
Access to Over-the-Counter Services Focus Groups – 

November, 2002

Summary Report
Table of Contents

1. Introduction
54

2. Method
54

3. Findings
55

3.1 Experiences in Accessing Over-the-Counter Services
55

3.2 Importance of Various Aspects of Accessing Over-the-Counter Services
61

3.3 What Is Important in Making Over-the-Counter Service a Positive Service 

Experience
63
3.4 Preferred Over-the-Counter Service Option
64
4. Conclusions
67


1. Introduction

Research Innovations was contracted to conduct qualitative research on how to improve access to the Government of Alberta’s over-the-counter services. Consequently, six focus group discussions were conducted with Albertans who have recently accessed over-the-counter services provided by the Government of Alberta.

This report provides a summary of the focus group discussions.  Please note that it has been written from the independent and objective point of view of Research Innovations. Any opinions, interpretations or conclusions contained within it may or may not coincide with those of Alberta Government Services.

2. Method

A total of 55 people attended 6 focus group discussions in the following locations:

1. 7 Edmonton and area residents – November 21, 6 p.m.

2. 9 Drumheller and area residents – November 25, 6 p.m.

3. 12 Lethbridge and area residents – November 26, 6 p.m.

4. 10 Grande Prairie and area residents – November 26, 6 p.m.

5. 8 Calgary and area residents – November 27, 6 p.m.

6. 9 Whitecourt and area residents – November 27, 6 p.m.

The sessions in Edmonton, Drumheller, Lethbridge and Calgary were moderated by Coral Thygesen, Research Innovations’ senior consultant for the project.  The sessions in Grande Prairie and Whitecourt were moderated by Hank Goertzen, an associate senior research consultant. The first session was conducted in Edmonton and clients were able to view the session in progress through a one-way mirror.  Each session lasted about 1 ½ to 2 hours. 

Each session began with a brief introduction, followed by a discussion of what Government of Alberta over-the-counter services they have recently accessed, where they went to get these services, as well as their satisfaction with the various services provided.  Next participants outlined what over-the-counter services they anticipate accessing over the next 6 months.  This was followed by a discussion of how access to over-the-counter services might be improved to better meet their needs.  Participants then filled out a questionnaire to assess their individual needs when accessing over-the-counter service, followed by a discussion of what was most important to them when accessing over-the-counter services.  Participants were then provided with descriptions of six different scenarios or options for providing over-the-counter services in the future, and were asked to select the scenario that would best meet their needs.

3. Findings

3.1 Experiences in Accessing Over-the-Counter Services

During the initial discussion about participants’ recent experiences in accessing the Government of Alberta’s over-the-counter services, most participants were satisfied with the access that they currently have.  The services accessed most often by participants included:

· Vehicle registration

· Driver’s licensing

· Birth certificates

· Marriage licences

· Fishing and hunting licences

· Employment information and services

· Supports for low-income Albertans

· Health care insurance plan information and services

· Student loans

A wide range of other services were accessed over-the-counter, including land titles information, Energy and Utilities Board services, Queen’s Printer, highway permits, help in starting a business, labour standards information, registry of personal property, corporate registries, apprenticeship services, gaming licences, Energy Resources Conservation Board, provincial park staff, provincial museum staff, etc.

Most participants stated that they had a positive service experience when they last accessed over-the-counter services provided by the Government of Alberta:


“There wasn’t a line up when I was there.”


“Very personable.  One-on-one.  No problem at all.”

There were a few participants who reported difficulties accessing the over-the-counter services they needed.  These included:

1.
Services for disabled people – There were two participants (one in Edmonton and one in Lethbridge) who reported having difficulty finding what services or supports are available for disabled people (one was an adult and one was a child).  One participant in Lethbridge was still in the process of trying to find out what support was available to her (e.g., respite for caregiver).  She felt that the government did not want her to know what services were available to her.  Both participants had to go to more than one location in order to get the services they needed (e.g., Canada Pension Plan, other financial support, other support services).  The participant in Edmonton said it was difficult, because of the disability, to go to the various offices.  Both felt that it would be beneficial if all services could be co-located in the same office, or at least if it was easier to find out what services are available and where they needed to go in order to access the various services they needed.  

