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1. Five Global Trends in Social Programs
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With 5 global trends underpinning Social Program Reform

Management

Where does
the money
come from?

What work can
you do?

Who makes
the decisions?

Performance

Measurement

Curbing the cost of social programs remains paramount

Government cannot carry the burden of fully funding
social programs

Participation is driving policy and programs

Focus on greater control and choice for recipients and more
equitable and consistent delivery

Performance measurement has moved beyond
accounting for activity to measuring success
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Cost Management - Curbing cost remains paramount

« Cuts, efficiencies and incentives continue to be used drive down costs
— Systematic review of social programs and cuts to deal with ‘explosion’ in costs
— Streamlined, automated processes across back & front of office

— Restructuring income support to improve incentives to work and reduce
incentives to stay out of work

» Reducing dependency on income support
— Review of program eligibility, duration and conditions of receipt

— Return to Work, Work Readiness and Rehabilitation Services supporting rapid
re-entry into the workforce limiting short and long term social program coverage

— Focus on high needs: high cost individuals who require comprehensive
management

» New funding approaches to reduce impost on the public purse

— Individualised funding, means testing and co-payments tied to the individual
replacing direct payments to providers and block grants

— Increased use of charities and informal supporits
» Investment in prevention to avoid down stream costs

— Early and ongoing use of mainstream services to increase participation and defer
downstream costs
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Where does the money come from? - new approaches to who pays

* Review of tradition funding mechanisms for Social Programs is growing
— Government looking to share the burden and offset future costs

— Administration reform of income support particularly eligibility,
entitlement and requirements

» Performance based payments are replacing generic block grants

— Greater accountability on service providers and acquittal against
services delivered and outcomes

» Adoption of individualised funding

— finer tuning expenditure by calculating against the service requirements
of the person

» Reform to encourage individual responsibility and cost sharing
— Insurance & income protection seen as of mutual benefit
— Means testing to prioritise funding to those least able to afford services

— User pays and co-payments premised on when paying or part paying for
a service only essential services will be used



IS W IBM LeadershipConnect

Driving Transformation for Greater Value

What work can you do? — incentives to be productive

 Global shift to participation in education, training and employment
— Increasing skills, opportunities and contribution to national productivity
— Focus on mainstream services such as education & vocational training and
health to prepare people with a disability for the workforce
— Rehabilitation and Return to Work services focus on getting people back to
work after illness or accident
« Structural reform of the labour market to support inclusion & flexibility
— Introduction of rights based laws and regulations prohibiting discrimination
and prejudice
— Removal of labour market imperfections that support discrimination and
prejudice
— Greater use of flexible workplace arrangements and employer: employee
negotiations
« Acceptance of mutual responsibility and sharing the burden
— No longer universally accepted that income support be provided with little
or no expectation of workplace participation
— QGreater use of private protection with individual responsibility to for future
finances
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Who makes the decisions? - person centred approaches

 Increased understanding of how services relate to people lives driving
choice and engagement
— ‘In place’ planning to localise service responses
— Personalised service plans based on needs and outcomes
» Co-design where all participants contribute to the design and delivery of
services
— Individualised funding based on requirements rather than ‘like for like’
» Access to a broader market allowing for a variety of services providers
— Introduction of non traditional service providers
— Reducing red tape to speed up responses
— Self directed funding, allowing individuals to cash out funding packages
and manage their budget, exchanging levels of service from one
support to another
« Differentiated responses that provide greater control
— Services offered on a self service, assisted and managed support
requirements aligned to risk, complexity and capacity

— Ongoing investment in channel and automation of process
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How do we measure success — outcome orientated performance

* Focus on reducing welfare dependency by getting individuals off
programs

— Holistic approach to service delivery and collaboration
— Outcome driven best practice for professionals

» Performance focused on promoting greater transparency and analysis of
comparative performance

— Shift from inputs and outputs to outcome measurement based on
success

— Linking of payments to service providers to achievement of individual
outcomes

« Systemic approach to evidence based program design

— investment in programs and services that have a clear evidence base of
proven outcomes for individuals
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2. IBM Curam Vision for Social Programs
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Social Program Management
Manage Citizen Needs to Outcomes Through A Personalized Approach to Service Delivery

Nan-Govermment
Qrganizations
(NGO

Government

Agencies
* Providers
“W Client

A Life Events
. Needs

“

CUlE >
b

2

Eoclal ¥
) Manager:gnt

b, c
2205

€@ Wholsinneed?

