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Message from our 
Chief Executive Officer

In 2018, Canada’s Economic Strategy Tables  
issued a challenge to the Government of Canada 
to “Digitize all public-facing government services 
so they are accessible by web and mobile phone  
and available behind a unified login system by 
2025.” The first Canadian Digital Service 
Strategy was born out of this challenge in May 
2019, and it is one that continues to drive the 
relevance and evolution of the organization today. 

As we celebrate five years since the publication 
of our first strategy, we are reflecting on our 
achievements, building on our experience and 
evolving toward an enterprise-class CDS. As 
we look back, we have a lot to celebrate. During 
the unprecedented pressures government faced 
because of the COVID-19 pandemic, CDS rose 
to the challenge. The principles of being 
human centered, working iteratively and in 

the open allowed the organization to deliver 
where others couldn’t. With already established 
multidisciplinary agile product teams, the use 
of GC Notify, a CDS home-grown product for 
sending notifications, was expanded to ensure 
that important information about the pandemic 
was reaching Canadians in a timely manner.  
In addition, many CDS employees quickly 
pivoted to the development of COVID Alert: 
Canada’s exposure notification app to help 
limit the spread of the disease by increasing 
people’s awareness of their potential exposure. 
The organization’s ability to respond during 
this moment of crisis demonstrated its value 
and saw CDS gain permanent funding and an 
expanded mandate to deliver services on behalf 
of other government jurisdictions.

The pandemic demonstrated how important it is 
for government to adopt modern technological 
infrastructure and empower agile teams to 
respond and improve services at speed. As the 
country emerged from pandemic restrictions, it 

Paul N. Wagner,
CEO, Canadian Digital Service

Source: Paul Wagner

“Canadians deserve 
high-quality and efficient 
Government services that are 
accessible, timely, and make 
their lives easier.”
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also pushed us to reflect on long-standing service 
delivery problems that became front page news 
when backlogs in the processing of passports 
and immigration applications gained widespread 
coverage in the press and on social media. 

The start-up days of CDS are coming to an end. 
In the seven years since the organization was 
launched as a pilot, so much has happened, and 
a lot of progress has been made toward digital 
service delivery in the Government of Canada. 
But, when we think about all the possibilities 
and the potential for what end-to-end digital 
service delivery could look like (see Annex 1), we 
recognize that more still needs to be done. CDS 
is evolving as an organization, and we are ready 
to respond to the challenge. 

I became the CEO of CDS in November 2023. 
I accepted this new challenge at a moment 
when conversations around improving the 
delivery of government services were steadily 
gaining momentum. The summer of 2023 saw 
the culmination of work by the ministerial 
task force to improve government services to 
Canadians, followed by the establishment of a 
new Minister of Citizens’ Services and an Order 
in Council that brought CDS to Service Canada. 
With the move to the new department, CDS was 
given an expanded mandate to enable digital 
service improvements across the Government    
of Canada, ushering in a new era for  
the organization.

When the ministerial task force to improve 
services to Canadians was launched,  
the explanation of its impetus began with  
a simple statement, “Canadians deserve high-
quality and efficient gvernment services that are 
accessible, timely, and make their lives easier.” 
Much like the challenge issued by the Canadian 
Digital Strategy Tables in 2018, these words truly 
resonate with me and are a launching point for 
our current strategic vision. 

As I look back on my first six months at CDS, 
I feel privileged to be part of such an amazing 
organization with one of the best mandates in 
the Government of Canada. I am looking at the 
future with a great deal of hope for what we 
can accomplish. It’s time to take stock of what 
we have done, live by the lessons that we have 
learned, and set our sights toward new challenges. 
Drawing on key findings and recommendations 
from the formative evaluation of CDS and a third-
party viability review completed by Deloitte, this 
strategy lays out a refreshed mandate for CDS and 
a roadmap for collaboration across government to 
improve the end-to-end service journey through 
digital enablement.

I would like all public servants to see this 
as an invitation and a call to action to break 
down silos and embark on this important journey 
with us. As the Government of Canada, we can 
only deliver digital services that meet people’s 
expectations if we do it together. 