“The time we went to the Canada Pension Plan with my mom, she can’t walk fine because who needs a knee replacement.  So going from one place to another…  We asked for information that they had about Alberta Health Care and Blue Cross and benefits for medication.  When we went there, we didn’t get information, so we had to go to another place to get information.  That would have been wonderful if we could have accessed the information available to us…  For her it would be a lot easier if she could go to one building and she could have all the access to the things that she needs to have done.”

“I deal with handicap services.  Why can’t that all be in one building and everybody knowing the other person.  Or if they don’t know something, then they know who to call.”

2. Services for seniors – While there were a few seniors in attendance who reported no difficulties accessing the services they needed, one senior in Lethbridge , one in Grande Prairie and one in Whitecourt had difficulties accessing the various services they needed (e.g., financial support, housing).  One participant would benefit from having someone who could help her understand what services are available to her, what she has to do in order to obtain the services she needs, why certain information or processes were required, and where she needs to go in order to get the services she needs.  An outreach service, or a ‘one-stop shop’ for seniors, was needed by this participant.  Another senior stressed that the directories do not make it easy to find out where to go for a particular service.  One participant in Calgary described a problem that seniors have in accessing service when they are not well enough to go in-person.  A senior in Edmonton did not want to see a special location for seniors, as to her, that would be age discrimination.

“I find the [phone book] directories a little bit confusing…  I find the directories do not list a lot of things and they don’t make it clear for people.  Especially for seniors.  Anybody who has a little bit of trouble, if they’re not computer literate, and they’re not accessing things on the Internet nowadays, I find their directories are very lacking.  For instance, we have a Rite operator system that we can access the government services at no charge. I don’t know anybody in Whitecourt, as far as my neighbours, that know that.”

“What’s available for seniors?… You don’t even know where to call?”

“I have dealings with a lot of seniors who are in the process of moving from independent living to assisted living in either nursing homes, lodges or seniors accommodations.  Consistently, every one of those seniors tells me they don’t know how the decision is made as to where they will be living.  They feel absolutely out of control and they put their name in a lottery and have to take what comes up.  They feel as if they have no advocacy anywhere in the system…  I have a couple where he’s in xx, she’s in yy.  Two different nursing homes.  And somehow the system cannot get them together and they’ve been married 59 years…But what we’re usually dealing with is people who are frail enough not to be able to leave their own home or are sitting in a hospital bed waiting for accommodation.  They can’t go to some office…  They need basic information on how the system works.”

“It would all be in one place.  There should be no age discrimination.”

3. Fishing licences – One participant in Calgary had difficulties finding out where to buy a fishing licence.  This participant went to several retail outlets before finding one that sold fishing licences. 

“I was trying to find out where to get the fishing licence.  People said, ‘try Husky’..   Later on I discovered… that some Husky gas stations sell them, others don’t…  Some registries sell them, others don’t.  So it was finding it…  It would be nice if they had more advertising where you could get those, even to refer you to the web page.”

4. Student loans – There were a few students in Lethbridge who described the process of submitting an application for a student loan.  This process required them to go to several locations in order to process their application.  An opportunity exists to co-locate the various organizations involved (e.g.,  federal and provincial services, Canada Post).

“You apply and once you’re approved… you then have to wait till a certain date, and sometimes it’s random, sometimes it’s the start of the semester.  It’s never beforehand though…  And then you have to get the registrar’s signature and seal…  and I had to go to the cash office at the University.  And they had to write on it my tuition…  And then I had to take it back to the Student Loan office…  and then I go to the post office…  If you went to one place… it might streamline the whole process.”

5. People new to the province – A few participants thought it was difficult for new residents to the province to learn where to go for various services.

“For me, having clients moving hear from other provinces… it would be so nice to be able to say this is where you need to go to have these things taken care of...  It’s really difficult to try to educate people new to the community where they need to go to do what.”

“For some immigrants,… I can see that it’s easier to sit down and talk to someone than having to try to explain it over the phone or find information on the Internet.”

Other difficulties or negative service experiences in accessing the services they needed included:

6.
Learning what department provides the service – One participant in Whitecourt pointed out that it was difficult to find out to what department to go in order to get a particular service.

