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Goals: 

About the ICCS 

What is Citizens First 6? 

National Findings 

What can you do with this?  Analytical framework 

Identifying actionable insights 

Emerging technologies 
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About the Study 
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1. The ICCS 

 A collaborative venture (not-for-profit) that engages all orders of government across 
Canada 

 Promotes and supports improved service delivery by listening to and acting on the 
voice of the citizen 

 What we do: 

– Support two National Service Delivery Councils  

– Manage Inter-Governmental Research agenda  

– Gather, Preserve and Disseminate Knowledge and Innovative Practices 

– Provides both Standardized and Customized Tools and Learning content 

– Build Capacity 
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1. Citizen Centred Service Defined 

 “Citizen-Centred Service incorporates citizens‟ 
concerns at every stage of the service design 
and delivery process; that is, citizens‟ needs 
become the organizing principle around which 
the public interest is determined and service 
delivery is planned.” 

- Deputy Ministers‟ Task Force on Service Delivery Models 
(Ottawa, 1996) 
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1. Public Sector Service Value Chain 

Strong services internally and externally contribute to confidence in the public service 
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1.  Employee Engagement and Customer Satisfaction 

Source: Province of British Columbia and Region of Peel. (2008) Public Sector Service 

Value Chain – Linking Employee Engagement and Customer Satisfaction 
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Citizens First 6 –  
About the Study 
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Citizens First 6:  14 years of insights and valuable input to public sector service 
delivery managers 

 Trends in service delivery over the last 10 to 15 years: 

– Shift to customer-centric approach (designing 

processes and systems from the “outside-in”) 

– Incorporation of client satisfaction measures in 

accountability frameworks 

– Adoption of service charters 

– More integrated approach to service delivery 

– Focus on the totality of the client relationship 

– Advancements in technology 

– Channel migration (multiplicity of options) 

A performance 
measurement and 
benchmarking tool 

Exploding myths 
and 

misperceptions 

Channel strategies and 
the multi-channel 

experience 

e-government 

Elements of the 
service value chain  

Building trust and 
confidence in 
government 

Expectations 
management 

New service 
technologies 

CF1       1998

CF2       2000

CF3       2002

CF4       2005

CF5       2008

CF6       2012

 Challenges facing service delivery managers – new frontiers: 

– Delivering quality service under fiscal constraints 

– Moving from service performance to service innovation 

– Citizen-designed services – a more participatory approach 

– The bar is not static – service standards are a moving target and improvements breed expectations of further 

improvement 

– Staying apace with best in class service experiences 

– Demand for faster, convenient and more customized services – channel integration 

– Continued integration of digital and social media within the service mix 

Serving people with 
disabilities 

Service 
standards for 

emerging 
channels 

Satisfaction across 
channels 
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Citizens First 6:  A change in the approach 

TWO DISTINCT SURVEYS 

 Many sponsors ... Many areas to explore: 

– Trend analysis – tracking key performance metrics (1998-2012) 

– New areas – potential “game-changers” in service delivery 

CF6 (Part 1) 
Satisfaction with Services and 

Assessments of Recent Interaction 

– Ratings of the quality of 90+ 

services, across jurisdictions 

– Deconstructing a recent service 

experience:  drivers of satisfaction, 

channels used 

CF6 (Part 2) 
Emerging Areas of Interest                                                            

– Co-location of services 

– Service standards and expectations:  unexplored 

traditional and new service channels 

– Possible application of digital technologies and 

social media 

– Service options and controlling costs 

 

1 
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Citizens First 6:  A change in the approach 

PART 1:  SHIFT TO A LARGER PROPORTION OF ONLINE SURVEY COMPLETIONS 

 CF6 offered an opportunity to migrate a larger proportion of survey respondents from 

mail to online.   

– Now possible due to high levels of internet penetration 

– Yields some cost savings 

CF3 

(33%) 

CF5 

(50%) 

CF6 

(77%) 

Proportion of respondents drawn from an online panel 

The key findings presented here are based on results from the two surveys.  While different methodologies were 

employed and the sample sizes varied, the results can be woven together to tell an interesting story. 

