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“Queveczz Objective and the context of the
presentation

Objective
Explain the contribution of Value Management to
the reform of Public Curator of Quebec

Context
Context of the organization and its reform

Phases of its reform and the role of Value
Management

Approach management

Results and their integration within governmental
development



“Quebeczz LooKIng back... Context of the
organization and its reform

DDANS L'INTERET
DE LA PERSONNE

IN THE INTEREST
OF THE PERSON
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Missions of Public Curator

Protection

The Protection Division supervises and coordinates
protection and representation services for incapable
people and the administration of their assets

Unclaimed Property

The mission of Unclaimed Financial Products is the
collection and provisional administration of the
unclaimed assets, and their liquidation under the
jurisdiction of the Public Curator in order to transfer
them to their rightful owners, claimants or, if none,
to the government.

Value Management has been used to serve
protection.



“QecEE oo ntext and background...

1997-1998: Unfavorable reports by the
Auditor General
Ombudsman

Reported major deficiencies in the
performance of its mission.

1998-2001: Profound reform in crisis
management mode. Urgent need to react.

2001-...: Thorough restructuring of the
organization
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Phases of the reform: Dynamic interplay
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QuébecEE \nho is it done for?

Our clients
Incapable people
Private representatives and tutorship councils
Mandataries
General public (information and registers)



st s REFORM OF THE PUBLIC CURATOR
(PHASE 1) 1998 - 2001

Reorientation on persons

Professionalization and regionalization of the
organization

Raising and restructuring the resource level
(from 200 to 400 — 600 staff changes) (from 3
to 23 managers)

Development of general service structures

Beginning of the implementation of new ways
of doing without detailed plan or method



“Québeczz Reform of the Public Curator (Phase 1)
1998 — 2001 (contd)

That is how the Public Curator of Québec
reinvent itself.

Now, It has
to be rebuilt ...
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The reform in two phases

Phase 1 completed
Socially recognized mission
Reorientation on the person underway

More active presence with people and community
resources

10
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Phase 2 (in progress) — 2001-...

Defining the expected service levels

Developing, structuring and equipping
Protection management

Developing an optimal organization

Redoing the computer support system for the
Public Curator while continuing short-term
Improvements

11



“Guebeczz  Throughout the project,
Value Management was used to

Identify client needs

Adopt a vision for our organization for 2006
dentify our strategic functions

Define the expected service levels

Develop an optimal organization

12
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QuébecBa Integration of Reform and Implementation of
Information Technology Strategic Planning

Profound
understanding of Acquiring and
the needs that have Investigating
to be satisfied opportunities
within the Reform offered by ITSP
Value Management technologies
to some extent

W V-

TARGET
ARCHITECTURE FOR
THE ORGANIZATION
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Put Into context

Reform of Reform of Reform of
Protection Unclaimed support
Property services

Target architecture
Information Systems
Process
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Create Value

Value
FOR WHOM?

o
El
EMPLOYEES

(personal development, health,

GOVERNMENT
(elected officials, policies,

society)
pleasure, remuneration)

CITIZENS-CLIENTS

(Service levels)
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Approach

A reversed participative approach, from
bottom / up

Management Committee adjusts and defines
a reference framework for the review and
design work

Teams design the processes

17
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Québec

aa 2002-2003
No reform without reform teams!

O teams

More than 125 people involved (replacement
of operational resources)

A truly participative approach!!
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Team

Integratio

SHORT-TERM PROJECTS
eam
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Roles of the teams

Agree on needs to be satisfied
ldentify possible short-term improvements

Define the strategic functions and related
service levels

|dentify the beginning of new approaches

Contribute to the design of different projects
that will make the protection reform more

concrete
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QuébecSS Toam Work Schedule

Phases:

1. Initiate work

Deliverables:

= Work schedule
= Mobilization of project teams

2. Define needs

= Service levels

3. Identify optimal
concept

General architecture (freeze needs and
concepts)

4. Execute preliminary
design

» Detailed architecture

= Business policies and rules

» Organization chart (roles and responsibilities)
* Implementation and training plan

