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A glimpse at past Summit presentations shows the impact: 
• The United States Department of  Health and Human Services Shared Services Center is delivering 60 service and product lines 

and approaching $1 billion in revenues. 

• In Ontario Canada, leaders are realizing $1 billion in annual savings while pursuing game-changing innovations such as 
environmentally sustainable technology and procurement. 

• In higher education, Yale University is preparing for growth and maturity through its new Business Services Center and is realizing 
���SHUFHQW�PRUH�HIÀFLHQF\�LQ�EDFN�RIÀFH�WUDQVDFWLRQV��

�� 1HZ�<RUN�&LW\·V�0HWURSROLWDQ�7UDQVSRUWDWLRQ�$XWKRULW\��07$��LV�JURZLQJ�D�PXOWL�VHUYLFH�FHQWHU�DQG�LQ�LWV�ÀUVW�\HDU�KDV�SURFHVVHG�
more than $4 billion in accounts payable transactions. 

• The Republic of  Kenya, a country of  41 million people, is forming a new democracy and positioning collaboration and shared 
services as a pillar of  its new government.

:KLOH�LW·V�FOHDU�WKDW�OHDGHUV�DUH�PRYLQJ�IRUZDUG�ZLWK�VKDUHG�VHUYLFHV�DV�D�VWUDWHJLF�LPSHUDWLYH��WKHLU�VWUDWHJLHV�DQG�WDFWLFV�RI �
implementation highlight the different pathways to transformation: 

Introduction: The 2012 Public Sector and  
Education Shared Services Summit

lot has happened since the first shared services summit was held at harvard 
Kennedy school in 2008. 3XEOLF�VHFWRU�DQG�HGXFDWLRQ�OHDGHUV�KDYH�IHOW�WKH�LPPHGLDWH�VWUDLQ�RI �D�ÀVFDO�FULVLV�
and the long-term impact of  a global economic and social shift. Compounding the global dynamics are the challenges and 

RSSRUWXQLWLHV�SUHVHQWHG�E\�DJLQJ�SRSXODWLRQV�DQG�UHWLUHPHQW�LQ�WKH�GHYHORSHG�ZRUOG��WKH�HPHUJHQFH�DQG�GHPDQGV�RI �WKH�´0LOOHQQLDO�
*HQHUDWLRQµ�DQG�UREXVW�QHZ�IRUPV�RI �WHFKQRORJ\�DQG�QHWZRUNV�VXFK�DV�VRFLDO�PHGLD�DQG�FORXG�FRPSXWLQJ��7KLV�KDV�VSDUNHG�D�ZDYH�
RI �UHIRUP�EDVHG�RQ�PRUH�HIÀFLHQW��HIIHFWLYH�DQG�WUDQVSDUHQW�JRYHUQPHQW�²�DQG�FROODERUDWLRQ�WKURXJK�VKDUHG�VHUYLFHV�KDV�EHHQ�D�
pathway to transformation.

Over years of  Shared Services Summits, leaders have advanced swiftly on their journeys. Early on, participants learned about and 
assessed the potential of  shared services in government and education to meet future demands. Now leaders are delivering real value. 

$
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• Gaining Stakeholder Support: When visioning and launching a shared services initiative, an array of  legislative, union, 
ZRUNIRUFH�DQG�FRPPXQLW\�SDWKZD\V�DUH�SUHVHQWHG�LQ�WKH�TXHVW�WR�JDLQ�VXSSRUW�²�FKDOOHQJLQJ�OHDGHUV�WR�FOHDUO\�DUWLFXODWH�WKH�YDOXH�
RI �VKDUHG�VHUYLFHV��GHYHORS�D�VRXQG�EXVLQHVV�SODQ�DQG�JRYHUQDQFH�PRGHO�DQG�PRELOL]H�VWDNHKROGHU�UHVROYH�WR�PRYH�IRUZDUG�����

• Managing Service Lines: From start-up through growth of  a shared services enterprise, multiple pathways are open for 
WKH�W\SH�RI �VHUYLFHV�RIIHUHG��ZKHQ�WR�ODXQFK�HDFK�VHUYLFH��KRZ�WR�SULFH�HDFK�VHUYLFH�DQG�HYHQWXDOO\�KRZ�WR�HQG�D�VHUYLFH�OLQH�²�
UHTXLULQJ�WKDW�OHDGHUV�XQGHUVWDQG�KRZ�WR�EXLOG�DQG�SDFH�D�VHUYLFH�SRUWIROLR�DQG�WKH�LPSDFW�RQ�UHWXUQ�RQ�LQYHVWPHQW�

• Collaborating Across Boundaries: While launching and growing a shared services initiative, different pathways are presented 
E\�WKH�DELOLW\�WR�FRRUGLQDWH��PHUJH��FRQWUDFW�RU�FUHDWH�D�QHZ�HQWLW\�DFURVV�MXULVGLFWLRQDO�DQG�RUJDQL]DWLRQDO�OLQHV�²�GHPDQGLQJ�GHHS�
understanding of  the politics and policy of  structuring cross-boundary business models. 

• Measuring and Managing Performance: Throughout the stages of  shared services, multiple pathways of  measuring, 
managing and communicating results can be utilized to ensure high-performance service levels and build a predictive and proactive 
HQWHUSULVH�²�UHTXLULQJ�OHDGHUV�WR�XQGHUVWDQG�WKH�PHWULFV�DQG�DQDO\WLFV�WKDW�GULYH�RUJDQL]DWLRQDO�WUDQVIRUPDWLRQ�

$OO�RI �WKLV�PDGH�WKH������6KDUHG�6HUYLFHV�6XPPLW�WLPHOLHU�WKDQ�HYHU��2UJDQL]DWLRQV�DQG�LQGLYLGXDOV�FRPPLWWHG�WR�VKDUHG�VHUYLFHV�
NQRZ�WKDW�LW�LV�GLIÀFXOW�WR�FUHDWH�WKLV�NLQG�RI �WUDQVIRUPDWLRQ�DORQH��1HZ�IRUPV�RI �HQJDJHPHQW�DUH�UHTXLUHG�EHWZHHQ�RUJDQL]DWLRQV�
DQG�DFURVV�VHFWRUV��QHZ�NQRZOHGJH�PXVW�EH�FUHDWHG�DQG�QHZ�URDGPDSV�IRU�DFWLRQ�DUH�QHHGHG�
7R�PHHW�WKHVH�LVVXHV�KHDG�RQ��WKH�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�DQG�

$FFHQWXUH�FRQYHQHG�VHQLRU�SXEOLF��SULYDWH�DQG�HGXFDWLRQ�VHFWRU�H[HFXWLYHV�IRU�7KH������3XEOLF�6HFWRU�6KDUHG�6HUYLFHV�6XPPLW��
Pathways to Transformation. 
$V�D�SURGXFW�RI �WKH�VXPPLW��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�LV�SOHDVHG�WR�SUHVHQW�WKLV�ZKLWHSDSHU��6KDUHG�6HUYLFHV��3DWKZD\V�

to Transformation. This paper will help public sector and education leaders envision a transformation journey for their organizations 
and realize their vision through concrete actions. To inspire and guide efforts, the paper couples insights and cases from the Shared 
Services Summit. 

  Hosted by In Collaboration with
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7KH�JRDO�RI �WKH�6KDUHG�6HUYLFHV�6XPPLW�LV�WR�KHOS�\RX�²�SXEOLF�VHFWRU�DQG�HGXFDWLRQ�VHFWRU�OHDGHUV�²�GHYHORS�WKH�OHDGHUVKLS�DWWULEXWHV�
and strategic insights that will guide you along your shared services journey. 
$W�/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG��ZH�GHÀQH�VKDUHG�VHUYLFHV�DV�WKH�FRQVROLGDWLRQ�RI �DGPLQLVWUDWLYH�DQG�RU�VXSSRUW�IXQFWLRQV�

�VXFK�DV�ÀQDQFH�DQG�DFFRXQWLQJ��LQIRUPDWLRQ�WHFKQRORJ\��SURFXUHPHQW��KXPDQ�UHVRXUFHV�HWF���IURP�VHYHUDO�GHSDUWPHQWV�RU�DJHQFLHV�
LQWR�D�VLQJOH�DXWRQRPRXV�RUJDQL]DWLRQ�ZKRVH�PLVVLRQ�LV�WR�SURYLGH�WKH�FRQVROLGDWHG�VHUYLFHV�DV�HIIHFWLYHO\�DQG�HIÀFLHQWO\�DV�SRVVLEOH��
8QOLNH�FHQWUDOL]HG�PRGHOV��VKDUHG�VHUYLFHV�RUJDQL]DWLRQV�DUH�W\SLFDOO\�UHVSRQVLEOH�IRU�SURYLGLQJ�VHUYLFHV�WR�DQ�DJUHHG�XSRQ�VHUYLFH�
level and reporting on service effectiveness to its customers or “clients.” 

Shared services and collaborative business models can be applied across the traditional jurisdictional boundaries within which we 
W\SLFDOO\�ZRUN��:H�FDOO�WKLV�´FURVV�MXULVGLFWLRQ�FROODERUDWLRQµ��D�PRGHO�LQ�ZKLFK�JRYHUQPHQW�DQG�LWV�SDUWQHUV�ZRUN�DFURVV�WUDGLWLRQDO�
MXULVGLFWLRQDO�ERXQGDULHV�WR�LQFUHDVH�RYHUDOO�FDSDFLW\��HIÀFLHQF\�DQG�HIIHFWLYHQHVV��:LWK�WKLV�EURDGHU�YLHZ�LQ�PLQG��OHDGHUV�DVVHVV�WKH�
YDOXH�RI �EXVLQHVV�PRGHO�LQQRYDWLRQ�DQG�VKDUHG�VHUYLFHV�DFURVV�MXULVGLFWLRQV�IURP�WKH�VWDUW�²�ORRNLQJ�IRU�RSSRUWXQLWLHV�WR�SDUWQHU�ZLWK�
higher education communities, school districts, cities and counties.  
6KDULQJ�LGHDV�DQG�ZRUNLQJ�RQ�WKH�VWUDWHJLHV�DQG�WDFWLFV�IRU�PRYLQJ�\RXU�RUJDQL]DWLRQ��DQG�SDUWQHUV��DORQJ�DQ�HYHU�LQFUHDVLQJ�

WUDMHFWRU\�RI �YDOXH�JHQHUDWLRQ�ZDV�D�FHQWUDO�FKDUJH�RI �WKLV�VXPPLW��7R�IDFLOLWDWH�WKLV��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�DQG�
$FFHQWXUH�SURYLGHG�SDUWLFLSDQWV�ZLWK�WKHLU�PRGHO�NQRZQ�DV�WKH�´6KDUHG�6HUYLFHV�+RUL]RQV�RI �9DOXH�µ�7KH�´+RUL]RQVµ�PRGHO�
LQWHJUDWHV�EHVW�SUDFWLFHV�LQ�VKDUHG�VHUYLFHV�ZLWK�UHVHDUFK�RQ�FURVV�MXULVGLFWLRQ�EXVLQHVV�PRGHOV��7KH�PRGHO�LV�QRW�D�RQH�VL]H�ÀWV�DOO�
prescription, but rather a guide that can help leaders plan a shared services journey. 
%URDGO\��DQG�EULHÁ\���WKH�´+RUL]RQVµ�PDWXULW\�OHYHOV�DUH�GHVFULEHG�DV��
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Shared Services Horizons of Value

• Horizon One – Visioning: The leadership team is 
mobilizing a value-oriented service portfolio, business model 
and governance.

• Horizon Two – Launching: Leadership is pacing the 
LPSOHPHQWDWLRQ�RI �WKH�EXVLQHVV�PRGHO�V��DQG�VHUYLFH�
portfolio.  

• Horizon Three – Growing: Leadership is balancing scale 
and adoption with innovations in service and governance.   

• Horizon Four – Sustaining: Leadership is guiding the 
collaboration in creating new forms of  value and enabling 
transformation.  

