Date lJune 16, 2016
Time 1:00 pm to 2:00 pm

s 515517
Conference Dial-in # '

Participant #
Woderator

Locations1°

Attendees

Bobbhi Plecas {Chair}, Office of the Premier; Shannon Baskerville, Jobs Tourism and Skills Training;
Denise Champicn, Government Communication and Public Engagement; Kevin Jardine, Environmental
Assessment Office; Sheila Taylor, Social Development and Sociai Innovation

Regrets.

522

Guests
ncne

1:00 | Introduction arid welcome Bobbi Plecas
Review Terms of Reference Bobbi |
Discussion: Developing the CEB Workplan All

2:00 | Adjourn

Upcoming Agenda ltems
To be confirmed based on discussions in the first meeting.




Citizens’ Experience Board

For interested members, we have put together a list of ideas related to our work.

Book Description Link to more information Link to
purchase
- Nudge Nudge: Impraving Decisions about Heafth, Wealth, and Happiness is a 20 minate video — author Nudge

‘Scrum: The Art

of Doing Twice
the Work in Half
the Time

Serum Pfinciple

book written by University af Chicago economist Richard H Thaler and
Harvard Law School Professor Cass R Sunstein. The book draws on
research in psychology and behaviourat economics to defend libertarian
paternalism and active engineering of choice architecture,

The Guardian described it as "never intimidating, always amusing and
elucidating: a jolly economic romp but with-serious lessons within." It was
named one of the best books of 2008 by The Economist,

{from Wikipedia)

Scrum involves a cross-functional team creating a list to work on. The
team consists of three roles, the Product Owner, the Team and the
Scrummaster, who each have specific tasks. The team then work through
three phases - pre-sprint planning, the sprint and then a post-sprint
meeting. The group has daily meetings and keeps a Product Backlog.

In contributing to the boak The Secrets of Happy Families, Sutherland
madified the Agile approach to family interactions.

Sutherland has been guoted as saying the three distinguishing factors
between Scrum teams and normal teams are self-management, continuity
of team membership, and dedication to a single project. Clarification of
user needs is an essential component. Sutherland said no coding should
occur whilé user needs were in doubt, and is quoted as saying "It is better
far the developers to be surfing than writing code that won't be needed"”

speaking about the book
(podium, with accompanying
power point slides)

1 hour video — author speaking
about the book at Google

TEOxA talk—effSutherland  Scrums The Ar

on Scrum and the Agile of Daing Twice
Manifesto {16 minutes) the Work in
Half the Time
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Book Description Lirk to more information Link to
purchase
This is. Service Service design is a form of conceptual design that involves the activity of This is Service
Besign Thinking planning and organizing people, infrastructure, communication and Design
‘material components of a service in order to improve its guality and the Thinking
interaction between the service provider and its customers. Service design
may function as a way to inform changes to an exjsting service or create a
new service entirely. The purpose of service design methodologies is to
astablish best practices for designing services according to both the neads
of customers and the competencies and capabilities of service providers. If
a successful method of service design is employed, the service wilf be user-
friendly and relevant to the customers, while being sustainable and
competitive for the service provider.
Service design uses methods and tools derived from different disciplines,
ranging from ethnography, to information and management science, to
interaction design. Service design concepts and ideas are typically
portrayed visually, using different representation technigues according to
the culture, skill and Tevel of understanding of the stakeholders involved in
the service processes,
. ... (from Wikipedia) . e | e =
The Connected Customers are adopting disruptive technologies faster than your company 40 minutes Dave Gray'keynoté '"mﬁg
Company can adapt. When your custemers are delighted, they can amplify your on The Connected Company Company

message in ways that were never before possible. But when your’
company’s performance runs short of what you've promised, customers
can seize control of your brand message, spreading their disappointment
and frustration faster than you can keep up.

To keep pace with today’s connected custemers, your company must
become a connacted company. That means deeply engaging with workers,
partners, and customers, changing how work is done, how you measure
success, and how performance is rewarded. It requires & new way of
thinking aliout your company: less like a machine to be controlled, and
mare like a complex, dynamic system that can learn and adapt over time.




Book

Citizens’ Experience Board

Description

Link to more information

Link to
purchase

Trojan Horses
and Dark Matter

Start with Why

 Strategic design is about applying the principles of traditional design to

Connected companies have the advantage, becaise they learn and move

faster than their competitors. While others work in isolation, they link into

rich networks of possibiiity and exparnid their influence.,
Connected companies around the world are aggressiveiy acguiring:

customers and disrupting the competition. In The Connected Company, we

examine what they're doing, how they're doing it, and why it works. And
we show you how your company can use the same pringiples to adapt—
and thrive—in today’s ever-changing global marketplace.

“big picture" systemic challenges such as healthcare, education and the
environment. It redefines how problems are approached and aims to
deliver more resilient solutions. In this short bogk, Dan Hill outlines a new
vocabulary of design, one‘that needs to be smuggied into the upper
echelons of power. He asserts that, increasingly, effective design means
engaging with the messy politics —the “dark matter” — taking place above
the designer’s head. And that may mean redesigning the organisation that
hires you.

 Simon Sinek is leading a movement to build a world in which the vast

majority of us are inspired by the wark we do.

Any person or organization can explain what they do; some can explain
how they are different or better; but very few can clearly articulate why.
WHY is not about inoney or profit— those are results, WHY is the thing
that inspires us and inspires those around us.

From Martin Luther King, Jr. to Steve Jobs to the Wright Brothers, Start
with Why shows that the [eaders who inspire all think, act, and

1115 minute video - lecture by

the author with accompanying
powerpoint

In this special public lecture,
Dan will discuss the work of
Sitra's Strategic Design Unitin
Finland, describing this new
and potentially valuable design
practice through an emerging
vocahulary, as'well as outlining
the role of a sovereign fund as

@ strategic delivery platform.

TED X talk here

hitp://www . ted.com/talks/sim
on_sinek_how great leaders i
nspire_action

" Tch]an }-.I'o“rseé
and Dark
Matter

Sta& x;fith 'Why. |
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Description

The Innovator's

Dilemma

Inside the Nudge

Unit

communicate in the exact same way — and it’s the complete opposite of
what everyane efse does. Drawing on a wide range of real-life stories, it
provides a framework upon which organizations can be built, movements.
can be Eed and peopfe can be msplred - and it aII starts with WHY.

First publlshed in 1597, Christensen's baok suggests that successful

companies can put toe much emphasis on customers' current needs, and
fail to-adopt new technology or business models that will meet their
customers' unstated or future needs. He argues that such companies will
eventually fall behind. Christensen calls the anticipation of future needs
"disruptive innovation," and gives examples involving the personal
computer industry, earth movers, and steel minimills.

As the title states, the innovator’s ‘ditemma’ comes from the idea that
husinesses or organizations will reject innovations based on the fact that
customers cannot currently use them, thus allowing these ideas with great
potential to ga to waste. Christensen gaes into great detail about the way
in which “successful’ companies adhered to customer needs, adopted new
technologies and took rivals info consideration, but still ended up losing
dominance i their market.

