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WHAT DO OUR ORGANISATIONS EXPECT FROM US?

Create sustainable value for an affordable cost
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TRANSPORTATION CORPORATION OVERVIEW

« Over 1.5 million people served

« Operations provided by 18 private operating companies,
5 public operating organizations and 15 non-profit
agencies

« 81 transit system agreements - conventional, custom
and paratransit

 Fleet of 1,028 conventional and double-deck buses,
minibuses and vans

« $249 million in expenditures in 2010/11
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Enterprise

Level

THE BASIS FOR OUR APPROACH

BPTrends Associates Methodology: Enterprise Level
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THE GUSTOMIZED SERVIGE BASED EA FRAMEWORK
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TRANSFORMATION — 10 STEP APPROACH

—_—

. Who Cares? |dentify stakeholder needs

2. North Star - Determining 5 Strategic Outcome
Statements

Defining lifecycles for relationships and assets
Identify “Ideal” Processes
Where's the value?
Biggest Pain
Priorities “Gain/Pain”
Source of pain - causal analysis
Identify solutions
10.The way forward - Roadmap
@ PROCESS RENEWAL GROUP www.processrenewal.com
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HIGHLY INTERACTIVE AND ENGAGING APPROACH

Helped Assure Shared Meaning and a Cultural Change
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STAKEHOLDERS

Stakeholders external to the corporation who are direct
beneficiaries of the Corporation’s Services

Cuztomers General Public

Interacts and exchanges
information with the core
business

IJzes andsor purchazes
products and services

Stakeholders internal to the enterprize who are directly accountable and responsible for delivering transit services

Operating Organizations Staff Corporation Local Transit Authorities

The group of persons, as
E ztablizhes the desired

Provides and operates
tranzit services

employees, charged with
carmying out the work of
the enterprize

Frovides management,
direction and support
services for the delivery of
tranzportation solutions

lewels of tranzit zervice
and contributes funding to
lozal transit operations

Other stakeholders external to the enterprize wha are involved in the delivery of transit services in some way

Gaovernment Azzociate Organizations Suppliers Labour Groups Regulatory Bodies

Provides complementary

services, planning or Provides contrals,

Setz public policy and

o

provides funding, or
exerts political influence

coordination ta a common
stakehalder as part of an
intearated transpartation
network,

PROCESS RENEWAL GROUP

Prowvides products,

services and resources

Megotiates employment
agreements

requlationz, constraintz
with an expectation of
compliance

www.processrenewal.com
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BUSINESS RESQURGES

(Relationships, Assets, Products and Services)

Transit Azzets

1 N Vehick

r ! Fleet

, E quiprnert

‘ Infrastcture

‘ Facilities

! Tranzit Service , Transit Block , Fare Product , Fuel , Supplies
Felationzhips Government Partherzhipz
Corventional Cuztom Rider Purchaser Pravincial Local
Rider Relationzhip R elationzhip Government Govermments
Relationzhip Relationzhip Relationzhip
Operating Azsociate
Organization Organization
R elationzhip

Common Buziness Azsets

. Enterprize 1 Buzineszz Plan 1 Inzight Fnowledge Palicy Frocess
el 2| | | | \
hiort Transt ‘ Staff , Infarmnation ! Brand Inforrnation &
Products & Communications
Services Technology
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BC TRANSIT: GUSTOMER GROUPS

Transit Rider Needs

Customers
! Transit Rider
- Dizabled
=
Transit Rider
1 Transit Rider
MNeeds real time web and | T Multi-Maodal
mobile trip planning tools ]
, Transit Rider
.y ( T‘_ﬂ]‘:ﬂ-
1= i Needs fast, reliable and safe
Advertiser public transport 1
Meeds a simple, friendhy,
3= comfortable and clean
Meeds simple and easy SEMVICE expenence
internet, mobile, telephone
and printed access to — Meeds financial and
accurate information on 3| emvironmental sustainability

schedules and next bus

Other Revenue
Generator

Mesds public accountability,
- responsiveness, input and a
sense of cwnership

Potential Rider
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THE NORTH STAR WITH GAIN WEIGHTINGS

We will help to create financially, socially and
environmentally sustainable communities

Gain Weighting - 40%
Increased and optimized the long-term
financial sustainability of BC Transit
services

