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Road Map to Transition from
Traditional Work Force Analytics to
Resource Planning & Optimization

Realizing Real Impact and Tangible Results

Daniel Kruse - Head of Resource Planning & Optimization (RPO) — Feb’18



My Life’s Roadmap...
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The Story of Resource Planning & Optimization

From an Idea to an organization with Real Success

* Intrinsic Challenges in Workforce Analytics
* The Goal of Capacity Planning
* Framework for Ensuring Sustainable Value
* The Commitment
* The Team
 The Approach
* The Process
* The Deliverables
* The Organizational Influence
* Real / Tangible Results
 Measuring Real Success



The “Intrinsic Challenges” with traditional Workforce
Analytics (WFA) can start with low trust and end with a lack
of long term positive impact...but it does not have to be that
way

WFA Challenges Why They Exist
Assumption that Operation lacks analytical insight
Lack of Trust Assumption that Analysts don’t know the business
-
Sponsor wants less heads, Ops Leader wants more
Inherent Conflicts of Interest Analyst satisfies the highest bidder
-

Prior challenges make collaboration difficult

Hyper Focus on System- Left brain dominant professionals favor “hard” science

Based Quantitative Analytics

e

Lack of engagement (Bus. Partner) & ownership (Analyst)
Less resistance / discomfort for analyst to just “crank”

Independent Model
Development

g
Re: External Analysts: Expensive fees
“One and Done” Mentality Re: Internal Analysts: Tendency toward re-prioritization
= =
Negative emotional responses to external forces
Lack of Grass Roots Support Lack of customized, team specific solutions
| J

1
Fﬂashy @"ﬁV@ I'al b@S but a Lack of Tangible Long Term Results



The “Goal” of Capacity Planning is invariably tied to
making money, but only focusing on financial cost is

shortsighted

"Every action that brings a company closer to its goal is productive.

Every action that does not bring a company closer to its goal is not
productive."

Gain Trust of All Stakeholders & Be the Director of the

e Recommend Future State Supply (FTE)

e Forecast Future State Demand (FTE)
@ Define Current State Capacity (FTE)

Primary Objectives

1

“Influence” Cruise Ship to the “Island of Change”

Collaboratively Develop Solutions to Optimize
Resources & Capacity Utilization

The Goal: opportunities and

Change that

Shareholder Value (low to high)

o-o-§—

Primary Objectives Completed (1 to 5)

*Size of Bubble = Relative Resource Requirement (Time)



The Tree of “Sustaining” Life

Framework for Ensuring Value in Resource Planning & Optimization

Our Commitment



Our Commitment Enables True Partnership

H

Really Help the
Business

Long Term

Indelible

Relationship -
Committed Analyst

Promote

Engagement via
Interactive
Modeling

Facilitate Useful
Discussions

Iterate Until
Aligned

Be Well
Prepared




The Tree of “Sustaining” Life

Framework for Ensuring Value in Resource Planning & Optimization
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Build a Dream Team with lots of Chameleons

Brett Gebhardt, Daniel Kruse, Jordan Benis, Justin Dugan, Melissa Luther, Robert Bowers

v’ Defining Problems, Building Hypotheses, Developing

q . Solutions, Managing Stakeholder Expectations, Driving
COﬂSU|tlng Skl” “sticky” Change, Creating Business Cases

Set

v’ Business Specific
Technology, Processes,

Data Structures & Exposure to
Warehouses, Data Internal Systems

Organization etc.

v’ Active Listening,
Com plex Persuasive Presentation,

Communication Storytelling, Written /

Interpersonal Comm.,

Tool Kit Influencing

\
\

v Data Visualization,
Trending, Organization,

Measurement, Ability to  [LBLCLE] Analytics

. v’ Org. Behavior, Roles,
Behavioral Motivation, Training, Org

. Restructuring,
Manipulate Data to Experience Science Development Planning,
Enhance Decision Making Expertise Change Management etc.

v Decision Models
Creation, Experimental

Research & Design, Quantitative
Hypothesis Testing, Aptitude

Determining Casual
Relationships etc.

v’ Financial Literacy,
Organizational Savvy,

Business Acumen Strategic Mindset,

Marketing Skills, Process
Improvement,
Operational Excel.