_ {W1k:pedla) _
Every day we make countiess demsmns from the small mundane thlngs to

tackling life”s big questions, but we don’t always make the right choices.

Behavioural scientist Dr David Halpern heads up Number 10's ‘Nudge Unit’,

the world’s first government institution that uses behavioural economics
ta examine and influence human behaviour, to ‘nudge’ us into making
better decisions. Seemingly small and subtle solutions have led to huge
improvements across tax, healthcare, pensions, employment, crime

reduction, energy conservation and economic growth.

Link to more information Link to
purchase
20 minute video - Clay ~ The lnnovators

Christensen on the Innovator's  Didemma
Dilemma

Disruptive innovation Explained
{20 minutes)

London School of Economics  Pre-nrder
Lecture Series Available
September

1:20 minutes — David Halpern 2016

* starts at 6:10




Strategic
Vision

Service
Delivery
Alignment

Corporate
Oversight

S

gs\ON

Potential Agenda ltems

Trends shaping the landscape
» Agile and Scrum methodolagies
+  Service Design
°  Nudge (behavioural economics)
Don Mattrick, Chair, Premier’s Technotogy Council

Trends shaping work in the BC Public Service today:
*  Presentation and discussion on Innovaier's Toolkit, hatcheries
+  DevEx
« Reducing red tape (principles, criteria etc) — SBRT presentation
+ Service Playbook

Strategic partnerships and upcoming large-scale procurements - Strategic Partnerships Office

Role of the Service Delivery Board

AN

Digital Services Strategy
PayBC

BC Services Card

Contact Centres

Centre for Data Innovation

AN
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Terms of Reference

Mandate

The Citizens’ Experience Board (CEB} is one of three boards established to support the
work of the Deputy Ministers’ Committee on Public Service Innovation (DMCPSI). The
CERB is responsible for recommending to DMCPSI:

e Strategic vision for opportunities to improve citizens’ experiences of government
services

e Alignment of this strategic vision across the public service; and

s Oversight on the implementation of key priorities related to simplifying citizen’s
online experience, modernizing service delivery, and streamlining government
aperations

Purpase
Specific accountabilities of the Citizens” Experience Board {CEB) include:

Strategic Vision:

Developing a compelling narrative on how the future of government services, could
be designed over a ten-year horizon to make citizens” experiences — both online and
in person - more simple, easy and intuitive

Working with the private sector and understanding service delivery trends in
comparable jurisdictions, consider and communicate how these trends could shape
service delivery in British Columbia

Service Delivery Alignment

Embedding citizen experience standards into practice

Warking with the IM/IT Capital Board, ensure the evolving service delivery vision is
embedded in the planning for future IM/IT projects both delivered by government
and outsourced

Suppertingthe work of the Red Tape Reduction initiative by identifying
opportunities to streamline government’s citizen-facing service operations
Advising DMCPS5! on the technical and hurman resources needed to achieve the
future vision for service delivery in B.C.

Corporate Oversight

Providing oversight to cross-ministry / corporate projects to support timely delivery
and alignment to corporate priorities. Projects include the development of a fult
suite of corporate enablers to ensure consistency in citizen experience with
government. Initial list includes:

» Digital Services Strategy
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* Contact centres
e Broader implementation of the BC Services Card

s  PayBC

e Others as identified

¢« Overseeing the work of the ADM Service Delivery Board to ensure timely decisions
on projects initiated at the Service Delivery Board and to provide front line
perspective to the implementation of corporate projects

s Supporting the engagement and participation of leadership at alf levels of the 8C
Public Service in support of the DMCPSI mandate, including reporting to corporate
executive to ensure transparency and alighment across government

Approach
The decisions of CEB will be guided by the following principles:
Citizen needs, expectations and experience of government services will drive the

approach

Resources will be targeted at improving service delivery

All opportunities for ministries to leverage investments made by other ministries
will be pursued to-avoid duplicate investments

Service delivery expectations will be embedded across government
Cpportunities to leverage the work of existing committees acrass government
will support engagement, ensure cross-poliination of ideas and avoid duplication

of effort

Related Committees

Project Board on Citizen Experience — Related Committees

Oversight &
Approval

‘Overall Vision
& Alignment

Accountability &
Strategic Direction

Caontent
Development
B Heview

Implermentation
& Delivery

-

Deputy Ministers’ Council ]

"

P
Deputy Ministers’ Committee
Public Service innovation

LN
‘Service Delivery Board I



Citizens’ Experience Board

Process
* The Committee will meet as and when needed to fulfill its mandate, atthe
discretion of the Chair
* Agenda and materials will be posted to the CEB SharePoint site here
¢ The Chair or a designate will report out regularly to DMCPSI on CEB progress
e The Public Service Agency provides Secretariat support to CEB

Citizens’ Experience Board Membership (updated May 18, 2016)
* Bobbi Plecas, Office of the Premier, Chair
¢ Shannon Baskerville, Jobs, Tourism and Skills Training
+ Denise Champion, Government Communications and Public Engogement
¢ Bette-Jo Hughes, Technology, innovation and Citizens’ Services
e Kevin Jardine, Environmental Assessment Office
e Tim McEwan, Small Business and Red Tap Reduction
e Sheila Taylor, Social Development and Social Innavation




Date iuly 5, 2016
Time 8:30am to 10:30 am

1 515517
Conference Dial-in #

Participani #
Moderator

Location 5'°

Attendeeas

Bobhbi Plecas (Chair), Office of the Premier; Shannon Baskerville, Jobs Tourism and Skilis Training;
Denise Champion, Government Cammunication and Pubjic Engagement; Kevin Jardine, Environmental
Assessment Office; Sheifa Taylor, Sociaf Development and Social Innovation Bette-io Hughes,
Technology, Innovation and Citizens’ Services; Tim McEwan, Smalf Business and Red Tape Reduction

Regrets
none

Guests
Irene Guglielmi and Walter Moser, Government Communication gnd Public Engagement

8:30 | Introduction and welcome Bobbi Plecas
8:35 | Review summary of background materials All

9:00 | Discussion: Principles for the Citizen Experience Bobbi Plecas
9:50 | Digital Services Strategy Denise Champion
10:15 | Review and Approve Workplan All

10:30 : Adjourn
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Summary of Background Materials

A number of sources were considered in the drafting of the principles for discussion at Citizens’ Experience Board, Following is a summary of
some of the concepts and approaches reviewed from both within the BC Public Service and key jurisdictions who have done significant work in
this area.