Paul N. Wagner
Chief Executive Officer, Canadian Digital Service
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How we 
got here

Founded in 2017 as a three-year pilot project,  
CDS aimed to fundamentally change the way federal 
government services are designed and delivered. 
Partnering with federal departments and enabling public 
servants to adopt evidence based and iterative methods  
of working was the mainstay of CDS’s early business 
model. After demonstrating impact and potential, funding 
for the CDS pilot was extended in 2019 by two additional 
years.

The onset of the COVID-19 pandemic in 2020 prompted 
a doubling of the CDS budget, reflecting the urgent need 
for enhanced digital services. In 2021, funding for 
CDS became permanent, solidifying the presence of 
the organization as a driver of change in the federal 
government. CDS also gained the authority to provide 
digital platform services to other levels of government 
paving the way for more interjurisdictional collaboration. 
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A new role for CDS 
within the GC

In July 2023, as part of the broader push by 
the Government of Canada to improve service 
delivery, a new Minister of Citizens’ Services 
was appointed. Shortly after, CDS was moved 
to Service Canada within Employment and 
Social Development Canada (ESDC) through an 
Order in Council. This move aimed to increase 
the impact of CDS in helping to deliver on a 
cohesive vision for government services and 
marks a significant turning point in how service 
transformation is being framed and driven within 
the Government of Canada.

Capacity and expertise are being brought 
together in recognition of the need for a whole-
of-government approach to accelerate service 
transformation. After welcoming Paul N. 
Wagner, the new CEO in November 2023, CDS’s 
position as a leader in GC transformation was 
further solidified when responsibility for digital 
credentials and client experience were transferred 
to the organization shortly after. Previously, no 
department has had the mandate to connect the 
dots to understand the impact of siloed service 
delivery across the Government of Canada. 

Photomontage: CDS
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With the new Minister of Citizens’ Services,  
this role is now being assumed by Service Canada. 
CDS holds domain expertise that will make it an 
integral player in charting a strategic path forward 
for how government services are designed and 
enabled by research, data, and technology. The 
tools and talent to accelerate service improvements 
will be more accessible through easy-to-implement 
product solutions and capacity building services. 
CDS will lead the way in conducting strategic 
research and analysis of existing government 
data related to digital and service. Through 
collaboration with key partners, such as TBS, 
CDS will provide advice and recommendations 
to guide senior leaders and governance tables 
in making better decisions around application 
rationalization, service consolidation and client 
experience. It will also dramatically increase 
the GC’s ability to funnel investments toward 
enterprise solutions to improve the efficiency, 
effectiveness, and reach of government services.

As the organization positions itself to scale 
its products and the scope of its services, a 
key area of focus for CDS will continue to be 
improving services delivered by Service Canada, 
as an anchor client. Headway has already 
been made toward establishing an integrated 
service experience and providing easier access 
to information and Service Canada benefits 
through Customer experience (CX) capacity 
building, leveraging the GC Design System, and 
by having embedded product delivery teams 
throughout the department on priority service 
improvement initiatives. CDS, with the leadership 
of the department’s new Chief Client Experience 
Officer, will play a key role in driving client 
centered improvements within Service Canada. 

In addition to working with Service Canada, 
CDS recognizes the important work that is 
already underway in other key service delivery 
departments, including Immigration Refugees and 
Citizenship Canada, Canada Revenue Agency, and 
Innovation, Science and Economic Development. 
CDS will act as a uniting force to further enable 
ongoing service modernization initiatives through 
existing and new CDS products, including a single 
front door for accessing government services for 
which funding was provided in Budget 2024.

CDS is perfectly poised to become 
the digital service transformation 
enabler for the federal Government.

In turn, CDS will leverage the success of ongoing 
work to accelerate the transformation of services 
in other areas where solutions can be reused and 
scaled. In addition, within Service Canada, CDS 
will take on a new leadership role in providing a 
target state operating model and standards for 
client experience and service delivery. While TBS 
has clearly outlined what government needs to 
achieve through the Policy on Service and Digital, 
CDS is helping departments understand how to 
get there. In assuming an advisory and leadership 
function, CDS will further increase the impact 
of digital service improvement efforts through 
prioritization of transformation initiatives and 
alignment of existing and new investments at the 
enterprise level. CDS is perfectly poised to become 
the digital service transformation enabler for the 
federal government.
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The way CDS works 
positions us all for success
CDS works differently and this has been a huge contributor to 
our success. Whether we are building products, working to solve 
service problems in other departments or tracking down evidence 
to help the GC make strategic transformation decisions, we work 
according to a common set of values:

We work in small, empowered, independent, 
interdisciplinary teams

We engage directly with the people 
who will use the service, at every stage 

We make small, incremental changes to products, continuously

We make accessible, inclusive services that work 
on any device or screen

We make it easier for other departments to work in similar ways  
by sharing code, resources, work-in-progress, community,  
and lessons

We advocate for and inform policy changes,  
grounded in delivery experience

We work together by following the CDS Values 
and the Values & Ethics of the Public Service
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CDS is distributed across Canada 
to tap into digital talent pools, 
and uses a talent sourcing 
strategy to ensure that we can 
compete with the private sector. 

Members of the organization come with 
diverse experiences and backgrounds. As an 
organization that works tirelessly to design and 
develop products and services that are equitable 
and accessible, CDS will maintain and look to 
expand its footprint across the country and work 
to ensure that the team is representative of all 
people that the Government of Canada serves. 

Our delivery teams are multidisciplinary  
by default and are comprised of members with 
different skill sets: a product manager, a service 
owner, a delivery manager, a user researcher,  
a content designer, a designer, and a developer.
These teams can also draw upon the expertise  
of policy advisors, storytellers, and localizers.  
To maintain their focus, CDS takes the pressure 
off delivery teams by removing blockers and 
administrative burden through the provision of 
in-house infrastructure and operations support. 
CDS also pushes the boundaries in areas that 
have been traditionally problematic in the service 
transformation space. When it was established, 
CDS identified and then created the conditions 
that it would need to succeed. 

By seeking authorities to operate a little 
differently, CDS has made it possible to 
experiment while pathfinding modern digital 
government delivery through:   

 
	■ A unique CDS brand identifier  

for marketing, communications,  
and recruitment

	■ Flexibility to use and procure the tech-
nology and tools that optimize employee 
productivity while allowing the organization 
to explore innovative methods of securely 
developing and delivering products

	■ Hiring across Canada and maintaining 
a full-time distributed and remote work 
environment

	■ Human resources (HR) flexibility to recruit 
and hire highly sought-after talent 

	■ ’Working in the open’, which means 
acknowledging the nature of our work 
as being iterative and broadly sharing 
our failures and successes, so our  
learning is collective  

CDS isn’t run like a typical government 
department, it has been intentionally designed 
to enable agile multidisciplinary teams to deliver 
products and services.
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What CDS brings 
to the table

A vision for a digitally enabled end-to-end service journey 
and the products and services to get there.

As a product delivery organization and a digital 
service delivery enabler for the GC, CDS has a lot 
to offer. Over the next three years we will be on a 
journey to increase the use of our existing products 

and services and introduce new ones strategically 
to enable an improved end-to-end digital service 
experience. CDS has distilled government client 
experiences into six common stages. 

Below we have outlined what an optimal digitally enabled experience could look like 
from the perspective of a client if services were integrated across channels:

Awareness and 
learning about 
programs

People are made aware of 
the program, can understand 
eligibility, and learn how to 
apply

Application 
and providing 
requirements

Integrated digital services 
provide an experience that 
meets modern expectations

Waiting to 
hear back from 
government

The stress of waiting is 
reduced through clear 
communication of updates on 
progress

Meeting additional 
requirements

Complicated or multi-step 
journeys are supported with 
channel integration

Getting a decision 
and/or appeals

Decisions are communicated 
in a timely and appropriate 
way. Appeals are supported 
so people aren’t starting over

Receiving benefits, 
enrollment, 
or updates
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Getting a benefit, proof,  

or deposit is fast. Updating 

or withdrawing later is easy 

and integrated



Annex 1 of this document provides additional 
details on CDS’s vision for how the government’s 
current siloed service channels could be better in-
tegrated. Through digital technologies, in person, 
and call centre support, key digital products and 
back-office service operations are depicted in a 
future state as all working together to better meet 
the needs and expectations of clients. 