Gain Weighting - 20% Gain Weighting - 20%
Increased transit mode share 4 Increased transit accessibility and

flexibility to support the social needs of
communities

Gain Weighting - 10% Gain Weighting - 10%

Increased the degree to which we Increased the degree to which we
help integrate transit systems with help reduce the environmental
other modes of sustainable footprint of communities

L\ transportation
w PROCESS RENEWAL GROUP www.processrenewal.com
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TRACEABILITY

Starts with Stakeholders and Internal Assets

The lifecycles of our stakeholders and internal assets must support the outside exchanges to
contribute to meeting expectations (needs and experience) of stakeholders

ween P
siep1 BTN
- - - Customer
s /
- Csees _awa
o . sicPn e
(g\"‘/ :/ All Supplier All Vehicle All Customer
(/ Lifecycle Lifecycle Lifecycle
Processes Processes Processes
Supplier
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SAMPLE — LIFECYCLE

Aovehicle is defined as any type of licensed device used for transporting people or things within
the enterprise.

—l‘> Cretermine Wehicle Reguirements

ﬂ Identify Patential Yehicles
—%ﬁ.:quire and Ewvaluate Prototype Wehicle

_1'> Finalize “ehicle Plan

> Flan %ehicle

|

NN

Provizion Yehicle

Deploy Yehicle

Accept Wehicle

bd aintain “Wehicle

B

Auctivate and Monitor Yehicle " arranty

Realign “Yehicle

De-activate Wehicle

Dizpoze of Yehicle

bonitor and Evaluate Wehicle
Performance and Effectiveness
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STRUCTURING THE PROCESS ARCHITECTURE

The activities in each lifecycle are now ideally categorized into aligned sets of Business Processes that
will deliver outcomes of value for the BC Transit Enterprise and its stakeholders

Develop Enterprise Strategy and Assure Outcomes

Manage the Business

|
Customer
Operate the Business

WL

(}/ Sustain the Business

Enable the Enterprise

Supplier

So: How are the ideal business processes classified and organized for further analysis,

y o~ \ prioritization and change?
w PROCESS RENEWAL GROUP www.processrenewal.com
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BUSINESS PROGESS ARGHITECTURE MAP

Consolidated from Lifecycles

Develop Enterprise Strategy and Assure Outcomes
Thiz group of processes guides and directs the enterprise.
Develop Strategic Develop Capakilit Establizh Transtform the n Aszure Delivery
Intent & Business Strateoy Sratedies Palicies Erterprise of Outcomes
Manage the Business
Thiz group of processes develop the plans and make the decisions to implement the strategies.
Gain & Establish Optimize Plan & @ Plang g EstablishFare
Leverace the Brand Relationships Control the Cortrol Transit Products & Services
Krowvledne & Buziness Service Delivery
Ingicht
Plan & Plan & m Establish Plan & m Hond m Pland m DEnd
Cortrol Physical Control Supply non-Transit Cortrol 12T Lantral Control Control
fssets Products & Infarmation Hurman Safety &
Services Resources Security
Deliver Services
This group of processes delivers the products and services that directly affect customers.
Generate Transit Service o Develop Customer Deliver Transit Pravizion non-Transit
Awwareness & Promate Relationzhigp Services Products & Services
Products & Services
Enable the Enterprise
Thiz group of processes provides suppaorting capabilties for the operation of the enterprize.
n Dptimize Provide B Provide @ Provide g Frovide m Provide
Financial Facilties ehicle Fuel Equipment Infrastructure
Resources -
] Provwide Provvicle 1ICT ] Provide Staff Procure ] Respond to ] Inprove Business
Information Capahilties Goods & Emetgency Procezses
Services Inciderts

'. \ PROCESS RENEWAL GROUP WWW.processrenewal.Com
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BUSINESS PROGESS ARGHITECTURE MAP

Deliver Transit Services

Develop Enterprise Strategy and Assure Outcomes

Thiz group of processes guides and directs the enterprise.