$V�ZH�OHDUQHG�DW�WKH�6XPPLW��DQG�DV�WKH�FDVHV�LQ�WKLV�ZKLWHSDSHU�
ZLOO�VKRZ��HDFK�OHYHO�KDV�NH\�FRPSHWHQFLHV�DQG�VWUDWHJLHV���
Progressing through the maturity levels is feasible for most, 
EXW�UHTXLUHV�VRXQG�MXGJPHQW�DQG�OHDGHUVKLS�WR�HIIHFWLYHO\�
implement the new possibilities and to create a high-performance 
environment. 
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For a number of years, Massachusetts has been 
a model for effective IT consolidation and 
improvement. Now, the Commonwealth is leveraging 
FRQVROLGDWLRQ�ZRUN�E\�PRYLQJ�IRUZDUG�ZLWK�VKDULQJ�KXPDQ�
resources services. 
*DLQLQJ�DQG�NHHSLQJ�VWDNHKROGHU�VXSSRUW�LV�D�FULWLFDO�

action item when visioning and launching shared services and 
&RPPRQZHDOWK�RIÀFLDOV�UHDOL]HG�WKDW�WKH\�ZRXOG�KDYH�WR�DOLJQ�
WKH�´&�6XLWHµ�²�WKH�OHDGHUV�RI �EXVLQHVV�XQLWV�²�ZLWKLQ�DQG�
across their agencies in order to have the support they needed 
to move toward a shared services model. 
´2QH�RI �WKH�WKLQJV�ZH·UH�IRFXVLQJ�RQ�QRZ�LV�

communicating both what the plans are and also what our 
WDUJHW�RXWFRPHV�DUH�DQG�ZKDW�ZH·UH�H[SHFWLQJ�²�VR�ZH·UH�
driving engagement through every level,” says John Glennon, 
Deputy CIO, on plans associated with this effort.  This 
engagement is critical for both near and long-term adoption.  
,Q�SUDFWLFDO�WHUPV��&RPPRQZHDOWK�RIÀFLDOV�DUH�ZRUNLQJ�WR� 
JHW��������SHRSOH�RSHUDWLQJ�RQ�WKH�VDPH�WLPHNHHSLQJ�DQG�
KXPDQ�UHVRXUFHV�V\VWHPV�ZKLFK�LQ�PRVW�FDVHV�UHTXLUHV�
HPSOR\HHV�WR�VKLIW�WKH�ZD\�WKH\�NQHZ�DQG�LQWHUDFWHG�ZLWK�
KXPDQ�UHVRXUFHV�²�FUHDWLQJ�D�VLJQLÀFDQW�FKDQJH�PDQDJHPHQW�
FKDOOHQJH�IRU�OHDGHUV�OLNH�*OHQQRQ�
$�NH\�VWHS�IRU�*OHQQRQ�DQG�KLV�IHOORZ�VWDIIHUV�ZDV�WR�VHW�

XS�DQ�LQLWLDO�SLORW�JURXS�RI �����HPSOR\HHV�WR�ZRUN�ZLWK�WKH�
system and have project managers gather implementation 
recommendations directly from the staff. In addition to 
HQJDJLQJ�ZLWK�ZRUNHUV�DQG�KXPDQ�UHVRXUFHV�RIÀFLDOV�DW�DOO�
levels, the core project management team also underwent a 
comprehensive review of  the available options.  “From the 
human resources business side, what was critical, was before 
ZH�KDG�D�PDQGDWH�DQG�EHIRUH�ZH�KDG�D�SURMHFW��ZH�ZRUNHG�
ZLWK�WKH�KXPDQ�UHVRXUFHV�VWDNHKROGHUV�LQ�WKH�H[HFXWLYH�EUDQFK��
DQG�ZH�VSHQW�WKH�EHWWHU�SDUW�RI �D�\HDU�ZRUNLQJ�ZLWK�+DFNHWW��
*DUWQHU�DQG�$FFHQWXUH��WDNLQJ�D�ORRN�DW�WKH�FXUUHQW�VWDWH�RI �
KXPDQ�UHVRXUFHV��DQG�WKHQ�WKURXJK�WKH�DFDGHPLF��IUHH�RI�ULVN�
HQYLURQPHQW��ZH�WRRN�D�ORRN�DW�ZKDW�LV�EHVW�SUDFWLFH��DQG� 
ZKDW·V�SRVVLEOH�µ�H[SODLQV�FKLHI �KXPDQ�UHVRXUFHV�RIÀFHU� 
3DXO�'LHWO��ZKR�ZRUNHG�ZLWK�*OHQQRQ�RQ�WKH�,7�HIIRUW� 
needed for the project.
7KH�SURMHFW�WHDP�DOVR�XQGHUWRRN�DQ�RSHUDWLRQDO�DXGLW�

of  how processes were historically managed. They realized 
that some 600 people were involved with managing time and 

Innovation in
Organizational Model

Innovation in
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Sustaining
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Visioning

Growing

Transformation
in Capacity

9LVLRQLQJ
Case in Point: Commonwealth of Massachusetts

Horizon One – Visioning: The collaboration and shared 
services leadership is actively assessing the potential of 
deploying a shared services start-up. At this horizon leaders 
are solidifying a partnership and securing support for 
concerted action. The focus of their work is on projecting 
the value and feasibility of collaboration and shared services 
through a robust benchmarking, cost, risk and return-on-
investment analysis. Complementing and packaging the 
analysis is a strategic plan and governance framework that 
ensures high-performance service delivery. Ultimately, the 
goal is to clearly articulate a value proposition, choose a 
portfolio of initiatives and produce a sound strategy and 
business plan with executive sponsorship and support 
from executive and legislative officials, unions and external 
stakeholders. Key actions and competencies at this level 
include:

• Securing Value (portfolio) and Executive Sponsorship

• Developing a Strategic Plan and Governance Model

• Choosing a Business Model and  
Service Delivery Framework

• Preparing for Implementation and Change
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attendance through the current system, spending more than 450,000 hours annually. Under shared services, the Commonwealth 
would be able to bring that number down to 200,000. Providing transparency and communicating the value from sharing services has 
been important in gaining buy-in and resolve, Dietl notes. 
7KLV�UHYLHZ�OHG�WR�D�VHULHV�RI �RSWLRQV�IRU�VHUYLFH�DQG�JRYHUQDQFH�PRGHOV��)URP�WKRVH�RSWLRQV��KXPDQ�UHVRXUFHV�RIÀFLDOV�FKRVH�

ZKDW�WKH\�IHOW�ZDV�WKH�EHVW�SODQ�DQG�ZRUNHG�ZLWK�WKH�OHJLVODWXUH�WR�JDLQ�WKH�QHFHVVDU\�IXQGLQJ�DQG�VXSSRUW��,Q�DGGLWLRQ�WR�PDNLQJ�
H[HFXWLYHV�UHDOL]H�WKH�EHQHÀWV�RI �WKH�SURMHFW��WKH�SURMHFW�WHDP�DOVR�XQGHUVWDQGV�WKDW�DQ\�VXSSRUW�WKH�DGPLQLVWUDWLRQ�SURYLGHV�LV�WHUP�
OLPLWHG��EULQJLQJ�DGGHG�XUJHQF\�WR�WKH�GHSOR\PHQW�WLPHOLQH��´2QH�RI �WKH�WKLQJV�ZH·YH�EHHQ�GLVFXVVLQJ�QRZ�LV�FDQ�ZH�JHW�WKDW�OLYH�
EHIRUH�WKH�QHZ�DGPLQLVWUDWLRQ�EHFDXVH�LI �ZH·UH�VLWWLQJ�KHUH�ZLWK�WKH�GHVLJQ�ZH·UH�EXLOGLQJ��ZH�VXVSHFW�DQ\�QHZ�DGPLQLVWUDWLRQ�LV�JRLQJ�
WR�ZDQW�WR�VWDUW�RYHU�DJDLQ�µ�VD\V�0DVVDFKXVHWWV�&RPSWUROOHU�0DUWLQ�%HQLVRQ��ZKR�DOVR�VHUYHV�RQ�WKH�SURMHFW�WHDP�
7R�HQVXUH�SURJUHVV�LV�VXVWDLQDEOH��RIÀFLDOV�DUH�FRRUGLQDWLQJ�WKURXJK�LQWHUQDO�´FKDQJH�DJHQWVµ�WR�PDLQWDLQ�PRPHQWXP�DQG�UHDFK�

a greater level of  maturity before any elected leadership changes. This process is also helping to manage any threats to operational 
funding that may arise as a result of  budget shifts affecting the Commonwealth. 
7KH�FRPLQJ�PRQWKV�ZLOO�EH�SLYRWDO�IRU�0DVVDFKXVHWWV�RIÀFLDOV��EXW�ZLWK�WKH�VWUDWHJLHV�DQG�LQVLJKWV�OHDUQHG�IURP�DWWHQGLQJ�WKH�

6KDUHG�6HUYLFHV�6XPPLW�HDFK�\HDU�WKH\·UH�UHDG\��´:H·YH�WDNHQ�OHVVRQV�DQG�DUH�DSSO\LQJ�WKHP�RQ�RXU�MRXUQH\��7KH�YDOXH�LV�FOHDU��DQG�
ZH·UH�PRYLQJ�IRUZDUG�WR�FDSWXUH�LW�µ�*OHQQRQ�VD\V�

Left to right: John Glennon, Deputy Chief Information Officer; Paul Dietl, Chief Human Resources Officer; Martin Benison, 
Comptroller, Commonwealth of Massachusetts
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As private sector and public sector organizations 
have realized performance gains from shared 
services, higher education institutions have taken 
note. In fact, the number of  educational institutions attending 
WKH�6KDUHG�6HUYLFHV�6XPPLW�KDV�LQFUHDVHG�HDFK�\HDU���$W�WKH�
recent Shared Services Summit, representatives from both 
WKH�,QGLDQD�8QLYHUVLW\�DQG�8QLYHUVLW\�RI �7H[DV�V\VWHPV�
discussed their initiatives to use shared services as a means of  
FRQVROLGDWLQJ�DQG�LPSURYLQJ�,7�V\VWHPV�HIÀFLHQF\�WKURXJKRXW�
large, multi-campus, multi-city education systems. 
$W�,QGLDQD�8QLYHUVLW\��$VVRFLDWH�9LFH�3UHVLGHQW�-LP�

Kennedy led the effort to implement shared services for 
the student services branch of  the university system. Within 
Indiana University, student services incorporates admissions, 
VWXGHQW�UHFRUGV��ÀQDQFLDO�DLG��VWXGHQW�ÀQDQFLDOV��EXUVDU�DQG�
DGYLVLQJ��,Q�WRWDO��WKH�SURMHFW�ZLOO�DIIHFW�WKH�DSSUR[LPDWHO\�
110,000 students that attend Indiana University, spread across 8 
campuses and comprising 19,000 staff  members. 
$V�D�ODXQFKLQJ�SRLQW��,QGLDQD�8QLYHUVLW\�LV�OHYHUDJLQJ�LWV�

HQWHUSULVH�UHVRXUFH�SODQQLQJ��3HRSOH6RIW�DQG�2UDFOH��V\VWHP�
and their base of  cross-university system users to implement  
a multi-phase shared services program. The goal is to  
UHDOL]H�JUHDWHU�HIÀFLHQFLHV�ZLWKLQ�WKH�V\VWHP·V�����ELOOLRQ�
operating budget. 
7R�EHJLQ�WKLV�ZRUN��.HQQHG\�DQG�KLV�WHDP�FRQGXFWHG�D�

EHQFKPDUNLQJ�VWXG\�GXULQJ�WKH������������\HDU�WR�XQGHUVWDQG�
the landscape of  the university student services system, 
KXPDQ�UHVRXUFHV��DQG�PDUNHWLQJ��DV�ZHOO�DV�WKH�WHFKQRORJ\�
available. This initial audit showed that with shared services, the 
university would be able to realize an immediate savings of  $7.7 
million, with an additional $4 million in future savings. 

