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About me
Dara Renton

Senior Manager, Product

Ontario Digital Service

@drenton
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http://www.twitter.com/drenton


Quote from War, peace and IT

If you want to unlock your enterprise’s digital 

transformation, you must change not only its 

relationship with technology, but its 

relationship with its technologists.
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Schwartz, M. (2019). War, Peace, & IT: Business leadership, technology, and 

success in the digital age. Portland, OR: IT Revolution.



Simpler, Faster, 
Better Services 
Act
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Simpler, Faster, Better Services Act
Principles for public sector organizations:

1. The design and implementation of 

digital services should be user-centred.

2. The potential users of digital services 

should be consulted about the design 

and implementation of digital services.

3. Services should not be available only 

through the use of digital services.

4. Digital services should be continuously 

evaluated and improved.
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Simpler, Faster, Better Services Act, 2019, S.O. 2019, c.7, Sched. 56.5

https://www.ontario.ca/laws/statute/19s07#BK5


Ontario’s Digital 
Service 
Standard
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Digital Service Standard
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Be agile and 
user-

centred
Design and build the 
service using an agile, 

iterative and user-
centred approach
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Be agile and user-centred

● Agile is an approach to building services that breaks the work into 

smaller chunks known as iterations. Builds one feature of the 

service at a time until the entire service is complete.

● Agile lowers the risk of uncertainty and complexity because 

frequent iterations expose flaws in the original plan much faster

● User-centred methods put the focus on making services that are 

easy-to-use and are balanced with business needs and 

operations.

https://www.ontario.ca/page/digital-service-standard

https://www.ontario.ca/page/digital-service-standard


Agile at the 
Ontario Digital 
Service 
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Empowered cross-functional teams
● Small, cross-functional teams of 8 or fewer

● Who have end-to-end responsibility for a product or service 

● Team composition (size and specialization) can shift depending on product’s needs

● Focus on continuously optimizing the service experience for users, based on feedback loops

Chapters Teams

Experience Design

Content

Policy

Product

Lean

Team members also drawn from ministries 
and IT clusters.

User Researcher

DevelopersPolicy

Product Manager

Agile Project 
Manager

Agile Delivery Team

Discover

Do user 

research

Develop

Code into 

product

Design

Ideate and 

prototype

Define

Clarify & prioritize 

problem(s)
12-16 week 

deployments 

iterating every 

1 to 2 weeks

Lean/Agile/Continuous

Technology

Lean 
Practitioners

Interaction 
Designer

Program Owner

Data



Agile design & build approach
Shorter cycles and better tested services delivered quicker and continuously improved real-world 

programs and services rather than paper policies
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How we apply the standard to each government priority
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LiveBetaDiscovery Alpha

User 
research on 
government 

priority

No user need

Hypotheses to 

test
Hypothesis #1

Hypothesis #2

Hypothesis #3

Hypothesis #4

Hypothesis #5

Minimum 
viable 

service

Larger scale 
service

Live service 
(continuous 

improvement)Why this approach?

1. Hear from users first, and 

adapt based on feedback

2. Start small and fund what 

works

3. Continuously improve the 

service based on user feedback 

or technology change



From Projects to Products



Projects organize work into 
temporary, build-only teams 
and are funded with specific 
benefits projected in a 
business case. 



Post go-live consists largely 
of patching and support, new 
or changes to features are not 
budgeted.



Products instead use durable
ideate-build-run teams
working on a persistent need.



“Product-mode” allows teams 
to reorient quickly and allows 
time to validate benefits by 
using short-cycle iterations.



FUNDING

Project-Mode
Pre-defined solution is funded.

vs.

Product-Mode
A team is permanently funded



ORGANIZATION

Project-Mode
Expertise in separate departments

vs.

Product-Mode
As a single durable team with unified 

accountability.



STAFFING CONSISTENCY

Project-Mode
No, not by design

vs.

Product-Mode
Yes



PRIORITIZATION

Project-Mode
Project Portfolio Management

vs.

Product-Mode
Roadmap items are prioritized by product 

managers and the product team. 



Thank you!

dara.renton@ontario.ca

@drenton
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mailto:dara.renton@ontario.ca
https://www.twitter.com

