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 Governments around the world are under pressure 

from citizens to demonstrate higher levels of 
performance in the management of government 
funds, in the delivery of services, and in the 
achievement of stated policy goals. 

 In this context many governments have introduced 
performance measurement and accountability 
systems both for internal results-based 
management purposes, and for the Prime Minister, 
the legislature and for public reporting purposes. 
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 8 AREAS OF FOCUS 

 
◦ Acquisition 
◦ Financial Management 
◦ Human Resources 
◦ Technology 
◦ Customer Service 
◦ Performance Improvement 
◦ Open Government 
◦ Sustainability 
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http://www.performance.gov/aof 

http://www.performance.gov/aof
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Customer Service-  
One of the US Government  

Focus Areas 
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New Zealand`s Capability Review System for Departments 
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 Canada’s system of performance measurement, 
performance management, and performance 
reporting is perhaps the most developed among 
the OECD countries: 
◦ Management Performance: Canada uses its Management 

Accountability Framework (MAF) to hold heads of 
departments accountable for performance in ten 
management and policy areas. 

 
◦ Policy and Program Performance: Canada also has a well 

developed system for reporting annually on economic and 
social outcomes. 

◦ http://www.tbs-sct.gc.ca/reports-rapports/cp-rc/2010-
2011/cp-rctb-eng.asp 
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CANADA’S ANNUAL PERFORMANCE REPORT- THE FRAMEWORK 

 
The purpose of this framework is to map the financial and non-financial contributions of federal organizations receiving 
appropriations by aligning their program activities to a set of high level outcome areas defined for the government as a 

whole.  
 
 

http://www.tbs-sct.gc.ca/reports-rapports/cp-rc/2010-2011/cp-rctb-eng.asp  

http://www.tbs-sct.gc.ca/reports-rapports/cp-rc/2010-2011/cp-rctb-eng.asp
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Purpose of MAF 

► Introduced in 2003, MAF is a performance management framework used across 
the federal government to support management accountability of Department 
Heads and improve management practices 

Objectives of MAF 

► Clarifies management expectations for Department Heads and informs ongoing 
dialogue on management priorities 

► Provides a comprehensive and integrated perspective on the state of management 
practices and challenges 

Evolution of MAF 

► Began as “framework for a conversation” between TB Secretary and Department 
Heads 

► MAF has evolved over eight years into TB’s key management oversight instrument, 
assessing management capacity and performance of all departments and small 
agencies  

► Has a direct impact on Department Heads’ performance commitments and pay  

► Now used in resource allocation decisions and to risk-manage departmental 
submissions to Treasury Board. 
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Risk 
Management  
Framework 

Strategic HR 
Framework 

TBS Study of 
High Performing 

Public 
Organizations 
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1. Values and Ethics 
2. Managing for Results 
3. Governance and Planning 
4. Citizen-focussed Service 
5. Internal Audit 
6. Evaluation 
7. Financial Management and 

Control 
8. Management of Security 
9. Risk Management 
10. People Management 
11. Procurement 
12. Information Management 
13. Information Technology 
14. Asset Management 
15. Investment Planning and 

Management of Projects 

Rating Scale 
Strong 
Acceptable 
Opportunity 
for 
Improvement Attention 
Required 

Areas of Management 
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AoM 6: Evaluation 
• A comprehensive and reliable base of evaluation evidence on 

program relevance and performance is created and used to 
support policy and program improvement, expenditure 
management, decision-making and public reporting. 

6.1 – Quality of evaluation reports 
6.2 – Governance and support for the evaluation function 
6.3 – Evaluation coverage of the organization’s direct program spending 
6.4 – Use of evaluation to support decision-making and reporting  

AoM 12: Information Management 
• Information Management (IM) supports the organization’s 

business strategy and government-wide objectives. The 
statutory and regulatory requirements of the Access to 
Information and Privacy Acts have been met. 

12.1 – IM Governance 
12.2 – IM Strategic Planning and Implementation 
12.3 – IM Practice 
12.4 – Adherence to the Access to Information Act requirements 
12.5 – Adherence to the Privacy Act requirements  
12.6 – Access to Information & Privacy Governance and Capacity 
 



Area of Management 1 measures the extent to which organizational culture and 
leadership are based on Values and Ethics. 

In an organizational culture founded on V&E, people are treated with respect, leaders 
lead by example and employees feel comfortable providing impartial advice 
needed for decision-making. 