Develop Strategic ] Develop Capability o >F' .. .
- rovigion Fare Products and Services
Irntert & Business Strategy Stratedies

>F'r-:wi$i-:|n and Operate Tranzit Block

Manage the Business

Thiz group of processes develop the plans and make the decisions to impleme

> Provide Ride

Gain & Establizh Dptimize ]
Leverace the Brand Relation=hips
Knowvledge & _ :
Inicitit >Interan::t with Rider
Flan & Plan & m Establish =]
Control Physical Contral Supply non-Transit Colllect, Dizperse and Remit Payments
Assets Products &
Services

Deliver Services

This group of processes delivers the products and zervices that directly affect custo

Products & Services

Generate Transit Service » Develop Customer Deliver Transit
Awvareness & Promaote Relationship Services

Provision non-Transit

Products & Services

Enable the Enterprise

Thiz group of processes provides suppaorting capabilties for the operation of the enterprize.

n Dptimize Provide ®m Provide m Provide
Financial Facilties Yehicle Fuel
Resources -

Provide Provide ICT Provide Staff Procure

m e Provide ICT m Provide Start
Information Capahbilities Goods &

Services

=] Provide
Equipment

Respond ta
Etnetgency
Inciderts

Provide
Infrastructure

Improve Business
Processes
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SAMPLE ANALYSIS IGOE WITH ASSESSMENTS

;ew Fare

Product
Implemented

@ PROCESS RENEWAL GROUP
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Products and
Services

(Input, Output, Guide, Enabler)

are Product

|
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EVALUATION CRITERIA

Contribution of Business Processes to Outcomes

Each ideal process has the ability to contribute to the attainment of strategic and business
outcomes. The criteria will describe how we determine the degree to which it can do so.

Customer

Supplier

So: What outcome based decision criteria will help determine which processes are more
value contributors than others?

©2016 Process Renewal Group. All Rights Reserved




Provision Fare Products & Services - Gain Rating for each Strategic Outcome

Strategic Outcome Rating

Increased & Optimized Financial Long-Term Sustainability 5
Increased Help to Reduce Community Environmental Footprint 4
Increased Transit Accessibility & Flexibility for Social Needs 4
Increased Transit Mode Share

5

Increased Transit System Integration with other Transportation Modes 3

Total Normalized Rating

Fare Pro
Adverti

©2016 Process Renewal Group. All Rights Reserved



EVALUATION CRITERIA

Determination of Business Process Performance Gap

Each ideal process has a current attainment level towards strategic and business outcomes.
Each also has a desired level.

Current - Future gap

Current - Future "0 -
gap L e

So: How will we measure performance and what is the gap between the current and desired
level of performance?

©2016 Process Renewal Group. All Rights Reserved



Provision Fare Products & Services Pain Rating
Does the process achieve the direct outcome?
Is the process executed consistently?
Are the resources efficiently utilized

Total Rating

Te:
Products and £
Services T

Fare Pro
Adw
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THE ASSESSMENT OF PAIN AND GAIN

The priority ideal processes for change are those with high gain towards outcomes and high
pain performance gap

O ® o
o %o

Low Gain / High Pain High Gain / High Pain

O O
O OO ® O

Low Gain / Low Pain Q High Gain / Low Pain

Customer

Supplier

So: Which ideal processes are the best candidates for change?

©2016 Process Renewal Group. All Rights Reserved



BUSINESS PROCESS PAIN-GAIN RESULTS

lllustration Public Transportation Company

Least Direct Some Direct Most Direct
Proce Contribution to Contribution to Contribution to
s | Gain | Pain North Star - North Star I North Star
Process 1 Pain Gain :
~ |Numb| $core | Score L ® e k a2 5 58

1 ki gr b b a ¥ :
2 Implement Business Change Initiatives 36 | 15.00 | 15.00 § :
3 Qversee Business Change Inifiatives 52 | 15.00 | 15.00 & £ 3 |

T © S
4 Plan Transit Services 64 | 1410 [ 950 = % © i |
s Publish (Provide) Information 74 | 1380 | 1450 o iy i’
& Provision Fare Products and Services 71 | 1350 | 13.00 e o e e e e I T ST IY JERPPE RN
7 Define and Approve Budget and Business Plan 14 1 13.20 | 15.00 ° :

. o |
g Plan and Confrol Funding a7 | 13.20 | 1500 *3 8 o :
3 Monitor and Evaluate Transit Service Performance and Effec] 44 | 1320 | 14.00 § § o I
10 Plan and Control Revenue 59 | 1320 | 12.00 = E E
11 Provision and Operate Transit Block 70 | 13.20 | 9.00 ————— . -
12 Develop Process and Continuous Improvement Strategy 311 1200 | 1500 o |
12 Understand Customer and Target Markef Insights 82 | 1200 | 15.00 o § :

— Q.

