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1 PROJECT OVERVIEW

1.1 Executive Summary

The Integrated Service Delivery (“ISD”) Business Architecture describes the key types of business components required to construct an” ISD integrated service delivery operations program” and an “ISD integrated service delivery design and implementation program” and the relationships between the associated business component types.  Key business component types include ISD’s services, processes, and service delivery target groups and partners and their relationships within the context of a larger collaborative community that includes other ministries, the broader public sector and the private sector. Key inputs into the construction of the ISD business architecture include the Service Delivery Division’s (ISDD) Strategic Framework and Journey Map. The business component types and relationships are classified and specified as artifacts in accordance with Corporate Architecture’s implementation of the Zachman Framework.

There are three companion documents associated with the Integrated Service Delivery Business Architecture:

· The “ISD Conceptual Business Model” uses business components expressed in the ISD Business to construct a conceptual business model for ESD-I, ESD-b and counter services. 

· The ‘ISD Logical Architecture Guide” outlines a plan for the construction of ISD row 3 artifacts and includes representative row 3 artifacts.

· The “ISD Business Scenario Document” documents a number of key business scenarios and associated workflow diagrams. 

1.2 Background and Project Objectives

Public expectations for service delivery have evolved dramatically over the past decade and are a key driver for change within the Ontario Government. The public expects to receive choice in where, when and how they access services. Governments in other jurisdictions are attempting to improve public service delivery quality by pursuing cost-effective, accessible, accountable and customer-centric electronic-enabled service delivery. The Ontario government will achieve its vision to become a world leader in electronic service delivery by 2003 by becoming a more integrated and flexible public service organization that focuses on core business, protection of the public interest and quality service delivery.

On behalf of the Ontario government, the Ministry of Consumer and Business Services (MCBS) has a mandate to provide individuals and businesses with greater choice in how, when and where they access government services and products. The Integrated Service Delivery Division (ISDD) within MCBS has been given the mandate to develop and implement an adaptive, cost effective, consumer-centred multi-channel service delivery system to provide individuals and organizations with choice in how they access government information, services and products in a way that is seamless and speedy.

Integrated Service Delivery Division is working with partner ministries and other jurisdictions to identify and develop new opportunities for integrated service delivery of government information and services; thus, improving access to government information and offering routine transaction processing through integrated electronic, over-the-counter, mail and telephone channels.
1.3 Project Purpose

The Integrated Service Delivery (ISD) business architecture is part of a larger work plan for ISDD that includes the strategic framework for service delivery and the journey map of current and planned activities underway to achieve the divisional mandate. These three projects form the cornerstone of the Division’s strategic planning process and guide the implementation of integrated service delivery in Ontario.

The strategic framework identifies the value proposition for ISDD and communicates the context, vision and principles that guide the development of integrated service delivery. The journey map identifies the specific timelines, critical success factors and activities that are currently happening or are planned within ISDD in order for Ontario to achieve its vision of becoming a world leader in ISD by 2003. 

The ISD business architecture incorporates the other strategic documents and provides a multi-enterprise framework for ISDD’s activities beyond 2003.   It defines ISDD’s core programs, services, processes, and service delivery target groups and partners within the context of a larger collaborative community that includes other ministries, the broader public sector and the private sector. 

The project presents a multi-enterprise wide view of service delivery that includes the business and information technology plans that support integrated service delivery across traditional counter and phone channels and electronic service delivery (ESD) across existing and emerging electronic channels. It aligns service delivery program goals with customer needs and identifies the business framework and rationale for existing enterprise wide information technology plans and strategies. Ultimately, the ISD business architecture project will provide the tools to design ISDD’s various service delivery models using scalable and flexible design standards and common service and process definitions. 

The ISD business architecture project is one of many Centre of Excellence (COE) projects currently underway with the assistance of the Corporate Architecture Branch (CAB) at Management Board Secretariat (MBS). As such, it plays a role in identifying and implementing OPS business architecture standards that are scalable and flexible enough to allow true interoperable service delivery across channels, between organizations and within communities. 

The ISD business architecture, like other COE projects that include various ministries and private sector delivery partners across jurisdictions, defines the roles, responsibilities and accountabilities off all parties involved in integrated service delivery. Collectively, the COE projects provide context for the definition of public and internal services.  This collaboration paves the way for universal service and process definitions and common component development within government; thus, ensuring the reusability and interoperability necessary to build secure and sustainable public service delivery systems.

1.4 List of Deliverables

The following deliverables are produced as part of the ISD business architecture project.

Table 1: List of ISD Business Architecture Deliverables.

	Deliverable
	Description

	ISD Business Architecture  
	The ISD Business Architecture identifies the key business component types that define the Integrated Service Delivery Domain.

These components are used to support ISD business design. 

	ISD Business Design Document
	Business design uses “instances” of these types to design the business model for a specific program and its services (e.g., the ESD-I or ESD-B programs).

	Business Scenario Document
	Business scenario document includes the business scenarios and workflows discovered in the ISD business architecture project.


1.5 Approach and Process

The ISD business architecture project is co-sponsored by Ministry of Consumer and Business Services (MCBS), Integrated Service Delivery Division, Economic and Business Cluster (EBC) and Management Board Secretariat (MBS), Office of the Chief Corporate Information Officer, Corporate Architecture Branch (CAB). 

The project team, under the leadership of ISDD’s Strategy Branch, consists of core and working group teams that include Business Consultants and Managers from all the branches in ISDD and Business and Information Architects from CAB and EBC.  The project findings are a result of weekly core group meetings with Chartwell business architects. The working group validates and extends these findings at bi-monthly working group sessions.  Working group recommendations and issues are brought to the attention of senior management through regular briefings with Integrated Service Delivery Management Committee (ISDMC) and the joint MCBS/MBS Committee.  A project steering committee with senior management representation from all sponsoring organizations provide over-sight and final sign off on project deliverables. 

Architectural artifacts resulting from the ISD business architecture are presented at the Architectural Core Team (ACT) and the Architectural Review Board (ARB) for approval. 

Implementation project teams and business experts in the various branches of ISDD will extend the ISD business architecture and update the centrally stored artifacts. A governance structure will be in place to ensure that changes to the artifacts are accurately and appropriately updated at MCBS and MBS.

1.6 Project Scope 

The scope of this business architecture is the business architectural artifacts associated with an ‘Integrated Service Delivery”  (“ISD”) domain. This is to be distinguished from the organization “Integrated Service Delivery Division (“ISDD”). Business architecture artifacts include artifacts from row 1 and row 2 of the Zachman framework as customized for its use inside OPS. 

Row 1: Contextual model – contains lists of things that are in the scope of ISD and collectively describe the boundaries of that scope. The level of granularity is determined by the need to indicate whether something is in or out of scope. Row 1 is also called the planner’s perspective and organizes the information that defines the total context or scope for ISD. The information is used to ensure that all fundamental elements in the business environment have been recognized.

Row 2 : Conceptual model – contains a list of artifacts that things and their relationships that collectively represent the business of ISD. The level of granularity is to ensure that all key roles e.g. Public Service Owners, Public Program Owner, Integrated Service Delivery owners and Service providers can understand and share a common understanding of the ISD domain. It is used to reach agreement among these stakeholders on how ISD works (or will work) – how its functions, structures and behaviours address the requirements expressed in row 1. (For the definition of the preceding roles refer to section 10.4 “Role types”).

Each artifact depicts a different aspect of the ISD business design knowledge. Consider these artifacts to be small mini-deliverables, each being one of the following types:

· A list

· A diagram

· A cross-reference matrix

· A textual statement

· A table

In addition to the artifacts, a number of fundamental pictorial design views have been created to support the overall design. While these pictures are not formally part of the Zachman framework, they are found to add a lot of value in expressing complex business relationships.

Appendix A “Zachman Artifact” includes a cross-reference between the standard Zachman row and column artifact references and the associated document sections in which the associated artifacts can be found.

Appendix B “Architecture Context” contains more information about architecture including:

· List of terms and definitions

· Architectural Capability Maturity Model

· Overview of internal service framework 

1.7 Document Sections

The artifacts are arranged in this document in an order to support the review process. 

· Section “2.0 Glossary of Terms” includes definitions for key terms and acronyms used within this document. 

· Section “3.0 ISD Core Business” sets the OPS context for integrated service delivery

· The sections “4.0 Programs” and “5.0 Services” set the overall foundation of the business architecture. These are fundamental composite artifacts and set the context for the related primitives. 

· The sections “6.0 Business Network Model” and “7.0 Semantic Model” contain artifacts showing fundamental views of the enterprise based on the scope defined by the programs and services.

·  The “Business Network Model” represents the flow of information and resources between location types, and lays a foundation for logical technology models.

·  The “Semantic Model” represents the structural relationships between key artifact elements and lays a foundation for logical data models.

· The section “8.0 Performance Model” expresses the relationship between program and service measures, defines what types of measure are required, and includes candidate high-level measures. The performance model lays a foundation to support warehouse design and performance management. 

· The section “9.0 Service Process Models” represent the processes required to plan, acquire resources, deliver services, and monitor and manage key identified services. The service process model lays a foundation for job design, automation design and component identification.  

· The section “10.0 Primitive Artifacts” contains lists of things from row 1, that all express fundamentally different views of the ISD enterprise. Selected elements from these primitive artifacts are used in other composite artifacts, and serve as a good reference guide when reviewing composites.  The primitive artifacts included in this section are: 

· Resource types

· Location types

· Geographic area types

· Role types

· Party types

· Event types 

· Cycle types

· The section “11.0 Service and Process Maps” include a number of artifacts that are all tables showing the relationship of services or processes with to other artifacts. The service and process maps in this section are:

· Service processes by role types

· Service processes by event types

· Services by location types by channel

· Services by event types and cycle types

· Services by geographical area types

· The section Appendix A” Zachman Artifacts” lists the artifacts by the Zachman row and column categorization and cross-references with the corresponding document sections in which they appear.

· The section Appendix B “Architecture Context” provides additional context regarding architecture covering such topics as the architectural capability maturity model, an overview of internal service framework and definitions of architectural terms.

· The section Appendix C “Service Process Model Details” includes a listing of the business processes discovered in the project corresponding to public customer facing services and selected public service owner and public program owner facing services. 

2 GLOSSARY OF TERMS 

The following glossary of terms provides definitions for key terms and distinctions made within this document. As well, a list of acronyms is included. Additional definitions are provided for specific artifacts within the body of the document. 

	Term
	Definition

	Accountability
	A relationship in which a party agrees to achieve program or service performance targets or to accept the consequences if not met. 

	Authentication
	Authentication – The security mechanism or process of proving that a subject (e.g. user or a system) is what the subject claims to be. Authentication is a measure to verify the eligibility of a subject and the ability of that subject to access certain information. It protects against the fraudulent use of a system or the fraudulent transmission of information. There are three traditional ways to authenticate to a system: something you have, something you know, something you are.

	Business Process
	An automated or partially automated business function(s) that are done in response to an event and help complete a service. Many span organizational boundaries.

	Eligibility Assessment
	An assessment performed by a public service owner to determine if the requestor is eligible to receive a service.

	Enterprise
	An organizational entity that has been created to provide services that fulfill a mission established by its governing owner.

	Internal Services Frameworks
	An internal services framework contains the architectural info that describes the business and IT elements of one or more internal services. Internal services are services delivered to clients within the government including other level of government involved in public service delivery e.g. school board. 

	Organization 
	An organizational is a group of people and resources with a specific business goal, which is related to other such groups via the organizational structure of a company. An organizational is a point of actual or delegated accountability, responsibility and/or authority.

	Performance Metric
	A performance metric is the name of a calculation that:

· Measures the quality, efficiency and/or effectiveness of a program, a service, a resource, and/or process

· Specifies what you are going to measure

· Names and classifies the metric (quality, efficiency and/or effectiveness)

· Specifies the formula for the metric

· Sets a target value for performance level

	Process
	A sequence of activities that deliver a service, manage a resource, or operate an organization.

	Program
	A collection of services that contribute to a common public goal. 

The use of the word “program” in this document is related to a business architectural perspective and may differ from the standard set of OPS programs.

	Program Owner
	A person or organization that is accountable for the achievement of program performance targets.

	Public Service
	A public service is a service that is delivered to the public either directly or through intermediaries such as other levels of government, agencies etc.

	Resource
	A resource is something owned or managed by the enterprise that is employed directly in the delivery of services and the execution of activities:

· Can be supplied directly by external service providers or can be created through “internal services”

· Is prime indicator for information requirements

· E.g. people, money, facilities, materials, information, knowledge etc.

	Responsibility
	A clearly identified obligation for the authorized conduct of a specified process, where performance is evaluated through the application of established criteria.

	Service
	A service is an operational concept where something of value is provided to individuals or organization’s members (clients):

· Has a defined client set

· Has service targets expressed in terms of quality, cost-effectiveness, service levels, etc.

· Is delivered in definable units of service

· Provides direct value to that client

· Has real or imputed fee(s)

· Is part of one or more program

	Service Delivery Agent
	A type of service provider that is an external person or organization that is contracted to deliver services to clients or that acts as a representative of the enterprise.

	Service Owner
	A person or organization that is accountable for the achievement of service performance targets.       

	Service Provider
	A person or organization, external to the enterprise that provides it with products or services.  


Acronyms

The following is a list of acronyms used in this document.  

	Acronym
	Definition

	ISD
	The overall domain of ‘Integrated Service Delivery”. This is described in this document as having two distinct programs: “Integrated Service Delivery Operations Program”, and “Integrated Service Delivery Design & Implementation Program”. 

	ISDD
	The “Integrated Service Delivery Division”  that is accountable for the core business of ‘integrated service delivery’ . 

	CAB
	Corporate Architecture Branch within Management Board Secretariat

	MCBS
	Ministry of Consumer and Business Services


3 ISD CORE BUSINESS

Logical extensions of the ministry mandates are the core businesses of each of the ministries. These core businesses represent, at a more operational level, the key activities of government. 

The Ministry of Consumer and Business Services has four core businesses:

· Integrated Service Delivery

· Consumer Protection, Public Safety and Business Standards

· Alcohol and Gaming Management

· Registration

Integrated Service Delivery

The Integrated Service Delivery Division (“ISDD”) is accountable for the core business of ‘integrated service delivery’ and will develop and implement an adaptive, cost effective, consumer-centred multi-channel service delivery system to provide individuals, businesses and other organizations with choice on how to access government information, services and products in a way that is seamless and speedy.  

4 PROGRAMS 

The word ‘ program ‘ as used in this document is a formal business architecture concept which may conflict with less formal definitions of program in the OPS. In a business architecture that is based on sound architectural principles, a program is defined as a mandate and resources conferred by the legislative or an administrative authority to recognize and address the needs of designated groups within a jurisdiction 
based on a strategy. A program is delivered by services but is not synonymous with a collection of services. There are two types of programs: public programs that target the needs of public parties and internal programs that target the needs of OPS parties.   

The word ‘ program ‘ as used in this document is defined as such:  

· A program expresses a major mandate by recognizing target groups and needs.

· A program embodies goals and major strategies, aimed at meeting the recognized needs of eligible target groups.

· A program is delivered by one or more services which contribute to accomplishing program goals.

4.1 ISD programs

In phase 1 of the ISD business architecture project we identified two programs. An “Integrated Service Delivery Operations Program” and an “Integrated Service Delivery Design and Implementation program”. The focus of the business architectural project has been on the “Integrated Service Delivery Operations Program”.  

Integrated Service Delivery Operations Program

This program recognizes both the public customer and the public service owner (see section 10.4 Role Types for definitions) as being members of a target group. This program focused on needs that were related to the integrated service operations of the ISDD organization. 

The main types of services that this program focus on includes the delivery of integrated transactions such as integrated registration or integrated product order. Section 5.0 “Services” includes a list of services for both of the identified programs.    
Integrated Service Delivery Design and Implementation Program 

This program recognizes the public program owner as being a member of the target group. The needs of the public program owner that are recognized in the program are related to the acquisition of integrated service delivery capability. 

The types of ISD services in this program focus on business consulting and channel and systems configuration and integration.  Section 5.0 “Services” includes a list of services for both of the identified programs.    
Program Definition

From a business architectural perspective, a program is a composite artifact as it expresses the relationship between various primitive artifacts. The following diagram is a semantic model that depicts a program and shows the relationships between the primitive artifacts. 

Note: The direction of the arrows indicates which way to read the relationships i.e. “Jurisdiction limits scope of program”.  Cardinality is not represented in business semantic models, but in logical data models.
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Figure 1: Semantic Program Model
Conceptual Overview of ISD programs

The following diagram shows a schematic of the two identified ISD programs: “Integrated Service Delivery Operations Program” and “Integrated Service Delivery Design and Implementation Program”. 

 The distinction between public service owners and public program owners is fundamental. Public program owners tend to focus on defining the overall outcomes and strategies, and can “create” new public services. From this perspective, ISD supports the public program owner by providing them the capability of integrated service delivery, based on their requirements, that may apply to a number of public services within a public program. Public service owners tend to focus on optimizing the effectiveness of a given public service. From this perspective, ISD supports the public service owner by ensuring the end-to-end processing of an integrated service delivery transactions. 

