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Presentation Outline

1. The Global Transformation of Public Sector Services

2. Researching Citizens’ and Businesses’ Service Need:
and Expectations

3. Implementing One-Stop Service, and Achieving
Service Excellence

4. Enhancing Citizens’ Trust in Public Organizations



THE GLOBAL PUBLIC SECTOR
SERVICE REVOLUTION

Listening to Citizens and Businesses to ldentify their
Service Needs, Satisfaction, and Priorities for Improvement

Creating, Integrated One-Stop Service and E-Government
Solutions to Improve Accessibility, Convenience and
Efficiency

Measuring, Benchmarking and Improving Client
Satisfaction to Achieve Service Excellence




Government Service Delivery from

the Citizens’ (“outside-in”) Perspective
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An Integrated Approach

to Citizen-Centered Service

MEASURING CITIZENS AND BUSINESS NEEDS,
|(_ EXPECTATIONS AND SERVICE SATISFACTION |

Surveying
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and
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EASY ACCESS
AND ONE-STOP
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Process and Productivity Improvement

External Service Transformation

Internal Service Transformation

E-Government and Service & Channel Integration

SERVICE TRANSFORMATION POLICY AND STRATEGY <
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OPDC is Leading Similar Changes in Thailand:
Measuring Satisfaction with Services; e-Government;
Streamlining Processes; One-Stop Service for Citizens

and Business; and Improving Citizen Access (1111)
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Since this Is an International Phenomenon:
What Are Some Global Best Practices?
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1. Global Best Practices in
Understanding Citizens’ and Businesses’
Service Needs and Expectations:

Canada and New Zealand
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“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.”

-Task Force on Service Delivery Models,
Government of Canada
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Canada and New Zealand are Global Leaders
In Regularly Surveying Citizens’

Service Expectations and Satisfaction

&
NEW ZEALANDERS' SATISFACTION WITH PUBLIC SERVICES
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New Zealand- Surveying Citizens and Using

the Results to Drive Service Improvement
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NEW ZEALANDERS SATISFACTION WITH PUBLIC SERVICES

Since 2006, the New Zealand
Government has annually
surveyed a random sample of

several thousand Citizens to
identify citizens’ service
Expectations, as well as
Government Service Performance.

«Since 2012, the Kiwis Count
surveys are conducted quarterly




Kiwis Count e=

Service Quality Score Trend: All Services (2007 to 2012)
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NEW ZEALANDERS' SATISFACTION WITH PUBLIC SERVICES

New Zealand: Improving Government Service
Satisfaction Scores through Citizen Surveys

Service Quality Scores: Service Groups

Service Quality Scores

Service Group Change in SQ5S

2009 June 2012 (2009 to 2012)
Border Services 71 77 &
Taxation & Business? 62 68 &
Justice & Security 63 &7 5
Environment & Recreation 72 Vs 3
Local Government 69 ;2 3
Health 69 /2 3
Social Assistance & Housing 68 S0 2
Passporis & Citizenship £ 7 /8 1
Education & Training &8 69 1

Motor Vehicles . /9

Service Quality Overall &9 72 3
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NEW ZEALANDERS' SATISFACTION WITH PUBLIC SERVICES

New Zealand- Satisfaction Scores are Rising

Service Quality for Individual Services

The Kiwis Count data collected between February 2012 and June 2012

showed that 27 services improved since Kiwis Count 2009. Twelve of

these increases were statistically significant (up from nine in 2009). The

largest increases came from the services Importing goods into New
Increased Zealand or customs duties and New Zealand superannuation. Both

increased by nine points.

Three services recorded the same service quality score in the first six
months of 2012 as they did in the 2009 survey.

No change

Six services recorded decreases in service quality, although only one,
Applyving for or receiving a student loan or student allowance, was a
statistically significant decrease (four services recorded significant

/|

declines in the 2009 survey).

Decreased



Citizens’ satisfaction with New Zealand Police

services hits record high

Wednesday, 15 May 2013 - 10:13am, National News
"Public satisfaction with Police services has hit record high
levels, a recent survey shows. Monthly results for April
2013 in Police’s ongoing citizens’ satisfaction survey have
recorded the highest ever level of satisfaction with Police
service delivery, - contributing to a overall satisfaction
rating of 83% - up 1% for the year to date

“Also really pleasing is that public trust and confidence in
Police remains high at 78%, a rating that would be the envy
of many overseas police jurisdictions. (www.police.govt.nz)




Canada: Systematic Listening to Citizens

and Business, and Improving Performance

Understanding the Biqg Picture (Citizen Level)
Citizens First national surveys every two years
Taking Care of Business national surveys every two years
Annual Canada Internet Panel (13,000 people)
National focus groups (e.g. telephone service)

Departmental/Program Level (Client Level)

The Common Measurements Tool (CMT)
Developed by public managers for public managers
Housed at the Institute for Citizen Centred Service

WWW.ICCS-ISac.orq

Institude for
uillu -Canired i

& =

The CMT is based on the known “drivers” of client satisfaction
The CMT permits programs to benchmark their results with others
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Listening to Citizens’ and Business’ Service
Expectations and Satisfaction in Canada:

Systematic Biennial National Surveys

(sponsored and funded by all levels of government)
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Engaging with Canadians:

he Government of Canada
Internet Panel

‘Canada has used Internet-based citizen panels for
over a decade.

