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If we build organizational agility, 
government will deliver better 
services

THEORY OF CHANGE
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2

Performance 

measurement

1

Policy 

instruments

3

Institutional 

practices

Applying a service 

lens to our 

policy suite

Rethinking how we 

measure progress 

against outcomes 

sought

Standing up institutional 

supports and removing 

institutional barriers

Building organizational agility starting from the centre

Rationale: We need to create enabling conditions for better services
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Another look at Canada’s Digital Standards

We need a deliberate, whole-of-OCIO approach to addressing gaps 

between digital standards and the Policy and Directive on Service 

and Digital. This means we need to:

● Review, amend or rescind policy instruments that contradict or 

make it harder to implement digital standards

● Identify policy gaps - new policy instruments and practical 

guidance that need to be created

● Introduce failure criteria / reasons to revisit in the preamble for 

existing policy instruments to ensure continued relevance

● Take stock of responsibilities, oversight and reporting 

requirements with a view to revisit

● Introduce a feedback loop review process for the digital 

standards themselves (i.e. Do these principles continue to 

represent what good looks like for services?)
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Plans and reports that reflect on-the-ground learnings

NOW NEXT LATER

Work 

happening

Possible 

future #1

Possible 

future #2

Possible 

future #3

Activities 

TBD based 

on new 

learning

To follow in the coming months - roadmaps and reports that serve departmental teams’ cadence 

and reflect ongoing progress against digital standards 
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Proactive supports
A range of digital practice support services to help departments deliver against digital standards

Outsourced Training
Practitioner 

Advice

Communities 

of Practice

Common 

Standards

Central

Services

Embedded 

Teams

Talent as a 

Service

Diverse 

sets of 

vendors 

for each 

stage of 

the service 

design life 

cycle

Learning 

products 

to help 

teams 

develop 

digital 

and 

service 

skills

Informal 

advice from 

a central 

team of 

practitioners

Practitioner 

networks to 

share 

common 

knowledge 

and 

experience

Common 

service 

platforms, 

tools, 

patterns and 

code

Centrally 

available 

user 

research 

and 

prototyping 

labs, data 

services

“Flying 

squads” of 

empowered 

practitioner 

teams 

parachuted 

into priority 

files

Full-service 

talent 

capability 

built bottom-

up for digital 

service 

teams

Capacity-building
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Formal escalation
A range of formal responses TBS can provide to departments and leaders to keep them on track to 
deliver against expectations

No intervention 

No action is taken 

to intervene in 

design or delivery 

Advocacy Escalation Gatekeeping 

Formal advice and 

direction given to 

senior executives   

on the the need for 

remediation and 

the removal of 

systemic barriers

Formal advice 

given to senior 

executives and 

ministers as 

appropriate on the 

need to remediate

Direction to stop  

and reset efforts 

until minimum 

design and delivery 

expectations are 

met

Intervention
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Course-correction

A range of remediation efforts to lift capability and redirect services that do not meet digital standards

No remediation

No action is taken 

to remediate 

Formal advice Coaching Embedded Teams Central Capability 

Central practitioner 

team provides step-

by-step advice on 

how to remediate  

Central practitioner 

team provides 

intensive coaching  

Central team 

embeds 

empowered  

experts to support 

remediation  

Central team takes 

control until a 

remediated service 

is delivered 

Remediation
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What’s next?

Potential updates to share:

● Digital Standards reset

● Policy suite review

● Performance Measurement reset

● Setting up institutional supports

Get in touch:

digital.numerique@tbs-sct.gc.ca
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