Although formally programs don’t have any flow associated with them (services have flow associated with them), the following diagram is useful for illustration to show the boundaries of the two programs and the interactions it’s services has with the public service owners, public program owners and public customers.
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Figure 2: Conceptual Overview of ISD programs
Diagram Conventions:

· Multiple bubbles imply a set i.e. a public service owner may be accountable for multiple public services.

· The arrow pointing to the public service owner box applies to all members in the box. 

Note: As the above diagram is illustrative for presentation purposes only (flows are more formally related to services and processes than to programs), other sections of this document the overall ISD dynamics more formally such as: 

· Section 5.3 “Service Flow Diagram” shows the flow of service delivery units between services and public customers and public service owners. 

· Section 6.0 “Business Network Model” shows the flow of information and stock between logical location types. 

· Section 9.0 “Service Process Models” contain a list of processes required to support ISD services, including planning, acquisition of resources, service delivery and the management and monitoring of the service processes. 

· The related ISD business scenario document contains a series of workflow diagrams showing the flow of work between roles.  

The two phases of the business architecture project focused on the ‘integrated service delivery program’. The following sections illustrate the relationships between primitive artifact elements as depicted in figure 2 “Semantic program model”. 

· Target groups roles by party

· Needs for each defined target group 

· Program goals: outcomes and impacts

· Program strategies

Business Architectural Principle – Each program must have a single organization that is accountable for achieving its goals. The identification of this organization for a particular program, is a business design issue, not a business architectural one.

The jurisdiction for the  ‘ Integrated Service Delivery Program’ is Ontario. Parties outside of Ontario may be affected by the services associated with the program, but are not viewed as members of the ‘target group’.      

4.2 Target Group Role Types by Party Types

This table shows the three target groups associated with the two defined ISD programs and the types of individuals or organizations that are associated with those target groups. 

Table 2: ISD Target Groups.
	Target Group (Role)
	Party (Individual)
	Party (Organization)

	Public Service owner
	
	An OPS / BPS organization that is accountable for the overall quality, efficiency and effectiveness of the delivery of a public service to the public. 

	Public Program Owner
	
	An OPS / BPS organization that is accountable for achieving public program goals.

	Public Customer
	Any individual that receives the output of a public service provided by the OPS or a recognized public sector partner. 
	Any organization that receives the output of a public service provider by the OPS or a recognized public sector partner. I.e. business, NGO


A party is an individual or organization i.e. business or NGO with intrinsic characteristics recognized or acknowledged by the program through obligation (law, regulation, policy, etc.) or through motivation (to encourage desired behavior). Parties play one or more roles in connection with the program. See section 10.5 “Party Types” for a list of all identified parties. See section 10.4 “Role Types” for a list of all identified roles. See section 5.4 “Service Accountability Diagram” for a definition of service owner and program owner.

An organization is a group of people and resources with a specific business goal, which is related to other such groups via the organizational structure of a company. An organizational is a point of actual or delegated accountability, responsibility and/or authority.

Note: We refer to the party inside the ISDD organization that is accountable for the delivery of ISD services to either the public service owner, the public program owner or the public customer as the ISD service owner.

4.3 Target Group Needs by Role Types

Needs are intrinsic properties of parties playing roles related to their survival and successful achievement of their goals.  Needs recognized by the program are those that the program proposes to address as a consequence of its own mandate or as a consequence of the mandates of other programs. 

The following table shows the identified needs, description cross-referenced to the two target group roles recognized by the ‘Integrated Service Delivery Operations Program’. 

Table 3: Identified Needs of ISD Target Groups.
	Needs
	Description
	Public Customer
	Public Service Owner

	Access 
	To allow greater access to government services provided by integrated service delivery channels. Includes accessibility of services.
	Yes


	No

	Convenience
	To ensure that services are available when and where they are required (e.g. 24X7 from home, at the office, in the mail).
	Yes


	No

	Simplicity 
	To decrease the complexity for the public customer when requesting a public service (e.g.) “3 click access” to the service or transaction they require). This is accomplished via standardization in support of a common presentation layer for the public service provision.
	Yes


	No

	Choice
	To ensure that the public customer has the choice to select different channels for a given public service.
	Yes


	No

	Efficiency
	To improve operational efficiency by elimination of redundant responsibilities for service delivery processes. This is one-stop shopping for the public customer.
	Yes


	Yes



	Accountability
	To ensure that program organizations and service providers can account for performance in the delivery of public programs and services.
	Yes


	Yes

	Security
	To ensure that the right services are delivered in a secure way, protecting both program and personal data, to eligible public customers. 


	Yes
	Yes

	Privacy
	To ensure that privacy is protected, and that ongoing compliance with FIPPA provisions is maintained. 


	Yes
	Yes

	Accuracy
	To ensure that public service owners receive accurate transaction data from distribution channels to support information management and better controls.

Needed to support service fulfillment and accountability. 
	Yes


	Yes



	Alignment
	To provide a mechanism for program areas to comply with the government’s intentions to deliver better services from a more efficient government. 
	No 
	Yes



	Awareness 
	To ensure that customers understand benefits of using different channels i.e. will it be cheaper using online services.
	Yes
	Yes

	Adaptability
	To ensure that systems can be easily changed to reflect different changing needs.   
	Yes
	Yes

	Knowledge 
	Needs to have access to information to enhance understanding.
	Yes
	No


4.4 ISD Program goals

The goals of a program can be divided into two types: Outcome Goals and Impact Goals. Together these goals support the identification of program level performance measures, and lay the foundation for aligning service performance to program performance. 

· Outcome goals are related to where the government is trying to bring about change and typically relate to the needs of the target groups i.e. greater level of customer satisfaction. Outcome goals tend to more tangible, measurable and more easily attributed to ISD services than impact goals, as the program owner has more control in influencing the outcomes. As a result, there is more implied accountability on the side of an ISD program owner for the achievement of outcome goals. 

· Impacts goals express desired likely global impacts of ISD’s services. Typically impact goals describe potential impacts on the broader society e.g. stronger more vibrant communities. There is implied less accountability on the side of an ISD program owner for the achievement of impact goals due to the ISD program owner having less control in influencing impacts. 

The following list shows the identified outcome and impact goals identified for the two target group roles in the “Integrated Service Delivery Operations Program”.

Outcome Goals

i) Public Service Owner   

· Lower transaction costs

· Fewer breaches of security

· Fewer breaches of privacy

· Increased accountability for public service delivery

· Increased number of electronic client transactions

· Greater convenience supports faster more immediate use of services

· Less errors

· Larger base of public customers based on removing skill barriers

· Larger base of public customers with special needs i.e. deaf, blind, handicapped

· Greater use of public services

· Customer Satisfaction

· Greater public service delivery coverage  

ii) Public Customer 

· Less time to complete a transaction

· Less red-tape, less interactions to fulfill a transaction

· Greater trust supports greater use of electronic commerce functions

· Greater information sharing with government

Impact Goals

i) Public Service Owner 

· Better utilization of staff resources in delivery of a given public service

· Lower cost of service

· Greater efficiency of government operation

· Increased level of fraud detection & public compliance

· Increased accountability for provision of public services by tracking demand (service requests) and fulfillment of demand

· Greater government alignment

ii) Public Customer 

· Greater level of economic activity

· Greater level of public customer knowledge supports a more competitive economy  

· Better relationship with government i.e. sharing information, assumption of “trusted service provider status”

· Better public relations

· More leisure time – better quality of life for public customers

· Less discriminatory access to public services (through reduction of content / complexity barriers to access)

· Less discriminatory access to public services (through reduction of physical barriers to access)

· Increased quality and consistency of public service deliverables

The above goals support the definition of program performance measures and targets and the definition of ISD program accountability for the corresponding program owner.     

Section 8.0 “Performance Model” is related to the above section, as it shows the measures related to the ISD services and their alignment to program goals.

4.5 Program Strategies

Part of the definition of a program includes the identified strategies for achieving program goals. The following table lists the strategies identified in the project to achieve the goals of the ‘Integrated Service Delivery Operations Program’.

Table 4: Identified Strategies of the Integrated Service Delivery Operations Program.

	Strategies
	Description

	Service delivery integration
	Set up an integrator and distributor of public services to deliver a range of public services to a given client group. 

	Electronic service delivery
	World leader in electronic service delivery by 2003.

	Outsourcing operation of distribution channels
	Outsourcing processing of customer service requests and presenting responses over channels to a private sector service provider.

	Common infrastructure
	Using a common IT infrastructure to reduce the cost of IT service provision.

	Definition of Internal Common Services 
	Defining internal common services to reduce of cost of managing common processes.  

	Information management quality
	Assurance of consistent quality of information across channels.

	Labour relations/Human resources
	Impact on labour relations from impact of service integration on job responsibilities (e.g., scope of call centre operator job).

	Knowledge management 
	Alignment with OPS strategy for knowledge management – e.g. consistent workflows and business rules across channels.

	Business growth
	Use of service bundling and transaction aggregation to increase the volume of service delivery transactions. 

	Over the Counter Strategy 
	Development of an integrated counter network to provide multi-program, multi-jurisdictional services from a single location.


These strategies are current and should be reviewed and extended moving forward as part of program development.

SERVICES

Services deliver value to members of a target group to address the needs of the members of that target group as defined in the program. All services imply a fundamental service provider / client relationship.

Services are either public services, or internal services. Public services deliver value to the public customers to meet public needs as defined by overall mandates and public program goals. Internal services deliver value to either public service owners or other internal service owners to support the achievement of their overall objectives. 

A service owner has the accountability for the overall performance of the service in terms of efficiency, quality and overall effectiveness.

A client is a role played by a party in which there is an agreement between the service owner and that party to define overall service levels and conditions under which the service provider delivers the service. The client typically elects to ‘purchase’ the service, and may choose to find an alternate service provider if they are not pleased with the service provider performance.  The section 5.4 “Service Accountability Diagram” shows the explicit service provider and client relationships within the ISD domain. 

With the above interpretation, ISD services are interpreted as internal services as they support the public service owners (in a client role relationship) with the provision of their public services or they support other ISD services. It is true that ISD’s services represent great value to both public service owner and the public customer, but the fundamental agreement seems to be between the ISD service owner and the public service owner. As well, the public service owner may elect to “purchase” ISD’s services or not. The public customer is not interpreted as a client of the ISD services, but as a customer of the services.  Appendix B: “Architecture Context” provides additional information about the ‘internal service framework’. This appendix includes information from the Enterprise Architecture Process and Methods Handbook (“EAPM”)- the OPS authoritative source for architecture information.   

Note: The fact that both public service owner and public customer are identified as members of the target group associated with the  ‘Integrated Service Delivery Operations Program’ will ensure that the needs of both parties are recognized and are considered in the overall ISD business design.   

Services are very fundamental composite artifacts, and have a number of relationships with other artifacts. The following diagram shows the fundamental between a service and other artifact elements. 
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Figure 3: Semantic Overview of Service and its relationships to other artifacts
As there are so many relationships that services are involved in, these relationships are spread over various sections of the document:

· Section 5.2 “ISD Service Profiles” includes a list of the identified services and the associated delivery unit and target group.

· Section 5.4 “Service Accountability Diagram” shows the relationship between a service and the organization that can “order it”.

· Section 9.0 “Service Process Models” show the processes required to plan, acquire resources, deliver services and monitor and manage its performance.

· Section 11.3 “Services by Location Type by Channel” show the relationship between the services, the types of locations in which they are accessed, and the associated channels and transaction types.

· Section 11.4 “Services by Event Type and Cycle Type” show the events that trigger service processes and the cycles that influence service operations.

· Section 11.5 “Services versus Geographic Area Types” show the relationship between the services and the various geographic areas. 

· Section 5.5 “Service Program Alignment Model” shows the relationships between selected service delivery units and the needs of target groups.   

4.6 ISD Services

In identifying ISD’s services we identified three distinct types of services with different properties from a business architectural perspective: “Public Customer Facing Services”, “Public Service Owner and Public Program Owner Facing Services”, and “Common Internal Services”. The following table gives a definition of each and describes the key differences between the three types of services.

Table 5: Types of ISD Services.

	Service Characteristics
	Public Customer Facing Services
	Public Service Owner and Public Program Owner Facing Services
	Common Internal Services

	Description
	The public customer facing services are services in which the public customer directly initiates the request of an ISD service.

e.g. “Integrated Registration Service”
	The public service owner facing and public program owner facing services are services in which the public service owner or public program owner initiates the request of the service.

e.g. “Business Design Consulting”
	Common internal services are defined to deliver services to public customer facing, public service owner facing and public program owner facing services by recognizing common processes. 

e.g. “Contract Negotiation”   

	Accountable party for service performance
	ISD Organization (ISD Service Owner)
	ISD Organization (ISD Service Owner)
	ISD Organization (ISD Service Owner) or Third Party Provider

	Main events that trigger service 
	Public customer service request
	Public service owner service request 

Public program owner service request
	Events from public customer facing and public service owner or public program owner facing processes  

	Importance of channels
	Important
	Not important
	Varies based on the channel used by the customer to access the public customer facing services 

	Role that can order service

(see 5.4 Service accountability diagram for more information)
	Public Service Owner
	Public Service Owner

· Exception is integration service which can be ordered by an ISD Public Customer Facing Service Owner

· Public Program Owner
	ISD Service Owner




The following is a list of the identified services of relevance to the ISD business domain by the three identified types of services.  The following section 5.2 “Service Profiles” defines each of the services. 

Public Customer Facing Services

The public customer facing services are services that the public customer initiates. We identified the following public customer facing services. Note: The following is a list of the ‘names’ of the services, it is understood that the level of integration will vary for actual instances of the services. The 5.2 “Service Profiles” gives a definition of each of the services.    

i) Integrated information services

· Integrated referral service

· Integrated information search service

ii) Integrated transaction services

· Integrated subscription service

· Integrated registration service

· Integrated licensing / permitting service

· Integrated product order service

· Integrated reporting service

· Integrated bill payment service

Public Program Owner Facing Services

The public program owner facing services are services in which the public program owner initiates the request of the service. We identified the following public program owner facing services.

· Market information consulting

· Business design consulting

· Integration service

· Integrated channel management service

Public Service Owner Facing Services

The public service owner facing services are services in which the public service owner initiates the request of the service. We identified the following public service owner facing service.

· Publishing service

Common Internal Services

Common internal services were determined by examining the common processes associated with the public customer facing and public service owner and public program owner facing services. For example, a channel service (e.g. internet channel service) that accepts customer requests and presents responses to the customer is a common internal service as it is required for all public customer facing services. Another example is integrated project management that provides project plans to both the integration service and the integrated channel management service. Common internal services tend to have agreements with ISD service owners. The 5.4 “Service Accountability Diagram” makes these relationships explicit.

The common internal services we identified are:

i) Channel Services

· Internet service

· Telephone service

· Public access terminal service

· Counter service

· Mail / fax service

ii) Other Common Internal Services

· Operational planning
· Integrated helpdesk
· Integrated physical fulfillment service
· Integrated financial transaction fulfillment service
· Authentication service
· Integrated publishing service
· Integrated business design
· Integrated project management
· PSO sales and marketing Service
· Contract negotiations service
· Service and performance management
Note: As a convention in the document we will refer to an ISD service owner as being accountable for one or more:

· Public customer facing services

· Public service owner facing services

· Public program owner facing services

We will refer to a service provider as being accountable for:

· One or more common internal services
Note: An ISD party may be accountable for many of the common internal services, this relationship is not made explicit in business architecture, but in business design. 

Refer to section 5.4 “Service Accountability Model” for a more formal definition of accountability. 

4.7 Service Profiles

Description

The following is a profile of all the services identified in the ISD business architecture. The ‘unit of delivery’ is a very fundamental part of the service profile.

Purpose

 The ‘unit of delivery’ indicates what is being delivered by the service to public customer or public service owner. This is important for the following reasons:

· To align programs and services, the value associated with the ‘unit of delivery’ should meet a need of a member of the target group as defined in the program – refer to Section 5.5 
“Service program alignment diagram” for more information.

· The ‘unit of delivery ’ is the fundamental unit of service performance measurement i.e. how many, how much cost per unit – refer to Section 8.0 “Performance Model” for more information. This directly influences definition of Service level agreements.

· Services with similar types of ‘unit of delivery’ tend to have common processes. Discovering these patterns is fundamental to identifying common components and common internal services. 

The target group shows the roles that are targeted by the services corresponding to the target group roles defined in the ISD programs. Some common internal service such as ‘integrated project management’ do not have associated target groups as they provide services to ISD service owners but do not impact public service owner, public program owners or public customers directly.   

Table 6.1: Service Profiles of Public Customer Facing Services.

	Service Name
	Unit of Delivery
	Target Group
	Description

	1.  Integrated Referral Service
	One fulfilled integrated referral.
	· Public Service Owner

· Public Customers
	The Integrated Referral Service supports the public customer in the fulfillment of an information request captured from a channel by identifying appropriate referred information or service resources. This service acts as an intermediary for the customer by capturing customer information requests, analyzing the request details and then identifying wide range of possible services or information options. Examples of referral resources include URLs, phone-numbers, publication listing etc.  