Univereal =%
Access

@ Whatare theirneeds?

© Who can help?

SOCIAL and
ECONOMIC POTENTIAL

© How dowe achieve péSTREcaT']SN [/
sustainable cutcomes?
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3. RightServicing'= A New Open Business
Approach
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The standardised ‘one-size-fits-all’ approach —is it enough?

Wealthy

Working

Working Poor

Safety Net

A

Independent - Leave me alone

Fast Tracker - Leave me alone and make it
easy if | have to

Making ends meet
- give me a helping hand

Highly
Vulnerable
Pressure
Cooker

At risk - making bad
choices - alienated

Satisfied

Fulfilled - light touch please

Coping - help
when
[ need it

At risk
- social
exclusion

GenY Gen XSingle Gen X Family

Baby Boomer  Pre WW11
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ﬁ _____87 | A new business approach for enabling a differential
/ RIGHTOERVICING “response in soc:a$ program management

| R

A person entitled to a social program A person experiencing multiple areas A person whose needs and wants
as is their right under the law and of social disadvantage, who needs are understood and the social program
can manage their life affairs with little more than a helping hand, a benefit _ management system offers a
to no government intervention — payment or a sympathetic listener — differential and appropriate response —
they experience overservicing they experience underservicing they experience RightServicing
UNDERSERVICED

RIGHTSERVICED

OVERSERVICED

% of Customers
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RightServicing — A Definition

A set of organisational attributes combining to provide flexibility and agility for a
differential service response.

RightServicing offers value and benefits for society, governments and social program
management organisations through social, program outlay and productivity dividends.

 Social program management systems are continually modifying and improving to
meet the needs of individuals and communities while at the same time addressing
societal level outcomes and fiscal realities.

* RightServicing identifies the key characteristics an organisation should invest in to
strike this balance.

15



The RightServicing Zone — Rebalancing Overservicing And
Underservicing

« Rebalancing the effort spent on over 100 OVERSERVICING
servicing to focus more on areas
that are under serviced is the core of
RightServicing. = 80

 RightServicing is the optimal level of GE,
service that delivers good social §
outcomes. = 60

» The RightServicing Zone lies ¥
between underservicing and 7
overservicing on the service to o 40
outcome experience continuum. ‘©

« The aim is achieve the maximum X
amount of RightServicing. 20

UNDERSERVICING

16



Pathway to RightServicing — RightServicing reshapes the one-size-fits-

all curve to a new optimized service level

» As organisations adopt or improve
RightServicing characteristics the
RightServicing Curve will:

— Trend downwards with the reductio :
in service for people currently over
serviced

— Trend upwards as people currently

Impact on the RightServicing Curve
by initiatives taking people into the
RightServicing Zone

High Service
Managed

under serviced receive more attenti %
» The level of service is differential rangit §
from very high (intensive and @ —
personalised) to very low (light touch/n Dividend T
touch). Program Outlay RightServicing Curve

. . . Dividend
» People can receive an intensive

personalised level of service for one
social program and be low touch for

Benefits realised from
low risk people

Low Service
“Self Managed”

Social
Dividend

Investment in
additional servicing
for high risk people

another. Low Risk % of Customer Segment
« What is important is for people to be in

the RightServicing Zone and experience

the level of service appropriate to their

needs.

17
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The RightServicing Characteristics

RightServicing was defined in the context of nine characteristics which were
validated through research. The below table summarises the characteristics and the
following slides give a more detailed overview of each one.

Characteristic

Segmenting Grouping people together with similar needs and wants
Fast-tracking Getting through the system with the minimum of fuss
Addressing Complexity of people’s circumstances is everywhere and must
Complexity be recognised

Risk Management Dynamic and focused on better service and compliance
Accessing How people access and consume the social system

Automating Technology to eliminate manual processing and reduce process

cycle times and reduce cost

Predicting Early intervention to stop social disadvantage - prevention is
better than finding a cure

Micro Programs New and innovative social program solutions to achieve desired
outcomes and address complex problems

Leveraging the Collaboration and sharing with other agencies and stakeholders
Ecosystem



Grou in

« Segmenting is the highest order
RightServicing characteristic as it
defines high priority areas requiring
attention.