Over 13,000 Canadians have been recruited to the Canada
Internet Panel each year,

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

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

On-line focus groups are conducted on service Issues

“Canada also leads the world in its systematic engagement with its
citizens’ views. The Internet Research Panel recruits over 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 foreign policy.”— Computing.co.uk
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Canada: the Surveys are Conducted by the
Governmental Institute for Citizen Centred Service

 The Institute is Governed and funded by two Councils: the
Service Delivery Council and the Chief Information Officers
Council, representing all three levels of Government.

l Institvls for

(T-' T eehaaia WWw.iccs-isac.org

b~ il [

“The Institute for Citizen-Centred Service, works with
governments across Canada and around the world to
Improve citizen satisfaction with public sector service
delivery.....Canada's focus on self-examination and its
relentless pursuit of user feedback have allowed it to
continue to build what is clearly one of the world-leading
customer-focused government programs...setting the standard
for the rest of the world." ... ..,Accenture

>
accenture
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The Survey Research Tracks Government Service

Delivery from the Clients’ (“outside-in") Perspective
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How Do Citizens Experience
Government Service?

Service Delivery:
Citizens’ Experience

N Finding Accessing

Citizens’ H the ‘ the q with the Service
Needs & Service Service Provider
Expectations ﬁO% (t)f Ctitiztetnszig tnhOt know Public services received an
where to start to find the service : :
average service quality score of 72
_Over 90% of they needed: ’ out of 1qOO (C)IIZS)
Citizens expected -confusing blue or Web pages
as good or better -services not well advertised, (CF5) Five factors drive service
service from the _ . o satisfaction: timeliness,
public sector than TV\_/o_thlrds of Citizens said it was knowledge & competence,
the private sector. d'ff_'c;m = zta_ccetshs the pedopo:e or courtesy/extra mile, fairness
- information they needed: ) QUG
Citizens often -busy telephones
needed more than -voice mail or IVR When all five are performed well,

public services score 87 out of

one government -“not my department”
service — especially - broken links on Web sites (CF5) 100; when one driver fails the score
when dealing with drops to 74/100, when four fail —
life events such as Citizens are often required to 37/100 (CF3)
Sl Gkl Ui manage the “white space” Timeliness is most important
unemployment and between related services driver across all services & the
migration (service bundles/clusters) telephone channel remains their

LL
priority for improvement.
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The Canadian and UK Research:

Five Main Factors Drive Service Satisfaction

These satisfaction drivers and their relative importance are
those found in the Citizens First Studies

Citizens First

CLIENT SATISFACTION

Knowledge f .
l Timeliness

I
Fairness
L

Extra Mile

©ICCS-

ISAC 2005
* Drivers vary by type and strength with the business line and channel



Canada: A Steady Increase in Citizens’ &
Businesses’ Service Satisfaction through

Listening and Responding to Citizens
Average score (0-100)

Best

National N
Class

Service
Satisfaction

CF1 CF2 CF3 CF4 CF5 CF6 CF6

Overall*
National — 25 67 73
services

—~—
T 10 points or 15%0

Institvde for

uim: =L Rl www.iccs-isac.org

@ -




Improving performance......
making a difference for citizens

Long-term trend for 26 services

Average
service 0T
quality
rating
(0-100) o L

1998 2000 2003 2005 2008

Year
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2. Some Global Best Practices
in One-Stop Service
and E-Service:

Australia, Canada, Portugal,
Singapore, USA and Malaysia
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. 3 Levels of Government,
Open 7 days a week from 9am to 10pm
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Malaysia
Offering 70 Services;

Government




Australia’s Centrelink: over 300 one-stop offices for
citizens and businesses, plus mobile vans,
one-stop E-service, and call center service

/,,—/,:‘_'_’__—————— : I,
5 Centrelink




Portugal’s

“Citizen Shops”
Offering 50 Services

The “citizen shops” across the country come under the Institute
for the Management of Citizen Shops, a public sector institute
under the authority of the Ministry of Finance.

Services co-located include social protection, pension funds,
civil status certificates and extracts, plus business and taxation
services There are also services prowded by the Ministry of
Health, the Post Office, the railways and the national tourism
agency (over 50 government and other agencies are included).

Private companies such as banks and telecommunication
services, and notary services are also involved. The “citizen
shops” issue official documents: passports, identity cards and
driving licenses.




