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> 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
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> 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
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> Facillities:

— 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
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» 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
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> 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
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> 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
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> 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



- Welcoming Office -

The 'Welcoming Office' concept is aligned with the ‘Citizen-Centered
Service Delivery' (CCSD) initiative which is a collaborative
cross-government approach to enhance services for the citizens of British
Columbia. Welcoming Offices are supportive of the five goals of CCSD.
As the 'front face of government' they are intended to be accessible, warm
and friendly, and reflective of each community.

Five Goals of Citizen-Centered Service Delivery:
Excellence in Service Quality
Easy Access to Services
Making Government Services Efficient to Provide
Public Confidence in Government Electronic Service Channels
Transformation of the Workforce - Skills and Culture

View from Waiting Area




Characteristics of a
'Welcoming Office'

Citizens know what services

Community Driven Service Offerings

+ Government services tailored to
community needs.
+ Access base

on defined location criteria.

Common Design Features

. Suppc.uns service delivery through customer-
friendly design that includes barrier-free
acce ib|1|t§,r privacy and security
considerations.

* Promoting a healthy environment throug
ergonomic design for staff and the

+ Selection of environmentally ‘friendly’
products and finishes.

Common Branding

Promote familiarity to reflect the community
through use of 'service center’ signage
including the BC logo while showcasing local
elements such as artwork and materials
indigenous to the area.

Floor Plan - Isometric

Service Counter

: | | . =]
= ;'-._ {‘;I g ‘}'F?;?";'
—b. |
— | - ‘QS
I . E %, J
; W -ﬂ_;'
AR
LY W=
b
N—""1-4
A | ol | -
\‘J 1 AL \
bl Ay |
W

BRITISH
COLUMBIA

‘The Best Place on Earth

Consistent Service Experience

'One door' approach with opportunity to
provide for multiple services.

» Enhanced choice in access to servic
ensure citizen comfort i.e.: 'face to face',
telephone, internet.

» Excellence in c
convenience in hours d:|i access, proy
multi-lingual services and payment D"JIIOI'H

Cost Efficiency

= [n accordanc

2 to collaboration at the
program delivery

vel minimize

duplication of vices and resources at
point of access

» Enhance utilization of government
resources through effective use of
buildings, technology and people.

. Pamphlet and standard
| forms racks



....Access to services from the citizen's point of view.

Welcoming Office Design Elements

- Good natural light

- Background music

- Comfortable waiting chairs

- Windows in office doors; perception of 'open door' culture
- Current information boards and reading material

- Access to public washrooms

- |dentity signage

- Easy access to self-help resources ie: printers, computers
- Accessible parking

- Drop box for payments

- Use of local products

- Displays for local history, art & culture

Environmental Stewardship
Guidelines in developing a 'Welcoming Office":

Low-impact materials: choose non-toxic,
sustainably-produced or recycled materials which
require little energy to process

Energy efficiency: use manufacturing processes
and produce products which require less energy.

Quality and durability: longer-lasting and
better-functioning products will have to be replaced
less frequently

View from Rece




