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Maturity Model Atiributes
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Interactive User Guide

CASE STUDY: SENIORS ACCESSING GOVERNMENT
DISASTER RELIEF SERVICES DURING A WILDFIRE




Static Spot lllustration and in-column
interactive widgets.

CITIZEN PERSONAS
What does a completed citizen persona look like?

Use the arrows to move through the three examples of citizen
personas.
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Biography Factors
Is concerned about finding work; her

Genevieve prides herself on her workplace was destroyed in the fire and she

independence. She works part- may need to apply for a new job or apply

time as a cashier and maintains for Employement Insurance.

a vibrant social life, volunteering

at the local library and spending  Owns home but does not high home

her weekends with her friends at  insurance.

the local community centre. Her

children live outside of Canada, Comfortable accessing government services;

and her main companion is her often helps friends with this task by serving

Genevieve pet at. as an advocate.

&7
Aw Genevieve's primary conoern is Lives off combination of private pension,
Employment finding employment to government assistance, CPP and wages from
Employed, Part-time supplement the government ime |
assistance she receives. Sheis
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Full size interactive widget

INFOGRAPHIC: JOURNEY MAF

Read the information and follow the instructions to see what a completed
journey map can look like. The example used for this journey map was a senior
referred to as Genevieve, and her experience in accessing government services
in the wake of an evacuation during a wildfire.
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- k= my cat safe? Where will my @t go?
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provincisl gowermments may also be : : process online.
for azsi 1 1 .
- 1am independent and -1 am comfortable using a computer so | can complete the
- 1 zan drive myself to the evacuation centre. I mm myself. & : ﬁ@'stra.liuntasknnmym 1 am worried about my house and
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- What should | ake with me? : - 1am concerned about my : . .
| @t | - How is my cat doing?
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~1amworried about the -l am worried about my financial situation if my house s

Click here to continue Genevieve's service experience



Online Digital

Maturity Model or

Excel workbook

Services are meeting some of

my expectations

O Information about the service is easy to find.

] that information).
‘ [J My services are easy to use and understand.

The instructions, processes and forms are
[0 straightforward and easy to follow and
complete.

Services are meeting many of
my expectations

I do not have to provide the same information
multiple times. Information | provide is pro-
O actively used to complete a service or for my
related services in accordance with my wishes
(e.g. data entry fields are pre-populated with

| am impressed by the quality
of service | am receiving

0 My service experience is intuitive and seamless

My services are easy to use and understand no matter

[] howlam accessing them (e.g. online/digital, in-person,

over the phane).

My services are easy to use and understand no matter

[]  how many organizations are involved in providing the

service.

My service experience is personalized and can adapt to

[J  mv changing needs and situation (e.g. name change,

change in employment status).

Comments:

SIMPLE

Mature sendcas am simple fo use and provide 2 seamless expenance for the user, regardbiss of what dannells) are
usid

Services are mesting some of my expectations

10 intormation about th sarvice is sazy 1 tind
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| am impreszad by the quality of service | am racsiving

10 My sarvice experiance ks inultive and seamiess

[ M e ey 10 use and understand no mater b | am sccessing them o ankna/digtal in perion
avir the phors)

| M4 Sorvhes s @350 s 2N UNGGrSEAI 1 A Row AN CeganiTations 360 iCkuad I providing the
senica.

[ M4y Sorvhe espeianca & parsonditzed and can a3 10 my changing Reods 3nd sinsion, (5., AAME change
£hange in employment sttus)

SIMPLE - Please provids an overall rating to reflect the maturity of this attribute in relation to
your senvice.
i1 star mesting some expectations; 5 stars impressed by the quality of the senvics].
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Simple - please provide your comments reganding your choices in order to give comtaxt to
this sarvice attribute.
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. ICCS Online Platform — available as stand alone tools and as
resource in the new Certified Service Professional and Service
Manager online learning.

. Canadian Government Executive Magazine article

. Joint Council Members are encouraged to create awareness by:

o promoting tools with stakeholders in their organizations
o including in training curriculum
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Implement engagement plan.

Sunset the Client-Centric
Services Working Group

Spring 2021

Spring 2021

12



