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65  Service Centres

290 Staff

200+ Service Families

1.3M Transactions/Year

Since 1858



Business Need 

 Insights into how we are doing and what we can do better

 Consistent quality service experience for Citizens and 
Businesses  

 Real time reporting on Service Levels/Standards

 Real time impact assessment for new services and service 
process changes

 Accurate costing on a service-by-service basis to support 
budgeting and cost recovery

 More effective staff management, development and 
scheduling

 Effective queue management 



Business Requirements  
(Data Driven Decision Making) 

 Data Collection
 By office, by area, by program, by service, by channel, service time, customer 

flow patterns

 Data Interpretation
 Data analysis, patterns, insights and forecasts  

 Data Presentation
 Data visualization – quick, easy to convey concepts via tiles and dashboards

 Close to real-time delivery 

 3 levels of reporting (SD Mangers, Directors and Executive )

 Business Intelligence 
 Identify trends,  forecast service demands, inform cost recovery, focus quality 

management priorities 



Business Solution

 Evaluated off the shelf software to meet our business 
requirements:

 Prohibitive cost –over  $1.2M 

 Customization required 

 OCIO provided a new platform that allowed us to use 
Agile/DevOps to design a system for our needs (open source 
coding)

 BCDevExchange provided a new procurement model that allowed 
small and local business to bid on small project development

 We built The Q application for under $200k

 Ongoing costs to maintain the application is similar to the costs 
of licensing and maintenance of the off the shelf software



The Q Evolution



Digital Signage



Adapting for the Future

 Partnership with Government Digital Experience team and 

BCDevExchange

 Exam Booking

 Appointments

 Problem resolution tracking 

 Ability to share with other ministries and organizations



Dashboards

 Service Delivery Manager 

1. Wait Times

2. Channel and Program

3. Service time

4. Time Spent on

5. Customer Flow Pattern

 Director
1. Service Area Overview

2. Service Area Detailed Data

3. Program Overview

 Executive
1. Executive Overview

https://intranet.qa.gov.bc.ca/analytics/service-bc-ga

https://intranet.qa.gov.bc.ca/analytics/service-bc-ga


Wait Time
See how an office is doing in real time



Channel and Program

Service requests come:

 through which channel?

 for which program?



Executive Overview

 One view for all programs and offices we administer

 Reports the key operation metrics:

 Wait time

 Service and office channels

 Average transaction time

 Where time is spent on





Feedback We Are Getting…

Citizens:

 Personalized Service:

 Call by name

 Provide estimated wait 

times

 Efficiency and 

effectiveness 

Agents & Managers:

 Business Insights leading to 

improved:

 Training

 Cost recovery - transparency

 Resources allocation 



Questions