 Lines of Evidence (LoEs) 
 1.1 The organisation demonstrates a culture of mutual respect, integrity and 

professionalism.  
◦ For example: Activities leading to the development, implementation, and communication of 

an organizational code of conduct. 
 1.2 Leaders demonstrate and promote V&E behaviours.  

◦ For example: Senior management develops and implements a comprehensive V&E 
strategy/plan and communicates it to the organization. 

 1.3 The organization practices continuous improvement in the area of V&E.  
◦ For example: The organization seeks to identify common V&E issues across the public 

service or other jurisdictions and tailors solutions to its organizational needs. 
 Key Changes from Round VII to Round VIII: 
 Public Service Employee Survey (PSES) results will be used every 3 years; 

qualitative and process-based measures will be used the 2 years in between. 
 Evidence was requested on risk assessment/mitigation of ethical breaches, 

infrastructure in place, integration of V&E principles into the organization, 
dialogue on V&E and the development of organizational V&E codes. 

 New line of evidence on continuous improvement introduced (1.3 above). 
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 MAF Section 13. Effectiveness of Information Technology 

Management- Rating: Strong 
 HighlightsOpportunities13.1 Leadership: Acceptable 
• Senior official for information technology has responsibility and accountability for virtually the full scope of 

information technology responsibilities.  
• Web accessibility is partially integrated into the span of control.  
• Adequate participation in setting government-wide directions for information technology is evident.  
 13.2 Planning: Strong 
• Acceptable information technology plan is in place that aligns with the government-wide directions for information 

and has an integrated planning process. 
• Organization is making efforts to institutionalize web accessibility into planning and governance processes.  
 13.3 Value: Strong 
• Organization has well established processes and performance reporting on progress for all aspects of information 

technology management (including on Common Look and Feel implementation plans).  
• Organization has integrated performance measurement tools and metrics including an established costing model 

for information technology services and a service costing baseline that guide information technology investment 
decisions  

• Organization has processes that demonstrate sharing, re-using or leveraging across the government for ideas, best 
practices, assets and implementations.  

 Commended for their progress and encouraged to share their IT plan and integrated set of processes and practices 
for planning and progress reporting in order to monitor and oversee the delivery of business value from IT 
investments.  

• Governance model for effective management of the organization's web presence (i.e., citizen-facing web content 
and applications).  

• Participation in GC-wide working groups and GC-wide collaborative work spaces to improve opportunities for 
sharing and re-use in order to reduce complexity and duplication, promote alignment and interoperability and 
optimize service delivery 
 

http://www.tbs-sct.gc.ca/maf-crg/assessments-evaluations/2009/nar/nar-eng.asp 
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What Canadians, who have had contact with the RCMP, are saying 
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► Assessments performed annually by the 
Treasury Board of Canada Secretariat (TBS) 
and is based on evidence submitted by 
federal organizations 

► All major federal departments and a third of 
small agencies are assessed on a rotational 
basis, which represents 55 to 60 
organizations each year 

► Each organization is assessed against 
expectations outlined under specific areas of 
management 

► Rigorous assessments are prepared by TBS 
experts and drafts are discussed with 
departments and agencies before they are 
finalized  

► Results are used as an input for annual 
assessments of Deputy Ministers 

► Summaries of final assessments are made 
available to the public 

TBS supports departments and agencies throughout the MAF process 
by providing tools, guidance and advice, as well as by promoting the 
exchange of best practices. 
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► MAF is changing 
departmental 
management behaviour - 
organizations are making 
concerted efforts to 
improve their MAF ratings 

► Deputy Ministers are using 
MAF to support their 
management 
accountabilities, and to 
enhance management 
performance with their 
executive team 

► Measurable progress is 
being made and the bar is 
being raised 
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… and improvements are being made across  
most Areas of Management 

MAF 3-year Rating Comparison by Area of Management 
(Round VII ratings include carry-over ratings from Round VI; Large Departments & Agencies only;  •• Core AoMs) 
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► Based on a 7-year experience of implementing the MAF, some lessons 
learned include: 
 Leadership at the top is critical to improve management practices 
 Recognize at the outset that managing with a focus on results 

requires a culture shift and that progress will take time and sustained 
focus 

 Performance pay of Department Heads should be linked to 
management performance 

 Performance management assessments should be constructive and 
encourage continuous improvement, not be a means to penalize 
organizations 

 Assessment tools need to be kept evergreen and room needs to be 
left for good judgment and contextualization 

 
► MAF provides an excellent platform for cooperative sharing of best and 

leading practices, benefiting all federal departments 

“Internationally, MAF is considered to be one of the more 
sophisticated management practices systems.”  

