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Rick O’Brien Randy Cox

What | looked like a couple
years ago! WOW - This has
been a tough road!

Organizational Background

* General Motors

« EDS

*  Whittman-Hart / marchFIRST
* Crosspoint

* Fusion Alliance

* Liberty Mutual Insurance

Organizational Background

* Midwestern Indemnity

« Guardian Royal Exchange
» Liberty Mutual Insurance

Role Background

« Commercial Lines Underwriting Role Background

* Underwriting Manager « Manufacturing — Industrial Eng. / Supvr.
. Opgratlons Management * |T Development / Management

* Project Manager « Sales — Account Executive

« PMO _ * Consultant

* |ITIL Service Manager « Operations Manager

« Business Analysis Manager « Project Manager

* Business Analysis Director « Business Analysis Manager
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Quick Facts (YE2013)

$35.2 Billion Net Written
Premium

5th Largest P&C Insurer in
the World

3'd Largest P&C Insurer in
the US

#76 on Fortune 100 List

Operate in 30 Countries

Liberty Mutual.

INSURANCE

_%_

Our Principles

We behave with integrity.
We treat people with dignity and respect.
We attract, develop and engage talent.
We deliver an exceptional customer experience.
We continuously improve and innovate.

We execute thoroughly and seek excellence.

Liberty Mutual Insurance



Our journey was like flipping a house!

Liberty Mutual Insurance




Thought we were flipping this!
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Foundation
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Our
Situation

Geographically ’ Multiple | Generic Job BPM,

Dispersed Backgrounds Descriptions AIS%(S;{S

: Limited

On-Boarding Il Project Plan
Differences raihing
Options

Passionate

Liberty Mutual Insurance



Our Strategy

Developing ‘

Our BA
Workforce

Liberty Mutual Insurance

The IIBA

The BABOK

Competency Model and Assessment
Success Profiles

Coaching Culture

Development Resources

On-Boarding

The
Foundation




Selection Criteria

Energy

Breadth (geographical and industry) . 'B - Interational Institute
Rep utation of Business Analysis
Mature standards o
Continual improvement ESX'S“QQ SA
Certifications tan&ar S
Company aligned ReSOUICes

Education and training
A partner

Online Annual

Assessment Library Chapters .

Career

Competency PR _ Job
Model Certifications Webinars ,\R/Ic;?)g St

Liberty Mutual Insurance



MBA [iinational Institute The Foundation
]

A Guide to the

Business Analysis
Body of Knowledge®
(BABOK® Guide)

..'B ° International Institute

of Business Analysis
I

Version 2.0

IIBA® Business Analysis

Competency Model
Version 3.0

A B CDbEFG H

1. COMPETENCY ( led This is used for the purpose of quantifying an individual BA's k ledge and of

Areas) 1IBA knowledge areas, underlying competencies, and techniques. It has been further customized to include
Commercial Insurance categories such 2s business applications, tools we use day to day, and lines of business. The
RACI column can be used to note the normal engagement level a BA has with the task, technique, etc. "N/A" -
indicates the item is applicable and should be ignored. The Notes column can be used to capture questions or bb‘b S
notations about training needs. Tthe results of the assessment should be used to inform the BA's development plan. E TS By &

PE <
1/12/3|4|5

Dreyfus Competency Model (see Appendix for additional details)
Level 1: Movice - Candidate has little to no experience, a textbook ing, typically must work under close supervision.
Advanced Beginner - Candidate has some practical ience, can perform straight-forward tasks with minimal supervision, more complexwork requires

on.
: Competent - Candidate has a good working knowledge of business analysis, normally works independently, and seeks out advise when necessary.

Level 4: Proficient - Candidate has in depth knowledge of business analysis and routinely produces high quality work, able to guide others, and independently decide course
of action.

Level 5: Expert - Candidate has authoritative understanding of business analysis, is able to create new or modify standards, identifies innovative solutions, and easily
produces high quality work.

1.1 Business Analysis Planning and Monitoring — BABOK® Guide (Chapter 2) is the knowledge area that covers how business analysts determine which activities
are necessary in order to complete a business analysis effort. It covers identification of stakeholders, selection of business analysis techniques, the process that
will be used to manage requirements, and how to assess the progress of the work. The tasks in this knowledge area govern the performance of all other business

analysis tasks.