Canada: has 600 One-Stop Service Delivery Centers
for citizens and business at the National, Provincial

and Local Government Levels, plus a 1-800-
OCANADA call center, and award-winning E-service

making It easier

‘ ServiceOntario

’
i )
L&
FAsSt-— Friendly - EASy
[OWIATario government services
glat the clickof 1;;: gsel”
i3 A

A eSS

« Hirth, daath end marriage certificate applications® & Businass registrations®
& Licaace plata arickar ranawaly & latagrotad addrmss changs
« Access fo mora than 400 governmant forms
afd i FCH ...
"We avan have money-back guarantess on select online servicas

www.ServiceOntario.ca

&) Ontario

Service
Canada

Francais

wd
Homa

Canadd

W

Service Canada

Pagple sarving eople

Contact Lis

Edit My Profile
Chengs yeour parsanal
prefarencas

My Banafits
Ermnpl oy mient
nsurance
Apprenticeshp
Granit
e ol onaflts 1
mikgkt quality for

My Sarvices
2ot Banl
L-"IlplG'pl‘--:""l!
b i
sOFvicas

Loy Churt

Leavd jJour parshnsl
AECGUNT aFdE

Page Tools

My (Secure) Personal Page
Welcome Back Charles

Fleaso note that wo
Tanaary, 2011

hawve not roconvod your moporting cards for the week endng 22

# If you have forgotten, pleaso complete thom as soon as passible,
£ 141 LITLA™ El repodrts ankne [Vidad itoal]
s If you have found work, plesde advse us by completing tl
O wiour B35T wisit wiole acoesssd The following Services:

mant nsuranca infoonatar
spply for Eredayment |
Sabmit E1 B ird of E

Tell us what you would like to do today ¥ [; ey
|

Suggestions based on your previous activilios:

Resd to Me | I
Increase Texl Size = Mol (= Subscribe 01 RSS Podc asia
Cate Modfiad: 20LL-01-27 " Y mpoeiant Notices
Ton of Pan




Canada: 600 one-stop Servu:e Canada offlces




Inter-Governmental One Stop Centers: all levels
of government are co- Iocated at Ottawa Clty HaII
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One-Stop Health and Social Services —
“2110ntario” Involves all levels of Government

and Health & Social Service NGOs

2110ntario is a One-Stop Service

for Integrated Health and Social Services
(Internet and Telephone Channels)

211) 2110ntario.ca

~ Service Canada

.
211) 2110ntario.ca —
2
Ontario North b J &
2110ntario.ca Online
Directory of Services ott
A bilingual directory of more than County . . . ; .
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2110Cntario.ca Partner Sites = . =2 o qn g
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L ey

>
*Ontario Canadii DiTorono @ v



E-Service Development Supports Both One-Stop
Service and Ministry Service Improvement
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USA.gov: One-Stop Web Portal
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USA: The State of Texas Inter-

Governmental One-Stop Web Portal

THE QFFICIAL WEEBSITE OF THE 5TATE OF TEXAS
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Singapore: One-Stop Portal for Business

BizFile- One Day to Register a Business Online

The World Bank Ranks Singapore Number 1 in East Asia for Ease of Doing Business
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SEARCH © -
®  Entities (Including PA and PAF) P \ . ® SinaPass
) Public Accountants ) \: ) . L
- e - 3
& e-Services . \ V‘
Search By Name | » | SEARCH §
.'E;.
= Somparison Table .‘J:}) ANNOUNCEMENTS
: BUSINESS FIRM | LOCAL COMPANY FOREIGN
(SP or Partnership) | (Public/Private Ltd) COMPANY
1) Revision of Information
e - LIMITED LIABILITY LIMITED Fees
PARTNERSHIP PARTNERSHIP |
¥ Wef 1 Jan 2012, therewillbe a |
fee increase in subscription
. What is a Business Firm? services and iShop products
A business s a sole proprietorship (SP) or a partnership. Pls refer to the iShop brochure

e e oy A YA for more information.



Singapore- 25 “Citizen Connect” Offices

s Singapore Government
Integrity - Service - Excellence

There are 25 One-stop centres with easy and convenient
access to government services via internet stations

Among the 1600 Government services available, residents can
pay government bills, renew and apply for season parking
tickets, pay for library fines, apply for business licences or even
find out more government policies, such as the baby bonus, at
Citizen Connect, without needing to travel far.


http://www.gov.sg/

India: Community

Service Centers -
100,000 Kiosks in

Rural Villages, via a set
of Public-Private
Partnerships

CSC is meant to be alow cost vehicle for Government institutions to
deliver eGovernment services to the rural population of Indiain the

most cost-effective manner.

They are the physical front-end for delivery of eGovernment Services to
citizens and accepting requests for government services from the
citizen via eForms. They are also be used for delivery of services and
Interaction with private service providers.

The program has created 100,000 CSCs across India's rural and remote
locations of India as of 2012.




Conclusion: Three Types of
One-Stop Centers are Emerging Globally

1. Information Gateways (One-stop Websites, Informatlon
Counters, and Call Referral Centres)

2. Service “Department Stores” which prowde awide range
of government services in one place, either on-line or store-
front (e.g. Service Canada or the Malaysian UTCs)

3. Service Boutiques with one-stop services bundled by
client or by related services (e.g. businesses, senior
citizens, health and social services)




There Are Four Trends in One-Stop Service

The Evolution of Integrated,
One-Stop Delivery Models

Four Trends in Service Collaboration

Information Transactional Complex
Gateways Services Services
ollaboration Intra- Inter- Inter-
Departmental Departmental Governmental
Individual Integrated
l.' -
Channels Hione imenmc: Channels
Bubblegum & Formal ISD Depts. &
Goodwill Partnerships Service Utilities

Source: © B. Marson, 2005



3. Global Best Practices In
Measuring and Benchmarking Client
Satisfaction to Achieve Service Excellence:

Canada and New Zealand

Current Client
Satisfaction




Best Practice in Measuring and Benchmarking Client
Satisfaction: Canada’'s Common Measurements Tool

