
Crawl, walk, run: moving toward 
a better way of doing HR
Alison Abdu and Jess Tessier are part of an incredible HR team at MAB Community Services, one 
of Greater Boson’s oldest non-profits.  MAB provides training, therapy, and support to individuals 
with disabilities, in order for them to live full and satisfying lives.  

With more than 600 staff working with adults with brain injuries and intellectual disabilities, 
neuro-diverse adolescents, and more than 1500 adults throughout Massachusetts who are blind 
or low vision, most of Alison and Jess’s time was spent addressing cumbersome processes and 
mountains of paperwork, rather than furthering MAB’s important mission.    

To accurately pay, provide top-notch HR services to their employees and better focus MAB’s 
resources Alison and Jess decided to partner with ADP’s Professional Services.   

Goals
ADP’s Professional Services is an extension of our HR team.  KC, our optimization services 
consultant, knows us, our culture, our challenges and what we’re trying to achieve. Since joining 
MAB, my team’s top priority was to implement HR best practices and streamline HR operations — 
get rid of all the paperwork. KC knew the efficiencies that were possible and helped us put that 
roadmap together. 

MAB’s HR Roadmap: the priorities and milestones met 
With so many programs, locations and longstanding manual processes in place we weren’t sure 
where to start.  I often relate our HR journey to a “crawl, walk, run” analogy.  In fact, in those 
early days, I’d say we were “sitting”. Today, because of KC’s support, we’ve reduced paperwork,           
improved efficiencies, reduced costs and made the work more meaningful for our HR team.        
Employees are now empowered to manage their own benefits, and with a stronger HR foundation 
we are moving toward a more efficient way of managing employee information.   

MAB’s biggest win so far – open enrollment
Because of ADP Professional Services, MAB is now more strategic. We are carefully implement-
ing new modules with KC’s help.  Benefits administration has historically been a paper-based 
manual process.  With ADP’s Open Enrollment, employees can access all benefits information 
and easily complete their documents in one place.  For the first time ever, we’re not emailing             
corrections back and forth.  My team finally has the confidence that the data in the system 
reflects exactly what our employees want.  

Alison Abdu
Chief Human Resources Officer

Supporting body art with  
24/7 customer service

Running a thriving, internationally renowned tattoo shop in rural Canada is a joy 
for Lisa Fiorotto-Bickert. But, owning Deuce Tattoos also comes with payroll 
challenges, as Lisa employs two full-time creatives and an apprentice, and hosts 
visiting artists periodically. We spoke with Lisa about how ADP Workforce Now  
On the Go has streamlined her payroll and helps meet CRA compliance requirements 
for her Bancroft, Ontario-based company.  

On choosing ADP’s one-stop solution

Our tiny town is in the middle of nowhere, three hours northeast of Toronto, 
with about 3,500 people. I opened up my tattoo shop six years ago. In 2021, we 
incorporated, and I was still using spreadsheets. My piercer was looking around at 
different payroll options so we could pay everyone on the books and make sure all 
were taxed correctly. When we talked to the ADP representative on the phone, he 
was easy and welcoming. I was guaranteed that it was going to be an easy process, 
and there would be help along the way — and that’s exactly what happened. There 
was no pressure, and the costs were great. We don’t have to work like we’re in the 
1980s anymore — with paper and pen.

On ADP’s customer service 

ADP’s customer service rep helped me set up the system and taught me how to 
input commissions and convert them into hours for our contractors so they could 
get taxed appropriately. Now everything is taxed right away so we don’t worry 
about it not being on the books when tax season comes. 

Once, I skipped my pay. I called ADP’s customer service number. I was confused 
when I called, but the customer service person showed me what to do on the online 
portal and it was very simple. There’s always somebody from ADP who is quick to 
answer and help; I’m grateful to be able to get my questions answered right away.

Lisa Fiorotto-Bickert 
Owner and CEO

Learn more about Deuce Tattoos at 
deucetattoos.ca

Quick facts 
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Jess Tessier
Director of HR Operations

The before and after 
Before working with ADP’s Professional Services, I was constantly trying to find a way to be more 
organized with my pre-hire paperwork and employee onboarding.  With KC’s support, we now have an 
automated application process where candidates can fill out a job application online and accept offer 
letters electronically. It is hard to imagine how this would have been possible without KC dedicating 
her time to help us build out these modules. 

The difference
The mountain of paperwork is gone. So, when people walk by my office, they’re no longer searching 
for me behind a giant stack of forms. Moving towards a paperless organization has not only embraced 
MAB’s green initiatives, it’s improved transparency between employees and the HR team, setting us on 
the journey to becoming one of Greater Boston’s employers of choice.  

None of this would have been possible without KC’s support and collaboration. If you’re on the fence 
about bringing in ADP’s Professional Services, jump right over and use them. Without them, we 
wouldn’t be anywhere close to where we are now.They are truly an extension of our HR team.  

KC Cokenour
ADP Professional Services

Optimization Consultant
The learning curve
As an optimization services consultant, I spend a lot of time listening. At the beginning of our 
partnership with MAB, I wanted to make sure I had a complete picture of what their vision for the 
future is. Then, based upon their business and HR priorities we created a roadmap — a project plan 
prioritizing which challenges to meet and the ADP platform feature that helps our client get there. 
One of MAB’s strategic goals was to introduce HR process improvements, focusing primarily on 
increasing efficiency and improving data collection at every location. I knew our Professional Services 
team could help, and how we’d get it done.   

The roadmap and its results
There’s rarely a one-size-fits-all solution — that’s where Professional Services comes in.  With Alison, 
Jess and the entire MAB team, communication was always key.  We’d hold weekly meetings making 
certain that milestones were being met and we were always moving forward together in the right 
direction.  Our relationship has been incredibly rewarding. They want to ensure they’re making the best 
use of their payroll and HR platform, so that their HR team and employees can spend the time, effort 
and resources on the things that really matter to them, which is serving the members of their commu-
nity and helping them lead rich and fulfilling lives.  
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