14 Develop Community/Regional Transit Service Strategy 20 | 1200 | 14.00 £ § 3
15 Monitor and Report Business Performance (Including Financi] 45 | 12.00 | 14.00 E,

©2016 Process Renewal Group. All Rights Reserved
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CAPABILITY DEFINITION

The impact and feasibility of changes required to eliminate the performance gap for High
Gain and High Pain can be based on the Burlton hexagon.

Customer

£

ne
5

Supplier

So: What components of the hexagon are impacted by the chosen ideal processes and how
feasible are the efforts to deliver them?

©2016 Process Renewal Group. All Rights Reserved



o

Develop Fare Product

)

DESIGN IGOE FOR PRIORITIZED PROGESSES

@ Fare Praduct

Develop Palicias

Community Fare Product Guidelines
Fare Product Policies, Standards &
Guidelings

Reszeller Policy Guidelines
FezellerAoreement Financial
Guidelings

4

Plan Transit Services

Fare Product Training Cortert

Fare Procduct Wehicle Equipment Testin

Instructions
Fare Product Configuration

Fare Product Distribution Channels

Fare Product Media Types
Fare Procuct Pricing

Fare Procduct Procduction Recuirements

Routes and

H

Services

PROCESS RENEWAL GROUP

Fare Product
Management Services

Knowledge
Management Services

Feedback Solicitation

Dacunent
Management Services

Guides

Provision Fare Products
and Services

Develop Fare Praduct

Fare Procuct Programs:
Fare Product Resellers
Third Party Fare Procduct
Purchazers

Acquire Fare
Product

WEICustomer

Resell Fare
Product

B

‘_\ Fecieve Funding &

Fare Product Sales

"'/ Feverue

‘\ Exezcute Marketing and

tarketing taterial

"'/ Erand Flanz )

Fare
UEProduct
Reseller

Fare Product Provigion

Knoevledoe & Insicht
-

: bpern anal
Datzbaza

-
-

i Operational
Database

Reseller Feedback
Cuztomer Feedback i

Fare Product Sales

‘.\ Monitor Effectiveness an?
t

"'/ Demand for Fare Produc

A \
ﬁare Product ﬂare Product

Pravisioning Implermentation
Perzonnel Support

Fare Reverue
Collzction & Processinn =

Fare Product Pricing
Fare Product Sales

: bpﬁﬁmai- h
Databasa

| Services Dperational
Databaze

Orline Communications
Services

Communication
Fare Products
.

=

Partner Engacgemernt }
Communication

Partner Relationship
Management Services

Operational
Databasa

.‘T—> Develop Knowledge )

v Vv \Hl.lJI U\.caarenewal.com
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o

Information
Domain

Customer
Relationship

Transit Service

Partner
Relationship

Products &
Ancillary Services

Aszet
Managenent

Supply
Management

Finance

Human
Resources

Information and
Information
Technology

Safety and
Security

Business
Management

Enterprise
Management

INFORMATION MODEL

Information Subject Areas

ustomers

r(ublicatinns

rﬁer Training

ﬁlketing

uztom Transit
Eligibility

Feedback

‘ ustarmer

outes and ranzit Block ranzit Service 1ansit Incidents ustom Transit ransit Service are Shucture 1affic: Patterns
Schedules Azzignments Operations Bookings Jsage & Wolumes
artriers usiness artrer
Agreements Engagement
are Products are Product dvertizing ncillary ther Products
Provigion Services Services
zzet zzet zzet Incidents [EEL acilities and hirastructure ehicles nhfarmnation
taintenance Land Technology
uppliers upply Lpply
Agreements
R /AP and apital Assets & udget & unding & urchaszing eneral Ledger hart of
Invoicing Expenditures Costing Revenue Accounts
mployees Dzitions raining mployes abour Groups abour mployes
Compenzation Agreements Interactions
Harmation Hlarmation riterprise By equests & patial Features nformation
MetaData Access Architecture Customizations Incidents & Metwarks Statistics
isk isk Mitigation afety & Security | Note: This includes safety and security
FIEFIMENts Incidents of people, assets and the emdronment
rganization usingss usingss usiness Tojects ommunication nowledge & ethodologies &
Stucture Locations Froceszes Requirements Ingight Standards

nkerprise
Governance

22 (28

qgizlation and
Paolices

ERN

Directives,
Shategies
and Plans

uziness
Cantinuity

Perfarmance
b anagement
Framework

uzihess
Imitiatives

takeholder
Types & Meeds

PROCESS RENEWAL GROUP
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TEGHNICAL CAPABILITIES

E Fare Management Technical Capability

The tools and zervices to track fare product profile information, fare product inventary and fare