Where physical fulfillment or financial transaction fulfillment is required, the integrated referral service can create the appropriate fulfillment requests to those services.   

	2. Integrated Information Search  Service
	One fulfilled integrated information search.
	· Public Service Owner

· Public Customers
	The Integrated Search Service supports the public customer by fulfilling captured information requests from the channel.  A wide variety of information is available to the public customer including government information and services information by matching specific search criteria to available information.  Where information requests require privacy considerations such has requests for their public customer profiles, account or transaction status, the ‘integrated registration service’ and/or ‘authentication service’ are invoked to ensure that access to private customer information is authorized.  

	3.  Integrated Subscription Service
	One fulfilled integrated subscription request.
	· Public Service Owner

· Public Customers
	The Integrated Subscription Service allows the public customer to chose and receive periodic (time and event driven) public service information bulletins and materials (publications, periodicals, updates, notices etc.).  The service is responsible for capturing subscription requests from the channel, validating subscription information, assessing subscription availability and transmitting a fulfillment request to the appropriate fulfillment provider.  The subscription service also supports subscription updates, subscription renewals, the viewing of subscription details and the cancellation of subscriptions.  The service fulfills the subscription request (if electronic), or confirms the fulfillment of the subscription request if fulfilled by a fulfillment provider.

	4.  Integrated Registration Service
	One fulfilled integrated registration request.
	· Public Service Owner

· Public Customers
	The Integrated Registration Service supports the capture of registration service requests from a channel, the validation and the transmission of registration information to the appropriate public service owners responsible for authorizing and processing individual and business registrations.  The integrated registration service supports the processing of initial registrations, updates, renewals, and confirmations and allows the public customer to view their registration information. This service has the ability to co-ordinate the update of registration information across multiple public service owners’ registries e.g. an integrated address change will support the update of customer address information across multiple public service owner registries from a single point of public customer contact. 

Where required, this service can create and transmit a financial transaction fulfillment or physical fulfillment request to the appropriate service provider.

A confirmation is delivered back to the customer with a date and time stamp, reflecting the receipt of the registration from the appropriate Public Service Owner(s).

	5.  Integrated Licensing / Permitting Service
	One fulfilled integrated license or permit request.
	· Public Service Owner

· Public Customers
	The Integrated Licensing / Permitting Service supports the capture of licensing and permitting service requests from a channel, the validation and the transmission of license and / or permit requests to the appropriate public service owners (s) responsible for authorizing and processing the requests.  The integrated licensing and / or permitting service provides a facility supporting a customer to request, update, view, renew or cancel one or more licenses and /or permits from a single point of contact.

Where required, this service can create and route a financial transaction fulfillment or physical fulfillment request to a fulfillment provider.

A confirmation is delivered back to the customer with a date and time stamp, reflecting the receipt of the license and / or permit request, from the appropriate Public Service Owner(s).

	6.  Integrated Product Order Service
	One fulfilled integrated product order receipt.
	· Public Service Owner

· Public Customers
	The Integrated Product Order Service supports the capture of product order requests from a channel, the validation and the transmission of product order requests to the appropriate public service owner(s) responsible for processing the requests.  The integrated product order service provides a facility to support a customer to request, update, view, renew or cancel one or more product orders from a single point of contact. A fulfillment request and ‘availability status request are created and transmitted to a physical fulfillment provider.

Where required, this service can create and transmit a financial transaction fulfillment request to a financial service fulfillment provider or a request for a physical fulfillment to a physical fulfillment provider. 

A confirmation is delivered back to the public customer with a date and time stamp, reflecting the receipt of the product order from the appropriate party.

	7.  Integrated Reporting Service
	One fulfilled integrated reporting service request.
	· Public Service Owner

· Public Customers
	The Integrated Reporting Service captures an submitted customer report (completed data form) from a channel, it’s validation and the transmission of, reporting service requests to the appropriate public service owner(s) responsible for processing the requests.  The integrated reporting service provides a facility to support a customer to request, update, view, renew or cancel one or more report requests from a single point of contact. 

 The reporting service allows the customer to enter personal and financial information required for regulatory reporting (e.g. Ontario Works, Income Tax.).  A fulfillment request is created and is delivered back to the customer, reflecting the receipt of the fulfillment request and / or the receipt of the reporting service information, from the appropriate Public Service Owner(s).

	8.  Integrated Bill Payment Service
	One fulfilled integrated bill payment request.
	· Public Service Owner

· Public Customers
	The Integrated Bill Payment Service captures a bill payment request from a channel, it’s validation and transmission of bill payment requests to the appropriate public service owner(s) or other party responsible for processing the requests.  The integrated bill payment service provides a facility to support a public customer to submit a bill payment request, or view bill payments and bill payment details from a single point of contact.   For cash, debit or credit card payments, a payment receipt is delivered to the public customer immediately through a channel.


Table 6.2: Service Profiles of Public Program Owner Facing Services.

	Service Name
	Unit of Delivery
	Target Group
	Description

	1.  Market Information Consulting
	One marketing information consultation.
	Public Program Owner
	The Integrated Market Information Consulting service supports the public program owner in their integrated service planning through the provision of specialized market information consulting. 

	2.  Business Design Consulting
	One business design consultation.
	Public Program  Owner
	The Business Design Consulting supports the public program owner in their integrated service planning through the provision of specialized business design consultation. These consultations may start the business requirements process that may lead to the eventual uptake of a subsequent integration service.   

	3. Integration Service 
	The implementation and operation of a new or enhanced integrated service deliver system (including business and technical components).
	Public Program Owner
	The Integration Service is responsible for managing the development / component procurement, integration, testing, quality assurance, implementation, and ongoing operation (includes new releases, changes and maintenance) to the business and system components and any integration interfaces of the integrated service delivery systems as specified in the business design. This also includes the delivery of any staff training required to support the operational systems. 

Some key components of the system are rules, workflows, routing infrastructure and rules / system interfaces. Public services workflows may have to be redesigned to incorporate changes in the overall public service delivery processes as part of this service.   

	4. Integrated Channel Management Service
	A managed channel. 
	· Public Program Owner
	The Integrated Channel Management service is responsible for managing the procurement, implementation, testing, and quality assurance of the channels required to provide access to public customer facing services. The ongoing addition of new channels is also managed by this service. 


Table 6.3: Service Profile of Public Service Owner Facing Service.

	1..  Integrated Publishing Service
	One integrated publication.
	· Public Service Owner
	The Integrated Publishing service publishes items and manages published items based on content received from public service owners. This includes both electronic and physical forms of published items i.e. brochures, and dynamic internet publishing. One of the desirable future directions is moving towards the publishing of public service owner’s business rules. Some of the published items produced from the integrated publishing service are accessible from the ‘integrated subscription service’ and ‘integrated product order service’.  


Table 6.4: Service Profiles of Common Internal Services – Channel Services.

	Service Name
	Unit of Delivery
	Target Group
	Description

	1. Internet Service 
	One processed internet transaction: Either a captured public customer service request or a presented public customer response
	· Public Service Owners

· Public Customers
	The Internet service provides an internet portal to the public customer to present service options, capture service requests and present service responses, e.g. fulfillment confirmation. The Internet Channel is a significant part of the integrated ESD system due to its accessibility and convenience.



	2. Telephone Service
	One processed telephone transaction including a capture or response
	· Public Service Owner

· Public Customers
	The Telephone service captures service requests and provides responses through the telephone. This service is a key Channel to access the helpdesk. To increase overall accessibility of this service, the Channel Service Provider will establish, operate, maintain, and pay for a toll-free telephone numbers (to be approved by the ISD Service Provider), which will be used to access the Telephone Channel.  Voice Mail: will support the Telephone Channel and response system services and shall be available as an option to callers on a 24/7 basis.

	3. Public Access Terminal Service
	One processed PAT transaction: Either a captured public customer service request or a presented public customer response
	· Public Service Owner

· Public Customers
	The Public Access Terminal (PAT) service captures service requests and provides responses to service requests through the PAT channel. 

This Channel solution provides customers immediate fulfilment for some services, e.g. a printed record of a driver abstract.

	4. Counter Service
	One processed integrated over-the-counter transaction including a capture or response
	· Public Service Owner

· Public Customers
	The Over the Counter (OTC) service provides an agent-mediated face to face channel to support public customers in access to public customer facing services. This service supports immediate fulfilment in some cases, e.g. a printed record of a driver abstract.

These services include routine, high-volume transactions for program registration, renewal and information change.  OTC services are provided by the OPS organizations and by Private Issuers under contract to the Ministries of Transportation and Natural Resources. 

	5. Mail / Fax Service
	One captured mail or fax public customer service request or service response 
	· Public Service Owner

· Public Customer
	The mail / fax service provides a channel for public customers to access integrated public customer facing services through mail and fax and to the response to service requests through mail and fax. 

E.g. Mail is used by participating Ministries for registration renewals, changes to information product replacements, order fulfilment and the distribution of published information.


Table 6.5: Service Profiles of Other Common Internal Services.
	Services
	Unit of Delivery
	Target Group
	Description

	1. Operational Planning
	Integrated operational plan
	
	The operational planning service supports the ISD public customer facing services by producing an operational plan based on the consolidated projected resource requirements from the various public customer facing services e.g. integrated product order, integrated registration etc.     

	2.  Integrated Helpdesk
	A resolved customer inquiry or complaint
	· Public Service Owner

· Public Customers
	The Integrated Help Desk service provides the first-line of support in response to public customer or public service owner inquiries and complaints related to public customer facing services. The service is responsible for making sure the public customer is able to complete all the processes associated with an integrated public customer service request.



	3. Integrated Physical Fulfillment Service 
	One physical fulfillment
	· Public Service Owner

· Public Customers
	The Integrated physical fulfillment service is accountable for the delivery of physical goods to public customers in response to a physical fulfillment request. Physical fulfillment requests can be created by a number of public customer facing services e.g. “Integrated Registration”.  

	4. Integrated Financial Transaction Fulfillment Service
	One fulfilled payment transaction
	· Public Service Owner

· Public Customers
	The Integrated Financial Transaction Fulfillment service accepts financial transaction fulfillment requests, such as payment fulfillment requests, confirms, and generates receipts for payment transactions from customers on behalf of service owners using a range of payment instruments including cash, cheques, debit, credit, EFT, ecash, account draw-downs, etc. May include pre-authorized payments or periodic payments.  The service also manages the interface to OPS financial systems that manage the settlement and reconciliation of financial transactions.

Financial fulfillment requests can be created from a number of public customer facing services e.g. “Integrated Registration”.

	5  Authentication Service
	One authenticated party
	· Public Service Owner

· Public Customers
	The Authentication service confirms the identity of a public party through the use of some unique identifier or credentials.   

	6. Integrated Business Design
	An integrated service delivery design
	Public Program Owner
	The Integrated Business Design service is responsible for producing a integrated service delivery design for a public service owner to support an initial automated integrated service implementation or upgrade based on a business change e.g. new transaction, new rules etc. This design details and describes the integration of a variety of components including: 

· business components (business and routing rules, service delivery workflows)

· technical components (application components, system interfaces and transactions)

The business design will also cover any changes to the public service owner’s existing operational service delivery workflows. 

	7. Integrated Project Management
	One managed projected plan
	
	The project management services support the integrated channel management service and the integration service by creating and administering an integrated project plan.

	8.  Public Program Owner Sales and Marketing Service
	A sales or marketing encounter  
	
	The PSO Sales and Marketing service manages the sales and marketing activities between ISDD and the public program owners to create awareness and demand and supports the creation of a business case.

	9.  Contract Negotiations Service
	A signed public service or ISD service provider contract 
	· Public Service Owner

· Public Program Owner


	The Contract Negotiation service negotiates contracts with ISD service providers as well as public  service owners whose public services are being accessed through ISD.

	10. Service and Performance Management 
	A managed set of performance measures
	· Public Service Owner

· Public Program Owner
	The Service and Performance Management manages performance data and performance reports. This service supports both service level management and customer service performance related performance needs. This service includes the collection of performance data, the creation and distribution of performance reports, in some cases the analysis of performance results and in the case of performance gaps, an escalated response based on policies.


4.8 Service Flow Diagram

The following service flow diagram shows the operational flows between ISD services and the public customer and public service owner associated with the ‘Integrated Service Delivery Operation Program’. Operational flows (from operate / use phase) are to be distinguished from flows associated with other phases of a service lifecycle i.e. planning, resource acquisition or monitoring and managing phases. Note: that although the service and performance management service is associated with the monitoring phase of a service lifecycle the production of performance data is operational. Refer to section 9.0 “Service Process Models” for more information on service phases.        

The operational flows in the following diagram are initially triggered by either: a public customer accessing a public customer facing service through a channel or by a public service owner requesting a published item.

Operational flows between services are represented by showing the main transaction types that flow between services. Note: included in the requests from the public customer is the capture of information. Workflow models (included in the business scenario document) show ISD flows at a finer level of detail. 
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Figure 4: Service Flow Diagram  

As part of an overall conceptual business design, specific operational business scenarios can be ‘run’ against the service flow model to trace their flow. For example, the main processes associated with an ‘integrated address change business scenarios’ would trace the following operational flow through the service flow diagram (flows between services are indicated with bulleted items).    

1. Public customer accesses the integrated registration service through the internet and enters credential information:

· Public customer makes service request and enters associated credential information to the Internet service (one of the channel services).

· Channel service sends an operational transaction (request for address change, and associated credential information) to the integrated registration service.

2. Credential information is sent to the public service owner for validation, public service owner validates  and response is sent back to pubic customer:

· Integrated registration service sends an authorization request and credential information to the public service owner.

· Public service owner sends an authorization back to the integrated registration service (based on business rules this may go directly to the Internet channel service).

· Integrated registration service sends authorization confirmation back to the Internet channel service.

· Internet channel service presents the response to the public customer.    

3. Public customer address information is entered through the internet: 

· Public customer enters address information to the Internet service.

· Request for address update and address information is sent to the integrated registration service. 

4. Address information is sent to the public service owner for validation, public service owner validates  and confirmation is sent back to pubic customer:

· Request for address update and address information is sent to the public service owner(s).

· Public service owner updates ministry database and sends confirmation back to integrated registration service.

· Integrated registration service sends address change confirmation back to the Internet channel service.

· Internet channel service presents the confirmation to the public customer.

5. Public service owner requests new cards to be mailed from the Kingston card center: 

· Public service owner sends request to Kingston card center (if direct and not through integrated registration service, this is outside of ISD operational scope). 

Note: The above scenario traces a particular path through the service flow model, other scenarios could involve the ‘authentication service’, ‘service and performance management service’, ‘helpdesk service’ or any of the fulfillment services.  

Note: Workflows support more formal detailed representations of business scenarios. Workflows can be found in the ISD business scenarios document.  

Additional Diagram Comments:

· The service flow diagram shows ‘one’ helpdesk service, when instantiated in a business design, multiple tiers are shown. From an architectural perspective, the distinction between the two helpdesk tiers is depicted in section 6.0 “Business Network Model” as this distinction is important for describing the flow of information between location types.

· The publishing service is included in this diagram as it is an operational service to the public service owner, and results in the creation of published items. In turn, electronic published items are used by integrated information services and the integrated transaction services and physical published items are potentially used by physical fulfillment services.
4.9 Service Accountability Diagram

The service accountability diagram is another fundamental business architectural view and is useful in showing relationships and agreements across the supply chain associated with ISD service owners. 

ISD Service Owner – the position or office holding authority over a public customer, public service owner or public program owner facing service in terms of service delivery and process design and provisioning, and accountability to at least one ISD program owner for service performance as measured by service metrics such as output efficiency, quality and effectiveness. 
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Figure 5: Service Accountability Diagram
 The primary relationships that represented in the diagram are between:

i) ISD Service Owners and Public Program Owners (arrows with thick lines)

Public Program Owner – the position or office holding authority over the total public program in terms of program and service design and service provisioning, and accountability to the public for public program performance as measured by outcome level metrics such as outcome efficiency, quality and effectiveness, and impacts. In the public sector, only government positions and offices can be program owners, due to philosophical and legal limitations on the delegation of authority and accountability from the public.

As the public program owner has authority over service design and provisioning, ISD Service owners will be accountable for and have agreements with public program owners for the following services:

· Business Design Consulting

· Market Information Consulting

· Integrated Channel Management Services

· Integration Services  

ii) ISD Service Owners and Public Service Owners (arrows with thick dashed lines)

Public Service Owner – the position or office holding authority over a public service in terms of service delivery and process design and provisioning, and accountability to at least one public program owner for service performance as measured by service metrics such as output efficiency, quality and effectiveness. In the public sector, only government positions and offices can be Public Service Owners due to philosophical and legal limitations on the delegation of authority and accountability from the public. 