5. Execute detailed
design

= Systems

= Directives

» Training tools

= HR integration plan

6. Implementation

» Revised and functional organization

21
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Integration team

Integrate all information received from the
different project teams to ensure consistency
with the overall Protection vision

Validate information

Ensure that all aspects are covered

Arbitrate potentially conflicting levels and
flexibilities

22



QRS First stage: Results

Reorientation on our principal reason
for being and define the functional
model for Protection

23
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Deliverables

Architecture of the Curator’s Protection
Mission

Implementation of strategy for the
architecture

24
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Results

Functional tree
Functional specifications
Short-term projects
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*SEE TO THE
PROTECTION OF
INCAPABLE
PERSONS**

1. LAUNCH APPROPRIATE
MEASURES

2. SUPERVISE THE
REPRESENTATION OF PEOPLE
UNDER PRIVATE SUPERVISION

3. ASSURE THE WELL-BEING OF
INCAPABLE PERSONS

27



Curateur public
Québec ea ez

A tree grows many leaves...

1.Launch 1.1Decide 1.1.1 1.1.1.1A
— appropriate intervention _ Validate Know person
measures instit. supervis. info. + assets
1.2 Process
| report or clarify
situation
See to the
rotection of.
pincapable 1.3 Process Q0
— consent without Q
ersons
P supervision 4 é‘
1.4 Close juris.
— or request
supervision. 28




“Queeczz  After the why and the how,
the desired performance

Results of functions (e.g. action plan)
Criteria for appreciation (e.g. delay)
Criteria level (e.g. number of days)
Flexibility of level (e.g. not negotiable)

We have the functional specifications!

A
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Short-term projects

Team assignment
|dentify potential solutions
Start short-term projects
Obtain small, fast successes

30
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QuébecSS 8 Short-term projects (2003-2004)

Intake screen

DG (General Director) Report (xml)
Reassessment form, process revision
Investigation: harmonization of depts.(DAP-DT)

Investigation guide + asset record + territorial
allocation

Investigation (guide and process)

Management framework for personal expense
allowances of the incapable

Processing centre (CTDPAE)
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Conclusion of Step 1

Value Management and the functional model

enrich the tools management needs to...
Explain its vision
Orient its organization
Translate its objectives into actions
Motivate its staff
Stay on track in a constantly changing world
Shared knowledge of individual realities
Frame of reference for values

32
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Six principles adopted

1. Continue the reorientation on the person

2. The person and his assets form a whole
whose parts cannot be disassociated

3. Protection must guarantee sound asset
management

33



Cur

Quibeci® Six principles adopted (contd)

4. Delegate and Client Representative: first line
Interveners invested with the authority of the
CPQ and unique client interface

5. Protection measures for incapable persons
are coordinated

6. Synergy depends on mastery of information

34
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Stakeholders involved

Public Curator employees

Public Curator clients

Care-givers and organizations

Public authorities

35
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Assessment criteria
16 criteria + 1 weighting =

1 value framework!
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QuébecSE 2003-2004

Step 2

It is the year of corporate architecture for the
Public Curator!

(Methodological, governmental framework)

38



Now we are ready to design the
corporate architecture for the
Public Curator!
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Work teams

3 basic teams for the processes
11 teams for business objects
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Business processes

3 basic teams
Intake
Private
Public representation

Sub-team
Validation by integration team

41



Curateur public

Québec ea ez

Correspondence
Public registers
Protection
Resource
Information
Validation team

Business objects: 11 teams

Services
Program
Service
Documents

Register / Records
(clients,authorized
person, assets, legal
proceedings)

42



Curateur public

Québec rara

Business models - protection

EN COURS DE

CONSTRUCTION

-
CLIENTS
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Organizational models - protection

Incapable persons’ Protection

I\
Soutien

administratif

CLIENT

Dossier client
Systeme d’information

Private supervision

e
Responsable
client

vérificateur

Clients : PI + RL + CT

Dossier client

/
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Organizational models - protection

Interface with external stakeholders

CLIENT

Dossier client
\ Systéme d’information
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Organizational models - protection

Support of internal experts

.