Liberty Mutual Insurance




IIBA BABOK Integration

Knowledge Areas (6)

Enterprise Analysis
Planning & Monitoring
Elicitation
Requirement Analysis
Management &
Communication
+ Solution Assessment Techniques (34)

Supporting Tasks (32) E;%i%satg(r)rﬁing
Decomposition
Interviewing
Root Cause Analysis
Observation
Walk Through
Interface Analysis

_ . Focus Group
Underlying Competencies Benchmarking

Analytical Thinking
Problem Solving
Business Knowledge
Communication Skills
Business Tools
Ethics

Organization

Liberty Mutual Insurance




lIBA Competency Model

Knowledge Areas e
« BABOK Knowledge Areas (BABOK
Chapters 2-7)

Groups of Tasks and knowledge
specific to the Tasks BAs perform

Techniques
« Used to perform activities described in Techniques
Knowledge Areas (BABOK Chapter 9) How Tasks are performed

or format of Task output

Underlying Competencies

- The capabilities, skills, knowledge and UCs
personal characteristics that support the
effective performance of business
(BABOK Chapter 8)

Foundational skills, knowledge,
and personal characteristics used
to execute Techniques and Tasks

Performance Competencies
« Fifty-three Performance Competencies Performing these together in concert
are the base of this mode; categorized by -

BABOK Guide Knowledge Areas Performance Competency

Liberty Mutual Insurance




..'B ° International Institute

of Business Analysis

TABLE OF CONTENTS
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PREFACE. ..o s 6 IIBA® Business Analy_qs

About lIBA® 6

Development of This Standard 6 compete ncy.MOdeI
CHAPTER ONE: INTRODUCTION. ..ottt eeeeeeeeeesaesesaeesesesesesssesnsnsssennns 7 Version 3.0

What Is a Competency Model? 7

Using the Competency Model 7
Understanding the Model 8
CHAPTERTWO:THEBACAREER.........cvvvviivuvis csstrrsnsreriiisnassrarasassess 11

Business Analysis Career Introduction
Business Analysis Career Context
Business Analysis Role Context
Business Analysis Job Profiles and Career Paths
Business Analysis Career Paths
Generalist Profiles

Advanced Generalist Business Analysis Profiles

Management

Specialty Business Analysis Profiles
Hybrid Roles

CHAPTER THREE: COMPETENCY DEVELOPMENT........ Human

Introduction to Competency Development 27
Dreyfus Model and Levels of Skill Development 27 RESO urces
CHAPTER FOUR: COMPETENCIES . .v.viiiiiiiiiaiininsnsnssssnsssssssnsssnrssssssssssnsns 3
CHAPTER FIVE: COMPETENCY TABLES. . ..oiiiiiii i iiiaiasainsssnsnsnssssnsnsnsnssssnnss 43
Performance Competencies with Role Profiles Mapped to Dreyfus Levels 43
BA Role Profiles Mapped to Techniques D 49
Techniques and Advanced Generalist Profiles 51
Advanced BA Profiles Mapped to Underlying Competencies 53
Techniques and Speciality Profiles 54
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Performance and Underlying Competencies with Indicators
C O m p ete n Cy 1. PERFORMANCE COMPETENCY INDICATORS/OBSERVABLE BEHAVIOURS

1.1 Business Analysis Planning and Monitoring (BABOK*® Guide, Chapter 2) is the knowledge area that covers how business analysts determine
I\/I O d e I which activities are necessary in order to complete a business analysis effort. It covers identification of stakeholders, selection of business
analysis techniques, the process that will be used to manage requirements, and how to assess the progress of the work. The tasks in this
knowledge area govem the performance of all other business analysis tasks.

