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OBJECTIVE
To recognize the Region of Peel's commitment and ongoing efforts to deliver citizen-centred
services to the residents and businesses of Peel; and to acknowledge the 2012 Heintzman
Leadership Award that was recently awarded to David Szwarc, recognizing his contributions in
strengthening Peel's citizen-centred approach to service delivery.
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Governments are focusing on citizen-centred service delivery to meet the changing needs
of communities
The Region of Peel has a sound track record of continuous improvement and citizencentred service
The 2012 Heintzman Leadership Award, recently presented to David Szwarc, recognizes
the Region of Peel's efforts and commitment to citizen-centred service delivery

DISCUSSION
I . Background
A citizen-centred approach to service delivery means that government services are
designed and delivered in ways that address the needs, priorities, perspectives and
satisfaction of our citizens. The 'voice of the citizenlclient' is central in establishing service
improvements and guides how, when and what service is delivered.
Technological advancements and shifting global economies, along with increased fiscal
pressures have significantly impacted citizens' expectations of government. Also, research
has shown that high levels of citizen satisfaction lead to high levels of trust and confidence
in government. As a result, governments have increasingly focused on citizen-centred
delivery to effectively and efficiently meet the changing needs of the community.
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Governments are working collaboratively and across jurisdictions to understand citizens'
needs and expectations; measure and understand citizen and client satisfaction; and
improve service delivery and quality, including access to services and information.
Public sector groups such as the Public Sector Service Delivery Council (PSSDC), the
Public Sector Chief Information Officers Council (PSCIOC) and the Municipal Service
Delivery Officials (MSDO) are comprised of senior service delivery leaders from across
Canada and share a common goal of improving service to Canadians. In order to support
public sector organizations to achieve high levels of citizen satisfaction, the PSSDC
established the Institute for Citizen-Centred Service (ICCS) as a centre of expertise in
citizen-centred service delivery. In addition, the ICCS also provides a forum for national and
international collaboration and networking regarding public sector service issues, trends and
ideas. Similar to many jurisdictions across Canada, the Region of Peel has maintained a
symbiotic relationship with the ICCS. The Region has been actively involved in various
ICCS programs and has also utilized their public sector research, data and knowledge to
inform Peel's service improvement initiatives.
2. Peel's Citizen-Centred Service Approach

The'fundamental principles of citizen-centred service are not new to the Region of Peel.
Service excellence has had a notable presence in previous strategic plans and it is
embedded in the mission statement in the current Strategic Plan. It is also one of seven key
themes in the current Term of Council Priorities.
Many examples of service improvement initiatives can be found in our history and across the
organization. When Peel's Common Purpose was introduced in 2007, it provided a lens and
the impetus to focus and align the Region's service improvement efforts. The Common
Purpose is founded on the Public Sector Service Value Chain (SVC) model which proposes
that high levels of employee engagement lead to high levels of citizen satisfaction (and vice
versa) and ultimately, high levels of trust and confidence in governmentq. The SVC model
reinforces the need for government services to move away from the traditional 'inside out'
(focusing on organizational requirements) to an 'outside in' approach (focusing on citizens'
needs) to be effective and responsible.
The following are examples of how the needs and expectations of citizens and businesses
have informed service quality and access improvements in our organization.
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The corporate re-organization that was undertaken in 2007 was aimed at improving our
organizational structure to enhance employee engagement and citizen satisfaction and
build strong trust and confidence in the Region of Peel. There was a focus on the vision
and design criteria, particularly the kind of corporate structure that would meet the
service needs of a growing and diverse Peel community and how staff could be better
supported to deliver services. The result was a new corporate structure that improved
coordination of services and enhanced service delivery. The corporate re-organization
prompted many areas to take a look at their current structure and consider how they
could make improvements to achieve the Common Purpose goals, particularly the
actions needed to improve services and better meet the needs of the community.