Part 1 – n=9,857 (mail + online), margin of error = +/- 1.0 %, 19 times out of 20 

Part 2 – n=1,689 (online + telephone), margin of error = +/- 2.4%, 19 times out of 20 

All Fieldwork:  April-June 2012 

2 

Note:  The mail and online samples were compared on key demographic and attitudinal 

measures.  Results indicated that the two samples could be merged and the report based on 

the combined total sample, rather than reporting mail/online results separately. 
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Highlights from Citizens First 6 

 Satisfaction scores have increased (from CF5 to CF6), but perceptions of service and 
service quality have remained relatively flat 

Widen the focus beyond the interaction to the 
full spectrum of the citizen service experience 

Target resources to those areas (modes, types of services) 
which will have higher impact/higher return 

Meet expectations for personalized, customized interactions 
with judicious use of online and digital tools 

Interesting dichotomy – expanded use of digital tools may make 
the citizen’s experience more human and respectful 

THREE WAYS FORWARD 
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How Did We Do? 
Key Service 
Performance Metrics 

(from Part 1) 
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While perceptions of service at the municipal and federal levels have improved, 
the increase reflects a return to levels found in 2002/05 
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*Significantly higher than CF5 score, with a margin of error of 1%, 19 times out of 20. 

* 
* 

Overall Perceptions of Government Service 
 Trend Data, by Jurisdiction 
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The long-term trend in client satisfaction is positive, although the Service Quality 
Index (SQI) score has been stable since 2005 
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National

Average Score (0-100)* 

Citizens First Wave 

*Created from a basket of 25 services which have been tracked since CF1, see pages 28-29 of the Report for more details. 

1998 2000 2002 2005 2008 2012 

Service Quality Index Trend Data 
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SQI Services 

Health card application or renewal Contacted a municipal police force for help 

Contacted your municipality regarding property 
taxes 

Obtained or provided consumer information 

Visited a public library Used the Job Bank 

Obtained vaccinations 
Visited one of Canada’s national parks or heritage 
sites 

Visited a doctor’s office or clinic Obtained tax information 

Taken a course or completed a program of study at a 
provincial college or university 

Obtained or received CPP, OAS, GIS 

Contacted your municipality regarding property 
taxes 

Used the services of the National Film Board, 
National Museums, National Arts Centre, National 
Archives, National Gallery 

Birth, marriage, death registration and certificates 
Obtained or renewed a license or permit for 
Fisheries and Oceans, Canadian Firearms, Transport 

Stayed in a hospital to receive care 
Accessed services provided by Veterans’ Affairs 
Canada 

Used a municipal recreation centre Obtained or renewed a passport 

Received hospital services as an outpatient 

Visited a provincial/territorial park or campground 

Contacted the fire department for help 

A housing subsidy 
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Another way of examining service performance is by categories or types of 
services – those that have a number of features in common 

A Different Lens …. 

Transactional services: the physical 

exchange between government and 

citizen of a tangible good or service, 

excluding information 

Permits, certificates, licences; financial aid, compensation or support; employment or career planning services; 

contacted the fire department or police force for help; contacted municipality regarding property taxes; booked a 

campsite; obtained vaccinations; filed income tax returns; applied for or received benefits/credits; accessed 

services from Health Canada and/or the Canadian Food Inspection Agency; federal financial benefits, pensions 

or support programs; applied for or received a student loan; accessed employment programs; Aboriginal 

services; Canada Post; immigration, international and non-Canadian services 

Information/advisory services: 

requests for information or advice only 

Information services; contacted a planning and land development department; requested technical help or 

advice for activities related to Agriculture or staring a small business; contacted Revenu Québec to discuss tax 

file; contacted the courts for information regarding legal procedures; used the Job Bank; weather/ environment 

services; federal government information/services to assist with travel outside of Canada 