As the public service owner has authority over service design and provisioning, ISD service owners will be accountable for and have agreements with public service owners for the following services:

· Integrated Information Search

· Integrated Referral

· Integrated Subscription

· Integrated Registration

· Integrated Licensing and Permitting

· Integrated Product Order

· Integrated Reporting

· Integrated Bill Payment

· Publishing

iii) ISD Service Owners and Common Internal Service Providers (arrows with thin lines)

Common Internal Service Provider – A common internal service provider is the position or office holding authority over a common internal service delivered to a ISD Service Owner. This service is the result of an ISD service owner outsourcing the responsibility for a process associated with its service. See section 9.0 “Service Process Models” for more information on the relationship between ISD service processes and common internal services.     

As the common internal service provider delivers services to an ISD service owner, the common internal service provider will be accountable for and have will have agreements with ISD service owners for the following services:

· Contract negotiations

· Service and performance management

· Public program and service owner sales and marketing

· Business Design

· Project Management

· Channel Services

· Operational Planning

· Helpdesk

· Authentication

· Physical Fulfillment Services

· Financial Transaction Fulfillment services

· Information fulfillment services 

Note: Although the common internal service providers are accountable for the above services, the corresponding service owners are still responsible for any processes involved in managing and monitoring the performance of the common internal service providers. 

The above relationships are important as they influence the agreements that have to be managed and indicate which parties are involved in the agreements thus driving out roles within an overall governance structure. The accountability model also has a strong influence on performance management by identifying core areas to be monitored.

The intent of the accountability model is to address the roles and responsibilities from a service delivery network perspective. In this context, the public customer is not depicted as they are the initiator of services but are not directly involved in agreements themselves. However, it is fully recognized that there may be a formal or implied contract or obligation to the public customer that requires attention but is outside the scope of this assignment. In addition, liability models may also require further analysis, as they may be included in some agreements. 

The diagram can be used to support an overall business design i.e. a new transaction for a public program e.g. fishing license. An initial agreement between the appropriate ISD service owners and the public program owner is required to set the terms for the initial consultation and resulting integrated service delivery change initiative. Once operational, an agreement would be required between the appropriate ISD service owners and the public service owner accountable for fishing licensing to set the terms for ongoing operational service levels, and corresponding agreements between the ISD service owner and internal common service providers such as a channel service provider to set the terms for handling any additional volume or channels. 

Diagram Conventions:

· If an arrow ends at a box, it applies to all services inside the box.

· Overlapping bubbles implies multiple service e.g. channel services includes “Internet service”, “telephone service” etc. See section 5.1 “ISD Services” for more information.    

Diagram Comments:

The channel service provider (a common internal service provider) has agreements with both the ISD integrated service delivery service owner and the integrated channel management service owner. One agreement focuses on the initial setup of the channels, the other focuses on the ongoing operations of channels– focusing on performance and availability.   

· As well, the ISD integration service owner has agreements with both the public service owner (to set terms for making operational changes based on new rules, workflows, transaction types etc), and also with the ISD public customer facing service owners (to set terms based on maintaining and enhancing overall system performance and upgrade of components).  

· Contract negotiations and Service and Performance Management are both common internal services, requiring agreements with both ISD integrated service delivery owners (an ISD service owner), and the ISD integrated channel management service owner (an ISD service owner).        

· The arrows are shown in the diagram as being one-way. The directionality is required to show the fundamental distinction between the party that is “consuming” a good or service and the party that is “supplying” that good or service. It is understood that most agreements have terms and conditions that indicate respective bilateral accountabilities for both parties. The “ISD Conceptual Design” document explores in more detail the respective service  and process responsibilities of the respective parties
4.10 Service Program Alignment Model

The following diagram is illustrative and shows the alignment of a set of ISD services and common internal services with the overall needs expressed by the two target groups in the “Integrated Service Delivery Program”. Each target group is associated with a set of representative needs, from section 4.3 “Target Group Needs by Role Type “ and is related to the service delivery units from the ISD services and from selected common internal services.   
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Figure 6: Service Program Alignment Diagram

5 BUSINESS NETWORK MODEL 

Description

The business network model shows the flows of information, resources and materials between location types (see section 10.2 “Location Types” for additional information on location types).  In the ISD domain most of the flows are information flows, with the exception of physical fulfillment flows that are resource flows (stock).     

Purpose

Business network models are important in their support for row 3 logical technology architecture models, as well as providing a framework for analysis of volumes, frequencies, service levels, and transaction types between locations. 

The following business network model shows the operational flows of information and stock between location types associated with the ‘Integrated Service Delivery Operation Program’. Operational flows (from operate / use phase) are to be distinguished from flows associated with other phases of a service lifecycle i.e. planning, resource acquisition or monitoring and managing phases. Refer to section 9.0 “Service Process Models” for more information on service phases. See section 10.2 “Location types” for additional information on location types. 
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Figure 7: Business Network Model – Showing Operational Service Delivery Flows 
Diagram Comments:

· Although there is physical fulfillment at some over the counter this fulfillment occurs locally and is not shown in the diagram as it doesn’t involve “flow” between location types.
·  One potential flow not analyzed in the project is a ‘replenishment flow’ that would ‘replenish’ local stock inventories at over-the-counter locations. A replenishment flow is distinguished from a fulfillment flow as it’s triggered by a projected inventory shortfall as opposed to a customer order. 
Diagram Conventions:

· If an arrow ends at a box, it applies to all location types inside the box.

The following business network model shows the administrative flows of information such as funding, payments and performance reporting between location types. See section 10.2 “Location types” for additional information on location types.
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Figure 8: Business Network Model – Showing Administrative Flows for Public Customer Facing Services

Diagram Comments:

Any flows in which ISD are not involved, such as:

· administrative funding flows between the Central Administrative Location and the Service Provider Administrative location, or 

· administrative flows between the Central Administrative Location and the Public Service Owner Administrative location 

are not represented in this diagram, as they are outside ISD’s visibility and do not express network requirements for ISD.

If ISD is to be kept in the loop in any of these above flows, additional flows between the Central Administrative Location and ISD must be defined e.g. funding confirmation flows. 

Next Steps

The service flows associated with the ‘Integrated Transaction Design and Implementation Program’ were not examined in the scope of this project. There are probably few flows associated with these services, as most consulting and implementation services are not transaction oriented. 

Examples of potential additional flows based on future requirements associated with these services may include:

· Flows associated with providing public program owners access to implementation project status and performance measures

· Flows associated with collaborative on-line environments

· Flows associated with providing business design consultation and market information consultations online

· Flows associated with service providers that provide specialized business design and market information

6 SEMANTIC MODEL

Description

A semantic model shows the main structural relationships between major things of interest in ISD. In principle, the semantic model should consider for inclusion all the types of things identified in row 1.

Purpose

The semantic model is a powerful management tool for supporting discussion about a business with stakeholders. As well, it provides a foundation for subsequent logical data models in row 3. 

As the semantic model shows the main structural relationships for the entire ISD domain, certain sections of the semantic model will be more relevant to different roles. 

For example, if we start with the ISD organization and examine the relationships between the other structural elements we see that the ISD organization is:

· Accountable for the goals of the ISD Integrated Service Delivery Design and Implementation Program (the ISD program owner is a type of ISD organization)

· Accountable for the performance of the goals of the ISD consulting and implementation services and the ISD operational services (these two broad categories have been used to describe the entire ISD service portfolio including public customer facing services, public program owner and public service owner services)

· Involved in agreements with the public program owner, public service owner and the various fulfillment providers.

If we start with the public customer and examine the relationship between the other structural elements we see that the public customer:

· Has service delivery operational needs (as represented in section 4.3. “Target group needs by role type” (note service delivery operational needs is used to represent the entire set of public customer needs)

· Is either an individual or an organization

· Makes public service requests (we have identified a number of public service requests that a public customer can make in Appendix C: “Service Process Model Details” including ‘integrated product order request”, “integrated registration request” etc.)

·  These requests in turn trigger a number of public service delivery processes (workflows will make these dependencies explicit, but we have identified a number of generic processes including public service authorization request, financial transaction request etc.)

· Is targeted by a public service owner.   
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Figure 9: Semantic Model 

7 PERFORMANCE MODEL

Description

A performance model illustrates the relationships between program level performance measures and service level performance measures, by defining the types of performance measures needed for programs and services, and by showing their relationships. 

Purpose

Supports the integration of performance measures, by defining the relationship between service level performance measures to that of overall program level performance measures.

Program outcomes and impacts are used to measure program performance. A program’s actual performance is the current performance of its program outcomes and impact measures related to defined targets.

The performance of a service is determined by the actual value of its efficiency, quality and effectiveness measures. As a service exists to support the achievement of program goals (outcomes and impacts), understanding the relationships between service performance and overall program performance is fundamental. 

As common internal services are based on common processes between public customer and public service owner services, the performance of common internal services will influence the performance of public customer and public service owner facing services. Note: Some common internal services are common between both public customer facing services and public service owner facing services e.g. contract negotiations, service & performance management.

The diagram below shows the relationships between I) program level measures ii) public service owner and public customer facing service measures and iii) common internal service measures.
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Figure 10: Performance Model Schematic - Shows aggregate relationships between performance measures
The measures and measurement types included in this section focus on service measures, as the program measures (outcomes and impacts) are outlined in section 4.4 “ISD Program Goals”.

Service Measurement Types:

Services have three types of measures: efficiency, quality and effectiveness. A performance model requires that all three types of measures be defined for all services. Performance measurement at a service level ensures that measurements are being focused on where value is being delivered – by service outputs (through service delivery units).    

i) Efficiency Measures:

All processes associated with a service can be viewed as consuming resources that directly or indirectly support the delivery of a service delivery unit. An efficiency measure is the ratio of the total resource cost to the volume of service delivery units. Thus an efficiency measure is calculated from input measures (resources applied to activities) and output measures (volume of service delivery units produced).    

A “ Unit Cost” is the standard efficiency measure (inputs per unit of output), which shows the average cost per service output (service delivery unit) produced. The calculation of this varies by service, but aggregates the cost associated with all service processes and service providers. A finer extension of a ‘unit cost’ is a ‘unit labour cost” which shows total cost of labour per service output (service delivery unit) produced.

 ii) Quality Measures:

Quality measures are an output measure that assesses the service delivery unit compared to a standard or the customer’s perspective on its quality. 

Typical quality measures include:

· “# of customer complaints”

·  “compliance of service output to a standard”

·  “Fulfillment duration (which really equals “customer waiting time”)

iii) Effectiveness Measures:

Effectiveness measures relate the contribution of a service output (service delivery unit) to program goals. An example of why this additional measurement type is needed is illustrated by the following example. A business using only efficiency and quality measures may notice that its unit cost is trending down, and its quality is trending up, but the effectiveness measure would indicate that the number of customers is quickly declining. Effectiveness measures are more elusive than quality or efficiency measures, examples are: 

· Overall service volume 

· # of customers.

· Number of security breaches

The following is a list of performance measures that were identified for each of the three types of service performance measures: efficiency measures, quality measures and effectiveness measures. Typically, effectiveness measures are more relevant for public customer facing and public service owner or public program owner facing services as they contribute more directly to the achievement of program goals.
Table 7.1: Performance Measures of Public Customer Facing Services.
	Service Name
	Efficiency Measures
	Quality Measures
	Effectiveness Measures

	1.  Integrated Referral Service
	· Average unit cost per referral 


	· Number of customer complaints

· % of fulfilled referrals 

· % availability of service

· Average time to fulfill referral

· % of errors  
	· Volume of referrals

· Volume of referrals by channel 

· Incidence of security breaches



	2. Integrated Information Search  Service
	· Average unit cost per information search


	· Number of customer complaints

· % of fulfilled information searchs

· % availability of service

· Average time to fulfill information search

· % of errors
	· Volume of fulfilled integrated information searches

· Volume of fulfilled integrated information searches by channel

· Incidence of security breaches

	3.  Integrated Subscription Service
	· Average unit cost per fulfilled subscription request   


	· . Number of customer complaints

· % of fulfilled integrated subscription requests

· % availability of integrated subscription service

· Average time to fulfill integrated subscription request

· % of errors
	· Volume of fulfilled integrated subscription requests

· Volume of fulfilled integrated subscription requests by channel 

· Incidences of security breaches 

	4.  Integrated Registration Service
	· Average unit cost to fulfill integrated registration request


	· Number of customer complaints

· % of fulfilled integrated registration request s

· % availability of integrated registration service

· Average time to fulfill integrated registration request

· % of errors
	· Volume of fulfilled integrated registration requests 

· Volume of fulfilled integrated registration requests by channel

· Incidences of security breaches

	5.  Integrated Licensing / Permitting Service
	· Average unit cost to fulfill integrated licensing / permitting request


	· Number of customer complaints

· % of fulfilled integrated licensing / permitting requests 

· % availability of integrated licensing / permitting service 

· Average time to fulfill integrated licensing / permitting request

· % of errors
	· Volume of fulfilled licensing / permitting requests

· Volume of fulfilled licensing / permitting requests by channel

· Incidences of security breaches

	6.  Integrated Product Order Service
	· Average unit cost to fulfill integrated product order request


	· Number of customer complaints

· % of fulfilled integrated product order requests 

· % availability of service integrated product order service 

· Average time to fulfill product order request 

· % of errors
	· Volume of fulfilled integrated product order requests

· Volume of fulfilled integrated product order requests

· Incidences of security breaches

	7.  Integrated Reporting Service
	· Average unit cost to fulfill integrated reporting request


	· Number of customer complaints

· % of fulfilled integrated reporting service 

· % availability of integrated reporting service 

· Average time to fulfill integrated reporting service request

· % of errors
	· Volume of fulfilled integrated reporting requests

· Volume of fulfilled integrated reporting requests by channel

· Incidences of security breaches

	8.  Integrated Bill Payment Service
	· Average unit cost to fulfill integrated bill payment request


	· Number of customer complaints

· % of fulfilled integrated bill payment service 

· % availability of integrated bill payment service

·  Average time to fulfill integrated bill payment request
· % of errors
	· Volume of fulfilled integrated bill payment requests

· Volume of fulfilled integrated bill payment requests by channel

· Incidences of security breaches


Table 7.2: Performance Measures of Public Program Owner Facing Services.
	Service Name
	Efficiency Measures
	Quality Measures
	Effectiveness Measures

	1.  Market Information Consulting
	· Average unit cost to delivery market information consultation

· Time to delivery market information advice 
	· Customer satisfaction level


	· % of recommendations taken up by public service owner

· Overall volume of market information consulting

	2.  Business Design Consulting
	· Average unit cost to delivery market information consultation 

· Time to delivery business design consulting advice
	· Customer satisfaction level

· Compliance of advice to standards


	· % of recommendations taken up by public service owner

· Overall volume of business design consulting

	3. Integration Service 
	· Average difference of planned  implementation cost / time to actual cost /time

· Average cost per implementation by transaction type

· Average cost of rule change

· Level of component reusability
	· % availability of integrated system

· # of system errors

· Average time to implement by transaction type

· Average time to implement rule changes

· Customer satisfaction level
	· Overall use of the integrated system (volume)

· Number of public service owner clients

· Number of transactions implemented

· Number of business rules implemented

· Number of public customers served

	4. Integrated Channel Management Service
	· Average difference of planned implementation to actual cost 

· Average cost of adding a new channel 

· Average cost of adding a new channel location
	· % availability of integrated channels by channel type

· # of channel related errors

· Average time to implement new channel
	· Overall use of the integrated system by channel type

· Number of public service owner clients by channel type

· Number of transactions implemented by channel type

· Number of public customers served by channel type


Table 7.3: Performance Measures of Common Internal Services – Channel Services.
	Channel Services
	Efficiency Measures
	Quality Measures
	Effectiveness Measures

	1. Internet Service 
	· Average unit cost per internet transaction
	· Number of customer complaints

· Number of errors 

· % availability of service
	· Volume of internet transactions

	2. Telephone Service
	· Average unit cost per telephone transaction
	· Number of customer complaints

· Number of errors 

· % availability of service
	· Volume of telephone transactions

	3. Public Access Terminal Service
	· Average unit cost per PAT transaction
	· Number of customer complaints

· Number of errors 

· % availability of service
	· Volume of public access terminal transactions

	4. Counter Service
	· Average unit cost per counter transaction
	· Number of customer complaints

· Number of errors 

· % availability of service
	· Volume of counter service transactions

	5. Mail / Fax Service
	· Average unit cost per mail / fax transaction
	· Number of customer complaints

· Number of errors 

· % availability of service
	· Volume of mail / fax transactions


Table 7.4: Performance Measures of Other Common Internal Services.
	Service Name
	Efficiency Measures
	Quality Measures
	Effectiveness Measures

	1. Operational planning
	· Comparison of plan to actual 
	· Compliance of plan to standards
	· Operational costs

	2.  Integrated Helpdesk
	· Average unit cost per resolved customer help request 
	· Average time to resolve customer help request

· Number of complaints

· % of requests handled by tier 1 provider

· # of handoff associated with fulfilling service request 
	· Incidences of security breach

	3. Integrated physical fulfillment Service 
	· Average unit cost per fulfillment
	· Average time per fulfillment

· Number of errors in fulfillment

· Number of complaints

· System availability 
	· Incidences of security breach

	4. Integrated financial Transaction Fulfillment Service
	· Average unit cost per fulfilled financial transaction by type
	· Average time to fulfill integrated financial transaction

· Number of complaints

· System availability 
	· Incidences of security breach

	5  Authentication Service
	· Average unit cost of authentication 
	· Number of errors in authentication

· Conformance of authentication to standards

· System availability
	· Incidences of security breach

	6.  Integrated Publishing Service
	· Average unit cost per published item
	· Average time to publish item

· Number of errors in published item

· Number of customer complaints

· Conformance of published item to standards
	· Number of public service customers

· Overall volume of published items

	7. Integrated Business Design
	· Average unit cost per business design

· Reusability of design components
	· Average time to complete business design

· Conformance of business design to standards

· Number of customer complaints
	· # of repeat public service owners  

· overall volume of integrated business design demand

	8. Integrated Project Management
	· Comparison of actual to planned project costs / time
	· Conformance of  project plans to standards

· Number of customer complaints
	· Integrated systems implementation efficiency

· Integrated channel implementation efficiency  

	9.  PSO Sales and Marketing Service
	· Unit cost per business case counter 
	· Number of complaints

· Number of successful business cases
	· Volume of integrated service delivery implementations

· Volume of integrated channel implementations 

	10.  Contract Negotiations Service
	· Unit cost per managed contract
	· Number of contract disputes

· Conformance of contract to standard 

· Amount of time to complete contract negotiation
	· Number of successful relationships

	11. Service and Performance Management 
	· Unit cost per performance measure and  managed

· Unit cost per performance report managed 
	· Number of performance measure errors

· Timeliness of performance reporting

· Number of customer complaints 
	· Overall level of service efficiency

· Overall level of service quality

· Overall level of service effectiveness

· Overall level of program impacts

· Overall level of program outcomes  


SERVICE PROCESS  MODELS

Description

A service process model describes the set of business processes associated with a given service that:

· Plan its operations

· Acquire its resources

· Deliver it’s services

· Communicate with its customers

· Monitor and manage its performance 

A service process model does not illustrate dependencies or order of operation between processes. Workflow models depict this type of relationship. It’s useful to think of the processes in a service process model as a set of independent processes, although where possible when depicted, the processes are placed in order to support the review process. 

