger situation

Ny v s | v & Il &

Consolldated all activities that are not related to the manufacturing and sales inta Glabal

ABINB - s Business Services leveraging 2000 staff across 8 centres globally
Established aworld class Shared Service Centre ta cater for Statail's growing business
e, 7 % r 7 # complexity In 2006 and since then creating a Global Business Servicas arganizatian,
* Staloil delivering improved quality of services and increased internal customer satisfaction
In 2010 moved Finance, HR, IT, Information Mgmt and "Workplace & Travel” to Global
v 7 7 Fa Services organization; to have future state defined and service management /
Unikevet gavarnance framework implemented

DIAGEO | -

A global hybrid model {in-hause-utsourced) with a bwo tier ‘Frant Office” and ‘Back
v Office’ delivery model localised skills together itural and languzge
skills Scale and global ownership driving quality standards

-
accenture

Copyright © 2016 Accenture All rights reserved.

Global model {2,000+ staff supporting 200,000+ employees) grown overtime offering
services that are cost effective and Improved, aeating a platform for inareased
& efficiency, Impraved service levels, economies af scale and reduced costs

Sourca: Accanture Knowledge Exchange

Accenture Experience - Public Sector

North America

Slale of Ohio

Commonwealth of Massachusetls

US Department of Education — Office of Federal Student Aid
New York Metropolitan Transit Authorily

New York City Department of Health and Mental Hygiene
Office of Comptioller - Maryland

Slate of Kansas

LS. Military Services

Yale Universily

Indiana University

University System of Georgia

UK
Prison Services: Corporate Support Transformalion and Shared Services

Africa
Government of Kenya
Naticnal Planning Commission, Nigena

APAC
Australian Tax Office

Copyright @ 2016 Accenture All rights reserved

Research & Insights

Achieving High Performance Through Shared Services - Lessons frem the Maslers

High Performance Through Shared Services: The Asia Pacific Perspective

Multi-Funclional Shared Services: Insights from an Accenture Research Study

Designing & Building World Class Shared Services O

Beyond Centralization: Driving High Performance Through Fully Realized Shared
Services

Creating and Operating an Effective and Equi Shared Ch
Framework

Driving High Performance in Government: Maximizing the Value of Public-Sector
Shared Services

Diiving High Performance Through Shared Services: Accenlure Capabilities and
Qualifications

Ensuring Successful Shared Service Implementations: From Vision to Operalion

Establishing Trust through @ Well-Defined Shared Services Governance Framework

How Innovative Technology Can Impact the Shared Service Model

Managing Shared Services Change: Beyond Communications and Training

Optimizing Shared ices P Through Beller Service Management
Busi Fi to Maximize Shared Service Value
Selecting the Shared Services Location and Designing an Effective Facllity
Shared Services M t Pr : The Keys to g and ining High

Performance In Shared Semnices

Shared Services: Enabling Finance Mastery and High Performance

Source: Accenture Knowledge Exchange




Common Concerns in
Government about Shared
Services
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U.S. States and Agencies remain concerned about the value
proposition of Shared Services (1/2)

Concern 1: Shared Services Lead to Loss of Control

A calculated choice between Clear interagency agreements (IAA) and service level
agreements (SLA) is essential. There are 2 basic types:

it it it
Pt et it » E 7[ g 7[ + L

60% Federalleaders  82% Federal leaders 34% Federal
© Shared Technology @ Shared Technology Platform

believe than an SSP are concerned that executive are

could stop supporting shared services lock concerned that shared . .

their agency's critical their agency intoone  services leads to job l_DIatfor'nT' & Transaction PI’OCBSSII’IQ

business function sSSP loss (i-e., providing a hosted (i.e., providing a hosted software solution
software solution) and the labor to do data entry, reperting,

and analysis))

Cncern 2: Shared Services are not Worth the Investment

On the contrary, sharing services are highly A thorough cost-benefit analysis
‘H:g cost beneficial s should also include:
51% Federal leaders are » ' ' ﬂ Q E:
conqerr;ad thil sha_r‘ljng ROI $1.625 Billion throughFy 2015 $185 Million annual Rent " Utiiies =+ Emrlﬁvee
services won' provide an after moving to HR and Payroll SSP savings after 2015 Sain
Copynght @ 2018 Accenture All nghts reserved Source: Biggest Shared Service Myths for Federal Management 18
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U.S. States and Agencies remain concerned about the value

proposition of Shared Services (2/2)

