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What we'll cover

* Introduction to Engage Process and Altair

 Closing the gap Moving from strategy and regulation to operating
models ready for implementation

* Mapping the customer journey Ensuring the customer is at the heart of
service design and delivery

* The power of process workshops Visibility, knowledge capture and
genuine buy-in

* Change at scale Aligning systems with services as you transform
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Engage and Altair

Engage Process is a process management and improvement platform,
built for people-driven change.

Altair is a management consultancy and advisory service working across
socially-focused sectors.

A partnership combining tools and expertise to move from strategy to
execution and build a culture for change.
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Mission of Engage Process

To involve and empower
subject matter experts

In exploring their work

to support the objectives of the
organisation
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Trusted across UK housing and Local Government
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Why now?

Industry Pressures

« Consumer standards

* Regulations and Awaab’s Law

» Digital Transformation and large-scale change
» Efficiency/ cost pressures

The common thread...

All require tools to purposefully design and
document how services run, capturing data for
evidence-based decisions
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Altair

We deliver independent advisory services
and bespoke solutions that create growth,
resilience and efficiency for our clients.

Our culture is rooted in collaboration,

innovation and making a real difference.

Our values inform how we work with our
clients - acting with integrity, working in
partnership and striving to deliver
measurable outcomes.
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Altair's Complete Transformation Offer

“Working with clients to address their
biggest challenges by combining
strategic thinking, smart design, and a

keen appreciation of complex systems
and context.

Strategy d
We d/agnose /ssues, design sq/uz‘/ons, Operating Model and
and deliver change - supporting our

clients to achieve impactful change for (

Corporate

Service Design

their people, customers, and wider
stakeholders’.
Project and Programme Management,
and Change Implementation
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From Strategy to Service: Turning transformation into operational reality

Most organisations know what they want to change, but how does this translate into the way
services are delivered?
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Strategy Operating model Customer experience Process & Services Day-to-day delivery

Transformation succeeds (or not) in the gap between strategy and day-to-day delivery.
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From Strategy to Execution

@ NORTH Council Plan

YORKSHIRE

COUNCIL
Council Target operating model (TOM) — key design principles for the new council

Logical dependency (not flow)

How value is delivered to .
citizens, businesses and For example, Adult Social Care. 3 For example, Transformation.

isi n . key steps we need to take to ensure that 0 St ek 1D (T 1a!<e = ensure
visitors Value Chain A Value Chain B Y p'd it ial t t that we transform the council effectively.
Maps the core high level activities that We provide qualily social care o suppo (see example Transformation Service
deliver value fo the end user those adulisthatinesdiit TOM)

Strategic level
Council priorities and how we organise
ourselves to deliver
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"'6'6.\ EngageProcess Process J - For example, customer applies for a blue badge
T E——
Event response processes
(swim lane diagrams medium Process K - For example, customer reports flooding and road blockage
level) T —

Engage modelling showing process

EE e anq 2 GG corr!ponenis Process O - For example, a council service needs to do things smarter but requires change management support
of the operating model play their parts

e T
within that process. Allows us to see o :
and measure opportunities. Communications Business support Procurement Customer

Actor task (low level)

At this level, we understand who is
doing what in detail, allowing us to
analyse the process with time and
moation. Links to forms, templates, etc.
Shows further opportunities.

Supporting capabilities
Understand capabilities required to
underpin processes. Example here
shows technology, but similar
considerations could be given to
property, training, etc.

Application W Robotic Process Automation X Digital Form Y Gen Al (Artificial Intelligence) Z

Network infrastructure | Property etc.

ifz{\ EngageProcess



Customer Journey Mapping

* Understanding your customer’s
experience informs your operating
model

* Connecting customer sentiment and
outcomes to how services are being
delivered

1 Order ontine — (i7) Wait for order —5 7 Followtrackandtrace < —3
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* Translates your target operating
model into a target customer
experience

5 that 1t has a more-or-less normal distrition of
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How are we discussing processes?
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Multiple systems to explore, improve and collaborate.
Engage Process manages this whole process in one platform
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Main modules Engage Process
Supporting Modules

Tables Brainstorm (App)
y v
Reports Feedback
[ Modeler Viewer 4 *
Findings Admin Center
V. v
00 .
m\ Approval Publisher
W A
Knowledge Center Configurations
y Yy
Being Added

Teamboard

Risk Management Process HierarchyJ
Y

Customer Journey
Y
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Unique features for addressing detail and people driven change

Make process mapping simple and collaborative

<

Automatic 1screen IntuEl\Z\r,eo:aons Cent.:-z?ltzlla(::base Bralnstorm Migration
Drag & Drop Easy & Workshop °rY Remote sharing of Al-supported
participates for data sets ideas import feature

A

Explore, analyse, and identify improvement opportunities

Show/Hide® Calculations SwitchView® Customer Findings
Lots of detail, show Results Swimlanes for Suggestions to
when needed & Awareness each data sets Non Value Added Teamboard

V.

Share directly and gather feedback across the organsiation

Handbook Feedback/ Extensive SaaS & SSO

Comments Reports Instantly
Continuous (GDPR, Risk, operational across
Improvement Efficiency, etc.) the organisation
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The power of process
workshops

Improve processes with those who
know it best: frontline colleagues and
service experts.

Engaging teams for input, feedback,
and creating a single view of change.

N\ltair

Visibility

Role Clarity
Knowledge capture
Buy-in

Root-cause analysis
Collaboration

Seeing the whole end-to-end

Transformation Thinking
Customer Experience
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What is our process?

The hidden factory

In human centric organisations:
Task instructions
60-90% correct in each individual task

Take customer call

[ ] 80,00 [ ] 80,00 [ ] 80,00 [ ] 80,00 [] 80,00 [] 80,00
1 2 3 4 5 6
——E - g .m0
. = =

Take customer call Find customer in Book order Discuss new Prepare shipment Ship complel  Order complete
CRM orders papers

Sum of exceptions is often greater than the number in the happy flow

\ J
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Aligning Systems with Services

Customers and residents experience
one journey, and they often don’t
experience the business in the same
way that we do.

Can [/ get through to someone?

Do [ have to repeat information?

Do the teams communicate?

Did the service deliver what | expected?




Customer Case Studies

 Sustainably reduced voids, reducing costs
by ~78%
» Understand customer needs, aligning
services, and map current to future-state

55 days

processes for actionable insights e S

e Continuous improvement

Average void Turnaround times P Hyde

lllll

27 days

Service improvement project concludes

With further continuous improvement efforts, in 2026
void turnaround times halved again to just 13 days.

 Building on existing work to translate
into operational practice

* Translating system designs into detailed London Borough of

operational guidelines Redbridge
* Informing implementation and change
Impact assessments
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Key takeaways

* Bridging the gap between objectives and execution
* Opportunities in change to reset how services are delivered, not just who delivers

them

* Continuous improvement rather than a one-off exercise
» Collaboration, clarity and compliance

Read Altair’s article:
Aligning strategy and
change from purpose to

practice

-
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Download our Whitepaper:
7 Steps for a Successful
Process Workshop
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Questions?

Thank you!