“I find that the Alberta Government has renamed a lot of their departments.  So if you’re looking up Safety Standards for your company, you don’t know what that department is called anymore.  To me, they haven’t bothered to advertise it and say, ‘our OH&S people are now called this’…  The other people I’ve worked with, who are contractors or small contractors, they didn’t even have a clue where to access this information.”

“The name changes…  It’s hard to keep track of what everything is.”

7. Waiting in Line – In Grande Prairie and Calgary, a few participants complained that they had to wait too long in line in order to get the vehicle registration or driver’s licensing services that they needed.

“Licensing takes forever to get through.  I’ll make a day of it.  Vehicle registration.”

“You’ve got two people at the counter and 50 people trying to get through.”

“The only thing about that place is the waiting time.  Every time I’ve gone there, it’s been a long, long, long wait.”

8.
Getting inconsistent or incorrect information – One participant in Calgary did not get correct information when receiving information over-the-counter at a registries outlet.

“There was just a discrepancy in what they had told my dad and told myself…  [They told him] you can change it in the computer but you don’t have to change your licence…  Then I went in to do it and she said you have to change it.”

9. Electronic service failures – In Calgary, one participant reported an incident where the information in the computer systems in the vehicle registry outlet did not match the registration renewal information that was being mailed out by the government.  A few Calgary participants complained about computer system failures.

“The government was still sending me a form to have the car… renewed.  Then when I went to check on it, this week it was in the computer correctly, but the government part of it had not changed.”

“Their learner’s licence computers… while my son was writing, it stopped in the middle of it and lost everything.  So then they give him the opportunity to rewrite it.”

“Every time I’ve gone to a registry…. The link has been down with Edmonton and they’ve had to hand do it or send me away and come back later.  They seem to have a very unreliable connection with the computer in Edmonton…  They just drop their hands and say it’s down again.”

10. Out of stock – One participant in Calgary visited the Queen’s Printer outlet and found they were out of stock.

“They were out of stock at the one here, they had to refer to the one in Edmonton and I’d have to come back and get it later…  It didn’t seem to be that well-stocked here.”

11. No access to the service, whether by phone, Internet or over-the-counter – One participant in Calgary said he was not able to get anyone who can answer his questions about registering a wedding.

“I work as a minister.  If I get anything oddball in registering a wedding, I cannot find anybody who will actually talk to me and answer a question.  In any vital statistics department, I cannot find anybody through the Rite line.  I cannot find anybody through MacDougall Centre.  I can’t find anybody through a registry.  All I get are the information lines that refer me to registries and they have to idea what the rules are…  It’s like you’re out there operating blind.  Nobody wants to talk to you…  And almost every minister I know has the same problem.”

12. Hours of service – Some participants complained that the outlets were not open when they needed them, especially during the evenings or weekends.

“The sign on the door says, ‘we’re open Monday to Friday, 9 to 5.  Sorry, I work then.  So if you’re going to provide people for information, what about the weekend when all of us are off.”

Potential service enhancements that would help reduce the number of trips people have to take were suggested as follows:

13. Aligning vehicle registration renewals with driver’s licence renewals 

“My car registration is in July and my birthday is in May, so instead of doing it by, I guess all the E’s are in July, and have it when your birthday comes, so that every 5 years you wouldn’t have to go twice.  It’s not a big deal.” 

14.
Multi-year vehicle registrations
“The multiple year registration on vehicles is something I really appreciate.  If I could buy more than a two-year registration on a vehicle I would because that just saves me a trip.”

15.
Access to automobile insurance information 

“I don’t always have my pink slip at the appropriate time… I was wondering if there was some way they could access your insurance information without having to have your physical pink slip with you.”

16.
Services required following a death
“I have a friend, her husband died in a car accident…  she was running around from place, to place, to place…  That seems to be one instance where people should not have to go to different places, because it is a high stress event.”

When discussing Internet versus over-the-counter services, there were participants who felt that they should not have to access certain services in-person, and that access to certain services could be offered via the Internet:

“I’d like to see Internet accessibility to a lot of this.  Just about everything I do now is over the Internet…  I just seems silly that in this day and age, we actually have to go down to a Motor Vehicles Department, or something, and stand in line, when we should be able to do it over the Internet on our credit card, or whatever.”