Fare Product M b Serv S
are Product Management Services product distibution

The tools and zervices to track the collection of fares and fare productz on board the transit vehicles

Fare Collection Services L ;
within each tranzit system.

The tools and zervices to track revenues collected from fare product zales and on board payment of

Fare Revenue Collection & Processing Services
cazh fares.

Safety & Security Technical
Capakility

Supply Managemert Technical

Capakility
Fare Management Technical Capability Transit Service Operstions Technical
Capakility
Financial Managemert Technical Transit Service Planning Technical
Capakbility Capakbility

©2016 Process Renewal Group. All Rights Reserved
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ENTERPRISE ARGHITECTURE

Leveraging the Business Motivation Model

* BC Transzit Mission

Through the strength of our people and partmers, we provide safe, reliable,
customer-focussed public transportation solutions and services to link
communities, businesses, and lifestyles.

Q BC Transit Vision

To be a leader of integrated transportation solutions connecting peaple and
communities to a more sustainable future.

Business Processes Business Resources 5 Strategic Qutcomes Stakeholder Priority Needs

i 1 b st 17 3 b e e

—

Increased & Optimized Financial]

HES Balanced Budget
Long-Term Sustainability

——

@ Increazed Transit Mods Share ]

‘ Greater Personal Mobility ‘

Increased Transit Accessibility &
Flexibility

T
—

—

Greater Public Transit Chaice ‘

Enterprise Investment Portfolio Increased Transit Spstem
Integration with other

Tranzportation Modes

Livable and Sustainable
Communities

Increaszed Effort to Help
Reduce Community
Environmental Footprint

Sustainable Ervironment

Key Stakeholder Expectations

[r Higher quality service ] [r Wwell defined govemnance
r S afer tranzit r Collaborative support for
shaping a sustainable future
Technical Capabhilities Tirmely & more accurate [r Predictable budgeting
Information

o bt e red Cita

Qe [

[T
-

Stakeholders

FElsE=
'.“ PROCESS RENEWAL GROUP WWW.processrenewal.Com

[J ez @

[ e

e e e

[Famai F==
Q g
e L=
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ROADMAP

ear 0 ear 1 ear 2 ear 3 rear 4 Wear B

Financial Management
Guides (NN

Transt Block [Provision and Operate Transit
Guides nnn Blocks Capability il
Customer Feedhack Ca 1]
[ Current Fare Product Cuality Revies ) -
L
vehicle SURMCHE j [ Fare Products Guides L) Provision Fare Products mg

[ Fare Product Info Sharing Review & Fi

[ Ridership Info Reviesy & Fix
[Trans'rt Service Guides | L) LWL

bl ) ) A [ Transit Data Info Reviev@ Transt Data Collecti Monitor & Evaluste Transit Se
Capahility 1| 0] o |l_Performance & Effectivenes

(o]
HR Guides 1 Il HR HR: Capability Firancial & Asset Managem
Strategy | L))

[ ] n

Capabilties Review

[ Plan Transt Services Capabi

[Dispatc:h & Yoice Demo Project [ o]0 1]

