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Vision

Service Alberta enables Albertans to access government information and services in a manner of their choice.

Mission

To provide leadership, coordination and strategic direction in effecting the transition from ministry-focused to citizen-focused service delivery for Albertans. 

Desired Outcomes

Successful implementation of Service Alberta will achieve the following outcomes for Albertans, as they access Government of Alberta information, transactions and services:

Trusted Service – Albertans exchange information and conduct transactions in a secure environment that protects their privacy and respects confidentiality.

Quality Service – Albertans’ service needs and expectations are addressed in a positive manner,

based on choice, respect, and timeliness.  

Integrated Service – Albertans receive seamless and consistent service across all delivery channels.
Performance Measures

Performance measures adopted in the Government Services business plan for 2003-06 are:

· Increase in transactional services offered to citizens and businesses through Service Alberta.

· Percentage of clients accessing Service Alberta services who have a positive service experience.

· Percentage of Albertans who believe their privacy is protected in a secure manner when accessing Government of Alberta services.

2003-04 Priorities and Plan

Service Alberta has been approved by Cabinet as a key administrative initiative for 2003/04.  The diagram on the next page outlines the current state and key strategies for 2003/04 in the three outcome areas.  One additional funding strategy for 2003-04 is not included in the diagram but is described on page 5.
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2003-04 Strategies and Actions

Key actions for each 2003-04 strategy are outlined below.  Entities noted in parentheses behind each action will take the lead implementation role.

Trusted Service

Albertans exchange information and conduct transactions in a secure environment that protects their privacy and respects confidentiality.

1. Update the Service Alberta accountability framework to reflect current roles and responsibilities, including those for individual employees, and communicate this to stakeholders. (Service Alberta)

(a) Work with ministries to identify processes and implications of the framework in the context of specific new Service Alberta initiatives.

(b) Review, refine and re-communicate the framework as required.

2. Implement the commonly accepted authentication scheme for the Government of Alberta.  (Innovation and Science)
3. Consult with Albertans to ensure they are satisfied that their privacy is protected when accessing government services.  (Service Alberta)
Quality Service

Albertans’ service needs and expectations are addressed in a positive manner, based on choice, respect, and timeliness.  

1. Implement strategies to increase the number of Albertans who are aware of Service Alberta.  (Service Alberta)

(a) Develop and implement the 2003-04 Service Alberta communication plan, with a focus on initiatives to staff as well as for Albertans.

2. Provide Albertans with access to additional information and transactions through the Service Alberta website and contact center.

(a) Work with ministries to enhance the depth and richness of priority service bundles.  (Service Alberta)

(b) Add new online services to the Service Alberta Web site.  (Ministries)

(c) Develop parameters and guidelines for including federal and municipal information and services on the Web site.  (Service Alberta)

3. Develop a long-term plan, with actions and accountabilities, for enhancing the service excellence culture across the Alberta public service.

(a) Work with ministries to gain consensus on core service criteria for each delivery   channel that will guide ministries’ measurement and reporting processes.  (Service Alberta)

(b) Identify accountabilities for service excellence, including the areas of measuring and evaluating quality customer service, and ensure these are embedded in the Service Alberta Accountability Framework.  (Service Alberta)
(c) Determine the elements of quality customer service and key service drivers, and develop strategies to reinforce these across ministries.  (Service Alberta)
(d) Develop strategies to increase employees’ awareness, understanding and application of quality customer service concepts and practices.  (Service Alberta/P.A.O.)

(e) Set service standards and reinforce quality customer service within each ministry.  (Ministries)
(f) Explore the value of the Common Measurement Tool to assist ministries in measuring and reporting on customer service outcomes.  (Service Alberta)

4. Undertake customer feedback processes to ensure services continue to meet Albertans’ needs.  (Service Alberta)

(a) Conduct usability testing to ensure the Service Alberta Web site continues to meet Albertans’ needs.

(b) Continue to survey Albertans on key aspects of Service Alberta.

Integrated Service

Albertans are able to access service through different ministries, service delivery agents or channels using a single point of contact.