1.1.1 Selects appropriate business » Displays and maintains a high level of awareness as related to current industry
analysis approach and organizational trends, standards and disciplines being used to deliver new
or enhanced business analysis approaches to solutions
» Utllizes expertise in plan-driven and change-driven approaches to lead teams
to select approaches that best fit initiative needs
» Ability to determine when and how to modify a selected approach as

“A proficient pract_itioner has =l in-depth necessary in order apply an appropriate level of rigor and best meet the needs
knowledge of business analysis. He or she of the area of analysis

will be able to routinely produce high- » Effectively communicates approach to stakeholders

quality work products in all but the most » Effectively gains needed stakeholder and team buy-in to the approach selected
complex or exceptional of situations
without supervision and can effectively
guide or supervise the work of others. A
proficient level professional will usually be
able to intuitively assess the best course of
action to take in a given situation and
understand how and when to apply
guidelines. “

Level 4: Proficient

Proficient

Competent L e e e e e R A R A
=1 2 3 4 5 6 7 8 9 10 11 12
= ™ PreciseRuler.com
Advanced Beginner -
The Dreyfus Scale

Novice

Liberty Mutual Insurance




Capability Assessment Tool

D — I do not have experience in this competency

S — | have some experience in this competency and am unsure if | perform this competency and indicators, | may need guidance from others

1 — I perform this competency and indicators independently based on my understanding and experience, | involve experts when needed

€ — I consistently perform this competency and indicators based on knowledge and techniques in the BABOK Guide

M — | consistently perform this competency and indicators based on knowledge and technigues in the BABOK Guide and | am looked to mentor others in this area

1.1 Business Analysis Planning and Monitoring — BABOK® Guide (Chapter 2 is the knowledge area that covers how business analysts determine which activities are necessary in order to complete a business analysis effort. It covers identification of stakeholders,
selection of business analysis technigues, the process that will be used to manage requirements, and how to assess the progress of the work. The tasks in this knowledge area govern the performance of all other business analysis tasks.

1.1.1  Selects appropriate business analysis approach

* Displays and maintains a high level of awareness as related to current industry and organizational trends, standards and disciplines being used to deliver new
or enhanced business analysis approaches to solutions

e Utilizes expertise in plan driven and change driven approaches to lead teams to select approaches that best fit initiative needs

*  Ability to determine when and how to modify a selected approach as necessary in order apply an appropriate level of rigor and best meet the needs of the area
of analysis

* Effectively communicates approach to stakeholders
® Effectively gains needed stakeholder and team buy in to the approach selected

1.1.2  Evaluates project complexity, assumptions, constraints, and dependencies

What is it? Customization

Excel Based Assessment Tool * Added Liberty Mutual
Links directly back to the Business Applications
- BABOK Processes
« and Competency Model Tools

Allows BA and Manager to discuss Artifacts
awareness and knowledge of IIBA » Added Notes Column
standards * Added RACI Column

Liberty Mutual Insurance




IIBA Competency Assessment — Individual

Plan Approach
» Joint

Training Meeting Individual

Tool

Preview e-Mail Schedule follow-up

Update Assessment Joint

Detail Reviews

Competency
Assessment
and
Development

Joint Training Exploration / Training

Results Review Ideas

Development Plan
Quick Check-ins

Development Plan

Documented

Training / Experience / Observation Training / Experience / Observation Scheduled

Liberty Mutual Insurance




Technical/Functional Capabilities required f ccess

Business Process Design

(Level 3)

Knowledge of business process design that encourages a critical,
fresh look at key processes and focuses on optimizing organizational
performance

User Acceptance Testing (UAT)
(Level 4)
Knowledge of and experience with activities, tasks, tools and

techniques for designing, implementing and evaluating acceptance

tests for end-users.
Insurance Products
(Level 3)

Knowledge of insurance products, market segments and
marketplace.

Project Management

(Level 2)

Ability to plan, organize, monitor, and control projects, ensuring
efficient utilization of technical and administrative resources, to
achieve project objectives.

Business Assessment
(Level 4)

Knowledge of activities, tasks, practices and deliverables for
assessing and documenting business opportunities, benefits,
risks, and success factors of potential applications.

Mentoring
(Level 3)

Knowledge of mentoring concepts and techniques, and ability
to effectively participate in a mentoring relationship

Business Acumen

(Level 3)

Knowledge, insight, and understanding of business conceps.
tools, and processes that are needed for making sound
decisions in the context of the company's business.

Core App:
(Level 3)

Knowledge of major production application systems used for
delivery of services to internal and extemnal clients

ation Systems

Requirements Analysis

(Level 4)

Knowledge of activities, tasks, practices and
deliverables associated with eliciting and clearly
defining and documenting required business
functionality as well as non-functional requirements.

Negotiating

(Level 4)

Ability to negotiate successfully across the organization
and with external vendors in a constructive and
coliaborative manner.