* It is @ mechanism for identifying which
groups of people are under serviced
and those over serviced.

« Segmenting enables policy makers and
service delivery administrators to see
the people they serve in terms of their
collective needs and wants rather than
as beneficiaries of a particular social
program.

19
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eople together with similar needs and wants

9
ol

Example: New Profiling Model being
piloted by the Irish Department of
Social Protection

The model has the purpose of capturing
information on which to then base
predictions on. The DSP will use this
segmentation scheme to help determine
how best to serve the client, this will
lead to a more efficient and effective
service.
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Segmentation puts the client at the center of your strategies

. Seniors
Persons with -

Disabilities

Children Working age

adults

Students
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Getting through the system with the minimum of fuss

 The principle of Fast-tracking is based on
the assumption that people’s access to
social programs should be made as
simple and easy as possible until there is
contra evidence that demands a different
approach.

« The Segmenting, Risk Management
characteristics should be used to identify
people where Fast-tracking is appropriate
with Automating enabling eligibility and
entitlement information to be accessed
and validated at source.

 Fast-tracking requires a consent model
when it involves sharing and accessing
information to provide a streamlined low
touch service experience.

QS“

Example: The US Social Security
Administration Fast-Tracks disability
processes, providing 100,000 disabled
applicants with quick decisions

The fast-track systems increase efficiency
of disability processing and help to free
up resources so the agency can better
cope with the 250,000 increase in cases
resulting from the current economic
downturn.

Source: http://www.ssa.gov/pressoffice/pr/disability-fast-track-pr.html

21
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In New Zealand — complex cases are prioritised

Print this page | Change your text size H H E | Contact us | Site map

* Intensive focus on high risk E— -
CIientS Individuals | Business Community

What's new

« Work Readiness Model i

Brief outling of the services and support availshle to

- 71 S
= = employers during the aftermath of the Carterbury the kg al = N
[ ] Wlt h I n 28 d a s Earthiuake, 4 september 2010, / 3 U | Flnd a Job
Help for employees in Canterbury " 4 [\ by
10 September 2010 ! T Q UA E
o 9 = Brief outline of the services and support available to - . i S et | Financial Assistance
° (o) o N N ee a e N e | mployees during the aftenmalh of the Canterbury 4
Earthiuake, 4 september 2010, ; - A S S IS TA N 5 E
5 1 3 Check what
Subsidy for Canterbury employers announced i |} .1 click here you might get
L = e

e 60% won’t be with them in

Subsidy to assist the self-employed and small businesses
with pay following the earthauake. - Updated /\ O Apply

13 Weeks Mos 6 iawe = Q Online
« 80% in 28 weeks

 30% additional workload with
the same staff

Search our vacancies

Individuals  Looking for work, Supporting children and
families, Superannuation ...

Job Search “'__‘)

Business Need staff, List a job opening.
Support for your staff ...

Community Support for your project, Community
programmes, Health Practitioner Handbook ...

Home | About this site | About Work and Income | &ccess keys | Privacy, discleimer & copyright | Ministry of Social Developmert | nevwzealand govt.nz
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Addressing Complexity
Some people have complex circumstances and this must be
recognised

significant social disadvantage and barriers to
work. For these people there are no quick fixes or
simple solutions.

* It needs to be recognised that people in these
situations represent a unigue segment in their
own right requiring special attention.

» There are people and families who face multiple
and/or long term social risk factors that lead to h'

* While each case needs to be addressed on its l’)

merits, the first step is acknowledging that

complexity exists and will always be resource Example: A new initiative in England
intensive during the pathway to achieving a addresses the problems of 120,000
satisfactory social outcome. families that fall into the ‘complex

needs’ category

* |[n most instances the solutions will not be found 7 :
Family interventions were set up to Wrap

within the confines of a single agency of the around troubled families to tackle anti-

social program management system. Many  o0ia) hehaviour, youth crime, inter-

society will need to be engaged. worklessness.