Heintzman, R. and Marson, B. People, Service and Trust: Is there a public sector service value chain. International Review of
Administrative Sewices. Dec 2005; Vol 12 (4), pp 549-575. htt~://www.networkedaov.calPeo~leServiceTrustMarsonHeintzman

m.(a,-b\-3
October 1, 2012
CITIZEN-CENTRED SERVICE IN PEEL & 2012 HEINTZMAN LEADERSHIP AWARD
Human Services (HS) developed a new Service Delivery Model in 2009 based on
consultations with the community, representatives of Regional Council and staff. The
citizen'slclient's experience was central in the design of the new service delivery model.
The goal was to integrate service delivery so that service was seamless and easy for
citizens and clients to access and receive. For example, the HS Assessment Unit that
was launched in 201 1 is the first point of contact for all Human Services supports and
services; it manages all intakes for Housing, Children's Services and Ontario Works.
Service access was also increased and applications for services and supports are now
available by telephone, mail and online. Citizen-centred principles of 'no wrong door',
simplified access, and consultation to identify needs priorities and options are integral to
the HS service delivery model.
Peel Public Health's evidence-informed decision-making (EIDM) approach to program
planning uses the best research evidence available to stay current with and ahead of
community needs. Presenting the evidence that informs program and service decisions
demonstrates Peel Public Health's commitment to delivering high quality programs and
services. For example, EIDM identified that the cardiovascular screening component of
the Heartmobile Program was not achieving the desired effectiveness and reach, so
resources were be better allocated to an expanded Workplace Health Strategy.
Similarly, research along with an environmental scan and needs assessment of existing
clients informed the design of the Parenting in Peel Facebook webpage. Among the
identified benefits of the new webpage are the use of social media which has enhanced
citizen satisfaction by providing access to services in a timely manner and giving Peel
Public Health the opportunity to obtain feedback from the community and help identify
service gaps to inform future improvements.
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The Transportation Program Planning (TPP) team in Public Works knows that clients are
central to their business and work and wanted to apply a citizen-centred philosophy
during Municipal Class Environmental Assessment (MCEA) projects. Typically a
schedule "C" MECA project involves two public meetings and agency consultation
throughout the project. TPP improved this process and enhanced citizen-centred service
by engaging internal and external clients at the onset of a project with planned
discussions and meetings throughout the duration of the project. These numerous
discussions during the life of a project seek to understand the clients' needs and the
supports that are required to achieve the desired outcomes. Clients are also able to
dialogue and understand processes and project timelines.
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The Peel External Client Satisfaction and Trust and Confidence Survey, a component of
the Common Purpose Measurement Strategy, measures the level of satisfaction with
Regional services, helps us determine what drives satisfaction, and helps us understand
the community's perceptions of the Region of Peel. The data and research we derive
from the bi-annual survey helps departments focus improvement efforts, as well as
identify areas where citizen-centred service is having a positive impact. The survey is
designed with input and feedback from the community. This input helps identify the core
issues that are important to Peel citizens and businesses, and in turn informs the
survey's design. Input from the community is key to ensuring that the survey specifically
addresses the needs and issues of the Peel community.
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3. 204 2 Heintzman Leadership Award

David Szwarc was recently presented with the 2012 Heintzman Leadership Award, an
award presented by the ICCS to an individual that has demonstrated outstanding and
sustained leadership within the Canadian public sector in promoting citizen-centred service.
This award recognizes David Szwarc's leadership and the excellent work of Regional staff in
making the Region of Peel the strong citizen-centred service organization it is today.
CONCLUSION
The Region of Peel is strongly committed to meeting the needs of our community, not only in
the programs and services that we provide, but also in how we deliver these programs and
services. Peel is a citizen-centred organization that will continue to listen to the 'voice of the
citizen/clientl as we look for ways to improve service delivery and better meet the needs and
expectations of citizens and businesses. Peel's service improvement initiatives continue to
evolve as the needs of our diverse community evolve and will play a key role in our efforts to
continue to be a leader in municipal government.
The 2012 Heintzman Leadership Award not only recognizes David Szwarc's outstanding
leadership in public sector service delivery, it also recognizes the Region of Peel's efforts to
improve the quality of services to the citizens and businesses of Peel.
Peel is a leader in service delivery in the municipal sector and our continued focus on delivering
citizen-centred service will strengthen the relationships with our citizens and clients and lead to
increased trust and confidence in Peel.

Emil Kolb
Regional Chair

For further information regarding this report, please contact Arlene Appleton at extension 4313
or via email at arlene.appleton@peelregion.ca
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