Technical
v Database Design, Coding, Statistics, Possesses Data Gene, Abllltles
Data Problem Identification Skills, Comp Sci. 9




The Tree of “Sustaining” Life

Framework for Ensuring

Value in Resource Planning & Optimization
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Our Process Ensures a High Level of Consistency in Realizing

our Value Proposition

Build Awareness
& Increase
Opportunities

for RPO Services Team, Lead /

Supporting
Analysts, Key
Stakeholders

Introductory
Email to
Chosen Teams

Pre-Engagement

I

Initial
Discussion
with
Manager to
Showcase
Vision /
Highlight
Value

Focus on Kick-

off Event Goals
Prioritization

Enlist Working

Set up weekly
“touch base”

I

Send organized
follow-up email
to key
stakeholders
with game plan

Begin volume,
headcount,
overtime data
gathering /
infrastructure
modification

/ Agenda &
Discussions begin
with Key Collaborative
Stakeholders  Engagement

efforts

meeting with Gather
intent of “qualitative”
always being insights to
value added guide analytics,
assumptions
Hold 2-Day validate the
Kickoff Event to model
set tone,
gather info,
start strong o ©
] ]
(] (]
Y £ £
Collaborative |Engagement ‘

I

Quantitative
assessments for
learning curve,
weightings,
forecasts

Soft closeout
meeting with
visual

Implement
representation of “What-If”
insights / game analysis for
Finalize plans continued
collaboratively strategic
developed Capacity assessments
Planning Model &
other custom Initiate
deliverables ongoing,
value
added
. support
©
]
< !
Collaborative ‘Engagement Sustained Engagement

I

Finish productivity
trending graphs
with weighted
work items —
allows apples to
apples comparison
across different

I

Integrate into
broader
Resource Plan for
cross team
negotiations and
game plan
accountability

Implement
maintenance
routine &
automated data
feeds to ensure
sustainability

functions
In-person Executive
working Summary for
session to Key
discuss first Influencers /

draft of Decision
Capacity makers
Planning

Model

11



The Tree of “Sustaining” Life

Framework for Ensuring

Value in Resource Planning & Optimization
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Our Approach Ensures High Value and High Customer
Satisfaction

e
“ ( a‘,‘@_) i i
Customer Satisfaction Score 9.3/10 IS - Realize High Value

0 1 2 3 4 5

“Inclusive” Incremental
Questioning || Modeling

Focused Conflict
Identification & Resolution

Creative Facilitation to
Influence Action

Intentional Collaboration
with Active Listening

Structured Humble
Customization | | Confidence

Recognize Unsuccessful
Efforts & “Re”commit

Enlist & Dedicated &
Respect Jovial

Choose to Focus on the
Greatest Need

S Results
9 10

Lead the Beast

Tame the Beast

Bring out the Beast

Make them care

Show why they
should they care

Break down the
Walls

Set Tone & Invite
Engagement

Prioritize High Value

Opportunities
13



Our Approach Ensures High Value and High Customer Satisfaction

...but each building block is critical to realize it

Customer Satisfaction
Score 9.3/ 10

Enlist &
Respect

Jovial

Dedicated &

Choose to Focus on the
Greatest Need

< I .-\\
«&‘// Realize High Value

Results
9 10

Lead the Beast

Tame the Beast

Bring out the Beast

Make them care

Show why they
should they care

Break down the
Walls

Set Tone & Invite
Engagement

Prioritize High Value
Opportunities
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The Tree of “Sustaining” Life

Framework for Ensuring

Value in Resource Planning & Optimization
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Results mirrored an “hour glass” with Deliverable creation
heavy up front and Tangible Results heavy on the back

