
Informing Collaborative Design

1



Systemwide Activity Analysis Results by Function
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The Functions from the Administrative Review 
Assessment comprise of 3,604 FTEs – approximately 

30% of the overall workforce effort







Voice of the Customer Survey

▪ A sample of the University community representing users of finance, human resources and 
information technology services shared feedback on these services at the University.

▪ In evaluating Finance, HR and IT services, respondents provided feedback on:
o Importance
o Effectiveness
o Quality

▪ Respondents represented all units within UM System, as well as multiple levels of the 
organization and a range of departments.
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Organizing Administrative Services in the Future

• Transactional, repetitive, high volume 
without “in person” contact

• Guided by well-defined, automated 
processes and / or business rules

• Documented and can be taught to 
others

• Generally resources are co-located 
and / or operate virtually

• Leaders typically have greater span 
of control

Shared Services (SS)
Transaction processing service support

• Translates functional strategy into 
policies and processes and business 
rules

• Requires deep subject matter, 
functional and / or business expertise

• Resolves issues escalated from 
Shared Services

• Leaders typically have smaller span 
of control

Centers of Expertise (COE)
Policies, methods and tools

• Strategic activities focused on 
planning, problem-solving and 
enabling the University objectives (not 
transactional)

• “Pulls through” Shared Services and 
Centers of Expertise where needed

• Driven by relationships and requires 
strong understanding of the business

• Campus Partners are aligned to 
campus / units

Strategic Campus Partners



Finance
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The University’s challenge will be addressed by two, mutually 
dependent initiatives

Financial Leadership
Partnering to drive strategic 

alignment and fiscally 
responsible results

Centers of Expertise



Finance 
Critical 
Behaviors

Finance 
Role 
Statement

Serve in a University-wide leadership role to deliver fiscally responsible results and drive value as a strategic business partner for the 
organization.  Work to align our resources consistent with the mission and priorities of the University of Missouri System and its 
campuses.

Finance
System-wide 
Annual Goals
(FY18 - FY19)

Finance 
Strategic 
Dimensions

1. Develop consistent and unified 
Finance strategy

2. Design optimized Finance Delivery 
Model (people, process, technology)

3. Drive broader accountability for fiscal 
responsibility and decision making
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Finance - Mission, Vision, Values

LEADERSHIP / STEWARDSHIP

VALUE

SERVICE

Demonstrate Finance’s value as a strategic partner 
and respectfully challenge the status quo to drive 
results and create better ways of working 

Collaborative and Courageous – Engage in a 2-way 
dialogue and co-develop solutions with the institution, 
and proactively encourage innovative ideas and new 
ways of thinking to solve problems

Partner / team to achieve fiscally responsible 
business results - Develop and maintain professional 
credibility and trusted relationships with stakeholders 
while managing risk and making fiscally responsible 
decisions



Process Prioritization

Financial Leadership
Strategic Campus Partners

Financial Leadership
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Finance Service Delivery Framework 
How the institution interacts with Finance

Procure - to - Pay

● Performance Management*

● Business Analysis

● Budgeting & Forecasting

● Management Reporting

● Internal Charges

● Resource Allocation

● Management and Administrative



Understanding Finance’s Role

▪ Focus more on financial leadership/strategic 
campus partner “differentiating capabilities” 

▪ Deliver shared service activities as 
efficiently as possible

▪ Partner with respective campus(es)/ 
school(s)/departments(s), have a deep 
understanding of the business/strategic 
goals of that group, and “speak their 
language”

▪ Adopt a customer service mentality; staff 
should feel that they can rely on Finance for 
questions and support

Opportunities for Adding Value

▪ Capitalize on economies of scale/shared 
services to drive efficiency and free-up time 
for innovative thinking and business insight

▪ Invest in better technology to enable more 
effective differentiating capabilities 
Universitywide

▪ Simplify processes, especially procure-to-
pay cycle and business insight processes

▪ Better align skillsets of resources to 
appropriate roles, and provide more training 
and clear job roles/responsibilities

Key Takeaways from the Collaborative Design Session
Finance



Human Resources
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Human Resources - Mission, Vision, Values