Cantents
SOUNCE DOCUMENTS TrOm Bl Pl T SOIVICR ...ttt cccacr e e s raes e s st e tee e e eams e im aesseesasaeeaae st s e be o e batsbh et b rmn ek esmme e e s erae 0 a4 st s he it b s e eemesrmeeneas

CIEIZENS @ the CENMIIE uovieviiee et eisie et et et e e e e e e s ns et srsr e arsnerer sanvassebeos eeemteeaeee e e aenarn eanas TPV ED OO rU RO EOUROURPSUII
Citizens” Experience Board Terms of Refer@nce ..o cr Hh errne eSS bbb bt st en e
GCPE — Design Research Findings ................ rtreras et an b e ean [T teesiener e rnas e e bt T AT e s e amr b ann s
B.C."s ADM Service Delivery Board .........o.e.. e rera s e reeereebaet et eaereeaterres s ae e st e nrenanrens b eetrbe s e ereires e e n s e et
Red Tape Reduction REPOTL ... ereev e crrni v e e es e rs s ss st st tes st e s msrar s memnns e rerrerri e ot aar aten senrmt e irne ae et e framt e emraes e e e e araaan e
Digital by DesiBN SEANGAIG oo risse s sraes s s ta s e e te sbs s sntssenrass e ebsesaie st eetaeserestsssrtssstsantssasas sasbentbese essennrens bt et a e eree
Source Documents from Other Jurisdictions ... e eareeue e i e s e SR are et s et et s g e DR eeeeeerrera et e ettee e v retreneres
UK — Government Digital Service Design Principles.........cccovaieicnncnncieenicevii e e cetmree e raEreer e aeLeetaaatees s eraseneeetnieen s bbase st et ates e tnnneaantresiasens
L1.S. Digital Service — Digital Services PIayBOOK ..ot s et nes s ssstassie s e ssee st e steenert e resaesressanstessrsns eiteeaereteeranre s enaeraesreennereranes

Australian Government Digital Service Standard ... e ceccicie e e st eaeens SO URUPNURRTPROTIN et tr e et et r e es
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Source Documents from BC Public Service

Citizens @ the Centre

Streamline Efficient proc_esses underpin

Tk o
i expect government tof

unction efficiently and  Continuous improvement, common
government services that's demonstrated in the quality of its services  servites
Modernize Delivering the digital services that | want government services to be similar to Modern tocls, modern approaches,
citizens expect what | get from other organizations flexible deployment, open
development, security and privacy
Simplify A predictable, consistent, | want to find what | need when | need it, and User needs, user centric service
personalized service experience make the process easy to follow design, data-driven services

Paint a picture — services of tomorrow

Services are simple and personatized

Services are adaptable sa that new features and improvements can be made guickly and continueusty

Citizens have transparency inte their status with an agency and the process they are entering into
Continuous improvement

Services are flexible and adapt to changing needs

Services are co-developed with citizens, partners, businesses and entrepreneurs

Services are data-driven

Common services are available on a government as a platform offering

Paint a picture — what it means for the public service

Need to have the flexibility to experiment and adapt

Made decisions and move forward without perfect understanding

Focus on user needs, not business reguiremerits

Shift frorm a planning organization to a learning organization

Ask our vendors the right questions

Share comman platforms {build once, use many)

Collaborate vertically (federal, municipal) and horizontally (BPS, btw ministries)
Unleash the potential in data to sclve e¢onomic and social issues
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Citizens’ Experience Board Terms of Reference

. & 5 &

Citizen needs, expectations and experience of government services will drive the approach

Resources will be targeted atimproving service defivery

All-oppertunities for ministries to leverage investments made by other ministries will be pursued to avoid duplicate invesiments
Service delivery expectations will be embedded across government.

Cpportunities to leverage the work of existing committees across government will support ehgagement, ensure cross-[pollination of

ideas and avoid duplication of effort

GCPE ~ Design Research Findings

Challenges faced by citizens
¢  Mind the {information) gap

o}
=}
o]
[s]
o]

Challenge finding infc

Gverwhelmed by valumes of info

Find refated infe, but not quite what they need

Sometimes they just want raw data

Some citizens have to track and process a substantial amount of governmentinfo to manage their lives

¢ Neverenough time

o)
o
o

Frustrated by the amount of time they need to wait for government services
Hours of service not right for paople who work
Lack of predictability for some services — e.g. when will my cheque arrive

e Access s an issue

o]
o]
o]

Barriers to access — technology, transportation, or skills needed.

Simple activities are challenging for people with small children (60% of families)

Access restrictions due to lack of digital options, poor quality digital services, inconsistency between digital and non-digital
channels

* Forms are the {closed) door

84

&
&
o

Hard to find the right one

Unusable due to design, jargen or complexity

Some ask for information citizens coutd not reasonably have access to
Overwhelming volume-of forms
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What's my status?
o Bad enough to have to wait — made worse by not heing ahle to track status. Statusis often as important as outcome (e.g..
financial supports)
o Anxiety caused by uncertainty arcund eligibility, payment amounts, and dates
o Drives additional phane calls and office visits
Service awareneass
o Citizens often don't knew what services they could receive — benefits and supparts that could improve their lives
o Challenged by the expectations or criteria in order to access the service
Lack of consistency
o Citizens experience barriers as a result of lack of consistency across services and channels
o A wide array of brands can be confusing and may impact trust
o Forces citizens to learn how to find a service for every service line.
Navigating government
o Processes are not well-understood, overly cumbersome. Citizens don’t know what is expected.
o “Just figuring out what to do” '
o Rely heavily on friends and family to help figure things out
Usability
¢ Redundant and duplicate information on the form creates canfusion and increased effort in online searches
o Info about government services is often easier to find on non-government sites
o Language and terminology is confusing and does not match user needs
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B.C.’s ADIM Service Delivery Board

Vision - Modern Accessible Streamlined Services

Imagine if citizens could get services without having to navigate government. If they could apply once and get all the services they needed no
matter which part of government delivers those services. If they could access services they need wherever and whenever through the device of
their choice. If government could tell them about services available to them, and that they could be confident that their personal information
was protected and respected.

Mission - Modern pravincial service delivery, providing efficient and reliable services by an engaged and skifled workforce.

Value Propasition - “High quality, consistent and cost-effective citizen service experience”

they have an improved oniline experience that is designed from their perspective

they have positive cutcomes with minimal time and cost

they are able to serve themselves and have a seamless, fast and reliable experience

they can expect themselves that further assistance will be available

they are able to access the services they nead from whatever channel or device makes sense for that service

Gavernment finds apportunities to avoid costs, increase speed to market of new services and improve effectiveness of service delivery

L ]
-
-
.
‘.

What citizens want

Changing nature of the ¢itizenry. Increased reliance on public sector services. Demand simple, Convenient and responsive services.
Less tolerance for slow, confusing, costly cumbersome or inconsistent,

Wide presence of technology and exceptional customer service.

Growing expectation that the public sector should create jobs and enable sustainable socio-economic prosperity

Government must remain fiscally prudent at all times.

Shift in expectations that services should he anchered to the needs and expectations of citizens, businesses, government partners-and
public sector workforcas.

Qutcomes

Sustain trust confidence and engagement with government
increase the provision of efficient and reliable service experiences
Increase the speed and effectiveness of decision-making

Reduce red tape and decrease the cost of B.C. government
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Red Tape Reduction Report

“Our goal is to make government services easier to access and simpler to use while ensuring a high-quality, consistent service experience
across government.” - Minister Qakes

Digital by Design Standard

We will implement digital services using these standards to ensure a high quality experience for citizens and efficiency for government.

