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Interview transcript with Glenda Parata, Director, NZ Defence Shared
Services

Leveraging shared services to free up resources and drive innovation

Ahead of Business Transformation NZ 2016, we caught up with Glenda Parata, Director, NZ Defence

Shared Services, to find out how the organisationis focusing onleadership, continuous improvement
and lean conceptstodrive transformation and lessons learned through business excellence to date.

What stage of the shared services journeyis NZ Defence Force currently at?

Glenda: we’ve made quite a big transformation within the New Zealand Defence Force, but we have had
a couple of hiccups alongthe way where we have gone backwards. We’ve splitapart and come back
together. Rightnow, we’re inthe middle of going back to where we used to be and we’re moving
forward. Compared to othershared service organisations, we would be round about the mid-half way
through the journey—anditis a bigjourney.

What tools are you using to expand the scope of your shared service?

Glenda: We have implemented what we call an ‘equip team’ which involves compliance, audit, new IT
systems and processimprovement. We’re also bringingin lean six sigmaand also doing process
improvement. All these toolsin conjunction with what we’re doing with the management side shouldbe
able to move usforward.

How are you establishing a culture of high performance in your shared service?

Glenda: One of the things we need to dois succession planning of staff. We’ve got the oldergeneration
cominginwiththe newergenerationand whilewe are planning, it's constant change management. We
are relyingon or putting more into our managersand team leaders who are the ones who are goingto
be managingthese people. That's where we’relooking atthe moment. We’ve gotten to the stage where
our processes have been organised, but we’re finding some of our management structures don’t
supportthe changes that are goingahead. | think thisis somethingreally important that we need to look
at - the lack of skills or the skills we have presently, towhatwe will needinthe future.

What steps are you taking to provide more value through your shared service that goes beyond basic
cost savings?

Glenda: The biggestvalue is the efficiencies gained because of our widespread location right across New
Zealand. The efficiencies gained and less FTEs, but doing more work. Unfortunately it has come at an
expectation of the customers that we don’t need to grow any more;so it’s a matter of doingbusiness
casesto get that right. The sad thing aboutis that the expectations when we first started shared services
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were to save money. Now we’vegottento the position where we are growingand we actually need to
employ more people, whichisavery hard sell.

What challenges have you faced on your transformation journey so far? How have you addressed or
overcome these challenges?

Glenda: With us especially, the culture. To change a culture in any organisationisreally difficult but
we’re also trying to change three cultures with the three different military streams. On top of that we
also have operations and training camps. The whole mix has been extremely difficult. But you’ve gotto
do whatyou’re goingto do and say that you’re goingto do it —and actually doit. This builds trustin the
organisationanditisdifficult,itisnotan easy journey. But that’s how we’ve managed sofar.

What factors do you think will change the Australasian shared services landscape in the coming years?

Glenda:Inthe comingyears| foresee it will be the technology that changes absolutely immensely. Also
the ageing workforce, robotics and the generation gap. Because now we’ve got peoplefromthe 60s and
we’ve got the generation managing those huge gaps of people, which is extremelydifficult for managers
and itis goingto be somethingthatneedsto be worked on.

What steps are you taking in your organisationto prepare for these changes?

Glenda: We're actually training our managers on behaviourals which is something that we don’t
normally dointhe Defence Force. It's somethingthatis basicbutis not taught to managers. The
expectations of managingthose staff, we’ve got succession planning forourteam leaders, we need

outside peopleto come in with new skills, new technology. We’re also doing relationship management
as well.

If you found thisinteresting, join Glenda at Business Transformation New Zealand 2016, where she will
furtherexplore:

o 3 keystrategiesforsharedservices: engaging with business excellence; strategic planningand
change management

e Discardingconventionalfixed ideas and really getting back to the basics of shared services

e Focusingonleadership, continuousimprovementand lean concepts as tools forchange

e Lessonslearnedthroughbusiness excellence—engagingall staffinall levels of strategic planning
to gain buy-in

e Thecriticality of allowing employees the time, resources and opportunity forinnovation

e Future goalsand 2020 strategy

For more information visit www.businesstransformation.co.nz or call +61 2 9229 1000 or email
enquire@igpc.com.au
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