accountability framework


	What is the  Service Alberta accountability framework?
	
	This accountability framework describes the roles played by those responsible for providing a one-window service delivery environment.

It will be reviewed and updated on a regular basis as Service Alberta continues to develop.

New components will be added to the framework as decisions are made regarding further integration of service delivery channels such as call centers, over-the-counter, fax, e-mail and mail-in services.



	What does this mean for me? 
	
	If you provide service to the public, or if you are a line manager or deputy minister, you are accountable for carrying out specific roles in relation to Service Alberta.  This accountability framework tells you what you are accountable for in the following areas:

· Governance – steering the development of Service Alberta.

· Channel management  - ensuring all Service Alberta channels work in harmony to provide seamless interface and consistent service for Albertans.

· Privacy - protecting the privacy of individual Albertans through any service channel they use.

· Security - adopting processes or strategies that best address the security needs of each channel (website, call center, walk-in, mail, fax).

· Service Alberta website – providing one-stop access to information and services on all ministries’ websites.

· Quality customer service – understanding and responding to Albertans’ needs for services; providing ease of access to services based on Albertans’ preferences; and offering a consistent level of service experience to Albertans across the government.

· Communication with Albertans - informing them about their choices for accessing services through Service Alberta.  

· Communication with staff - building enthusiasm and commitment for the Service Alberta Initiative and informing staff of their respective roles and responsibilities.



	
	
	

	How does this guide work?
	
	Use the listing below to find the section that applies to you, and to review the accountabilities of other key players:


Ministries and Their Staff

Service Alberta Advisory Committee

Deputy Ministers’ Committee

Service Alberta Deputy Minister Steering Committee

Service Alberta Program Office

Innovation and Science/Corporate C.I.O

Alberta Corporate Services Centre

Information Management & Privacy

Public Affairs Bureau

Refer to the Appendices for the following information:

Service Alberta Deputy Minister Steering Committee – 

Terms of Reference

Service Alberta Advisory Committee – Terms of Reference

Quality Customer Service Policy



	
Where do I go for more information?
	
	For more information about any of your Service Alberta accountabilities, talk to your supervisor or your ministry representative on the Service Alberta Advisory Committee.

For more information about Service Alberta, or to learn about your ministry representative on the Advisory Committee, visit our intranet site at:  http://www.internal.gov.ab.ca./aow/ . 


Ministries and their staff are accountable for:


	Governance
	
	Collaborating with the Service Alberta Program Office to develop and implement annual plans for Service Alberta in keeping with the strategic direction.

Partnering with other ministries to fund and develop Service Alberta components that support the ministry’s I.T. plan.

Advising Service Alberta of common modules and replicable processes within the ministry that may be of use to other ministries.

Adopting common standards and processes within the ministry to ensure alignment with the Service Alberta service environment.



	Channel Management
	
	Ensuring ministry channels provide maximum value to Albertans.

Managing assigned service providers and intermediaries.

Migrating services to Service Alberta channels.



	Privacy
	
	Conducting privacy impact assessments for ministry applications.



	Security
	
	Ensuring impact assessments are completed for ministry applications.

Ensuring accuracy and authenticity of information received from Albertans.


	

	Service Alberta Website 
	
	Adhering to content management policy and standards.

Ensuring service information is current and comprehensive.

Developing new Service Alberta applications through the ministry and its intermediaries.

Partnering with other ministries to develop common Service Alberta applications.

Adhering to IT technical standards for ministry web pages.



	Quality Customer Service
	
	Maintaining a sound knowledge of ministry customers.

Identifying customer needs and expectations for new programs and/or changes to existing programs.

Setting ministry standards for achieving common service outcomes.

Responding to performance measurement data.

Ensuring services meet client needs.

Ensuring customer satisfaction with ministry services.



	Communication with Albertans
	
	Marketing Service Alberta services in communications with customers.

Communicating with customers about their programs.



	Communication with Ministry Staff
	
	Ensuring staff are aware of Service Alberta services and ministry responsibilities in relation to Service Alberta.

Advising SA Advisory Committee representative of Service Alberta related issues.

Training staff based on Service Alberta guidelines.


Service Alberta Advisory Committee is accountable for:


	Governance
	
	Collaborating with the Service Alberta Program Office to recommend the strategic direction for Service Alberta.

Providing input, advice and feedback to the Service Alberta Program Office and the Deputy Minister Steering Committee.

Resolving cross-ministry issues relating to the provision of services through the Service Alberta delivery model.

Championing the Service Alberta Initiative within their respective ministries



	Channel Management
	
	Recommending integrated service providers (Service Alberta channels) in collaboration with Service Alberta program Office.



	Service Alberta Website
	
	Determining standards governing the ministry/Service Alberta interface; e.g. look and feel, usability, capability



	Quality Customer Service


	
	Recommending common service standards and performance measures in collaboration with Service Alberta Program Office.



	Communication with Albertans


	
	Providing advice on communication issues as required.

	Communication with Ministry Staff
	
	Serving as a communication conduit between Service Alberta Program Office and their ministry.


Deputy Ministers’ Committee is accountable for:


	Channel Management
	
	Approving service providers.

	Quality Customer Service
	
	Approving common service standards.



	Communication with Albertans
	
	Encouraging and supporting the provision of Service Alberta information to the public.