Business processes tend to be high-level and create the foundation for activities and tasks. This leveling of ‘level of detail’ is a key architectural consideration to insulate the description ‘what is done’, from the description of  ‘how is done’. 

The following table shows the relationship between business processes, activities and tasks.  The service process model can be used as a general organizing rationalizing framework. For example, all the tasks associated with job descriptions could be ‘rationalized’ to the process model to determine where gaps lie in overall coverage, or current or planned automation designs or technology could be cross-referenced with the service process model to support a planned initiative or current assessment. 
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Figure 11: Process Decomposition Diagram – Shows relationship between processes, activities & tasks
Note: A ISD service owner may choose to outsource any of the identified processes to service provider, but still retains accountability for overall service performance. The outsourcing of use / operate processes to Team Bell for some of the public customer facing services is an example of this. 

Purpose

The service process model is a fundamental business architectural view in supporting operational and application design. The service process model:

· Depicts processes in a standard way to allow for the identification of common processes across services. These patterns support the identification of common components in later design work

· Show the overall functional scope of the ISD domain. This is useful in itself as a global frame of reference to evaluate:
· Scope of current / planned automation
· Scope of projects and initiatives
· Can be mapped to existing roles to find gaps in current role descriptions or support the creation of target job design

· Sets the context for extension of the performance model. In this project, the scope of the performance model relates service measures to program measures, the measurement of process measures and their relationship to service performance measures is a further extension of the model.   

One of the uses of the service process model in the business architecture project was the identification of common internal services. Examining the common processes between the customer facing and the public service owner facing services supported the identification of common internal services. 

The following diagram gives an illustration of how ‘common internal services’ are identified through examination of common processes.  
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 Figure 12: Common internal service discovery Schematic – Shows Illustration of common internal service discovery process 
Due to the length of the service process models, they are included in appendix C: “Service Process Model Details”.

8 PRIMITIVE ARTIFACTS

This section contains primitive artifact lists from row 1. The primitive artifacts included in this list include:

· Resource Types

· Location Types

· Geographic Area types

· Role Types

· Party Types

· Event Types

· Cycle Types

8.1 Resource Types

Description

In its most general form, this artifact consists of a list of unique resource types that are important to the business that are either “used” by some business processes or produced by them. Resource types are consumed or produced in service delivery and must be managed. The highest-level resource types include material, energy, information packages and money. 

Resource types do not include the following:

· Processes (they are found in column 2)

· Locations or geographic areas (they are found in column 3)

· Organizations or roles (they are found in column 4)

· Events or cycles (they are found in column 5)

· Rules (they are found in column 6)

Although the following are resources, they belong to all enterprises and are typically not included:

· Financial resources

· Facilities

· Staff

Purpose

Distinguishes the types of resources that are required by, or produced by ISD for a variety of purposes including planning, budgeting, resource management, and service delivery and performance management. 
Table 8: Types of Resources Required or Produced by ISD.
	Resource Types
	Subtypes

	Infrastructure type
	

	
	Networks

	
	Access points

	
	Applications

	
	Databases

	
	Channel

	Information Collection
	

	
	Customer information

	
	Government information

	
	Session information

	Standards 
	

	
	Privacy standards

	
	Business design standards

	
	Presentation standards

	
	Metadata standards

	
	Government policy / Legislative standards

	Entitlements
	

	
	Subscription

	
	License

	
	Permit

	
	Cards

	
	Registration

	Information medium 
	

	
	Printed

	
	Electronic

	
	Voice

	Documents
	

	
	Financial documents

	
	Account documents

	
	Confirmation documents

	
	Business rules document

	
	Training documentation

	
	Business process documentation

	Forms
	

	
	Application forms

	
	Reporting forms

	Agreements
	

	
	Customer agreements

	
	Service provider agreement e.g. SLA, MOU, contracts

	
	Performance agreements

	
	Governance agreements

	Models
	

	
	Business models

	
	Logical models

	
	Physical models

	Knowledge
	

	
	Business design knowledge

	
	Market knowledge

	
	Business rules / Process knowledge

	Payment instrument
	

	
	Cash

	
	Debit

	
	Credit 

	
	Draw-down account

	
	EFT

	Payment type
	

	
	Pre-authorized

	
	Periodic

	Fees
	

	
	User fees

	
	Convenience fees

	Stock
	

	
	Tags

	
	Publications

	
	Products

	
	Cards


8.2 Location Types

Description:

Types of locations of interest to ISD i.e. where ISD conducts business, delivers services, buys services and so forth. (An Actual business location e.g. Northern Regional Office in Sudbury is an instance of a business location type e.g. “Regional Office “). As well, one business location can be a member of more than one type! 

Purpose

Distinguishes the types of business locations that are required by a government enterprise based on various criteria including service distribution, logistics, access to sources of supply, technology infrastructure requirements. 

The following is a list of the identified location types. 

Table 9: List of Identified Location Types.
	Location Type
	Location Sub Types
	Example
	Description

	Integrated Service Access Locations
	
	
	An integrated service access location is where customers can access ISD integrated services, receive electronic fulfillment and in some cases physical fulfillment – either immediate or delayed.

	
	Public access terminal locations


	
	A location type where a public customer can access ISD services.  

	
	Over-the-counter location

· Private

· Public

· Mobile over-the-counter location
	
	A location type where a public customer can access ISD services and receive immediate physical fulfillment.  

	
	Public Customer Location
	· Public customer home residence

· Business public customer business location

· Alternate customer location e.g. shelter location, post office box location


	A location type where a public customer can access ISD services and receive delayed physical fulfillment i.e. mailed or shipped.

	Help Desk Provider Location 
	· Help desk location tier 1 provider location

· Help desk location tier 2 provider location (may be a public service owner help desk location)
	
	A location type where public customer support requests are processed.

	ISD Operational Location
	 
	
	A location type where ISD’s integrated service delivery systems are located.

	Fulfillment Provider Locations
	
	
	A location types where fulfillment requests are sent and processed. 

	
	Physical fulfillment provider location


	· Kingston Card Centre
	A location type where physical fulfillment requests are sent and processed. 

	
	Financial transaction fulfillment provider location
	· OPS Bank of record
	A location type where financial transaction requests are sent and processed.

	
	Information fulfillment provider location
	· Citizen’s Inquiry Bureau
	A location type where information fulfillment requests are sent and processed. Location may be virtual i.e. URL associated with information location. 

	Public Service Owner Operational Location 
	
	
	A location type where a public service owner’s legacy systems reside.

	Administrative Location
	
	
	A location type involved in which administrative flows are sent and received i.e. performance reporting, invoicing and payments.

	
	Central Administrative location
	Management Board Cabinet Office
	A location type where central agency funding flows come from and performance reports are sent.

	
	ISD administrative location (includes ISD central and regional administrative locations)


	
	A location type where service providers reports are received and from which performance reports are produced for the public service owners and for the central agency.

	
	Service provider administrative location
	
	A location type where service provider invoices and performance reports come from and service provider payments are sent.  

	
	Public service owner administrative location
	
	A location type where invoices and performance reports are sent and from where public service owner payments are received.


Geographic Area Types

Description

Types of geographical areas within which ISD delivers its services. Geographic area type is a spatial concept. A geographical area e.g. “Central Region” is an instance of a geographical area type e.g. “Region”. Geographical areas are important in some types of business and technical designs and not in others.

Purpose

Distinguishes the types of geographical areas (e.g. regions and districts) that are of relevance to ISD the overall ISD business design to:

· identify support performance reporting aggregate views based on geography e.g. service volumes by “region”

· sets context for geographical based business rules e.g. % of customers to be served from a counter within a specified distance from their home / work

· link infrastructure planning to geographic regions

· maximize channel usage to promote efficiency according to geographic areas

· support brand management – could retain to individual geographical characteristics. 

We identified the following geographic area types:

Table 10: List of Geographic Area Types.
	Geographic Area Type
	Subtypes / Instances

	District
	· Federal Electoral District

· Provincial Electoral District

· Municipal District

	Region (ISDD Specific)
	· North-West

· North-East

· South-East

· South-West

	Jurisdiction
	· Country

· Province

· Municipality

· Indian Reserve / Settlement

	Statistical Areas
	· Urban

· Rural

· Remote (population < 2,000)


Note:  “North-West”, “North-East”, “South-East”, “South-West” are instances, not types but have been included for visibility.

8.3 Role Types

Definition:

Types of roles played by parties (individuals and organization) of interest to the service provider and the services in the ISD scope. Most parties play one or more roles. 

Purpose

Supports analysis and design of service delivery mechanisms and workflows. Supports analysis of roles, responsibilities, authorities and accountabilities. Supports analysis of gaps and overlaps in responsibility. Addresses complex multi-role party relationships.   

Table 10: List of Role Types.
	Role
	Subtype
	Subtype
	Example of party playing role
	Definition / Description

	Program Owner
	
	
	
	Any OPS organization holding authority over a program in terms of program and service design and service provisioning and accountability for achieving program goals. 

	
	Public program owner
	
	MTO
	Any OPS organization holding authority over a public program in terms of program and service design and service provisioning and accountability for achieving public program goals.

	
	ISD program owner
	
	Integrated Service Delivery Division (ISDD)
	An ISDD organization holding authority over an ISD program in terms of program and service design and service provisioning and accountability for achieving ISD program goals.

	Service Owner
	
	
	
	Any organization that is accountable for achieving the performance goals of a service. 

	
	Public service owner
	
	Road User Safety Division (MTO)
	Any public sector organization that is accountable for achieving the performance goals of a given public service. 

	
	ISD service owner
	
	Integrated Service Delivery Division (ISDD)
	The OPS organization that is accountable for achieving the performance goals of ISD’s public customer facing, public service owner facing, or program owner facing services.

	Public Customer
	Public Customer
	
	Member of the public
	Any individual or organization that receives the output of a public service.

	
	
	Registrant
	Business registrant 
	Any individual or organization that receives a public service as a registrant.

	
	
	Owner
	Vehicle Owner 
	Any public party that receives a public service as an owner.  

	
	
	Public Customer Agent
	
	Any public party that accesses a service as a customer agent on behalf of the public customer. 

	Service Provider
	
	
	
	Any organization that is accountable for the delivery of any common internal ISD services.

	
	Channel Service Provider
	
	
	The organization that is accountable for the operation of the through which integrated public services are delivered.

	
	
	Private Channel Provider
	Team Bell
	

	
	
	Public Channel Provider
	Public Over-the-Counter
	

	
	Fulfillment provider:


	
	
	Any organization that is accountable for fulfilling an ISD fulfillment request as part of an end to end public customer integrated transaction.  

	
	
	Physical Fulfillment Provider


	Publications Ontario 
	Any organization that is accountable for fulfilling an ISD physical fulfillment request as part of an end to end public customer integrated transaction.

	
	
	Information Fulfillment Provider
	Citizens’ Inquiry Bureau
	Any organization that is accountable for fulfilling an ISD information fulfillment request as part of an end to end public customer integrated transaction.

	
	
	Financial Services Fulfillment Provider
	· IFIS

· Bank of Record


	Any organization is accountable for the fulfillment of a ISD financial service request as part of an end to end public customer integrated transaction.

	
	Private Issuer
	
	An MTO private issuer organization
	Private Issuer organizations under contract to the Ministries for the delivery of Over the Counter Services.

	Stakeholder
	
	
	
	A party with an interest in ISD operations.  

	
	Funder
	
	Management Board of Cabinet
	An OPS organization that funds the delivery of ISD’s services. 


8.4 Party Types

Description

Types of parties (include individuals and organizations) with which ISD is involved during service operations. This is not the same as roles. Any party may play one or more roles. 

Purpose

Classifies parties of interest to ISD to ensure completeness of analysis of needs, requirements. Note: classification of individuals is typically done on intrinsic criteria, such as age, residency etc.        

Table 11: List of Party Types.
	Party Type
	SubType
	Subtype

	Organizations
	
	

	
	Business organizations
	

	
	Government organizations
	

	
	
	Federal organizations  

	
	
	Ministries

	
	
	Division

	
	
	Agencies

	
	
	Boards

	
	
	Commissions

	
	
	Municipal organizations

	Individuals
	
	

	
	Residents
	

	
	Non Residents
	


8.5 Event Types 

Description

Shows how services and processes are triggered by internal and external events.

Purpose

Helps understand the relationship between business processes (e.g. service delivery activities) and events. In many cases this is straightforward as in the event where a client requests a service. In other cases, the relationship is not as clear, as when a service triggers the request of another service in place of a public customer. 

Note: The following event types have one or more associated instances i.e. an integrated service request has a number of corresponding instances such as ‘integrated product order request’, ‘integrated registration request’.        

Table 12: List of Event Types.
	Event Types
	Subtypes

	Public Customer Service request
	 

	
	Integrated service request

	
	Update request

	
	Cancellation request

	
	Renewal request

	
	Information request

	Public Service Owner/Public Program Owner service request
	 

	
	Consultation request

	
	Implementation request

	
	Business Design request

	Customer feedback 
	

	
	Customer inquiry

	
	Customer complaint

	
	Customer helpdesk request

	Transaction events
	

	
	Data capture 

	
	Fulfillment request

	
	Authorization request

	
	Authentication request

	
	Confirmation request

	
	Information request

	
	Workflow event

	
	Validation request

	Financial events
	 

	
	Bill creation

	
	Receipt creation

	
	Payment 

	Integrated system change events
	 

	
	New / changed business rule 

	
	New / changed service

	
	New / changed channel 

	
	New / changed workflow 

	
	New transaction type 

	Agreement events
	

	
	New service provider

	
	Service provider agreement change

	
	New public service owner/public program owner

	
	Public service owner/public program owner agreement change

	Performance events
	

	
	Performance measurement event

	
	Performance gap event

	Customer life Events
	 

	
	Getting married

	
	Lost wallet

	
	Bereavement

	
	Getting ready to retire

	
	Moving

	
	Having a baby

	
	Start of debt management


8.6 Cycle Types

Description

Shows how services and processes are influenced by internal and external cycles.

Purpose

Helps understand the relationship between business processes (e.g. service delivery activities) and business cycles. In many cases this is straightforward as in a renewal cycle, where a ‘timer’ influences the execution of certain business processes. In some cases, the relationships between cycles and services may be not so clear as cycles influencing overall customer demand.      

Table 13: List of Cycle Types.
	Cycle types
	Subtypes

	Service Cycle
	

	
	Registration cycle

	
	Renewal cycle

	
	Publishing cycle

	
	Publishing distribution cycle

	
	Reporting cycle

	
	Fulfillment cycle

	
	Customer complaint resolution cycle

	
	Payment cycle

	
	Seasonal variation cycle

	
	Service logging cycle

	Performance cycle
	

	
	Performance reporting cycle

	
	Performance monitoring cycle

	Business cycle
	

	
	Business planning cycle

	
	Budget cycle

	
	Fiscal cycle

	
	Taxation cycle

	
	Public service owner/public program owner business planning cycle

	
	Public service owner service planning cycle 

	Systems cycle
	

	
	Implementation cycle

	
	Change cycle

	Agreement cycle
	

	
	Negotiation cycle


9 SERVICE AND PROCESS MAPS

The artifacts included in this section are all matrices that describe relationships between ISD services and other artifacts. The artifacts included in this section are:

· Service processes by role types

· Service processes by event types

· Services by location types by channel

· Services by event types and cycle types

· Services by geographical area types

9.1 Service Processes by Role Types

Description

This artifact shows the relationship between operate / use processes from public customer facing and selected public program and public service owner facing services and the associated roles. 