Source:
https://www.education.gov.uk/publications/eOrderingDownload/DFE-

» RR174.pdf



Addressing Complexity

Complexity of people’s circumstances is everywhere and must be

recognised

- The complex
relationships between
family/household
members and their
respective circumstances
are captured and
modelled

- Enables a holistic citizen-
centric approach to
integrated case
management and service
delivery

- Enables identification of
potential risk factors (eg
child safety) in the
household

.® e cL’mAM
0 Caseworker

Rl
E F——

ECEETTE.

Sodial Assistance 10005 - Julie Smith  x julie Smith's Plan  x

Julie Smith's Plan

Julie Smith's Pl
2 ACTIONS.| ¥
Mary Fl Tom n & Smmith'
i i Julie Smith's Plan Open
Self Sufficiency
8 " Created 1/1/2011 by Ben Campbell
o oy o QOwner Ben Campbell
s =7 Hext Review Review In Progress
17 years 7 years © start 11/2011 © ExpectedEnd 1/1/2012
Progress || Reviews || Assessments &Facto Activities || Goals || Objectives || Admin || Colaboration
ahiserdoe, ] [umction,| (soMaforral, (eehikegy| "o fter
E Domeslic Violsnce =
ﬂ + ClericaliComputer Training [t}
Tom Smith (7)
s

E Physical Health

\ \ )
Julle Smith's Plan
mith (17)
S

E’cmac are

\

2@
+ Job Readiness Workshop

0=

& Transpoertatio
ady employm

=) Julie Smith (35)

[ substance Abuse

u* Find public transportation options/schedules

, affordable housing

E Education

& -¢- Provide adequat

B Mental Health \
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Better service and compliance

» Risk management in the field of social
program management has two dimensions:
1) Social risk — one or more factors an A
individual may experience thereby
affecting their capacity to earn an

income and/or participate in society
e.g. losing a job V
2) Funding risk — the exposure to the v
program funding source from
behaviour, either deliberate or through
error and/or omission, that can be Example: P6le emploi has an integrated

mitigated. Risk Management Department that is

- Risk management needs to focus on both unique in social security — more like that
dimensions in parallel. of a Financial Services institution

The Risk Management Department has an

* The aim is to achieve a balanced approach integrated system for risk management with
to the application of business processes a harmonized set of processes, activities
designed to mitigate both social risk and and management blending both audit and

funding risk. risk management disciplines.

25



Risk Management
Dynamic and focused on better service and compliance

@ CURAM
Intake Worker

Home

| My Applications  x

Intake and Clients

Inbox Calendar

| Social Assistance (10002) * |

Employment Benefit, Child Care Assistance and School Start Subsidy.

Social Assistance (10002)
a ly Julie F] Mary F] Tom F]
Smith Smith Smith Application Date 3/24/2011
= Preferred Contact Mot Requested
7 Interpreter Language Mot Requested
-
== Programs Requested
Primary Child Child
35 years 17 years 7 years
Home Clients Programs Timers Interviews Evidence & Verifications Related Cases Eligibilty Checks

PCR

High L e @

Medium L ] &
Lo - &
4811 411411 4/12{11
& Priority | O Complexity | =@ Risk
Assessments
Date Priority Complexity
| » 4f8/201100:27 Medium Low
¥ 4/11/201100:27 Medium High
Assessment Reason

| Medium Priority

| High Complexity

High Risk

PCR

Motes

High

High

May require finandal support due to high accommodation costs. Finandal situation not yet known,

Attachments

2 ACTIONS ;| ¥

10002 Submitted
53 Ttems to Verify (1)

@) Tssues (1)

*+& Sarah Jones

Assess PCR. [3 EnterPCR...

Assessed By
INTAKE WORKER. B

INTAKE WORKER

Expenses for rent recorded at an amount higher than maximum benefit payable. May require further finandal support and planning for finandial issues.

Single parent with dependent children. Higher financial risk as may require more support to overcome barriers such as child care and assodated needs to get back to

work,

EIE

L]
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There are three distinct Access models
which people can move between and/or
use for different circumstances:

1) Self-Managed — People in control of

27

2)

3)

their own circumstances who can
access and consume programs and
services in their own time and with
their own means.

