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Agenda

Introduction
Alberta Health Services Overview

The Art of IT Performance Measurement (for CIOs and CFQOs)
- Jesse Tutt

Analytics at the forefront of opioids crisis response in Alberta
- Dr. Hussain Usman

Q&A
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Alberta Health Services
N Top 5Sintagratedthealth care system intothewor | d o
5t largest employer in Canada
Support 4.2M Albertans
POPULATION —_—_ Physician Offices............ 2,165
gse,ggn Ncﬁenam L Chiropractor Sites.............. 840
8,000  Physicians = = 3 Dental Offices ................... 798
10,000  Students = " :
2100  Carewest/Capital Care / CLS - e Practltlor!er Offices........ ;...6535 |
____________________________________________________ . . Communityt KI NJY | OA3%%a X
BEDS = ., Diagnostic Imaging Clini¢é X 21®
8,940 Total Hospital Acute and Sub-Acute Care My '=
25,323 Total Continuing Care o= .
2,659 Total Addiction and Meantal Health =
------------------------------------------------------------------------ ‘= [Tt
FACILITES P
6 UgentCareConts 106 Total Designated Hospais \
7  Ambulatory Care Centres '
3 Family Care Clinics Cancer Care ’
139 Public Health Centres 17 Cancer Cenres
2% Aaddon 0T gt Long pem Gar and Supporthe Living
26  Community Mental Health 108 Additlonal Contracted Care Sites

5 Standalone Psychiatric 20  Community Hospice, Palliative & End-of-Life Care


https://www.albertahealthservices.ca/news/Page14471.aspx

The Art of IT Performance
Measurement (for ClIO and
CFOs)

Jesse Tutt
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IT Analytics

In August 2017, the IT Analytics team was created to measure the performance of the:
A Information Technology Department ($0.5B annual spend & 2,000 IT Staff) and
A Care Program ($1.5B) i implementing EPIC across the province

The goals of the team are to:
A Reduce Costs

Almprove Service Delivery
AIncrease Risk Transparency
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Overview
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Maturity in Three Dimensions

Leading Change
for Impact

Enabling Advanced Business
and Life Outcomes
(Data-Driven Culture,

Digital Ecosystems and Business
Moments, Data Literacy)

é

Augmented Analytics
(Pervasive, Automation,
Algorithm Marketplaces)

Data Science
(Cognitive, Context-Aware)

AnalytiCS Advanced Analytics

(Predictive,
Excellence Prescriptive)

Basic Analytics
(Descriptive,
Diagnostic)

Business Intelligence

Reporting

Data Management Excellence

https:// www.gartner.com/document/3884502



https://www.gartner.com/document/3884502
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The Value of Analytics

High

Data Science Data for Discovery
nNOpen Mi nd

BUSINESS VALUE

Business Data for Reporting
Intelligence AEnd im® Mind

Low

Past Future

TIME

New Approaches to Analytics. Dell. 2016.



Gartner / CEB CIO Metrics Framework

Financial Performance

ATotal IT budget as percentage of revenue
ATotal IT spending by region or business unit
APercentage of IT expenditure delivering functionality

APercentage of "lights-on" operating costs (Including break/fix, depreciation) from total IT
spend

APercentage reduction in maintenance cost (YOY) Dollars saved through vendor reviews
and negotiations

APercentage of budget allocated to unplanned projects
APercentage of year-over-year cost reduction per service
AActual spend versus planned spend (YOY)

ACentral IT spend as percentage of total IT spend

AIT cost per user

Information Security

APercentage of systems compliant with IT security standards

ANumber Of security incidents in operational systems or infrastructure which led to
material loss

APercentage Of external partners in compliance with security standards
APercentage of high-level security breaches dealt with n agreed time
APercentage Of new initiatives that receive security and compliance sign-off
ANumber of high-impact incidents per month identified and prevented

Project Performance

APercentage of projects on time. on budget. within scope& Percentage of projects
compliant with architectural standards

APercentage of project requirements fulfilled via reuse

APercentage of infrastructure standardization projects of total project pool
APercentage of projects aligned with corporate strategic goals
APercentage of projects initiated with cost-benefit analysis

APercentage of applications deployed on a global basis

https:// www.cebglobal.com/content/dam/cebglobal/us/EN/beptacticesdecision
support/informationtechnology/pdfs/cio4282615syn%20mr%20unbalanced%20scorecard.pdf
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Operational Performance

AKey applications and systems availability Help-desk first-call resolution

APercentage of applications with global licenses

APercentage of key suppliers with regular (monthly. quarterly. semi-annual) review sessions
APercentage of infrastructure service requests closed within service-level agreements
ANumber of applications used by more than one line of business

APercentage of standardization by infrastructure tower or application

Talent Management

oRatio of IT headcount (number of fulime IT staff) versus all employees
oRatio of contractor headcount versus ftfime IT staff headcount
oEmployee morale/satisfaction (multiplgpoint scale. low to high)

T staff turnover rate

ofT staff absentee rate

wAverage days to fill a seat

oShare of IT training spent in business units

User Satisfaction

oPercentage Of returned satisfaction surveys

oHelp-desk client satisfaction percentage dissatisfied

oSatisfaction with individual operational services, network, infrastructure. etc.)
oPerceived quality Of communication about available service and new technologies
wAverage eneuser satisfaction rating

wAverage executive satisfaction rating


https://www.cebglobal.com/content/dam/cebglobal/us/EN/best-practices-decision-support/information-technology/pdfs/cio4282615syn mr unbalanced scorecard.pdf
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Challenges