(Independent Five-year MAF Evaluation, based on OECD study) 
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Delivery of Core Business/Organizational  Outcomes 

Good  
Governance 
and Anti-
Corruption 

Human 
Development 

& Poverty 
Reduction  

Economic 
Development 

Security, 
Justice, and 

Peace 

Climate 
Change 

Adaptation 

Realization of Societal Goals/Outcomes 

Delivery of Government Priorities/Sectoral Outcomes 

Financial Stewardship Internal Process  
Leadership, Learning 

and Growth 

Major Final Outputs  (Citizen-focused Service & Product Results) 

SER 
Socio-
Economic 
Report  

PPARC  
Priority Program 
Accountability 
Report Card 

MARC- I 
MFO 
Accountability 
Report Card 

MARC- II 
Management 
Accountability 
Report Card 

The Philippine President’s New Performance 
Management and Reporting System 

Individual Performance Evaluation System 



1. THE WHY? 
◦ What is the purpose of the performance management system: to measure 

and report performance; or to improve management and policy 
performance, or both? 

2. THE WHAT? 
◦ Should we measure Management performance, or program and policy 

performance, or both? What management factors should be measured?  
◦ What level is the measurement- at Government level, Departmental level or 

both? 
3. THE HOW? 
◦ What measures will be used for determining performance for each factor? 

Will measures be process measures, results measures, or both? How will 
results be reported and to whom- President, Congress, Citizens? 
……..How? 

4. THE WHO? 
◦ Which central agency will conduct the reviews and provide oversight? What 

is the role of departments and what is the role of central agencies? 
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Brian Marson 



1.  Good Practices in Measuring Clients` 
Expectations, Satisfaction and Priorities for 
Improvement 
◦ Citizens First, Kiwis Count, and Taking Care of Business 
◦ The Common Measurements Tool 
◦ Performance-Importance Matrix 

2. Good Practices in Client Satisfaction 
Measurement and Performance Improvement  

 at the Department Level 
CASE 1. The Royal Canadian Mounted Police 
CASE 2. British Columbia Province Internal Service 

Improvement 
CASE 3: Centrelink, Service Canada and Service BC 



“Promoting public participation in service 
design and delivery will be critical in solving 
how to deliver more effective services at a 
lower unit cost..……This will require a rigorous 
analysis of the service delivery value chain; 
knowing how to progress from a deep analysis of 
clients' needs and expectations to delivering a 
service of quality with strong client input and 
feedback …” 
  -The Institute of Public Administration of Australia  
  Getting Serious on Client Service, December 2011 

The Importance of Listening  
to Citizens and Clients 



Plus: 
 
•Customer Journey 
Mapping 
•Citizens Panels 
•Complaint Analysis 



Surveying Clients in the Public Sector 

APO Workshop on Client Surveys- Brian Marson 

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


COUNTRY LEVEL DEPARTMENT LEVEL 
 Citizens First  -Citizen 

Surveys (Canada) 
 Kiwis Count -Citizen 

Surveys (New 
Zealand) 

 Taking Care of 
Business  -Business 
Surveys (Canada) 

 Canada Internet 
Panel 
 

 American Customer 
Satisfaction Index 
(ACSI) –USA 

 The Common 
Measurements Tool 
(CMT) -Canada 

 Institute of Citizen 
Centred Service- 
CMT Benchmarking 
Service  
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Accenture on the Role of the Institute for 
Citizen Centred Service Around the World 

  

 

“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  

www.iccs-isac.org 

http://www.accenture.com/xd/xd.asp?it=enweb&xd=index.xml


 Created by the Canadian Public Sector based on the 
research findings on the drivers of client satisfaction in the 
delivery of public sector services  

 The CMT is managed by the inter-governmental Institute for 
Citizen Centred Service, which serves and assists all 
Canadian and international CMT users  

 The ICCS provides a CMT survey data base to provide 
benchmarking services to users of the CMT 

 The CMT is used in Canada (all governments), New 
Zealand, Australia, Singapore, Qatar and is under 
consideration by other countries, including Philippines 

 It is updated based on new research insights 
 Winner of a Silver CAPAM Innovation Award and acclaimed 

by both Accenture and by a US Government (GSA) study. 