Purpose

Shows the involvement of various roles e.g. ISD service owners, service providers, public customer and public service owners in various service delivery processes. Supports the identification of handoffs, defining boundaries of accountability and responsibility and supports the identification of integration and interface requirements in subsequent design.

 Further refinements of “Service processes by role types” map could use an extended set of symbols (other than “X”) to indicate overall responsibilities and role relationships e, g, “R” responsible for, “I” Involved, “C” consulted before, “A” advised after etc. With these extensions overall role responsibilities can be determined by reading down a column e.g. Channel provider is “Responsible for given processes”, “Involved in given processes” etc. Refer to section 10.4 “Role types” for more information on roles.

Table 14: Service Processes by Role Types.

	
	Public Customer
	Channel Service Provider
	ISD Service Owner
	Public Service Owner
	Physical Fulfillment provider
	Financial transaction fulfillment provider
	Information

fulfillment Provider
	OPS Funder
	HelpDesk Service Provider

	Information Referral
	
	
	
	
	
	
	
	
	

	Capture customer information referral request 
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate  Information referral request 
	 
	
	X
	X
	
	
	
	
	

	Initiate Information Request log process
	 
	
	X
	
	
	
	
	
	

	Capture information referral request criterion
	X
	X
	X
	
	
	
	
	
	

	Translate information referral criterion request
	 
	
	X
	
	
	
	
	
	

	Transmit translated information referral request
	 
	
	X
	
	
	
	X
	
	

	Receive information referral response
	 
	
	X
	
	
	
	X
	
	

	Validate information referral response
	 
	
	X
	
	
	
	
	
	

	Present information referral response
	X
	X
	
	
	
	
	
	
	

	Close information referral log
	 
	
	X
	
	
	
	
	
	

	Create information referral payment request
	 
	
	X
	
	
	X
	
	
	

	Capture information referral customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process information referral customer feedback
	 
	
	X
	X
	
	
	
	
	

	Information Search
	
	
	
	
	
	
	
	
	

	Capture Information search request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate Information search request
	 
	
	X
	X
	
	
	X
	
	

	 Initiate Information request log processes
	 
	
	X
	
	
	
	
	
	

	Capture information request criterion
	X
	X
	X
	
	
	
	
	
	

	Translate information search criterion request
	 
	
	X
	
	
	
	
	
	

	Transmit translated Information search request
	 
	
	X
	
	
	
	X
	
	

	Receive information search response 
	 
	
	X
	
	
	
	X
	
	

	Validate information search response
	 
	
	X
	
	
	
	
	
	

	Present information search response
	X
	X
	
	
	
	
	
	
	

	Close information search log
	 
	
	X
	
	
	
	
	
	

	Create information search payment request
	
	
	X
	
	
	X
	
	
	

	Capture information search customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process information search customer feedback
	 
	
	X
	X
	
	
	
	
	

	Subscription
	
	
	
	
	
	
	
	
	

	Capture subscription request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate subscription request 
	 
	
	X
	X
	
	
	
	
	

	Initiate subscription log process
	 
	
	X
	
	
	
	
	
	

	Capture subscription information
	X
	X
	X
	
	
	
	
	
	

	Validate captured subscription information 
	 
	
	X
	X
	
	
	
	
	

	Capture subscription information update request
	X
	X
	X
	
	
	
	
	
	

	Capture subscription information view request
	X
	X
	X
	
	
	
	
	
	

	Capture  subscription information renewal request
	X
	X
	X
	
	
	
	
	
	

	Capture  subscription cancellation request
	X
	X
	X
	
	X
	
	
	
	

	Create subscription fulfillment request
	 
	
	X
	
	X
	X
	
	
	

	Create payment request
	 
	
	X
	
	
	
	
	
	

	Transmit subscription request
	 
	
	X
	X
	
	
	
	
	

	Receive subscription request response
	 
	
	X
	X
	
	
	
	
	

	Present subscription request response
	X
	X
	X
	
	
	
	
	
	

	Capture subscription customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process subscription customer feedback
	 
	
	X
	X
	
	
	
	
	

	Registration
	
	
	
	
	
	
	
	
	

	Capture registration request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate registration request
	 
	
	X
	X
	
	
	
	
	

	Initiate Registration log request
	 
	
	X
	
	
	
	
	
	

	Capture  registration information
	X
	X
	X
	
	
	
	
	
	

	Validate captured registration information
	 
	
	X
	X
	
	
	
	
	

	Assess registration eligibility 
	
	
	
	X
	
	
	
	
	

	Capture registration information update request
	X
	X
	X
	
	
	
	
	
	

	Capture registration information view request
	X
	X
	X
	
	
	
	
	
	

	Capture  registration information renewal request
	X
	X
	X
	
	
	
	
	
	

	Capture registration cancellation request
	X
	X
	X
	
	
	
	
	
	

	Create registration fulfillment request
	 
	
	X
	
	
	
	
	
	

	Create payment request
	 
	
	
	
	
	
	
	
	

	Transmit registration  request
	 
	
	X
	X
	
	
	
	
	

	Receive registration request response
	 
	
	X
	X
	
	
	
	
	

	Present registration request response
	X
	X
	X
	
	
	
	
	
	

	Capture registration customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process registration customer feedback
	 
	
	X
	X
	
	
	
	
	

	Licensing Permitting
	
	
	
	
	
	
	
	
	

	Capture Licensing / Permitting request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate Licensing / Permitting request
	 
	
	X
	X
	
	
	
	
	

	Initiate  Open Licensing / Permitting log processes
	 
	
	X
	
	
	
	
	
	

	Capture licensing / permitting information
	X
	X
	X
	
	
	
	
	
	

	Validate captured licensing / permitting information
	 
	
	X
	X
	
	
	
	
	

	Assess licensing permitting eligibility
	
	
	
	X
	
	
	
	
	

	Capture licensing permitting information update request
	X
	X
	X
	
	
	
	
	
	

	Capture licensing / permitting information view request
	X
	X
	X
	
	
	
	
	
	

	Capture licensing / permitting  information renewal request
	X
	X
	X
	
	
	
	
	
	

	Capture licensing / permitting cancellation request
	X
	X
	X
	
	
	
	
	
	

	Create licensing permitting fulfillment request
	
	
	X
	
	
	
	
	
	

	Create licensing permitting payment request
	 
	
	X
	
	
	
	
	
	

	Transmit licensing / permitting  request 
	 
	
	X
	X
	X
	X
	
	
	

	Receive licensing / permitting request response
	 
	
	X
	X
	
	
	
	
	

	Present licensing permitting request response
	X
	X
	
	
	
	
	
	
	

	Capture licensing permitting customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process licensing permitting customer feedback
	 
	
	X
	X
	
	
	
	
	

	Product Order
	
	
	
	
	
	
	
	
	

	Capture Product Order request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate  Product Order request
	 
	
	X
	X
	X
	
	
	
	

	Initiate Product Order log process
	 
	
	X
	
	
	
	
	
	

	Capture product order information
	X
	X
	X
	
	
	
	
	
	

	Validate captured product order information
	 
	
	X
	
	X
	
	
	
	

	Create  product availability status request
	 
	
	X
	
	
	
	
	
	

	Create  fulfillment request
	 
	
	X
	
	
	
	
	
	

	View product order information
	X
	X
	X
	
	
	
	
	
	

	Capture product order cancellation request
	X
	X
	X
	
	
	
	
	
	

	Transmit product order  request 
	 
	
	X
	
	X
	
	
	
	

	Create payment request
	 
	
	
	
	
	
	
	
	

	Receive product order request response
	 
	
	X
	
	X
	
	
	
	

	Present product order request response
	X
	X
	X
	
	
	
	
	
	

	Capture product order customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process product order customer feedback
	 
	
	X
	X
	
	
	
	
	

	Reporting
	
	
	
	
	
	
	
	
	

	Capture Reporting request
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate  Reporting request
	 
	
	X
	X
	
	
	
	
	

	Initiate Reporting log process
	 
	
	X
	
	
	
	
	
	

	Capture reporting information
	X
	X
	X
	
	
	
	
	
	

	Validate captured reporting information
	 
	
	X
	X
	
	
	
	
	

	Assess reporting eligibility 
	
	
	
	X
	
	
	
	
	

	Capture reporting information update request
	X
	X
	X
	
	
	
	
	
	

	Present confirmation of submission of reporting information
	X
	X
	X
	X
	
	
	
	
	

	Capture reporting information view request
	X
	X
	X
	
	
	
	
	
	

	Notify customer reminder of reporting schedule
	X
	X
	X
	
	
	
	
	
	

	Capture  reporting cancellation  request
	X
	X
	X
	
	
	
	
	
	

	Transmit reporting request 
	 
	
	X
	X
	
	
	
	
	

	Receive reporting request response
	 
	
	X
	X
	
	
	
	
	

	Present reporting request response
	X
	X
	X
	
	
	
	
	
	

	Create reporting payment request
	
	
	X
	
	
	
	
	
	

	Capture reporting customer feedback
	X
	X
	X
	
	
	
	
	
	

	Process reporting customer feedback
	 
	
	X
	X
	
	
	
	
	

	Bill Payment
	
	
	
	
	
	
	
	
	

	Capture bill payment request 
	X
	X
	X
	
	
	
	
	
	

	Qualify / Validate bill payment  request 
	 
	
	X
	X
	
	X
	
	
	

	Initiate Bill Payment process
	 
	
	X
	
	
	
	
	
	

	Create  compiled bill payment record information request
	 
	
	X
	
	
	X
	
	
	

	Present bill information
	 X
	
	
	
	
	
	
	
	

	Capture client confirmation  of presented  bill confirmation
	X
	X
	X
	
	
	
	
	
	

	Create client  payment options request
	 
	
	X
	
	
	
	
	
	

	Capture payment information 
	X
	X
	X
	
	
	
	
	
	

	Validate client payment information request
	 
	
	X
	X
	
	X
	
	
	

	Present confirmation of payment submission
	 X
	X
	X
	
	
	
	
	
	

	Transmit payment request 
	 
	
	X
	
	
	X
	
	
	

	Receive payment request response
	 
	
	X
	X
	
	X
	
	
	

	Present payment request response
	X
	X
	
	
	
	
	
	
	

	Process bill payment customer feedback
	 
	
	X
	X
	
	
	
	
	

	Business Design Consulting
	
	
	
	
	
	
	
	
	

	Receive request for Business Design Consulting
	 
	
	X
	X
	
	
	
	
	

	Qualify / Validate request for Business Design Consulting
	 
	
	X
	X
	
	
	
	
	

	Assess business design consulting needs
	 
	
	X
	
	
	
	
	
	

	Assign  resources to address business design consulting needs
	 
	
	X
	
	
	
	
	
	

	Deliver business design consulting consultation
	 
	
	X
	
	
	
	
	
	

	Log results of business design consultation
	 
	
	X
	
	
	
	
	
	

	Close business design consultation log 
	 
	
	X
	
	
	
	
	
	

	Process business design consulting client feedback
	 
	
	X
	X
	
	
	
	
	

	Market Information Consulting
	
	
	
	
	
	
	
	
	

	Receive request for market information consulting
	 
	
	X
	X
	
	
	
	
	

	Qualify / Validate request for market information consulting
	 
	
	X
	X
	
	
	
	
	

	Assess market information consulting needs
	 
	
	X
	
	
	
	
	
	

	Assign  resources to address market information consulting needs
	 
	
	X
	X
	
	
	
	
	

	Deliver market information consulting consultation
	 
	
	X
	X
	
	
	
	
	

	Log results of business design consultation
	 
	
	X
	
	
	
	
	
	

	Close business design consultation log 
	 
	
	X
	
	
	
	
	
	

	Capture market information consulting feedback
	 
	
	X
	X
	
	
	
	
	

	Process market information consulting client feedback
	 
	
	X
	X
	
	
	
	
	

	Integration Service
	
	
	
	
	
	
	
	
	

	Receive request for integration service
	 
	
	X
	X
	
	
	
	
	

	Qualify / Validate request for integration service
	 
	
	X
	X
	
	
	
	X
	

	Open log for integration service
	 
	
	X
	
	
	
	
	
	

	Assess integration service requirements 
	 
	
	X
	X
	
	
	
	X
	

	Assign resources to address integration service requirements
	 
	
	X
	X
	
	
	
	X
	

	Acquire business  and technical components
	 
	
	X
	
	
	
	
	
	

	Integrate business and technical components
	 
	
	X
	X
	X
	X
	X
	
	

	Test business and technical components
	 
	
	X
	X
	X
	X
	X
	
	

	Implement business and technical components
	 
	
	X
	
	
	
	
	
	

	Train integration service staff
	 
	
	X
	
	
	
	
	
	

	Receive signoff on integration service
	 
	
	X
	X
	
	
	
	
	

	Close integration service log
	 
	
	X
	
	
	
	
	
	

	Acquire/ Change / Manage / Test rules
	 
	
	X
	X
	X
	X
	X
	
	

	Acquire / Change Manage / Test workflows
	 
	
	X
	X
	X
	X
	X
	
	

	Acquire / Change Manage / Test Routing and Interfaces
	 
	
	X
	X
	X
	X
	X
	
	

	Capture integration service client feedback
	 
	
	X
	X
	
	
	
	
	

	Process integration service feedback
	 
	
	X
	
	
	
	
	
	

	Integrated Channel Management Service
	
	
	
	
	
	
	
	

	Receive request for Implementation
	 
	
	X
	X
	
	
	
	
	

	Qualify / Validate request for Implementation
	 
	
	X
	X
	
	
	
	
	

	Open log for Implementation
	 
	
	X
	
	
	
	
	
	

	Assess channel management and implementation needs
	 
	X
	X
	X
	
	
	
	
	

	Assign resources to address channel management and implementation needs
	 
	X
	X
	X
	
	
	
	
	

	Build / buy/ outsource the development of  channel components
	 
	X
	X
	
	
	
	
	
	

	Integrate channel components
	 
	X
	X
	
	
	
	
	
	

	Test channel system components
	 
	X
	X
	X
	
	
	
	
	

	Implement channel components
	 
	X
	X
	
	
	
	
	
	

	Train channel management staff
	 
	X
	
	
	
	
	
	
	

	Signoff on channel implementation
	 
	
	X
	X
	
	
	
	
	

	Close channel implementation log
	 
	
	X
	
	
	
	
	
	

	Capture channel management and implementation client feedback
	 
	X
	X
	X
	
	
	
	
	

	Process channel management and implementation client feedback
	 
	
	X
	
	
	
	
	
	

	Business Design
	
	
	
	
	
	
	
	
	

	Receive request for Business Design 
	 
	
	X
	X
	
	
	
	
	

	Qualify / Validate request for Business Design 
	 
	
	X
	
	
	
	
	
	

	Open log for Business Design 
	 
	
	X
	
	
	
	
	
	

	Assess business design needs 
	 
	
	X
	X
	
	
	
	
	

	Assign resources to address business design needs
	 
	
	X
	
	
	
	
	
	

	Produce business design
	 
	
	X
	
	
	
	
	
	

	Log results of business design
	 
	
	X
	
	
	
	
	
	

	Close business design log
	 
	
	X
	
	
	
	
	
	

	Capture business design client feedback
	 
	
	X
	X
	
	
	
	
	

	Process business design client feedback
	 
	
	X
	X
	
	
	
	
	

	Help Desk Service
	
	
	
	
	
	
	
	
	

	Receive request for helpdesk
	X
	X
	X
	
	
	
	
	
	X

	Qualify / Validate helpdesk request
	 
	
	X
	
	
	
	
	
	X

	Initiate help desk log processes
	 
	
	
	
	
	
	
	
	X

	Assess help desk request requirements
	 
	
	
	
	
	
	
	
	X

	Assign resources to help desk request
	 
	
	
	
	
	
	
	
	X

	Solve help desk request
	X
	
	
	
	
	
	
	
	X

	Escalate help desk request
	 
	
	X
	X
	
	
	
	
	X

	Present status of help desk request
	X
	X
	
	
	
	
	
	
	X

	Close help desk log
	 
	
	
	
	
	
	
	
	X

	Capture client feedback on helpdesk service
	X
	
	X
	
	
	
	
	
	X

	Process client feedback on helpdesk service
	 
	
	X
	
	
	
	
	
	X

	Performance Management
	
	
	
	
	
	
	
	
	

	Collect actual performance data
	 
	
	X
	
	
	
	
	
	

	Create performance reports
	 
	
	X
	
	
	
	
	
	

	Assess current performance against performance targets
	 
	
	X
	
	
	
	
	
	

	Assess root cause of performance gaps
	 
	
	X
	
	
	
	
	
	

	Distribute performance reports to clients
	 
	
	X
	X
	
	
	
	X
	

	Escalate performance related issues
	 
	
	X
	X
	
	
	
	X
	

	Capture client feedback on performance management service
	 
	
	X
	X
	
	
	
	X
	

	Process client feedback on performance management service
	 
	
	X
	
	
	
	
	
	

	Publishing
	
	
	
	
	
	
	
	
	

	Receive request for publishing
	 
	
	X
	X
	
	
	
	
	

	Qualify / validate publishing request
	 
	
	X
	X
	
	
	
	
	

	Initiate publishing log processes
	 
	
	X
	
	
	
	
	
	

	Assess publishing request requirements
	 
	
	X
	X
	
	
	
	
	

	Assign resources to publishing request
	 
	
	X
	X
	
	
	
	
	

	Publish client items
	 
	
	X
	
	
	
	
	
	

	Verify publish items with client
	 
	
	X
	X
	
	
	
	
	

	Store published item
	 
	
	X
	
	
	
	X
	
	

	Distribute published item
	X
	
	X
	X
	
	
	
	
	

	Close publish item log
	 
	
	X
	
	
	
	
	
	

	Capture client feedback on publishing service
	 
	
	X
	X
	
	
	
	
	

	Process client feedback on publishing service
	 
	
	X
	
	
	
	
	
	


9.2 Service Processes by Event Types

 Description

The following artifact shows the relationship between public customer facing processes from the use / operate phase and the events that trigger their execution.

