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One Direction
One Framework
One Roadmap

Enabling confident prioritization and value-driven execution for consistent,
high-impact service delivery in government services
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Executive Summary

At a pivotal point in its evolution, the Client Services Branch of a provincial service delivery
organization engaged Innovatia to help translate strategic intent into a clear, executable path
forward.

Like many government organizations, the branch was balancing essential day-to-day service
delivery with a growing portfolio of initiatives across asset management, service experience, and
ticket flow. Leadership recognized the need for a more structured way to align priorities, protect
operational capacity, and ensure initiatives were sequenced redlistically and delivered with
confidence.

Innovatia partnered with leadership and frontline teams to introduce a value-driven roadmap
supported by transparent prioritization, readiness assessment, and governance frameworks. The
result was a unified direction, stronger execution discipline, and a sustainable operating model that
supports consistent service delivery while enabling long-term modernization.
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The Challenge

' The branch operated in a high-accountability environment
w n“ where strategic transformation and essential service

: delivery needed to progress in parallel.
— A5 the portfolio of initiatives expanded, planning and

coordination practices had not yet scaled to match the

growing complexity—creating real strain across leaders,
managers, and frontline teams.

Several challenges were converging:

Sustaining alignment was challenging as priorities varied across portfolios and workstreams.

Work entered the system reactively, without a consistent intake and validation mechanism.

Strategic initiatives competed with operational delivery, pulling teams in too many directions.

Complexity and readiness were difficult to consistently assess, undermining delivery expectations.

Dependencies were not visible end-to-end, creating hidden bottlenecks and avoidable rework.

Duplication and overlap increased due to limited centralized visibility.

Over time, these pressures resulted in time leakage, stalled momentum on high-impact initiatives,
decision hesitation, SME overload, and erosion of confidence that priorities would hold long
enough to deliver.

What was needed was a shared mechanism to align direction, prioritize transparently, validate
readiness, and coordinate dependencies—so the organization could protect capacity while
continuing to advance strategic outcomes.
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Our Approach

A structured, five-phase methodology designed for government service delivery

Innovatia applied a proven, government-ready methodology that balances strategic intent with

operational reality.

Phase 1: Strategic discovery ®
Aligned leadership on strategic
objectives, policy drivers, and desired
outcomes to establish a shared
foundation for decision-making.

Phase 3: Quick wins identified

|dentified near-term opportunities that
delivered immediate value while @®
supporting longer-term goals and
maintaining service continuity.

Phase 5: Roadmap and Governance

Delivered an integrated roadmap with
supporting governance structures to

sustain alignment, protect capacity, and ®
enable consistent execution.

Phase 2: Operational discovery

Engaged frontline teams and
operational leaders to capture service
delivery realities, capacity constraints,
and execution considerations.

Phase 4: Opportunity prioritization

Applied a transparent, value-driven
scoring framework assessing initiatives
based on strategic value, feasibility,
urgency, and organizational readiness.
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Ovur Solution

One direction, one framework, one roadmap

Innovatia delivered a comprehensive transformation framework tailored to the realities of government
service delivery.

A clear, value-driven roadmap
A roadmap defining, scoring, and sequencing 26 initiatives across three strategic programs:

Asset Service

Management Experience

The roadmap clarified what happens now, what comes next, what can wait, and why,
enabling leaders to confidently explain and defend prioritization decisions.

A transformation narrative that scales
A simple, staff-friendly one-pager translated strategic priorities into a consistent branch-wide narrative,
supporting shared understanding across 300+ employees.

Transparent prioritization and readiness
A unified prioritization model replaced ad hoc decision-making with objective criteria, supported by
readiness scoring tools that reduced false starts and rework.

Standardized execution artifacts
Reusable artifacts—including North Star statements, KPI templates, and project charters—clarified
purpose, ownership, and success measures from day one.

Cross-team dependency visibility
Systematic dependency mapping surfaced overlaps, blockers, and sequencing needs, enabling
proactive coordination and reducing duplication.

Sustaining governance and operating discipline

Supporting tools and recommendations strengthened intake discipline, roadmap maintenance,
reporting, and capacity management—ensuring the approach remained sustainable beyond the
engagement.
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Results & Impact

From fragmentation to focus, alignment and transparency lead to improved delivery

With a unified roadmap, strengthened governance, and improved visibility in place, the organization
is now better equipped to deliver services consistently while advancing strategic priorities.

Key outcomes include:

Clear, branch-wide alignment on priorities and sequencing

* Transparent, repeatable prioritization grounded in value and readiness
* Improved execution readiness, reducing delivery risk and rework

* Stronger cross-team coordination through visible dependencies

* Improved communication and transparency across leadership and staff

These outcomes give leaders greater confidence in their ability to make defensible decisions, protect
operational capacity, and deliver meaningful improvements—while maintaining accountability and
service continuity.

26 3 300+

Employees with
access to priorities
and progress

Initiatives
defined, scored,
and sequenced

Core strategic
programs aligned

Ready to transform your government organization?

When priorities are unclear, execution slows and service delivery is put at risk. Innovatia helps
government leaders bring structure to complexity—aligning direction, sequencing work strategically,
and enabling confident, defensible decision-making.

With deep experience in government service delivery, we understand the accountability
requirements, governance constraints, and operational realities public sector organizations face. Our
approach is designed to work within those realities—building clarity, momentum, and resilience that
lasts.

Tell us your challenge, and we’ll show you how Innovatia can help you move
forward with confidence.
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Testimonials

"Thank you, Innovatia, for creating the dedicated space and structure we needed to finally align as

a leadership team—and that clarity of direction is one of the most valuable outcomes of this entire
engagement.”

— Director of Experience and Engagement

"Working with Innovatia has brought a level of clarity, prioritization, and alignment we could never
have achieved on our own—and it's already empowering our teams with a clearer way forward."

— Director of IT Client Support Services

"Innovatia's structured approach, clear coordination, and consistent alignment updates made the
process seamless—and we're excited to build on the strong foundation you've created."

— Director of Digital Client Services



