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Common themes across the Pan-
Canadian community 

• Governance as a shared services delivery
organization

• Evolving maturity in shared service delivery
models

• Funding Mechanisms – some commonalities
but lag in terms of an enterprise system

• Enterprise Resource Planning (ERP)
platforms/systems
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OSS Blueprint 

Ontario Shared Services (OSS) 

Moving Forward…One Team…One Vision…One OSS 
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Procurement 

Financial 
Services 

Non-
Executive 
Human 

Resources 

Pay and 
Benefits 

Enterprise 
Business 
Services 

About Ontario Shared Services 

 Our Organization 

• 1,700 staff  across numerous locations
in Ontario (Thunder Bay, Sudbury,
Kingston, Toronto, Orillia, Peterborough,
North Bay, St. Catharines, etc.)

• $228 million FY 2016-17 OSS Net
Operating and Capital Budget

• OSS has direct service and service
management capability and expertise for
most back-office services in the OPS

Services

• Provide more than 50 distinct services

to 63,000 OPS clients

• 43 OPS Internal Clients Served per
OSS FTE

• 81% of OSS client-facing service
standards met or exceeded

• 90% overall client satisfaction

 Top Key Facts – Annually 

• $6.1 billion OPS annual procurement spend

• 51,000 vendors that do business with the province

• 238,000 inquiries from OPS employees and vendors
who do business with the Ontario government are
handled through the OSS Contact Centre

• 7.1 million forms downloaded from the Central
Forms Repository

• $99 billion in total payments processed

• $1.9 billion in IFIS accounts receivable invoices
issued

• Administer the $5.6 billion OPS annual payroll

• Process 26,000 staff transfers; 14,000 new hires;

14,000 exits; 10,000 leaves of absence

• 4,900 student job opportunities, over 27,000
applicants

• Recruited for over 13,800 non-executive vacancies;

over 510,000 resumes screened

• Leveraging the $16 million OntarioBuys fund to
drive collaborative procurement, operational excellence
and innovation in Ontario’s broader public sector

Ontario Shared Services (OSS) provides ministries and employees with a range of back 
office services related to procurement, finance, human resources, pay and benefits, and 
enterprise business services.  

4



OSS Transformation Journey 

• Since its establishment in 1998, Ontario Shared Services has successfully transformed the way business
services are delivered in the OPS while continuously evolving to effectively deliver back-office services
across the government

• While the delivery of transactional services continues to meet expectations, feedback from ministries
demonstrates an opportunity to adopt an OSS-wide view of service delivery that enables greater
collaboration and strategic support for clients across the OPS

1998 2004 2006 2009 

Founded 
OSS is 

founded in 
1998.  

Recognized 
as leading 
example of 

shared 
services. 

Initial 
Challenge 

OSS struggles to 
generate support 

from various 
Ministries 

Repositioning 
OSS eliminates 
operating deficit 

and begins course 
correction 

Expansion 
Services 

expanded to 
include Human 

Resource 
Services 

2014 2016 

Success 
OSS’ 

successes 
published in a 
Harvard report 

OSS Blueprint 
OSS creates a 

five-year strategic 
direction to 

ensure OSS is an 
enabler of OPS 
transformation 

Our Focus 

CONFIDENTIAL DOCUMENT 
5



Better support for 
OPS 

transformation 
opportunities 

Increase  capacity 
to invest in 
continuous 

improvement and 
evolving client 

needs 

Provide improved 
analytics, service 
governance and 
transparency of 

costs  

Move to end-to-
end view of  

processes and 
policy change 

impacts 

Better leverage 
significant IT 

investments, to 
date, in ERPs  

Reduce duplicate 
IT systems and 
services across 

the OPS 

Delivery of client-centric services focussed on continuous improvement, 
transparency and outcomes 

The OSS Blueprint provides an opportunity to strategically choose how to drive 
transformation, horizontal integration and investments 

The OSS Blueprint Opportunity 
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E.g. Certain services continue to reside within
client organizations, such as MTO accounts
payable invoicing whose specialized needs
required exemption from using enterprise-wide
platforms

If OSS maintains the Status Quo: 
ₓ Government investments will increase as ministries

duplicate systems and services 
ₓ Clients will circumvent OSS services, seeking third

party vendors and expand shadow organizations as 
frustration increases with services 