Institute for L'institut des

Citizen=-Cenired services axés
Service sur les clioyens

A multi-channel instrument for designing client
satisfaction surveys; has a ‘“‘bank’ of standard
questions;

COMMON MEASUREMENTS TODOL

Based on empirical research into the ‘“drivers”
CMT User Manual of service satisfaction

e G A Designed by public servants, for public servants;
& free to the Canadian public sector

[PAC <= == [AP(C

i Enables public organizations to benchmark
CAPAM Silver Award

results with others if the ‘““core questions’ are

used;
T capam |
irmemm—— Being used at all three levels of government
| 1 l X k l l i across Canada and in a number of other

countries like New Zealand, Malaysia, UAE

Used by Canada, Australia,

Malaysia, New Zealand UAE, Obtain from: www.iccs-isac.org
Qatar, and other countries




Listening to Clients and Improving Service Satisfaction
In Canada: The Common Measurements Tool,

and the Service Improvement Guide

CMT User Manual

MARCH 2004

Toward Citizen-Centred Service Delivery

for Service
Improvement
Initiatives

P

TOGETHER
improving citizen

satisfaction,
...a new focus
and measure of success

The CMT is used across the entire Canadian Public Sector
and under license in New Zealand, Australia, Malaysia, UAE, Qatar and several other countries



Citizen Access to Services:

Drivers of Client Satisfaction

Successful access concludes with contacting staff
when it is convenient — the key driver

Citizens First 4

ACCESS

Knowing where
to start and how '/ Ability to
to get the service contact staff
Ability to easily when itis
- find what or who convenient

you are looking for

©Institute for Citizen-Centred Service



Research has ldentified Five

Main “Drivers” of Service Satisfaction*

These satisfaction drivers and their relative importance are
consistent with those found in the biennial Citizens First Studies

Citizens First 4

CLIENT SATISFACTION

Knowledge | I .
Timeliness

I
Fairness
—

Extra Mile

©ICCS-

ISAC 2005
* Drivers vary by type and strength with the business line and channel



Performance on the Five “Drivers”

Determines Overall Client Satisfaction

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

10 37
Overall S L.
servif:e 6
quality
rating 4
22
2

5 4 3 2 1 0
Number of drivers scoring “Good

(where ““good™ 18 4 or 5 out of 3)



Which Drivers Most Need Improvement? *

How are we doing on the “drivers”?

100

801

60

40

20

O_
[ ] outcome [ Fairness [ ] Knowledge/ [ Courtesy/ [l Timeliness
competence extra mile Source: Citizens First 3, 2003

* Canadian research data- will vary by department and country



Canadian Service Standards:

ldentifying Citizens’ Expectations

50r
Telephone

40 39
P t of
resf)rc():r:ager?ts 30r 20

17
20F '
10
0

10sc 20sec 30sec 1 min 2min 3 min 4min 5min

75¢ |
75
In-Person Emal
[] 1998
5ol o ] 2002 52 o
Percent of 39 Percentof »0r 40 4
respondents respondents
30 29
24
25f 95
10 12
5 5 6 1
0 0
1 2-4 59 1014 1529 30-60 >60 4 hr Same day Next 2 days 3 days +

business day

Number of minutes



The Canadian Public Sector’s
Service Improvement Process

Where Are We Now?

Where Do Our
Clients Want Us To Be?

* Staff

Involvement
How Will We :
Get There? :
* E
How Do We Make :

It Happen? ‘-



Improving Client Satisfaction through Surveys

The Royal Canadian Mounted Police Surveys over 7,000
Citizens Annually Using the Common Measurements Tool
Survey Tool, and Use the Results to Improve Service

1oR What Canadians, who have had contact with the RCMP, are saying

95

82% Overall

80

Citizen Satisfaction

84
a1 82 -
75
72 ] -
1 I B i

85

83
80 83
73

?O a4

65 +—

60 +——

55 1

50

Servicein a timely fashion Extramile to provide good service Satisfied with the servicethey received

2003 w2004 2005 w2006 2007 =2003



Promote Excellence in One-Stop Client Satisfaction

(Using the ICCS Common Measurements Tool)

Customer Satisfaction Drivers OVERALL

A tof 5

verage score (outof 5) SATISFACTION
201112 =2010/11 m=2009/10 =2008/09 SCORE

Overall satisfaction

Accessibility

5a.gov.au

Find what you're looking for

online | phone | in person




Client Satisfaction with the Service Provided by the
Government of Canada's One-Stop Call Center

(S-point scale: 5 = very satislied, 1 = very dissatisfied)

iN=416: asked of those who called 1-B00 O Canada)

BT 4
AVERAGE SCORE =92%

vl

40+

b B

2

) : 2 I

Very satisfied Very dissatisfied




Canada One-Stop Business Service Centres-

Achieving Excellence in Business Satisfaction

Owverall Satisfaction with Quality of Service

215, How satisfied were you with the overall quality of service you received from the Canada
Buziness MNetwork during the last six months?

