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Agenda

1. What is agile?

2. What are the benefits

3. Whatis it used for?

4. What do we plan to demostrate here?

5. What was our outcome?

6. What are examples of other Agile tackled problems

and challenges?
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Gabriel Roth, SPC5, ACC, CSM & Gabe Roth

Lean Agile organizational transformation specialist with a background in Ul/UX development and

experience working in state health care, health insurance, financial systems, and enterprise LabOps.
= Experience

= Lean Agile Organizational Transformation Specialist

= Ul/UX Development

= State Health Care

" Health Insurance

= Financial Systems

= Enterprise LabOps
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SPEAKER:

.. Gabe Roth

-AUDIENCE POLL-

Has your organization had
experience with Agile?
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Agile is a mindset. Agile is a behavior.

| ‘ Agile is a Mindset that reduces A Mindset that helps to deliver value
/ uncertainty by discovering and iIncrementally & iteratively through
learning how to embrace change. lean thinking and engaging business,

systems and methods — “together” - to
deliver great outcomes.
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Agile is a Mindshift ‘2

To see comprehensive results.....we must bring in a
Culture of Change

= [ean Thinking — Efficiency

= Business Agility — Value driven with IT and Business
aligned

® Process Agility — Enabling Agile across the organization,
not just in teams and pockets

m Systems Agility — DevOps Continuous Deployment

enables the release of value on demand
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SPEAKER:

Why Organize Around Value? ‘S

Align the organization along product lines

Fewer handoffs, faster value delivery — cross functional teams

Easier to build in quality — embedded QA

Built-in alignment between the business, software development

and other enabling functions

= Optimizing the solution/system as a whole

Result: Higher customer satisfaction, higher quality, frequent delivery of
customer value!
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SPEAKER:

Human Centered Design o | I

Human-centered design at CGI draws
inspiration from users to create engaging
experiences that address critical needs.

Interdisciplinary teams work visually and Build the ri 0 ht thin 0 rl 0 ht
visibly to understand problems by deeply
understanding stakeholders & business

processes, uncovering opportunities, and

strategically envisioning the future state B reak d own Si | OS

Get a fresh perspective on
your organization

Incubate, design, and build
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Human Centered Design + Agile

TRADITIONAL THINKING

4+4=0)

Discovery of one answer that is
“correct”

VS
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SPEAKER:

Kristen Castells

DESIGN THINKING

=4+4

=2+6
9 =4x2
=12 -4
=24/3

Discovery of what works best in
an infinity of possible answers.



SPEAKER:

Human Centered Design + Agile ' F | [ kristen Castells

Business Model
& Processes

People &
Culture

Technology
& Data
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Virtual Tools .ﬂ

WHO LED THE DIGITAL TRANSFORMATION
OF JOUR COMPANY ?

A) B) \Cf
% 2
AWV ' B e,

THE CEQ THE CT0 COVID-19

DIGITAL TRANSFORMATION
IS YEARS AWAY. I DON'T
SEE OUR COMPANY
HAVING TO CHANGE
ANY TIME SOON.
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Kickoff Goals & Objectives

Definition of Success
e Project Goals s
e h o S
aadin
. . : e e s
e Aot oy
: oo
— e
5 ¢
»

Bringing
collaboration to
N the virtual space

Processes Addressed & Discovery
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Carol Beecher
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Carol Beecher
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SPEAKER:
Kristen Castells

SPEAKER:
Carol Beecher

FUTURE THINKING V:D Funding Famil fst
LT ET) Remote CS integrated with s 2ShiESton

all IV-D programs N-AMedicaisy  ©Mployment

Year 2027

wo(lfrles Snap Enroliment ser\l\:l:zse\rmfo _
First the group discussed the I S

trends in Child Support and ncessa e

Incentives using

Automatad Systems cross program Flexible Full Pass
W h eret h ey Saw T h e p rOg rfam et “ovordance Enforcement  through of
Child
5 years down the road... o Support
states streamlined
Reduction of Child
Federal processes Enforcement
b and increase in Sug prc:!rit Self
Fatherhood e, (Ee
. Applications
Robust automated
pmoassbol’farings on
R Customer

Service Technology
Oriented Changes
Delivery
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SPEAKER:
Kristen Castells