- British Columbia

1 User-centric >3
Design

2 Continuous
Improvemeant

3 Execution

4 Agile

5 Sustainability

6 Feasihility

7 Privacy and
Security

8 Open

9 Open

10 Prototype

11 Channel
Options

12 Usability

13 Standardized
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British Columbia

513

14 Digital Uptake
15 Measure
16 Manage

Performance
17 Transparency
18 Accountability
19 Mobile Friendly
20 Accessible
21 Technology
22 Technology
23 Technology
24 Small It
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Source Documents from Other Jurisdictions

UK - Government Diaital Service Desiqn Principles

Start with needs

Do less

Design with data

Do the hard work to make it simple
fterate. Then iterate again.

This is for everyane

Understand the context

Build digital services, not websites

. Be consistent, not uniform

10. Make things open: it makes-things better.

e B B T A

U.S. Digital Service — Digital Services Playbook

Understand what people need
Address the whole experience, from start to finish
Make it simiple and intuitive
Build the service using agile and itérative practices
Structure budgets and contract to support delivery
Assign one leader and hold that person accountakle
Bring in experienced teams
Choose @ modern technology stack
Deplay in a flexible hosting environment
. Automate testing and deployments
. Manage security and privacy through reusable processes
. Use data to drive decisions
. Default to open

A R S ol

e S N
Wk =D



Australion Government Digital Seryice Standard

e A Al

e e
WP D

Understand user needs

Have a multi-disciplinary team

Agile and user-centred processes
Understand tools and systems

Make it secure

Consistent and responsive desigh

Use open standards and common platforms
Make source code open

Make it accessible

. Test the service

. Measure performance

. Don’t forget the non-digital experience

. Encourage everyone to use the digital service

Citizens’ Experience Board
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Jurisdictional Comparison Chart and Draft Principles for BC

UK us Australia
Design Principles Playbook Digital Service Standard

Start with needs Understand what people Understand user needs
need ’

Understand the context

This is for everyone Make it accessible (to all
users regardless of ability or
environment)

Don't forget the non-digital
experience

Encourage everyone to use
the digital service

British Columbia
(draft cnly}
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UK Us: Australia British Columbia
Design Principles Playbook Digital Service Standard {draft anly}

Do less 513
{only what gov't can do)

Design with data Use data to drive decisions

{not hunches and guesswaork,

Analytics built in and always

on)

Do the hard work to make it Make it simple and intuitive

simple

{challenge the status quo)

Be consistent, not uniform Consistent and respansive

design

Address the whole
experience, from start to
finish

Build digital services, not
websites (Needs come first—
uncover the need and help
people meet it)

[terate. Then iterate again. Build the service using agile  Agile and user-centred
{Start small. Fail often and and iterative practices ‘process

early}

Make things open: it makes Default to apen

things better
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UK us Australia British Columbia
Design Principles Playbook Digital Service Standard {draft only)

Structure budgets and
contract to support delivery
Assign one leader and hold
that persan accountable
Bring in experienced teams Have a multi-disciplinary
team
Measure the performance.
Repart publicly

Choose a modern technology
stack

Deploy in a flexible hosting
environment

Understand the tools and
systems

Use open standards and
commen platform

Make source code open hy
default

Digital by default

Manage security and privacy  Make it secure
through reusable pracesses

Test the service end to end
in an environment that
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UK us Australia British Columbia
Design Principles Playbook Digital Service Standard (draft only)
replicates the live version,
Automate testing and s13
deployment
-




Digital Services Sirategy Update
Citizen Experience Board
July 5, 2016
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Agenda

« Why focus on citizen experience not service
deliverye

« The limits of ‘digital’

« What do we know about the citizen experience?

« What's changing?

« Operating principles

« Putting the pieces together
« Proposed approach

DIGITAL SERVICE STRATEGY
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Date July 28, 2016
Time 1:30 pm te 2:00 pm

Conference Dial-in# ">

Participant #
Moderator

Location S1°

Attendees

Bohbi Plecas {Chair), Office of the Premier; Shaninon Baskerville, Jobs Tourism and Skilfs Training;
Denise Champion, Government Communication and Public Engagement; Kevin Jardine, Environmental
Assessment Office; Bette-Jo Hughes, Technology, Innovation and Citizens’ Services; Titn McEwan, Smafl
Business and Red Tape Reduction

Reprate
522

Guests
none

1:30 | Introduction and welcome Bobbi Plecas

Discuss and Approve: Principles for the Citizen Experience Bohbhi Plecas

2:00 | Adjourn
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Service Experience Principles

Citizen Centred & Inclusive Design Approach

ﬁ Understand what people
need. Askthem.

3 Commit to a service
orientation, always.

g Remove barriers {0 access.
This is for everyone.

Evidence drives design.

Default to digital.
Development Approach

Services should be Intuitive. A simple

Prioritize action. Get service experience above all else.

i: gtarted and iterate. Invite
feedback. Consistency is key.
Think big. Tackle
manageable pieces. Build
on success and share with
the service delivery
community.

Citizens’ information is theirs and we keep
it secure.
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Draft aspirational statement [citizen perspeciive}

Government services are easy to find, simple to use and relevant to my needs. Everything works the same way so | don’t have to figure out a
new system and new forms each time | want g service. | know if | am eligible and | can track my status se | can plan my life. When things don’t
make sense, | canrget help and |'can provide feedback about my experience to help make things better. ! trust government is listening tc me and
understands what | need.

Service Experience Principles

Statement of intent Principles
Citizen-centred & inclusive 1. Understand what people need. Ask them.
a. Clarify the problem, define who it affects, and ask how best to fix it. Talk to people. Don’t make
We understand whot people assumptions about the problem OR the solution.
need and reffect this in our b. Consider the citizen from start to finish and test with real users.
approach to service delivery. ¢.  Thestructure of government should not dictate how a solution will be designed or implemented.

Citizens should see one, connected, seamlass government.

Not every service can be all things to all people.

Businesses have service needs that deserve the same consideration. These services will also be
accessed by people.

2. Commit to a service orientation, always.
a. Draw onthe values of the public service. Serve citizens in the way you would like to be served.
h. Embrace the role every member of the BC Public Service plays in improving the quality of services
for citizens.

3, Remove harriers to access. This is for everyone.
4. Whomight use the service but currently does not? Find aut why. Fixit
b, Everything should be inclusive, legible, understandable and accessible.
c. Consider where, when and how people will access services. Test with users, [n their context, to
canfirm the service meets their needs.




Design approach

We design services to be
accessible, consistent and
relevant to citizens” needs.

We seck out the best
technology sofution for the job
and we’re ready to be quick
adopters if it makes our
services better. We design
with privacy and security as a
requirement,

Citizens’ Experience Board

4. Evidence drives design.

a.

=3

o oo

Do research. Gather evidence, Learn by analysing data about how existing sefvices are used. Don’t
rely on guesswork.

Keep learning even after the sarvice is launched. Iterate. Make it better,

Build in analytics and use them.

Some services are no fonger useful. Stop delivering them.

Share information appropriately te improve service delivery.

S. Default to digital.

a.
b.
C.

Digital first hut not always. Encourage digital but be ready for those who don't use jt.

Don't put all your resaurces into propping up old systems. Break new ground, based on evidence,
Use the best techneclogy for the job. Leverage existing framewaorks and commaon platforms to
speed up delivery, lower costs and improve consistency. But be open to new technology even if it
impacts husiness processes. Don't settle an what we already have or what we know how to use
until you've explored whether something eise might better suit your need. Challenge the status
Quo.

