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The Old Age Security Service Improvement 
Strategy (OAS SIS) 

The goal of the OAS SIS is to transform how the OAS program is delivered. This 

means placing clients at the centre of design to ensure their needs and expectations 

are met. 

As part of the OAS SIS, the prototype initiative was launched to identify what 

motivates seniors / pre-seniors to interact with government online, and develop 

innovative solutions for accessing e-services. However, the team soon discovered 

that in order to improve how the OAS program is administered, they needed to 

consider more than just e-services. 



Research to understand our 

clients 

Validate research through 

engagement 

Identify key challenges and 

insights. 

The Prototype Initiative 

Define, develop and test service 

improvement opportunities 



Pain Points in the Current Service 
Delivery Model 



Cornerstones for Success 

Don’t be 
afraid to ask 

for help 

Challenge 
commonly 
held beliefs 

Leverage 
innovative 

tools / 
methods that 

place the 
client at the 

centre of 
design 



Service Improvement Prototypes 



Partnering with Carleton University 



Benefits of Partnering with Academia 

Access to 
academic 
research 

methodology 

Multi-
disciplinary 
approach 

Unrestrained 
outside-the-
box thinking 

Greater level of creativity and innovation in 

development of solutions to today’s survey delivery 

challenges, backed by academic research 