<+ + + + -+
1. Capacity ally 13. Integration nto | 18. Anah/sis: Work five 20. Analysis: Mew 22. Integration of 23 Emipinically
Planning Model Derived Learning Resource Plan Transfer Summary 1-Pager | Team Craation miore robust FTE Dierived Atirition
2. Work ltem Curve 14. Volume 17. Altermatives for 18. Small Scale 21. Daily Work Supply inputs Forecast (Coming)
Dierivation 10. Cwer Time Measurement Increasing Capacity: | Project'Change Managemeant L
3. Innowative Optimization Model] Infrastructure Work From Home Management Dashboard (Coming) i
Weighting 11. Backlog Model | Improvements Incentive Program Support :
Methodology Integration 15. Analysis: SLA . | '
4. Productivity 1Z2. Re-Org Recovery [ | :
Trending Graphs Assessment | ! !
5. Tableau  —— : I
Integration :

6. Creation of
“What-If Analysis
7. Final Deliverable
Template

8. Enhanced
Forecasting
Technigues

i
i

i

i

i i

i i

:- TEBD :

Expected i i

i Implementation : :

| i ofHiring Plan ! !

! | = Reduced ! !

i ! Financial Risk: i

Team #1 | Hiring Plan | Capacityvia 1 Ful ! |
| | Implemented ! Waorkload : Implementation | :

| Hiring Plan ! Certification '+ Increased Org. | Balancing | of Secondary ! !

: Implemented: : Training, : Efficiency via : =  Increased : Draw Review i i

= Enabled Activity | Recovered i Increasing i Work Flow \ Capabilities amd Team : :
Based Costing : Health of : Performance : Transfar : Efficiencies via : =  Increased : :
wia Waightings: : Business : =  Showcased : =  [Expected i Implementing : Efficiency via : :
Improving ' = Improving ! Fositive Impact ! Reduction in OT) Cerfification & | Checklist i i
Capability to i Customer i from FimSuita: Expense : Training i Decommission : :
Target | Experience vis : Improved : =  Expected : Frograms |- Capacity gains : :
Profitability : LZ Pilat — Mad : Efficiency : Reduced i : through justifying : :
Improvements : of Org Structure : =  Increased : Turnover via : : maoving MMTC i i
i« Reduced OT i Capacity via i Temp to Full : i fransactions to : :

i Expense | Specialization |  Time Transitions ! i specialized | :

i | : ! i ! !

HNKTC Team



The Tree of “Sustaining” Life

Framework for Ensuring Sustainable Value in Resource Planning & Optimization
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Our Sphere of Organizational Influence

Build Credibility, Influence
P&L Owner Finance Budget, Real Impact with
Ops Decisions

Executive
Sponsor

Manager

Working Team & y HR Metrics
Data &
Analytics
Production Employees Sl fiEss
Technology
Performance ~t ((\Q’é("\'
Trust, Engagement & Support, Reputation, Measurement c(")@ 6"/6\
Collaborative Mobilization s Q’a(\
<t
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Our Internal Customers (Business Partners) Have Spoken...
...survey results showcase the effective framework we have deployed

~ Strong "Knows Exactly "Took Time to
Communication — What to Ask to Llnderst-md
Acts as a True Learn What is Ct-mple_mhes of

- A . Heeded™ Dept. which Drove

Partner” “Intentionally == EﬁFn::live Results™
Liztens to Needs
of Business Unifs”

“Great
Collaboration —
Worked to Gain

~ Sirong Issue Understanding of

Identification & “Impressive Business™

Data Analysis to Weighting
Find Solutions™ Methodology™

"Provides Great
II'Iﬁ:Ir
Documentation & ]
Timely Support™ “Excellent
jects Communication -
"Great at Projecting
e on Busine E cei aroond Bea
St T B e Structure and ki

Workflow™ Flexibility” A2




THINK and you can change your course...
...DO and you can change your behaviors...
...INFLUENCE and you can change the world!!
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