Currently, CDS is contributing to digital enable-
ment of services through existing composable 
products like GC Notify and GC Forms. They of-
fer easily integrated solutions to improve access to 
services and have the potential to gain efficiencies 
through widespread (re)use across the GC. Our 
evidence-based GC Design System is continuously 
helping government move towards a consistent 
and user-friendly web and mobile experience and 
is improving through regular user testing. As a 
delivery organization we also know what it takes 
to adopt new methods of working and will con-

tinue to grow government’s capacity to work with 
a digital mindset by providing expert advice and 
services across the GC. As we have in the past, 
we will continue to offer hands-on advisory and 
capacity building services to help departments 
along their transformation journeys, evolving our 
offerings based on areas of need.

Moving from TBS to Service Canada and taking 
on a larger scope of work means that CDS will 
be going through a time of transition. We will 
be working toward a new business model that 
will draw on our previous success, while at the 
same time exploring new territory through the 
introduction of whole-of-government enterprise 
products to solve common service problems. This 
approach will allow us to move the needle on solv-
ing enterprise service problems at the same time 
as supporting departmental service outcomes. 
Times of transition can be unsettling, but driving 
innovation at scale is what CDS was meant to do.

Photomontage: CDS
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Staying mission 
oriented during 
transition and growth

Over the next three years, CDS will do a lot of work to grow into 
an enterprise leading organization with the capacity to steer and 
support digital enablement at the whole-of-government level.  
While sticking to our values, we will be building on our experience 
and a strong foundation to deliver on a new and ambitious mandate.

Photomontage: CDS

To enable a better end-to-end service journey for people and businesses seeking 
services from the Government of Canada, we will maintain our focus on four 
key missions. These missions are guided by the Government of Canada’s Digital 
Ambition and the Mandate Letter of the Minister of Citizens’ Services. At the 
same time they also provide a framework for showing what it looks like to deliver 
using Canada’s Digital Standards.
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Mission 1

Easy access to government services 
for all people and businesses

The needs of all clients are proactively taken 
into consideration to increase ease of access 
to information and services and minimize the 
number of touchpoints required to obtain a 
service.  

At a whole-of-government level this 
mission will be accomplished by:

■ Offering multiple channels for
accessing services that accommodate
varying user preferences and
accessibility needs

■ Consolidating access to various
government services in one place
through a single front door. This
includes an enterprise solution for
signing in and verifying identity

■ Ensuring that clients can choose
to share data between services
to reduce the need to provide the
same information and documents
multiple times

Mission 2

■

■

■

Human centered client experiences 
focused on solving whole problems
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Service journeys that may span multiple 
departments are organized to hide the com-
plexity of government and aim to help clients 
solve problems holistically in as few steps as 
possible.  

At a whole-of-government level this 
mission will be accomplished by: 

Adopting a client mindset to solving
problems stemming from significant
milestones, such as having a baby,
applying for permanent residency,
or incorporating a business

Strategically reorganizing and linking
information and services around
life events and proactively exposing
additional relevant services and
information to clients based on
previous interactions

Providing clients with a service
dashboard to track the status of
service interactions and be notified
of changes



Mission 3

Effective, efficient, and trustworthy 
services enabled by data 
and technology

A digital first mindset is adopted. This 
means considering both evidence and data by 
design and strategic technology enablement 
to ensure consistency of experiences and 
continuous improvement. 

At a whole-of-government level this 
mission will be accomplished by: 

■ Establishing a client experience vision
and target state operating model that
is backed by user research and data

■ Establishing an enterprise
technology roadmap to enable key
aspects of the target state operating
model and tracking performance
indicators for continuous
mprovement and reporting

■ Ensuring that services are privacy
protecting, secure, and reduce the
risk of fraud

Mission 4

Empowering people to deliver
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The behaviours that are modeled and the 
enabling conditions that are created to ensure 
that the Government of Canada can strive 
toward new levels of digital maturity.