Concern 3: Agency Missions are Too Unique for Shared Services

On the contrary, sharing services allows agencies to spend less time on day-
to-day operations so they can spend more time focusing on their missions

The DOI's Interior Business Center provides shared services to
® © 6 & O

ww*w various (]CNCH‘LI?'ICJ'I( BQEHCEGS...
Weas The largeit
e & © @0 © customer of
HHS's Pregram
Support Center
© L is DOD
/ i Y
@

50% Federal leaders believe that their
department/agency has unique mission -

requirements that cannot be provided by
another department/agency

..and 150 federal agencies in total.

Copyright® 2016 Accenture All rights reserved Source: Biggest Shared Service Myths for Federal 19
Management— Accentura Report

Key Challenges in
Implementing Shared Services
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Typical challenges we’ve seen implementing shared services in

public sector organizations

Challenges Contributing Factors
+ Lack of incentives and mandates ¢
Governance Mechanisms + Appropriate governance structure is unusual for government enterprises
Contracting & Acquisition = Lack of awareness, fraining and buy-in on the part of contracting officers
Policy and Regulations +  Existing contracts lack standardization, are complex due to Inter-agency agreements

« Difficulty in moving funds between government agencies
Funding & Funds Transfer « Varied processes within each agency
+  Multiple funding sources

= Agencies fear loss of resources and control

*  Lack leadership commitment

+  Absence of govt. wide comprehensive inventory of available shared services
+ Difficulty in quantifying ROl on shared services

+ One off shared services has resulted in lack of standards

: ! + Various business models for each customer
Provider Capability & + Customer service concems

Capacity + Insufficient funding
+ Lack of consumer trust and canfidence in providers:

Customer Readiness

Copyright & 2016 Accenture All nghts resarved Source: Multiple Source — Listed in Appendix 21

Key factors to successful shared services projects we’ve seen in

public sector

Mandate Clarity of Driver

Ensure leadership mandate, sponsorship and E Be clear on value-driver of change - strategic,
agreement to long-term shared services targets quality, cost, service levels — don't try to ramp all to
world class concurrently

Governance Evolve the Operation

Evolve shared services operations over time —
start with predictability and control; improve
sophistication rapidly and continuously thereafter
based on delivery success

Establish shared services governance framework
and transformation team to cover full strategic
transformation duration

Decouple the Technology Timeline

Decouple the enabling technology timeline from the
shared services timeline — and run shared services
faster to create the receiving ground for platform(s})
and other technology improvements

Agent of Change

Position shared services as the agent of change —
not the sponsor — until it owns all in-scope
processes / operations

Phased Journey Change

Use phasing and prioritizing of shared services scope Change Management, regular communication with
to realize value quickly, align to organizational all stakeholder groups and creating a shared
change appetite and ensure validation points to services value-added culture is critical and can't be
demonstrate success done as an ad hoc task or after thought

o0
®0 6
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hitp:/Aww. ey.com/GL/en/industries/Government---Public-Sector/Citizen-Today---December-2013---Implementing-shared-services-in-
the-US

hitps:/iwww-304.ibm.com/easyaccess/fileserve?cantentid=104553

http:/fwww.academia.edu/1621310/Shared Services Lessons fram Private Seclor for Public Sector Domain

hitp:/fwww. njleq. state. nj. us/PropertyTaxSession/OP|/accenture. pdf

http://www.cisco.comiweb/DE/pdfs/publicsector/Shared Services Building A Platform For Better Services At Lower Cost.pdf
http:/#www. phsharing.orgiwp-content/uploads/2013/02/Shared-Services-in-Government. pdf
http://www.oracle.com/us/industries/046024. pdf
https:/iwww.actiac.ora/sites/default/files/Shared%20Services%20Challenges-12-Oct-12-FINAL corrected 170ct12 4.pdf

. http://ourpublicservice.org/issues/modernize-management/shared-services php

0. hitp://s3.amazonaws.com/mildredwarner.org/attachments/000/000/471/original/81020d37575bc74db2079dc2308dd926

1. http://www.ey.com/Publication/vwl UAssets/E Y-the-new-case-for-shared-services/SFILE/E Y-the-new-case-for-shared-services. pdf

Copyright @ 2016 Accenture All rights reserved 24



Accenture helps Marriott grow its Shared Services Business
In 2013, Marriott International Inc., which has Marriott Business Services (MBS), the first-ever
hospitality finance and accounting shared services model, moved its F&A services under
Accenture Hospitality Services (AHS)
Benefits include 25 percent cost savings since the integration began and the expansion of the
shared services model to 20 countries, 15 currencies and 13,000 users. AHS has also successfully
completed the transfer and skills training of more than 500 Marriott employees.