Relational services: interactions that 

are more experiential in nature versus 

transactional 

Lived or stayed in public housing or at a shelter/hostel; culture recreation, transit (municipal or provincial, 

excluding booking a campsite); health care, counselling (excluding toll-free health information line and obtaining 

vaccinations); education, early childhood care, daycare; federal parks, museums, culture 

Voluntary services: not required by 

government, obtained by choice 

All services excluding involuntary services (see below) 

Involuntary services: required by 

government 

Permits, certificates, licenses or identification; automobile insurance; filed income tax returns; obtained or 

received CPP, OAS or GIS (where applicable); Canadian Citizenship Services 

Government-delivered services: 

interactions for which it is completely 

transparent that the service is being 

provided by government 

 

Information services; permits, certificates, licences or identification; financial aid, compensation or support; non-

financial aid, advice; legal, human rights, security; culture, recreation, transit; health care, counselling (excluding 

ambulance services, or medical doctor‟s office or clinic); public school; all federal services excluding student 

loans, employment programs, Aboriginal services, Canada Post and immigrant settlement services 

Third Party-delivered services: 

offered by government through a third 

or arms-length party 

Assistance from a wage subsidy program; ambulance services; medical doctor‟s office or clinic; subsidized 

public daycare; roads; course or program of study at a provincial college or university; employment, professional 

training 

Social entitlement services: income 

benefits/supports that citizens have a 

right to receive if they qualify 

Childcare subsidy; injured workers‟ compensation or programs; retirement pension; income support/assistance, 

welfare; tax benefits and credit programs; CPP, OAS, GIS; Employment Insurance 
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Again, overall satisfaction scores vary considerably ... We need to explore why in 
more depth 
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Ratings of Other Local/Municipal Services 

Average score (0-100) 

National 
Best in 
Class 1 

Best in 
Class 2 

Service CF1 CF2 CF3 CF4 CF5  CF6 CF6 CF6 
Information services 
Information services of your municipality, 
including telephone, websites and publications 

-- -- -- -- 64 66 71 71 

Permits, certificates, licences 
A building permit 58 56 57 65 60 65 75 75 
Financial aid, compensation, support 
A childcare subsidy -- -- -- 55 61 62 n/a n/a 
Self-employment assistance (financial aid to 
start a business) 

-- -- -- 46 35 40 n/a n/a 

A housing subsidy -- -- -- 53 48 57 n/a n/a 
Income support/assistance, social assistance, 
welfare 

44 45 51 56 58 60 61 74 

Assistance from a wage subsidy program -- -- -- -- -- 62 n/a n/a 
Non-financial aid, advice 
Contacted a planning and land development 
department for information or advice 

-- -- 49 58 52 56 67 67 

Lived or stayed in public housing that is owned 
and operated by Government (e.g., rent is 
based on income) 

52 50 46 60 53 58 n/a n/a 

Live or stayed at a shelter or hostel -- -- -- 58 50 56 n/a n/a 
Used employment or career planning services 
(e.g., labour market information, employment 
counselling, job search skills, etc.) 

-- -- -- -- -- 56 62 65 

Requested technical help or advice for starting 
up a small business 

41 44 49 59 46 53 n/a n/a 

QD1-58:   Have you or your family used any of these other local/municipal or provincial/territorial services in the past 12 months? If you have, please rate the quality of service, from 

“Very poor” to “Very good”. 

Base:  All respondents (excluding DK responses) 

C Caution, small base size; n/a Base size too small to report 
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Ratings of Other Local/Municipal Services 
Average score (0-100) 

National 
Best in 
Class 1 

Best in 
Class 2 

Service CF1 CF2 CF3 CF4 CF5  CF6 CF6 CF6 
Legal, human rights and security 
Contacted the fire department for help -- -- -- 85 75 83 89 89 
Contacted the municipal police force for 
help 

-- -- -- 64 59 69 73 73 

Contacted your municipality regarding 
property taxes 

-- -- -- 59 58 63 65 72 

Culture, recreation, transit – in your 
municipality 
Used a municipal recreation centre -- -- -- 76 72 78 81 85 
Used municipal public transit (bus, 
streetcar, subway) 

58 58 61 64 61 64 69 71 

Visited a municipal museum or heritage 
site 

-- -- -- -- 77 80 82 84 

Visited a municipal park or campground -- -- -- -- 76 77 80 80 
Visited a public library 77 77 79 83 80 85 87 89 
Health care, counselling 
Called a toll-free health information line 
(e.g., poison etc.) 