Purpose

Supports the understanding of the relationships between business processes (e.g. service delivery activities) and events. In many cases this is straightforward as in the event where a client requests a service. In other cases, the relationship is not as clear, as when a service triggers the request of another service in place of a public customer. This artifact is useful in planning complex transactions with automated business rule execution.

Note: A workflow event is used to represent processes that are triggered by the automated execution of business rules. 

Table 15: Service Processes by Event Types for Public Customer Facing Services. 

	Integrated Information Referral
	Event Type

	Capture customer information referral request 
	Customer request event

	Qualify / Validate  Information referral request 
	Customer request received event

	Initiate Information Request log process
	· Session start event

· Workflow event

	Capture information referral request criterion
	Customer information entry event

	Translate information referral criterion request
	Received client request event

	Transmit translated information referral request
	Create request event

	Receive information referral response
	Response received event

	Validate information referral response
	Received request event

	Present information referral response
	Customer request response event

	Close information referral log
	Session end event

	Create information referral payment request
	Workflow event

	Capture information referral customer feedback
	Customer information entry event

	Process information referral customer feedback
	Customer feedback event

	Integrated Information Search
	Event Type

	Capture Information search request
	· Customer request event

· Workflow event

	Qualify / Validate Information search request
	Customer request received event

	 Initiate Information request log processes
	Session start event

	Capture information request criterion
	Customer information entry event

	Translate information search criterion request
	Received client request event

	Transmit translated Information search request
	Create request event

	Receive information search response 
	Response received event

	Validate information search response
	Received request event

	Present information search response
	Customer request response event

	Close information search log
	Session end event

	Create information search payment request
	Workflow event

	Capture information search customer feedback
	Customer feedback event

	Process information search customer feedback
	Customer feedback event

	Integrated Subscription Service
	Event Type

	Capture subscription request
	Customer request event



	Qualify / Validate subscription request 
	Customer request received event

	Initiate subscription log process
	Session start event

	Capture subscription information
	Customer information entry event

	Validate captured subscription information 
	Received request event

	Capture subscription information update request
	Customer information entry event

	Capture subscription information view request
	Customer request event

	Capture  subscription information renewal request
	Customer request event

	Capture  subscription cancellation request
	Customer request event

	Create subscription fulfillment request
	Workflow event

	Create payment request
	Workflow event

	Transmit subscription request 
	Create request event

	Receive subscription request response
	Response received event

	Present subscription request response
	Customer request response event

	Capture subscription customer feedback
	Customer feedback event

	Process subscription customer feedback
	Captured customer feedback event

	Integrated Registration Service
	Event type

	Capture registration request
	· Customer request event

· Workflow event

	Qualify / Validate registration request
	Customer request received event

	Initiate Registration log request
	Session start event

	Capture registration information
	· Customer information entry event

· Workflow event

	Validate captured registration information
	Received request event

	Capture registration information update request
	· Customer request event

· Workflow event

	Capture registration information view request
	Customer request event

	Capture  registration information renewal request
	· Customer request event

· Workflow event

	Capture registration cancellation request
	Customer request event

	Create registration fulfillment request
	Workflow event

	Create payment request
	Workflow event

	Transmit registration request 
	Create request event

	Receive registration request response
	Response received event

	Present registration request response
	Customer request response event

	Capture registration customer feedback
	Customer feedback event

	Process registration customer feedback
	Customer feedback event

	Integrated Licensing / Permitting Service
	Event Type

	Capture Licensing / Permitting request
	Customer request event

	Qualify / Validate Licensing / Permitting request
	Customer request received event

	Initiate  Open Licensing / Permitting log processes
	Session start event

	Capture licensing / permitting information
	Customer information entry event

	Validate captured licensing / permitting information
	Received request event

	Capture licensing permitting information update request
	Customer request event

	Capture licensing / permitting information view request
	Customer request event

	Capture licensing / permitting  information renewal request
	Customer request event

	Capture licensing / permitting cancellation request
	Customer request event

	Create licensing permitting fulfillment request
	Workflow event

	Create licensing permitting payment request
	Workflow event

	Transmit licensing / permitting  request 
	Create request event

	Receive licensing / permitting request response
	Response received event

	Present licensing permitting request response
	Customer request response event

	Capture licensing permitting customer feedback
	Customer feedback event

	Process licensing permitting customer feedback
	Customer feedback event

	Integrated Product Order Service
	Event Type

	Capture Product Order request
	Customer request event



	Qualify / Validate  Product Order request
	Customer request received event

	Initiate Product Order log process
	Session start event

	Capture product order information
	Customer information entry event

	Validate captured product order information
	Received request event

	Create  product availability status request
	Business rule execution event

	Create  fulfillment request
	Business rule execution event

	View product order information
	Customer request response event

	Capture product order cancellation request
	Customer request event

	Transmit product order  request 
	Create request event

	Create payment request
	Workflow event

	Receive product order request response
	Response received event

	Present product order request response
	Customer request response event

	Capture product order customer feedback
	Customer feedback event

	Process product order customer feedback
	Customer feedback event

	Integrated Reporting Service
	Event Type

	Capture Reporting request
	Customer request event

Workflow event

	Qualify / Validate  Reporting request
	Customer request received event

	Initiate Reporting log process
	Session start event

	Capture reporting information
	Customer information entry event

	Validate captured reporting information
	Received request event

	Capture reporting information update request
	Customer request event

	Present confirmation of submission of reporting information
	Customer information entry event

	Capture reporting information view request
	Customer request event

	Capture  reporting cancellation  request
	Customer request event

	Notify customer reminder of reporting schedule
	Workflow event 

	Transmit reporting request 
	Create request event

	Receive reporting request response
	Response received event

	Present reporting request response
	Customer request response event

	Create reporting payment request
	Workflow event

	Capture reporting customer feedback
	Customer feedback event

	Process reporting customer feedback
	Customer feedback event

	Integrated Bill Payment  Service
	Event Type

	Capture bill payment request 
	· Customer request event

· Workflow event

	Qualify / Validate bill payment  request 
	Customer request received event

	Initiate Bill Payment process
	Session start event

	Create  compiled bill payment record information request
	Business rule execution event

	Present bill information
	· Customer request response event

· Workflow event

	Capture client confirmation  of presented  bill confirmation
	Customer request event

	Create client payment options request
	Business rule execution event

	Capture payment information 
	Customer information entry event

	Validate client payment information request
	Received request event

	Present confirmation of payment submission
	Customer information entry event

	Transmit payment request 
	Create request event

	Receive payment request response
	Response received event

	Present payment request response
	Customer request response event

	Process bill payment customer feedback
	Customer feedback event


9.3 Services by Location Types by Channels

Description

The following artifact shows the various location types where public customer facing services can be accessed, confirmations received or where fulfillment can occur by the type of channel. The following is a list of the channels depicted in the following artifact and the associated codes:

· P - Public Access Terminal (Internet information and fulfillment) 

· O - Over the Counter Channel 

· I - Internet Channel (only electronic fulfillments) 

· T - Telephone 

· M - Mail / Fax 

· K - Kiosk

Purpose

This artifact is useful in support the definition and confirmation of technology and interface requirements related to ISD service delivery. As well, this artifact can be used to represent different stages of ISD e.g. current, as-is, to-be.   

Table 16.1: Services by Location Types by Channels for Public Customer Facing Services.

	Service Name
	Public Access Location
	Customer Location
	Over the Counter  Location - Mobile
	Over the Counter Location – Public
	Over the Counter Location  - Private

	Integrated Referral Service
	· Access (P, O, I,T)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	· Access (T,I,O)

· Confirmation (T,I,O)

· Fulfillment (T,I,O)
	· Access (O,P,I,T)

· Confirmation (O,P,I,T)

· Fulfillment (O,P,I,T))
	· Access (I,O)

· Confirmation (I,O)

· Fulfillment (I,O)

	Integrated Information Search Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment(P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	· Access (T,I,O)

· Confirmation (T,I,O)

· Fulfillment (T,I,O)
	· Access (O,I,T))

· Confirmation (O,I,T)

· Fulfillment (O,I,T))
	· Access(I,O)

· Confirmation(I,O)

· Fulfillment(I,O)

	Integrated Subscription Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	
	· Access (O,I,M)

· Confirmation (O,I,M)

· Fulfillment(O,I,M)
	· Access(I)

· Confirmation(I)

· Fulfillment(I)

	Integrated Registration Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,M)
	· Access (T,I,O)

· Confirmation (T,I,O)

· Fulfillment (T,I,O)
	· Access(O,I,M)

· Confirmation(O,I,M)

· Fulfillment(O,M)
	· Access(I,O)

· Confirmation(I,O)

· Fulfillment(I,O)

	Integrated Licensing / Permitting Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (I,M)

· Confirmation (I,M)

· Fulfillment (I,M)
	
	· Access (O,P,I,M)

· Confirmation (O,P,I,M)

· Fulfillment (O,P,I,M)
	· Access(I,O)

· Confirmation(I,O)

· Fulfillment(I,O)

	Integrated Product Order Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	· Access (T,I,O)

· Confirmation (T,I,O)

· Fulfillment (T,I,O)
	· Access(O,I,M)

· Confirmation(O,I,M)

· Fulfillment(O,I,M)
	· Access(I)

· Confirmation(I)

· Fulfillment(I)

	Integrated Reporting Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	
	· Access(O,M)

· Confirmation (O,M)

· Fulfillment(O,M)
	· Access(I)

· Confirmation(I)

· Fulfillment(I)

	Integrated Bill Payment Service
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	· Access (T,I,O)

· Confirmation (T,I,O)

· Fulfillment (T,I,O)
	· Access (O,P,I,T)

· Confirmation (O,P,I,T)

· Fulfillment (O,P,I,T)
	· Access(I,O)

· Confirmation(I,O)

· Fulfillment(I,O)


Selected Common Internal Services

These common internal services were selected as they use channels. Many of them do not permit direct public customer access but play a role in confirmation and fulfillment i.e. physical fulfillment may be triggered by a public customer accessing the ‘integrated product order service’ but not accessed directly by the public customer. Another example is an integrated financial transaction service that processes a financial transaction as part of an integrated service delivery transaction. In the context of integrated , service delivery, the public customer doesn’t access this service directly i.e. ISD does not provide banking services directly to the public, but will be accessed as part of a ISD service e.g. integrated registration. The integrated financial transaction fullfillment service may however send a public customer a confirmation or a statement.   

 Table 16.2: Services by Location Types by Channels for Selected Common Internal Services.

	Service Name
	PAT Location
	Customer Location
	Mobile Location
	Over the Counter Location - Public
	Over the Counter - Private

	Integrated helpdesk
	· Access (P,O,I)

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access (T,I,M)

· Confirmation (T,I,M)

· Fulfillment (T,I,M)
	· Access (I,T,O)

· Confirmation (I,T,O)

· Fulfillment (I,T,O)
	· Access (O,P,I,M)

· Confirmation (O,P,T,I,M)

· Fulfillment (O,P,T,I,M)
	· Access (O)

· Confirmation (O)

· Fulfillment (O)

	Integrated physical fulfillment service
	· Access  

· Confirmation  (P,O,I) 

· Fulfillment (P,O,I)
	· Access 

· Confirmation 

· Fulfillment (M)
	
	· Access (K,O,M)

· Confirmation (K,O,M)

· Fulfillment (K,O,M)
	· Access (O,I)

· Confirmation (O,I)

· Fulfillment (O,I)

	Integrated financial transaction fulfillment service
	· Access

· Confirmation (P,O,I)

· Fulfillment (P,O,I)
	· Access 

· Confirmation 

· Fulfillment (M)
	
	
	

	Integrated publishing service
	· Access

· Confirmation 

· Fulfillment 
	· Access

· Confirmation 

· Fulfillment 
	
	
	


9.4 Services by Event Types and Cycle Types

Description:

The following shows the relationships between the various identified ISD services and the events that trigger the execution of ISD service processes, and the key event types and cycle types that influence their execution.

Purpose:

This artifact sets the foundation for workflow, by identifying the key event types that influence service delivery and must be responded to.

 In some cases, multiple events can trigger the execution of service delivery processes. For example, the “Integrated Registration Service” can be triggered by either a request from a public customer, or through a request created from another ‘public customer facing services’, through automated business rule execution. An example of this is when a public customer requests a subscription, and they need to be registered to subscribe. In this case, the “Integrated subscription service” will create a request and send to the “Integrated registration service.”   

Table 17.1: Services by Event Types and Cycle Types for Public Customer Facing Services.

	Service Name
	Event Type
	Cycle Type

	1.  Integrated Referral Service
	Public customer Information request
	· Publishing cycle

	2. Integrated Information Search  Service
	Public customer Information request
	· Publishing cycle

	3.  Integrated Subscription Service
	Public customer subscription request
	Subscription cycle

	4.  Integrated Registration Service
	Public customer registration request

Workflow event
	Renewal cycle

	5.  Integrated Licensing / Permitting Service
	Public customer licensing / permitting request

Workflow event
	Renewal cycle

	6.  Integrated Product Order Service
	Public customer integrated product order request
	· Fulfillment cycle

	7.  Integrated Reporting Service
	Public customer integrated reporting request
	· Reporting cycle

	8.  Integrated Bill Payment Service
	Public customer integrated bill payment request
	· Payment cycle


Table 17.2: Services by Event Types and Cycle Types for Public Program Owner Facing Services.

	Service Name
	Event Type
	Cycle Type

	1.  Market Information Consulting
	Public Service Owner market information consultation request 
	Public service owner business cycle

	2.  Business Design Consulting
	Public Service Owner market information consultation request
	Public service owner business cycle

	3. Integration Service 
	Public Service Owner Integration Service Request

· Initial implementation event

· New transaction type

· Workflow change

· Business rule change

ISD operation service owner request

New capability request

Service Provider events:

· New service provider

· Service provider rule change


	Public service owner business cycle

Change cycle

Implementation cycle



	4. Integrated Channel Management Service
	Public Service Owner Integration Service Request

· Initial implementation request

New channel type request

New channel location request


	Public service owner business cycle

Change cycle

Implementation cycle




Table 17.3: Services by Event Types and Cycle Types for Common Internal Services.

	Service Name
	Event Type
	Cycle Type

	1. Operational planning
	Start of ISDD business planning cycle
	ISDD business cycle

	2.  Integrated Helpdesk
	Public customer support request
	Problem resolution cycle

	3. Integrated physical fulfillment Service 
	Request for  physical fulfillment
	Fulfillment cycle

	4. Integrated financial Transaction Fulfillment Service
	Request for financial transaction fulfillment
	Financial fulfillment cycle

	5  Authentication Service
	Request for authentication
	

	6.  Integrated Publishing Service
	Request for publishing
	Publishing cycle

	7. Integrated Business Design
	Public Service Owner Integration Service Request

· Initial implementation event

· New transaction type

· Workflow change


	

	8. Integrated Project Management
	
	Project cycle

	9.  PSO Sales and Marketing Service
	
	Public Service Owner business planning cycle

· OPS business planning cycle

	10.  Contract Negotiations Service
	New service provider event

· Service provider agreement change event

· Performance gap event

· (all integration service events – as above)

· (all channel service events – as above)
	Contract negotiation cycle

	11. Service and Performance Management 
	Performance measurement event

Performance reporting event
	Performance reporting cycle


9.5 Services by Geographic Area Types

Description

This following artifact shows the relationship between public customer facing services and the geographic areas in which they are delivered.

Purpose

This artifact sets the foundation for representing overall ISD service coverage to support service planning and monitoring. Although the following artifact does not show a great deal of information due to wide spread provision of ISD services, it sets the foundation for a finer grain of analysis e.g. public customer facing services by instances of Municipalities.  

Table 18: ISD Services by Geographic Area Types.

