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Context

Expenditure reviews in the public service and the political
environment led the House of Commons Administration to propose a
framework to optimize its operations.

The Strategic Internal Assessment of Operations (SIAO) is a multi-
year transformation framework driving service excellence,
stewardship and operational efficiency.

Endorsement from our Board of Internal Economy (December 2024).

Confirmation of the membership for the SIAO subcommittee (June
2025).



SIAO Framework

Outcome

Build a performance-driven, data-informed organization.

Drivers
The SIAO’s framework is built on four drivers that guide improvements in the services the House Administration offers to Members.

Governance enhancements Stewardship Operational efficiencies Risk profile
Strengthening governance Ensuring sustainability Improving operational Identifying risks and
structures for streamlined through responsible planning processes for increased mitigation strategies.

operations. and resource management. efficiency.



5 Enablers

Our People

A professional,
diverse, and
healthy workforce
to ensure service
excellence.
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Service Catalogue Metrics

An evidence-
based culture of

A clear, consistent
foundation for

understanding our performance
services and how they and service
support delivery.

the organization.
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Benchmarking

A comparison to
similar
organizations,
providing objective
evidence to inform
service reviews.

Service Review

An assessment to
ensure a service can
effectively support
our operations and
strategy.
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Our People
A professional, Everything starts with people

diverse, and healthy
workforce to ensure
service excellence.

= Setting clear services standards.
= Reduce silos.
=  Strengthen cross-functional collaboration around services.



Service Catalogue

A clear, consistent
foundation for understanding
our services and how they
support the organization.

A shared understanding of what we do

= Clarity.

= Transparency.
= Consistency in service delivery.




Service Area
Woorkshops

L)

Socialization and
validation of Service
Catalogue Framework

within the
Administration

The Service Catalogue Process

Feedback

Consolidation

c
QA

A
Received feedback
across 5ervice, Service

Category, and Portfolio
from each Service Area

Catalogue Catalogue Service
Review Refinement Costing
500+ Services and Team meets to refine and  Costing methodology
100+ Categories were consolidate Catalogue to developed and costing
identified, which latest state workshops are underway

required refinement

*——0—0—0 0

We continue to make iterations on the Service Catalogue, validating with the service areas, to ensure
accurate view of core Services offered and their categorization.




Metrics

An evidence-based
culture of
performance and
service delivery.

Measuring what matters

Better understanding of our services.
Informed decision-making.

Continuous improvement of client experience and
operational efficiency.
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Benchmarkin : :
& Learning from others to improve our work

A comparison to similar
organizations, providing
objective evidence to
inform service reviews.

-
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= Better understanding of our performance.

= Validate effective practices.
= |dentify opportunities for improvement.

1 OO0




The Benchmarking Process

Data on costs, FTE resources, and service volumes

(((

r- Interviews

« ! , Combining quantitative analysis with
-O- qualitative insights from interviews provides
v amore holistic and comprehensive view of
service delivery.



Service Reviews Strenghtening services through

An assessment to continuous improvement
ensure a service can
effectively support our

operations and strategy.

W

= Effective and sustainable services aligned client
expectations.
= Responsible use of resources.

13 OO



Lessons Learned... So Far

e Change management;
e Clearer service definitions;

e Stronger alignment between
financial targets and operational
realities;

e Gathering good data takes time.




Why it matters

* Creates a shared organizational vision.

* [mproves transparency in resource
allocation.

e Supports data-informed decision-
making.

* Strengthens service quality and the
customer experience.

* Drives continuous improvement and
long-term sustainability.




Questions?
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