ₓ Enterprise Resource Planning systems
(IFIS/WIN/OTP) and other technology will erode due to 
a lack of sustained investment 

ₓ OSS will be unable to build capacity to meet future
demands 

Case for Change 

If OSS implements the OSS Blueprint, OSS will: 
 Be an agile and sustainable organization suited to

meet client needs and enable OPS transformation
 Be a better, more strategic client partner
 Invest strategically, in service offerings, to evolve

with ministries’ needs
 Demonstrate success, value and quality based on

evidence
 Be recognized as a leading shared services

organization and key partner

Increased 
Benefits for 
Ministries 

The OSS Blueprint is a plan that will drive the efficiency, effectiveness and sustainability of OSS and evolve 
OSS to become an enabler of OPS transformation. The five-year plan will position OSS to provide increased 
support for clients and OPS initiatives and PRRT boulders.   

E.g. Reduction in number of direct invoices
and automating a currently manual process
both frees resources for higher-value work
and encourages wider adoption of efficient
OPS-wide services

Decreased 
Benefits for 
Ministries 
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Five-Year Strategic Direction 
Vision: OSS is the best provider of business solutions for the Ontario Public Service  
Mission: Provide innovative business solutions that enable effective public service delivery and transformation 

MGCS Values 

Lead with Integrity Achieve Excellence Be Bravely Creative Connect Collaboratively Build a Positive 
Community 

Critical Success Factors 
Clear Value Proposition Comprehensive Tech 

Funding Plan 
Evidence-Based 
Decision Making 

Client Service 
Excellence 

Commitment to 
Transformation 

Recognized as a leading shared 
services organization through the 

consistent delivery of superior 
results 

Funding, technology, and process 
foundations in place to drive 
operational excellence and 
continuous improvement 

An agile and high-performing 
workforce, developing, celebrating 

and leveraging the skills and 
knowledge of the OSS team 

Our clients’ first choice for the 
provision of services 

High 
Performance 

Clients 
First Sustainable 

Talent 
Management 

Supporting Enterprise 
Transformation 

Phase 1 - Key Initiatives 

Enabled - Enhanced Foundation (Years 1 - 2) 
• Global Process Excellence
• Enabling Technology
• Sustainable Funding Model

Phase 2 - Key Initiatives 

Dynamic - Expanded Services (Years 3 - 5) 
• Utilize capabilities
• Optimize and evolve capabilities
• Expand Services

Strategic Pillars 
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Client-Centric 
Service Delivery 

Accelerated 
Digital Uptake 

Integrated Business 
Processes &Technology 

Strategic Delivery and 
Analytics 

Increased client 
satisfaction through one 
point of contact, service 
governance and 
transparency 

Continuing the transition 
toward paperless 
processes, driving 
efficiency and 
modernization 

Simplified user 
experience driven 
through integrated, 
standardized processes 
and optimized 
technology 

Tangible Benefits for Clients 

Provision of 
performance reporting 
and enhanced analytics 
informing business 
decisions and 
continuous 
improvement of OSS 
and ministries 

Implementation of the OSS Blueprint will strengthen the delivery of transactional 
and advisory back-office services to the OPS, enabling the provision of higher-

value services to benefit Ontarians 
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OSS IT Context - Functional 

 Infrastructure Technology Services (ITS) provides the
underlying infrastructure of all government IT services.
• ITS delivers enterprise‐wide IT services to approximately

63,000 Ontario Public Sector end‐users
• ITS is also a “shared service”, but is not within OSS’s

mandate/scope
 Application management and operations functions are

provided through the Government Services Integration
Cluster (GSIC)
• GSIC is a division within the Ministry, and a partner of OSS
• GSIC partners with ITS as required

 OSS’s Enterprise Financial Services and Systems
Division is an integrated business and IT team
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IT Support for the OSS Blueprint 
 Core Enabling Technology:

− Oracle eBusiness R12 = Integrated Financial Information System (IFIS) 
» Planning infrastructure upgrades

− Oracle PeopleSoft HCM 9.0 = Workforce Information Network (WIN) 
» Upgrade to v9.2 in progress