“The University has eight campuses and thus we have 
HLJKW�EXUVDUV��HLJKW�UHJLVWUDUV��HLJKW�ÀQDQFLDO�DLG�GLUHFWRUV�DQG�
DQ�DUUD\�RI �GLIIHUHQW�SURFHVVHV���:H·UH�WU\LQJ�WR�ORRN�DQG�VHH�
ZKDW�ZH�FDQ�GR�EHWWHU�LQ�WKH�EDFN�RIÀFH�SURFHVVLQJ�LQ�D�VKDUHG�
VHUYLFHV�HQYLURQPHQW�µ�.HQQHG\�H[SODLQV��+H�QRWHV�WKDW�ZKLOH�
the current service level across all eight campuses is relatively 
the same, the way each university staff  gets there varies widely 
²�FUHDWLQJ�WKH�RSSRUWXQLW\�IRU�HIÀFLHQFLHV�WKDW�FRXOG�LPSURYH�
system and student services. 
$UPHG�ZLWK�WKLV�GDWD��.HQQHG\�LPSOHPHQWHG�SKDVH�WZR��D�

university-wide socialization into what implementing shared 

Launching Shared Services: Indiana University  
and the University of Texas

Launching
Innovation in
Organizational Model

Innovation in
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Sustaining
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Visioning
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Transformation
in Capacity

Horizon Two – Launching: The collaboration and 
shared services initiative has a defined portfolio, business 
and implementation plan and is in start-up mode. At this 
horizon the collaboration and shared services initiative 
is firming and launching the portfolio of services and 
innovations. Strategically, the primary objective is to 
build-out the business models of the collaboration and 
execute the strategic plan and governance model to 
ensure buy-in and resolve. Operationally, the enterprise 
is working to stage and roll-out its first portfolio of 
services to its customers via a well-planned migration 
and implementation plan. Leadership of the organization 
is also training the workforce on new processes and 
business practices and rolling-out a systematic set of 
change management and communication actions with 
all stakeholders. Key actions and competencies at this 
level include:

• Launching the Business and Service Model

• Implementing the Service Portfolio 

• Creating a High-performance Culture and 
Organization

• Managing Change and Communication
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VHUYLFHV�ZLOO�PHDQ�IRU�WKH�VWDII �DQG�DVNLQJ�IRU�IHHGEDFN��.HQQHG\�DQG�KLV�WHDP�WRXUHG�DOO�HLJKW�FDPSXVHV��KRVWLQJ�ODUJH��RSHQ�IRUXPV�
ZKHUHLQ�KH�SUHVHQWHG�WKH�GDWD�IURP�SKDVH�RQH�DQG�FROOHFWHG�LQLWLDO�IHHGEDFN��´:H�UHDOO\�MXVW�VDW�EDFN�DQG�OLVWHQHG��DQG�ZH�FRPSLOHG�DOO�
WKH�TXHVWLRQV�WKDW�FDPH�RXW�DQG�SXW�WKRVH�RXW�WKHUH�IRU�HYHU\RQH��$QG�,�WKLQN�DW�WKH�HQG�RI �RXU�WRXU��ZH�KDG�LQFUHGLEOH�EX\�LQ�WR�WKLV�
SURMHFW�EHFDXVH�ZH�UHDOO\�WDONHG�DERXW�KRZ�ZH·UH�JRLQJ�WR�GHVLJQ�WKLV�µ�KH�VD\V�

Listening was pivotal as many people reacted strongly to the change, worried over potential job loss as well as having to learn  
QHZ�SURFHVVHV�WKDW�DW�ÀUVW�VHHPHG�XQQHFHVVDU\��7KURXJKRXW�WKH�SURFHVV��WKH�WHDP�SLWFKLQJ�WKH�LGHD�FDUHIXOO\�FRPSLOHG�UHVSRQVHV�LQWR�
RSHQ�TXHVWLRQ�DQG�DQVZHU�GRFXPHQWV�WKDW�ZHUH�PDGH�SXEOLFO\�DYDLODEOH�DQG�DUH�VWLOO�DYDLODEOH�WR�DQ\RQH�ZLWK�TXHVWLRQV�DERXW� 
the current process.
1RZ�LQ�3KDVH����.HQQHG\�DQG�KLV�WHDP�DUH�XQGHUWDNLQJ�D�IXOO�UHYLHZ�RI �XQLYHUVLW\�EXVLQHVV�SURFHVVHV�WR�ÀQG�DQG�LPSURYH�

LQHIÀFLHQFLHV��DQG�FUHDWH�VWDQGDUGL]DWLRQ�WKURXJKRXW�DOO�FDPSXVHV��´7UDLQLQJ�LV�WKH�NH\�ZKHQ�ZH�ZHUH�GRLQJ�WKH�EXVLQHVV�SURFHVV�
UHYLHZ�DQG�ZH·YH�JRW�TXLWH�D�IHZ�EXVLQHVV�SURFHVVHV�PDNLQJ�VXUH�WKDW�SHRSOH�XQGHUVWDQG�H[DFWO\�ZKDW�ZH·UH�WU\LQJ�WR�FRPSLOH�µ�KH�
VD\V��)RU�KLP��WKH�QH[W�FKDOOHQJH�ZLOO�EH�WR�FRQWLQXH�VKHSKHUGLQJ�SHRSOH�WKURXJK�WKH�SURFHVV�DQG�FUHDWH�D�KLJK�SHUIRUPDQFH�FXOWXUH�
and operation.
$W�WKH�8QLYHUVLW\�RI �7H[DV��ZKHQ�WKH\�PDGH�WKH�GHFLVLRQ�WR�LPSOHPHQW�VKDUHG�VHUYLFHV�PDQ\�RI �WKH�VDPH�FKDOOHQJHV�H[LVWHG��VD\V�

5LFKDUG�6W��2QJH��9LFH�&KDQFHOORU��7KH�8QLYHUVLW\�RI �7H[DV�V\VWHP�KDV�EHHQ�ZRUNLQJ�WRZDUG�D�VKDUHG�VHUYLFHV�PRGHO�VLQFH�������
when their initial plan was approved by the local board of  Regents. 
7KH�8QLYHUVLW\�RI �7H[DV�V\VWHP�LV�FRPSULVHG�RI �QLQH�DFDGHPLF�XQLYHUVLWLHV��VL[�KHDOWK�VFLHQFH�FHQWHUV��PRUH�WKDQ���������VWXGHQWV��

18,000 faculty and an additional 68,000 staff. The system also has the added geographic challenge of  being spread over an area that 
WDNHV�PRUH�WKDQ�RQH�GD\�WR�GULYH�IURP�HQG�WR�HQG�

For St. Onge, implementing shared services goes beyond realizing simple cost savings and into realizing the time and process 
VDYLQJV�RI �WKH�VWDQGDUGL]HG�JRYHUQDQFH�DSSURDFK�WKDW�FRPHV�DORQJVLGH�D�VKDUHG�VHUYLFHV�LPSOHPHQWDWLRQ��7KHVH�EHQHÀWV�QRW�RQO\�
SURYLGH�DGGLWLRQDO�MXVWLÀFDWLRQ�IRU�LPSOHPHQWLQJ�WKH�SODQ�EXW�DOVR�EULQJLQJ�LQ�VRPH�RI �WKH�VPDOOHU�FDPSXVHV�ZLWKLQ�WKH�V\VWHP��ZKLFK�
RWKHUV�WKRXJKW�ZRXOG�RQO\�DGG�WR�WKH�FRVW�RI �WKH�SURMHFW�7KH�8QLYHUVLW\�RI �7H[DV�DSSURDFK�GLYHUJHV�IURP�,QGLDQD·V�LQ�WKDW�LW�LV�PRUH�
project-oriented, opting to implement shared services based on responses from individual campuses within the system that are then 
VXEPLWWHG�IRU�DSSURYDO�WKURXJK�D�FHQWUDO�SURMHFW�PDQDJHPHQW�RIÀFH��3DUW�RI �WKLV�GLYHUJHQFH�LV�GULYHQ�E\�WKH�XQLTXH�QHHGV�RI �7H[DV·�
KHDOWK�FDPSXVHV�ZKLFK�QDWXUDOO\�KDYH�WR�PDQDJH�WKHLU�VKDUHG�VHUYLFHV�GLIIHUHQWO\�IURP�PRUH�VWDQGDUG�XQLYHUVLW\�FDPSXVHV��0DQDJLQJ�
WKHVH�GLVSDUDWH�VHUYLFH�OLQHV�LV�D�NH\�FKDOOHQJH�DQG�RSSRUWXQLW\�IRU�6W��2QJH��´7KH�DFDGHPLF�FDPSXVHV�DUH�LPSOHPHQWLQJ�RQH�LQVWDQFH�
RI �3HRSOH6RIW��\HW�WKHUH�DUH�GLIIHUHQW�ÁDYRUV���(YHQ�LI �WKH\·UH�RQ�WKH�VDPH�YHUVLRQ��WKH\·UH�FXVWRPL]HG�GLIIHUHQWO\���7KH\·UH�FRQÀJXUHG�
GLIIHUHQWO\��EXW�ZH·UH�WU\LQJ�WR�GULYH�EXVLQHVV�DFURVV�RXU�DFDGHPLF�DQG�KHDOWK�FDPSXVHV�µ�KH�H[SODLQV��QRWLQJ�WKDW�RQFH�HDFK�WHDP�LV�
more established and a standardized governance structure is in place, the process should smooth out.
6W��2QJH�LV�DOVR�ZRUNLQJ�WR�HIIHFWLYHO\�LPSOHPHQW�VWURQJ�YLUWXDO�WHDPV�WR�RYHUFRPH�WKH�GLVWDQFH�LVVXH�WKURXJKRXW�WKH�87�

system. He hopes that this will improve communication, collaboration and processes across jurisdictions and institutions. He is 
WDNLQJ�D�VLPLODU�DSSURDFK�WR�VXSSO\�FKDLQ�PDQDJHPHQW�ZKLFK�KDV�\HW�WR�EH�VWDQGDUGL]HG�DFURVV�WKH�IXOO�V\VWHP��DV�HDFK�FDPSXV�KDV�
LPSOHPHQWHG�D�YDULHW\�RI �YHQGRU�UHODWLRQVKLSV�RYHU�WKHLU�KLVWRU\��:RUNLQJ�WKURXJK�WKHVH�FKDOOHQJHV�ZLOO�PDUN�WKH�QH[W�SKDVH�RI �WKH�
broader project.
´,W�VWDUWHG�EDFN�LQ�������,W·V�D�GDLO\�MRXUQH\���,�WKLQN�D�MRXUQH\�LV�D�JUHDW�GHVFULSWLRQ�RI �LW���:H�KDG�VHYHUDO�HDUO\�VXFFHVVHV���:H·YH�

KHDUG�DERXW�WKH�LPSRUWDQFH�RI �WKRVH�IURP�VHYHUDO�RI �WKH�VSHDNHUV���:H·UH�FRQWLQXRXVO\�OHDUQLQJ��FRPLQJ�WR�WKH�6KDUHG�6HUYLFHV�
6XPPLW��QHWZRUNLQJ�ZLWK�RWKHU�V\VWHPV��RWKHU�HQWLWLHV�IURP�DFURVV�WKH�FRXQWU\��DQG�DOZD\V�ORRNLQJ�WR�SOXJ�WKDW�LQWR�RXU�SHUVSHFWLYH�µ�
St. Onge says.

Left to right: James Kennedy, Associate Vice President, Student Services and Systems, Indiana University; Richard St. Onge, 
Associate Vice Chancellor, Office of Health Affairs, University of Texas System
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As governments around the world work their 
way out of the financial crisis, one thing is 
certain: Sharing resources, functions and services 
is becoming the new normal. This is even truer in 
WKH�FRQVXPHU�PDUNHWSODFH��ZKHUH�WKH�´VKDULQJ�HFRQRP\µ�
has spawned a new type of  customer who prefers buying 
LQ�´SLHFHVµ�UDWKHU�WKDQ�´ZKROHV�µ�)URP�$LU%Q%��ZKLFK�
facilitates single-day home rentals, to Uniiverse, which enables 
individuals to share everything from power tools to accounting 
services, peer-to-peer sharing and an ethos of  collaborative 
consumption is on the rise. 
$�SULPH�H[DPSOH�LV�FDU�VKDULQJ��ZKHUH�SHRSOH�SXUFKDVH�WLPH�

EORFNV��DQ�KRXU��D�GD\��IRU�D�FDU�LQVWHDG�RI �SXUFKDVLQJ�WKHLU�
RZQ�FDU�WKDW�ZRXOG�RIWHQ�VLW�LGOH��=LSFDU��WKH�ZRUOG·V�ODUJHVW�FDU�
sharing company, runs a web-based platform that facilitates the 
VKDULQJ�DQG�EHQHÀWV��

• Consumers can “get wheels when they want them” and 
ORZHU�WKHLU�DYHUDJH�PRQWKO\�FRVW�²�ZKLOH�HQMR\LQJ�WKH�
EHQHÀWV�WKDW�FRPH�IURP�KDYLQJ�D�FDU��

• Zipcar can leverage economies of  scale to spread the cost 
DQG�XVDJH�RI �YHKLFOHV�DFURVV�D�ODUJH�XVHU�EDVH�²�ZKLOH�
earning revenues that sustain the enterprise.  

�� 6RFLHW\�FDQ�PDNH�PRUH�HIÀFLHQW�XVH�RI �YLWDO�UHVRXUFHV��ZLWK�
OHVV�FRQJHVWLRQ�DQG�OHVV�SROOXWLRQ�WR�ERRW��ZKLOH�IRVWHULQJ�D�
more sustainable environment. 

,W·V�D�ZLQ�ZLQ�ZLQ�PRGHO��$QG�LW·V�D�PRYHPHQW�WKDW·V�JURZLQJ��

Wider: New capabilities 
to create, procure/produce 
and deliver services across 
organizational and  
jurisdictional boundaries.

The + Factor In the sharing economy, government and education 
can generate more efficiency and effectiveness 
through new models of shared services:

One-Domain
Sharing

Customer-Facing 
“Front Office”

Services

Multiple Domain
Cross-Jurisdiction 

Sharing

Organizational-Facing
“Back Office”

Services

Deeper: New capabilities to 
coordinate and share strategic 
or customer-facing services as 
well as non-strategic back-
office services.

