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Canada - An overview
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Three Levels of Government
Federal (126 departments, agencies)
Provincial / territorial (13)

Municipal (more than 5000)
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Population of 31 million

2 official languages

Mixture of rural & urban — 77% live
in cities & towns

Canadians are among theymost

connected in the World




Pressures Driving the Canadian

Public Management Agenda

Current Pressures on
Public Organizations

) Global
Public demands lssues Fiscal imbalance/

for Service Budget reductions
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Setting The Context
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Our focus on Service Delivery
has lead to success...
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Canadians Say that Public Sector

Service is Steadily Improving

Service reputation scores
Citizens First 1 to 4

100 - "What was the quality of the service for your... government in general?"

Service Quality Scale (0-100)

Municipal Provincial/Territorial Federal

HCF1 BCF2 OCF3 BCF4
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Our Accomplishments
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about immigration,
tourism, doing
business, studying,
global affairs and
more fopics.

Information on
topics such as
health, jobs and
taxes

Government
benefits and
services for you

Online tools that
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Departments save you time
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e-pass — 1.7M issued ﬂ i

Secure Channel — 43 programs using e-pass, 14
additional programs scheduled

Launch of Service Canada — easy-to-access, one-stop
service

Achieved third party authentication online

More Seerch Options
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Common Services Targets

Current - Target

Corporate

Administrativ

e Services

IT Services

Xtemal serv Channes
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< 5% Common

» 75% Common

» 50% Common

» 40% Common



Transformation initiatives across
government

Service Value Chain as a unifying theme

Consumer centricity



Today

Unaligned

Enterprise policies,
standards, directives, etc

Enterprise
investment decisions

Common and Shared
Service Providers

Enterprise focus and
alignment
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Tomorrow
“Acting as One”

Aligned

The Change levers.
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Citizen Trust
& Confidence

HR Transformation Service Transformatio



Strong services contribute to confidence in the public service

Strong services

Benefits to / Strong
citizens leadership &
Equal & management
ethical

treatment



These satisfaction drivers and their relative importance are
consistent with those found in previouGitizens Firststudies

\"

< Timeliness

Knowledge

Fairness
Outcome

Extra Mile



Citizen Trust
& Confidence

HR Transformation Service Transformatio

Federal — Provincial public service commissions and the PSSDC-
PSCIOC Research Committee

Based on employee surveys and public policy research



How a deliverer (e.g. any government) views the cli  ent...

Notional client
interaction _ pie
chart.

Bringing all Services together for client centric delivery. This is
evidenced by moves to implement Enterprise Portals.

Portals are the key architectural concept. Client is the center
of our service delivery model.



The joined up deliverer view ...

Now we are looking across governments.
Client is still the center of our service delivery model.



The consumer view ...

Can we consider government services as simply a segment?
Client becomes the center of their service consumer model.



One consumer - but sooo many providers ...




An “agent” could help ...




Many “agents” will bring competition.




e-government?

Whole of government approach? (or beyond just
government)

...Acting as one

Strength of citizen government  relationships —
trust & confidence






