HERIOT
JWAT'T

UNIVERSITY

Customer Perspective on Service Maturity
« Are you ready for a cloud enabled future for your ERP?
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“Having spent 20+ years in technology tackling ever larger problems and enabling innovation through the delivery of IT
strategies, I've been privileged to have taken part in and led the delivery of large scale cloud and compliance solutions
across Higher Education, Telecoms and Banking Sectors for customers as broad as Heriot Watt University, Birmingham City
University, British Telecom, BGC Partners and Bank of China.”
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e Confusing process experiences from the user
and operator perspective

* No consistent design logic or visibility of user
feedback

* No sharing of resources at the centre

e Lots of sharing of resources within the schools
and other divisions, but all doing different things

e Senior Leaders drawn away from strategic
output, instead dealing with process complaints
and dissatisfied internal business stakeholders

e Paper based culture with lots of workarounds

* Inconsistent hours of operation

e Unsustainable in a global institution
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* A coherent user journey that offers transparency
of the task being performed

* Consistent design logic with iterative feedback
from the user throughout the process

* Permitting of resource agility and role
sharing/location diversity

* Senior Leaders focussed on strategic output,
with process complaints and internal business
stakeholders satisfaction managed by internal
leads (alongside third party suppliers)

* Digital at source — less paper

e Consistent hours of operation

* Supporting Strategy 2025




HERIOT : :
SWATT Creating Powerful Business Processes

UNIVERSITY

* A coherent user journey th
of the task being performe
e Consistent design logic wit
from the user throughout t
* Permitting of resource agili
sharing/location diversity
e Senior Leaders focussed on
with process complaints an
stakeholders satisfaction m
leads (alongside third party
* Digital at source — less pap
e Consistent hours of operati
* Supporting Strategy 2025



HERIOT

<

El
P
59

WATT Service Centric Structure by Design

UNIVERSITY

Multi Channel Contact Centre Technology with Pipeline Process Capability

Helpdesk Service Team(s) Utilising Customer Relationship Management Practices

ERP Suite with Highly Configurable Business Process Integration & Automation Capability

Learning & Purchase to Pay Reporting &

Hire to Retire Core Finance ‘
Progression Support
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Technology Implementation
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Roadmap of deliverables
Business
Process - Business readiness strategies
Service function by function

Mappin i -
PRINg a(:erliince Maturity Self KPI’s for Achievement of
ppINg Assessment Business Deliverables
Readiness Outline resource and schedules
Workshops for achievement of business

readiness

Benefit Timeline Assurance
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Head of Staff
Recruitment

End to End Staff Recruitment
Vacancy Approval Process
Plan with Hiring Mgr
Advertise

Co-ordinate Shortlisting
Arrange interviews
Candidate Experience
Record Outcome
Recruitment Policy

Agency and Head-hunter
relationships

Selection Tools

Candidate Pipeline — Talent
Acquisition

Head of Reward
and Wellbeing

Global Reward & Benefits
Policies and Procedures,
Career & Pay Progression,
processes and boards,
Job Evaluation,

Manage Remuneration &
Staff Committees
Diversity and Inclusion
Strategy and Initiatives
Athena Swan support
Employee Wellbeing
Agenda and ill-health case
support

Global Director of Human Resources

Head of Employee
Relations and Policy

Co-ordination of Global Policy
development. Develop mgr
toolkits and templates.
Collective TU Relationship
Management, CJINCC
Co-ordinate staff/union
consultation exercises re
change

Employment
Compliance/UKVI and visa
processes: FOI

High-level support for
employment legislation and
legal claims

Administrative Support - HR Shared Services

Onboarding of new joiners —issue contract, obtain references, create employee record, visa processing and recording, support joining process with line manager

All HR Transactional activities — contract variations, terminations, extensions etc. Monitor contract and funding end dates.
HR Level one support to employees and Managers (HR Help)

Provide HR Administration support to key processes including progression and contribution boards, liaising directly with schools./Professional Services

Provide HR Assistance to HR Operations, eg note taking for case meetings, wellbeing events etc.

Head of HR
Operations

HR Partnering

Workforce Planning

Change Management

Case Management

Guidance to Line mgrs.
Co-ordination of key
processes e.g. PDR,
Progression within Schools/PS
Support policy drafting and
review work

Example HR Structure Chart

Head of
Organisational and
Employee
Development

Culture and values
Organisational Development,
University Induction
Individual & Corporate
Training programmes,
Career mapping — Support
Professional Families’
Employee lifecycle

Advise other Professional
Services on Dev Activities
Leadership and Management
Development Staff
Engagement Activities,