	  
	ISD Service
	Province
	Region
	Jurisdiction
	Demographic Area

(Population Density)

	
	
	
	North West
	North East
	South East
	South West
	Municipality
	Regional / District
	Community / Local
	GTA
	Rural

	Public Customer Facing Services
	Integrated Referral Service
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Information Service Search
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Subscription Service 
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Registration Service
	X
	X
	X
	X
	X
	X
	X
	Some
	X
	X

	
	Integrated Licensing / Permitting Service
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Product Order Service
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Reporting Service
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	Integrated Bill Payment Service
	X
	X
	X
	X
	X
	X
	X
	Some
	X
	Some


.  

APPENDIX A: ZACHMAN ARTIFACTS

A contextual and conceptual model (the artifacts from row 1 and row 2 of the Zachman framework) includes all relevant views of design knowledge for a given domain – in this case a ‘Integrated Service Delivery’ organization.  

The following table gives a list of the artifacts by the Zachman row and column reference, their type, format and where in the document they can be found. 

	Artifacts
	Type

(primitive / composite)
	Format
	Document Section

	Conceptual level architecture including:

	Data Context (row 1, Col 1)
	
	
	

	Resource Types
	Primitive
	Indented list
	Section 10.1

	Functional context (row 1, col 2)
	
	
	

	Core business
	Primitive
	List
	Section 3.0

	Program Profiles
	Composite
	Table
	Section 4.1

Section 4.2

Section 4.3

Section 4.4

Section 4.5

	Service Profiles
	Composite
	Table
	Section 4.1

Section 4.2

	Network Context (row 1, col 3)
	
	
	

	Location Types 
	Primitive
	List
	Section 10.2

	Geographical Area Types
	Primitive
	List
	Section 10.3

	Services by location type 
	Composite
	Matrix Cross-reference
	Section 11.3 

	Services by geographical area type 
	Composite
	Matrix Cross-reference 
	Section 11.4

	Roles/Parties Context (row 1, col 4) 
	
	
	

	Role types
	Primitive
	Indented List
	Section 10.4

	Party types
	Primitive
	Indented List
	Section 10.5

	Role types by Party types  
	Composite
	Matrix Cross-reference
	Section 4.2

	Time Context (row 1, col 5)
	
	
	

	Event Types
	Primitive
	Indented List
	Section 10.6

	Cycle Types
	Primitive
	Indented List
	Section 10.7

	Services versus event types and cycle types
	Composite
	Matrix Cross-reference
	Section 11.3

	Motivation Context (row 1, col 6)
	
	
	

	Rules (Major governing statutes, regulations, policies)
	Primitive
	Indented List
	

	Program outcome level goals and impact level goals
	Primitive
	Table
	Section 4.4

	Target group needs by role 
	Composite
	Table
	Section 4.3


	Artifacts
	Type

(primitive / composite)
	Format
	Document Section

	Conceptual level architecture including:

	Data Context (row 2, Col 1)
	
	
	

	Semantic model
	Composite
	Diagram
	Section 7 

	Functional context (row 2, col 2)
	
	
	

	· Service Process Models
	Primitive
	Table
	Section 9

	· Service processes by role types 
	Composite
	Matrix cross-reference
	Section 11.1 

	Network Context (row 2, col 3)
	
	
	

	Business Network Model 
	Composite
	Diagram
	Section 6

	Roles / Parties Context (row 2, col 4)
	
	
	

	· Workflow Models 
	Composite
	Diagram
	Included in companion document: Business Scenarios Document’

	Time Context (row 2, col 5)
	
	
	

	Services by event types and cycle types
	Composite
	Matrix cross-reference 
	Section 11.2

	Business scenarios or high level use cases
	Composite
	Text & Diagram
	Included in companion document: Business Scenarios Document’

	Motivation Context (row 2, col 6)
	
	
	

	Performance model
	Composite
	Table
	Section 8.


APPENDIX B: ARCHITECTURE CONTEXT

This following section contains excerpts from the ‘Enterprise Architecture – Process and Methods Hand Book’ (“EAPM”) to set context for architecture with a focus on the internal services framework. The EAPM is recommended to any readers that are interested in learning more about business architecture as well as logical and physical architecture and its support for the business. 

Terminology

The following sections highlight the contents of the standard EIA Framework and its purposes. Although the EIA Framework is based extensively on the Zachman framework, several adaptations have been specifically designed to address public sector requirements in general and the Ontario Government context in particular. The general instructions provided for Zachman framework content have been tailored for use in the OPS without compromising framework theory and concepts.

In general, the EIA Framework uses the following key terminology:

•Primitive: a minimum element of design knowledge, such as “client definitions”, or “data entity definitions”. Specification of primitives is implicit in the Zachman Framework and must be made more explicit when the framework is adopted for use. The work of defining a set of primitives or its use is the first task of architecture. The work of choosing the appropriate primitives and expressing a business and/or technical design using them correctly is the joint work of architecture and business or technical design.

•Artifact: a prescription for a package of design knowledge, e.g. “process model for registration”. An artifact is a specification of one or more primitives, and relationships between them, into a package of useful design knowledge. For example, a process model is an artifact that – at a minimum – encompasses “work” primitives such as activities and tasks, and “sequence”  primitives that connect one activity to the next.

•Artifact Definitions: the specification of the design elements to be created, e.g. “process definitions”, “data models”, etc. Each cell in the EIA framework has one or more artifacts defined for it.

•Artifact Instance: an actual element of the design of a specific thing, such as a process model for a health registration service. This will generally be equivalent to (manifest as) a file or document. The work of managing artifact instances, versions, etc. is the work of an architecture librarian.

•Lists, Maps, Models: the general type of representation recommended for an artifact type. In general, the type of representation indicates the nature of the primitives included in the

artifact.

A list is a one-dimensional artifact, e.g. a list of client types. An indented list shows hierarchy and

decomposition, e.g. a list of processes showing the activities making up each one.

· A map is a two- or three-dimensional matrix representation, e.g. service locations cross-referenced with types of service offered (2D), or a cross-reference of service locations, services offered, and clients (3D).

· A model is multi-dimensional representation of design information, such as services, clients, service points, service channel or media, service delivery partners, etc.

For example, a “swim lane” diagram is a typical representation of a “workflow model”, and it represents at a minimum the dimensions of work (or activity step), organization, role, timing or sequence.

The EIA Framework’s organization of design knowledge by row corresponds exactly to the Zachman framework principles, which emphasize that each row in total represents a different model (of the service provider’s business in the case of the EIA Framework). Each row in fact represents a model to any desired degree of detail (or decomposition), but each row represents a different model and therefore a transformation takes place between rows. It is worth noting here a point frequently made by John Zachman: the amount of information increases from row to row, each time by an order of magnitude. The models in each row are as follows:

Row 1

•Row 1: Scope or Context model – contains lists, maps or models of things that are in the scope of the service provider (framework owner)and which collectively describe the boundaries of that scope in terms of alignment and integration. The level of granularity is determined by the need to indicate whether something is in or out of scope.

•Example: in the EIA Framework, “service locations” is an example of a row 1 artifact type. Planners may list only in-province and out-of- province locations (high level model), or distinguish a regional office from a field office and an embassy from a trade office

(decomposition – more detailed model). The level of granularity is determined by the need to indicate whether something is in or out of scope.

Row 2

Row 2: Conceptual model – defined as the lists, maps and models that collectively represent the business of the service provider. The level of granularity is sufficient to ensure that all stakeholders (e.g. service provider’s organization, service delivery partners, client representatives, and regulatory agencies) can understand and agree with the operating principles or functions represented.

•For example, the service provider (owner) must be able to understand, and agree with, the representation of service delivery at each type of service location in scope. Conceptual models are where the expectations and potential for innovation should be highest. Conceptual models often vary considerably in their form of notation, format, expression representation, etc. since they must accommodate and unite all stakeholders’ concepts.

•The transformation from context model to conceptual model takes place when the types of “things” (see row 1 above) recognized in context are declared as a concept. For example, in the context model a number of different types of locations may be identified; when one particular type of location is declared to be a regional office, an element of the conceptual model has been established - a certain type of thing has been formalized into a concept.

Row 3

Row 3: Logical Model - defined as the models that express or specify the business and technical design, in a logical or formal manner, ie subject to logical tests, or following design procedures. The transformation that takes place in moving from the conceptual model to the logical model is the transformation from a representation made to be understood to a representation of design, that can be tested, and validated.

•For example, if the conceptual model depicts a particular type of service offering at regional office, the logical model should specify the design of that type of service at that type of location in a form that can be verified, such as the details of where, how and by whom the work will be done, and how and where information will be captured and used.

•The context and concept models in rows 1 and 2 of the EIA framework are considered to be business architecture only. The row 3 logical model is where the details of information and information technology architecture first appear, although this distinction is not intended to be exclusive.

The level of granularity needed in a logical model is that required to specify all elements of design to the point where it can be tested and validated for consistency, integrity, compliance with logical constraints. For example, where the conceptual model may show to the satisfaction of all stakeholders that the appropriate services are offered at a regional office, the logical model demonstrates that those services can in fact be delivered from an office with the characteristics of a regional office.

•Logical models are where the leverage of proven patterns, templates and re-usable designs is greatest. Logical models are most typically expressed using more formal notations and terminologies such as “entity relationship diagrams”.

Goals of Architecture

· Near-alignment of major business and infrastructure projects by means of more standardization of design products and design reviews

· Share as much architectural and design knowledge as possible as soon as possible

· (Mid-term) management of change through better and more standardized information about existing designs, enhancing the effectiveness of standards for design products and design review processes

The development of architecture is a gradual process, and exists in the context of a given organization’s capability.  Borrowing from the Software Engineering Institutes’s CMM for software development, a model for architecture might have the following stages from least mature to most mature:

Architectural Capability Maturity Model

1. No framework or standards for architecture

2. A framework and standards, but used independently on each project – implying that that organization has developed awareness and some skills in using architecture

3. Multi-project alignment – implying that the organization  has developed a governing process and perhaps some corporate architecture content to align projects but the projects are defined independently

4. Change management – meaning the organization has begun to use and maintain the corporate architecture content as the planning and scoping landscape for most new projects and change initiatives.

5. Full Function – meaning the organization has developed mature processes for governing and using architecture, has substantial authoritative content and is enjoying the full benefits – re-use, alignment, integration

The Integrated Services Delivery Business Architecture is an instant of an internal services framework. The following section gives an overview of that framework.

Definition of Internal Services Frameworks

Definition of Internal Service frameworks is challenging but, important. Internal services frameworks will provide most of the common and shared artifacts, components, templates, patterns to be integrated into public service frameworks. Public services are enterprises run by providers offering services to members of the public. For public services, parties identified in client roles in the framework (R1C4) must be individuals or persons or organizations who are members of the public or more specifically, members of definable target groups in the population with definable needs which the service is intended to address, and with definable socio-economic goals which the addressing of those needs is intended to accomplish. In public service frameworks, many other parties may be identified in service delivery partner roles, such as school boards in delivery education, hospitals in delivering health care and so on.

Internal services are enterprises run by providers who provide services to other providers of public services. Internal services frameworks are treated identically to public services frameworks, except that the client types are distinct.

•Those parties who appear in public service frameworks as providers or service delivery partners (business suppliers/partners, part of the OPS/agency/board/commission structure, or part of the broader public sector) should appear in Internal Service Frameworks as parties identified in client roles (Row 1Column 4).

•An internal service provider should have multiple, independent clients for an internal services enterprise – otherwise, its processes belong to some other service.

•Internal service providers follow several models – they may deliver final service outputs to their clients (e.g. units of accommodation) or perform work on their behalf (e.g. processing of registrations).

•Internal service outputs convey value directly to client (e.g. accommodation, budgetary allocation) or indirectly (e.g. policy or standard).

•Internal services can be fractal, i.e. one internal service can provide an output to another internal service.

Types of Internal Services

Internal services may “touch” the public directly but are always acting on behalf of their public service provider client. As an example, consider a general registration desk offering registration for many difference government programs and services. Service levels for the different types of registrations available at the desk will vary because the Service Level Agreement (SLA) is between the internal service provider and the public service provider, not the internal service provider and the public client.

Actual internal services respond to many factors in the larger enterprise’s context, such as:

· scale of the enterprise – larger organizations have more opportunities for creating or eliminating internal services

· geographic dispersion of the enterprise – central offices provide services, regional offices provide others

· technology – when printing is expensive, organizations centralize print shops

· Some internal services provide outputs to other service providers, e.g. accommodations, new staff, budget allocations

· Some internal services take over and perform activities that are common to a number of other service providers, such as registration, dispatch, research, accounting, etc.

· Some internal services create enterprise outputs such as corporate policies, strategic plans and so forth.

· Some internal services are provided because they are core to a common infrastructure, e.g. network services, data processing service etc.

APPENDIX C: SERVICE PROCESS MODEL DETAILS

Service process models were created for the following types of ISD services:

· Public customer facing services

· Public Service Owner facing services

· Selected Common Internal Services  (business design, helpdesk  and performance management)

The service process models partition the processes into four main phases:

· Plan - All processes required for initial and ongoing planning of service operations.

· Acquire – All processes required for acquisition of service capability and capacity

· Operate / Use – All processes required to deliver services and manage public customer or public service owner contact

· Monitor and Manage – All process required to monitor and manage performance 

“Plan processes” and “Monitor and Manage processes” tend to be very similar for all services at the process level (i.e. activities and tasks will vary). Our focus in this phase of the project was on the operate / use phase of the public customer facing and public service owner facing services, as this phase of the process model includes service delivery processes. 

Public Customer Facing Operate / Use Process Types

To support the review of the process models, the following table outlines some of the key process types we identified in the operate / use phase of the Public Customer Facing service process models.  A process type is a general pattern or component that may have multiple actual processes associated with it. For example, “capture registration request” and “capture reporting request” are both instances of the “capture request” process type. 

	Process Type
	Description

	Capture request
	· Process type refers to the capture of any public customer service request through a channel and its transmission to a ISD “Integrated Service Delivery Transaction Service

· E.g. Capture of “Registration request” through the internet and transmission to the “Integrated Registration Service” 

	Capture information
	· Process type refers to the capture of any public customer information through a channel and its transmission to a ISD “Integrated Service Delivery Transaction Service” 

· E.g. Capture of “Licensing / Permitting Information”  through the internet and its transmission to the “Integrated Licensing and Permitting Service”

	Qualify / Validate request
	· Process type refers to execution of business rules to determine if a public customer request is valid or authorized.

·  E.g. Validation of  “Product Order Request”

· As determined by the business rules the completion of the qualification / validation process may require the involvement of the public service owner 

· As part of the qualify / validate process, if the execution of business rules cannot quality or validation the request directly, the business rules can trigger the creation of a “qualification / validation request” to be sent to another service provider e.g. authentication service provider “for authentication”,  or public service owner “for authorization”

· Note several processes of  this process type may be executed for a given end to end transaction       

	Validate information
	· Process type refers to the execution of business rules to determine if captured information from the public customer is valid

· As determined by the business rules the validation of information may require the involvement of the public service owner 

· As part of the validate information process, if the execution of business rules cannot validate the information directly, the business rules can trigger the creation of a “validate information request” to sent to another service provider e.g. financial fulfillment provider “for credit card authorization” or public service owner “for registration information validation 

· Note this process type may be executed multiple times for a complex end to end transaction

	Create request
	· Process type refers to the creation of a request by one of the ISD “Integrated Service Delivery Transaction Services” by the execution of business rules

· Note: one type of a created  request is a request for data 

· E.g. “Create fulfillment request” can be created based on the execution of business rules as part of a “Integrated Registration Services” without the public customer having to explicitly request it

	Present response
	· Process type refers to the presentation of information to the public customer through the channel 

· Example is the ‘presentation of a confirmation of payment submission’ to a public customer through the internet  

	Transmit request
	· Process type refers to a transmission of a created request to either a public service owner or a fulfillment provider

· Example is the transmission of a “Registration request” to a public service owner 

	Receive response
	· Process type refers to the receipt of response from a public service owner or service provider after a request from a ISD “Integrated Service Delivery Transaction Service”  

· E.g. The receipt of a “fulfillment confirmation” from a fulfillment provider

· Note: A response may include data or may simply indicate denial or acceptance”   

	Initiate log process
	· Process type refers to the logging of session information by a Public Customer Facing Service process

· This logging process supports:

·  Service continuity if a transaction fails and has to be restarted

· Performance data capture    

	Eligibility Assessment
	· Process type refers to the assessment of credentials and eligibility regarding the provision of a public service

· This process type is executed by the public service owner


Note: In the following service process models, we focused on defining more processes associated with “capture request process types, (as they indicate the variety of transactions), e.g. “capture subscription request”, “capture subscription information update request”, “capture subscription information view request” etc, and defined less processes of other types e.g. transmit registration request, in place of all the instances e.g. transmit registration cancellation request etc.  These details are worked out in workflows and detailed logical design.

Note: The shaded areas in the following service process models were the areas of focus in the project. The other processes have been included to support any subsequent design.   

Note: We made a distinction between the capture of customer feedback (through a channel) and the processing of customer feedback. 
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