APO Workshop on Client Surveys- Brian Marson 

 
   



The “Gold Standard” in Client 
Satisfaction Measurement:  

The Common Measurements Tool 



Service Dimensions and Client Types 

The CMT is designed to collect 
feedback relating to a broad range of 
service dimensions including: 

 Access 
 Timeliness 
 Staff Performance 
 Communications 
 Channel experience 

The CMT is designed for and has been used in both external 
and internal client surveys at all levels of government. 
Approximately twenty percent of data in the ICCS’ 
Benchmarking Database comes from internal client surveys. 



What Makes the Common  
Measurements Tool So Useful? 

 
 A Consistent Set of Questions: The CMT consists of a bank of carefully 

constructed questions that apply to service delivery across a wide spectrum of public 
sector service and products. It can be used with both internal and external clients. 

 A Tool that can be Customized: Individual organizations can adapt the CMT to 
their own situations by a) selecting the survey outline (“Historical Tracking” or 
“Standardized”) that suits their research objectives; b) selecting the “Basic User” or 
“Advanced User” option depending on their research needs and capabilities; c) 
selecting relevant questions from the question bank; and d) creating custom 
questions where these are required. Therefore, organizations can get the benefits of 
benchmarking CMT questions without giving up the ability to track questions of 
special interest to their business.  

 Focused on Improving Service Delivery: Service quality systems often stop at the 
report card stage, providing measures of current performance but not the directional 
information that is necessary to guide service improvements. The CMT provides 
report card-like measures as well as information to guide service improvement.  

 A Basis for Benchmarking Service Quality: Observing the performance of other 
organizations can be a great catalyst. The Institute for Citizen-Centred Service 
(ICCS) maintains a confidential database of CMT research results, and reports 
benchmarks for numerous types of public sector organizations.   



Channels of Service Delivery  
and Data Collection 

CMT questions address the full range of 
service delivery channels such as: 
 
 Telephone 
 In-person 
 Web 
 Mail 
 Email 
 Kiosk 

45 

In addition, the questions are designed for data 
collection across the same spectrum of channels. 



How does the CMT work? -Measuring both 
satisfaction and Importance 
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A central database for storing CMT data has 
been built, allowing organizations to 
anonymously compare results against peers. 

48 

 
Organizations benefit from: 
 
 Alignment of Services 
 Direct Comparisons 
 Sharing of Knowledge and Best 

Practices 
 

Institute for Citizen Centred Service- 
Benchmarking Database 



Introduction of colour-coding enables easy identification of 
problem areas as well as quick assessment of the overall 
performance. 

49 



The CMT benchmarking report offers 
various methods of identifying the 

areas in need of improvement. 
GAP ANALYSIS PERFORMANCE/IMPORTANCE MATRIX 

50 
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CMT Reports: Priorities for Service 
Improvements for a Government Service 



CMT Related  
Publications 

  CMT Question Bank 

  CMT User Manual 

  How to Conduct Customer   
 Surveys 

  A How-to Guide for Service 
 Improvement Initiatives 

52 



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

From Survey Data to Service Improvement- 
The Institute for Citizen Centred Service Model 

www.iccs-isac.org 



The Service Improvement Process 
(Model used to improve Canadian Government services satisfaction rates by 12% over five years) 



e.g. Timeliness, Courtesy, Red Tape, 
Corruption, One-Stop Service 





RCMP is employing the CMT because they want to be able to… 
 obtain key results information so they can assess how well they are 
doing 
 make themselves more fully accountable to Parliament, partners, 
public and all levels of the organization 
 help make strategic decisions using results-based intelligence 
 compare their performance against that of others – are they  becoming 
an organization of excellence? 
 demonstrate they are delivering “value for money” currently invested in 
their programs 
 demonstrate value for new funds being requested 
 stop doing initiatives that don’t assist their strategy! 