-- -- -- 73 72 75 74 82 

Obtained family services, counselling, or 
children’s aid from a public organization 

56 55 45 67 68 69 n/a n/a 

Obtained vaccinations (e.g., flu shot) -- -- -- 86 82 87 87 92 
Used ambulance services -- -- 80 79 78 82 83 88 
Education, early childhood care, daycare 
Sent a child to subsidized public daycare -- -- 60 69 69 76 86 86 

QD1-58:   Have you or your family used any of these other local/municipal or provincial/territorial services in the past 12 months? If you have, please rate the quality of service, from 

“Very poor” to “Very good”. 

Base:  All respondents (excluding DK responses) 

C Caution, small base size; n/a Base size too small to report 
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Satisfaction with service has improved ... Generating awareness of services and 
access points, then delivering a great experience has a big impact 

32 31 18 9 10

Satisfied (%) Dissatisfied (%) 

OVERALL SATISFACTION SCORE (0-100) 

Average Score = 67/100 (CF6) 

Average Score = 59/100 (CF5) 

“Thinking about the entire experience, how satisfied were you with the service that you got?” 

Neutral (%) 

SATISFACTION VARIES BY AWARENESS AND WHETHER SERVICE MET EXPECTATIONS 
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22
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Thought they knew, but didn't

Didn't know

Service was better than expected

Neither better nor worse

Worse than expected

OVERALL SATISFACTION SCORE (0-100) 
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At least 1 in 5 Canadians aren‟t sure where to go for services related to 
information/advice or problem solving 

Awareness of How to Get the Service, by Nature of Interaction 
(% saying ...) 

Knew how to 
get the 
service 

Thought they 
knew but 

didn’t Didn’t know 

CF5 CF6 CF5 CF6 CF5 CF6 

Information/Advice 72 78 16 10 12 11 

Routine Transaction 79 89 13 5 9 6 

Application or Registration 79 83 12 8 9 9 

Solving a problem, correcting an error, making a 
complaint 

67 72 19 16 14 12 
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Satisfaction scores vary by type of service – complexity, staff attributes make a 
difference – but, in general, scores for most types of interaction have improved 

71

69

65

52

Routine transaction

Application or registration

Getting information or advice

Solving a problem, correcting error, making a complaint

OVERALL SATISFACTION (0-100) 

“Thinking about the entire experience, how 

satisfied were you with the service you got?” 

64 

59 

62 

44 

CF5 CF6 

NATURE OF 

INTERACTION 

(as identified by 

the respondent) 
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Overall Satisfaction with Recent Experience by Number of Channels Used 

QF48:   Thinking about the entire experience, how satisfied were you with the service you got? 

Base:  All respondents (excluding DK responses) 

71

66

59

55

40

60

80

100

One Two Three Four

National

Average Score (CF6) 

Number of Channels Used 

Satisfaction levels drop quite dramatically as the 

number of channels used increases – a 16-point 

difference in ratings of satisfaction between 

those using one channel and those using four. 
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75

70

68

68

62

61

Kiosk

Office/ Counter

Online/ Website

Regular Mail

Telephone

Email

43 86 

69 76 

27 38 

34 35 

44 44 

23 29 

Government efforts to improve websites are paying off … but still a ways to go 

OVERALL SATISFACTION (0-100) 

“Thinking about the entire experience, how satisfied were you with the service you got?” 

EFFICIENCY SCORE* 
CF5 CF6 

MAIN 

METHOD OF 

CONTACT 

*Efficiency score is defined as the percentage of respondents, 

who only used this channel AND who said they got what they 

needed (i.e., completed the service without having to resort to 

another channel). 

