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Department of Human Services

How we are building an intelligent digital ecosystem through

Connected
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Welcome

Today we will be covering;
How we broke down, bridged and connected services internally
How HR can influence and drive change within an organisation

How we measure our improvement

Why using an agile approach for digital strategy makes all the difference.




The Department of Human Services supports
Australians by delivering social and health
services and payments.

“?‘3 Staff work across Centrelink, Medicare
centreink  @Nd Child Support, as well as staffing
medicare  Other smaller government initiatives.

child support

The Department of Human
Services is committed to
diversity and inclusion for

Providing corporate, IT and HR support to all people. s

other government departments through Shared

Servicing arrangements. i 3 &
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Who Is
HR?

2% of the department’s staff work in HR.

HR spreads across 2 Divisions, and about 35
functions.

HR functions are broad ranging and include
Injury Management, Work Health and Safety,
Policy, Payroll, Recruitment, HR Systems,
Employee Relations, Workforce Strategy and
Communications.

Approximately 650 staff make
up HR across all Australian
states and territories.




Our journey

HR business areas strive to deliver
professional services by focusing on
the quality of each HR function.

®

Over time, each function developed
its own processes, strategies and
technology so that it could perform
to the highest standard.

In a further effort to improve
services, projects commenced to fill

gaps.




Our journey

HR business areas strive to deliver
professional services by focusing on
the quality of each HR function.

Over time, each function developed
its own processes, strategies and
technology so that it could perform
to the highest standard.

In a further effort to improve
services, projects commenced to fill

gaps.

However this effort was replicated
across HR functions, leading to
siloed development of products and
services.
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Our journey

The challenge is;

How can we remove duplication of
effort and reconnect these
functions, to streamline service
delivery and improve efficiency in
this new landscape?




A new Digital Strategy

Challenge the traditional concept of strategy development
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Accept the future digital landscape is unknown

Quantify the current ecosystem

Gather support from stakeholder areas within the business




"What is Connected HR?

Process

Establishment of processes g

Governance

Process and tool improvements

Knowledge management

Streamlined workflows i
Product management &
Evaluation

People

User-based design
Capability

Continuous improvement
Innovation

Future skills and behaviours
Role definition

Improved self-service
Timeliness

Technology

Improved data to support

decisions

Leading future ready solutions
Systems to support holistic

end to end services
Automation
Workflow system
Improvements

Strategy

Culture
Communication

HR priorities

Alignment to strategies
and culture

Change management



" Our Connected HR priorities

Priority1-Builda ¢/ |
| connected ecosystem
|




HR
Online

Strategies and plans

ﬁ Strategies and alans

Qur vision
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Our digital workpl

Projecs and initiatives

How we know
where we
need to be to
wonlinge Lo
deliver
against the
Strategic Pillars

How we know
we're on track
to deliver our
work, aligned
to the Strateqic
Pillars

The Strategic Pillars underpin our
purpose and vision, and set out our
department’s strategic direction.
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HR Function
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prinnties.
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The Pecple Civisions has a key role in driving
the ‘| paderzkip' and ‘Werkforee' goals,
under the Pecple and Culture pillar.

STRATEGIC PILLARS



"How is Connected HR used?

Priority 1 Build a connected ecosystem

1.1 A clear vision for our future
The future is inspiring and unifying, it is realised by aligning HR project and BAU activities to division, group and enterprise-wide priorities:

Our Strategic Pillars

We will:

= demonstrate how HR plans, projects and priorities connect into the strategic vision of the

= promote a culture that values a future-ready

planning.

Priority 1
Build a connected ecosystem

1.1 A clear vision for the future
1.2 Informed planning and decision making
1.3 Governance and accountability

1.4 A collaborative culture




"How is Connected HR used?

Priority 2 Enhance the employee experience Priority 2
2.1 User-centric design Enhance the employee experience

HR services and products ars developed with & user-centric design approach, ensuring we deliver fit-for-purpose salutions that work

Our Strategic Pillars ~ Other 2.1 User-centric design

B HR Function
'

rnorks and what can be - Waorlforce Plan

2.2 Accessible HR solutions
2.3 Self-service first

2.4 Automation




How Is Connected HR used?