PROBLEM IDENTIFICATION & MAPPING

We individually brainstormed areas for ¥ \seEaker

Carol Beecher

improvement or innovation and discussed
them as a group

Changing the Data'mmlng for COAP/Debt Reduction
Decisions: (COAP Stands for e-R&A (Review and Reimagining Child
CS Culture: What are Compromise of Arrears Adjustment) Support
. . ) p
How to identify valuable child rogram)
your change support KPls. s S
Arrears Forgiveness R sTas thdtritng palicy can
agentS' way of doing Laptop et prevent this
: N Program (probably this rollout ™ e yeers qeaon om
semimbese  meaningful the same as David’s eiclently e e e forwerd
*l;s:ugwu:m to KPI by user COAP)
how do we meke decisions group? analysis of
change? i Regulations are we need to rollout should be
e b ook at paying?
irg;:;:r::m quu;mmr current
keep historical Ehallsnmi S income
nosgs ity gat P
population CONSensus 1o prevent | dead adjustment
beat dad thought instead of
precess | proactive
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SPEAKER:
Kristen Castells

PROBLEM IDENTIFICATION & MAPPING

We placed those items on a scale from human 4 B sPEAKeR
Carol Beecher

problems to technology problem and took a

vote to determine where the group wanted to

focus for this exercise.

Human Problem Technology Problem

Changing the CS COAP/Debt Reduction (COAP ) Dét?'m'n'ng for
Reimagining Child Culture: How to i:?::rzfo:OC?;ﬂ:)r?:rirseeac:: e-R&A‘(Rewew and Decisions: Wh?t are
Support identify your change ll¢, given am (probably Adjustment) valuable child
agents! he same as David’s COAP) support KPIs.
hanging th |
#1. Changing the CS Culture
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SPEAKER:

.Jere my TOU'OUSE { Jeremy Toulouse

Introduction

" Once challenge chosen, steps taken to narrow down obstacles

" Fact finding interviews
= White boarding

= Show snippets of interviews

=" Summarize the video and how the challenges around CM exist
regardless of the “Change”

" Integrate Agile practices for identifying, tackling and resolving
issues early and often

WICSEC Hnpossible 2021



SPEAKER:
Kristen Castells

PROBLEM IDENTIFICATION & MAPPING

To gain more insight into this problem space we ‘/
conducted research interview and synthesized ,, Jeremy Toulouse
the data for each.

SPEAKER:

iE =£."|-“1"'1 ——— "1 :’EE= ==
E L% = = B
" - =5 &
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SPEAKER:
Kristen Castells

SOLUTION SKETCHES

Out of this data we were able to pull a aQy
possible solution set: Jeremy Toulouse

Features other items

understanding of
how to operate change management

Q&A Posting tool during a time of training

tomorroy

ability to assian staff to Concise
ability to ign staff to ability to designate

ertain vid .
P crisis mode and what
statement:

that means

methodology crisis training
developed

pro al
number of challenging
situ and 0

Tool to identify staff r Tool for people t
concerns and level of and 1municate wh
engagement and details ated with 2y are in terms of the
capacity the change ned to them

of a change
1allenge

individua
their fa
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SPEAKER:
Kristen Castells

STORY BOARDING

These features were used to create a conceptual

SPEAKER:

B Jeremy Toulouse

dashboard solution outline:

eee ( )
= Home © a
%‘i&? sk cotibie maman
@ ............ v Plan Tracking s R veos | | Active Q&A & -

(@ Home D
Witk bbb raatin Aact A, G ~
|I| Stats Stage 1: Endings ;{\;::: Armiikearsentih i ik
H tadr i
[& change Planning v
Plan 1 Stage 2: Transitions Wik cotrbl e et At aatie ™
At 14 i
Akt atdtaniatih vt (ke
Plan 2 s it
n3
Pla Stage 3: New Bet | ey
- isi v -
/N Ccrisis Management T Wmrke ot ot st s o -
Akt Aniadiasiintah Vi Mib
—[J change Resource Library v thmik caeihi
% 2 w
(o]
4% Manage v Plan 1 Plan 2 Plan 3 Show more

Sentiment Gauge Crisis Lockbox & -

Last Update: 2 months age

75%1. 50%7 SO%A 82%A mmm
Process Change Process Implemented Overall Employee o
E + tisFactior Change Satisfacti Happi