A Different Lens …. By Channel 
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Using this Channel 
% 

Used this 
Channel 

first 
% 

Only used 
this 

Channel 
% 

Used this 
Channel 

later 
% 

Main 
Method 

% 

Office/Service Counter 61 76 39 74 

Telephone 72 44 28 70 

Website 81 38 19 64 

Regular Mail 37 35 63 20 

Email 17 29 83 34 

Kiosk 22 86 78 24 

Patterns of channel use suggest that further value to citizens, and potentially cost 
savings, could be gained by driving more services online, but also fulfillment  

CHANNEL USAGE 

47

42

38

16

10

5

Among those using each channel 
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Accessibility remains an issue for people with disabilities 

64 62
58

71 69

61

46
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80

100

Staff interacted with me in an

appropriate manner

My independence was

respected while getting this

service

The service was designed so

that I could access it without

difficulty

The service was available in

alternative formats

CF5 National CF6 National

Average Score (0-100) 

Thinking about the service you just described, how much do you agree with the 

following statements?* 

*Small base size.  Results should be interpreted 

with caution. 

n/a n/a 

A Different Lens …. Persons with Disabilities 
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Government has more work to do creating a service environment that is both 
inclusive and reflective of diversity 

Q: “I can easily access any 
provincial/territorial government 

service that I need.” 
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Q: “Services offered by my 
provincial/territorial government  
are responsive to the needs of a 

diverse population.” 
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Q: “The voices and needs of 
varying ethnic and demographic 

groups are reflected in the 
services provided by my 

provincial/territorial 
government.” 

58 55 53
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Digging Deeper using 
„Drivers of Client 
Satisfaction‟ 
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Performance on All Drivers of Satisfaction 

Average Score (0-100) 

National 
Best in  
Class 1 

Best in  
Class 2 

Driver CF6 CF6 CF6 

My dignity was respected while getting this service 77 79 81 

I was treated in a friendly, courteous manner 77 77 80 

I was treated fairly 75 77 77 

Staff were competent 74 75 77 

Staff were knowledgeable 73 75 76 

Instructions were easy to understand 72 74 76 

It was easy to find what I was looking for 70 73 74 

I got clear, accurate information 70 72 73 

Staff providing this service demonstrated they know and understand their client’s 
needs 

69 71 72 

The process was easy to complete 68 70 72 

Staff providing this service demonstrated they care about what they do 68 69 72 

Overall, I was satisfied with the amount of time it took to get the service 65 65 70 

It was clear what I could do if I had a problem 63 66 66 

Staff went the extra mile to get me what I needed 60 61 66 

It was clear how long the process would take to complete 58 60 63 

Staff went above and beyond what I expected to resolve problems when they arose 57 61 61 

QF26: Please indicate your level of agreement with the following statement. 

QF50-64: Please rate the organization‟s performance in providing this service. 

Base:  All respondents (excluding DK responses) 
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Starting to understand the variable drivers by service type 

Driver 

Drivers of Satisfaction by Service Type 

Transactional Relational 
Information 

and Advisory 
Voluntary Involuntary 

Government-
delivered 

Third Party-
delivered 

Social 
Entitlement 

Timeliness                         

Ease of finding what I was looking for 

Outcome 

Staff went above and beyond to resolve 
problems 

Staff went the extra mile X X X 

Staff demonstrate they know and understand 
client needs X X X X X X 

Staff demonstrated they care about what 
they do X 

Staff were competent X 

Treated fairly X X X X 

My dignity was respected while getting this 
service X 

Process was easy to complete X X X 

Clear how long the process would take X 

Got clear, accurate information X X X 

Instructions were easy to understand X 

It was clear what I could do if I had a problem X 
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Meeting citizens‟ needs and expectations are key drivers for municipal services ...  
Additional drivers play a role depending on the type of service 

