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Our vision…. 



Service Delivery Model – Example 



Scope of Service 

Initial Focus: 
1.Human Resources 
2.Finance 
3.Research Support 

 
Future Focus: 
1.Facilities 
2.Information 
Communication 
Technology 



“That all sounds great… the 
problem is getting from here to 
there…” 
 



The Problems (“Our” Context) 

 Recent large change 
initiative failed 

 Fear of losing control 
 Reluctance to relocate staff 
 Fear of change 
 Political pressure 

 Union pressure 
 Functional silos 
 Limited budget 
 Limited buy-in 
 Limited space 
 Technology deficiency 



Our Challenges 
 

Solve these common problems in a not so common way…. 
 

 Physical Space 
 Technology 
 Staffing and Training 
 Performance Management 

 



Physical Space 
The Challenge 
“Our Wants” 
Proximity and accessibility 
Multi-function end-to-end 
service  
University employees 
Comfortable place that 
people enjoy working in 
No disruption to key teaching 
and research real-estate 
 

The Solution 
Innovative Structure 

 
 

Tier 2 (30) 

Tier 1(10) On campus 

Off campus 



Physical Space (Cont’d) 
Pre-Transformation 

New Innovative Model 



ARTS AND SCIENCE BUILDING 
ConnectionPoint  

Walk-in 
accessible service 
in central campus 
location (“Tier 1” 
support) 

Tier 1(10) 



















INNOVATION PLACE 
ConnectionPoint  

Off campus 
transactional 
support (Tier 2) 
(e.g., T&E, 
payroll 
processing, new 
hire processing) 

 
 

Tier 2 (30) 



















TECHNOLOGY 



Technology 
The Challenge 
 Multiple ERP and “shadow” 

systems 
 Plan to migrate to single ERP 

in longer-term 
 1 million @usask.ca pages 
 Limited budget 

 

The Solution 
 Review/redesign processes 

and create enablers within 
current systems (e-forms) 

 Leverage existing technology 
and reconfigure to meet 
service management needs 

 Create “swivel chair” across 
platforms 
 











Wall Boards – Tracking Service 



STAFFING AND TRAINING 



Staffing and Training 

 No interest in staff 
reductions 

 Avoid “lift and shift current 
processes and culture”  

 Not able to completely 
greenfield (appetite and 
institutional knowledge) 

 Desire to be cost-neutral in 
3-5 years 

 

The Challenge The Solution 
 Hybrid staffing approach 
 Comprehensive training 



 Hybrid Staffing 
• Internal/external 

recruitment 
• Targeted selection 
• Whole-unit 

transition (limited) 
 

 Training 
• Process Training 
• Technical Training  
• Customer Service! 
• “Live-fire” 



PERFORMANCE MANAGEMENT 



 Total number of CMS requests  as of April 13th 2017 (4 months) 17,458 
(previous week: 16714 ) 

 New requests created in CMS this week : 646 (previous week: 1012) 

 Total number of inbound calls handled on ACD : 377 (previous week: 487) 

 Number of Concur Expense Approvals approved by T&E team : 157  (not captured in 
CMS) (previous week: 292 ) 

Request Volumes 



Initial driver for model and 
space (Arts Building) 

Usage by Communication Medium 



Usage by Department 



Distribution by Request Type 



Feedback Results 
How would you describe your experience using 
ConnectionPoint? 

Total number of feedback responses this week: 42 



FROM HERE TO (GETTING) THERE 



Where we are : 
 Operational since September 2016 (T&E only; full scope 

December 2016) 
 Just completed 20,000 transactions 
 Maintained 75%-80% satisfaction week-to-week 
 Expanding planned services on-schedule 



Key Successes…Lessons & Takeaways 
Successes 
 Governance model (academic voice) 
 Campus road shows 
 Focus on enhancing service… efficiency will come 
 Campus touchpoints (senior college officers are key) 
 External architect to push past traditional space design 
 Service Relations role – saves your bacon 

Lessons & Takeaways 
 Understand volume/backlog you are inheriting 
 Be prepared to listen and adapt 
 Technology is only part of solution 
 Culture is a cobra… don’t take your eyes off of it 

 
 



Questions…comments… reactions? 
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