Percentage
807 85% Average Client
Satisfaction Level

00- CMT
40+

201

']_

= 4 3 2 1
Very satsfied Very dissatisfied

Phoemix SPI; CEN Clisnt Satisfacion Sarvey - 2007




Canadian and New Zealand Government
Services Outperform the Major Airlines

I TS

Airlines  Virgin Atlantic British Other BMI Group Easyjet
Aggregate Airways Airways

Police

Average of 26 Major Canadian Government Services =74

69
I |

69

Source: NCSI-UK Q1 2009



2 . Citizen Centered Service in Canada:

Outperforming the Private Sector

“Many public sector services outperform mainstream private secta
services in the eyes of Canadians” (Citizens First-4 Survey, 2006)

How do public and private services compare?
Citizens First 1 and 4
Mean Service Quality Score
_ (0-100)

Sellces 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




Service Excellence: Achieving World

Class Levels of Client Satisfaction

Royal
Canadian
Mounted

Police

82%
Client
Satisfaction

Best
Public

Sector
(oF1]|
Centers

Service

| British

M Columbia
95%

Client
Satisfaction


http://rds.yahoo.com/_ylt=A0WTefd4uF1LKIAA6jCJzbkF;_ylu=X3oDMTBqNzNhb3I1BHBvcwMyMQRzZWMDc3IEdnRpZAM-/SIG=1oh82b7a4/EXP=1264519672/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?p=royal+canadian+mounted+police&js=1&b=21&ni=20&ei=utf-8&pstart=1&fr=yfp-t-701&w=512&h=414&imgurl=www.journalstandard.com/archive/x598678438/g2582585a4642b3937ebf9014976616a97dea5bcfd73d76.jpg&rurl=http://www.journalstandard.com/news/business/x1658748084/Short-trip-long-agenda-Obama-darts-up-to-Canada&size=30k&name=&lt;b&gt;Photo+by+AP&lt;+...&p=royal+canadian+mounted+police&oid=54aa1a0898523196&fr2=&no=21&tt=15560&b=21&ni=20&sigr=1384n66h9&sigi=12ubm21fd&sigb=13r87d8ln
http://rds.yahoo.com/_ylt=A0WTefcAgjNMzmkAYJ6JzbkF;_ylu=X3oDMTBqMjRpazg1BHBvcwMxMARzZWMDc3IEdnRpZAM-/SIG=1p05p253t/EXP=1278530432/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?_adv_prop=image&va=british+columbia+legislature&fr=yfp-t-701&w=500&h=334&imgurl=i74.photobucket.com/albums/i257/Lord_Zimkel/The World/The Commonwealth of Nations/Commonwealth Realms/Caplital Buildings/Canada/Provincial Legislatures/800px-BC_Legislature_Buildings.jpg&rurl=http://www.hpana.com/forums/topic_view.cfm?tid=84949&p=38&size=87k&name=800px+BC+Legisla...&p=british+columbia+legislature&oid=b5f7bbd298728686&fr2=&no=10&tt=1383&sigr=11pakdnum&sigi=1685tjvvv&sigb=139olh92r

4. Citizen-Centered Service
and Public Trust: The Public
Sector Service Value Chalin

‘ y
q‘»




Linking the People,

Service and Public Trust Agendas

The Public Sector Service Value Chain concept proposes that these
three aspects of public management are linked:

LINK ONE: Engaged employees provide better service, and in the other
direction good service to clients results in proud and engaged employees

LINK TWO: Excellent service is one important factor that helps build trust and
confidence in public institutions

People ” Service ﬂ




Higher Levels of Employee Engagement

Drive Higher Levels of Client Satisfaction

Increasing employee engagement leads to
Improvements in service satisfaction.

Z Points

— I

Employee
Engagement

Service
Satisfaction

For every 2 point increase in employee engagement,

citizen service satisfaction increased 1 point.
Source: BC Stats July 2008



Excellent Service and Good Management

Drives Citizen Trust and Confidence
in Public Organizations

CONFIDENCE In the Public Organizations

Excellent
service ’
— Benefits to a Goosi
N leadership &
citizens Equal & management
J ethical
treatment

Citizens First4 ©ICCS-ISAC 2005



— Leadership and Management (50-65% impact)
e Listen to citizens and the views of the community;
« Admit mistakes when they happen;
« Conduct business in an open and accountable manner,
Do a good job of managing tax dollars (no scandals);

 Have strong and competent leaders, and are well
managed.

— Equal and ethical treatment (10-15% |mpact)
e Deal honestly with citizens; 0 e
* Treat people fairly and equally.

— Deliver Quality services (10-20% impact)

— Deliver services that meet citizens’ needs (10 -25%
Impact)




Region of Peel (Toronto) Research in 2011
In

Service Trust
experience & confidence

79 When clients are very satisfied with
43% ' their service experiences (averaging
above 8/10), overall trust and
confidence in Peel is 7.9 out of 10.
Satisfied
6.6 When clients are dissatisfied with
their service experiences (averaging
less than 5/10), trust and confidence
Neutral is 3.0 out of 10
This illustrates that, trust and
confidence in the Region of Peel
Dissatisfied 1 rests in part on satisfaction with
3% 3.0 Regional services.

