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Session Overview and Learning Objectives 

• Define DVR’s case for change and EPM

• Share examples of DVR’s results and impact on 
customers, employees, and partners

• Describe EPM tools and best practices, including 
change management implementation

• Share Data Maturity Model (DMM)

and EPM Assessment complimentary offer

• Display examples of dashboards and reports

• Share DVR’s EPM learnings

• Outline steps you can take to implement EPM
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About DVR (Division of Vocational Rehabilitation) 

Vision
Dedicated professionals leading the field of vocational 
rehabilitations, delivering exceptional experiences to 
every customer, every time

Mission
Transforming lives by assisting individuals with disabilities to 
fully participate in their communities through meaningful 
employment

Values

• Transparency

• Integrity

• Empowerment

• Innovation

• Collaboration

• Equity, diversity, access, and inclusion
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About Mass Ingenuity

• Deployed in over 80 state government agencies and 250,000 
FTEs (Washington, California, Oregon, Arizona, New Mexico, 
and Pennsylvania)

• Power up strategy, deploy an effective enterprise 
performance management system, and connect strategy 
with day-to-day operations

• Integrate people, process, and technology

• Cloud-based Enterprise Performance Management (EPM) 
software and consulting services for strategy-to-execution 
excellence

• Results Software delivers a full EPM platform

• Connects to any information system through its API 
(application programming interface) 

• Integrates with Power BI and Tableau (visual analytics tools)

• Set up in 5 business days with minimal IT resources needed
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DVR’s Case for Change: 

Transforming the Organization Through EPM
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Why of Our Work Drives Everything
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Why = The Purpose
What is your cause? What do you believe?

How = The Process
Specific actions taken to realize Why. 

What = The Result
What do you do? The result of Why. 

Proof.

Source: Simon Sinek



DVR’s Case for Change and EPM

• Become data-driven

• Continuously focus on learning

• Increase transparency

• Focus on outcomes

• Increase employee 

engagement

• Constantly improve customer 

satisfaction
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What Are We Doing? 

• DVR has implemented Results Management System and Results Software

• Our new enterprise performance management (EPM) system

• We are intentionally focusing efforts on becoming a data-driven, learning 
organization 

• DVR is currently adopting a Fundamentals Map that defines daily operational  core 
processes 

• Critical success factors that support our goals and objectives

• Enables us to focus our resources and continuous improvement efforts where they are 
most meaningful

• Fundamentals Map creates the foundation of the measures you will see in Results 
Software 

• Aligns the work we do across the agency

9



Why We Are Doing This? 

• Becoming a data-driven, learning 

organization will help DVR improve the 

effectiveness, efficiency, and 

accountability of the services we 

provide

• Ultimately leading to better outcomes 

for our customers 

• EPM is an approach that aligns our 

efforts to achieve our goals in a way 

that is transparent, accountable, and 

measurable

• Nationwide, VR programs are facing 

scrutiny related to program outcomes, 

service quality, and resource allocation 

and management

In Washington, we are implementing EPM to:

• Demonstrate to partners and stakeholders 

that we provide essential services, and the 

cost-benefit of our program is positive

• Identify, prioritize, and connect everyone’s 

daily work with agency goals

• Gain efficiencies in our routine work to free 

up resources to focus on the most important 

projects and outcomes

• Make our performance measures 

transparent and accessible to all staff

• Utilize data effectively to make informed 

and proactive decisions
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What Are the Benefits? 

Adopting EPM, expanding performance measures, and making all this information 

transparent and accessible provides a more comprehensive understanding of our 

program performance. 

Benefits that come with implementing EPM include:

• Quickly identifying areas for improvement and addressing those areas

• Leveraging the use of technology to become flexible and adaptable to the changing 

needs of our clients, employers, and the labor market

• Increasing employee engagement by breaking down silos and connecting staff across 

the agency to utilize our collective power to achieve results

• Demonstrating the value of vocational rehabilitation services to stakeholders and 

partners 
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Why Enterprise Performance Management Is Powerful 

• Optimize your agency’s mission through the 
“strategy to execution journey”

• By seamlessly providing visibility, transparency, 
accountability, and management best 
practices

• Integration of people, process, and technology 

• People: Change management, group facilitation, 
leadership development, coaching, inclusion of 
multiple stakeholders, and engagement of 
diverse points of view 

• Process: Macro- and micro-level process 
improvement; start at executive level and 
cascading to frontline processes, including 
performance measures and measure owners 

• Technology: Manage and connect with 
performance data from multiple sources; provide 
visual analytics and reports; seamlessly connect 
people and processes
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Learning EPM Tools and Best Practices
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Results EPM System
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Government Performance =  People + Process  +  Technology

• Fundamental Maps tie strategy to 

execution and establish KPIs and owners 
for every strategy, process, and initiative

• Results Software institutionalizes 
performance management by 

providing easy access to data-driven 

insights for decision-making and 

problem-solving
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4 Components  
of 

Enterprise 

Performance 

Management 
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Strategy + Fundamentals = Results

Our roots are in a Lean-based 

Management System



EPM Cycle
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Developing 

Operational 

Excellence and 

Performance 

Measurement 

Owners

Fundamentals Map 

Components

Key Goals 

Core Processes

Mission

Core 

Values
Vision

What business 
are we in?

Outcome Measures 

and Owners

Process Measures 

and Owners

What do we 
want to be 
known for?

What beliefs 
guide our 
actions?

What 
accomplishments

define our success?

What are our 
routine work and
core processes? 

What progress are 
we making on

our core processes?  
Who owns each 

measure?

What progress are we 

making on

our key goals?

Who owns each measure?



19



20

Contact Us for 

Complimentary 

EPM and 

Data Maturity 

Assessment 



Sample Dashboards and Reports 

(DVR and Others)
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Employee Engagement
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Employee Engagement



Balanced Scorecard View of KPIs

Commercial Company Priorities
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Sample Financial Summary
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Oregon Department of Fish and Wildlife



Enterprise Level KPI Heat Map
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DMV Strategic Plan KPIs



Detailed KPI View

30



Get more information on Enterprise 

Performance Management now

www.massingenuity.com

Aaron Howard, President and Founder 

206.550.3503 (cell)

ahoward@massingenuity.com

Kelly Ferguson, COO and Founder 

206.300.7220 (cell)   

kferguson@massingenuity.com 
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