At a whole-of-government level this  
mission will be accomplished by helping 
government:

■ Embrace experimentation and innovation

■ Adopt iterative methods of working

■ Build client centricity into all steps of the
service design value chain from policy
development through to performance
measurement

■ Break down silos and move beyond
departmental mandates to deliver an
integrated service experience

■ Cultivate a culture of data literacy
and evidence-based decision making

■ Enhance digital skills through targeted
recruitment and training programs

■ Promote equity and inclusion to ensure
that the people designing and implementing
services reflect the diversity of the people
that are accessing them

■ Embrace principles of openness and
transparency to foster accountability,
trust, and collaboration



2024-2027: How CDS 
products and services 
will deliver
In its new role as a whole-of-government service transformation 
enabler, CDS will deliver two types of products that will accelerate 
digital service enablement and move toward a truly client-centered 
end-to-end service experience. In addition to strategically influencing 
enterprise plans for technology investments and the prioritization of 
digitally enabled service improvements, CDS will drive change at the 
departmental level by offering capacity building services and tools  
to help public servants deliver on the GC Digital Standards especially 
the first standard, “Designing with users”.

Enterprise 
products
 
for solving whole 
government 
problems

Self-service 
composable 
products
 
empowering 
departments to 
create scalable, 
consistent and, 
versatile service 
journeys
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Transformation 
capacity 
building services
 
to help 
government 
deliver on the GC 
Digital Standards



Products and services defined
Enterprise products
The foundational technological enablers required 
to improve the entire client journey, reduce friction, 
and provide more seamless service experiences across 
service channels and departments. Deploying enterprise 
products, including a single front door for accessing 
services will enable the integration of digital technologies 
across business lines and service offerings, fundamentally 
transforming how departments and agencies streamline 
processes to deliver common experiences.

This table shows CDS’s current state and ambition 
for improving and streamlining the end-to-end service 
experience through enterprise products.

Sign-in & Credentials

Current

■ Accounts/ Sign-in

■ Digital Credentials

Future

■ Digital signatures

■ Increased levels of assurance

Digital content

Current

■ Canada.ca

■ Top Tasks

Future

■ Smart answers

■ Appointment booking

■ Automated wait times

■ GC Design System

Photomontage: CDS
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Self-service composable products 
They are different from enterprise products in 
that they aim to empower government teams to 
create and run high quality services through a 
mainly self-serve model. They are the building 
blocks for creating scalable, consistent, and 
versatile service journeys. 

They introduce a level of digital maturity through 
flexibility, efficiency, and interoperability. Adop-
tion of these products is not mandatory in 
contrast to enterprise products, and they aim to 
address specific client and business needs to 
alleviate service pain-points.

This table shows CDS’s current state and ambition for improving 
and streamlining the end-to-end service experience through composable products.
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Forms and data intake

Current

■ GC Forms

■ Up to Protected B

Future

■ Attach a File

■ Save and continue

■ API Integration with processing

Experience Integration tools

Current

■ Client experience surveys

■ Task success surveys

Future

■ Channel Integration tools

■ Cross-Channel feedback loops

■ Digital assist tools

Digital notifications

Current

■ Email (with attachments)

■ SMS

Future

■ Additional message types

■ Subscribe for updates

Processing Applications

Future

■ Status visibility

■ Rules manager

■ Data validation

■ Adjudication & decisions

■ Workflow/backlog optimization



Transformation capacity building services
These services take shape based on departmental 
needs. CDS will provide services and tools 
that focus on but are not limited to, needs and 
readiness assessments for onboarding to GC 
products, CX services and advice focused on 
capacity building in the areas of client research, 
client testing, performance measurement, and 
pay-per-use services, including usability testing 
and research participant recruitment.

Our initial focus will be on improving the delivery 
of high-volume and high-traffic Service Canada 
benefit programs through the ongoing 

involvement of CDS client experience experts 
working with the Chief Client Experience Officer.

Over time, CDS will drive digital maturity across 
government by standardizing products across 
departments that solve common problems and 
by increasing its ability to make decisions that 
are informed by data and user research. Better 
decisions will be made at every step of the policy 
to service continuum increasing consistency, 
efficiency, and effectiveness across all service 
touchpoints where the Government of Canada  
and clients interact. 

