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What I1s CitizerCentred Service?

NCi t-Cagretnr ed Service 1I|nc
concerns at every stage of the service design fand
del i very process; thdt
the organizing principle around which the publjc
Interest Is determined and service delivery Is

pl anned. O

-Deputy Ministerso Taskj F
Delivery Models (1996)

e Canadi
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Presentation Outline

l.Canadaodos | mproving S:eHowis gowernrReatr f
service delivery performing in the eyes of Canadians?

2. Listening to Citizens:How Canada systemati c
and clientsd6 service expectatio
Improvement priorities using national surveys at the national level and
the Common Measurements Tool at the program level; Applying the
CMT to measure and improve performance- Royal Canadian
Mounted Police example; Benchmarking performance; the ICCS
benchmarking Service;

3. What the Research Tells Us: Drivers of service satisfaction;
performance on each driver; what service standards clients expect;

4. Applying the Research to Improve Client Satisfaction Scores:
Governance; Key Service Improvement Strategies: Service Canada,
Service Improvement Initiative; GOL, and Service Transformation;
How to improveclient-s at i sf acti on r e s-guiddds
service I mprovemento system:

. The Public Sector Service ValueChain:Canadaod6s r es @:

connections between engaged staff, internal and external service
satisfaction, and public trust confidence in the public service.
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1. Canadaos Re:
Performance



http://www.oecd.org/home/0,3305,en_2649_201185_1_1_1_1_1,00.html

Treasury Board of Canada  Secrétariat du Conseil du Trésor ORGAMISATION
I * Secretariat du Canada FOR ECONOMIG <<.

CO-OPERATION

wossEoneT  ECD
Canadians Say that Public Sector

Service Is Steadily Improving

Service reputation scores
Citizens First 1to 4

100 - "What was the quality of the ser

80 -

Service Quality Scale (0-100)

Municipal Provincial/Territorial Federal

B CF1 B CF2 OCF3 B CF4
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The Government of Canada has
Achieved a 12% Improvement
In Citizen Satisfaction

Compared tcCitizens First1998
(18 Core Services 1998005)
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Key Federal Services

are Achieving Higher Citizen Ratings*
(Trend: 1998 to 2005)

Client Satisfaction
Out of 100

70—

Canada Taxation  Fensions Employment
Post Insurance

| —————— (Canada

eneral service rating. CMT scores for a recent experience are higher.
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Outperforming the Private Sector

AMany public sector

services I n the eyes

S €

r vi

ces

O ut

0 {4 SWvayn 20@b) a n

How do public and private services compare?

Citizens First 1 and 4

Mean Service Quality Score

_ (0-100)
Services Private Government
CF1 CF4 CF1 CF4
Visited a public library - - 77 84
Supermarkets 74 71 - -
Canada Post - - 57 70
Private mail carriers and courier companies 68 74 - -
Used municipal public transit (bus, streetcar, subway) - - 58 68
Taxis 57 64 - -
Average rating across services shown 66 70 64 74

—— =,

Canada
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2. Systematically Listening to

Citizens, Businesses and Clients
ldentifying Expectations,
Satisfaction Levels, Drivers,
Issues, and Improvement Priorities
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Listening to Canadlar
A Understanding the Big Picture (Cltlzen Level)

I Citizens Firstnational surveys
I Taking Care of Businesmtional surveys
I Canada Internet Panel (10,000 people ! ;"Q

w g

I National focus groups (e.g. telephony) &

A Departmental/Program Level (Client)

I TheCommon Measurements TQGIMT)
A Developed by public managers for public managers
A Housed at the Institute for Citizen Centred Service
WWW.ICCSIsac.org

AThe CMT is based on the kmpown
A The CMT permits proarams to benchmark their results with other:

Institute for L'institut des 1+l
= (,  Citizen-Centred services axés Canad

Service sur les cltoyens
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Listening toCitizens
National Surveys

(sponsored by all levels of government)
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Listening to Canadians: the
Government of Canada Internet Pane

A Over 10,000 Canadians are recruited to the Canada Interne
Panel each year,

A Several general surveys on service satisfaction and service
Issues are conducted with the panel throughout the year;

A Individual departments use the Internet Panel to test service
proposals, such as new websites, as well as policy, progran
design and delivery issues;

A Online focus groups are conducted around service issues

A Canada has used Intersietsed citizen panels for almost a
decade.

