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Shared Services Model & ARB 3

➢ Adopted in 2014. 

➢ IT – a shared service. 

➢ Centralized IT governance. 

➢ ARB – exercises IT governance. 

➢ SharePoint – technology used by ARB.



Project Initiation: VOC 4

➢ “Where isss my IT solution?” 

➢ “How looong will it take?”



Project Initiation: VOB 5

➢ “Why clients keep asking me where their IT solution is?”  

➢ “Ajay, can we do something about this?” 



Define: The Problem 6

  11.5 days  
to process an IT proposal   

    

Results: Inefficient service delivery; wastage of resources; cost to province.

Excessive!



Define: Goals 7

Proposal processing visibility

IT Proposal processing 5 days 11.5 Days                              



Define: SIPOC 8

Supplier Inputs Process Outputs Customers

Clients Business need  Ascertain business need Business case BRDs/BAs

BRD/BA Business case Prepare ARB proposal ARB proposal ARB

ARB ARB proposal
Evaluate & decide on ARB 

Proposal ARB proposal decision
CM; BRDs/BAs; 
clients.

Legend 
BRD  –  Business Relationship Director 
BA     –  Business Analyst 
CM   –   Change Management



Measure: Data Sampling 9



Measure: Statistics 10

Excessive variation in 
processing time.



Analyze: Fishbone & the 6Ms 11



Improve: Process Improvements Achieved 
12
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Mean 15.2* 5.9# 61.18%

St Dev 17.47 5.66 67.6%

IQR 22.25 4.5 79.78%

Range 53 19 64.15%



Improve: Control Chart 13
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Before

Upper & lower control limits
Mean approval days
Approval days for each 
proposal

UCL – 54.8 
       X  – 
15.2 
LCL – 24.4

UCL – 
20.08 

       X  – 5.9 
LCL – 8.28



Improve: Opportunities Underway 14

➢ LSS for capacity building. 

➢ Holistic look at IT needs of GDOs. 

ARB-LSS GB Project

CNS – Request 
fulfillment

CCH – Museums, 
Libraries & Archives

Fisheries & Aqua 
– Apps consolidation

PSC/ISD –  on/off 
boarding



Control: Sort, Shine, Set in Order 15

Proposal status 
visibility



Control: 16
Gary’s proposals

Proposal status visibility



Control: Standardize 17



Control: Sustain 18

• Biannual review of ARB data. 
• Biannual process improvement sessions. 
• Oct & Apr every year. 



Control: Performance Management Board 19
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General Operational Leadership

Skills to apply LSS 
concepts Timeline planning Buy-in

Selection of project Data collection effort Continuous support

Innovative thinking Drafting project charter Implementation

Regular BB support Minitab skills
Change management & 

sustenance
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Questions Please?
So simple!........No?