Online Communications and Communications Provision Informati L

Metwork Infrastructure i
L

ICT Capakility
Procuremert

Initial Capakilities .
FIMO, Governance, FM
Folicies, Process Ct

Guidelines, F L

Establizh Palicies
Capakbility

Define & Implement Buginess
Capabilitiez

Project Management and Port
Management Capabilities

Outcomes Realization Capabiliti

L

©2016 Process Renewal Group. All Rights Reserved



CONCEPTUAL SOLUTION — IDEAL STATE

T e Y

Develop
Develop Dl Infa, Develop Develop Understand Req
| Matairg, Siakenoicer . ol [ o Products & | DevelcnFlest | | DER | Develon Faciily R s ore | ey Pty W e commanicare &
Comme & Brand | Ralasonship & Plsiron Im“.g"”‘m‘g"m”_ b Othar Sucs Sraagy e Siran o Educate Polices
Sirabegy Camms Strategy. Strategy
Opsinize - —
it Enlemprise i) Pl Develog Fuel | Develog Supsly | Develen ICT DavepHR Il D%peiop Safen Procass & . Imglenent Enaure Policy
xpiee. Govemance rreredca patating Grg Seratogy Chan Serategy oy iy Ay Contirucus .
Strategy ety Serategy Srategy Strategy sl R ——

~,
Establish & Implement Ciuersen

Coenmnicate Busiress Business

Bus Changa Changa Changa
Initiatives Inifiatives Intiatives

Establish

Manitor &
Evaluate

Erserprisa

Parfomance.

5 Plan & Conirol Detae 3l
'"'_u‘zmn'-;;rﬁuqlh R E"‘N‘;'I‘?“'“ E"‘;‘( Ssakehoider . Fan ano Carorod | Pian and Germrol | Flan sna Conrot | Approve Buagat
o Body Dl el Ergage & Orgarizeson Cirganization Expendiures & Business
Fians

>,
Monnor &
B oes | Fapar Businass
nessPlans B partoemance

Marilor 8 Eval Monrar r——
Trarsit Geevice | Decammission Pragose Fare | Develon Fam || Efiectacncssd || Discontine e Plan4 Corral | Plan4 Cantial | Plan& Canol | Pland Cariral | Plan & Careral
Tranait Sarvice Pradus Preducts Damand far Fara Products Flaal Vahicle Infrasiniciure Factilies Ecuipnnent Fusd Supply
Fare Prouc: Mainkararca

Estanlisn
Supgiber
Ralstonship

Ensire Other
Enargy Supsly

Moritar & Estabish Staft

Manitor & Eval i

HE Perfam &
EMactiveness

Crscontinur: Eszablish IGT
Archilesiure &

Standards

Diveiap
Infarrnaticn
Mgt Flan

Plan & Mantan
Bargaiing Linit

Intamation Relationenin

gt Plan

Plan & Control
Security

Envirannenisl
Risk & impact

Pravtsion
Pdvertising
Products &
Services

Resale
Dispules &
Camplainis

Prosision &
. Operate Trnsit
Blocks.

Fravisian Fare
Products &
Servces

Sain insight
from Cusicmers

Provide Rider
Trainirg

End Cusiarner
Reiaticrship

Interac: with

Optimize Cash Camenission | AR &
Flaw & Rewe endilLres &Land Falities ;

Facilly Warranty
Pravide Diesel || Provide Other
Fuel Fuel

Renovate Decommission
Facilly Faciliy

B Activaie &
Dispase Faciity Rl Depley Vebicle | Marsn Vehicle | Menitor Vebicls
Waranty

Aiquina & Mairain & Activan &
Monior Infia

‘Wartardy

Deactivate
Equipment

Commission
Inhasiruclure

Dokver & Instal Naintain
Equipme:

Dispose
prent Equipment

Frepare e
Eauipenent Equipenent

Preisin
Infomasion

Deeion &
Decammissicn

Irnglement ICT
gl e Capaniies

Operaic &
Sualain ICT
Capanhtes

Erhance ICT
Capabiilies

Respand o

Suppert ICT
Usars Trareil Incients

& Sarvices.

Fespond m Respond i
Sequrlly Enviranmental
incigents. Incxent

Define Busirass

Deactivate

Reaign Vehide R

Develon &

Hire Statt Fisiy i
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CONCEPTUAL SOLUTION — CURRENT STATE
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CONCEPTUAL SOLUTION — YEAR 1
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CONCEPTUAL SOLUTION — YEAR 2
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CONCEPTUAL SOLUTION — YEAR 3
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CONCEPTUAL SOLUTION — YEAR 4
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CONCEPTUAL SOLUTION — YEAR 5
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THE NET RESULT

Instead of wasting $50 million on the wrong kinds of
IM/IT—which was their original intention—they are now
investing $25 million to acquire value-creating infrastructure
and optimize the effectiveness, efficiency and quality of their
business processes
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