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Drivers:
1. Increased Risk of Crisis/Business Disruption
2. Policy Count Variability
3. Increased Fraud
4. The Age of Cloud Computing
5. Information Security Risk
6. Rapid Advancement of Technology
7. Distributed Workforce

OKRs and Metrics

Objective and Key Results (OKRs) improve focus, alignment and tracking

—

Cost

Budgeted and actual cost of IT Budget trend

Business Case Development {as needed)

People

Headcount trend
Turnover rate

Process

Key Target IT Metrics

Technology and Security Metric Categories

= Security *  Platform

+ Applications - Operations

+  Network +  Development
» Data

Target Enterprise Agile Metrics

Enterprise Architecture Principles

+  Select solutions that can be implemented, managed and

supported with minimal resources.

Keep information, system and processes simple and standard

Implement elastic solutions

Choose cloud over Citizens’ hosted

Data is an asset that will be shared, accessible and protected

Optimize security and compliance controls based on risk

+  Controltechnical diversity; Leverage strategic vendors;
Leverage existing strategic assets; Avoid Duplication of

i +  Enterprise Initiatives supported by IT : - "
Informatlcr’! Tecl?no\ogy Labar Market . Srratepgies planned, writ':zn, appr\:ved. being executed on L Time ta Yalue |primary) & Qualiy/eliabilty i Content/Functionality
Increased Litigation - Business Architecture knowledgebase progress 2. Flow Load (Work in Process) 7. Continuous Improvement Ratio - Optimize business processes first; Configureif required;
N o 3. Flow Velocity 8. Employee Engagement/Experience Customize as a last resort
Enterprise Goals I. B‘;!tl]“ess Capability Health 4. Flow Distribution {Features, Defects, 9.Customer Satisfaction + There will be a single source of truth
Operate as an eﬁiclemf residual market‘ _“”a':um;';r af Proofs of Concept (POCs)/Pilats Risks, Debt} 10. Portfolio & Agile Release Train «  Modernization will include legacy retirement
Ensure a strong financial operating environment P 5. Flow Predictability Ratios |ART) Health Radars «  Ensure solutions are interoperable, reliable, available,

+  Number of technologies tracked

Operate a streamlined, scalable and customer-focused arganization
Protect the public interest and maintain the integrity of the corporation
Communicate effectively with internal and external stakeholders

= ~
ffected Value Streams

- Transfer Policy Agreement

Acquire Insurance Policy Agreement

securable and usable

e N

Strategic Business Initiatives and Actions

Identity and Accass Managament
Cuslomer Relationship Management (CRM) Needs Analysis and
Consuliation; CRM Solution

+  Sel-Service Enhancement: Live Chat Capabililies

. Self-Service: iidewire Ci

Operational Resiliency and Gontinuity Planning. Scenano-Based

Approach

Voice of the Customer Survey Administration and Advanced Analytics

myPalicy -FNOL Customer Experience

Recalibrate Automated Underwriting Model

Big Data Analytics Platform for Business Enablement

22 Theme

Identify and Implement Strategies to
Reduce Citizens’ Exposure

Capabilities

Ensure Scalability, Flexibility and
Resiliency in Our Operations

- : Organization Information
Settle Financial Account £ [ ]

Value
Streams

Source: A Guide to the Business Architecture
Body of Knowledge® (BIZBOK®) Guide)

A

Maintain Customer/Partner Information
Settle Claim
Resolve Legal Matter

- Develop Person

»  Entarprise Liigation Management Solution
. Legal Billing Review
. Claims Legal Sarvices

Investing in & Leveraging Citizens our
Employees

Ve ~
‘ Emerging Technology Radar
Category IT Enabling Strategy Thema \ I
IT Security Strategy [Refresh) .
s Data Loss Prevention Low, Enterprise .lethm
ecurity Multi Factor Authentication a‘?‘f Enterprise Agile with
Identity and Access . the SAFe framework
R P —— & IT Strategic Workforce Plan
Legacy Retirement & - Recommendations
Customer Experisnce * Build upon recruitment
Applicati Digital Tr 56 Network strategy
Homomorgiic
SelfSenice ~ Encrypion (FHI - = Expand remote work
Cloud Enabled Insurance Systems S g g
Citizens Eligibility Reimagined High Re-devel B th & Governance
Network Netwerk Stategy e-develop career paths g
Enterprise Information Management o Contaner o > -ITSC
Data Data Warehouse Modernization 2 . oo, TAR) -] Other Activities: paLSC ile Princinl
Macter Data Monsaement g \d + Managed Workplace Services for IT Agile Principles
Qld;:r;::r:nn:;:l-cs o Inspeciicns g * “Stronger Together” — belonging Architecture & X ;iﬁi::;?:n':_‘,i;mh fast,
Systems Integration and inclusion Security integrated learning cycles
Low Code Application Platform + Employee Engagement program Governance . : nes on !
Jowa Usege - * Job shadowing program + Visuslzaand it workin
Platform Short Message Service (SMS) . \ \ « Rewards program process (WIP), reduce batch sizes
Content Management «  Community Outreach and manage queue lengths
Self-Senice Business Intelligence +  GROW program *  Apply cadence; synchronize with
Robatics Process Automation [RPA) », [ ‘g cross-domain planning
Video Management || %5 & Mentorship program +  Unlack the intrinsic motivation of
N . o, knowledge workers
Unified Communications
Operational Monitaring
Opersens_|| i (———
Davel DeOps l
evelopment | pigial Accessibility | Data \
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