The Sharing Economy: 
What Can Be Learned  
from Zipcar?
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Despite the growth of  the sharing economy in the private 
DQG�FRQVXPHU�PDUNHWSODFH�PDQ\�SRFNHWV�RI �JRYHUQPHQW�DQG�
HGXFDWLRQ�KDYHQ·W�DGRSWHG�VKDULQJ�PRGHOV��$�FRPPRQ�UHIUDLQ�
LV��´:H·YH�EHHQ�VKDULQJ�DQG�ZRUNLQJ�WRJHWKHU�IRU�D�ORQJ�WLPH�²�
ZKDW·V�QHZ"µ��%HVLGHV�XUJHQW�EXGJHWDU\�SUHVVXUHV�WR�GR�PRUH�
ZLWK�OHVV��ZKDW·V�GLIIHUHQW�QRZ�LV�WKDW�VHQVRU�WHFKQRORJ\��*OREDO�
3RVLWLRQLQJ�6\VWHPV��*36��DQG�GDWD�PLQLQJ�PDWFKLQJ�²�DOO�
ZUDSSHG�ZLWKLQ�ZHE�EDVHG�SODWIRUPV�²�FUHDWH��´GHHSHU�DQG�
wider” opportunities for organizations to share: 

�� $Q�RUJDQL]DWLRQ�FDQ�WUDFN�WKH�ZKHUHDERXWV�DQG�XVDJH�RI �DQ�
DVVHW�LQ�UHDO�WLPH�²�HQDEOLQJ�D�GHHSHU�OHYHO�RI ������VKDULQJ�
�ZLWKRXW�SDSHU�EDVHG�WUDFNLQJ��SKRQH�FDOOV��SOHDGLQJ�DQG�
FDMROLQJ��

�� $Q�RUJDQL]DWLRQ�FDQ�WUDFN�PRUH�W\SHV�RI �DVVHWV�²�IURP�RSHQ�
VKHOWHU�EHGV�WR�DFFRXQWLQJ�V\VWHPV�WR�EURDGEDQG�QHWZRUNV�
WR�ÁHHW�YHKLFOHV�²�RIIHULQJ�D�EURDGHU�UDQJH�RI �DVVHW�VKDULQJ��

�� $Q�RUJDQL]DWLRQ�FDQ�V\QFKURQL]H�XVDJH�RI �DQ�DVVHW�ZLWK�
SHRSOH�ZKR�ZDQW�WR�XVH�LW�PRUH�HIÀFLHQWO\�DQG�G\QDPLFDOO\�
²�JURZLQJ�WKH�FXVWRPHU�FHQWULFLW\�RI �VKDULQJ�

'DQ�&XUWLQ��9LFH�3UHVLGHQW�RI �2SHUDWLRQV�DQG�6HUYLFH�4XDOLW\�
for Zipcar noted at the Shared Services Summit that current 
LQIRUPDWLRQ�WHFKQRORJ\�LV�ZKDW�PDNHV�WKH�=LSFDU�PRGHO�
possible. “We can now connect assets seamlessly in ways we 
FRXOGQ·W�EHIRUH���:LWKRXW�WHFKQRORJ\�WKDW�V\QFKURQL]HV�SHRSOH��
YHKLFOHV�DQG�JHRJUDSK\��FDU�VKDULQJ�ZRXOG�UHTXLUH�D�ORW�RI �
RYHUKHDG�DQG�D�ORW�RI �VHOI�UHSRUWLQJ�IURP�PHPEHUV�µ��6RXQGV�
OLNH�D�VHFWRU�RI �WKH�HFRQRP\�WKDW�VWDUWV�ZLWK�´*µ�GRHVQ·W�LW"��
7KH�LQIRUPDWLRQ�WHFKQRORJ\�DOVR�PDNHV�WKH�VKDULQJ�VHUYLFH�
scalable as Zipcar now has more than 700,000 members 
worldwide, sharing 10,000 cars. Yet adoption of  the sharing 
PRGHO�UHTXLUHV�EHKDYLRUDO�FKDQJH�DQG�D�VHQVH�RI �FRPPXQLW\�
DFURVV�WKH�PHPEHU�EDVH��´6KDULQJ�UHTXLUHV�D�GLIIHUHQW�PLQGVHW��
3HRSOH�WKLQN�DERXW�FDU�XVDJH�GLIIHUHQWO\��DQG�WKH\�UHDOL]H�WKDW�
WKH\·UH�¶SDUWQHULQJ·�ZLWK�RWKHU�SHRSOH�LQ�D�ZD\�WKDW�EHQHÀWV�DOO�
members,” says Curtin. 

Zipcar reinforces this community and sharing ideal with 
robust customer service and an intense focus on building trust. 
If  a car has a mechanical problem, or is in an accident, or if  
the member simply wants to add time to their reservation, 
=LSFDU·V�PRELOH�DSSOLFDWLRQ�RU�SKRQH�FHQWHU�VWULYH�WR�KHOS�
immediately. These sensitive “moments of  truth” build trust 
and community across the “Zipster” community and increase 
adoption and sharing. For government and education settings, 
this customer-centricity and trust-building is even more critical, 
DV�RUJDQL]DWLRQV�WKDW�XVHG�WR�EH�VLOR�EDVHG�DQG�LQZDUG�ORRNLQJ�
ZLOO�QHHG�WR�UHIUDPH�WKHLU�YLHZ�WR�RQH�RI �FROODERUDWLRQ�²�EHLQJ�
a customer for certain services and providing customer service 
for other services. 

Underpinning the sharing economy is cost savings, and 
=LSFDU�VHWV�D�SULPH�H[DPSOH��´:KHQ�\RX�ORRN�DW�=LSFDU�
members, they spend about 6 percent of  their income on 
transportation versus 19 percent of  their income for car 

RZQHUV�µ�H[SODLQV�&XUWLQ��´:KHQ�\RX�ORRN�DW�WKH�FRPPXQLW\�
LPSDFW��HDFK�VKDUHG�FDU�WDNHV�URXJKO\����FDUV�RII �WKH�URDG�
DQG�WKDW·V�D�FRPELQDWLRQ�RI �IRONV�ZKR�KDYH�HLWKHU�PDGH�WKH�
decision not to purchase a car or actually made the conscious 
decision to sell a car.  We see people selling their cars in favor 
of  car sharing every day. So it is real, it does happen.”
$V�WKH�´VKDULQJ�HFRQRP\µ�JDLQV�VWHDP��SDUWLFXODUO\� 

in government and education, Zipcar can provide several  
NH\�OHVVRQV�

�� 6WDUW�WKLQNLQJ�DERXW�,7�HQDEOHG�SODWIRUPV�WKDW�FDQ�EH�
created to leverage new ways of  sharing both deeper into 
operations and wider across organizational boundaries.  

�� 3UHSDUH�HPSOR\HHV��RUJDQL]DWLRQV�DQG�VWDNHKROGHUV�QRZ�IRU�
the cultural and behavioral changes necessary for sharing 
services.

• Identify assets, resources, systems and tools that are ripe for 
VKDULQJ��DQG�GHYHORS�SLORW�SURJUDPV�WR�SURYH�WKH�EHQHÀWV��

�� /HDUQ�DQG�HPSOR\�WKH�FXVWRPHU�VHUYLFH�VNLOOV�WKDW�DUH�SLYRWDO�
to successfully building trust and buy-in across a sharing 
community. 

)RUZDUG�WKLQNLQJ�JRYHUQPHQW�OHDGHUV�DUH�WDNLQJ�QRWH�²�DQG�
WDNLQJ�DFWLRQ�RQ�WKH�VKDULQJ�HFRQRP\��:KDW�FDQ�\RX�GR�LQ�\RXU�
FRPPXQLW\�WR�PRYH�SURJUHVV"

Dan Curtin,  
Vice President of Operations and  

Service Quality, Zipcar 
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It’s said that “A crisis is a terrible thing to waste,” 
DQG�%LOO�.XQW]��([HFXWLYH�'LUHFWRU�RI �WKH�7H[DV�'HSDUWPHQW�
RI �/LFHQVLQJ�DQG�5HJXODWLRQ��7'/5���SXW�WKDW�VHQWLPHQW�LQWR�
action when his department launched shared services. 
7'/5·V�VKDUHG�VHUYLFHV�DUH�WKH�UHVXOW�RI �D�EURDGHU�

organizational shift that started when the state legislature 
mandated an and end to all funding for the department or  
UDGLFDO�UHIRUP��7KH�OHJLVODWXUH·V�UDWLRQDOH�ZDV�FRPSHOOLQJ�²�DW�
the time, TDLR was failing to meet important functional 
objectives and was losing money each year. Something had to 
change, and Kuntz was brought in to pursue a turnaround. 
$V�.XQW]�WRRN�WKH�UHLQV�RI �WKH�'HSDUWPHQW��KH�GUDIWHG�

D�SODQ�WKDW�ZDV�GHVLJQHG�WR�ZRUN�WKH�'HSDUWPHQW�RXW�RI �
LWV�ÀQDQFLDO�FULVLV�E\�KLJKOLJKWLQJ�DQG�KRQLQJ�LQ�RQ�SURFHVV�
LQHIÀFLHQFLHV�WKDW�ZHUH�OHDGLQJ�WR�XQSDLG�OLFHQVLQJ�DQG�
UHJXODWLRQ�IHHV��´,Q�ORRNLQJ�DW�ZKHUH�ZH�ZHUH��,�VWDUWHG�
DQDO\]LQJ�HYHU\�H[SHQVH��DOO�RI �WKH�FDVK�ÁRZ��DQG�,�QRWLFHG�WKDW�
there was no money coming in for the late fees for elevator 
inspections,” he says. “I had a report that showed that we had a 
ORW�RI �HOHYDWRU�LQVSHFWLRQV�WKDW�ZHUH�ODWH��QRW�ÀOHG�DW�DOO��RU�ZHUH�
ÀOHG�ODWH��DQG�WKHUH·V�D�KXQGUHG�GROODU�SHQDOW\�IRU�ODWH�ÀOLQJ�µ
7KH�VWDII �LQ�FKDUJH�RI �IROORZLQJ�XS�RQ�´ODWH�ÀOHUVµ�QHYHU�

GLG�EHFDXVH�WKH\�ZHUH�WRR�EXV\�ZLWK�RWKHU�WDVNV��,W�ZDV�WKURXJK�
WKLV�UHDOL]DWLRQ�WKDW�.XQW]�WRRN�WKH�ÀUVW�VWHS�WRZDUG�VKDUHG�
services. “We changed things around and solved a lot of  those 
types of  problems to bring in the revenue that we needed. 
:H�FXW�H[SHQVHV��DQG�WKHQ�ZH�KDG�WR�UDLVH�D�IHZ�IHHV�LQ�RUGHU�
WR�EH�DEOH�WR�PDNH�SURJUHVV�µ�.XQW]�VD\V��7KURXJK�KLV�SODQ��
WKH�'HSDUWPHQW�ZRUNHG�LWV�ZD\�RXW�RI �WKH�VKRUWIDOO�ZLWKLQ����
months. 
7KH�QH[W�VWHS�ZDV�WR�EXLOG�D�ODUJHU�SODQ�DQG�SODWIRUP�

for streamlining and sharing services. This was no easy 
WDVN�DV�7'/5�KDV����VWDWXWHV�XQGHU�PDQDJHPHQW�DQG�
DSSUR[LPDWHO\���������OLFHQVHV�WKH\�VHUYLFH��'XULQJ�WKLV�
shared services implementation, the TDLR sought to better 
align organizational goals and customer service in addition to 
UHDOL]LQJ�RWKHU�HIÀFLHQFLHV�WKURXJK�WKH�WUDQVLWLRQ��

The twofold goal of  improving services while gaining 
HIÀFLHQF\� ZDV� DQG� LV� WKH� FHQWUDO� VWUDWHJ\� RI � 7'/5·V� VKDUHG�
services program. For every service TDLR provides they review 
potential business models through both the customer service 

Growing Shared Services: The Texas Department  
of Licensing and Regulation

Growing
Innovation in
Organizational Model

Innovation in
Technological Model

Sustaining

Launching

Visioning

Growing

Transformation
in Capacity

Horizon Three – Growing: The collaboration and 
shared services enterprise is up and running, has 
operational experience and is actively extending and 
scaling its services.  At this horizon the collaborative 
business model has operational experience with a 
portfolio of services. Strategically, the business is focused 
on balancing service adoption and scale with incremental 
innovation. Operationally, the business actively uses 
metrics and measures to adjust governance and service 
management.  Additionally, the organization and 
partnership is developing and moving to a commercially 
oriented and performance-based culture that is adept 
at designing and rolling-out new processes and services 
based on customer input and demand. Key actions and 
competencies at this level include:

• Scaling Service Adoption and Operations

• Designing New Processes, Standards and Services

• Adapting Governance and Partnership Structures

• Measuring Value and Outcomes 
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DQG� SURFHVV� HIÀFLHQF\� OHQVHV�� )RU� H[DPSOH�� WKH� QXPEHU� RI �
licenses issued each by the Department was helpful in achieving 
the critical mass needed to implement shared services. Because 
the number is so large, the Department was able to outsource 
the manual process of  issuing license cards and realize the 
savings in terms of  increased staff  productivity on customer-
IRFXVHG�ZRUN�UDWKHU�WKDQ�PDQXDO�SURFHVV�ZRUN���

Beyond processes, Kuntz has progressively eliminated all 
VLORV� ZLWKLQ� WKH�'HSDUWPHQW� DQG� EURNH� WKHP� LQWR� LQWHJUDWHG�
functional areas so that the Department collaborates more 
HIIHFWLYHO\�EHWZHHQ�RIÀFHV��+H�DOVR�ZRUNHG�DFURVV�PDQDJHPHQW�
WHDPV�WR�HQVXUH�WKDW�ZRUNHUV�ZHUH�EHLQJ�PDQDJHG�DQG�VXSHUYLVHG�
effectively, raising the morale and broader engagement of  the 
VWDII��7KLV�FRPPXQLFDWLRQ�LV�NH\�WR�DFKLHYLQJ�WKH�VWDII �EX\�LQ�
needed to continually move forward. “One of  our core values 
is open and free communication.  That open communication 
LV�WKH�UHDVRQ�ZK\�ZH·YH�EHHQ�DEOH�WR�EH�VXFFHVVIXO�LQ�EULQJLQJ�
SHRSOH�LQWR�WKH�IROG�DQG�XQGHUVWDQGLQJ�ZKDW�ZH·UH�JRLQJ�WR�GR�
with our functional model,” Kuntz notes.

