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Increasing Canada’s CompetitivenessIncreasing Canada’s Competitiveness

Citizen-Centred Service Delivery (CCSD) 
contributes to increasing Canada's 
competitiveness by:
– Saving citizens time and money
– Improving government’s ability to meet 

economic development priorities by being 
business friendly

– Creating efficiencies within government and 
potential for longer-term cost savings



What is CCSD?What is CCSD?

Lead by Ministry of Labour and Citizens’ Services
An approach to improving citizens’ experience 
when accessing government information and 
services
– Excellence in Service Quality
– Easy Access to Services
– Making Government Services Efficient to 

Provide
– Public Confidence in Government’s Electronic 

Service Channels
– Transformation of the Workforce – Skills and 

Culture





Examples of CCSD InitiativesExamples of CCSD Initiatives

Facilities:
– Front Counter BC: Natural Resource Opportunity 

Centre, a single point of contact for natural resource 
agencies 

– 59 Government Agent offices providing services in 
person and via community access terminals

Information Services:
– Enquiry BC responds to over one million telephone 

enquiries each year
– BC OnLine processes more than eight million internet 

transactions per year





Challenges of CCSDChallenges of CCSD

Tendency to focus on cost efficiency vs. better 
service to citizens
Funding in a charge-back, cost pass-through 
model (who pays for vacancy…)
Vertical approach to facilities administration
No incentives, rewards, recognition or 
accountability to support CCSD
Governance and decision making



Lessons LearnedLessons Learned

Direction must come from the top down with 
focus on improved service delivery
Develop funding method for CCSD locations
Certain programs function well together
Ministry of Labour and Citizens’ Services acts as a 
facilitator in the planning discussions
Develop “rules of engagement” for decision 
making 
Program delivery requirements determine the 
facility attributes 



Benefits of CCSD to CitizensBenefits of CCSD to Citizens

One door to multiple services
Saves citizens time and money
Offices are warm, friendly and inviting 
(see Welcoming Office concept attached)

Increases citizen satisfaction and confidence
Demonstrates government is responsive to 
community needs
Offices are tailored to the needs of the general 
community 



Benefits of CCSD to GovernmentBenefits of CCSD to Government

Improves ability to meet economic 
development priorities by being business friendly
Creates efficiencies and potential for longer-
term savings 
Creates a stable environment regardless of 
back-end changes
Supports easier implementation of priorities
Increases capacity to meet important social 
objectives
Facilitates positive staff morale 








