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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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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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

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
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Research to understand our
clients

|dentify key challenges and
insights.

Validate research through
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improvement opportunities
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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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Don’t be
afraid to ask
for help

Leverage
innovative
tools /
methods that
place the
client at the
centre of
design

Challenge
commonly
held beliefs
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User-Friandly Digital Interface

Third Party Toolkit

Medular Service Delivery Application

Marketing Strategy QOutreach Strategy

Ravisad Motice of
Entitlement Letter

Revised Automatic Enrallment Letter a

o Combined OAS 7 GIS
Application

o Streamlined SIS
Application
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Multi- Unrestrained
disciplinary outside-the-
approach box thinking

Access to

academic

research
methodology

Greater level of creativity and innovation in
development of solutions to today’s survey delivery
challenges, backed by academic research