6. Services should be intuitive. A simple service experience above all else.

3.

Challenge the status quo. Just because it's always been that way doesn’t mean it’s the best way to
keep doing it.

Services should be intuitive enough for citizens to get it right, the first time, If citizens can’t
understand a service, we have failed them,

Give users ciear information about what they need to do at each step of the process.

Streamline processes. Do not accept complexity behind the scenes unfess it odds vatue. And never
accept complexity at the expense of the citizen.

Pursue — refentlessly — a simple service experience.

7. Consistency is key.

4.

b.

People wifl be mare comfortable with the familiar. Use the same language and same design
patterns wherever passible,
But don't get locked in if new, better ideas emerge.




Citizens’ Experience Board

8. Citizens' information is theirs, and we keep it secure.
a. ldentify the data and information the service will use or create.
b. Putappropriate measuresin place to protact it.

Development approach 9. Prioritize action. Get started, and iterate. Invite feedback.

a. Waiting for perfect information and a perfect selution wastes valuable time. Pick a path and take it,
We take action, and iterate to then be ready to change course if 3 better path emerges.
improve. b. Test your service with real peaple who will use it, Then listen to what they say and be prepared to

make changes as you progress.
c. Tha more people providing feedback on your service, the better it can be,

10. Think big. Tackle manageable pieces. Build on success and share with the service delivery community.

a. Startsmall and iterate rapidly. If it works, keep building. If it doesn’t, figure out why and move on.
Try again.
Explore approaches such as agile, where work is collaborative and users are actively involved.

c. Be open and transparent with citizens and colleagues, Celebrate success and learn from setbacks
for your own benefit as well as for theirs.

d. Share designs, ideas and processes so we can all be better.

e. Publish open data so others can ereate value.




Date September 12, 2016
Time 1:00 pm to 2:00 pm

Conference Dial-in# S'°s17

Participant #
Moderator

. s.15
Location

Attendees

Bobbi Plecas (Chair), Office of the Premier; Shannon Baskerville, Jobs Tourism and Skills Training;

Kevin lardine, Environmental Assessment Office; Sheila Taylor, Sacial Development and Social innevation
Betie-Jo Hughes, Technology, Innovation and Citizens’ Services; Tim McEwan, Small Business and Red
Tape Reductiom, Denise Champion, Government Communication and Public Engagement

Regrets
none

Guests
Sarf Ahmed, David Morel and Pelle Agerup, Technology, Innovation and Citizens’ Sefvices

1:00 | Introduction and welcome Bobhki Plecas
Overview: Strategic Partnerships Office David Morel
Service Delivery Board: Cpportunities for Cotlaboration Bobbi Plecas

2:00 | Adjourn




General SPO Acronyms {Various Slides)

ASD - Alternative Service Delivery

BPS — Broader Public Service

LSB — kegal Services Branch

MTICS — Ministry of Technology, Innavation and Citizens’ Services
PSA — Public Service Agancy

PSB — Procurement Services Branch

RMB - Risk Management Branch

SPO - Strategic Partnerships Office

TBS — Treasury Board Staff

SPQ Deals & Prajects Acronyms (Slide 3}

BC BID —- BC Bid replacement

Facilities - Facilities Management

HIAL/PLIS — Health Information Access Layer / Provincial Laboratory information Solutions
HIBC - Health Insurance BC

Hosting - Hosting / Data Services

HRMS — Human Resource Management System

ICM - Integrated Case Management

Microsoft — Microsoft license agreement

MoH Project — Ministry of Health Procurement Project

My Education - My Education BC (former BCeSIS)

Oracle ~ Oracle Master Agreement:

Res Ten — Rasidential Tenancy

Revenue - Revenue Management Services
.SBC - Service BC

STS — Strategic Telecommunications Services {TSMA - Telecommunications Services Master Agreement)
Workstations - Waorkstation Support Services



rocurements




2001 - Government of BC undertook a Core Review process to
transform the way government services are delivered.

2003 - Cabinet approved the ASD Strategic Plan, its subsequent
implementation, and the establishment of the ASD Secretariat to help
government realise this transformation

2003-2010 - 12 ASD deals — majority delivered
through Joint Solution Procurement (JSP) - ASD Secretariat
dissolved

2012 - In June 2012 a new organization was created at the center of
the ASD portfolio of deals, The Strategic Partnerships Office (SPO)
with a mandate from TB
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Contracts with
Million in annual spend
expire in the next 5 years

Limited extension options
within those expiring
contracts



Contract going to Procurement in the next year:
Service BC -°"'

Contracts going to Procurement in the next 1-3 years

»

Contracts (potentially) going to Procurement in the next 3-5 years

Devices —

HIAL/PLIS —
BC Bid Replacement -
Facilities —s17

HRMS _s17

s 17

s 17

Oracle Master Agreement -
Microsoft->"’

HIBC _5.1?
Revenue —

17




{nternal Capacity & Expertise
517

Length of deal — Industry trend towards shorter deals, which could potentially result in more frequent procurements and
negotiations

Cloud / “as-a-service” — Previous ASD’s had large capital components, more tangible assets. New deals are more likely
to have Cloud and “as-a-service” components, which changes the deal architecture

Vendor to Vendor tfransition -
s17 '

. A7
Labour Relations Issues -°

Integration with the BPS -

s 17

Office of Auditor General — Auditor general report on Health Authority onboarding critical of level of due diligence
completed. Makes recommendation on process




Ownership of
the process

Dedication of
Resources

Focus of
ASD/Strategic
contracts

2003-2010

ASD Secretariat was centrally
responsible for the procurement and
negotiations of contracts, with support
from deal offices and various branches
(Legal, procurement, Risk
Management)

Dedicated ADM reporting directly to DM
responsible for all ASD procurements

ASD focus for contracting was:
s17 ' '

2012-present

The contract owning deal office
is responsible for the procurement
and negotiations with support from
the SPO and various branches
(Legal, procurement, Risk
Management)

All ASD procurements responsibility
of individual deal teams (various)

Current focus for contracting is:
sAT



Process {o ensure key documents have
TBS/TB involvement, consistent with large
capital projects and collective bargaining

513




« Average cost of re-procurement estimated at
per contract annually based on “deals” in MTICS. Similar for
reprocurements in other Ministries

* MTICs has four strategic contracts re-procuring in 16/17 and
17/18 "

« Health and PSA will also face cost pressures



« Establish clear process for development and oversight of
strategic contracts (Slide 7)

« Proceeding to Treasury Board with Devices and Facilities —
both in Fall 2016

512
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Participant #

Location

Conference Dial-in #

Moderator

Date October 12, 2016
Time 2:I15pmto4:15pm

s15s5.17

515

Attendees
Bobbi Plecas (Chair), Office of the Premier; Shelia Taylor, Social Development and Social Innovation;

Tim McEwan, Smafl Business and Red Tape Reduction; Denise Champiclr_l_, Government Communication
and Public Engagement

Regrets
5.22

Guests
lan Batley, Technology, innovation and Citizens’ Services {on behalf of Bette-lo Hughes)
Steve Rossander, Finance and Stu Hackett, Technology, innovation and Citizens’ Services
Beverly Dicks, Carol Prest and Adriana Poveda, Technology, Innovation and Citizens’ Services
Sophia Howse, Technology, Innovation and Citizens’ Services and Brad Kocurek, Health

2:15 | Update: DMCPSI feedback on Service Experience Principles

d(

Bobbi Plecas

2:25 | Update: s13

Denise Champion and
lan Bailey ~

2:45 | Corporate Enablers — Update on Pay BC

Steve Rossanderand
Stu Hackett

3:15 | Corporate Enablers — Update on Contact Centre

Beverly Dicks and Carol
Prest

3:45 | Corporate Enablers— Update on BC Services Card

Sophia Howse and
Brad Kocurek

4:15 | Adjourn
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Vision for the Service Experience

From

Government organizes most of its services according to

ministry structures, which makes it chalienging for
citizens to find what they need unless they know the
name of the service and the ministry that delivers it.