Driver 

Type of Service 

Garbage 
collection 

or disposal 
Recycling 

Snow 
removal 

Road 
maintenance 

Traffic 
Management 

Drinking 
water 

Service is provided in a timely manner X X X X 

Government provides all the 
information about this service that I 
need 

X 

Staff would go above and beyond to 
solve a problem 

X 

Staff go the extra mile to provide good 
service 

X 

Service staff demonstrate they know 
and understand client needs 

X 

Service meets my expectations X X X X X X 

Service provides good value for tax 
dollars 

X X X X 

Service gives me what I need X X X X X X 

Service was done properly X X X X 

Drivers of Satisfaction for Municipal Services 
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I was satisfied with the amount of time it took to get the service 

It was easy to find what I was looking for 

In the end, I got what I needed 

Staff went above and beyond to resolve problems when they arose 

Staff providing this service demonstrated they care about what they do 

I was treated fairly 

Staff went the extra mile to get me what I needed 

I got clear, accurate information 

It was clear how long the process would take to complete 

The process was easy to complete 0.033

0.037

0.041

0.045

0.059

0.068

0.092

0.196

0.225

0.261

Key Drivers of Service Satisfaction -- Overall 

Adjusted R square = .732; F10,4781 = 1310.539, p <.001 (stepwise) 

Significant independent variables and associated Standardized Beta Coefficients are shown in the 

table 

(DV) Thinking about the entire experience, how satisfied were you with the service you got?  

National results 

 The three primary drivers of service satisfaction overall are: timeliness, ease of access, and positive outcome. 

 Staff characteristics that have the greatest impact on satisfaction are: going above and beyond expectations to resolve 
problems, demonstrating caring, fair treatment of clients, and going the extra mile. 

 Aspects of the process that have the greatest impact on satisfaction are: providing clear, accurate information, managing 
expectations about how long it will take, and, ensuring that it is easy to complete. 
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Importance versus Performance on Key Drivers of Service Satisfaction 

50 55 60 65 70 75 80

I got what I needed 

X-axis: Average score; Y-axis: Standardized Beta score 
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Staff providing the service 

demonstrated they care 

about what they do 

The process was  

easy to complete 

I got clear, accurate  

information 

I was treated 

fairly 

National results 
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Key Drivers of Service Satisfaction for Transactional Services 

Adjusted R square = .702; F8,1617= 480.108, p <.001 (stepwise) 

Significant independent variables and associated Standardized Beta Coefficients are shown in 

the table 

 

National results 

I was satisfied with the amount of time it took to get this service 

It was easy to find what I was looking for 

In the end, I got what I needed 

The process was easy to complete 

Staff demonstrated they know and understand their clients‟ needs 

I was treated fairly 

Staff went above and beyond to resolve problems when they arose 

Staff providing this service demonstrated they care about what they do 0.056

0.057

0.063

0.063

0.092

0.159

0.242

0.328

(DV) Thinking about the entire experience, how satisfied were you with the service you got?  

 The three primary drivers of service satisfaction for transactional services are: timeliness, ease of access, and positive 
outcome. 
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Key Drivers of Service Satisfaction for Information/Advisory Services 

Adjusted R square = .749; F6, 473= 239.45, p <.001 (stepwise) 

Significant independent variables and associated Standardized Beta Coefficients are shown in 

the table 

National results 

It was easy to find what I was looking for 

In the end, I got what I needed 

I was satisfied wit the amount of time it took to get the service 

Staff went above and beyond to resolve problems when they arose 

Staff demonstrated they know and understand their clients‟ needs 

Instructions were easy to understand 0.099

0.117

0.13

0.211

0.242

0.246

(DV) Thinking about the entire experience, how satisfied were you with the service you got?  

 The three primary drivers of service satisfaction for information/advisory services are: ease of access, positive outcome and 
timeliness. 

 Unique to information/advisory services is the driver “instructions were easy to understand”. 
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Key Drivers of Service Satisfaction for Social Entitlement Services 

Municipal results 

• This includes welfare, social assistance, childcare subsidies, and wage subsidies. 