HR 
Strategic 

Pillars

Workforce 
Planning

Collaborate with 
leaders to 

evaluate talent 
needs, attract 
top talent and 
enable multi-

year recruiting 
and succession 

plans

People 
Development

Strengthen 
leadership 

capabilities, 
promote high 

performance and 
a culture of 
continuous 

learning and 
development

Efficient HR 
Operations
Continuously 
improve HR 
workflow and 
leverage HR 
technology 
solutions to 

deliver efficient 
shared services 

Health & Well-
Being
Offer 

competitive 
total rewards 
packages to 
attract/retain 

talent & 
improve our 
community’s 
health & well-

being

Culture & 
Climate

Foster a culture 
that is inclusive, 

diverse and 
collaborative 

environment that 
creates an 
employee 

experience that 
inspires 

excellence in 
people

High Quality 
HR Service
Provide our 
campuses, 
schools and 
departments 
with best-in-

class service to 
enable our 
institutional 
goals and 
academic 
mission

Compliance
Partner with 
leaders to 
address 

employee-
related issues 

and 
meet internal 

& external 
compliance 

requirements  

HR Critical 



“Big Shifts” Required in HR to Enable Strategic Objectives

14

Shifting HR transactional 
work to shared services and 

“self-service” 

Expanding HR Centers of 
Expertise 

Introducing new HR 
Strategic Campus Partner 

roles

1 2 3

Simplifying and improving our HR processes and policies
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Concepts for Organizing HR Services in the Future 

HR Shared ServicesHR Centers of Expertise

Transaction processing and service 
support

• Customer Service Center 

• Administrative Processing 

• Total Rewards Administration 

• HR Reporting 

• HR Technology 

• Payroll, Time & Attendance

Consultant to business 
leaders, drives local delivery & 
execution of system-wide HR 

strategies and programs 
including: 

• Workforce Planning 

• Employee Relations

• Talent development & 
performance management

• Succession planning

• Org development & learning

• Change Management 
Execution

• Recruiting

•



So… What are the “Big Shifts” or Areas of Opportunity in HR?

16

Primary Benefits: 
• Single point of contact for leader who can 

proactively plan and triage “people” needs 
• Improve communication between units and HR
• Focused on consultative strategic planning and 

forecasting of HR needs
• Greater consistency in levels of service and quality

Examples:
• Longer-term workforce planning
• Skill gaps and performance management
• Conflict resolution

Existing Success Stories:
• Current campus “HR Business Partner” roles 

contain some similar elements to proposed “HR 
Campus Partner” role

Primary Benefits: 
• Create greater specialization of HR skills to 

support departmental needs
• Expand candidate pools and reduce time / effort 

spent by depts and academic resourcend 



Understanding HR’s Role

▪ Enable a culture of “academic excellence” and 
a “great place to work”  

▪ Support and enable professional development 



Information Technology
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Information Technology - Mission, Vision, Values

Serve as a strategic partner to the University of Missouri enterprise by providing leadership to enable the university’s missions through planning, 
implementation, operation and delivery of foundational and innovative information technology solutions

Service Focus
•
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Conceptual Model for Future IT

Shared ServicesCenters of Expertise

End User Support
• Service Desk
• Endpoint Support
• Classroom and Computer Lab Support

Infrastructure Operations
• Data Center & IT Facility Management
• Network Support
• Server Support
• Technical Collaboration Infrastructure
• Storage Support
• Database Support

Management & Administrative
• Chargeback Metrics and Measures

IT Development
• Application and Infrastructure (Build)
• Release Management

Enterprise Applications
• E-mail & Authentication Administration
• HR
• Student
• Finance 
• Advance
• Other Common Applications Across 

System

Infrastructure Operations
• Cloud Infrastructure Management

IT Strategy & Architecture
• Organization Strategy
• Technology Innovation
• Enterprise Architecture
• Portfolio Management
• Disaster Recovery Strategy and 

Planning
• Business Continuity Strategy and 

Planning
• Demand & Capacity Management
• Cloud Vendor and Contract 

Management
• Data Warehousing

IT Development
• Application and Infrastructure (Design)
• Application Integrations
• Business Intelligence and Data 

Analytics
• Data Visualization

Quality Assurance
• Solution Testing

Policy & Procedures
• Policy Creation
• Policy Management
• Policy Enforcement

Strategic Campus Partners

IT Development
• Scientific Analysis Software 

Development

Academic IT Support
• Specialized IT Support to Aid 

Academic Goals and Objectives

IT Strategy & Architecture
• Business Relationship Management
• People Management & Resourcing

Management & Administration
• Project Management and 

Coordination
• Student and Intern Management

Security & Compliance
• Identity & Access 

Management
•





Understanding IT’s Role

▪ Aim to be a partner with the University and 
faculty to drive innovation

▪ Focus on supporting students and provide 
them with with an engaging and enriching 
experience

▪ As the delivery of academic programs 
change, update the underlying infrastructure 
to provide seamless service

Opportunities for Adding Value

▪ Explore collaboration and innovation 
opportunities, while also being cost-effective

▪ Drive standardization through the governance 
models; encourage cross-campus partnerships

▪ Look at the processes to make smart 
investments

▪ Need for a standard underlying data architecture 
that provides data consistency

Key Takeaways from the Collaborative Design Session
Information Technology
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