Government services use a variety of forms and systems,
Citizens have to figure out the approach for each service.

Citizens Eligibility requirements are difficult to interpret,

It's hard for citizens to find out the status of their
application once it has been submitted.

Once a service is designed and implemented, its
development is complete, Satisfaction surveys don’t
often lead to changes in how services are delivered.

Eligibility and compliance are sometimes the focus of the
service experience to the detriment of the experience.

o

Government designs and delivers its services so
citizens can easily find the services that are
available, relevant and personalized to their needs.

The service experience and the interactions people
have with government are seamless, integrated and
consistent for users.

Government asks citizens what they need and
purposefully addresses barriers to access.

Eligibility requirements are clearly stated and
applications can be tracked from intake to decision.

Government uses analytics to track feedback, then
iterates on service design and delivery to meet
citizens’ needs.

Government seeks to build trust with citizens by
embodying public service values in its approach to
service delivery. 2



Sewsce Expenence Principles

Citizen-centred and inclusive
We understand what people need and reflect this in our approach
to service delivery

Design approach

We design services to be accessible, consistent and relevant to
citizens’ needs. We seek out the best technology solution for the
job and we’re ready to be quick adopters if it makes our services
better. We design with privacy and security as a requirement

Development approach
We take action, and iterate to improve




Service Experience Principles

Citizen Centred & Inclusive

Eﬂ Understand what people
need. Ask them.

Commit to service
excellence, always.

Remove barriers to access.
This is for everyone.

Development Approach

Prioritize action. Get
started and iterate. Invite
feedback.

Think big. Tackle
manageable pieces. Build
on success and share with
the service delivery
community.

Design Approach

Use analytics to improve design.

Default to digital.
Services should be intuitive. A simple
service experience above ali else.

Government services should be seamless,
integrated and consistent.

Citizens’ information is theirs and we keep
it secure.



Citizen-centred & Inclusive

1. understand what people need. Ask them.

+  Clarify the problem, define who it affects, and ask how best to fixit, Talk to people. Don’t make assumptions about the
problem OR the solution.

*  Consider the citizen from start to finish and test with real users.

+  The structure of government should not dictate how a solution will be designed or implemented. Citizens should see one,
connected, seamiess government.

*  Not every service can be all things to all people.

*  Businesses have service needs that deserve the same consideration. These services will also be accessed by people.

2. Commit to service excellence, always.
«  Draw on the values of the publicservice. Serve citizens in the way you would like to be served.
«  Embrace the role every member of the BC Public Service plays in improving the quality of services for citizens.

3. Remove barriers to access. This is for everyone.
*+  Who might use the service but currently does not? Find out why. Fixit.
*  Everything should be inclusive, legible, understandable and accessible.
+  Consider where, when and how people will access services. Test with users, in their context, to confirm the service meets
their needs.




Desigh Approach

4., Use analytics to improve design.

Do research. Gatherevidence. Learn by analysing data about how existing services are used. Don’t rely on guesswork.
Keep learning even after the service is launched. lterate. Make it better.

Build in analytics and use them.

Some services are no longer useful. Stop delivering them.,

Share information appropriately to improve service delivery.

5. Default to digital.

Digital first but not always. Encourage digital but be ready for those who don’t use it.

Don’t put all your resources into propping up old systems. Bréak new ground, based on evidence.

Use the best technology for the job. Leverage existing frameworks and common platforms to speed up delivery, lower costs
and improve consistency. But be open to new technology even if it impacts business processes. Don’t settle on what we
already have or what we know how to use until you’ve expiored whether something else might better suit your need.
Challenge the status quo.

&5, Services should be intuitive. A simple service experience above all else.

Challenge the status quo. Just because it’s always been that way doesn’t mean it’s the best way to keep doing it.

Services should be intuitive enoughi for citizens to get it right, the first time. If citizens can’t understand a service, we have
failed them.

Give users clear information about what they need to do at each step of the process.

Streamline processés. Do not accept camplexity behind the scenes unless it adds value. And never accept complexity at the
expense of the citizen.

Pursue — relentlessly — a simple service experience.

£ . Government services should be seamless, integrated and consistent.

[

People will be more comfortable with the familiar. Use the same language and same design patterns wherever possible.
But don’t get locked in if new, better ideas emerge.

Z+. Citizens’ information is theirs, and we keep it secure.

|dentify the data and information the service will use or create.
Put appropriate measures in place to protect it. b




Development Approach

Prioritize action. Get started, and iterate. Invite feedback.

Waiting for perfect information and a perfect solution wastes valuable time. Pick a path and take it, then be ready to change
course if a better path emerges.

Test your service with real people who will use it. Then listen to what they say and be prepared to make changes as you
progress.

The more people providing feedback on your service, the better it can be.

. Think big. Tackle manageable pieces. Build on success and share with the service delivery community.

Start small and iterate rapidly. If it works, keep building. If it doesn’t, figure out why and move on. Try again.

Explore approaches such as agile, where work is collaborative and users are actively involved.

Be open and transparent with citizens and colleagues. Celebrate success and learn from sethacks for your-own benefit as
well as for theirs.

Share designs, ideas and processes so we can all be better.

Publish open data so others can create vaiue.