• The findings are interesting given how strong staff skills become, particularly ‘demonstrating that they know and 

understand their clients’ needs’ (which becomes the strongest driver instead of fourth for national services) and ‘staff 

went above and beyond what I expected to resolve problems’ (third strongest driver instead of fifth). Traditional drivers 

related to transactional fall lower or off the list, with the exception of „timeliness’.  Lastly, compared to national social 

entitlement services, „staff competence’ replaces „it was easy to find what I was looking for‟. 

(DV) Thinking about the entire experience, how satisfied were you with the service you got?  

Staff demonstrated they know and understand their clients‟ needs 

Overall, I was satisfied with the amount of time it took to get the service 

Staff went above and beyond to resolve problems when they arose 

Staff demonstrated they care about what they do 

My dignity was respected while getting this service 

Staff were competent 0.122

0.124

0.142

0.263

0.313

0.455

Adjusted R square = .806; F6, 187= 115.797, p <.001 (stepwise) 

Significant independent variables and associated Standardized Beta Coefficients are shown in 

the table 
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Fiscal Pressures:  
Doing More with Less 

(from Part 2) 
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Reducing the number of government service centres by moving more services 
online, and having fewer services available in person 

Increasing the fees for all services provided in person at government service 
desks and centres 

Making all routine services available only online 

Reducing costs of government call centres by moving more services online, and 
increasing the wait times for clients who call into government 

Reducing costs at government service centres (i.e., cutting staff), and increasing 
the wait times for clients 

Increasing the fees for all services 

In the face of obvious fiscal pressures, citizens aren‟t inclined to 
compromise (much) 

29

17

16

15

14

8

Options 
% Ranking the 
Option 1st out of 6 

AB 33% 

ON 32% 

BC 31% 

QC 26% 

ATL 23% 

MN/SK 21% 

Rank the following six approaches to balancing costs and services, 

from 1 through 6, with 1 being your most preferred approach 

36% 
If governments need to reduce the cost 
of delivering services, citizens should 
expect reduced levels of service  
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New Technologies:  
Meeting Expectations 

(from Part 2) 
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Expectations for GOVERNMENT OFFICES and SERVICE CENTERS 

How important is it for Canadians to be 
advised what the wait time is when at a 

government office or service center? 

60 9 2128

Very important Important
Neutral Not very important
Not important at all

54%46%

Government 
hours should be 

more flexible 

32%

34%

34%

They should be open for 
extended business hours 

They should be open evening 
hours on weekdays 

They should operate 
during usual business 

hours on weekdays, but 
be open for a period of 

time on weekends 

Standard hours 
of operation are 

acceptable 
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Expectations for GOVERNMENT WEBSITES 

What is the maximum number of 
web pages you should have to 
look at in order to find the 
information you need? 

4%

32%

38%

What is a reasonable amount of 
time to spend online finding the 
information you need? 

2-4 minutes 

5-9 minutes 

1 minute 64%  
feel under 5-9 

minutes is 
reasonable 

4%

32%

38%

1 minute 

2-4 minutes 

4%

32%

38%

1 minute 

5-9 minutes 

4%

32%

38%

1 minute 

3-5 

2 

4%

23%

65%

7%

1%

1 

6-9 

10+ 

(40% in Quebec, and 
26% in BC) 
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Expectations for LENGTHY INQUIRIES, REQUESTS OR TRANSACTIONS 
 

Yes

83%
No

17%

Do you expect an update on 
status as your inquiry, request or 

transaction is in progress? 
Being able to access and track the progress of your/my 

request online, using an account or file number 

Having government  send you an interim status update or 
series of updates 

Both 

55

8

36

FOR THOSE WANTING AN UPDATE:  What is your preferred 
way to receive an update?  