Facilitated — People who want to or
are capable of self-managing and
require some or minimal assistance to
guide/coach/direct them through the
social program system with the aim to
eventually become self-managed.
Managed — People requiring
assistance, often intensive, to achieve
desired outcomes that need to be
explicitly set and managed.

IBM LeadershipConnect

Driving Transformation for Greater Value

w people access and consume the social system

Example: ACCESS NYC provides
convenient access for NYC residents
ACCESS NYC is a public-facing online
screening tool that allows New York City
residents to quickly and easily determine
their potential eligibility for 35 city, state and
federal benefit programs across 15 different
agencies.
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Community and Government Programs

| Home || MyPayments || My Activites || My Applications || ContactInformation || Triage || Screening || Life Events

Triage

Community Services and Government Programs

Community Services include any services that address your needs ranging from your basic living needs through to life improvement services. Contact information on resources
that match your needs is provider and you will be able to search for those resources that are closest to you. It is recommended that you resolve your problems with community
services first before applying for help from the government.

Community Services

- .-’r _Ilﬁ_ %\ ':" -\?ﬂ:
Bl Bl 3 S
mh@ g‘a,,oes‘“\\%_-- 5

MtDawdsun o (L]
Parh;< = L

m F>> Government Programs
‘Canyor rk "I

Screenings

| Please Enter a Search Area | | Go |

{¥) Cash Assistance Screening o

You have indicated that you need
cash assistance

The first 10 services and providers are

mapped. Update map by
selecting/unselecting services below

Meals on Wheels (1] () Medical Assistance Screening
Soup Kitchen B

Sc
Food Bank a J | resn

[ Food Distribution Warehouse ER |
["| Home Gardening Supplies 1 |

95
[] community Gardening (s i 1 nghiands ,/ P | [
) ig‘i_ - \W,@@* . B ;| Mangets (*) Human Service Application Form
[ Hunger Action Groups (7 i '-/-.f; A} e g '_:—__—-!E:—— Msssr -_] - This application form will allow you
et o VL e t ' to apply for Financial Assistance,

Text explaining the service isshown 7 12 | {1 || 1 L /gl
here using the collapable armow on LB R .
the right hand side. iwsfiuwe:rofijs
kdifa jfoi idfai kdofig kdgope.

~ hhorterey Bhd Food Stamps and Child Care

Assistance programs.

[ ] This is a service
[] This is a service too b I:““j'l
© Copyright 2011

Curam Software
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Personalisation & Outreach

m Welcome to the Curam Citizen Self Service

| Home || MyPayments || My Activities | My Applications || Contact Information || Triage || Screening || Life events |
Welcome Julie Smith Last Logged on Friday 25
¥ MY MESSAGES X

O OO

©

Latest Payment
Your latest payment of $500.00 was due on 31/08/2009. Click here to view the payment details.

Next Payment Due
Your next Social Assistance payment is due on 29/07/2009.

Meeting Invitation — Appointment to meet outcome planner
You have been invited to attend a meeting from 9.00AM until 11.00AM on 01/09/2010 in Meeting Room 1. Please contact Joe Bloggs at
014567832 or joe@SemAgency.com if you need more information or cannot attend.

Money Management Advice
You have been referred to Budgstary Advice Bureau on 30/08/2010. Please contact Jos Bloggs at 014567832 or joe@SemAgency.com if you
nesd more information. Click My Activities for a full list of your activities.

Social Assistance Application Acknowledgement
We have received your Social Assistance Application from. The status of this application is pending. We will contact you when the application
has been processed.

(¥ LET US HELP YOU X {+ REPORT A LIFE EVENT X
Check for Eligibility Changed Job
Apply for Benefits Change of Address
I Nead Help! Birth of a Child
Divorce
Ses All

=, PRINT Q LOGOUT

(DI YOU KNOWT

TEFARATION & DDVORDE DONTRCTS
Charities arsd goemsmmaent
departments offerdng help fior parents
going through relationship difficulties,
dirvorce or relationship braakodoen.

& Commmimnity Legal Advioe

& CHEpens AdviCe Burean

* Famnily Mediation Helpling

OB SEARCH
- Sasarch for a job now using
LAREERS i jobs and skills search.