L ——————— Canada
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Canadians Like Being Part of the Panel

Aidl think this was a gre
get some voices heard. o
Ailt is a good way to te
goi ng the way you think
AiHow el se are you going
of us Joe and Joan <cit.

| ——— Canada
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Recognition for the Internet Panel:

NCanada al so | eads the worl
engagement with I1ts citizégn
Research Panel recruits 10,000 people from across
the country each year to participate in online polls,
discussions and focus groups, covering every topic
from online services to far

Sarah Arnott T Computing.co.uk (April 5, 2007

NThi s | nnolviane v@il tOinzens Paln

nNCanada has devel oped st an|d

that the government can tap at any point to get direct
and det ai |l ed Atcenteral200mas2tor 0

——
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Listening to CanadiaRrs
Research on Specific Service Issue

MA Each year the Canadian inigovernmental
service community sponsors citizbasiness
E‘L',,fif',',lfy"}?é},iﬂ' . 2 survey research on major issues;

BNA A recent example is a project to improve

| telephone service for CanadiafiSAn s w e
t he Call o, which 1 n\
with citizens, as well as best practice resear

Canada
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CO-OPERATION
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Listening toClientsand Improving Service:

The Common I\/Ieasurements Tool
. @ = IS & == iEs

e citoyens

,/% \‘*"; A Eraw; m;ﬁ MHMH
e Yy II for Service
- Ol T Improvement
r o lnm(m\ es

TDDL
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CDMMDN MEAEUREMENTB

» TOGETHER
improving citizen
satisfaction,

...a new focus

C MT Use r Man ua I " and measure of success

|16

‘Obtain from: wwwiccssac.org  (anacli
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IPAC "‘:,.._“': IAPC A A multi-channel instrument for designing

Publ irsinof Cnads e paliqed o client satisfaction s
1999 Gold Award standard questions;

‘I i B B o A
] el
[i b 1 o L
R |
1 B E A
) - | o
Uiy o L4

. cA p A M A Based on empirical research into the

Adriverso of service
t:mmunuealm;;sulatlnnlannhII;

Mmlnlslntmlmnauemenl A
Designed by public servants, for public
2000 Sllver SEEE
Award
B A Enables public organizations to benchmark

results with ot hers i
. used:

Being used at all three levels of government
across Canada and in a growing number of
other countries

CMT User Manual




What Adriveso cit]
public sector service delivery?

Timeliness | was satisfied with the amount of time it tooks
to get the service

Outcome In the end, | got what | needed

Extra mile Staff went the extra mile to help me get what
| needed

Fairness | was treated fairly

Knowledge  Staff were knowledgeable

The five drivers account for almost 75% of the variance
In satisfaction ratings
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Performance on the The Five Drivers
Determines Satisfaction Levels (CF3)

These clients rated service 4 or 5
out of 5 on all five drivers

100 g7
Overall 8 IC. 63
service
guality
rating 4
22
2

5 4 3 2 1 O .
Number of dri vers scori.l
(where figoodo is 4 or 5

. | |
Copyright ICCSISAC 2003 Canada
V
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The CMT Standards Board is responsible for:

A Setting standards with respect to the CMT (e.g., core items)

A Overseeing further development of the CMT (for example, the
development of alternative methodologies such as new
applications for specific service channels)

Conducting reviews of the CMT*
Recommending revisions to the tool
Approving consultants using the tool

Advancing development of support materials for the CMT
(e.qg., training products)

Supporting CMT marketing activities

o To Do Do Ix

Institute for Linstitut des

( i i _ 1+l
(,- Citizen-Centred services axés Canada

Service sur les cltoyens
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Registered Requests for the CM

du Canada

CMT Registrants 2003-2007
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Citizen-Centred services axés
Service sur les citoyens
Canada

T wwwiccsisac.org
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Departmental Service
Satisfaction Results (CMT)

10 20 30 40 50 60 70 80 90 100

OAS/Canada Pension Plan Clients

Employment Insurance Clients

Royal Canadian Mounted Police 2005

Veterans Affairs Canada 2001 2003

Canada Business Service Centres

Service New Brunswick & Service BC
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