How We Can Get There
eans for the Public Service

« Technology is changing too fast to accurately predict the future of service
delivery

* Government can embrace this change and use it to our advantage

* Employees can strive to improve the service experience at every step and
with every shift and technological advancement along the way

« We'll do this by supporting the BC Public Service to be:

able to adjust to new conditions, be easily modified to respond to
adaptable  altered circumstances or conditions for a new use or purpose,
ready and abie to change

resilient able to withstand or recover quickly from difficult conditions

responsive reacting quickly and positively

nimble quick and light in movement or action, quick to comprehend

ens
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Presented to Citizens’ Experience Board
by
Steven Rossander & Stu Hackett
October 12, 2016




1 Payment Problem

J Payment Solution
® Vision
= Benefits
= Approach
#a  Phase 1 Scope
I PayBC Portal
I Next Steps

] Questions
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SCALABLE
for programs

ONE CONSISTENT PAYMENT EXPERIENCE

MODERN
Technology

REDUCE
Complexity




7 CITIZENS @

Increased customer satisfaction
Reduced red tape

Consistent and convenient self-
service

Increased efficiency and speed of
transactions and payments

New mobile functionality

ANERNERN

Government

Improved service delivery

Increased cost savings and efficiencies
Improved access to quality data across
government

Reduced reliance and risk associated
with aging legacy systems

Aligned with the IM/IT Enablers
Strategy and commitment to business
innovation




Evaluated the solutions we have

Leveraged the knowledge and experience of others
Leveraged established investments (Corporate Enablers)

v" Service BC — Service Desk

v CAS Corporate Financial System (CFS)

* Accounts Receivable
° Accounts Payable
= Reporting

v IDIM — Identity Management

v’ Provincial Treasury — Banking interactions/transactions

Build Incrementally




Scope

Develop Citizen and Business focused online payment portal

Reconfigure CAS CFS to create a corporate accounts receivable to allow
Programs to On-board

Modernize corporate financial Business Intelligence for reporting

Created proof of concept for PayBC mobile applications

Consolidate Operating Units (Orgs) to allow cross government service delivery

Capital investment is™"’

s 17

Annual Operating is

August 2015 — September 2016
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Go Live_Considerations

*  Public awareness
* Soft launch
» Formal announcement pending additional onboarding
* Payment Methods

Onboarding

= Active: MCFD, MTICS (ARES, iStore BPS Clients)

®  Programs in progress: NRPP, RSl, Service BC (eGARMS, BC OnLine, FAS)
» Engagement: onboard Ministry Accounts Receivable

Additional Functionality
»  Cash Management module for CFS to further automate reconciliation
* [ntegrate with new initiatives such as **

Resolve Funding Model







CAS Executive Director & CIO
PayBC Project Co Sponsor

ServiceBC Executive Director
PayBC Project Co Sponsor

CAS Director Strategic Planning

PayBC Project Director

PayBC Project Manager

Steven Rossander
Steve.Rossander@gov.be.ca

Stu Hackett
Stu.Hackett@gov.be.ca

Lorelei Fitzpatrick
Lorelei.Fitzpatrick@gov.bc.ca

Kevin Ford
Kevin.Ford@gov.bc.ca

Dirk Niemann
Dirk.Niemann@gov.bc.ca

11 |



ety Service

Carol Prest
October 12, 2016




Service B

Making access to government services easy
Lead role in delivering services to citizens
In person, online and over the phone services

Call centre outsourced to IBM
(Robertson Telecom as subcontractor)

Information and way-finding services
Handles 590,000 calls 25,000 email per year

Value of current contract per year




Opportunities for Change

Service anytime, anywhere
Channel of choice

TN e £ L e T S ST T T R T T L+ AT Y R TN O oD S G T T T 1D R e ST RT3 - 4 T SR R v N S T AT AT B e 17 TR cabeate R A B - Rt L ST e T e e 3 P

Direction to improve citizen interactions
Collaboration with client ministries to co-design solution

Continue to meet the changing needs of our partners and customers
Current contract ends June 30, 2017

* Industry has evolved
* Improved service delivery, technologies, and dynamic platforms




Provincial Environmental Scan

65 internal contact centres across Province™®

.....................

Y
Engaging ministries in service offering/design

Engaging ADM Service Delivery Board

S L L S AT

13 program areas on-boarded
5 contact centres consolidated

Moo

4
“*Please see Appendix_A_65_Contact Centres_ServiceBC
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Most likely to consolidate services
— Informational and transactional services that are (or can
be) codified including Natural Resource Sector

e Least likely to consolidate services
— Complexity/Volume: SDSI/MCFD

— Life & Death Services: MCFD 310 Helpline, 811 and Poison
Control

— Emergency services and/or small programs that have
limited telephone interaction




Province of BC

Service Reputation Score

Quality of Services

Citizens First 7

Service Reputation 5 58 66
Quality of Services 71 N/A 80

¢ By IPSOS Reid for Institute for the Citizen-Centred Service

»  Conducted every 2 to 3 years (last one on 2014)

° Recommehdations on service delivery and drive towards a citizen centred approach
*  Data from Citizens First 7

. 7
Appendix B _CF7 Summary by ServiceBC




Staff Interaction: courtesy, fairness, knowledge, efforts
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Modern procurement focused on outcomes and
collaborative contracting

Phase 1

° Jssued Negotiated RFP

* Completed first evaluation

» |dentified top two proponents: MAXIMUS Canada and HPAS

Phase 2

* 5 day collaboration workshops with top two proponents

* Completed evaluation and identified lead proponent

Phase 3

» Negotiation with lead proponent: MAXIMUS Canada

e Kick off September 9

e Targeting contract sign November, 2016

10
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e the approach and

potential partners

Advise on opportunities for partner

i5



Beverly.Dicks@gov.bc.ca Carol.Prest@gov.be.ca
ADM Service BC Division Registrar and Executive Director

Adriana.Poveda@gov.bc.ca Laurel.Jorginson@gov.bc.ca
Director of Service Transformation  Manager of Service Transformation

16
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About Citizens First

Conducted every 2 to 3 years

Recommendations on service delivery and drive
towards a citizen centred approach

5,000 participants, 421 in BC

Survey done between June and September 2014
Participating jurisdictions: AB, BC, MB, NWT, NS,
ON, YT, QC. Hamilton, Region of Peel, Toronto,
York Region

2 irst7 Report December 2014




BC Performance Results at a Glance

Rating 123 4 5
All scores are 0 to 100 0 25 50 75 100

Province of BC

Service Reputation Score 39 44 46 50 49 49 56
Quality of Services 59 61 69 74 70 69 71

Citizens First 7

Service Reputation
Quality of Services 71 N/A 80

CitizensFirst7 Report December 2014




Client Satisfaction Index (CSI
BC vs. Best Provincial/Territorial

Overall

CitizensFirst? Report December 2014




Client Satisfaction Index
by Service Category

B BC B Best Provincial/Territorial

Financial Aid, Benefits,
Compensation, Pensions & Permits, Certificates and Infarmation or Advisery
Support Programs Licensing Services Government Services

CitizensFirsi7 Report December 2014




Client Satisfaction Index
by Primary Channel

B BC & Best Provincial fTerritorial

In-persen visit

Telephone

CitizensFirst? Report December 2014




Client Satisfaction Index
by Nature of Service Interaction

B BC % Bast Provincial/Territorial

Routine or periadic Application or Information or advice Solve problem, correct Anything else
transaction registration error, complaint

CitizansFirst? Report December 2014




Client Satisfaction Index — Key Drivers

75/81) Service Design: resolution, findability, accessibility, privacy

b ‘ ..........
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Report December 2014




Channel Usage and Preferences

Office '_c')r'.s"ék'\)ite c_:oun’te_r'_” | 37% | 13%
Online/Website 15%
Telephone e 24% 14%
E-mail 4% 8%
Regular Mail - 3% 3%
Others 3% 6%

