Project Partners

Treasury Board Secretariat and SCI Team

This was a small team of some 20 people at most, but they shared the same vision and commitment to
developing a citizen-focused approach. Their goal can be summed up as wanting to change the government’s
approach to service delivery from inside-out to outside-in; in other words, adopt an approach focused on the
client’s needs rather than departmental or agency objectives. SCI team members were part of the Service and
Innovation division, specially created within the TBS to explore ways of improving the delivery of government
services

The team members were selected for their extensive public service experience and ability to manage change.
The first dark cloud that loomed over this project was their high turnover rate. As experienced, seasoned
managers, they were often earmarked for other positions that some ended up accepting. The second came from
the ambiguity surrounding the TBS’s dual role of controller and entrepreneur, at least with this project.

Other Parners

There were numerous federal partners: Public Works and Government Services Canada, Human Resources
Development Canada, Canadian Heritage, Canada Post, Industry Canada, Agriculture Canada, Citizenship and
Immigration, Canada Information Office, Revenue Canada and a few others. Two played a key role in the project.
The first was Public Works, which runs the 1-800 call centre, has the database on all government services, and
manages the government’s website. This department has very broad responsibilities in the realm of government
services and its power is widely known. HRDC was the second major player because it already possessed a large
network of in-person access centres and, over the years, had developed extensive experience in providing client
services. Because of management problems that received wide media coverage, HRDC adopted a rather low-key
role in the project and did not try to exercise any type of leadership whatsoever.

The SCI project also had other levels of government as partners, namely several provincial governments (New
Brunswick, Manitoba, British Columbia and the Northwest Territories) and a few local governments. In addition,
there were also community groups and a few nonprofit organizations (NPOs). The number of partners was very
large, which did not fail to complicate cooperative relations.
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