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A Capability Improvement and Value Management journ ey

A distillation of IVI Summit presentations 

Principles and people Spring 2013

Empowering the workforce Fall 2013

Framing, agility, and metrics Spring 2014

Sharing success, recognizing skills Fall 2014

Connecting to services & strategy Spring 2015

Our version of “What works” Fall 2015

Investing in people and purpose Spring 2016

Foundations for client delight Bonus
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Lead Improvement, and ensure it sticks

Principles and Practices

Seek Positive Variance

Communicate, Communicate, Communicate

People Must Own “Their Change”

Engage

Demonstrate Progress and Value

FEB 2013
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AGILE DEVELOPMENT

– Work groups will tie activities and 
deliverables back to business value

COMMUNICATION

– IT & Business Partners

> Targeted emails

> Manager talking points

> Plugged In

> Forums

> MySource

LEAN SIX SIGMA (BPM)

– Process based improvements

LEARNING & DEVELOPMENT

– IVI certification training

– BNYM developed training

IVI INVOLVEMENT

– Weekly meetings

– IVI East Coast Chapter

– IVI Summits

– Pilot Assessments

– Workgroup Participation

KNOWLEDGE MANAGEMENT

– Effective leveraging of SharePoint

– Utilization of resources in Toolkit

Increase Knowledge & Involvement
SEP 2013
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Integrate Related Capabilities to Increase Impact
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Value Leadership

Strategic Execution

Excellent Service
Continual Improvement

Financial ManagementAAFF

BGM

BOP

TCO

BPM

DSM

IM

TIM

RDE UTM

SUM

CAM

ITG

SP

RAM

BAR

BP

CFP SRC

PPP

SDUEDPPM

PM

SAI

RM ISMEAM

PAM KAM EIM

SICT

SRP

ODP

Enabling Capabilities

Apply frames to capability improvement to simplify, focus, and deliver 
increased business value

MAR 2014
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Measurement Validates Progress and Focuses Support
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Delivering Business Value of Services through Capabilities

Based on material Copyright Kenneally/Curley, 
Intel & IVI – used with permission

Customer/End-
user

Business 
Capabilities

BU Value Proposition

BU Expenditure

Process People Knowledge Technology

Features  & Functions

BU Services

Business Valuerequirement for

shape

determines

converted by to deliver

packaged as

enable

provides 

realised by

Fulfilled by

Absorptive capability

BU 
Capabilities 4

…the ability of the organization to systematically and repeatedly 
mobilise functional areas to achieve specific outcomes.

Projects and Programs

improve

Continual Improvement 
(Kaizen)

Risk

MAR 2015
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What works list
Common features that build a culture of sustainable continuous improvement

• Executive Sponsorship
• Active, engaged, trained change leaders
• Clear results based goals 
• Time, funding, and people committed to continuous improvement
• Enterprise scope – Think global, act local

• Customer Focus, design thinking, understand the problem
• Stakeholder engagement in solution, go to the gemba
• Active Community of Excellence, two-way dialog
• Integrated process and knowledge management
• Process is consistent, usable, and verifiable
• Personas and roles are identified and connected to real work
• Training and certification is developed and encouraged

• Keep Score – resources, progress, outputs, business outcomes
• Measure adoption, feedback, make it visible
• Marketing and Communication
• Rewards and recognition

Commitment to Change

Goals and Resources 

Build a World Class 
Capability

Assets & Adoption

Use Practices and 
Verify Outcomes

Evidence Based 
Management (EBM)

SEP 2015
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Investing in PEOPLE to 
achieve a shared 
PURPOSE will help your 
organization PERFORM to 
achieve valuable RESULTS

MAR 2016
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CLIENT DELIGHT - PEOPLE, PRACTICES, RELATIONSHIPS AN D OUTCOMES

Exceeding clients’ 
expectations results from a 
deep investment in people, 
practices, and relationships. 

We work together across 
our organization to create 
services which deliver 
outcomes that matter to our 
clients. 

We invest in our people to 
develop mastery and inspire 
them with purpose. We 
mature our capabilities to 
become strong, resilient, 
and value-focused.

The foundation of success 
happens under the surface,
within the organization.

DELIGHTED CLIENT

GREAT EXPERIENCE

EXCELLENT SERVICE

CLIENT FOCUSED PRODUCTS

CROSS-ORGANIZATIONAL TEAMWORK

IMPROVING SERVICES AND CAPABILITIES

MOTIVATED, ENGAGED EMPLOYEES

INSPIRING, UPLIFTING, FOCUSED LEADERSHIP

Client delight is a result of the whole organization working towards a common purpose


