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A new type of citizenry… 

3
…for a new type of world



Service Expectations
Citizens and businesses have found government complex, fragmented and frustrating…

• The focus has not been on the citizen
• Clients face complex and redundant reporting and evidentiary requirements
• In 2008, satisfaction rating for private sector service is 80% compared to 

approximately 65% for public sector
• Business also faces a significant federal compliance burden at great cost to them
• Declining confidence in the accountability and capability of Government

What citizens want…
• Service from government that is personal, as simple as possible, fair and equitable, and 

that keeps information private
• Service developed in partnership with them and others

What citizens are saying…
• We embrace new services that make it simpler or more convenient
• We will consent to sharing information if it is more convenient to access service and 

benefits
• Our trust in government is influenced by our day-to-day experience in obtaining benefits 

and service
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Problem Definition
Service delivery has not been managed on a government-wide basis…

• Expensive and difficult for the government to move from an aging and 
siloed service infrastructure

• Difficulties in governance of a one-stop system
• Learning to work with enterprise-wide information flow

The government’s regional and community presence at risk…
• Investments in digital government are to significantly eroding regional 

presence

Shifting to digital is not without its challenges
• Policy, legal, authorities and privacy considerations
• Moving from program driven siloes and systems to the notion of common 

enterprise service delivery is a paradigm shift – the hardest part of the 
transformation

• Redefining how we view the citizen, manage their information and 
anticipate their needs

• Managing identity across levels of government 
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Finding government programs and services 
for people with disabilities: a nightmare
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The Opportunity for Government

• To leverage investments across multiple agencies, 
levels of government, and non-governmental partners

• To build more collaborative models of governance in 
keeping with the potential of digital technologies

• To rebuild an implicit trust with a more connected 
population that can inform policy and delivery for 
better outcomes

• To begin to restructure and reshape government for 
the digital era in a global economic environment
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Implementation of a Service Strategy 
approach requires the support of the entire 

organization

8

Political Will Leadership Governance People Organization

• to support and 
champion the 
government 
desired 
outcomes

• to drive change 
• to set standards for 

quality
• to reinforce fact-

based decision 
making

• Processes are 
required to review 
and make 
investment 
decisions based 
on business 
cases, 
implementation 
plans, and 
outcome 
evaluations

• New 
competencies may 
be required such 
as strategic 
thinking, customer 
focus, product 
management, and 
project 
management

• Structure and 
defined roles are 
required to fully 
support a Service 
Strategy approach 
such as managers 
dedicated to the 
Service Strategy 
and service 
offerings



Service Canada 

• The “front office” for the Government of Canada

• Provides Canadians with one-stop, easy-to-access, personalized 
Government services and benefits through a single service delivery 
network.

• Over 20,000 staff & 320 centers in communities throughout the country

• National 1 800 O-Canada call center

• Online services offered through servicecanada.gc.ca and outreach and mobile 
services 

• Web Publisher for the Government of Canada (back office function)

• Handles approx. 1 million transactions every day

• Employment Insurance,  Social Insurance Registry, Passports, Canada Pension Plans 
& Old Age Security and many more programs and services
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Service Canada: 
5 goals of the service transformation
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A Citizen Centered Service Strategy for 
People with Disabilities
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Service Canada Business Model
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A service integrator – bringing services 
together to achieve real outcomes  

Reduces complexity 

Improves Access 

Meets Needs 

Government that is easy to find, easy to 
access and easy to deal with   

Easier Access and more 
Choice 

One-stop service 

More efficient delivery  

Collect information once, re-use it 

Enhance Transparency 

Reduce Burden 

Transformed Service 

Partnership is indispensable for citizen-
centred services 

Integrating Services 

Leveraging the Collective 

Improving Outcomes 



Service Canada Future State Operating Model: 
ROI Value Proposition 
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• Whenever:
Services are available 24/7 online, with support available by telephone and virtual/chat 
agents.

• Wherever:
Services are accessible from anywhere with internet access, through various portals and 
apps. In-Person footprint and mobile outreach supplemented by telephone and virtual/chat to 
reach clients and reduce their travel requirements.

Better
Services are accessible whenever and wherever clients choose to transact.

• Integrated:
Integrated systems reduce duplication by sharing solutions across business lines.

• Streamlined:
Streamlined processes eliminate waste and redundancy.

Cheaper
Integrated streamlined processing decreases transaction costs and creates efficiencies.

• Automated, online and digital:
Automating processes and creating online platforms reduce resources required and increase 
transaction speed by eliminating data entry and processing bottle-necks.

Faster
Automated & online processes shorten processing times - - digital.



Attracting Citizens
• Make it convenient and communicating why it is better: 

• Access through multiple channels;
• One website, often with self-serve capability, ability to complete 

transaction; 
• One phone number, with extended hours of operation; 
• Permanent and roving service centres
• Services offered in both official languages

• Citizens First Survey – how do citizens experience government service 
- Common Measurement Tool 

• Smart use of web: 

• Publishing wait times

• Using FAQ effectively 
• Creating MyAccount profile
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Convenience: One Stop
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Internet Phone In-person

Leading § Citizens have one website to access 
services that is highly optimized for 
service provision at the point of contact.

§ Best practice example: Amazon

§ Citizens only need to call one phone 
number and one person to complete the 
contact at one time.

§ Best practice example: banking industry

§ Highly leveraged strategies for locating 
offices in communities of need using retail 
strategies.