− Cognos & Oracle BI = Enterprise Workforce Planning & Financial Analytics 
» Planning underway to update/refresh applications and infrastructure

 Developing an information technology strategy and roadmap leveraging
capabilities of existing systems, for example:

− Enhancing integration between existing applications 
− Simplifying the technology footprint and replacing custom applications that 

current support Recruitment and other HR programs 
− Achieving compliance with Accessibility for Ontarians with Disabilities Act 
− Migrating to the cloud 

 Success is predicated on a sustainable funding examining different
ways of funding our core enterprise systems to enable necessary
investments and ongoing continuity of support.
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Our History 
1972 1998 2008 2010 

Government 
Services 
Department 
mandated to 

deliver shared 
services to 

general 
government; 
Purchasing, 
Corporate IT, 

Mail, Translation 
and 

Interpretation, 
Marketing and 

Web 

SNB 
Crown Corporation 
created to deliver 

one-stop shopping 
for the citizens of 

NB as well as  
Property 

Assessment, 
Residential 

Tenancy Services, 
and Registry 

Services (Land, 
Corporate, 

Personal Property, 
Vital Statistics) 

FacilicorpNB 
Entity established 

to provide non-
clinical shared 

services to 
hospitals and 

nursing homes; IT, 
Supply Chain, 

Laundry and Linen 

Clinical 
Engineering 

SNB 
The four 

organizations 
were brought 

together as one 
Crown 

Corporation to 
deliver shared 
services to all 

parts of 
government 

2015 

NBISA 
Agency 

originated to 
deliver back-

office services 
to general 

government; IT 
infrastructure, 

Payroll, 
Accounts 
Payable  

2016 

SNB 
IT and HR 
services 

transited to SNB 
for delivery 

2



Internal Services 
• IT
• Human Resources
• Payroll and Benefits
• Accounts Payable
• Print
• Mail
• Procurement and Supply Chain
• Laundry and Linen
• Marketing and Web
• Translation and Interpretation
• Clinical Engineering
• Energy Management
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External Services 
• One-stop Shop Service Delivery

– Service centres
– TeleServices
– Digital Services

• Property Assessment Services
• Residential Tenancy Services
• Registry Services

– Land
– Corporate
– Personal Property
– Vital Statistics
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About us 
• Crown Corporation with a Board of Directors

• 2,300 staff across the province

• $275 million Operating Budget

Service Attributes 
• Provide more than 400 distinct services to 750,000 citizens and businesses

• Provide back-office services to 46,000 government employees

• 83% overall client satisfaction

• $99.2 million in strategic procurement savings over the last 5 years

• 22 million pounds of laundry processed annually

• 13 million words translated annually

• Support 22,000 desktop and laptop devices
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Our Focus 
• Customer Service
• Productivity / Continuous Improvement
• Standardization & elimination of duplication
• Innovation
• Our Employees

All to be measured and reported regularly 
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Our Challenges 
• Required Investments

– ERP
– IT Infrastructure & solutions

• Aggressive savings targets
– Shrinking workforce

• Numerous large priority initiatives
• Impact of change on our employees
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Best Practices 
• Balanced Scorecard methodology
• Lean six sigma
• Customer Relationship Management
• Employee Engagement
• Project Management
• Benchmarking
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. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

Manitoba Finance- Central 
Services - Overview    

Presentation to Joint Councils 
Meeting of PSSDC-PSCIOC 
Feb 22, 2017 
 



Manitoba Finance - Central 
Services – Basic Facts  

• Central Services established in 2014/15 
• Core Services  

– IT (Plan, Build, Run) , Accommodations, Procurement, 
Fleet, and Logistics 

• 1055 staff support province-wide operations 
•  $ 256 million net operating and capital 

(FY15/16) 
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Objectives of Central Services 
Consolidation 
• Increase capability of Central Services to support and 

enable departments and treasury board deliver on 
government priorities. Achieved via: 

• Provision of high quality, risk based information and advice required by 
government to make strategic decisions related to procurement, 
accommodations, IT, logistics, and vehicles. 

• Reliable, consistent delivery of value added services as assessed by 
“client” departments and agencies. 

• Development and use of increasingly mature public sector portfolio 
management, contract management, and service management standards. 

• Organization-wide adoption of continued service improvement approach. 

