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Great Expectations: Citizen Services and One Stop Shopping

September 15-16, 2008

Manitoba Club, Grand Ball Room 3
194 Broadway, Winnipeg

Monday September 15, 2008 
4.00 pm 
Welcome and Introductions

Gisela Rempel, ADM Service Transformation, Manitoba Science, Technology, Energy and Mines


Looking Over the Horizon: One Stop Shopping For Citizens - Key Note Address
Kenneth Kernaghan, Professor, Public Administration; Brock University 
Citizens see the value in one stop access. Citizens want channel choice. Time and time again research has shown that convenience is a priority and that they want the ability to choose how they interact with government to obtain information and secure services. Kenneth Kernaghan, recipient of Canada’s Governor General’s Vanier Gold Medal for Excellence in Public Administration will provide an overview of the current status of Integrated Service Delivery (ISD) based on his study to be released September 2008. In his dialogue with the participants attending the forum, Ken will focus on what are sometimes called “service department stores” as opposed to the “boutiques.”  He will not only address cross-cutting challenges such as inter-jurisdictional and privacy/security considerations but also how to reduce or eliminate barriers to integrating service delivery and service channels through effective partnerships, community engagement, and people management. 


6.00pm 
Networking Reception and Dinner
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Great Expectations: Citizen Services and One Stop Shopping

Tuesday September 16, 2008

8:00 am 
Breakfast with Dialoguers: Continental Style

8:30 am 
Opening Remarks


Gabriel Sékaly, CEO, Institute of Public Administration of Canada
Answering the Call of Citizens
 

Guy Gordon, Executive Director of Service Innovation, Service Transformation Manitoba

Canadians love the telephone so much that it is often called the peoples channel. Businesses use it some 65% of the time to access government services and the public use it to secure service 85% of the time when 3 or more channels are employed.  It has also been shown that encountering just one access problem turns the phone into a trouble spot, and dramatically reduces citizen satisfaction.   Guy Gordon, who is a member PSS   Council will review the project spearheaded by the Institute for Citizen – Centered Service “Improving Public Sector Telephone Service for Canadians”. The research was funded by the governments of British Columbia, Manitoba, Ontario, Quebec, Industry Canada, Service Canada and Treasury Board Secretariat.  Participants will learn specific strategies for services delivered through call centres, IVR’S and individual phone service to drive high levels of customer satisfaction.

9.30 am 
Green CRM and the Customer Focused Enterprise 
How will your Integrated Service Delivery respond to the Green Agenda?

H. Allan McNeely, Associate Partner IBM Canada - Canadian CRM

Governments are proving they can differentiate their brands, reputations and services. Citizens are demonstrating preferential behaviours aligned to organizations which are clearly responding to the emerging Green Agenda.  Innovation is the key in this new age of the informed and collaborative customer. Shifting demographics, changing citizen expectations, and new distribution channels are dramatically impacting how governments can do business.  The opportunity and reason to innovate and actively engage citizens is here. 

The Green Agenda has had a direct impact on known Citizen Centric Service Delivery (CCSD) models for Government.  New business and technology solutions are now required to achieve the fundamental goals of CCSD.  Learn about:  eco-friendly service delivery; the right channel mix and what might become obsolete; customer experience strategy and business model; green audits and process re-design for measuring success; and performance management in this arena.  Allan will also explore how to leverage intelligent citizen/client segmentation for personalized, relevant services and channel offerings for specific ‘green’ target groups; how to use technology efficiently and master data management; and how to transform activities into accelerators to increase your government brand image. 

10.30 am
Healthy Break

10.45 am   
Lessons Learned – Case Studies

Governments at all levels around the world have developed over the past decade a number of innovative client service practices. One trend has been to associate a number of services in one location (a “single-window”) so as to facilitate the client’s rapport with government and, in turn, make government services more efficient. The presentations will address background, business model and partnerships, IT, funding and HR Issues and customer engagement. Learn what lessons these service government organizations have learned; their successes, their challenges and the new directions they are embarking.              


 
Creating a Customer Mindset
Trish Shwart ADM, Client Services, Ministry of Labour and Citizens’ Services

Shared Services BC was created to deliver information technology, real estate, procurement and citizens’ services for core government.  In 2007 it began as a single corporate change relationship management initiative. By focussing on understanding customers’ needs in a coordinated way, new account sector teams are beginning to make changes that provide multi solutions seamlessly for internal and external customers.  Trish Shwart will explain how the Ministry has implemented strategies to transform service delivery and has created a new governance model developed from all lines of business for setting strategic priorities.  This culture that is being driven balances customer focus with the realities of working in a public sector environment.    

12.00 pm
Lunch 
1.00 pm
Lessons Learned by Service Canada and Looking at the Future of Organizational Service Transformation
 Bram Strain, Director General, In-person Service Delivery, Service Canada
 2.00 pm
Service Tasmania 
Rebekah Burton, Chair, Service Tasmania Board and Deputy Secretary in the Department of Premier and Cabinet 
Service Tasmania which was a response to the withdrawal by the private sector of service delivery outlets in rural and regional areas is modelled on the Service New Brunswick framework. It is a top down driven integrated virtual approach to the delivery of government services aimed at rebuilding confidence and making it easy for Tasmanians, to do their everyday business with government on a one-stop-shop basis over the counter, over the phone, and over the Internet.  Service Tasmania believed that multiple points of access were both inefficient and difficult for customer service. Service Tasmania shop’s now have their own premises, enabling an improvement of quality of service to deliver 500 services (e.g. seek help, buy products, lodge applications, notify address changes, and arrange bookings) through 27 shops. 30% of bills are paid online today. Service ethos is not time but quality rather than throughput metrics.  
3.00 pm
 A Healthy Break and Roundtable on Building Support from Above 

Join your colleagues for refreshments with a discussion how to sell change and new transformation initiatives up and down the organization.
4.00 pm
The Wrap - Up

	Reception and Dinner:  Venue TBD.   Registrants will be notified

Accommodation:  The Fort Garry Hotel is holding a block of rooms for $139.00 per night.  To qualify for group rate book accommodations with the Reservations Department at 1-800-665-8088.  Please refer to group code 1058C9 in all communications.