Open communication has also been important as the 
Department integrates other licensing agencies under its shared 
services umbrella. Staffers at those agencies are assured that 
their jobs will get better, not worse, and that they will have an 
RZQHUVKLS� UROH� LQ� H[HFXWLQJ� UHVSRQVLELOLWLHV�� ´:H� PDNH� VXUH�
that the employees coming in are not left out, that they have 
a real shot at becoming employees of  the new agency, and our 
WUDFN�UHFRUG�LV�WKDW�PRVW�RI �WKH�HPSOR\HHV�RI �WKH�DJHQF\�EHLQJ�
absorbed are hired by us,” he says.
$V� WKH� SURMHFW�PRYHV� IRUZDUG�.XQW]� UHPDLQV� IRFXVHG�RQ�

ensuring that processes are standardized and align with the 
'HSDUWPHQW·V�EURDGHU�FXVWRPHU�VHUYLFH�DQG�KXPDQ�UHVRXUFHV�
goals. “What happens with that standardization is that our 
customer service section can answer calls from any of  those 28 
VWDWXWHV�DQG�ORRN�WKRVH�WKLQJV�XS�TXLFNO\�µ�.XQW]�H[SODLQV�
7'/5·V�VKDUHG�VHUYLFHV�LV�QRZ�LQ�LWV�JURZWK�SKDVH��DQG�WKH�'HSDUWPHQW�LV�ZRUNLQJ�WR�UHPRYH�PXFK�RI �WKH�SK\VLFDO�SDSHUZRUN�

from licensing and bring more of  that online in order to improve processes and realize labor cost savings. Now, 72 percent of  
licensing applications are online and the Department is realizing time and cost savings. TDLR has also realized $20.4 million in 
FXPXODWLYH�IHH�UHGXFWLRQV�E\�LPSURYLQJ�WKH�RQERDUGLQJ�SURFHVV�IRU�QHZ�DJHQFLHV�DV�WKH\�FRPH�XQGHU�WKH�'HSDUWPHQW·V�XPEUHOOD��
7KLV�HTXDWHV�WR�D�VDYLQJV�IRU�ERWK�WKH�'HSDUWPHQW�DQG�WKH�WD[SD\HU�
´:H·UH�FRQWLQXDOO\�HYDOXDWLQJ�RXU�RSHUDWLRQV�WR�ÀQH�WXQH�RXU�VKDUHG�VHUYLFHV���7KDW·V�WKH�JURZWK�SDUW�WKDW�ZH·UH�LQYROYHG�LQ�QRZ���

:H·UH�WU\LQJ�WR�PHDVXUH�VXFFHVV��DQG�,·OO�PDNH�VXUH�WKDW�ZH�DUH�UHDOO\�RQ�WRS�RI �WKLQJV�VR�WKDW�ZH�VWD\�WKHUH�µ�.XQW]�VD\V�

William Kuntz, Executive Director, Texas Department of 
Licensing and Regulation
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When talking about successful large-scale models 
of shared services, most think of global private 
sector firms. Yet best-of-breed models can be found 
ZLWKLQ�7KH�8�6��)HGHUDO�*RYHUQPHQW��2QH�VXFK�H[DPSOH�
is the U.S. Department of  Transportation, with a shared 
services enterprise consisting of  1,200 federal employees and 
subcontractors accounting for a revenue base of  $170-180 
million. 
7KH�PLVVLRQ�DQG�SRUWIROLR�RI �WKH�'27·V�VKDUHG�VHUYLFHV�

enterprise historically is the result of  an initiative that originated 
LQ�WKH�*HRUJH�:��%XVK�$GPLQLVWUDWLRQ�DQG�DFFHOHUDWHG�LQ�WKH�
Obama administration to promote the use of  shared services 
at the federal level. Through that push, the Department was 
GHVLJQDWHG�DV�DQ�20%�FHUWLÀHG�VKDUHG�VHUYLFH�SURYLGHU�IRU�
ÀQDQFLDO�PDQDJHPHQW�DQG�ZDV�DOVR�FKRVHQ�DV�RQH�RI �QLQH�E\�
WKH�*HQHUDO�6HUYLFHV�$GPLQLVWUDWLRQ�WR�DFW�DV�D�FORXG�VHUYLFHV�
assessor for other agencies. 
7KH�8�6�'27·V�VKDUHG�VHUYLFHV�PLVVLRQ�LV�FOHDU��´:KDW�ZH�

are in business to do is to achieve economies of  scale through 
consolidation and standardization of  processes and shared 
services that produce the best value and lowest cost for our 
clients and ultimately produce a lower cost of  government 
IRU�WKH�8�6��WD[SD\HU�µ�H[SODLQV�0DUVKDO�*LPSHO��([HFXWLYH�
Director of  the Enterprise Services Center of  the US 
Department of  Transportation. He notes that the Department 
offers these services in much the same way as a private sector 
SURIHVVLRQDO�VHUYLFHV�ÀUP�ZRXOG��KRZHYHU��*LPSHO�DQG�KLV�
WHDP�DOVR�OHDQ�KHDYLO\�RQ�QRQ�SURÀW�YDOXHV�DQG�HWKLFV��´:H�DUH�
a Federal entity.  This is our way of  serving and we feel very 
strongly about that fact,” he says. 
$FFRUGLQJ�WR�*LPSHO��EULQJLQJ�WKHVH�SLHFHV�WRJHWKHU�

involves a broad base commitment from Washington to the 
PXOWLWXGH�RI �VHSDUDWH�RIÀFHV�WKDW�FRPSULVH�WKH�'HSDUWPHQW·V�
PDLQ��������DFUH�FDPSXV�LQ�2NODKRPD��%\�XQLWLQJ�WKHVH�RIÀFHV�
around a core mission and set of  values, the Department was 
DEOH�WR�PDNH�WKH�FULWLFDO�RSHUDWLRQDO�DQG�FXOWXUDO�VKLIWV�UHTXLUHG�
to successfully implement shared services internally and then 
OHYHUDJH�WKDW�WR�SURYLGH�WKH�VDPH�VXSSRUW�H[WHUQDOO\��
7KH�8�6��'27·V�VKDUHG�VHUYLFHV�RUJDQL]DWLRQ�LV�FXWWLQJ�HGJH�

in that its activities are fee-for-service based, meaning that its 
entire operating budget comes from what is paid in by users and 
not from budget allocations. Within the federal government, 
WKH�VKDUHG�VHUYLFHV�RUJDQL]DWLRQ�SURYLGHV�D�IXOO�VHUYLFH�ÀQDQFH�

Sustaining Shared Services:  
United States Department of Transportation

Sustaining 
Innovation in
Organizational Model

Innovation in
Technological Model

Sustaining

Launching

Visioning

Growing

Transformation
in Capacity

Horizon Four – Sustaining: The collaboration and 
shared services enterprise is at scale and has grown 
beyond transactional services to create new forms of 
value and enable transformation. At this horizon the 
shared services business is positioned as a strategic 
partner to its customers. Strategically, the business is 
growing by bringing in new sets of customers and 
creating a professional services culture whose focus is 
now on proactively helping “clients” through large-scale 
innovation supported by comprehensive project and 
change management capabilities. Operationally, the 
enterprise is highly adept at reducing the costs of services 
through advances in technology, process optimization 
and strategic-sourcing. Key actions and competencies at 
this level include:

• Optimizing the Service Portfolio and Partner Mix

• Maintaining a Professional Services Culture 

• Ideating and Launching New Platforms

• Communicating Measures of Value, Equity and 
Transparency
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and accounting shop with 25 product and service areas including 
DFFRXQWV�SD\DEOH��DFFRXQWV�UHFHLYDEOH��À[HG�DVVHWV��LQYHQWRU\��FDVK�
RSHUDWLRQV�� WUHDVXU\� RSHUDWLRQV�� ÀQDQFLDO� VWDWHPHQW� SUHSDUDWLRQ��
audit support and travel payments. 
7DNHQ�WRJHWKHU��WKH�UDQJH�RI �VHUYLFHV�DQG�PLVVLRQ�RXWOLQHG�E\�

*LPSHO� GHÀQH�KRZ� WKH�'HSDUWPHQW� DSSURDFKHV� VKDUHG� VHUYLFHV�
LQWHUQDOO\� DQG� H[WHUQDOO\�� 6LQFH� LPSOHPHQWLQJ� D� VKDUHG� VHUYLFHV�
PRGHO��WKH�'HSDUWPHQW�RI �7UDQVSRUWDWLRQ�KDV�EHFRPH�WKH�ÀUVW�DQG�
RQO\�IHGHUDO�DJHQF\�WR�RSHUDWH�LWV�ÀQDQFLDO�V\VWHP�RII �RI �D�VLQJOH�
LQVWDQFH�RI �ÀQDQFLDO�VRIWZDUH��+LVWRULFDOO\��WKLV�DQG�RWKHU�DJHQFLHV�
have used multiple instances of  the same software or have deployed 
D�YDULHW\�RI �GLIIHUHQW� VRIWZDUH�RQ�D�SHU�RIÀFH�EDVLV��%\�ZRUNLQJ�
with their technology development team, the Department was able 
WR�ÀQG�D�ZD\�WR�JHQHUDWH�DOO�RI �WKH�ÀQDQFLDO�ERRNV�DQG�VWDWHPHQWV�
IURP�WKH�FRUH�VRIWZDUH�SODWIRUP�²�D�IHDW�WKDW�LV�UDUHO\�DFFRPSOLVKHG�
LQ�WKH�SULYDWH�VHFWRU�DQG�LV�YLUWXDOO\�QRQ�H[LVWHQW�LQ�WKH�SXEOLF�VHFWRU��
´%HFDXVH�RI �WKHVH�HIÀFLHQFLHV��ZH�KDYH�IHZHU�LVVXHV�ZLWK�DXGLW��

and we also have enhanced delivery,” Gimpel says. Through these 
HIÀFLHQFLHV��WKH�'HSDUWPHQW�ZDV�DEOH�WR�UXQ�PRQWK�HQG�DQG�\HDU�
HQG�ÀQDQFLDO� VWDWHPHQWV�²���� LQ� WRWDO� IRU���� FOLHQWV� LQ����KRXUV�
²�D�VLJQLÀFDQW�LPSURYHPHQW�RYHU�SUHYLRXV�WLPH�VSHQW�RQ�WKH�VDPH�
activities. 
,Q� DGGLWLRQ� WR� WKHVH� ÀQDQFLDO� DFWLYLWLHV�� WKH�'HSDUWPHQW� DOVR�

RSHUDWHV�D�KRVWLQJ�DQG�GDWD�FHQWHU��LQFOXGLQJ�DQ�,7�KHOS�GHVN�IRU�
LWV� FOLHQW� EDVH�� 7KLV� VHUYLFH� OLQH� LV� FRPSULVHG� RI � DSSUR[LPDWHO\�
700 servers, housing 1,300 Terabytes of  data storage. The IT help 
GHVN� VHUYHV� DSSUR[LPDWHO\� ������� FXVWRPHUV� ZKR� VXEPLW� QHDUO\�
������� WLFNHWV�SHU�PRQWK��7KURXJK�D� VKDUHG�VHUYLFHV�PRGHO�� WKH�
Department has been able to maintain an IT customer satisfaction 
rate of  96 percent. 