Others countered saying that they were not computer literate or that they preferred to access the service in-person.

“I still have that block in my mind as feeling safe putting my credit card across that kind of thing.”

“Most of my things involve money… so I don’t have a great sense of security paying things over the Internet…  I guess I’m old school.”

“We don’t have a computer at home.  We don’t have the Internet.  I’m not going to go rushing out and buy one.”

“People still want personal contact.”

“When there is an error made, you can’t fix it yourself.  You can’t get in the system and change it.”

“I suppose if I have any questions, I’d like to go talk to somebody.  I’ll go to the Internet first and see if I can get the things.”

“I’ve run into people… they do everything else and they don’t know how to use the Internet.  It’s not for everybody…  It’s not a generation thing.  For some people it’s just not the answer.”

When discussing telephone versus over-the-counter services, there were several who felt that phone access to services or information was also not enough, and that services or information should also be available over-the-counter:

“I can say the level of frustration with the phone services sometimes forces you to go to an over-the-counter office…  All these recordings… is extremely frustrating for people.”

“Trying to change my address for Alberta Health Care so I can get my card in the mail.  I’ve tried to phone several times, but you always get the recordings.  It’s like 15 minutes later, I still haven’t got to anybody yet.”

“Lots of times you don’t know what it is you require.  If you’ve got a human being, they can kind of guess what it is you’re trying to say.  When you’re talking to a machine, they say that isn’t right.”

“For some of the things it would be easier just to go to an office and talk directly to somebody…  I’d rather deal with a person…  I call it voice mail hell because you’re always pushing the wrong button and waiting here and waiting there.”

“I find you get blown off the phone the majority of the time.  They don’t listen to what your problem is.  They don’t really care.  I’d much rather deal face to face with someone.  At least I know I’m being heard at the time.”

“I like the ability to do it over the Internet or the telephone if you need to or want to.  Because that is a big time saver to just be able to plug the information in and go.  But I like having the back-up of customer service to go in if there is a difficult or I don’t understand the information that’s given to me over the Internet or by phone.”

“In all the times I’ve phoned [Alberta Health Care Insurance Plan], no one has ever said you can physically go and talk to somebody about this.”

“Sometimes it just makes it easier to deal person to person.  Cause then you can express yourself better than on the phone…  I like it myself to be able to go to the place where I need the information.”

3.2 Importance of Various Aspects of Accessing Over-the-Counter Services

Participants rated and ranked the importance of four different aspects of accessing over-the-counter services provided by the Government of Alberta.  Tables 1 and 2 summarize the findings for participants in each centre.  Two factors were highly important across all six groups:

· Being able to access reliable information on a specific service

· Knowing where to go for a specific service

When discussing the importance of these two factors, it was explained that as long as they know where to go for a specific service, then they can access it.  Others commented that if they had access to reliable information on a specific service, that this information would also include where to go for a specific service.  To some participants, these two aspects were perceived to be the same.

“It’s always very nice to be able to go to get started at the right place.  If you don’t know where to go, you start running around and won’t be able to find it…  I find that very frustrating.”

“Reliable information consists of where to go, what to expect, what to bring…  That’s what I consider reliable information.”

“To break it up, it’s hard to say, do I need reliable information or do I need specific service.  I want to get the job done, that’s what I really want.”

One respondent in Calgary chose ‘being able to go to complete a whole service process in one place, even when that process may have several different components’.  She explained her choice as follows:

“I just kept on getting sent from place to place to place with the land registry thing and with some title registry…  Maybe it’s changed, maybe you could do the title search, the land search and the business licence all in one place…  I went from building to building to building.”

Comments related to being able to go to one place for all the services you may need included:

“If I go to a registry, I get my driver’s licence, and I do all of these things…  I can’t imagine talking to the same person about my student finance loan.  I mean there’s certain issues that can’t be all combined in one because it’s so specialized.  It deals with very confidential information.  It’s very sensitive.”