• Increase trust in Central Services by central government, 
departments, and agencies. 

• Efficiencies and Cost Savings 
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Capabilities  
• Delivery – On time, on budget, no surprises. 
• Communications –  What, who, when and why. 
• Portfolio Management –  Value -the big picture. 
• Performance Measurement – How are we doing? 
• Client focus – Are we delivering value for clients? 
• Operational Management – We are in control! 
• Evidence based – Facts, not opinion. 
• Risk based –  Measure and manage risk, not fear 
• Stewardship – Balance corporate and client needs. 
• People management  - Are we engaging staff?  
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Key Focus – To date 
• Establish central office 
• Prioritize and address immediate pressures  
• Communicate expectations 
• Transition - understand new government priorities 

– “fix finances, repair services, rebuild economy”  
• Understand current capability gaps 
• Recruitment of key leadership personnel (BTT, 

PSB VEMA) 
• Focus on IT and Procurement initially 
• Seek approval for transformation plans for 2017/18 
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Benefits of Shared Services 
Network 
• Forum for DM’s/ADM’s to discuss and deliberate 

common strategic issues 
• Sustainable funding and resource models  
• Leverage of enterprise IT systems 
• Building superior service and operational capacity and culture   
• Talent management 
• Delivering on government priorities 

• Opportunity for officials to accelerate progress through 
sharing of resources, tools, experience and, or direct 
collaboration 
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Procurement 
& Supply 

Chain 

Technology 
Solutions 

Provincial 

Government 

Ecosystem 

BC Provincial Government Shared 

Services 

Developing 

Broader 

Public Sector 

Ecosystems 

© 2016 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affi liated with KPMG International Cooperative (“ KPMG 
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Highlights from British Columbia organizations 
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Interviewed Organizations 

BC Ministry of Finance, Office of 

the Comptroller General 

• Single financial management and control system 

• Success in change management 

• Focus on efficiency and value 

Overall 

 

 
 

Technology Solutions 

 
Procurement & Supply Chain 

 
 

Real Estate Division 

 

 
Service BC 

• Utilize existing governance structures 

• Leveraging outsourced service providers 

• Challenging to assess value for money 

• Structured to have business units deliver shared services 

• Mixed financial model (cost recovery & base budget) 

• Pricing model allows for projects & overhead 

• Provides strategic support to clients (service integration) 

• Clients incented to manage volume (e.g. printing) 

• Interest in developing/refining their BPS value proposition 

• Costs recovered but limited ability to invest in business area 

• Supply and demand driven service delivery approach 

• Mature business plan model 

• Resource management challenges 

• Robust performance management and service governance 

• Effective use of data and analytics 

• Leverage digital interfaces 

BC Public Service Agency • Outsourced portion of services 

• Focus on flexibility, agility and the role of the retained organization 

• Focus on employee engagement and internal change management 

BC Clinical and Support Services • Robust performance measurement 

• Strong focus on employee upskilling 

• Fundraising done through clear business cases 

• Perceived as a utility 



Overview of Shared Services Canada (SSC) 
 

Joint Councils meeting (PSCIOC and PSSDC)  

 
Enterprise and Strategic Policy Integration 
Strategy Branch 
Shared Services Canada 
 
February 22, 2017 



IT Roles and Responsibilities within the 
Government of Canada 

The Government of Canada (GC) is made up of over 100 separate organizations that deliver 
programs and services to individuals and businesses in Canada and abroad. As the provider of 
government-wide information technology (IT) infrastructure, Shared Services Canada (SSC) 
supports the government in its delivery of many programs and services. 
 

Key roles in the area of IT are as follows: 
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Treasury Board Secretariat (TBS) 
• Sets government-wide strategic direction for IT. 

 

Public Services and Procurement Canada (PSPC) 
• Provides IT support services such as human resource management 

systems, pay and pension, enterprise records and document 
management, and financial systems and services. 

 

Shared Services Canada (SSC) 
• Provides IT infrastructure through the delivery of email, data centre 

and telecommunication services to departments and agencies. 