These service levels and economies of  scale are also critical to 
KHOSLQJ�WKH�'HSDUWPHQW·V�H[WHUQDO�FOLHQW�EDVH�UHDOL]H�QRW�RQO\�ORQJ�WHUP�EXGJHW�VDYLQJV��EXW�DOVR�VKRUW�WHUP�GURSV�LQ�SULFH�WR�XVH�WKH�
VHUYLFHV�LW�RIIHUV��+H�QRWHV�WKDW�WKH�'HSDUWPHQW�DOVR�ORRNV�IRU�ZD\V�WR�PDNH�SULFLQJ�FRQVLVWHQW�WKURXJKRXW��KHOSLQJ�FXVWRPHUV�DYRLG�
SHULRGLF�VSLNHV�DQG�GLSV�ZKLFK�FDQ�PDNH�FRVWV�PRUH�GLIÀFXOW�WR�WUDFN�²�DQG�LQ�PDQ\�FDVHV�WKLV�VWDELOL]DWLRQ�DOVR�UHVXOWV�LQ�D�QHW�SULFH�
UHGXFWLRQ�IRU�D�JLYHQ�SURGXFW�RU�VHUYLFH��´,W·V�LPSRUWDQW�IRU�RXU�IRONV�DQG�IRU�RXU�PDQDJHPHQW�WHDP�WR�NQRZ�WKDW�LI �\RX�PDNH�DQ�
LQYHVWPHQW�KHUH�DQG�WKH�UHWXUQ�LV�GRZQVWUHDP��WKDW�LV�FUHGLWHG�RQ�ERWK�HQGV�DQG�WKDW�WKH�RUJDQL]DWLRQ�DV�D�ZKROH�EHQHÀWV�IURP�WKDW���,I �
\RX�VHSDUDWH�WKDW�RXW�WRR�PXFK��LI �LW�JHWV�WRR�DWWHQXDWHG��,�WKLQN�\RX�ORVH�WKDW�OLQH�RI �VLJKW�µ�*LPSHO�H[SODLQV�
6XVWDLQLQJ�WKH�VKDUHG�VHUYLFHV�HQWHUSULVH�DQG�ÀQGLQJ�QHZ�SDWKV�IRU�FUHDWLQJ�YDOXH�LV�D�FHQWUDO�JRDO�IRU�*LPSHO�DQG�KLV�WHDP��´:H�

ORRN�DW�D�VHUYLFH�DQG�LWV�SURFHVVHV�DQG�VD\�¶LV�LW�VRPHWKLQJ�WKDW�FDQ�EH�GRQH�LQ�D�PRUH�VWDQGDUGL]HG�ZD\"·��$QG�LI �WKH�DQVZHU�LV�\HV��
RXU�PLVVLRQ�LV�WR�GR�LW�WKDW�ZD\���7KDW·V�KRZ�ZH�JHW�RXU�HFRQRPLHV�RI �VFDOH�DQG�WKDW·V�KRZ�ZH�JURZ�YDOXH�IRU�RXU�FXVWRPHUV�DQG�WKH�
WD[SD\HU�µ�*LPSHO�VD\V���

Marshal Gimpel, Director, Enterprise Services Center 
(ESC), Federal Aviation Administration,  

U.S. Department of Transportation
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View from the Top: Insights from Teri Takai, CIO of the 
United States Department of Defense

LNW: 7KHUH·V�D�ORW�RI �K\SH�DERXW�HYHU\�QHZ�WHFKQRORJ\�
and what it can do to improve organizational performance.  
$V�\RX·YH�ZRUNHG�WKURXJK�WKH�IDFWV�DQG�WKH�ÀFWLRQ��KRZ�GRHV�
WHFKQRORJ\�UHDOO\�KHOS�LPSURYH�SHUIRUPDQFH�LQ�JRYHUQPHQW"

Takai: There was a time where I would have said that the 
technology hype is independent of  the business practice changes, 
DQG�WKDW�WKH�WZR�GLGQ·W�QHFHVVDULO\�FRLQFLGH���$QG�,·YH�FKDQJHG�
P\�YLHZ�RQ�WKDW�VLJQLÀFDQWO\���,�UHDOO\�EHOLHYH�WKDW�WKH�DGYDQFHV�
from the technology perspective provide the platform to actually 
GULYH�FKDQJH���6R�OHW�PH�JLYH�\RX�D�FRXSOH�RI �H[DPSOHV�RI �WKDW���
)LUVW��ORRN�DW�WKH�PRYH�LQ�PRELOH�GHYLFHV�DQG�KRZ�WKH�XELTXLW\�
of  the technology is going to change the way that enterprises 
ORRN�DW�KRZ�WKH\�UXQ�WKHLU�EXVLQHVV��ERWK�IURP�WKH�VWDQGSRLQW�
that their customers, i.e., the citizens or, in my case, the war 
ÀJKWHU��KDV�DFFHVV�WR�D�GLIIHUHQW�W\SH�RI �WHFKQRORJ\��EXW�DOVR�
WKDW�LW·V�JRLQJ�WR�GULYH�WHFKQRORJ\�WR�WKH�FHQWHU�RI �ZKDW�SHRSOH�
do, and so the processes are going to change as a result of  that.  
6HFRQG��ORRN�DW�FORXG�FRPSXWLQJ���&ORXG�FRPSXWLQJ��E\�YLUWXH�
of  the way the technology has evolved, is actually going to be 
D�PXFK�VWURQJHU�HQDEOHU�RI �VKDUHG�VHUYLFHV�EHFDXVH�LW·V�JRLQJ�
WR�PDNH�LW�HDVLHU�WR�RYHUFRPH�WKH�WHFKQLFDO�EDUULHUV�RI �EULQJLQJ�
together shared services and dealing with large data than what 
ZH·YH�KDG�EHIRUH���6R�,�WKLQN�WKDW�ZH·UH�UHDOO\�JRLQJ�WR�VHH� 
some actual shifts and changes by virtue of  the technology  
WKDW·V�DYDLODEOH�

LNW: /DUJH�VFDOH�WHFKQRORJLFDO�LQQRYDWLRQ�RIWHQ�UHTXLUHV�
large-scale organizational transformation.  When you put the two 
WRJHWKHU��LW·V�SUHWW\�GLVUXSWLYH���+RZ�FDQ�OHDGHUV�EHWWHU�SUHSDUH�
their organizations to pace and sustain the change necessary to 
UHDFK�WKHLU�JRDOV"

Takai: ,W·V�LPSRUWDQW�DV�\RX�WKLQN�DERXW�WKH�SDFH�RI �FKDQJH�
WR�UHDOO\�DVVHVV�\RXU�RUJDQL]DWLRQ�LQ�WHUPV�RI �WKHLU�DELOLW\�WR�WDNH�
RQ�FKDQJH��DQG�SDFLQJ�LQ�VRPH�VHQVH�LQYROYHV�ORRNLQJ�DW�ZKR�
DUH�WKH�FKDPSLRQV�ZLWKLQ�WKH�RUJDQL]DWLRQ��KRZ�FDQ�WKH\�WDNH�
on the leadership roles, and how they can be the individuals 
WKDW�LQÁXHQFH�WKHLU�SHHU�JURXS��WKHLU�VXERUGLQDWHV��DQG��LQ�PDQ\�
FDVHV��WKH�LQGLYLGXDOV�WKDW�WKH\�ZRUN�IRU���0DQDJLQJ�FKDQJH�
GRHVQ·W�²�LQ�IDFW�LW�VKRXOGQ·W�²�DOZD\V�KDYH�WR�EH�WRS�GRZQ���,W·V�
also important to have an end vision for where you want the 
technical change, as well as the business process change, but 
then you have to implement in small steps, and you have to be 
willing to change the directions based upon the way you see the 
RUJDQL]DWLRQ�UHDFWLQJ�WR�WKDW�FKDQJH��$V�ORQJ�DV�\RX·UH�JHWWLQJ�
to the end goal, which is either improved citizen services or, in 
P\�FDVH��LW·V�LPSURYHPHQW�RI �GHOLYHU\�WR�WKH�ZDU�ÀJKWHU��LW�UHDOO\�
GRHVQ·W�PDWWHU�ZKHWKHU�\RX·UH�JHWWLQJ�WKHUH�RQ�WKH�VDPH�JDPH�
SODQ�\RX�VWDUWHG�ZLWK�RU�ZKHWKHU�LW·V�FKDQJHG�EDVHG�XSRQ�ZKDW�
the organization sees as the pace of  change. 

7HUL�7DNDL��&KLHI �,QIRUPDWLRQ�2IÀFHU�RI �WKH�8QLWHG�6WDWHV�'HSDUWPHQW�RI �'HIHQVH��VSRNH�DW�WKH�6KDUHG�
6HUYLFHV�6XPPLW��/1:�WRRN�WKH�RSSRUWXQLW\�WR�SRVH�TXHVWLRQV�RQ�WHFKQRORJ\��LQQRYDWLRQ�DQG�KHU�KRSHV� 
for the future. The following is an abridged version of  the conversation
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At the Summit, participants enjoyed hearing 
keynote speaker Teri Takai describe her personal 
journey to strong shared services leadership, 
beginning at Ford Motors, through her careers 
with the States of Michigan and California, 
and finally, to her current role as CIO of the US 
Department of Defense. From her speech, we’ve  
summarized “Teri’s Top Ten” lessons learned:

10. Go for the money: :KLOH�LW·V�LPSRUWDQW�WR�JR�
RXW�DQG�HYDQJHOL]H��XQWLO�WKHUH·V�D�ERWWRP�OLQH��LW·V�
hard to get people in line.

9. Engage the stakeholders early: What 
matters is who has the voice and who can move 
things to happen.

8. Make sure the boss likes you: The boss 
PXVW�OLNH�\RX�DQG�EH�ZLOOLQJ�WR�VWDQG�XS�IRU�\RX�

7. Be brave: Stand up and be counted: 
Sometimes you have to go out on a limb and 
SXVK�DW�VHQLRU�OHYHOV�WR�PDNH�WKLQJV�KDSSHQ�
EHFDXVH�WKH\�MXVW�DUHQ·W�JRLQJ�WR�KDSSHQ� 
from the bottom up.

6. Make lemonade! 'XULQJ�ÀVFDO�GRZQWXUQV��
ÀQG�DYDLODEOH�IXQGLQJ�VRXUFHV�DQG�OLQN�WKHP�WR�
your transformation effort.

5. History is important, but move forward 
anyway: $YRLG�D�FOHDQ�VKHHW�RI �SDSHU�� 
Learn who and what is already in place and  
EXLOG�RQ�WKDW�KLVWRU\��EXW�WDON�DERXW�ZKDW� 
could be done differently.

4. Find ways to deliver tomorrow’s 
solutions with today’s people: Everybody 
OLNHV�WKH�´FRPPRQµ�ZD\³DV�ORQJ�DV�LW�LV�WKHLU�
way. So at some point, it becomes a leadership 
TXHVWLRQ�DERXW�PDNLQJ�WKH�GHFLVLRQ�DQG� 
going forward.

3. Avoid the “Grand Plan:”�$GKHUHQFH�WR�D�
vision without understanding how to do the  
“zigs and zags” along the way is really tough. 
Learn and adjust the plan.

2. Shared services is NOT the end game: 
Focus on value, continue to improve and 
recognize that sometimes you may only be able 
WR�VHW�XS�WKH�HQYLURQPHQW�WKDW�HQDEOHV�WKH�QH[W�
SHUVRQ�WR�SLFN�XS�WKH�PDQWOH�

1. They’ll never love you! Shared services 
QHHGV�SHUVHYHUDQFH��,Q�WKH�HQG��ÀQG�D�FKDPSLRQ�
DQG�PDNH�VXUH�\RX�NHHS�D�IULHQG�

LNW: :KDW·V�\RXU�YLVLRQ�RI �JRYHUQDQFH�DQG�JRYHUQPHQWDO�
LQVWLWXWLRQV�RYHU�WKH�QH[W����WR����\HDUV"��:KDW�GR�\RX� 
KRSH�IRU"

Takai: I do worry about polarization and how different 
political views impact the way that government institutions 
actually operate.  However, on the bright side, within 
organizations now, particularly with the budget challenges, 
WKHUH�DUH�SRFNHWV�ZKHUH�ZH·UH�UHDOO\�VHHLQJ�FROODERUDWLRQ��
7KHUH�DUH�SRFNHWV�ZKHUH�SHRSOH�DUH�VHHLQJ�WKDW�WKH\�KDYH�WR�GR�
JRYHUQPHQW�EHWWHU���$QG�WKH�RQH�EULJKW�OLJKW�IRU�PH�LV�DOZD\V�
WKDW�SXEOLF�VHUYDQWV�DQG�LQGLYLGXDOV�ZKR�ZRUN�LQ�JRYHUQPHQW��
ZKLOH�ZH�PLJKW�QRW�QHFHVVDULO\�WKLQN�WKH\�ZRUN�WRJHWKHU�DV�
ZHOO�DV�ZH�ZRXOG�OLNH�RU�WKHUH·V�D�FKDOOHQJH��DUH�HQRUPRXVO\�
GHGLFDWHG��DQG�WKH\�EHOLHYH�LQ�WKH�SXEOLF�JRRG���7KH\·UH�QRW�
LQ�WKHLU�MREV�EHFDXVH�LWV�D�MRE��WKH\·UH�LQ�WKH�MRE�EHFDXVH�LW·V�D�
public service job and they have chosen that as a career path.  
$QG�WKDW·V�D�EULJKW�OLJKW�LQ�WHUPV�RI �JRLQJ�IRUZDUG���
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Summary
The public service and education community has a capacity challenge. The environment of  increased demand, compressed resources, 
FRPSOH[�VRFLDO�FKDOOHQJHV�DQG�FKDQJLQJ�GHPRJUDSKLFV�KDV�FKDOOHQJHG�WKH�DELOLW\�WR�GHOLYHU�´SXEOLF�YDOXHµ�²�WKH�PHDVXUH�RI �KRZ�
HIIHFWLYH�DQG�HIÀFLHQW�DQ�RUJDQL]DWLRQ�LV�LQ�DFKLHYLQJ�RXWFRPHV�
7KH�QHHG�IRU�UHQHZHG�FDSDFLW\�KDV�VSDUNHG�D�ZDYH�RI �UHIRUP�EDVHG�RQ�PRUH�HIÀFLHQW��HIIHFWLYH�DQG�WUDQVSDUHQW�JRYHUQPHQW�²�DQG�

collaboration through shared services has been a pathway to transformation.
To help public sector and education leaders move forward with shared services and collaborative business models, the Technology 

DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�DQG�$FFHQWXUH�FRQYHQHG�WKH������6KDUHG�6HUYLFHV�
Summit, held at Harvard University. The Summit featured topical sessions and case studies on how an organization moves 
SURJUHVVLYHO\�WKURXJK�WKH�9LVLRQLQJ��/DXQFKLQJ��*URZLQJ�DQG�6XVWDLQLQJ�OHYHOV�RI �WKH�6KDUHG�6HUYLFHV�+RUL]RQV�RI �9DOXH�&XUYH��
HQDEOLQJ�EXVLQHVV�DQG�WHFKQRORJLFDO�PRGHOV�WR�PDWXUH�DQG�LPSURYH�WKH�RUJDQL]DWLRQ·V�DELOLW\�WR�GHOLYHU�SXEOLF�YDOXH�
$V�WKH�FDVHV�IURP�WKH�6XPPLW�VKRZ��QHZ�VKDUHG�VHUYLFHV�EXVLQHVV�PRGHOV�ZLOO�KDYH�D�FXVWRPHU�FHQWULF�PLVVLRQ��ZLOO�ZRUN�DFURVV�

RUJDQL]DWLRQDO�ERXQGDULHV�WR�DOLJQ�JRDOV�DQG�ZLOO�SXUVXH�D�ODVHU�OLNH�IRFXV�RQ�RXWFRPHV��,Q�WUDYHUVLQJ�WKH�6KDUHG�6HUYLFHV�+RUL]RQV�
RI �9DOXH��OHDGHUV�ZLOO�KDYH�WR�JXLGH�WKHLU�RUJDQL]DWLRQV�DQG�VWDNHKROGHUV�WR�QHZ�PRGHOV�RI �JRYHUQDQFH��QHZ�RUJDQL]DWLRQDO�VWUXFWXUHV��
new enabling technologies and new methods of  delivering services.
)RUZDUG�WKLQNLQJ�OHDGHUV�DUH�HPEUDFLQJ�WKH�FKDOOHQJH�DV�WKH\�UHDOL]H�WKH�VXFFHVVIXO�DFKLHYHPHQW�RI �VKDUHG�VHUYLFHV�LV�YLWDOO\�

LPSRUWDQW�WR�RXU�QDWLRQ·V�SXEOLF�VROYHQF\��HFRQRPLF�FRPSHWLWLYHQHVV�DQG�FDSDFLW\�WR�GHOLYHU�QHHGHG�VHUYLFHV��:H�QRZ�KDYH�WKH�
VWUDWHJLHV�DQG�WHFKQRORJLHV�WR�PRYH�IRUZDUG�²�LW·V�WLPH�WR�UHDOL]H�\RXU�SDWKZD\�WR�WUDQVIRUPDWLRQ��
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/\QQH�%DMHPD��6WDWH�RI �2NODKRPD��2NODKRPD�&LW\��2.
Paul Bartley, US Dept of  Health & Human Services, Washington, DC

0DUWLQ�%HQLVRQ��&RPPRQZHDOWK�RI �0DVVDFKXVHWWV��%RVWRQ��0$
3KLO�%HUWROLQL��2DNODQG�&RXQW\��0LFKLJDQ��3RQWLDF��0,
5LFKDUG�%LQJ��1HZ�<RUN�8QLYHUVLW\��1HZ�<RUN��1<
&ODXGLD�%ROGPDQ��&RPPRQZHDOWK�RI �0$��,7'��%RVWRQ��0$
Paul Bottino, Harvard University

5REHUW�&DKLOO��&RPPRQZHDOWK�RI �0$�'LYLVLRQ�RI �&DSLWDO�$VVHW�0DQDJHPHQW��%RVWRQ��0$
)DEUL]LR�&DUXFFL��1HZ�<RUN�8QLYHUVLW\��1HZ�<RUN��1<
0LFKDHO�&DVVLG\��7RZQ�RI �+ROOLVWRQ��+ROOLVWRQ��0$
5DIDHO�&HSHGD�0RUDOHV��0HWULFV�*HVWLRQ�\�&RQVXOWRULD�6�&���3XHEOD��3XHEOD
3DWULFN�&KLOFRWW��$FFHQWXUH
*UHJRU\�&RQGHOO��$FFHQWXUH
-RH�&UDZIRUG��$FFHQWXUH
'DQ�&XUWLQ��=LS&DU��&DPEULGJH��0$
Laura Curtis, University of  Illinois, Urbana, IL

&KULVWLQH�'DZVRQ��$FFHQWXUH
5RELQ�'LHKO��1&�'HSW��RI �$GPLQLVWUDWLRQ��5DOHLJK��1&
3DXO�'LHWO��+XPDQ�5HVRXUFHV�'LYLVLRQ��%RVWRQ��0$
/\QQ�'UDVFKLO��6WDWH�RI �0LFKLJDQ��'HSDUWPHQW�RI �7HFKQRORJ\�0DQDJHPHQW�	�%XGJHW��/DQVLQJ��0,
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$QQ�'XQFDQ��)ORULGD�*RYHUQPHQW�(IÀFLHQF\�7DVN�)RUFH��7DPSD��)/
-DPHV�(DUS��&LW\�RI �.\OH��7;
$DURQ�(ULFNVRQ��2UDFOH
0DUJDUHW�)LHOGV��8QLYHUVLW\�RI �)ORULGD��*DLQHVYLOOH��)/
0DWWKHZ�)ULHQG��$FFHQWXUH
6WHYH�)XQFN��6WDWH�RI �2NODKRPD���2IÀFH�RI �6WDWH�)LQDQFH��2NODKRPD�&LW\��2.
'DYH�*DMDGKDU��156,���*RYHUQPHQW�RI �$OEHUWD��(GPRQWRQ��$OEHUWD
$QGUHZ�*DQDKO��8�6��'HSW�RI �WKH�7UHDVXU\��2IÀFH�RI �)LQDQFLDO�,QQRYDWLRQ��:DVKLQJWRQ��'&
+HLGH�*DUULJDQ��$FFHQWXUH
Troy Gazette, Ohio Shared Services, Columbus, OH

0DUVKDO�*LPSHO��'HSDUWPHQW�RI �7UDQVSRUWDWLRQ��2NODKRPD�&LW\��2.
-RKQ�*OHQQRQ��&RPPRQZHDOWK�RI �0DVVDFKXVHWWV��%RVWRQ��0$
.HYLQ�*UHHU��$FFHQWXUH
-HUUROG�*URFKRZ��,QWHUQHW���8QLYHUVLW\�&RUS��IRU�$GY��,QWHUQHW�'HYHORSPHQW���&DPEULGJH��0$
-HVVLFD�+DZNLQV��2YXP��/RQGRQ��8.
&OLII �+D\HV��&LW\�RI �&KHVDSHDNH��9LUJLQLD��&KHVDSHDNH��9$
John Hill, U.S. Treasury Department, Washington, DC

.LP�+RRG��'HSW��RI �$GPLQLVWUDWLYH�6HUYLFHV��'$6���6DOW�/DNH�&LW\��87
'DYLG�+RUWRQ��8QLYHUVLW\�RI �2NODKRPD��1RUPDQ��2.
0DUN�+RZDUG��$FFHQWXUH
$QGUHZ�-DFNVRQ��'HSDUWPHQW�RI �WKH�,QWHULRU��:DVKLQJWRQ��'&
/DQD�-HURPH��&RPPRQZHDOWK�RI �0$��%RVWRQ��0$
1DYQHHW�-RKDO��2YXP��1HZ�<RUN��1<
James Kennedy, Indiana University, Bloomington, IN

Stephen Keucher, Indiana University, Bloomington, IN

:LOOLDP�.LOPDUWLQ��$FFHQWXUH
Ronn Kolbash, Yale University, New Haven, CT

:LOOLDP�.XQW]��7H[DV�'HSW��RI �/LFHQVLQJ�DQG�5HJXODWLRQ��$XVWLQ��7;
9LFWRU�.\DOR��.HQ\D�,&7�%RDUG��1DLUREL��.HQ\D
'DYLG�/HEU\N��7UHDVXU\�)LQDQFLDO�0DQDJHPHQW�6HUYLFH��:DVKLQJWRQ��'&
-HVVLFD�/RQJ��$FFHQWXUH
-DPHV�0DODU\��&RPPRQZHDOWK�RI �0$��'LYLVLRQ�RI �&DSLWDO�$VVHW�0DQDJHPHQW��%RVWRQ��0$
$QQH�0DUJXOLHV��+DUYDUG�8QLYHUVLW\
%DLOH\�0F&DQQ��&LY6RXUFH��%URRNO\Q��1<
0LFKDHO�0F.HH��8QLYHUVLW\�RI �)ORULGD��*DLQHVYLOOH��)/
0RQWH�0HUFHU��1RUWK�&HQWUDO�7H[DV�&RXQFLO�RI �*RYHUQPHQWV��$UOLQJWRQ��7;
'DYLG�0HWQLFN��$FFHQWXUH
0DU\�$QQH�0RUJDQ��,QVWLWXWH�RI �)RRG�DQG�$JULFXOWXUDO�6FLHQFHV��8QLYHUVLW\�RI �)ORULGD��*DLQHVYLOOH��)/
7LP�0RXOG��$FFHQWXUH
%DUEDUD�1REOHV�&UDZIRUG��&RPPRQZHDOWK�RI �0$��%RVWRQ��0$
5\DQ�2DNHV��$FFHQWXUH
$QWRQLR�2IWHOLH��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�	�+DUYDUG�8QLYHUVLW\
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%UDG�3DJUDWLV��6WDWH�RI �0LFKLJDQ�&HQWHU�IRU�6KDUHG�6ROXWLRQV�	�7HFKQRORJ\�3DUWQHUVKLSV
6WHSKDQLH�3LDQND��1HZ�<RUN�8QLYHUVLW\��1HZ�<RUN��1<
Lisa Plaga, The Ohio State University, Columbus, OH

$P\�5DPVD\��/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG
&DUPHQ�5RGULJXH]��8QLYHUVLW\�RI �0LFKLJDQ��$QQ�$UERU��0,
(OL]DEHWK�5RVD��$FFHQWXUH
Everett Ross, State of  Ohio, Columbus, OH

3DUL�6DEHW\��$QWLRFK�8QLYHUVLW\��<HOORZ�6SULQJV��2+
Jim Salb, State of  Delaware, Dover, DE

$QQH�6DXQLHU��6KDUHG�6HUYLFHV�&RPPXQLW\�RI �3UDFWLFH
-HUU\�6FKLOGPH\HU��$FFHQWXUH
$P\�6FKROOLQ��1HZ�<RUN�8QLYHUVLW\��1HZ�<RUN��1<
$XGUH\�6KHOOH\��&RPPRQZHDOWK�RI �0DVV��([HFXWLYH�2IÀFH�IRU�$GPLQLVWUDWLRQ�DQG�)LQDQFH��0DVV+5�(PSOR\HH�6HUYLFH�&HQWHU��
%RVWRQ��0$
$QQH�6KHSKHUG��,QWHUQDO�5HYHQXH�6HUYLFH��/DQKDP��0'
.DWK\�6KHSSDUG��&RPPRQZHDOWK�RI �0DVVDFKXVHWWV�2IÀFH�RI �WKH�&RPSWUROOHU��%RVWRQ��0$
&\QWKLD�6SULQJHU��$GPLQLVWUDWLYH�5HVRXUFH�&HQWHU��7UHDVXU\�'HSDUWPHQW��%XUHDX�RI �WKH�3XEOLF�'HEW��3DUNHUVEXUJ��:9
5LFKDUG�6W��2QJH��7KH�8QLYHUVLW\�RI �7H[DV�6\VWHP��$XVWLQ��7;
-HII �6WDPSHU��$XUDULD�+LJKHU�(GXFDWLRQ�&HQWHU��'HQYHU��&2
7UDF\�6WULFNODQG��<DOH�8QLYHUVLW\��<DOH�6KDUHG�6HUYLFHV��1HZ�+DYHQ��&7
'DUU\O\Q�6ZLIW��8QLYHUVLW\�RI �&DOLIRUQLD��%HUNHOH\��%HUNHOH\��&$
7HUL�7DNDL��86�'HSW��RI �'HIHQVH��:DVKLQJWRQ��'&
.LUN�7URVW��6DFUDPHQWR�$UHD�&RXQFLO�RI �*RYHUQPHQWV��6DFUDPHQWR��&$
3DOODYL�9HUPD��$FFHQWXUH
Joe Ward, Department of  the Interior, Washington, DC