Table 1

Average Ratings* of the Importance of Four Different Aspects of Accessing Over-the-Counter Services Provided by the Government of Alberta


Edmon-ton
Calgary
Grande Prairie
Leth-

bridge
White-court
Drum-heller

Being able to access reliable information on a specific service
10
9.6
9.4
9.6
9.9
9.8

Knowing where to go for a specific service
9.9
9.4
9.9
9.7
9.3
9.0

Being able to complete a whole service process in one place, even when that process may have several different components
8.4
9.4
8.5
8.7
8.3
8.9

Being able to go to one place for all the services you may need
7.1
7.1
6.7
7.1
5.9
7.2

* On a scale from 0 to 10 where ‘0’ means ‘not at all important’ and ‘10’ means ‘very important’.

Table 2

Number of Participants Who Ranked Each Factor as Most Important to Them When Accessing Over-the-Counter Services Provided by the Government of Alberta


Edmon-ton
Calgary
Grande Prairie
Leth-

bridge
White-court
Drum-heller

Knowing where to go for a specific service
2
3
5
9
5
4

Being able to access reliable information on a specific service
3
3
3
1
3
3

Being able to go to one place for all the services you may need
1
0
2
0
0
0

Being able to complete a whole service process in one place, even when that process may have several different components
0
1
0
0
1
0

3.3 
What Is Important in Making Over-the-Counter Service a Positive Service Experience

When asked to record what is most important to them when accessing over-the-counter services in making that a positive service experience, Table 3 shows that knowledgeable staff was recorded most often, followed by pleasant/courteous staff, fast service, helpful staff and accurate information.  A few pointed out that hours of operation were important to them when trying to access over-the-counter service or information:


“The pleasant service is the first thing you would recognize.”

“For me it’s time.  How much time am I going to stand in line and take to access the information I need.  I just want to get in and get out.”

“One thing is availability.  Is the office open [during the evening]?”

“Little annoyances, like waiting time.  I like the orderly queue lineup.  I like when you can take a ticket and you know which order in which you’re going to be served.  I hate when the everybody rushes and you step out of line for a minute and you lose your place.  Also reliability of equipment.  I don’t like machines to break down in the middle of your service.”
Table 3

Number of Participants Who Mentioned an Aspect as Being Important In Making Access to Over-the-Counter Services a Positive Service Experience


Edmon-ton
Calgary
Grande Prairie
Leth-

Bridge
White-court
Drum-heller

Knowledgeable staff
3
4
6
7
5
6

Pleasant/ friendly/good attitude/courteous/smiling

personable/agreeable
3
5
4
5
6
2

Quick/fast/prompt/speed/

short wait/timely
4
4
1
3
3
2

Helpful/attentive staff/able to resolve problem
0
1
3
5
2
1

Accuracy/correct/reliable information
3
2
0
0
1
2

Complete the entire transaction/no run around
0
1
0
0
0
2

Clean office
0
0
2
0
0
0

That you’re in the right place
0
0
0
0
0
1

Competent staff
0
0
1
0
0
0

Bright office
0
0
1
0
0
0

Well-coordinated network
0
0
0
1
0
0

Queuing protocol
0
1
0
0
0
0

Staff able to communicate/

explain
0
1
0
0
0
0

3.4 Preferred Over-the-Counter Service Option

When presented with six possible options for providing over-the-counter service, participants were asked to indicate the one service option that they most prefer.  As shown in Table 4, there was no clear consensus of views across the six groups. While the “Service Alberta Full-Service Offices and Satellite Offices Option” was the option selected most often in Edmonton, Calgary, Lethbridge and Whitecourt, the “Service Bundles Option” was selected most often in Grande Prairie.  In Drumheller, the “Electronic Integration Option” was the most preferred option.

The ‘Service Alberta Full-Service Offices and Satellite Offices Option’ was preferred primarily because it made it possible for Albertans to access any service they needed from any office that currently provides government services.  This, combined with  access to a knowledgeable person at the full-service office when needed, were the main reasons for choosing this option.  Comments related to the ‘Service Alberta Full-Service Offices and Satellite Office Option’ were as follows:

“What happens after 4:30, 5:00?  Does that have extended hours and do they have Saturdays?  Will there be back up at the [full-service office]?”

