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240 : 1 websites
192 :7 online offers
80:1 web hosts
50:1 new media contracts
100s : 1 brands
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40 departments
110 countries
230 offices
400 content providers
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A notional journey through online content in
order to attain information or knowledge about a
particular product or service
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Service offer

Governance professional services

]

H
Science professional services 7:|

—

Services requested from
BC Canada online

Uk education exporters

Arts professional services
Tourist information 7:|
Jobs [T
Educational exchanges 7:|
I —

Visas

Scholarships ]
Study in the UK ]

T T T T T
0% 10% 20% 30% 40% 50%

People polled

60%

Presenting content that is
specific to the service offer and
controlled within a creative
framework
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SERVICE CANADA INTERNET
Presentation to GTEC
October 24 th, 2006
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Overview

Background
Service Canada’s Web Site Today

What the New Service Canada Site Offers

Testing the Site with Canadians
Client Journey
Next Challenge: Managing the Content

Moving Forward: Integrated Approach

Background

Service Canada has conducted comprehensive research to determine:
What are our clients looking for in the web service
What motivates them

Citizens First found that Canadians were looking for:

A successful outcome

One-stop source for information and service

Easy to find, accessible content

Ease of site navigation

Visual appeal .

5( A 1<

This research has guided the development of a new service web site — user-centred
service content, additional functionality and design.

The new Service Canada site offers our clients a more useful, intuitive, responsive,
and user-centred service experience.

(Citizens first 4, November 2005)
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What are Canadians saying about
servicecanada.gc.ca today?

While Canadians in general like the
current approach, actual clients say
our site does not meet all of their
needs.

We will continually improve the site
based on what Canadians tell us.

servicecanada.gc.ca today

Citizens first 3, November 2004
Citizens first 4, November 200"

(Senvice Improvement Initiative, January
(GOL Panel Survey 7, December 200!
(GoC Internet Site Satisfaction, 200!

How are Canadians using the current Service Canada  site?

Canadians are looking for one stop access to
programs & services...

The four most popular links account for D

nearly 3/4 of all traffic — jobs, El, benefits,
on-line services

These four links are program and service
related

Campaigns, although very prominently
featured, receive 2% of traffic
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How can we improve?

Service Canada researched the current site’s strengths and challenges
through various avenues:

Search logs
1 800 O-Canada database

Previous research (i.e. Employment Insurance’s “Taming the Queue”
investigation into call centre wait times)

Based on feedback we have modified the content, layout, design, and
navigational features

What does the new Service Canada site offer?

One-click access to Self-service options
90% of the most are prominent

requested programs
and services

Access to all GoC

information

Direct answers to
frequently asked

questions Enhanced
accessibility for

Persons with

Navigation by Disabilities

Subject, Audience,

and A-Z Index Most frequently
requested

government sites
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Testing the new site with Canadians...

Tested the prototype
with youth, working
families and seniors.

Overall reaction to the
home page was very
positive — e.g., users
were asked to rate the
page as a starting
point for accessing
programs and
services. On a
5-point scale

(1=Poor, 5=Excellent),
most gave a rating of
4o0r5

Testing the new site with Canadians...

Segment Landing
Pages:

Participants liked the

concept of client segment

landing pages e.g.,
seniors landing page

No client segments were

considered missing
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Testing the new site with Canadians...

Program Landing
Pages:

Participants liked the
question-and-answer
format the plain
language, and level
of detail

Testing the new site with Canadians...

Life Events Page:

Overall, participants liked
the content and level of
detail.
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Testing the new site with Canadians...

Service Canada is committed to
continuously improving our Web site

Your Comments Matter! Questionnaire
will be added to the new Internet site
in order to collect information that can
lead to actual changes/improvements
to the web site and to better client
experience on the site

Client Journey

Service Canada’s “no wrong door” approach provides Canadians with
multiple ways of navigating to the information they seek (e.g. program
landing pages, client segment pages, life events page)

In addition to focus testing with Canadians, we tested with client service
delivery agents (in-person and through call centres) by replicating a client
journey

The feedback from front-line staff was very helpful:

“The new site layout is going to be excellent for clients - very user
friendly.”

“On the new website, the language of link to access Employment
Insurance forms is different from old website. Due to this change, this
could have an impact on citizens receiving news releases on how to
access employment insurance.”

“The site has a much cleaner look and the navigation features are
much more user friendly.”
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Next Challenge: Managing the Content

Objective is to create a dynamic site where we can add relevant program
and service content from all levels of government

Write the information once, use it many times

Service Canada needs a robust and sophisticated Information
Architecture to support a dynamic service-oriented site
Design and develop a uniform, enterprise-wide approach to
information classification
Define requirements for structuring content and metadata to enable

reuse, exchange and dynamic presentation across all delivery
channels (Internet, Intranet, telephone)

Search function is being improved to ensure ease of access to all
government programs and services

Moving Forward: Integrated Approach

Service Canada is committed to continually improving site content,
presentation, navigation and functions through user-centred design

Effective development of web content management requires:
Ongoing public opinion research;
Accessibility/usability testing;
Continual analysis of client sectors; and

Leveraging the knowledge and skills of call-centres and in-person
centres

This integrated approach to service delivery improvement will ensure
Service Canada continues to meet or exceed the needs of Canadians
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