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Good afternoon - it’s great to be here …….
You heard from my colleague Steve Ferguson yesterday, my style is a little more subdued than his.  So I thought I’d start by giving you a brief overview or context of the NZ Post Group and where we each fit into it.

The New Zealand Post Group...

We delivered just under 700 million items last year to around 1.94million delivery points - that’s households, business and PO Boxes
We provide postal, parcel and bill payment services through our store network at around 885 locations across New Zealand through which we processes more than 19 million financial transaction - such as road user, vehicle registrations, phone bills, power bills, etc.

Parcels - we deliver more than 41million courier parcels each year
 
And Kiwibank is the 5th largest bank in New Zealand with 850,000 customers and growing

So thats a bit about who we are and what we do.  Now on to the topic I’m - here to talk to you about - how to balance process excellence OR transformational change with BAU or “keeping the lights on”


1. Drivers for Change at NZP Group
2. Setting up for change
& 3. Engagement and communication
4. Balancing PEX and BAU
5. Lessons learned and wrap up
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My presentation will cover the following:
What are or were the drivers for Process Excellence/transformational change in the NZ Post Group
How to get ready and really prepared for the change
The importance of engagement at all levels and the importance of communication
How do you actually balance transformational change with business as usual
And last, but by no means least HOW are we getting on,  the lessons we’ve learned along the way and of course I will leave time for questions


1. Drivers for change

e Declining mail volumes
e High back office support costs

m ® Growth in parcels
@ e Growth in Financial Services -

Kiwibank
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The drivers for change were significant and a loud “call to action”  and included the following:
Declining mail volumes, High back office support costs, Growth in parcels and growth in Financial Services

So basically, our customers and therefore our markets were changing rapidly.

How did we know?
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A busy slide I know and one that I won’t go into detail on, but suffice to say we knew that BAU or continuous improvement change was no longer going to be enough 

Refer growth in parcels
Refer decline in mail


2. Setting up for change

Developed EPMO end 2013
Business plan Q1 2014
Prioritisation by Portfolio x5
Due Diligence function - CIC
“Vital few” focus

\it
"L
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Discuss the points on the slide and then …...


What this looks like as a simple model is….




e Continuous
Improvement
plus

e Asset Portfolio

e Compliance Portfolio

Corporate

GLT

[Investment Business Change Portfolio
Decisions via CIC] e Cost out

° Growth
e ‘“Strategic Programmes”

R&D Portfolio
Investment Portfolio

Portfolios

...manage the investment
portfolio ...

%,
Programmes\

...manage the business

Business as benefits ...
usual

Projects

...manage the operations... ...manage the project outputs

Organisation
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Important points:


I-Lign central repository and also a timesheeting function across the Group including KB
Business change portfolio is actually split into two discrete portfolios
Cost Out
Growth
Because the prioritisation criteria is different between the two types of programmes or projects

The R&D portfolio also includes Investments - as the parent we govern the capital we allocate to KB through this portfolio

A change for the coming 16/17 financial year is the inclusion of a Continuous Improvement allocation within the Business Change “Cost Out” portfolio - to manage and deliver the continuous improvement projects


2. Setting up for change rcontinvea

* Right elements required
* Benefits focus
* Improve the culture
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Setting up for change:

To execute effectively must have the following elements:
Vision and Purpose =  Direction:  Team Outcomes - one team;  Accountability - including benefits:  Trust and respect:  Dialogue and most importantly COLLABORATION 
Improve the culture by leadership - walking the talk
Delivering more value through cross-functional and executive support - Including Educating the executive level on continuous improvement - what it is and what it isn’t
Break down silos - one team, collaboration (New Ways of Working)
End to end process focus
Project sponsors knowing how to be project sponsors and business owners knowing how to be business owners
Advocates and mandate to ‘influence and persuade’ ilo hierarchical ‘command and control’

Actions - better to do it wrong than do nothing at all, especially with a declining mail business

A quick look at what our corporate PLAN on a PAGE looked like from 2013 is ……………………………..





Delivering Our Future Our Plan to 2018
WE WILL BE THE BEST AT WHAT WE D0... AND DO WHAT MATTERS

New Zealand Post Group

Mail & Logistics Financial Services

Supported by

our people, ®
channels
& technology

WE DELIVER FOR OUR...