“The problem with having 6 or 7 limited full service[offices] is that you’re back to motor vehicle registrations…  with long lineups…  I would assume that those people accessing the public information service aren’t also tying into the same people who are serving the counter.”

There were several participants who preferred various combinations of options, as shown in Table 4.

“I like the customized integration option.  It seems like each area of the province would have their own group…  There’s a lot of hunters and fishermen here in this area [Whitecourt] and we can customize it to how it’s set up.  But then also I like the idea of electronic integration.  If there’s a computer terminal, you can go down and do your driver’s licence on that one.”

“I chose the Service Alberta full service offices and satellite offices first and then second it would be electronic integration option because I don’t think we’re ever going to get everybody computer literate.  It would be nice to have people there to help them.”

“You need probably a balance between the full service, and the electronic integration has a promise for unclogging the system even more.  I think it was a good move to go to the registry concept right from a centralized long queue type of government office…  Electronic integration is the next step beyond that.  It filters off people that are computer literate.  It gets them out of the lineups… and maybe would actually speed up the service for people that actually need to talk [to someone]…  You always have to have that option.  If you can filter off 80% through the electronics that would be great.”

“I picked the full service and then the customized integration.  I think it should be a little bit based on communities.  I like the idea of having just the name on the building saying ‘Service Alberta’ and everybody knows what you need - you can go to that central location.  You can go to the Provincial Building…  I think throughout the province, if we had a standard, that would help as well…  Put the standard together.  Put the common services together.  Publicize that.”

Certain options were perceived to be expensive, which made participants’ hesitant to select that option, or any of the options.

“I think the cost of providing that service [Service Alberta Full Service Offices and Satellite Office Option] would be horrendous.”

“All I see coming from this is a tax hike…  I’m currently happy with the way things are run.  I can get in and get through.  I have no complaints, really.”

“Give us more and cost us less.”

In Grande Prairie, there were a few participants who chose the ‘Service Bundles Option’ because they believed that this option was the closest one to providing ‘one-stop shopping’.  Others in the group pointed out that the ‘Service Bundles Option’ may not necessarily offer all services in one location, but rather they may have to go to different locations in order to get service in a different bundle.  Comments related to the ‘Service Bundles Option’ included:

“I just want a one stop… Just one building.  They could have different offices in that building, but one building that you have to go to.  There’s less confusion trying to find the place.  You know where it’s at.”

“I think it would be good.  One-stop shopping…  Providing it isn’t just one long lineup.  If it’s organized in such a way that you could actually access what you need rather than waiting…  Up here you get one thing, you’ve got to go to another place, another place.”

‘You should look at the idea of co-locating services at the location where that service would most likely be consumed… You could locate the human services in a hospital or something, or the justice in the court room area…  So people could access the government service where they go to consume other types of services that are similar.”

Comments regarding the ‘Electronic Integration Option’ were as follows:

“Can I make the assumption in the electronic integration option that the system would be in place to maximize the self service aspect?”

“It’s far cheaper.  Far more accessible.  Those who have any fear of computers would be assisted in the process.  And frankly, if we didn’t take that kind of approach in terms of technology, we’d still be driving horses.”
Some objected to the ‘Customized Integration by Location Option’, as they thought this would be confusing for people when travelling in the province.  Another could see difficulties in making decisions about what should be done in each area.

“I have some concerns about that customized integration by location.  Because if that’s your name on it, and I’m in Grande Prairie, and I’m getting all those services and I go to Edmonton and I go to that same office with the same name, it’s a whole different package.  And I think Alberta, as a whole, there needs to be uniformity at each office…  No poor cousins just because you don’t live in the big city.”

“The problem with the customized is that I don’t know who’s customizing it.  Who makes the decision what customization goes in which area?…  You go into a government office and they say, ‘no, we don’t offer that service here’.  Why?  Well your local authority decided we didn’t need it.  Well, damn it, I do.”