JOB MATCH

; Advertise your job profile
b ernpoyers Wnd richkines
& =t of matrbesg jobs.

PRRINTS B TELMAGERS

Help your teerager with areer and
learning cholces

Guidance and suppodt for parents with
children aged 16-19. Enformalion
abaut helpirng your child choose a
courss and continuee shudies. Planning
& gap year with your child a parent
guide to gap year. Your child has the
aption o earn whille thiy get tranined,
apprerticeshipes guide. Hislp your child
find work, skilks for veork & you are
under 19,

CHILDCARE FOR 5 TO 11 YEAR OLDS
O your child staets school, you may



Technology to eliminate manual processing, reduce process cycle
times and reduce costs

« Automation should be focused on
eliminating manual processes and
transforming business processes in a
way that adds value for the customer or
the agency and preferably for both.

« Agency staff time is better directed at
those customer segments that are
under serviced such as those with
complex needs.

Example: Automation speeds up service
delivery at WorksafeBC

A new comprehensive workers’
compensation solution was developed that
provides a core set of extendible claims
lifecycle management capabilities to manage
claimants from injury to outcome. The new
system resulted in a major productivity boost.

30
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Automating a contiguous transaction

Ontario.ca

D2 0ntario Canads

HOME | NEWSRDOM | SERYICES | YOUR GDYERNMENT | ABOUT ONTARIO

ServiceOntario
Newborn Registration Service making it easier

ACCESSIBILITY

Select a Service Bundle from the options below:

Highly Recommended!
© Option 1 LL + Birth Certificate + Canada Child Benefits + . Mare Infarmation
Birth Registration (Requires a ¥ISA, MasterCard or American (Regquires the mother's Sacial

Express credit card) Insurance Mumber) RIS

This option combines four separate forms into one fast, convenient and easy to use service. Please note that "Mother” refers to the child's hirth mother,

Select your own Service Bundle Coml

O Option 2 The Birth Registration is mandatory o it's selected by default. Please select any additional services you wish to apply for. Please note that "Mother”
refers to the child's bith mother

Eﬂ

Mlore Information

Birth Registration
_5]
[The Birth Certificate serice requires a WISA, MasterCard or American Express credit card.) are Inforrnation
Birth Cerificate
(The Canada Child Benefits service reguires the mother's Social Insurance Mumber.) More Information

Canada Child Benefits

More Information
Social Insurance Number

Frequently Asked Questions | SemiceOntaria Privacy Statement

HELP | CONTACT US | PRI¥ACY | IMPORTANT NOTICES ® QUEEN'S PRINTER FOR ONTARIO, 2008




Predicting
Early intervention to stop social disadvantage - prevention is better
than finding a cure

* Predicting is a RightServicing
characteristic based around the social
context of individuals, families and
communities.

By predicting the likelihood of an event
or pathway leading to an adverse
outcome, interventions can be initiated
to prevent this expected outcome.

» Predicting in the RightServicing context =~ Example: Alameda County Social
is a more personalised extension to the ~ Services Agency uses business

. - - intelligence to improve service delivery
general principle of prevention behind Business intelligence and automated alerts

industry based programs to mitigate empower caseworkers to proactively manage

social risks such as labour accidents. their client base. They can run ‘what-if’
scenarios on the spot and see if there’s a
better way to handle that case.
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Predicting - Early intervention to stop social disadvantage

What if it were possible to predict whether a young person will become a
contributor or a burden to society?

The Opportunity What Makes it Smarter
One of the most important The solution captures and analyzes large volumes of text and
issues that this charity for youth data from the records of all the local young people, revealing
. . hidden patterns to accurately predict which individuals have a
seeks to address is the rising high chance — 60 percent or higher — of dropping out of
number of young people school, occupational training or employment in the future.

between the ages of 16 and 19 - :
As a result, the organization can target youth most at risk of

who are not in educatlop, becoming NEET and develop early intervention strategies
employment or occupational tailored to each individual and situation.
training, a status known as
NEET. Key Business Results