Priority 3 Prepare our people for change
Priority 3
31 Actively engaged people Prepare our people for change

Staff feel valued and inchuded, they are empowered to jom m and drive orgamsational sucoess.

Our Strateqgic Fillars

3.1 Actively engaged people

3.2 Proactive change management

3.3 Capable HR

3.4 Leadership at all levels




J ®
Measuring
our progress

We use a 5-stage maturity model to
imagine and measure the success
of our improvement journey.

We assess our maturity level
twice a year using a range of
gualitative and quantitative data.

Connected HR Maturity Model

1 c bility for
" ured and ing;

DISCONNECTED

j g Connected HR pricrities and principles
, collaboration and feedback channels established.

2 o el
s plan implems

INFORMED

ment Framework implemented.
Digital governance developed.

ORGANISED
d leading to high levels of self-service.

Digital governance operating.

the business is
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spstem and future tool requirements.




How we
measure

Disconnected

HR solutions are
implemented
without involving
users in the
research and
design process.

Informed

User-centred
research and
design is ad hoc
and only applied
to specific HR
Initiatives.

Connected HR principles are underpinned by 5
performance statements that map to a maturity stage.

Example: Priority 2 - Enhance the employee experience,

Organised

User-centred
research and
design is
common and
resourced as part
of HR project
planning.

Connected

HR's user-centric
culture is
normalised, staff
have the skills
and tools to
optimise its
potential

Principle 2.1 - User-centric design.

Continuous
transformation

HR is user-driven
with staff and
management

collaborating to

set and
implement
strategy.




" Matu rity
assessment

For our first maturity assessment,
staff gave HR a maturity score of
1.44 - Disconnected

Six months later the score increased to
1.93, nudging the next level of maturity,
Informed.




J Projects and initiatives

HR
Online

Projects & initiativesg

Tools erd r=sources

Gy

People Divisions' news || Strategies and plans || Projects end initiatives | | Who does what ‘

Timeline Index

om the ind : i = ct inf

formatior

People Services

Peaple Policy and Oozrations

Enterprisz Transformation

Acendre eRecruitment mplementaticn Cornecled HR

Acendre ¢ AFS 2019 Cersus Cornected HR System

BAL Reporting Automztion Cultars Change Approach

LCulture Testing

Customer Cantact Definition

Data Governance Framework




Projects and initiatives

Strateqgies and plars || Projects and initiativas || Who does what | Tools and resources

ﬁ ‘ People Divisions' rews

Connected HR Progress feed Project lead

Connected HR strategy endcrsement from Lisa Ryman

NM Corporale Enatiling DigitalHR
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e duplication and improve the
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( with PDO and with PAC 1o : Otlher
understand and improve HR query datz

callection methodology and reporting. L3 el

Completed maturity assessment research
i onnected HR agreed final
line maturity measure of 1.87 -

nnacted

and improv design Lo The new HR Online includit o HR

meet short and long-term goals. has been communicated with every PDE. The
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Embracing

Connected
HR
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Benefits for senior executive and business

E m b ra C I n g Informs project and work prioritisation

Demonstrates how work contributes to

Connected Demonstaies

Supports project communication and

successful change implementation
H R Enables top-down cultural change impact
Increased visibility of strategic goals and

how they relate to project and business-as-
usual work.




J Success to date

Increased collaboration
Process improvement

Improved user experience

Adoption by senior executive

Increased organisational maturity

Departmental awareness
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Continuing our
SUCCess

» Engage all of HR in our digital success
» Joint ownership

* Visible achievements

» Ongoing iteration and development

» Ongoing leadership at all levels




A n d th i S a | | Factors for success:
happened In less
than 12 months? e

* A willingness from all staff to

see effective change




We believe success is a journey, not a
destination.

W h at n OW? Which is just as well because there’s a long

sl way to go!



"People are much more likely
to act their way into a new
way of thinking,
than think their way into a
new way of acting.'

Richard Pascale

Any guestions?
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