Customers People Communities Shareholders

e Carry more parcels * Give our customers more choice about where, e Simplify how we do things
» Grow Kiwibank when and how they do business with us * Get rid of duplication

« Help our customers find * Improve the way we work * Be a leaner organisation
and reach their customers * Deliver different things in different ways

We'll be commercially strong, customer-focused and a great place to work.

“Work worth doing, teams worth belonging to, leaders worth following.”

ONE @;gr—‘s MAKE IT JeA D |
TEAM RIGHT EASY GROUP |

©




3. Engagement and Communication

« Communication

e Education
— Tools - iI-Lign
— Productivity - e.g Productivity Ninja

e Training
— Inhouse
— Outsource

» Benefits realisation (during project yay - after project

through continuous Improvement)
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Communication - can never do enough.  Intranet, team briefings, GLT weekly meetings, Quarterly Strategic Reviews, Capital and Investment Committee [CIC] meetings, etc

Training in process and project fundamentals, also Agile, 6 Sigma green belt etc

Making transformations more effective and efficient by providing the right education and training



4. What Is a healthy balance?
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Balancing Process Excellence or Transformation Change with Business as Usual or Keeping the lights on.


&

The challenges we faced:

Transformation Vs BAU

Timing

Change of business model - centralised v
federated

Strategic plans

People - New CEO / General Managers /
Business Sponsors / Restructures
Business readiness

Culture - change fatigue
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When creating a healthy balance between BAU and change initiatives there are a number of challenges to be faced.  
Ours included:
Transformation Vs BAU
Differences between Post doing NOTF vs Parcel Misstreaming - bau doesn’t stop BUT when you have resource contention the business must make a call whether to bring temporary resource OR what do you stop or slow down to give you the runway you need to deliver the biggest benefits for the organisation.  
Timing -  Where and when do you invest your resource and time?
We have currently have centralised change resource model - is it still fit for purpose?



Creating a healthy balance between BAU
and change initiatives

Actions we took :

e What is change and what is BAU?
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Define the difference between what is a project and what is BAU?  See next slide


What is a Project?

Business Unit Focus
“Keeping the lights on”

Projects Focus
“Change”

Tasks and Managed Work
undertaken by the business
unit.

Where the criteria is clearly
met and the business unit is

&,
4 Areaof

solely responsible for delivery \

_
_d

overlap

'.__.-';'Projects where at least one
"~ of the criteria for BAU work

is unclear, in which case
L CoE projects can be
consulted

Defined Projects and

Programmes where the Y
risk is higher and there B
are greater unknowns "
that need to be managed
for

BAU Delivery

Governance/Operational Frameworks
Project Resourcing
Project & Programme Management
Planning and Advisory
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Notes to slides:-
Definitions:
Tasks - Discrete, well defined operation undertaken within BAU
Managed Work - Set or sequence of tasks that collectively deliver a result for the customer





Creating a healthy balance between BAU
and change initiatives

Actions we took [continued]:

e What is change and what is BAU?
e Minimum standards
e Continuous Improvement funding in business plan
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Implementing minimum standards across the Group - irrespective of whether it is a strategic change or a “keeping the lights on” change, for example and IT in-cycle software upgrade, a property or plane/truck upgrade Versus changing to a new software platform - Google to Microsoft or building a new mail centre

And as I mentioned previously, this year including a subset in the business change Portfolio for “ continuous improvement”



Creating a healthy balance between BAU
and change initiatives

Must Have:

e C(Clarity

e Trust and Respect

e Governance and accountability
e Balance is not always 50/50
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Get clarity on WHY - vision and purpose as early as possible
Trust and Respect are fundamentals - leader worth following - all must walk the talk
Clear, well defined prioritisation, governance forums and roles and overall accountability
Balance is not always 50/50 all the time - Graphic example of NOTF
This is difficult during periods of great transformational change where there is some much uncertainty and instability





Lessons learned and wrap up
e [t's hard to do right!
« EPMO pipeline management essential
e Understanding difference between change
and “keeping the lights on” or BAU

* [t's hard to bring the people along - hard to
improve the culture when Cl means redundancies

* Groundhog day - Changing executives can be like
treading water
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The journey to process excellence is hard to do right.  It begins after a transformational change.  Expecting process excellence straight after at the completion of a transformation change is unrealistic
The reason for that is the project team are solely focussed on delivering the change and often connect fully with the business who feels the impact of the change. 
 So… the sooner and closer the BAU business owner is connected  to the transformation programme the better




Questions?
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