. . . . — Realises a success rate of more than 50 percent with its intervention
This Cha”_ty wanted t0_|dem|fy cases by accurate and early identification of at-risk youth
youth at risk of becoming NEET — Delivers a 250 percent improvement in accuracy of identification of at-
and provide early intervention risk youths
using a more precise and — Provides a model that is 83.2 percent accurate against historical data,

suggesting a high degree of validity for real-world predictions

scientific approach than the — Reduces the time required for reviewing records and identifying at-risk
manual processes that were youths by 77 percent, from 30 to 7 days, by automating the search

being used. process



Micro Programs
Designing social solutions to achieve desired outcomes and address

comelex Eroblems

A micro program is defined as a social
program focused at individuals and/or
communities (large and small) with
complex social problems such as a
region of higher than average long term
unemployment or higher than average
juvenile recidivism.

» There are three approaches emerging

that classify as examples of Micro Example: Outcomes can be reached using
‘Conditional Cash Transfers’, as seen in the

Programs:
_ World Bank study
1) Personalised Budgets Conditional Cash Transfers (CCTs) have been
2) Conditional Cash Transfers used to facilitate much of the outcome focused
, work that has been undertaken in the developing
3) Social Impact Bonds world. This allows income related programing to
target long-term health, education and inequality
issues.

Source: http:/siteresources.worldbank.org/INTCCT/Resources/5757608-1234228266004/PRR-CCT_web_noembargo.pdf
34
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SOURCE: Social protection in a Changing World: Using Evidence
to Inform Policy Soaal Protection and Labor, The World Bank
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Conditional Cash Transfers in 2008
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NYC Family Rewards — CCT — —
[Edul:aﬁnn incentives ]
Elementary and middle school smdents
SHCHIERIRE s Astends 85% of scheduled school days (discontimued giter Fear 1) §25 per month
Break the cycle of | |
TOWARD i ional s a0 Engi g o (LA et
mmatk a 2] A Ee ars I e
ln tergeneratlona poverty Elementary school stadents 5300 per marh test; 3300 per ELA test
ACROSS Iiddle school students 3350 per marh test; 3350 per ELA test
H H P iews low-stakes interim tests (dircondiued qier Fear | 325 for s to dowmload, pring, and review
gENERATIONS EXperlmental, pl’lVGtEIy \aTent reviews low &3 interin t= connued qfter Tear 1) me imﬂg&ﬁmwﬂ_ﬂpﬂw_ and review
Parent discusses ammual math and ELA test results with
funded CCT program teachers jlisconimued qfter Taar 2) 325 {up to 2 tests per vear)
High school stadents
Arntends #5% of scheduled school days 350 per mowth
Acoumnlates 11 course cradits per vear 3400
Paszes Flegents exams 3600 per exam passed (up o 5 exams)
HH Takes PSAT §50 for taking the test (] 24
“Nearly all families eventually earned e e vigh shosl 550 o aking e st 5 102 )
rewards” Al grades
Parent amends parent-teacher confersnces 325 per conference (up to 2 fnes per year)
Child obtains lbrary card (dizconamued qfter Tear 2) 350 once during program
“Reduced current poverty & hardship” (Betbscsie |
Mzintaming public or private health insurance (disconnmied qfter Taar 2)
For each parent covered Per monrh: $20 (public); 350 (privae)
“ g ” chi . o o
lncreased sav[ngs If all children are coversd Per monrh: $20 (public); 350 (privae)
Amnmnal medical checkup 3200 per family rosmber (once per vear)
Doctar-reconunendad follow-up visit fdiscontinued qfter Fear 2} 3100 per family rosmber (once per vear)
”IncreaSEd employm en t” Early-interventon evahiation for child vnder 30 months old,
if advised by padistrician 3200 per child (once per year)
Prevenmnve dental care (cleaning chackup) 3100 per fanuly member (once per year for
74 ] children 1-5 years old; twice per year for fami-
Increased school attendance, course credits, Jy members & years of aze or older)
grade advancement, & standardized test (Workforce mncentives ]
/ ” Sustained full-dme employment $150 per mouth
resu ts o0 Education and mainivg while emploved at least 10 howrs per week fem-  Awmount varies by length of courss, vp to a
ploymens reguirement disconiimed after Fear 1) maxiron of 53,000 over thras years
4 of19 7 g
lncreasedfamllles Contlnuous use Of hea/th TOWARD REDUCED POVERTY ACROSS GENERATIONS Early Findings from New York
[ ” o o
Insuran Ce CO verage . CltyS Conditional Cash Transfer Program, MRDC 2010
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Social Impact Bonds