Table 4

Number of Participants Who Preferred Each Future Scenario for Improving Access to Over-the-Counter Services Provided by the Government of Alberta


Edmon-ton
Calgary
Grande Prairie
Leth-

bridge
White-court
Drum-heller

Service Alberta Full-Service Offices and Satellite Offices Option
2
5
2
5
2
2

Electronic Integration Option
1
2
0
1
1
5

Service Bundles Option
1
0
4
4
0
1

Provincial Buildings Option
0
0
0
2
1
1

Core Service Integration Option
0
1
0
0
0
0

Customized Integration by Location Option
1
0
0
0
0
0

Other:

Electronic Integration and Service Bundles Options
2
0
0
0
0
0

Other:

Service Alberta Full-Services Offices and Satellite Offices and Customized Integration by Location Option
0
0
0
0
2
0

Other:

Electronic Integration and Customized Integration by Location Options
0
0
0
0
2
0

Other:

Full-Service Offices and Service Bundles Options
0
0
1
0
0
0

Other:

One-stop with everything in one building
0
0
1
0
0
0

Other:

Service Alberta Full-Services Offices and Satellite Offices and Provincial Buildings Option
0
0
0
0
1
0

None of the above
0
0
2
0
0
0

4. Conclusions

Based on the information provided by the focus group participants, we conclude:

· For the most part, Albertans are satisfied with their current access to over-the-counter services.  There was general agreement that over-the-counter service could still be improved, providing any improvements do not add to the cost of providing over-the-counter service.

· The preferred option for improving service was the ‘Service Alberta Full-Service Office with Satellite Offices Option”.  If this option is implemented, it would have to be cost-effective, and access to a knowledgeable person at the full-service office would need to be ensured.

· What Albertans need most when accessing over-the-counter services is to be able to access reliable information on a specific service and to know where to go for a specific service.  It was less important that they be able to go to one place for all the services they need, or to be able to complete a whole service process in one place, even when that process may have several different components.

· Being able to go to one place for all the services needed (one-stop shopping) was a desired option for certain subgroups:  disabled persons, seniors, students and people new to the province.  This may require co-location of the various levels of government that serve these groups.

· Participants outlined instances where they had difficulty accessing over-the-counter services.  By addressing these difficulties, there may be opportunities to improve access.

Handout Questionnaire:  Preferences for Improving Access to Government of Alberta Services
Please read the following descriptions of various ways that access to Government of Alberta services and information might be improved.  After reading each description, please check the one that your most prefer, if any.  Check one only.

_____
Electronic Integration Option.  All service delivery offices would provide access to electronic services, in addition to their normal services.  This would include provision of a computer terminal for self-service and provision of any hands-on assistance that is required in order to complete the transaction online.

______
Core Service Integration Option.  The core services used most often by Albertans would be accessed at any “Service Alberta” office.  These offices would be located throughout th province and would be staffed by employees who work at existing local offices (i.e. private Registry Offices or provincial government offices).  Each local office would be able to choose whether or not they offer other services besides the core services.

______
Service Alberta Full-Service Offices and Satellite Offices Option.  There would be 6 or 7 “Service Alberta” offices staffed by government employees.  Each of these offices would be in a major centre or region and would offer a broad range of services.  Privately-run satellite offices (e.g. local private Registry Offices) would provide core services (that is, services accessed most often) and would use the staff at the full-service Service Alberta office as advisors when providing additional services to their clients.

______
Service Bundles Option.  Five or six bundles of services would be identified (e.g. Motor Vehicle Services, Employment and Education, Justice, Human Services, Business, etc.)  The full range of services in each bundle would be accessed at a Service Alberta office designated to provide that bundle.  A “Service Alberta” office would provide one or more service bundles.  Each  bundle would be made available to Albertans in every key region of the province.

______
Provincial Buildings Option.  A “Service Alberta” kiosk and representative would be available in every provincial building.  The kiosk would enable self-service and the representative would help clients get in touch with the appropriate service provider.

______
Customized Integration by Location Option.  Each “Service Alberta” office would be customized to meet the needs of local residents.  Consideration would be given to the services currently available in that location, residents’ preferences for service and service access, infrastructure currently in place for service delivery, and residents’ perspectives on the best way to access services.

______
None of the Above.  Current over-the-counter services would continue to be delivered.  No change or improvement to access is required.
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