Source: Region of Peel

[F Region o Peel
Working for gou



Qutcomes

Drivers

Peel Region (Toronto):
Service Value Chain Measurement

(average score out of 10)

Employee Client Citizen Trust

& Confidence
7.0

Engagement Satisfaction
7.0 8.0

* Quality of Life

* Clear and promising direction * Timeliness . . :

* Respectful treatment & » Service outcome (client got ) Satlsfactlon R Wa§te
recognition what they needed) cpl!ectlon, i GUElsy ene
* Learning and growth * Staff b|II|n'g . :

* Work and performance * made areal effort > cElsiEEen W'.th o
demands * gave clear and ol ;taff SErvice

* Immediate supervisors accurate information commlltments .

* Value to customers * Process ey depsss SETVICES
» Confidence in leadership *is easy to follow ) Peel meets needs 9if U
* Pay and benefits e clear what to do if diverse community

» Colleagues there is a problem

[F Region of Peel
Working for ou




Using Service “Drivers” to Improve Public

Trust in the New Zealand Police

Trust & Confidence in Police

N L2

¥
100 2 « *
w
]
80
T~ 70 71 -
' 67E
& —
# 5
40
W
: 4
0
CMT
08

2009 2012

=
.‘_l
. \.’ﬁ.’ I\)
T O

Fiscal Year


http://rds.yahoo.com/_ylt=A0WTefivCihKzCQAxYSJzbkF;_ylu=X3oDMTBxcjcwN3VqBHBvcwMxBHNlYwNzcgR2dGlkA0kxMDlfMTMw/SIG=1jaqqf04i/EXP=1244224559/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?p=new+zealand+flag+images&ei=utf-8&y=Search&fr=yfp-t-501-s&w=1181&h=788&imgurl=www.doreebonner.co.uk/upload/images/dbi_flag_newzealand.gif&rurl=http://www.doreebonner.co.uk/pages/internationalmovers.php?content_id=92&size=31k&name=dbi+flag+newzeal...&p=new+zealand+flag+images&oid=918e175f8daf3222&fr2=&no=1&tt=19736&sigr=128bdnsno&sigi=11rn3nsim&sigb=137q86rcg
http://rds.yahoo.com/_ylt=A0WTb_6Zef1KAtgAlFaJzbkF;_ylu=X3oDMTBqYmk3ZDF2BHBvcwM1NwRzZWMDc3IEdnRpZAM-/SIG=1j4jmifn3/EXP=1258212121/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?_adv_prop=image&b=41&ni=20&va=nz+police&pstart=1&fr=yfp-t-701&w=170&h=200&imgurl=media.apn.co.nz/webcontent/image/jpg/14kali.jpg&rurl=http://www.nzherald.co.nz/author/story.cfm?a_id=314&objectid=10405895&size=13k&name=14kali+jpg&p=nz+police&oid=e0ea71540bbfb7be&fr2=&no=57&tt=11813&b=41&ni=20&sigr=125hqleh6&sigi=11ffh9b4s&sigb=13aho4ajl

Conclusion: Citizen-Centered Service Delivery
Builds Citizen Satisfaction and Public Trust

Each service experience is
a moment of truth

Strengthens or weakens

confidence in public
institutions and democratic

citizenship

Both the challenge and the

glory of service delivery in
the public sector A A



http://www.google.com.ph/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=L_-d7HHhuop4eM&tbnid=ykvuJy3RzODEXM:&ved=0CAUQjRw&url=http://www.puudthai.com/category/thai-family/&ei=C24pUqijMIKDiQeh8IC4Dg&bvm=bv.51773540,d.aGc&psig=AFQjCNGUjPXhcxDufqR5Fzky60Q81LJdRA&ust=1378533134521190
http://en.wikipedia.org/wiki/File:Thai_Parliament_House.JPG

CANADA s JOURNEY: Collaboration, plus Research,
Plus Best Practices = World Class Performance

From Research to Results:

A Decade of Results-Based
Service Improvement in Canada

Brian Marson
Ralph Heintzman

New Directions Series

From Research to Results —=Marson and Heintzman
http://www.ipac.ca/documents/NewHorizonsmarsonandheintzman.pdf



http://www.ipac.ca/documents/NewHorizonsmarsonandheintzman.pdf

70
The Story of How Inter-Governmental Collaboration

and Research Helped Canada to Become
an Innovator in Citizen-Centred Service

THE MISSION GIVENTO
THE CANADA SCHOOL

OF PUBLIC SERVICE
From Research to Results:

€€ o o o
A Decade of Results-Based Within ﬁve years, using your

Service Improvement in Canada action research (JPPI‘O(JCh,
achieve a ten percent

improvement in citizen and
Brian Marson ", . . .
Ralph Heintzman business satisfaction with
government service delivery,
across all levels of government,
and across the whole country.”

New Directions Series

IPAL “* IL\PC

-Jocelyne Bourgon, Head of the Canadian

Public Service



Innovation and Service Improvement
a In the Canadian Public Sector
} (“From Research to Results”)

IDENTIFY: A Public Sector Community of Practice was
created, and Knowledge gaps were identified by the CoP

CREATE: Research was undertaken to fill the knowledge
gaps, both citizen surveys and best practice case studies

STORE: The Institute for Citizen Centred Service was
created to store the knowledge ( ). A
Formal BODY OF KNOWLEDGE was created and stored.