Regular Mail 

Email 

Both 

17

48

35

FOR THOSE WANTING AN INTERIM UPDATE:  Would you prefer 
government to send an interim status update by ...?  
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Online payments or online 
banking 

87 

Mobile devices with data, such 
as mobile applications 

70 

Text messaging (e.g., SMS) 47 

Blogs or message boards 29 

Twitter 25 

Facebook 24 

YouTube 23 

What are the opportunities for new technologies within the service mix?  ... A 
clear desire now for online payment capability and mobile applications 

4

21

23

5

4

16

5

13

20

9

5

21

13

42

7

10

13

4

14

27

16

3

3

7

4

6

13

3

4

6

12

5

6

13

18

52

39

54

78

37

30

16

Several times a day Daily
Weekly Monthly
Less than monthly Never

Frequency of use of new technologies and tools 

Likelihood of using 
each to receive 

information from or 
transact with 
government?       

% “likely” Total Sample 

would prefer to use new and 
emerging technologies, rather 
than traditional channels to 
get services from government 

28%  
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Expectations for ONLINE PAYMENT SYSTEMS AND TEXT MESSAGING 
 

59%

16%

If you make a payment for a government service online, how 
quickly do you expect to receive confirmation that your 

payment has been processed?  

Instantaneously 

Within an hour 

If you send a text message to a government 
agency, department or official, how quickly do you 

expect to get a response? 

23%

11%

15%

34%

14%

3%

1%

Within an hour 

Within 2 hours 

Within 4 hours 

The same day 

The next business day 

Within 2 days 

Within 3 days or more 

83%     
would be 

satisfied with 

a response 

within the 

same day 
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Ideas for Action 
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Possible Priorities for Service Improvement 

Focus on the “end-to-end” process 

Consider the totality of the service experience, not just the service interaction itself 

 

Journey mapping – Map the client experience (by type of interaction) against current processes, identify gaps and 

address misalignment 

Citizens have expectations before they interact with government – how do I get the service?  what are the best ways of 

accessing the service?  what is the process?  how long will it take? 

 

Properly managing citizens‟ expectations at each step in the “experience”, across all delivery channels, could also 

positively impact citizen satisfaction – clearly indicate turnaround and wait times 

Manage expectations at all stages 

   Greater emphasis on “soft skills” 

The next wave of improvements in service delivery may come not only from technological improvements, but by 

increasing the “emotional intelligence” (EQ) of delivery mechanisms (not restricted to only those involving a “human” 

interface) 

 

Particularly important for certain client groups, types of transactions/interactions 
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Possible Priorities for Service Improvement 

Continue the drive online 

In an era of deficit reduction, the best opportunities for cost efficiencies exist in driving additional services online and 

ensuring citizens can complete the interaction/transaction in this mode 

 

Some types of interactions or “baskets” of services may lend themselves more to this channel (routine) 

 

 

Streamline the multi-channel experience 

   Segment by service type 

Continue the drive online 

Backroom improvements to enhance consistency in delivery of services across channels in a coordinated manner 

 

Government websites are an integral component – As government continues to migrate routine services online, search 

functions and general website architecture could be enhanced.  Citizens expect to be able to do more online and do it 

quickly.  Best practices in web design should be integrated as web sites are updated, and web usability testing 

undertaken to ensure the online experience reflects the user experience 

It‟s helpful to look at the performance of services and the drivers of service satisfaction by type or category of services, 

bundling together “like” services.  CF6 is a first cut at this approach which will be further refined.  Additional discussions on 

how to categorize services are necessary and additional baskets (i.e., high/low/no touch services) may be useful.   

 

How does this help?  The nature of the motivation to obtain the service, the interaction and the citizen‟s expectations may 

vary quite markedly according to the type of service.  This type of analysis offers another lens through which to view the 

citizen‟s service experience, and learning that could be valuable in breaking down the tendency toward bureaucratic silos.    
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Possible Priorities for Service Improvement 

Continue the drive online 

Improvement against your own metrics  

 

And, most importantly, compared to other non-government service experiences.   This will be particularly important with 

respect to the ever-changing/ever-improving online environment 

 

 

Measure progress in two dimensions 

 

 



STRICTLY PRIVILEGED AND CONFIDENTIAL   50 

Questions 
 
 

Contact Information 

Cody Dodd 
Program Manager 

Cody.Dodd@iccs-isac.org 
416-325-5822 

http://www.iccs-isac.org/