We face challenges with:
AThe amount of data we have (+15 PB),
AThe number of stakeholders (100s),
AThe number of systems (1,600),

AMaster data (E.g. 20 different names for the
same building),

AGetting access to data (E.g. cloud), and

AResistance (E.g. data siloes, worries about
transparency, etc.).
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Dashboard of Dashboards

m Welcome to the Information Technology Use Case

ReportPortal  AExecutive team is
looking for an
iImportant report

CIO Reporting (6 reports)
Applications (3 reports)
Leadership (3 reports)

Performance (7 reports)

Measureable Impact

Projects (2 reports)

Risk (3 reports)

AA single favorite /
URL enables
reporting to be
found quickly

Utilization (16 reports)

QOO0 C0CO0QO0O0

Connect Care Portal (1 reports)

Go to the Tableau Server 41 reports available
Developed and maintained by IT Analytics




Sample Visualization: CONFERENCE |

Financial Performance

AHS IT Spend as % of Total Operating Spend Use Case
0, 0, 0, 0, 0, 0,
R A e A A department, team or
$10,477M $11,747M $12,568M $13,827M $14,1200M $14,403M . . .
AHS IT: $293M AHS IT: $435M AHS IT: $455M AHS IT: $569M AHS IT: $572M AHS IT: $513M Se rVI Ce IS I OO kl n g fo r

more resources

Measureable Impact

AA benchmark from
Gartner or comparable
organization increases
adds valuable context
credibility and to
staffing financial
reporting

FY 2010 FY 2011 FY 2012 FY 2013 FY 2014 FY 2015 FY 2016 FY 2017



Sample Visualizations:

Operational Performance

Alberta Health Services - Information Technology

Operational Performance

Service Delivery
Incident First Call Resolution..

Application Management

# of Applications

Service Delivery

Incident Resolution within SLA

Service Delivery
Mean Time to Resolve Service Requests..

Current MTD Current MTD Current MTD April 2018 - Enterprise Apps.
10 0% K I I 1 Days 1
Previous Manth: 100% Previous Manth: 1009 Previous Month: 1 pays Previous Month: 1

M Central M North Last 4 Months - by Portfolio Current Manth - by TIME Category

Current MTD - Top 5 FCs by

M Edm. South
#of SLA Breaches Mayle Junlg Julls Augls Tolerate
Last Six Months - by Zone .
Y Team 4 1 Migrate
days
100% 1 ‘
———————————————————————————— Team 3
L] days -
I r I e Invest Eliminate
VE]
Team 1 1
Team? August 2018 - Desktop Apps.
Team 6
TEETIL Previous Month: 1
X Breaches Team7
'“‘H J\Dr L IFET-Y Ll I |q

- ~AANA

N\,
FY 2015 FY 2016 FY 2017 FY2018 FY 2019 FY 2015 FY 2016 EY 2017 Fy 2018 l\u’ 28109 2815 FY 2017 FY 2018 FY 2019 Mar 2017 Sep 2017

Mar 2018 Sep 2018
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Use Case

AWithout context,
KPIs are
Ineffective.

Measureable
Impact

ACommunicating
the trigger and
trend Is
necessary to
drive action



Sample Visualization:

Read Me

Purpose

These dashboards are intended to provide a high-level view of ...,
provide the ability to..., or provide detail on...

These dashboards are developed with input and validation by

but

do not provide comprehensive detail on and are not intended
to replace existing tools or systems such as . located at

D—éfinitions and
Methodology

This term is defined as having this definition:
This measure is calculated in thiswway using these values.

Usage

For dashboards with implicit action filters: Selecting a value in this
worksheet will automatically filter or provide a menu option to filter
these other worksheets or dashboards.

For dashboards with complex multi-dimension filtering capabilities:
It is highly recommended to select the ‘Revert’ button in the
Tableau toolbar above the dashboard after filtering or before
attempting to apply a new filter. This will remove all filters from the
dashboard and prevent any unexpected filter behaviour.

To extract data:

1. Make a selection or apply a filter to any dashboard.

2. Inthe Tableau toolbar above the dashboard, select "Download” ->
‘Data’

2. Inthe View Data’ window, select "Full Data’ -> "Show all columns’
-> 'Download all rows..." to extract a csv file of the data.

Data Sources

This data 1s impoftedronrthis-data source at this fregiencys-and is
supported and managed by 15 team.

This other data is imported from this other data source at this
freguency, and is imported and managed by this otherteam.

This data is manually created and curated-5y 1T Analy%ics and may
be updated infrequently oreran inconsistertschedule.

This dashboard-iscurrently refreshed at this frequency and at this
time(this may differ fromy-aur import schedule(s)).

Limitations

The data from this data source does not currently iclude this or
cannot be used to measure this for these reasoris.

Automated data feeds do not currently existfor this.

If you notice an omission or error withinthe information presented
in these dashboards, please contact |7 Analytics via the contact info
below and we will investigate theissue.

Questions?

Please contact the publisher:
IT Analytics, Centres of Expertise
e: IT.Analytics@albertahealthservices.ca
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Use Case

A Viewers tend to jump to
See Ot he
the strategic question,
rather than the next _
dquestiono.

Measureable Impact

AAdd a fARead
the purpose, definitions,
usage, data sources,
limitations, and contact
Information