Presentation Skills

(Level 4)

Ability to prepare a presentation, effectively engage an
audience, and deliver information

What

By job grade

» Four page description
« Key competencies

Use

« Talent Selection
« Talent Development

ual Insurance

Lead

(people & technical
track)

Principal

(technical track)

. B | International Institute

of Business Analysis

A Guide to the
Business Analysis
Body of Knowledge®
(BABOK® Guide)

Version 2.0

The Foundation

‘B | International Institute
of Business Analysis

1IBA® Business Analysis

Competency Model

Version 3.0
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Integrated Project Plan

= Epic 301371

Summary; * Iaster - Project Plan

Overview = Lnks  Approvals  History
Details R e U S e

Type: '+' Epic

- Product Systems

3 Comprehensive Material

Priority

Severity

2 Common Platform / Location

Universally Accepted Approach — PMO / BA/IT

Liberty Mutual Insurance



Requirement Management Plan

What ?

“Identifies the process
and procedures used to

plan, develop, monitor
and control

requirements in all

stages of a project’s Why ?

lifecycle. BABOK 2.0 Improves quality
Provide guidance
Improve efficiency
Improve accuracy
Increases maturity

How ? level

A requirements

Strengthen
management plan (RMP) partnerships
describes the:

Approach

Definition of
reguirements
Prioritization process

Requirements change
process

ment Pian
Requ rement Wanage me!

<project Name”

¢ Plan
Requ‘\rement Managemen

yersion 1.0

egins.

ents.
rem
ring and M \oagg\r?re\qé\ docume“‘
nd O prought

r ga\h

e of
n;\xp\d 1 w”“’“‘“em

nelude:

Assignatie
s
effertive (equiremen™

Critera of

concis® tia)
Easen!
compiete Accurate satle
el
Jear .
© 3 Consistent Traceadle
i
Compren®® priorized

viale

Bottom-line:
Plan Before versus Reacting Later!
Liberty Mutual Ins



Business Requirement Specification

Line of Business Traditional

N Modified Approach
Aol “SharePoint” Pb

“Excel” "Word”

Rational
Doors Next
Generation

Liberty Mutual Insurance



Work Management Requirement

System Management System
RTC
DOORS
« Common
WBS * Requirements
information
* Issue lifecycle
traceability
and « Extended
management Team

« Assignment of * Project
work Lifecycle

« Capture « Connectivity
Historical with existing
Trends platforms

Rational Team Concert Rational Doors Next Generation

Liberty Mutual Insurance




Decorating — the PEOPLE Side

,‘.:{w N :
- g
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Organization / Feedback / Resourcing
Keys to the BA Success

360- CIUSIBIMEL Onboarding
A ¢ Satisfaction BA
ssessmen S S

* Peer, Self, Manager « Project Milestone * Provides detailed
and Customer Driven support for
Review leadership that is:

. Confidential * Quick / Easy * Consistent

. + Concise

* Foundational . Addresses critical * Reusable

Questions - “targeted” areas for
Behaviors feedback + One place for

* Survey Format — everything
SharePoint « Feedback Capable if
« Targeted — Concise Requested

Coaching Culture

Partnered with HR




BA 360

A tool to help measure skills that represent our
BAs Attitude! P
ssessment

Manager

3 60-Assessment

ew
Devefopment BA Teq
m

u-...vlp.,,c,,m__m“w 1. 1D Co-
Workers and
Customers

6.
2. Forward
Devg:gﬁgmnt predefined
- email with
del'ggﬁt?ﬁg dat‘ instructions

Pasiting iy, '.m""’”—"b.sa'
1220 s ¥ 9 thang

Foundstipy Addresse
et 3. Your

- PRt noe SIomEr nese fai

S o e g 00 toyen mrﬁ'e‘ftabl'

s e, “PedProcedine; 5. Summary manager and
will be you will

F-d Lopaniy X
e _
- reviewed complete
assessment

4. Results will
be
summarized
by your
manager




Customer Service Survey =—x

» Self — Administered by the BA =
« Automated email with =
instruction to customer

» 2 Levels of questions

_ Customer
o Mid-term Satisfaction
o Final Survey

* |s traceable to the customer

for feedback and follow-up

v
Technical /
Business Communicatio
Competency

Liberty Mutual Insurance




On-Boarding & Mentoring

Home 6"  Content ple Places

Ccmed?,. Cl Business Analyst Onboarding -

Overview

‘ONBOARDING TOOLS

HR Manager
Onboarding #
- Before They Arrive?
- Week 1 Onboarding
Checklist
« Week 2 Onboarding
Checklist?