Shared Services Canada – Mandate 

SSC’s Mandate 
h 

• Improve IT service delivery and management 
• Deliver an enterprise-wide email system  
• Consolidate and modernize government data 

centres 
• Transform government telecommunications 

services 
• Consolidate enterprise-wide procurement of 

workplace technology software and hardware 
• Establish a secure, resilient and consistent 

government-wide security posture  
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SSC’s mandate is in line with the Government of Canada IT Strategic Plan 2016-2020 published 
by Treasury Board Secretariat (TBS) in June 2016. 

SSC’s Strategic Outcome: Modern, reliable, secure and cost-effective IT infrastructure 
services to support government priorities and program delivery. 

http://www.tbs-sct.gc.ca/hgw-cgf/oversight-surveillance/itpm-itgp/it-ti/itsp-tips/gcitsp-tigcps-eng.asp


Shared Services Canada – Key Facts 
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2010 
Auditor General’s 
Report critiques aging 
GC IT infrastructure 
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2011 
Shared Services 
Canada (SSC) 
created to 
consolidate and 
modernize the GC 
IT Infrastructure 

2012 
Shared Services 
Canada Act 
receives Royal 
Assent 
SSC mandated to 
deliver email, data 
centre, and network 
services 

2016 
GC IT Strategic 
Plan 2016-2020 
and Cloud 
Strategy released 
by TBS 

2015 
SSC’s Transformation 
Plan  updated 
Auditor General’s Fall 
2015 Report on GC IT 
Shared Services  

2016-17 
SSC engages with 
employees, 
bargaining agents, 
industry, Canadians 
and experts to 
complete a 
comprehensive 
review and update of 
its Transformation 
Plan, to be released 
as the first GC IT 
Infrastructure Plan 

2013 
SSC’s first 
Transformation 
Plan  was 
completed and 
endorsed 
Services 
extended to 39 
small 
departments and 
agencies  

Shared Services Canada – Our Journey So Far 
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A modern, secure IT platform… 

Single Email System 
Seven or fewer Data 

Centres; Maximized Use 
of Cloud Services  

Single Enterprise 
Network  and 
Workplace 2.0 
Technology  

Enterprise Security 
Services 

Enterprise Secret 
Infrastructure 

Engaged and Enabled 
Staff 

Skilled and Productive 
Workforce 

Strong Workforce 
Planning and 
Recruitment 

Focus on Employee 
Learning and 
Development 

Customer 
Satisfaction 
Feedback 
Initiative 

 
Service 

Catalogue 
& Service 
Standards 

 

Enterprise-wide 
Service 

Management 
Tools & Mature 

Processes 

Strong Project 
Management 

Practices 

Sound 
Performance 

Measurement & 
Management 
Frameworks 

Single 
Sustainable 
Approach to 

Financial 
Management of 
IT Infrastructure 

…delivered by a world-class service provider… 

 

…built and maintained by an engaged, equipped workforce 

Shared Services Canada – Target State 
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Key 
Challenges  

• Fundamental complexity of the enterprise-wide 
transformation process 

• Insufficient financial and human resource capacity  
• Inadequate service management maturity to respond to 

service demand 
• No baseline initially established for service-level agreements 
• No initial investment in modernization projects, and therefore 

insufficient funding to drive transformation 
• No funding mechanism to cover growth in demand for service 
• Evergreening (maintenance / renewal) of outdated or ‘legacy’ 

infrastructure funded through a “break/fix” approach 

Significance 
and Impact 

on 
Customers / 
Departments 

• Low customer satisfaction 
• Inability of federal departments and SSC to 

predict costs 
• Ongoing dependency of federal departments on 

unreliable legacy infrastructure 
• Delays with implementation of “enterprise” 

(government-wide) IT solutions 
• Low confidence in enterprise approaches 

Customer 
confidence 

Infrastructure 
reliability 

Transformation 
pace 

Customer 
confidence 

Ongoing 
Challenges 

Employee 
morale 

Shared Services Canada – Challenges 



• SSC is developing a revised and comprehensive GC IT Infrastructure Plan 
to address challenges. 

 

• The Plan will include: 
 Greater focus on partners and service management 
 More realistic timelines and implementation strategies 
 Better model for funding growth 
 Sustainable approach to refreshing outdated or ‘legacy’ infrastructure 
 Incremental investment in transformation projects to modernize IT infrastructure 
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Shared Services Canada – Way Forward 
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