Accenture helps with a Multi-Function Shared Services Assessment for Global

Pharmaceutical Corporation
Client wanted to determine the value of a Multi-Function Shared Service Center and use of low
cost locations. Accenture evaluated the Finance, HR, IT, Procurement, R&D, Pricing, Customer
Service, Legal, Logistics & Distribution, and Market Research functions.
The business case’s goal was to reduce labor costs between US $30-50 million per year through
headcount reduction and use of a low cost location

yright ® 2016 Accenturs All rights reserved.
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Accenture helps with implementation of best practices HR Shared Services
Accenture’s contribution: 1) Established technology roadmap with near-term and long-
term capabilities, 2) Manage design and implementation effort, metrics and service
management design, and change management. Outcome was improved efficiency and
turnaround time for answering employee requests, standardization of its employee
experience, improved quality of service with improved toals, job aids, and knowledge

resources, Eventually, lowered cost to serve for transactional requests
: . i 2 = M

Accenture helps with a Shared Services Assessment for Not-for-Profit
Accenture was asked to evaluate current operations and define a service delivery model to
streamline operations and reduce costs with a focus on Finance & Accounting, HR, Payroll, and IT
with the proposed outcome assumed to be a new shared services delivery model.
Accenture delivered a detailed communication plan and next step recommendations in change
management




U.S. Insurer and Financial Services |

5. — - a o\
Accenture helps to improve Finance function efficiency across U.S. businesses and
corporate areas
Accenture’s approach was to define and design an Integrated Shared Services Model. The agreed
upon approach was that FSS (Financial Shared Services) and BU (Business Unit) Finance will
partner to create a new shared service unit and refine the retained BU finance functions.

The goal was 1. Process improvement / simplification- Reduction in work effort to enable
economies of scale and skill, 2. Standardization (with documentation) to enable broader spans
fol 3. Enhancing talent and skills

e P TR

Accenture helps the DOE in developing a common grants management system
The Office of Federal Student Aid (FSA) is responsible for managing student aid programs and
processes. Accenture helped the U.S. Department of Education’s Office of Federal Student Aid

design, build, implement and operate a Common Origination and Disbursement System (COD) to

process originations and disbursements for Federal loans and grants. COD has helped to achieve

significant productivity and efficiency savings and has originated and disbursed over $500 billion
in loans and grants to over 34 million students since its inception in 2002.
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- Accenture helps Ohio reduce operating costs for major administrative functions
! In 2009, OH and Accenture entered Managed Services arrangement for systems integrator,
providing design, build, implementation, shared services, and managed services. Accenture
r implemented a suite of Oracle’s PeopleSoft Enterprise applications, including Financial
' Management, Human Capital Management, and Enterprise Performance Management. QOutcome
was standardized operations across more than 100 agencies, board, and commissions for 64,000
| employees.

Accenture helps MTA as implement a new Business Service Center (BSC)
Accenture was the prime systems integrator to consolidate HR, Finance and administrative staff
processes from eight MTA agencies into a single new business process and software platform.
The BSA helped MTA centralize administrative functions, optimize processes and achieve savings
of 525M annually




Accenture helps MA with statewide HR Modernization (MassHR)
Accenture implemented the PeopleSoft Time and Attendance solution to over 37,000 users
across 156 Agencies across the Commonwealth. Also introduced a shared services center to

support the time and attendance solution and provide support to the employees of MA.
Accenture provided organizational change management and training to support the deployment
of both technology and shared services center.

SN, N NS

Accenture helps Georgia with a Shared Services Assessment
Accenture conducted an assessment of accounts payable, travel and expense, and payroll
processing and delivered a proposed operating model, enabling technologies guide,
implementation plan, and business case for implementing shared services.
A shared services implementation plan created by Accenture was projected to save $75.1M over
ten years and achieve payback with 3.53 years of the project start

" TS Tl E - ,I:; - - 3 I
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