
5 to Stay Alive: The New Standard for Public Sector Service Excellence

Lessons from Service Canada
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Service Excellence from 
the Perspective of Clients

OutcomeOutcome

Going the
Extra Mile
Going the
Extra Mile

FairnessFairness

KnowledgeKnowledge

TimelinessTimeliness

Source: Citizens First Research, ICCS
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A Wider Perspective: The Public Service Value Chain

A 2% increase in employee engagement yields a 1% increase in 
client satisfaction
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Conditions for Successful
Culture Change

Leading research states that the general method to implementing 
organizational culture change involves targeting concurrently the three 
pillars of an organization:

Organization 
(Vision, 
Mission, 
Values)

People

(Attitudes, Habits, 

Behaviours)

Systems

(Policies, Practices, 

Structures)
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A Bold New Idea: Service as a Profession

• Promote service excellence culture as the 
heart of transformation;

• Organize the work to deliver on the 
organization’s mandate;

• Build a work force defined by its service 
competencies;

• Design career paths that attract and retain 
employees and enable progression;

• Establish a learning organization and 
certify employees in service excellence;

• Manage for high performance; and

• Reward service excellence among 
employees and teams.
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Service Canada College: At the Heart of Service
Canada’s Culture Strategy

PROGRAMS NOW AVAILABLE!

Putting Citizens First

Putting Colleagues First

Putting Clients First

Putting Communities First

Putting Learners First

Team Service Excellence

Service Leadership Programs
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Target
Audience

• Fostering the development of 
service excellence in others

• Assessing team needs, and 
providing relevant learning 
opportunities and feedback 

• Applying enhanced team 
service excellence

• Building strong citizen and 
community relations

• Applying active listening, and 
questioning for complete 
understanding of citizens' 
needs

• Guiding and supporting 
citizens access to Service 
Canada programs and 
services

• Promoting use of service 
channels

• Provide positive and memorable 
service that goes beyond citizen 
expectations

• Ensure integrity of program and 
services 

• Acknowledge citizens’ concerns 
and take corrective action when 
necessary

• Sensitive and attentive to the 
needs of our clients and their 
diverse backgrounds

• Knowledge of Service Needs 
Determination Techniques

• Knowledge of Service Canada 
Service Service Offerings and 
Client Segmentation

• Knowledge of client tools, 
technology, applications and 
service channels

• Knowledge of Identity 
Management and Privacy

• Value and support co-
workers and actively foster 
team success 

• Supports stakeholders and 
coworkers understand the 
department's roles, 
mandates and operations 

• Knowledge of Service Canada 
Mandate, Objectives and 
Transformation Priorities

• Knowledge of Service 
Canada’s Products, Services 
and Partners 

• Knowledge of Service Charter 
and Performance Standards

• Value client service as a key 
enabler of Service Canada 
business priorities.

• Apply client service  principles 
in all areas of the organization

• Actively participate in team and 
organizational success

• Takes actions that advance 
respect and support for diversity

• Demonstrating interest for 
helping internal and/or 
external clients and for being 
responsive to their concerns 

• Applying communication skills 
for understanding of service' 
needs

• Using Service Canada 
Management Systems

• Knowledge of adult learning 
principles

• Knowledge of distance 
learning methodologies

• Knowledge of Prior Learning 
Assessments

All Service 
Canada

Employees

Service 
Specialists

Service
Professionals

1

2
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Putting Citizens First Service Excellence
Certification Program Mastery Levels
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The Goal:  A Learning/Service Excellence Workplace

According to Peter Senge, a 
learning organization is:

“where people continually expand 
their capacity to create the results 
they truly desire, where new and 
expansive patterns of thinking are 
nurtured, where collective 
aspiration is set free, and where 
people are continually learning to 
see the whole together.”
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The Test of a True Learning Organization

People feel they’re doing something that matters.

Every individual in the organization is somehow enhancing 
their capacity to create.

People are more intelligent together than they are apart.

The organization continually becomes more aware of its 
underlying knowledge base, particularly the knowledge in the 
hearts and minds of employees.

Visions of the direction of the enterprise emerge from all 
levels.  The responsibility of top management is to manage 
the process whereby new, emerging visions become shared 
visions.
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The Test of a True Learning Organization
Employees are invited to learn what is going on at every 

level of the organization, so they can understand how their 
actions influence others. 

People feel free to enquire abut each other’s (and their 
own) assumptions and biases.  There are few, if any, sacred 
cows or undiscussable subjects.

People treat each other as colleagues.  Mutual respect 
and trust are evident in the way they talk to each other and 
work together, no matter what their position may be.

People feel free to try experiments, take risks, and openly 
assess the results.  No one is censured for making a 
mistake.
Source:  Peter Senge
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The Challenge = Prevailing System of Management

1. Management by Measurement
- Citizen-centred approach focuses only on short term 
metrics
- Devaluing intangibles

2.  Compliance – based cultures
- Getting ahead by pleasing boss
- Suppressing conflict

3.  Right answers and wrong answers
- Technical problem solving 
- Management by fear
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The Challenge = Prevailing System of Management

4. Uniformity
- Diversity is a problem to be solved

5. Predictability and Controllability
- To manage is to control

6. Excessive Competitiveness and Distrust
- We’ve been sold a bill of goods
- We achieve through competition

7. Loss of the Whole
- Local innovations do not spread
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Enhanced 
Service to 
Citizens

Enhanced 
Service to 
Citizens

Effective 
Partnerships

Effective 
Partnerships

Service 
Excellence 

Culture

Service 
Excellence 

Culture

• With provincial orders of government 
• With post-secondary institutions
• With the Institute for Citizen-Centred Service
• Recognized as a word leader in service delivery excellence 

• Clear roles and responsibilities
• 10,000 employees trained as service professionals
• Leadership capabilities at all levels
• 84% of employees  say that Service Canada is an excellent place 

to work 

Service Excellence
Evidence of Progress

• 12% increase in citizen and client satisfaction
• Powerful stories of service excellence



14



What’s Your Pickle?
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