	Communication with Ministry  Staff
	
	Supporting Service Alberta and reinforcing it within ministries.

Encouraging and supporting the provision of Service Alberta information to staff.




Service Alberta Deputy Minister Steering Committee is accountable for:


	Governance
	
	Providing strategic direction to the ongoing development and implementation of Service Alberta.


Service Alberta Program Office is accountable for:



Providing overall management to Service Alberta.

	

	Channel Management
	
	Ensuring Albertans receive maximum value from each channel; e.g. the channel is appropriate for each service; channels are coordinated.

Providing advice to ministries on channel usage.

Collecting information on channel usage.

Recommending integrated service providers (Service Alberta channels) in collaboration with Service Alberta Advisory Committee.



	Privacy
	
	Ensuring privacy impact assessments are completed for Service Alberta applications.

Set privacy procedures for the Service Alberta environment.



	Security
	
	Ensuring Service Alberta security requirements are identified and met.



	Service Alberta Website 
	
	Ensuring Service Alberta website structure and organization meet client needs.

Determining design and format of Service Alberta web pages.

Determining content management policy and standards

Ensuring Service Alberta web page information is current and comprehensive.

Ensuring ongoing support and enhancement of common Service Alberta applications.

Adhering to IT technical standards for Service Alberta web pages

Maintaining the Service Alberta web site.



	Quality Customer Service
	
	Maintaining a sound knowledge of the overall Government of Alberta customer base.

Identifying Albertans’ needs and expectations for information and service accessibility and quality.

Recommending common service outcomes and performance measures in collaboration with Service Alberta Advisory Committee.

Collecting and reporting on performance measurement data

Ensuring Albertans’ satisfaction with services offered through Service Alberta.

Ensuring ministries receive customer information and feedback specific to their programs and services



	Communication with Albertans
	
	Ensuring Albertans understand how Service Alberta will benefit them.

Ensuring effective communication with Albertans about new Service Alberta developments.



	Communication with Ministry Staff
	
	Ensuring staff understand the Service Alberta Initiative and how it will improve service delivery to Albertans.

Ensuring effective communication with ministries about new Service Alberta developments.

Coordinating training for staff in the Service Alberta environment.


Innovation and Science & Corporate C.I.O. are accountable for:


	Governance
	
	Providing strategic direction for cross-ministry I.T./I.M. development.

Providing the technical standards and infrastructure to support the Service Alberta environment.



	Privacy
	
	Establishing IT privacy policy.



	Security
	
	Providing and monitoring corporate security framework.



	Service Alberta Website 
	
	Approving technical standards.


Alberta Corporate Service Centre is accountable for:


	Privacy
	
	Managing operational privacy processes.



	Service Alberta Website 
	
	Maintaining/enhancing web site technical infrastructure.

Ensuring 7/24 web site availability.




Information Management and Privacy is accountable for:


	Privacy
	
	Interpreting privacy legislation and setting guidelines.


Public Affairs Bureau is accountable for:


	Service Alberta Website 
	
	Ensuring Service Alberta portion of Government of Alberta homepage presents government appropriately to Albertans.

Leading development of government web site standards.



	Communication with Albertans
	
	Providing communication support to Service Alberta Program Office.


appendix A

TERMS OF REFERENCE

	Service Alberta Deputy Minister Steering Committee
	
	The Steering Committee is responsible for overall project coordination and control:

· Monitor overall project progress through regular status meetings
· Ensure project is on time and stays within scope and budget
· Accept major project deliverables
· Ensure commitment of project participants
· Resolve major project issues
· Provide direction on cross project issues


	Service Alberta Advisory Committee
	
	The advisory committee actively supports achievement of the Service Alberta vision and goals.  Members: 

(1)  Provide input, advice and feedback to the Service Alberta Program Office     and the Service Alberta Deputy Minister Steering Committee by:

· identifying Service Alberta strategy options and anticipated impacts;

· supporting the development and implementation of action plans through participation on  sub-teams;

· identifying individual and/or cross-ministry issues and concerns and approaches for dealing with them; and

· recommending performance indicators and providing insights on data collected.

(2)  Champion Service Alberta within the respective ministries by:

· ensuring timely distribution of Service Alberta communication materials to department staff, managers and executives;

· ensuring the deputy minister is briefed on relevant items prior to their presentation at the Deputy Ministers’ Committee, and, where relevant, the Service Alberta Deputy Minister Steering Committee; and

· encouraging ministry support for Service Alberta through specific initiatives, pilot project participation, resourcing, or funding support. 




appendix B

QUALITY CUSTOMER SERVICE POLICY

	Our commitment to Albertans
	
	The Government of Alberta is committed to delivering quality service to Albertans  while respecting the privacy rights of individuals (as governed by application legislation and policies).

In providing quality customer service:

· Albertans’ needs and expectations come first.

· Albertans receive consistent and accurate information.

· Albertans have a choice of service delivery channels.

· Albertans are treated with respect and courtesy.

· Albertans exchange information and conduct transactions in a secure environment that protects their personal information.

In respecting the privacy of individual Albertans:

· Albertans’ personal information is collected, used and disclosed solely for the purposes of providing the requested service and monitoring the effectiveness of service delivery.

· Albertans’ personal information is used or disclosed only at the request or consent of the individual or as required by law.

· Albertans receive an explanation of how their personal information will be used.
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