*UHJ�:DVV��&RRN�&RXQW\��,/��&KLFDJR��,/
%DUE�:HLVNH��$XUDULD�+LJKHU�(GXFDWLRQ�&HQWHU��'HQYHU��&2
'DUOHQH�:HOOV��6WDWH�RI �2KLR��2KLR�$GPLQLVWUDWLYH�.QRZOHGJH�6\VWHP��&ROXPEXV��2+
Christina Williams, University of  Florida, Gainesville, FL

-DPLH�:LOOV��$FFHQWXUH
'DYLG�:LOVRQ��$FFHQWXUH�
&DUROLQH�:ROIH��$FFHQWXUH�
Lyle Wray, Capitol Region Council of  Governments, Hartford, CT

/DXUD�<RXQJHU��&RPPRQZHDOWK�RI �0$��'LYLVLRQ�RI �&DSLWDO�$VVHW�0DQDJHPHQW��%RVWRQ��0$
0LFKHOH�=DUUHOOD��1HZ�<RUN�8QLYHUVLW\��1HZ�<RUN���1<
0RVWDID�=RPPR��'HSDUWPHQW�RI �+XPDQ�5HVRXUFHV�DQG�6NLOOV�'HYHORSPHQW�&DQDGD��*DWLQHDX��4XHEHF

$GGLWLRQDOO\��FUHGLWV�DQG�WKDQNV�DUH�GXH�WR�6DUDK�0RUH�0F&DQQ�IRU�HGLWLQJ��7RGG�*LOOHQZDWHUV�IRU�JUDSKLF�GHVLJQ��DQG�5XVV�&DPSEHOO�
for photography at the Summit.
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About The Author
$QWRQLR�0��2IWHOLH�LV�([HFXWLYH�'LUHFWRU�RI �
/HDGHUVKLS�IRU�D�1HWZRUNHG�:RUOG�DQG�WKH�3XEOLF�
Sector Innovation Fellow at the Technology and 
Entrepreneurship Center at Harvard University 
�7(&+���ZKHUH�KH�FRQGXFWV�UHVHDUFK�DW�WKH�
intersection of  law, policy and technology, administers 
WKH�3XEOLF�6HFWRU�,QQRYDWLRQ�$ZDUG�SURJUDP�DQG�
runs the annual Public Sector and Education Shared 
Services Summit and the Human Services Summit. 
'XULQJ�KLV�WLPH�DW�+DUYDUG��0U��2IWHOLH�KDV�FUHDWHG�

SUDFWLWLRQHU�UHFRJQL]HG�IUDPHZRUNV�DQG�PDWXULW\�
models for organizational innovation and value creation including the Shared Services 
+RUL]RQV�RI �9DOXH��WKH�3XEOLF�6HFWRU�9DOXH�&KDLQ�DQG�WKH�+XPDQ�6HUYLFHV�9DOXH�&XUYH��$V�
DQ�DSSOLFDWLRQ�RI �KLV�UHVHDUFK��$QWRQLR�DGYLVHV�VHQLRU�JRYHUQPHQW�DQG�EXVLQHVV�H[HFXWLYHV�
on organizational transformation by helping them to evolve their mission and strategy, ideate 
new business and service models, build adaptive strength and create performance and value 
PHDVXUHV��,Q�WKLV�FDSDFLW\��KH�KDV�GLUHFWO\�DGYLVHG�WKUHH�JRYHUQRUV��ÀYH�IHGHUDO�DJHQFLHV��
numerous state and local governments and private and public companies on topics ranging 
from IT outsourcing and shared services to homeland security and pandemic response to 
economic development, product and service design, organizational collaboration, government 
relations and public-private partnership strategies. 
0U��2IWHOLH�KROGV�D�%6�LQ�0DQDJHPHQW�DQG�(WKLFV�IURP�&URZQ�&ROOHJH�DQG�DQ�03$�

ZLWK�D�%XVLQHVV�DQG�*RYHUQPHQW�3ROLF\�FRQFHQWUDWLRQ�IURP�+DUYDUG�8QLYHUVLW\�²�ZKHUH�KH�
IRFXVHG�KLV�VWXGLHV�RQ�OHDGHUVKLS��ÀQDQFH��DQG�SXEOLF�SROLF\�DW�WKH�+DUYDUG�.HQQHG\�6FKRRO��
and on strategic management, technology, and innovation at the Harvard Business School. He 
FDQ�EH�UHDFKHG�DW�$QWRQLR�RIWHOLH#SRVW�KDUYDUG�HGX��IROORZHG�RQ�7ZLWWHU�#$QWRQLR2IWHOLH�
DQG�RQ�)DFHERRN�DW�IDFHERRN�FRP�$QWRQLR2IWHOLH��

About Leadership For A Networked World
7KH�PLVVLRQ�RI �/HDGHUVKLS�IRU�D�1HWZRUNHG�
World is to help leaders activate innovations 
and realize transformations that generate 
capacity and sustainable public value. 

Founded in 1987 at the John F. Kennedy 
6FKRRO�RI �*RYHUQPHQW�DW�+DUYDUG�8QLYHUVLW\�E\�'U��-HUU\�0HFKOLQJ��/1:�LV�QRZ�D�WKLQN�
WDQN�WKDW�ZRUNV�ZLWK�WKH�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG�DQG�DFDGHPLF�
LQVWLWXWLRQV�JOREDOO\�WR�SURYLGH�XQLTXHO\�SRZHUIXO�OHDGHUVKLS�VXPPLWV��WUDQVIRUPDWLRQ�
SURJUDPV��DQG�DGYLVRU\�VHUYLFHV��6LQFH�������/1:��(�JRYHUQPHQW�([HFXWLYH�(GXFDWLRQ���
´�(�µ�SULRU�WR�������KDV�FRQGXFWHG�PRUH�WKDQ�����OHDUQLQJ�HYHQWV�DQG�JDWKHUHG�PRUH�WKDQ�
12,000 alumni globally. 

Currently, LNW initiatives are focused on the global “capacity challenge:” Structural 
GHÀFLWV��GHPRJUDSKLF�FKDQJHV�DQG�FLWL]HQ�GHPDQGV�DUH�UDSLGO\�FKDQJLQJ�WKH�RSHUDWLQJ�
environment and competitive landscape of  government, pressuring ability to provide public 
value. To succeed in this new era, leaders must innovate and transform organizational capacity 
WR�GHOLYHU�FXUUHQW�VHUYLFHV��FUHDWH�QHZ�VROXWLRQV��LQFUHDVH�WUDQVSDUHQF\�DQG�HTXLW\��DQG���PRVW�
importantly - help people, families and communities realize their full potential. To ensure 
VXFFHVV��OHDGHUV�KDYH�WR�PDNH�GLIÀFXOW�GHFLVLRQV�DQG�FKRLFHV�DERXW�WKH�OHYHO�RI �UHIRUP�DQG�WKH�
pace of  adaptation, and LNW helps guide the journey. 

The 2012 Public Sector and Education Shared Services Summit: Pathways to 
Transformation, was developed by LNW. Find more information at lnwprogram.org.
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About Accenture
$FFHQWXUH�LV�D�JOREDO�PDQDJHPHQW�FRQVXOWLQJ��
technology services, and outsourcing company. 
&RPELQLQJ�XQSDUDOOHOHG�H[SHULHQFH��FRPSUHKHQVLYH�
capabilities across all industries and business 
IXQFWLRQV��DQG�H[WHQVLYH�UHVHDUFK�RQ�WKH�ZRUOG·V�
PRVW�VXFFHVVIXO�RUJDQL]DWLRQV��$FFHQWXUH�
collaborates with clients to help them become high-
performance businesses and governments.

$V�D�SUHPLHU�WKRXJKW�OHDGHU�LQ�FURVV�MXULVGLFWLRQ�FROODERUDWLRQ��VKDUHG�VHUYLFHV�FRQFHSWV��
DQG�LQGXVWU\�OHDGLQJ�SUDFWLFHV��$FFHQWXUH�KDV�EHHQ�DW�WKH�IRUHIURQW�ZRUNLQJ�ZLWK�JRYHUQPHQW�
organizations and educational institutions on innovations to improve public-sector value and 
WUDQVIRUP�FLWL]HQ�VHUYLFH�GHOLYHU\��$FFHQWXUH�ZRUNV�ZLWK�RUJDQL]DWLRQV�WR�KHOS�QDYLJDWH�WKH�XQLTXH�
UHTXLUHPHQWV�RI �D�SXEOLF�VHFWRU�HQYLURQPHQW��LQFOXGLQJ�WUDQVIRUPDWLRQ�RI �EXVLQHVV�SURFHVVHV��
policies, organizational structure, personnel management and technology.

The 2012 Public Sector and Education Shared Services Summit: Pathways to Transformation, 
KHOG�DW�+DUYDUG�8QLYHUVLW\��ZDV�GHYHORSHG�LQ�FROODERUDWLRQ�ZLWK�$FFHQWXUH��)LQG�PRUH�LQIRUPDWLRQ�
RQ�$FFHQWXUH·V�VKDUHG�VHUYLFHV�FDSDELOLWLHV�DQG�WKRXJKW�OHDGHUVKLS�DW�DFFHQWXUH�FRP�VKDUHGVHUYLFHV�

About The Technology And  
Entrepreneurship Center At Harvard

7KH�7HFKQRORJ\�DQG�(QWUHSUHQHXUVKLS�&HQWHU�DW�+DUYDUG��7(&+���
SDUW�RI �WKH�+DUYDUG�6FKRRO�RI �(QJLQHHULQJ�DQG�$SSOLHG�6FLHQFHV�
�+6($6���LV�ERWK�D�UHDO�DQG�YLUWXDO�VSDFH�IRU�VWXGHQWV��IDFXOW\��DOXPQL��
and industry leaders to learn together, collaborate, and innovate.
7(&+·V�PLVVLRQ�LV�WR�DGYDQFH�WKH�XQGHUVWDQGLQJ�DQG�SUDFWLFH�RI �

LQQRYDWLRQ�DQG�HQWUHSUHQHXUVKLS�WKURXJK�H[SHULHQWLDO�HGXFDWLRQ��E\�
initiating, advancing and informing student projects. TECH helps 
faculty create and deliver innovation and entrepreneurship project 
courses, provides students with project support and sponsors and 

DGYLVHV�VWXGHQW�JURXSV�ZRUNLQJ�WR�EXLOG�WKH�+DUYDUG�LQQRYDWLRQ�FRPPXQLW\�
7(&+�LV�EDVHG�RQ�WKH�EHOLHI �WKDW�ERXQGDULHV�²�EHWZHHQ�GLVFLSOLQHV��SHRSOH��RUJDQL]DWLRQV��

DQG�LGHDV�²�QHHG�WR�EH�FURVVHG�FRQWLQXDOO\�WR�FUHDWH�WKH�LQVLJKWV�WKDW�OHDG�WR�LQQRYDWLRQV�EHFDXVH�
VRFLDOO\�XVHIXO�DQG�FRPPHUFLDOO\�YLDEOH�DGYDQFHPHQWV�UHTXLUH�WKH�ULJKW�PL[�RI �VFLHQWLÀF�DQG�
HQJLQHHULQJ�NQRZOHGJH��HQWUHSUHQHXULDO�NQRZ�KRZ��DQG�ZRUOGO\�SHUVSHFWLYH���7(&+�HQDEOHV�WKLV�
KROLVWLF�H[SORUDWLRQ�E\�VHUYLQJ�DV�D�FURVVURDGV�RI �LQQRYDWLRQ�HGXFDWLRQ�DQG�E\�VXSSRUWLQJ�PDQ\�
RSSRUWXQLWLHV�IRU�WKH�LQQRYDWLRQ�FRPPXQLW\�WR�JDWKHU�DQG�H[FKDQJH�NQRZOHGJH��LQFOXGLQJ�FRXUVHV��
study groups, mentorship relationships, and educational summits. 

The 2012 Public Sector and Education Shared Services Summit: Pathways to Transformation, 
was hosted by TECH. Find more information on TECH at tech.seas.harvard.edu. 
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