E
=
=]
-_
=
=
=

Release Lockbox
ACTIVATE

—=CRISIS MODE




SPEAKER:
Kristen Castells

STORY BOARDING

eoe (
SPEAKER:
Employee Home | Jeremy Toulouse
(val‘. Ladrihbe raAfAA - . —
et AN, G Announcements v Question of the Day
How happy are you today?
@ Home (lomh bbb mamin At b, ® It @)
ik ctibh i A AN AdGr I A
v/ Tasks ék Wntadinvintih Aminr MW aismtshrbhbe Abths View Previous Questions
Fntaithe, BN RN ANAANNANN Ll VAN
w Change Plan v b b 5 dyt: Mrrutyabbe rmiantly rmhin
(&) .
Plan 1 Ask a Question
Plan 2 - Plan Question Pertains To:
Task List | @0 Plan 1 v
Plan 3
g Title Status Queston:
Change Resource Library Lorem ipsum dolor sit amet, consectet ui
themik b s v i iadipiscing eli. )
{E’} Manage 22— -
lLv-.ni. tadrithbe raAAAn Al ML, ARG I A In Progress
e e e e e s T e s e s View all Q&A
lva#. tadrithbe A Al A, AG I A In Progress
1‘-%»«1(. tadrbbe A, Blocker Flagged ..
s —— Crisis Lockbox 5
l‘-vvn’- tadr b raAAAn A In Progress
tluarh ctbh mamin s i, v Arthon Last Update: 2 months ago
lLv-.ﬂf. Ladthbe PN P A LA, AV AW e
]
o —™ Release Lockbox
Plan 1 Plan 2 Plan 3
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Activity closing | ey ol

" Integrate Agile practices for identifying, tackling and resolving
issues early and often

=" Where we might go from here.
=" And hereé’s.......... David!
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fiffﬁ SPEAKER:
David Kilgore

| - N ?
1 " e
: b AP
b,
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CA Department of
Child Support Services

Improved Procurement Sprint

Sprint: Solve Big Problems and Test
New Ideas in Just 5 Days

by Jake Knapp, John Zeratsky, Braden Kowitz
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https://www.alibris.com/search/books/isbn/9780593076118?invid=16632654233&gclid=b5f693e895c91acd070bf2cb396635e5&gclsrc=3p.ds&ds_rl=1264488

Improved Procurement Sprint g

* Day One: Mapping/Problem Identification

* Goal: To better serve the department’s needs with planning, communication,
adaptability, training, and collaboration for successful outcomes and ensuring

a fair and lawful procurement process

* How Might We?: Create one form that encompasses everything, get visibility
to procurement resource constraints, create a repeatable structure for similar

procurements, create training, conduct research, make sure that mandatory
requirements are upheld

“ * Why Are We Doing This?: Connect evaluations and SOWs, provide upfront
A e communication, more successful procurements, rule compliance, more
» transparency on ‘why’

* [ssues: Limited resources, need for upfront discussion, additional workload
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Improved Procurement Sprint

* Questions that came from Day 1:

* What needs to be true to meet the long-term goal?
* Better communication/visibility

* Knowledge of regulations
* Knowledge of realistic timelines and processes

* Support and training
* Where do we want to be in 6 months/12 months?

: * More procurement resources/specialists
' * Roadmap-to plan better
/ * Shorter timeframes (agile) that are realistic

* If efforts fail, what might have caused that?
* MNo change- process still too siloed

* Loss of resources or delegation
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SPEAKER:

Improved Procurement Sprint Y9 David Kilgore

* Day Two: Solution Sketches

.
g .l

\

—err, i

iy ‘ '.,!.
N

i
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Improved Procurement Sprint
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SPEAKER:

Improved Procurement Sprint A9 David Kilgore

* Day Three: Storyboard

Shared for buy-in Tralnlng & form templates
found in one place

he-n/Report
i wlth Stakeholdels »

facilitator

Task assignments to Final check-in meetings Plz nnins complete &
_development meeting staff make decision points with Stakeholders solicitation release to vendors
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SPEAKER:

Improved Procurement Sprint 3399 David Kilgore

* Results from the Sprint

* Procurement resource site

* Procurement intake process which starts with requestors communicating the
procurement needs

* Collaboration to develop procurement planning documents
* Timely and successful procurements to better serve the department’s needs

WICSEC tmpossible 2021



CA Department of Child
Support Services

Debt Reduction Sprint




Debt Reduction Sprint g
p »

* Day One: Mapping/Problem Identification

* Goal: To ease the burden to non-custodial parents with no ability to repay
arrears owed to the state and increase outreach and participation in COAP
with a uniform, effective process that reduces an NCP’s arrears

* How Might We?: Educate customers, streamline the
application/eligibility/approval process, standardize information given,
provide more outreach, shorten timeframes, simplify forms, expand eligibility

* Why Are We Doing This? Create a customer friendly process, remove
obstacles to participation, uniform rules and results, reduce arrears

X“/ | * |ssues: Manual data input and payment monitoring, lengthy application,
redundancy, inequity in database
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Debt Reduction Sprint
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Debt Reduction Sprint A poviilgore

"
Coreasa ~ > A
“ -lgu-un..m‘
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Debt Reduction Sprint AN David kilgore

* Questions that came from Day 1:

* What needs to be true to meet the long-term goal?
* More willing participants
* LCSA & Stakeholder buy-in
* Simple and clean process
* Good outreach process

* Modern/integrated technology
* Where do we want to be in 6 months/12 months?