1. Commence implementation of strategies that provide greater integration between ministry contact centers and the Service Alberta contact centre.  
(a) Develop an implementation plan for those recommendations approved in the “Creating a Business Vision for Contact Centres for the Government of Alberta” report.  (Service Alberta/P.A.B.)
(b) Work with relevant ministries to achieve consensus on technology standards for call centre technology (Service Alberta/P.A.B./Innovation & Science).

(c) Explore opportunities to introduce greater self-service to Albertans through IVR, Web and speech recognition tools, without sacrificing their access to current service channels.  (Service Alberta/P.A.B.)
2. Work with ministries to further develop the Service Alberta architecture, consistent with the Government of Alberta Enterprise Architecture, including common applications.  
(a) Clarify the G2P pattern and develop an implementation plan.  (Service Alberta/ Innovation & Science)

(b) Gain cross-ministry consensus on the specific components that will be needed to complete the Service Alberta infrastructure.  (Service Alberta)
(c) Gain cross-ministry consensus on a common content management system and migration plan.  (Service Alberta/Innovation & Science)
(d) Gain cross-ministry consensus on a common revenue collection and management service that builds on the common e-payment application under development in 2002-03.  (Service Alberta) 

(e) Identify additional Service Alberta priority components for 2003-04 based on ministry G2P initiatives.  (Service Alberta)
(f) Explore the potential for creating one point of contact for Albertans to provide information to government; e.g. changes to tombstone information.  (Service Alberta)
3. Commence implementation of those recommendations approved for over-the-counter service integration.  (Service Alberta)































Desired Outcomes





Desired Outcomes





Desired Outcomes





(Commence implementation of strategies that provide greater integration of ministry and S.A. contact centres.


(Work with ministries to further develop the Service Alberta architecture, consistent with the Government of Alberta Enterprise Architecture.


(Commence implementation of the Service Alberta over-the-counter service integration strategy. 











(Increase # of Albertans who are aware of Service Alberta.


(Provide additional information and transactions through the SA website and contact centre.


(Develop a long-term strategy for creating a service excellence culture across the public service.


(Undertake customer feedback processes to ensure services meet Albertans’ needs.














(Update the Service Alberta Accountability Framework to reflect current roles.


(Implement the commonly accepted authentication scheme for the Government of Alberta.


(Consult with Albertans to ensure they are satisfied that their privacy is protect when accessing government services.








In Place





(Service Alberta Web site


(Ongoing public consultation and feedback processes


(Ongoing awareness strategies for Albertans 


(Staff training and awareness strategies








2003-04 Strategies





In Place





(Common S.A. content management system 


(Service Alberta Contact centre


(Cross-ministry contact center integration plan.


(Over-the-counter service integration strategy 
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(Quality Customer Service policy 


(Service Alberta Accountability Framework


(Endorsement of a commonly accepted authentication solution
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(Albertans are satisfied that their privacy is protected.


(Service Alberta policies and practices are open and transparent to customers.


(Appropriate security is in place for each Service Alberta delivery channel.


(Service Alberta channels provide auditable processes to authenticate customers & ensure non-repudiation.


(Accountabilities for Service Alberta service delivery are clearly defined. 





(Albertans’ needs and expectations for service access and delivery are identified and addressed.


(Albertans have a choice of service delivery channels.


(Albertans are treated with respect and courtesy.


(Albertans receive follow-up to assess satisfaction & ensure their service concerns are positively addressed.


(Albertans receive service from staff who are current and knowledgeable about government programs and services.








(All Service Alberta channels work in harmony to provide seamless interface for Albertans.


(Albertans receive consistent and accurate information across all service delivery channels.


(Albertans have their service needs met in a timely manner across all service channels.


 





Integrated Service


Albertans receive seamless and consistent service across all delivery channels.





Quality Service


Albertans’ service needs and expectations are addressed in a positive manner, based on choice, respect and timeliness.








Trusted Service


Albertans exchange information and conduct transactions in a secure environment that protects their privacy and confidentiality.











Goal:    To enable Albertans to access government information and services in a manner of their choice.


Objectives:  Trusted, integrated and quality service.
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