DESIGN
in the public
service places...

CITIZENS

...at the centre of
policies, programs,
and services that

affect their
lives.

Unpleasant
experiences

“It's not
our fault...
it's yours!”
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many of our clients.
areleft feeiing confused,

® ambivalent ahout their

Vuinerable  discouraged

Immmigration stories

30 peaple Tod us abour their experience
with spousal sponsorship, here we show

the main trends that we found
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proving and defining relationship



tO Idea Close-Up: Doing while Waiti
Snapsho \(Oom ea Close-Up: Doing while Waiting

What it is: Require only two basic forms
(IMM1344 and IMM8) and an initial fee
upfront to get the process started.

Generate letter telling clients what they
need to provide next.

\

Benefits:

Lets clients get in line sconer

Keep clients “doing while waiting”

Moves their 4-6 manths of application prep-time into our processing time
Provides a step-by-step roadmap for clients

Saves clients the hassle of submitting things for the applicant if the sponsor
isn’t approved

¥ Sets the stage for ~40ps for this otherwise paper-heawy line of business.
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What it is: While clients are waiting
for an agent at the call centre, have
them enter their ID info into the IVR
so their file pops up automatically
for the agent who takes the calls
Benefits:

v" IRCC will have the clients” history already on-hand, saving them up to one
minute of additional time to focus on what is important to the client

v’ Creates the opportunity for IRCC to fully respond to their question the first
time they call, building trust with our clients over time

v’ Reduced need for clients to “strategize” via calling 3-4 times per question

v Empowers call centre agents, ultimately increasing job satisfaction and
reducing turn around and potentially saving money on training.
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Stra L‘ey/é d ameliora Lion des servives bes a4 U

seowrts de la wellesse / SASS V/

L'objectif de la SASSV est de transformer la fagon dont le programme de sécurité de
la vieillesse est exécuté. Cela signifie que la conception doit étre axée sur les clients
afin de veiller a ce que leurs besoins et attentes soient satisfaits.

>

Dans le cadre de la SASSV, l'initiative prototype a été lancée dans le but de
déterminer ce qui motive les ainés et les pré-ainés a interagir avec le gouvernement
en ligne et a élaborer des solutions novatrices pour acceder aux services
électroniques. Cependant, I'équipe a rapidement découvert que, afin d’améliorer la
facon dont le programme de sécurité de la vieillesse est exécuté, elle devait examiner
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Mener des recherches pour
comprendre nos clients

Déterminer les principaux défis
et idéees

Valider la recherche par

'ennanement
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N
Définir, élaborer et mettre a I'essai j
les possibilités d’amélioration des

A ITAAC



Fonts fa/Z/aJ’ du modele de //%’L‘a tion de

servrces actuel

Many clients lack
awareness

Confusion around correspondence

Trouble submitting documentation

Confusion about separate benefits applications

Long wait times

Frustration dealing with multiple Service Canada channels

Some levels of discomfort with the shift to online services
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Frots L%m& d améliora Lion des Servioces

o User-Friandly Digital Interface

[ 2] Third Party Toolkit

e Medular Service Delivery Application

o Marketing Strategy QOutreach Strategy

a Ravisad Motice of
Entitlement Letter

Revised Automatic Enrallmant Lattar

o Combined OAS 7 GIS
Application

o Streamlined SIS
Application
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A M/{tcya& du /ﬁa/‘ta/m/‘/&b‘ avec

Approche Réflexion
pluridiscipli différente et
naire créative

Acces a la
méthodologie
de recherche
universitaire

1§ aniversitss

Un niveau de créativité et d'innovation plus élevé
dans I'élaboration de solutions aux défis actuels du
sondage, appuyées par la recherche universitaire.