CitizensFirst7 Report December 2014




Telephone Channel

19 Minutes — Current wait time
15 Minutes - Expectations

27% had difficulty finding the
right number to call

35% waited too long on holid

32% experienced busy signals

CitizensFirst/ Report December 2014




Online Channel

32% of websites did not have
Info needed

32% of citizens couldn’t find
What they were looking for

(F====)

15% experienced issues with
search engines

20 Minutes — Transaction time
6.5 Minutes - Expectations

CitizensFirst7 Report December 2014




In Person Channel

16% could not use
public transportation

8% had to travel too great
a distance

19 Minutes — Wait time
15 Minutes - Expectations

Value is not speed, it’s the ability to ask
guestions and knowing the transaction is
competed accurately

First? Report Decembper 2014




Priorities for Improvement

IMPROVE

PROTECT

Confidence issues will be resolved

Issues are easily resolved

Amount of time to receive the service

Amount of time to get help

Complaints are addressed

Receive needed information

Staff interaction

Staff efforts to address needs of customer

Satisfaction with experience when using preferred method
10. Easy process to receive the service

O 00Nk WNRE

CitizensFirst7 Report December 2014



Recommendations

Increase : complaints, issues)

Increase -

Improve phone *
Maintain office wait times under 20 minutes

‘and ¢

:i of provincial web pages

Improve :i:

Improve government

CitizensFirst7 Report December 2014




BC Government List of External and Internal Contact Centres

o

11

12

i3

15

17

18

20

21

2

23

ek contact centre backpround infarmation document twa 120¢k14 final

Soctal

Social

. Sockal

Sodial

-Sacial

soclal

Saclal

Sochal

Sacjal

Social -

Sucial

Social

Sagial

Sociaf

Social

Lands % Resources

Lands & Resources

‘Lands & Resourges

Landy & Resources

Lands & Resources

Lards & Resaurces.

Ldnds & Resources-

:I;ilian'r.ln_l ﬁpér'all'nn_s - Callections and Pa'gr_l.'} ents
Emiployment and Incams Assistance / Provincial Servites Centre
WorkEC-

Emplayment Standards

Hel_lu_Bl:

Communlty Development Trost

Auttsm Funding Unit

Child Care Operating Funding

Alter i_iours Respanse ~ maoving provinre-wide

Help Line for Chitdren

At Home Program - Medical Bengfits .
{liert Relations
Ar.c_o'unt_s: Pa\rable.:_l;l_e_l.p:l?gs_.l.f;._
Coors rans s S . i 23

Aftar Hours Responsa

Capital Funding

Provincial P'errnlll.c'entn PFC, Cu_rn_me rcfal Vehlcle. Safety and
Enforcement -

Road Hazard Reporting

Road Reports

Restdential Tenancy Gffice

| g7idasassse o

a65-266-0800

B7P7-952-8814

A00-663-3316

BOO-435-5E77 .
3?7-‘2‘;8-8882
B77-777-5530
586-338-6622

. BOD-BE3-9122
877-631-B282
‘BE8-613-3222
B?7-387-7037
36'6-.82.:3-. 5?5:5
asg-sgn-.sm

BBE-338-Be22

_gOC-559-96B8

877-381-7310

'BOC-550-4397

g00-665-8772

Plo'v.FncI:l_I_ Emeigency Progr_am'{b[_sq:s'ler Cnmpen_sa_llun Line f = 888-257-4777.f 688-852-

-Superintendent of Motar Vehicles 7 O Spilts

Wildllfe - Human Canflict/ Conservation Office Service

Front Countar BC

Print Date: 2017-02-15

5515 / BOD-645-7911

877-356-2029 main
number is 830-563-2453

§77-855-3722
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BC Government List of External and Internal Contact Centres

28 Londs & Hespurces Wildfive Manapement Branch / BC Mine Emergency § Forest Fira  200.663.5555 ) B56-776- s.13

25 . Lands & RAesources ‘Permit and Authosization Service Bureaus T -BEE-4337272

. — e e _____.G_E‘;Bc e e . :
Fxs ‘Lands & Resources Ha:lﬂtal Conservation Trust - - - BOD-327-9853

b} Lands & Resources Conzervation Qfficer Services / Repart Afl Poachers and Polluters ;??-9;2-;27? o

29 Lands & Rgsourcas - a Discover. Camplrig S 800-69%-9025

a0 Lards & Resources Scrap-lt Frogram 1-855-377-7717 '

‘31 Lands & Resturtes : rneral Titlas waleemail) o : BEG-416-4399

32 Lands. & Resources 1-800 MARR infalfne 806-250-1022

Ministry of Agriulture Infoline: Seuth Cpasi and Va neouver

a3 Lands & Respivcas 2ag-221-7141

Island irfoline

aa Lands & Resources Report Commercial Vehicle Safety Violations 886-775-B785

i ; . Pravinclsl Emergency Progeam £ Ol and Gas Commission f Victim

3= Lands & Resources ‘Sarvlces Pratection.Ovdler Reglétry BOD-663-3456

3 Lands & Resources Wildfire Management Branch § Critical Incldent & Stress Memt / SgE.jaT1717
Opan Burning

r lastice Family Justlce Services not publr; ]b'wl.uumbers.

. o A a rauted:
38 lustice Provinctal Court Sarvices online [diractsto BC Online for help) 1-200-563-5102
kY tustice . Victim Link BE BOO-562-0808
: {fermerty Victim Services and Coifimunity Programs Division)?} Text 504-536-6351
a0 Justice Victim Assistance [formerly Polichg and Community Safety P —
branch?]
41 Justice Victim.Salety Unit BY1-315-8872

42 Jastice Liyuey Cantrol and Licensing B66-203.2111

BEG-577-2525

a3 lustice . .ngal se_mm'&g:lew

89 - Health Alcohol & Drug Referral Service BCr-p53<1441

15 Health a . 8C Ambulante Billing’ . 800-565-7199 ;
46 Health H; apl.lhunk BIC a1l

ceb contact centre background informal'on document two L20cti6. final Frint Date: 2017-02-25 Page 20f3



BC Goverament List of External and Intarnal Contact Ceritres

a7 Health
28 Health
a8 Health
1] Health

51 Heaith
52 _ Health
53 Education
54 - Eduratlon
55 -Echucation
56 Corporate Suppaort
57 Corporate Support
58 Corporate Support
59 Lorporate Support
- _60- Carporaté Support
51 Corporate Support
52 Corporate Support
63 e comnme suwnn
...... 54 Corporate Support

65 Carporate Suppart

B Drug and Poizon info Line

Screening Mammaography Program of BC

Healthlink BC - farwarded from Health and Seniors infoemation
Lne

AIDS & STO Testing

HealthLink BC : BE Mursellne.

HeaithLink BC - Dietlcian Services

Fducation General Enqulrles

Cpen Schools BC (line zoes to Crown pub)

Student Ard BC infs line

BC Ontine {Data partners: BC Assessment, Corparate Registry,
Court Services Onkne, Manufactured Home Registry, Personal
Property Reglsiry, Rural Property Tax, Ste Registey, Wills

Reglstry] |Resellers: Asset Real Estate, At Source, Oye & Burham E-

Tray, eStrataHub, InspekTech, Landeor, Tax Certificates Ond ina)
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