* Online application
* Interface
* More applicants with more approvals
* If efforts fail, what might have caused that?

* Over ambitious scope
* Lack of resources & OCM
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Debt Reduction Sprint L Y@ David Kilgore
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Debt Reduction Sprint 40 David Kilgore

* Day Three: Storyboard

Application

Eligibility & ==
Re-Payment || ===l
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Debt Reduction Sprint

* Day Four: Processing/Developing/Building DR@@

Debt Resolution Opportunity Program
‘ This application is the 1st step in reducing my child support deth

Minimum Repayment Concepts

Name: DOB:
Arrears + Current Arrears Onl Addres: Sonparticipant I
= Consistent payment of current « Consistent payment of 0.5% to 2.5%
suppoar for 12 months, and of GMI for 12 months (or a lump sum )
of the 12-month value) Email: Phone:

= Consistent payment of arrears
for 12-months (or a lump sum of
the 12-month value), and Name Relationship

Number of people | support in my household including myself:

« For PPS in the above

average income thresholds

an additional 2 0% to 2 5%

of their GMI for 12 months

QO NI o v & W N

Participants will hawe the option to pay over-time for up o 26-months

L Lo gl =,
c_ul:.ﬁl; ll_.ulp!pn:-r I:rl::d;i:; Currentincome: S_ PerHour/Week/ Month (circle one)

Income Source: (Check all that apply, please attach verification of income)

Employed D Employer: Phone:
Self Employed D Social Security D

Unemployed D Veterans Disability D

CALWorks D General Assistance D
Other D

WICSEC tmpossible 2021
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David Kilgore

Debt Reduction Sprint LB o

Core Concepts

COAP Challenges Debt Reduction Solutions

= Mo consideration for cost-of-living - Aligns repayment with ability to pay

= Minimal flexability for LCSAsS = Increase flexibility for LCSAsS

= Formula-driven and impersonal =  Streamlines eligibility

= Unrealistic minimum repayment = Equitable repayment structure
= Unrealistic asset expectations = Clear rules for counting assets

CALIFORMNMIA
CHILD SUPPORT SEAVICES
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Debt

Reduction Sprint

* Day Five: Testing
Electronic Debt Reduction Application Overall Health: ([

Go live: Sepl. 1, 2021 Goal: Pilot the elecironic Debt Reduction Sponsors: Lesley Bell

SPEAKER:

David Kilgore

PM: April Thoma & Alexis Ramirez

Application

Key Activities:

» Child Support Debt ReductionProgram implemented statewide on May 1, 2021

* Debt Reduction Roundtable discussions occuron the 3 Thursday of everymonth

+ Pilot- Electronic Debt Reduction applicationdeveloped using SimpliGov

Pilot begins September 1st

E-application available in English and Spanish

Ability to send, receive, complete and sign from personal computers & mobile devices
Expands on DCSS' efforts to simplify processes and enhance accessibility

Key Risks/Issues/Actions:
1. Timing of statewide rollout may be adjusted based on feedback if further adjustments are
needed

2. Llivetraining will be virtual: recorded training will be posted on Blackboard LMS

|

What's Next:

« Provide training and desk aids to pilot LCSAs during the week of August 239

+ Pilot the Electronic Debt Reduction Application from September 19 - September 24"
« Offer training and desk aid resources to all LCSAs from September 27" - October 1
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Q& A
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-AUDIENCE POLL-

#2

WICSEC Hnpossible 2021



Wrap up

= Directors observations and comments to attendees
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Contact information!

= David Kilgore: David.Kilgore@dcss.ca.gov

= Carol Beecher: Carol.beecher@Alaska.gov

" Jeremy Toulouse: Jeremy.Toulouse@Hotmail.com

= Kristen Castells: Kristen.castells@cgi.com
" Gabe Roth: Gabriel.roth@cgi.com
" Laura Roth: Laura.roth@cgi.com
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