§ Best practice example: Job Centre Plus 
(UK)

Optimizing § Citizens have one website and email 
address to access services.

§ Generally citizens can initiate and 
complete contact through original 
channel.

§ Citizens can call one phone number with 
program routing.

§ Generally citizens can initiate and 
complete contact through original channel.

§ Most citizens can access in person services 
within a stated distance or standard.

§ Citizens can initiate and complete contact 
through original channel.

Practicing § Citizens can access government through 
one web site.

§ For some services, citizens can initiate 
and complete contact through original 
channel.

§ There is one phone number for 
government enquiries with multiple phone 
numbers for program delivery.

§ For some services, citizens can initiate 
and complete contact through original 
channel.

§ There are community �points of presence�
in many communities nation-wide.

§ For some services, citizens can initiate and 
complete contact through original channel.

Developing § Different websites and email addresses 
for different services.

§ A one channel strategy plan is being 
developed.

§ There are different phone numbers and 
contact resources for each service.

§ A one channel strategy plan is being 
developed.

§ There is a government presence in urban 
and regional centers.

§ A one channel strategy plan is being 
developed.

Capability
§ One Stop: �one face to the citizen� – citizens can 

access services and benefits through the channel 
selected.



Ensuring Client Satisfaction
• Service Charter

• Commitment to making it easy for citizens to access GoC services, service promise: faire 
and unbiased; clear explanation of decision; review of any decision and; security of 
private information

• Creation of an Office for Client Satisfaction 
• Receives, review and acts on suggestions, compliments and complaints regarding the 

services of Service Canada

• Both online and in person client satisfaction surveys with results regularly published

• Mystery Shopper Exercises that measures quality of service, gathers specific information 
about Service Canada services; and measures service experience

• Service Canada College has a developed a number of programs to promote 
service excellence

• Whole of government approach

• Expanded to all levels of government

• Citizens First Survey – benchmark – robust methodology
• Citizens

• Business
16



Shifting Digital – Leveraging 
Opportunities

• While legacy systems and programs evolve toward enterprise delivery, 
early traction with the client interaction is key 

• High return interim interoperability opportunities between legacy 
systems and client expectations

• No more siloes 

• All services digital wherever possible   

• A common view of the client

• One authentication platform

• Offset support & enquiry interactions by simplifying the front 
end and pushing more interaction to the user 
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Government of Canada IT Landscape

• Traditionally, each Government of Canada department has 
established its own IT-infrastructure services in order to conduct 
business. The result is a fragmented infrastructure that is costly 
to manage and maintain. 

• over 100 different, largely incompatible email systems;

• over 300 data centers, some functioning below capacity 
while others struggle to meet demand; and

• hundreds of overlapping and uncoordinated 
telecommunications networks.

• The status quo is not sustainable
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Shared Services Canada –
A Government-wide Approach

• A strategic and unified government-wide approach to fundamental IT core 
infrastructure services

• Three objectives:

• Maintain operations
• Generate savings
• Find and implement government-wide solutions to transform IT 

infrastructure, including:

• One email system
• A government-wide footprint of fewer than 20 data centres
• A single government-wide network and transformed 

telecommunications services supporting voice, data and video
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Shared Services Canada - Progress to Date 

• A new federal department created, with its own Act

• Maintaining and improving delivery of IT infrastructure services

• Approximately $150M of savings has been harvested:
• Consolidating software contracts

• Moving from 3,000+ overlapping and uncoordinated telecommunications 
networks to VoIP 

• One single outsourced email system ($50M annual savings) 

• Consolidation of 485 data centers to 7 
• Reducing travel by expanding video conferencing capabilities  

• Consolidating procurement of workplace devices 
• Once complete, transformation of the Government of Canada’s IT 

infrastructure will generate about $400M in ongoing annual savings.
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From Industrial Age Government 
to Digital Government
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• Paper
• Silos
• Multi-level
• Few channels
• Passive
• Mass
• Expensive
• Highly Bureaucratic

• Digitized
• Single window 
• Integrated
• “Any” channel
• Engaged 
• Customized
• Cheaper
• Better focused on citizen



Benefits of Modernizing Service Delivery
• Benefits to Citizens:

• More effective, efficient and fair program delivery

• Easier access to services

• Easier to do business with government

• Greater government and accountability

• Benefits to Government:

• Cost reduction through economies of scale

• Operational improvements

• Addresses issues created by silos

• Capacity building for smaller government entities

• Better engaged with industry

• Transformation / increased role for the IT community itself
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The value proposition is clear…
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• Individual departments and programs
accountable for policy, 
programs and service delivery

• Complexity and fragmentation for 
citizens and businesses

• Disjointed information and data
across and between jurisdictions

• Eroding regional presence and service 

• A focus on delivering payments and 
conducting transactions

• Escalating costs and inadequate return 
on investments

• A single delivery network with
point accountability for service

• Policy departments with more focus on policy
• Better and more consistent feedback for policy 

• Easier, one-stop access for citizens 
and more choice in how they access service

• Less government with streamlined information 
requirements and lower cost for business

• Greater integrity of information and 
benefits through collaboration 
with provinces/territories (program savings)

• Strengthened regional presence and
new collaboration with community partners

• Responsive and personalized 
service that goes the “extra mile”

• Lower cost of operations by leveraging
one network and its resources 

Moving from… Toward…
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