Departmental
Onboarding
« New Development (2
= Pdlicy Adminstration
Support
- Palicy Automation
- User Acceptance Testing (@

RIT - Request 1T
Training
Recommendations:

+ @New Development i

+ EPolicy Administration
Support @

- Product Automation

« @WUser Acceptance
Testing ?

Activity ~ Content  People  Actionlists  Reports  Calendar

The Society for Human Resource Management defines onboarding as "the process by which new hires get adjusted to the social and
performance aspects of their jobs quickly and smoothly, and learn the attitudes, knowledge, skills, and behaviors required to function

effectively within an organization."

Welcomed
¥ | felt welcomed to the organization
v | was provided with information explaining my job
| and mydepartment before my first day

Connected
¥ Joining Liberty was the right decision for me
¥ | had prior exposure to the company as temp/intern
v | joined for career opportunity and company reputation

Informed
¥ | was given {raining to help me understand how to do my job
¥ My manager and | reviewed specific performance objectives
v My experience matches the expectations | had

Search myConnettions

Following in “~ 3 streams Leave this group

About Share Manage

VALUABLE LINKS

- ELM's BABOK 2.0
- BABOK Overview®
= Aotea "Kick-Start”

Materials

. EBSA 360

Community

IIBA - International

Institute of Business

Analysis

- Boston IIBA
Chapter?

- Central IN IIBA
Chapter?

= Cincinnati [IBA
Chapter @

- Seattle IIBA
Chapter?

@IIBA Competency

Model

@IIBA Assessment

Tool

- WWorkforce

Management

Materials &

= &Success Profiles
¥Recommended

Reading®

WHO WE ARE




Establishing a Coaching Culture

/-Assess Performance
*Root Cause
*Prioritize High Impacts

*Professional
Development Needs

|
|
|

Recognize

-

*Plan Interactions

*Ask Open-Ended
Questions

*Share Perspectives +
Insights

\,

-

/-Determine Options
*Set SMART Goals
*Gain Commitment
*Developmental Activities

f# ‘*‘&

| —

*Inspect Progress

*Positive and Constructive
Feedback

*Re-Recognize

\

Liberty Mutual Insurance
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It Looks Better but we still have more to do!

Maintenance and Refinement of Processes Reorganization
Changes in Staff and Resources Customer Expectations / Refinements
New ldeas Challenges

Liberty Mutual Insurance



« Effort
« Asmall (7), diverse, enthusiastic team

. Persistence Key | earnin gs

* Partnering

* |IT — access to the corporate copy of the
BABOK

* PMO - integrating key BABOK activities into
the standard plan

* HR - led to creation of Success Profiles &
Talent Selection tools

« Management — volunteered Coaching Culture
training

* Integration
« Be prepared to explain the strategy internally
« |IBA products and tools may not be widely
known
* We found IIBA products:
« Accelerated the effort
* Customizable — make them your own
« Use existing tools and methods as a place to
begin
« Provide a roadmap to help people understand

Liberty Mutual Insurance




Foundational

v BABOK
v' Competency Model
v' Competency Assessment
v' Competency Assessment Guide
v’ Success Profiles
« Technical/Functional
* Inter-Personal
v" Role & Responsibility

BA 360 Performance
Assessment

Customer Service Survey
On-Boarding App

BA Training Curriculum
Establishing a Coaching
Culture

Liberty Mutual Insurance

Infrastructure

v’ Standard Project Plan (IPP)
v' Requirement Management Plan
v Business Requirement
Template
v" Work Management App
v" Governance via PMO
« Centralized Storage
« Change Management

Future Plans

L BABOK Version 3

O IPP Investment

O Capability Maturity Model

L Requirement Management App
[ Talent Selection Guides

(] Talent Assessment App

O BA Boot Camp




Contact:

Rick O’'Brien PMP, AU, AAM, ITIL
Director - Business Systems Projects

Cl Product Systems Business Analysis
richard.obrien@libertymutual.com
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