Background

 Tied to the performance of a social enterprise that addressing social issue
 Provides long-term funds for promising ideas;

 Transfers risk to private capital markets;

« Costs public money only if the scheme provides specific social benefits

» Social enterprises spend less time raising funds

Example
« Reduce the rate of reoffending by young prisoners

» Depending on the recidivism rate, the government will pay investors in the
first bond a return of 7.5-13% only if promised improvement is achieved.

Social innovation The
Let's hear those ideas Economist

August 2010
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Leve rag | n g the Eco system Driving Transformation for Greater Value
Collaboration and sharing with other organisations and stakeholders

» The term ‘the whole is greater than the sum of its
parts’ succinctly describes the RightServicing
characteristic, Leveraging the Ecosystem.

» The term leverage represents the value derived
from a whole solution targeted at a problem
rather than a collection of component pieces
addressing component parts of the problem.

» The social program management ecosystem
covers a wide variety of stakeholders including:

1) People with needs and wants Example: Harlem Children’s Zone — “A
2) Government organisations - social policy, Safety Net woven so tightly that children
service delivery, funding from across all ~ can’t slip through o
levels, national state and local government e HCZ is a non-profit organisation for

, : : poverty-stricken children and families living
3) Service providers — for profit and not for in Harlem. It provides free support for

profit children and families with the aim of
4) Community Based Organisations breaking the cycle of generational poverty
5) Employers by wrapping children in a pipeline of health,

_ , social, and educational supports from birth
6) Social Partners such as trade unions, through to college - “cradle-to-career’

industry associations, professional bodies  approach.

39 Source: http://www.hcz.org/home



IBM LeadershipCo

Driving Transformation for Greater Value

Leveraging information has been taken to a new level in Belgium

FEDICT 554
R
& ‘\006 o
National &
Register

spf
e&t

onem

inami

sickness funds

cimire
network

Belgium Crossroads Bank

“Publish and subscribe versus copy and update”
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Crossroads Bank
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Belgium’s goal was to
access information at its

source versus relying on

one major database

Law of January 15, 1990
created the Crossroads
Bank for Social Security

- Has reduced the
burden on citizens and
employers

« Has eliminated over
230 forms to date

- Dataitems in
remaining forms (~50)

*  Have been reduced by
1/3

nnect
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Benefits Of RightServicing

For Government — achieve societal outcomes:
Provide sustainable social programs while supporting economic growth
Build confidence in a social system that fits the needs of the 21st Century
Focus resources on those most in need to get better outcomes for the common good
Deploying targeted programs to address the hardest societal problems
Cost avoidance from consequences of long term social problems
= Turning tax consumers to tax payers
For the Individual and the Family — achieve aspirational goals and meet immediate needs:
= Giving people the greatest opportunity to maximise participation in the workforce and society
Integrated services tailored to their real needs
Empowerment to manage their needs without the direct intervention of government

Have access to the full range of programs and services that are supportive when needed and
withdrawn before creating long — term dependency

Break the cycle of intergenerational welfare dependency
For the Social Organisation — better individual and societal outcomes:
» An efficiency dividend through delivering services to the majority at a lower cost

» Implementing a service delivery model that is beyond citizen centric as it continually transforms with
society and citizens evolving needs

= Brings together the collaborative potential of government at all levels to deliver a more sustainable
impact on individual and societal outcomes

41



— LWL
- - - - -
S ===
- @
————

4. For Further Information




ER ] IBM LeadershipConnect

- Driving Transformation for Greater Value

For Further Information

To learn more about the Curam Research Institute’s current and past
research projects you can access the website here:

http://www.curamresearchinstitute.com/

To download the RightServicing Paper click here:

hitp://www.curamresearchinstitute.com/sites/default/files/documents/
RightServicing Apr2012.pdf

For any further information contact Eloise O’Riordan at:
eloise.oriordan@ie.ibm.com
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