SHARE: The ICCS website, Publications, Learning Events,
and the Certified Service Managers Program were used to
share the knowledge across the public sector.

APPLY: Canadian Public Sector organizations (and other
countries) have applied the knowledge base to improve
citizen and business satisfaction with government
services, and to provide innovative solutions to service
delivery issues.



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

el STEP ONE:
IDENTIFY THE PROBLEM

» The first step, reflecting the action research approach, was to
convene a meetlng In Ottawa, involving thirty-six senior service
“champions” from across the Canadian public sector, together
with knowledgeable academics, for two days. The participants
from all three levels of government, and most regions of the
country, were asked to consider the following issues:

 From the citizen’s perspective, how well is Canada’s
public sector performing on service delivery?

 What research would we need to do in order to
provide an empirical foundation for a results-based
service improvement strategy for the public
sector?

* How would we need to work together in order to
Implement a research-based service improvement
strategy in Canada?



STEP TWO- CREATE

» A Community of Practice was created, called The Citizen
Centred Service Network to guide the knowledge creation.
The main pillars of the CCSN research program were:

* Areview and overview of previous public sector service
research in several countries, including an analysis of the
research gaps that needed to be filled;

» The Citizens First national survey of over 3000 Canadians, to
determine their views on public sector service delivery, their
service needs, their satisfaction levels, their service
expectations, and their priorities for service improvement;

e A study on Best Practices in Citizen-Centred Service;

A study of Innovations and Good Practices in Single-Window
Service;

e The creation of a Common Measurements Tool, to enable
public organizations to measure client satisfaction in a common
way, and to pave the way for benchmarking between
organizations.




STEP TWO- CREATE
This began an ongoing program of creating and

collecting “actionable” knowledge

for Service
[mprovement
Initiatives

How to

Conduct

Customer
Surveys [



http://www.iccs-isac.org/en/cf/index.htm
http://www.iccs-isac.org/en/tcob

Creatlng New Knowledge Through Action

Research: the Citizens First Survey

> survev was designed to fill the key knowledge gaps, and the results
of the Citizens First study had an enormous impact in terms of
Improving citizen and business satisfaction.

» The survey sought to determine what drives citizens’ satisfaction with public
sector services. The survey discovered that the “drivers” of satisfaction vary
somewnhat by service channel (e.g. telephone, in-person, Internet, mail) and
by the nature of the service, but it wasnable to identify five main drivers of
satisfaction with government service. This discovery was a major
breakthrough for the public sector,

» Not only did Citizens First identify the key drivers but, for the first time, it also
provided insights into citizens’ expectations for service standards. The
Citizens First research identified for the first time what citizens’ expectations
actually were.



http://www.iccs-isac.org/en/cf/index.htm

STEP THREE: STORE THE KNOWLEDGE

The Community of Practice needed an institution to manage the
CREATION, STORAGE and SHARING of the growing knowledge
base (Body of Knowledge), so created the Institute for Citizen
Centred Service to undertake and institutionalize those three
functions.

l |nstituvds for Ovien
Cltizen-Conirod |

Servic Gl
Q Researc h Q Common M ment / BestPract
ng dats collected through toots Tool The identification of best practices
as Citizens First and th AT, the The Common Measurements Tool (C MT) provides potential models for planning
tute supports res: nealy is a comprehensive survey instrument for and for parnering senice improvements.
senvice improvement. Foc measuring client satisfaction and The |nstituts ng
Read



Defining Communities of Practice

» A self-organized network of colleagues with
diverse skills and experience in an area of
practice or profession.

» Such groups are held together by the
members' desire to help others (by sharing
Information and knowledge) and the need to
advance their own knowledge by learning
from and with others.



Institutionalizing Service Collaboration

The Public Sector CI1O Council

Instituls for

Cltizen-Conirod
Service

o

Featured Articles

mmmmmmmmmmm
......................

Public Sector Service Delivery Council

(Federal-Provincial-Territorial members)

The Citizen Centred
Service Network

YEAR ONE YEARTHREE



STEP FOUR -SHARE: Creating a Place Where the
Knowledge and the Tools are Shared.:
The Institute for Citizen-Centred Service

l Instihvle for
- Cltizen-Canirod |
.? :.'.i."--'lli'.":"




STEP FOUR- SHARE: Via Publications
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http://www.iccs-isac.org/wp/library/2011/10/CF6-Slant-Cover.jpg

SHARE: The Body of Knowledge through the

Certified Service Manager Program (CSM)

THE BODY OF
KNOWLEDGE

Instituvle for
” ttilzu Camtrod
_? arvice

THE CSM PROGRAM

The accumulated Body of

Knowledge on public sector
CERTIFIED SERVICE service delivery is being
MANAGER (CSM) shared with public managers
BODY OF world-wide through a seven
KNOWLEDGE (Bok) module Certified Service

Manager training program.