Case Study 1: RCMP 



http://images.search.yahoo.com/images/view;_ylt=A2KJkPkZHuhPFGsAC0ajzbkF;_ylu=X3oDMTBsNXNqYzdwBHNlYwNmcC10aHVtYnMEc2xrA2ltZw--?back=http://images.search.yahoo.com/search/images?_adv_prop=image&va=royal+canadian+mounted+police&fr=slv8-msgr&tab=organic&ri=18&w=640&h=428&imgurl=farm6.staticflickr.com/5006/5216094586_31533838c6_z.jpg&rurl=http://www.flickr.com/photos/gopherit2/5216094586/&size=239.7+KB&name=Officers+are+from+Pearson+Airport+&amp;+Milton+Detachments.+Mississauga+Santa+Clause+Parade+2010&p=royal+canadian+mounted+police&oid=9f920daac742bb3e3b82c89f968a6a54&fr2=&fr=slv8-msgr&tt=Officers+are+from+Pearson+Airport+&amp;+Milton+Detachments.+Mississauga+Santa+Clause+Parade+2010&b=31&ni=28&no=43&ts=&tab=organic&sigr=11i2jbon1&sigb=13s8qp0jm&sigi=11ns39986&.crumb=kRWtrUU7Vf.


RCMP Regular Core Surveys  
In its continued commitment to quality service delivery, the RCMP launched the Core 
Surveys to capture the views of Canadian citizens, contract partners, policing partners 
and stakeholders. 
Survey of Canadians’ View of RCMP Policing Services 
Target population: Random sample of 5700 Canadians from all provinces and territories 
Survey of Contract Partners 
Target population: Attorneys General, Mayors, and Aboriginal leaders from communities 
policed by the RCMP . Ontario and Quebec are not included in this survey as the RCMP 
is not the police force of provincial or local jurisdiction  
Survey of Policing Partners 
Target population: Chiefs of Canadian police forces and contacts within police services 
Survey of Stakeholders and Other Partners 
Target population: Assistant Deputy-Ministers (ADMs), ADM-equivalents, regional 
contacts from federal departments/agencies and other contacts from "non-police" 
partner organizations such as provincial ministries, and NGOs. 

Who isSurveyed 





 
 

 Examples of 2011 Citizen Survey Results 
Including Core Common Measurement Tool 
Questions  

90% 

80% 
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Satisfaction 

Trust & 
Confidence Honest 
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Improving the Royal Canadian  
Police Service Performance 
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Measuring and Achieving Service Excellence  
and Client Satisfaction Across Canada 

83% 
Client 

Satisfaction 
 
 
 
 
 
 
 
 

Royal  
Canadian  
Mounted  

Police 

 
95% 

Client 
Satisfaction 

 
 
 
 
 
 
 
 
 

Service  
British  

Columbia 
 
 
 

92% 
 

Best  
Public  
Sector  

Call  
Centres 

 
 
 
 
 
 
 
 

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


Improving performance in Canada……  
making a difference for citizens 

Long-term trend for 26 services  
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In Some Cases,  
Outperforming the Private Sector 
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How do public and private services compare? 
Citizens First 1 and 4 
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How do public and private services compare? 
Citizens First 1 and 4 

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



Surveys of citizens 
 Single-window service delivery 
 Resource ministry services 
 Social services 

Surveys of government workers 
 Internal shared services 
 e.g. Payroll, IM/IT 
 Administrative services 
 e.g. Financial, HR 
 

 

Case Study 2:  
Government of British Columbia 
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Case Study 2: Government of British 
Columbia- Internal Service Satisfaction 
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Case Study 3: Client Satisfaction Measurement and 
Benchmarking: Centrelink & Service Canada 
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Australia Centrelink Customer  
Satisfaction Trend (2007-2011) 

   

Source: Customer Service Centre Satisfaction Survey and Centrelink Call 
Satisfaction Survey, DBM Consultants. 
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 Case 2: One-Stop Service Agencies-                                            
Customer Satisfaction Comparisons 

85.7
86.6

88.6 88.2
87.4

89.4

86.8
85.5 84.9

86.0 86.4 87.0 87.5

89.5
90.5

91.2
90.2

91.6
90.5

R² = 0.412

80

84

88

92

96

100

P
er

ce
nt

ag
e

Customer Service Centre
Overall Customer Satisfaction with service, including the quality of people, services and information

July 2008  to January 2010                                                                                                   

CSC Monthly Survey Target Trend

Service British Columbia – 95% Satisfaction Levels (CMT) 

Canada Business Service Centres & Service Canada- 83% Satisfaction (CMT) 

Benchmarking Centrelink’s Results with 
Service Canada and Service British Columbia 



ANNEX: Citizen Satisfaction  
Benchmark Ranges (USA Data) 

APO Workshop on Client Surveys- Brian Marson 

RCMP 

ServiceBC 
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