PDR Process
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HR
Director

Strategic Pressure

Subject Matter Experts
*  Policy and Employee Relations
* Reward and Wellbeing

e Organisational Development
*  Learning and Teaching HR BP HR BP
e Data and Analytics

e Diversity and Inclusion

Head of Operations

Prof. Services Acc. Services

Case Reward &

M t| Wellbei
Shadow / anagemen ellbeing

Support
Services Helpdesk incorporating Administration, Transactional
Processing, Payroll Processing and On Boarding Support

Service Experience Demand
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Future Ready

Not Ready Partial Readiness Cloud Ready

Level 1 Level 2 Level 3 Level 4 Level 5
Ad Hoc Basic Structured Integrated Optimised
Some localised processes. Some processes and Mandatory processes in Fully integrated with Metrics are used across the
No formal documentation. standards exist but are not place. Standard business functions. Metrics business to optimise
No checks for compliance mandated. No policy for documentation available. in place to monitor processes.
with process. consistent processes. Senior management performance.
engaged.

Low Maturity High Latent Risk High Maturity Low Latent Risk
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Example: HR Admin Helpdesk Maturity

Level 2
Basic

Level 1
Ad Hoc

“Fewer aged tickets without
activity, understanding and
application of the SLA's. Better
use of the system by the
individuals in the various
specialist areas”

“Many aged tickets without
users having clear
communication of where their
tickets are. Nobody responsible
for the overarching service
experience”

“We don’t have one”

Level 5
Optimised

Level 4
Integrated

Level 3

Structured

“All the behaviours of L4 with a Quarter on Quarter reduction of
tickets, global use of the platform with cross skilling across
region. Enhanced hours of coverage. Direct connection of
strategy with user requirement. Reduction of resource required
to manage tickets”

“Tickets created from the process so that users have an
integrated experience of using the service. Qualitative metrics
for the resolution and experience of logging the ticket. Reflexive
feedback post closure to asses how well the service was
delivered. KPI's for Team Leaders, Middle Managers and Senior
management on SLA adherence and customer feedback”

“All tickets are systematically checked and user experience and
satisfaction is maintained for the majority of requests in line
with SLA. Senior Management users are aware on a weekly
basis of the core statistics for both number of tickets and level
of outstanding aged tickets”

Immature Practice Best Practice
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Initial workshop to discuss how we
work

eThese sessions will allow Oracle to confirm
what they know about how we work

eThey allow us to discuss a broad range of
foundational topics related to organizational
setup, data and how our departments are
structured

Follow On Session to Discuss
Recommendations and Scenarios
Specific to your areas

eHere we discuss the pain points specific to
your area or the area that you represent

sWe'll pay direct reference to the best
practice guidance that Oracle supply

Developing the content and Linking
those recommendations and
scenarios to the emerging strategic
objectives for the programme

sWe’'ll link what you do in your respective

areas to the strategic objectives and create
some high level walkthroughs

Foundational Design Decisions Need Extra Care...

Approval of the recommendations
to the programme governance
board based on a walkthrough of
how the recommendations will
meet our strategic objectives

*This will allow us to start the build process

for our first deliverable — HR

*This will help to ensure that we’re aligned as
a programme
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COMMUNICATION FACILITATION

M Positive M Negative M Positive M Negative

53 11 94 21

LEADERSHIP SUPPORT PERCEIVED BENEFIT TO ATTENDEE

M Positive M Negative M Positive M Negative

POSITIVE ADOPTION

M Positive M Negative

32 13
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DETAILED RESULTS
mStrongly Disagree M Disagree  Not Applicable M Agree  WStrongly Agree
| have a better understanding about how HR/Finance will work in the new system s |/ 9 2 |
| learned new things about how we work at the moment ¢ &N 7 2 |
| see these workshops as a professional development opportunity [ 2 | . 6 6 |
The content was relevant to me/ my role s | ¢ 5 |
| would be happy to attend future workshops
Attendance at the workshop did not have any impact on my day job 3 6 | 5 O |
My attendance at the workshops are fully supported by my department
Before the workshop, my senior leader had talked about the ERP programme and... 4 | 3 4 |
The workshop was well organised and appropriate in length B T
I had no problems using Zoom for the workshop 3 | 7 6 |
| have already taken action based on what | heard in the workshop 5 |
The Heriot-Watt ERP project team were helpful during the session o 6 |
The Oracle consultant was able to address my queries (1 | o9 2 |
The Oracle consultant was well prepared and understood Heriot-Watt requirements 4 | 9 3 |
The workshop contents were structured well 3 e 8 4 |
The topics that were outlined in the invitation were covered in the workshop (N 10 4 |
The purpose of the session was communicated well at the start of the session (1] o 6 |
The invitation told me whatto expect from the workshop [ 3 | 10 3
| understand why | was invited to the workshop. 3 | 7 6 |
I am happy with the amount of engagement I've had with the ERP programme 4 | 7 5 |

-15 -10 -5 0 5 10 15
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