Graduates will receive the
professional CSM
designation, awarded by the
Institute for Citizen Centred
Service in Toronto.


http://www.iccs-isac.org/wp/library/2012/01/BoK_Cover_Pg.jpg

STEP FIVE- APPLY:
THE RESEARCH, THE BEST PRACTICES. THE
MEASUREMENT TOOLS, AND THE BENCHMARKING

Service
Royal . . w® | British
Canadian 21 211Ontario.ca o Columbia
Moupted 959%
Police 92% Client
82% Satisfaction
Client Best
Satisfaction Public
Sector
Call
Centers



http://rds.yahoo.com/_ylt=A0WTefd4uF1LKIAA6jCJzbkF;_ylu=X3oDMTBqNzNhb3I1BHBvcwMyMQRzZWMDc3IEdnRpZAM-/SIG=1oh82b7a4/EXP=1264519672/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?p=royal+canadian+mounted+police&js=1&b=21&ni=20&ei=utf-8&pstart=1&fr=yfp-t-701&w=512&h=414&imgurl=www.journalstandard.com/archive/x598678438/g2582585a4642b3937ebf9014976616a97dea5bcfd73d76.jpg&rurl=http://www.journalstandard.com/news/business/x1658748084/Short-trip-long-agenda-Obama-darts-up-to-Canada&size=30k&name=&lt;b&gt;Photo+by+AP&lt;+...&p=royal+canadian+mounted+police&oid=54aa1a0898523196&fr2=&no=21&tt=15560&b=21&ni=20&sigr=1384n66h9&sigi=12ubm21fd&sigb=13r87d8ln
http://rds.yahoo.com/_ylt=A0WTefcAgjNMzmkAYJ6JzbkF;_ylu=X3oDMTBqMjRpazg1BHBvcwMxMARzZWMDc3IEdnRpZAM-/SIG=1p05p253t/EXP=1278530432/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?_adv_prop=image&va=british+columbia+legislature&fr=yfp-t-701&w=500&h=334&imgurl=i74.photobucket.com/albums/i257/Lord_Zimkel/The World/The Commonwealth of Nations/Commonwealth Realms/Caplital Buildings/Canada/Provincial Legislatures/800px-BC_Legislature_Buildings.jpg&rurl=http://www.hpana.com/forums/topic_view.cfm?tid=84949&p=38&size=87k&name=800px+BC+Legisla...&p=british+columbia+legislature&oid=b5f7bbd298728686&fr2=&no=10&tt=1383&sigr=11pakdnum&sigi=1685tjvvv&sigb=139olh92r

CONCLUSIONS

1. World Class Performance can be Achieved
through Collaboration, Research and Best Practices

2. Public Sector Service Management is now
Becoming a Knowledge-Based Profession

3. Thailand Could benefit from Joining the ICCS
International Community of Practice in Service:

To Document the Expectations of Citizens
To Apply International Best Practices
*To Expand One Stop Services
*To Promote and Achieve Service Excellence
To Benchmark Service Performance
*To Professionalize Service Management




BEST PRACTICES IN CITIZEN-CENTERED SERVICE
REFERENCE DOCUMENTS AND WEBSITES

Institute for Citizen Centred Service (www.iccs-isac.org )

Partnership Workbook (http://www.iccs-
Isac.org/en/pubs/Ontario%20Horizontal%20Partnerships%20Framework.pdf)

Integrating Service Delivery Across Levels of Government
(http://www.businessofgovernment.org/report/integrating-service-delivery-
across-levels-government-case-studies-canada-and-other-countries)

Integrating Service Delivery- international case studies (http://www.iccs-
Isac.org/research/publications-sale/integrating-service-delivery/)

A How-to Guide for Service Improvement Initiatives (http://www.iccs-
Isac.org/en/pubs/How%20T0%20Guide%20for%20Service%20lmprovement%
20Initiatives%20-%20May%202007.pdf )

How to Conduct Customer Surveys (http://www.iccs- e

lmproverment

isac.org/en/pubs/OPS_Guide_E.pdf) e

& ===

Measuring and Benchmarking Client Satisfaction with the CMT & 3

(http://www.iccs-isac.org/cmt/about-the-cmt/?lang=en)

From Research to Results —Marson and Heintzman
(http://www.ipac.ca/documents/NewHorizonsmarsonandheintzman.pdf)



http://www.iccs-isac.org/
http://www.iccs-isac.org/en/pubs/Ontario Horizontal Partnerships Framework.pdf
http://www.iccs-isac.org/en/pubs/Ontario Horizontal Partnerships Framework.pdf
http://www.iccs-isac.org/research/publications-sale/integrating-service-delivery/
http://www.iccs-isac.org/research/publications-sale/integrating-service-delivery/
http://www.iccs-isac.org/en/pubs/How To Guide for Service Improvement Initiatives - May 2007.pdf
http://www.iccs-isac.org/en/pubs/How To Guide for Service Improvement Initiatives - May 2007.pdf
http://www.iccs-isac.org/en/pubs/How To Guide for Service Improvement Initiatives - May 2007.pdf
http://www.iccs-isac.org/en/pubs/OPS_Guide_E.pdf
http://www.iccs-isac.org/en/pubs/OPS_Guide_E.pdf
http://www.iccs-isac.org/cmt/about-the-cmt/?lang=en
http://www.ipac.ca/documents/NewHorizonsmarsonandheintzman.pdf

The Institute for Citizen Centred Service in Toronto Is a

Repository for Research and Best Practices in One-Stop
Service, and Service Excellence (www.iccs-isac.org)
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