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TELUS Health 
Establishment of a Project 
Management Office (PMO) and 
organizational transformation 
organisationnelle 

CASE STUDY 

TELUS Health, a subsidiary of the TELUS telecommunications 
company, offers digital healthcare solutions across Canada. 
Their products include telemedicine, electronic medical records, 
insurance adjudication, pharmacy management, and more. 
Users of their services include healthcare professionals, 
patients, and insurers.  

Streamlining management processes 
In 2015, TELUS Health was facing several challenges, including 
difficulty in meeting customer demands, given the market's 
strong interest in their products. In Alithya, the TELUS Health 
leadership found a business partner to help them understand the 
strengths of the organization, to identify areas where 
improvements could be made, and to formulate 
recommendations for the use of best market approaches and 
tools. 

 

A progressive 
approach 
In order to provide TELUS Health 
with greater management 
capacity, to increase efficiency, 
to improve skills, to maximize 
resources, and to deliver added 
value, Alithya deployed a three-
step approach : 

1. Conduct a management 
maturity assessment of TELUS 
Health teams; 

2. Secure projects and deliveries 
planned for the current year; 

3. Establish a Project 
Management Office (PMO). 

 

« By improving behaviors and the management approach 
within an organization, great things can be accomplished. 
Results obtained through our partnership with Alithya’s 
teams are tangible proof of this. We would recommend 
their expertise to any business. » 
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The maturity assessment enabled Alithya's team to 
define specific business goals and to make 
recommendations. A roadmap subsequently detailed 
initiatives and improvement mechanisms linked to the 
previously identified recommendations and 
objectives. Each action listed on the roadmap was 
accompanied by a key performance indicator (KPI), or 
a key behavioral indicator (KBI), in order to assess its 
effectiveness. Once a proof of concept was defined 
and targeted, and an indicator confirmed the success 
of the initiative, Alithya was able to roll out the 
initiative to all stakeholders. This approach facilitated 
the establishment of a PMO to oversee : 

> Management of roadmaps and the annual portfolio; 

> Treatment of increases and decreases in the 
capacity of project teams; 

> Planning of automations to reduce monitoring 
efforts; 

> Improving the process of estimating and prioritizing 
work; 

> Management of project management expertise; 

> Strategic and human change management support. 

Throughout the PMO implementation, the Alithya 
team strived to improve communication, 
transparency, and collaboration between managers 
and employees of TELUS Health, given that the 
quality of labor relations is an essential factor for 
success. For example, increased visibility has been 
established so that the executive team understands 
the needs and progress of ongoing projects, while 
bringing the project teams closer to the executive 
team in order to obtain the necessary support to 
resolve the various problems encountered during 
delivery. 

By aligning with TELUS Health's strategy and culture, 
Alithya has remained agile at all times, adapting the 
strategy as required while developing the project 
management methodology according to best 
practices and recognized standards (PMBoK, CMMI, 

and agile practices). Finally, Alithya orchestrated the 
transfer of knowledge and control of the PMO to the 
TELUS Health teams in order to ensure the 
succession and sustainability of the new entity. 
Implementation of a PMO provides tangible, 
repeatable, and lasting benefits for the company. 

Improved organizational health, 
savings achieved 

Reviewing management methods within an 
organization requires a relationship of trust between 
stakeholders, and therefore requires some time. By 
adopting the right behaviors and the right processes 
and tools, it is possible to overcome all business 
obstacles. The partnership between TELUS Health 
and Alithya has made it possible to achieve the 
expected results, including : 

> Meeting planned contractual obligations; 

> Better visibility of roadmaps and projects; 

> Improvement of team skills and working 
environments; 

> Establishment of an entity charged with achieving 
the objectives of the organization. 

These process streamlining efforts now save TELUS 
Health several million dollars each year. 

The benefits of these initiatives were so beneficial that 
the president of TELUS Health subsequently asked 
that the intervention model and dissemination of best 
practices be replicated within other business units of 
the organization. Alithya remains a key enabler of this 
successful organization! 

 

 

ALITHYA GROUP INC. IS A LEADER IN DIGITAL STRATEGY AND TRANSFORMATION IN NORTH AMERICA. Founded in 1992, Alithya 
employs 2,000 professionals in Canada, the United States, and Europe. Alithya's integrated offering is based on four pillars of expertise: 
business strategies, application services, enterprise solutions, and data and analytics. Alithya deploys cutting-edge solutions, services, and 
skills to develop tools designed to meet the unique needs of customers in a variety of industries, including financial services, 
manufacturing, energy, telecommunications, transportation and logistics, professional services, healthcare, and government. 
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