>

\
Soutien
administratif

CLIENT

,—‘

Finances

Immeubles

Investigation

Dossier client

Systeme d’information

-
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The design becomes more precise...

Business models and Business objects
processes design the design the new
organization of the iInformation system

protection mission

47



Qecss Business processes

Launch appropriate steps

Supervise the representation of people under
private supervision

Assure the well-being of people under public
supervision

48
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Example of a process
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quebeczz  Model for business objects of the Public

Curator

ADMINISTRATION

RESSOURCE

RESSOURCE
FINANCIERE

RESSOURCE
INFORMATIONNELLE

Est associé

RESSOURCE

RESSOURCE HUMAINE MATERIELLE

SOUTIEN AUX MISSIONS

MANDAT

Produit

INSTRUMENTATION

INDICATEUR DE
GESTION

GESTION DES DOCUMENTS

DOCUMENT

16 SEPTEMBRE 2003

PRESTATION DE SERVICES

INFORMATION DE REFERENCE

~ONNAISSANCE Génere

RENSEIGNEMENTS

OPINIONS

PRESTATION

PRESTATAIRE DE Affecte
SERVICES

MODELE DE
PRESTATION

Module
Effectue

CHARGE DE TRAVAIL

Génere

ECHANGE

SERVICE

OFFRE DE SERVICE

USAGER

DEMANDE DE SERVICE

DOSSIER CLIENT

Est titulaire

CLIENT

PATRIMOINE

B

GESTION DES
ACTIVITES CLIENT

A besoin Concerne

CONNAISSANCE Concerne

CLIENT

COMPTABILITE
PATRIMOINE

——

TIERCES
PARTIES

DELEGATAIRE

DETENTEUR

FOURNISSEUR P/S PARTENAIRE

CLIENT

CITOYEN

PERSONNE INAPTJE

REPRESENTANT
LEGAL

PROCHE

CONSEIL DE TUTE{LE

AYANT DROIT ET|
PROPRIETAIRE

ETAT
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Client file” Area
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Business object “client”
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And now, who does what!

Specify
Roles and responsibilities
Organization chart

Work processes
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An example of who does what

Technicien du Centre de traitement

1.3 Envoyer les

2.2 Analyser l'avis

—» documents et I'estimé
du fournisseur au CCC

1.3.1 Conserver
une copie

"|de décision oul

2.2 1 Demande est-elle
acceptée

NON

2.2.1.1 Faire suivi du
dossier

2.2.1 Informer le CR de la décision par
courriel pour faire l'ajustement des
prévisions budgétaires

v

2.2.2 Inscrire des notes au dossier

v

2.2.3 Transmettre l'avis de décision a la
DAP (allocation et hébergement) par
courrier interne

2.2.4 Archiver l'avis de décision et
les documents connexes (TOME C)

-
Q
es 1.2 Acheminer les
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s estimé d'un
E 3 fournisseur au Centre
O de traitement
-~
1] [%]
8z 8
5 Q= i 1.1 Contacter | R
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IZSINHR besoins spéciaux [ G 6
3 €8 besoins identifiés
[n e 2
. i 2.2.1 Faire les !
Q 2.0 Analyser et 2 AIEEmE ElR OUI__! ajustements aux | 253 TEMSMEHTE 22y
@ détermin tyl'admi ibilité SR IC \  Drestations pour | ™| courrier lavis de
A e © ssibiiite requise? | période de 12 mois | décision au CTDPAE
0l | }
= i

NON
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“Quebeczz Next step: harmonization with computer
solutions

Sufficiently define the work processes to
select an appropriate computer solution

In computer jargon, it’s the preliminary
analysis step!
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Québec &z Computer solutions

Three categories for

The whole client relationship management (CRM)

Electronic management of documents, reference
material and instrumentation (EDM)

Management of assets under administration
(BSA)
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Working together pays off

THANK YOU!
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