Source: Freepik
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2024-2027: 
Accelerating digital 
government service

Mission 1

Easy access to government services for all people and businesses

2024
Launch 
GC Sign in and establish a single front door for accessing government services

Launch 
GC Credentials Management Platform (GC Issue and Verify) to allow clients to easily 
prove their identity and eligibility for services. This will include building a credential 
management function for the new single front door service GC Sign in and transferring 
or sunsetting legacy solutions

Begin 
departmental readiness assessments for implementing GC Sign in to minimize disruption 
and maximize impact

2025
Launch 
GC Bridge a product that will enable data sharing across departments, increase 
integration, and reduce the number of times clients must provide the same information

Establish 
The use of a single credential to make it easier for GC departments to access CDS 
products and to manage their services
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Mission 2

Human centered client experiences focused on solving whole problems

2024
Continue 
to deliver on priorities outlined by the Chief Client Experience Officer (CCXO) 
to improve the experience of obtaining existing and new benefits delivered by 
Service Canada

Increase 
the use of GC Design System, to increase the consistency of the end-to-end service experience 
and make it easier to design and develop government websites

2025
Continue 
consulting and surge support services for federal government priority services

Lead 
whole-of-government research to gain insights into client behaviour, preferences, and pain 
points while accessing government services. This information will provide evidence to 
strategically improve the end-to-end service experience through digital enablement 

Source: Freepik
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Mission 3

Effective, efficient, and trustworthy services enabled by data and technology

2024
Improve 
and scale the use of GC Forms offering a home grown, compliant form builder for 
government services to publish secure and accessible online forms the public can use

Improve 
and increase the use of GC Notify a platform tool that helps programs and services keep 
the public informed of the status of their applications or updates to their files as they go 
through a government process

Create 
Service Dashboards to track and report on the performance 
of CDS products and services

Improve 
Canada.ca through the design of client-focused top tasks and services 
based on user research and feedback data, including vulnerable populations

2025
Establish 
a Client Experience (CX) Centre of Expertise to deliver services, 
advice and tools to federal departments

Launch 
GC Case Management for small departments to implement an intake 
system and processing of applications

2026
Establish 
Client Experience (CX) Performance Standards by using well-defined industry standard 
CX metrics to drive performance and accountability

Launch 
Usability Testing Centre that is available for GC-wide use to test current state 
or improvement on services with end users
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Mission 4

Empowering people to deliver

2024
Create 
GC Digital Service Improvement Roadmap (by working with key partners on data 
collection) for a seamless Government of Canada client experience including technology 
enabled and integrated service channels

Establish 
a Mutual Trust Federation for digital credentials systems to incorporate verification 
options of a wide range of credentials and establish trust with private sector, non-
governmental organizations, and international partners

Develop 
inter-jurisdictional partnerships for information sharing and collaboration 
with a focus on digital credentials

Scale 
the Security and Site reliability engineering of CDS products offered

Launch 
a GC Digital and Service Onboarding Toolkit to increase default use of composable and 
enterprise products to solve common service problems and ensure better integration of 
the end-to-end service experience for government clients 

Enhance 
CDS domain expertise to inform whole of government decision making

2025

Launch 
departmental service maturity assessments services to understand the current 
departmental state and provide specific interventions to improve client experience
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2024-2027: 
Reviewing our business 
model and how we work
With the move to Service Canada and a new and ambitious 
mandate, CDS will be transforming as an organization with a 
view to understanding and preserving what worked in the past 
and a willingness to change how we operate to achieve greater 
impact on behalf of Canadians. 

As an organization that holds being people-centered as one of our values, CDS will 
develop and launch a change management plan to help our people and our GC 
customers navigate our strategic transformation. A key element to our success will be 
strategically positioning the organization within the GC digital ecosystem to support 
and accelerate digital enablement. This means looking inward and committing to 
making changes to the way we work. This will include: 

Launching a portfolio management function to build relationships 
with government departments to understand and prioritize digital 
enablement needs to improve end-to-end service delivery

Developing and launching the CDSNext business model, including 
performance indicators and measures to help with continuous 
improvement

Refresh the CDS Brand to include all product and service streams 

Show transparency in our work by working in the open
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Governance, partnerships, 
and accountability
As the digital service transformation enabler of the Government of 
Canada, CDS will operate with a client-centered mindset, recognizing 
other government departments as our customers and underscoring 
the importance of building meaningful partnerships and working 
collaboratively to improve services beyond mandates.

Source: Freepik
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CDS will take a leadership role at existing and new 
federal governance tables by working in the open 
and bringing evidence and data-backed recommen-
dations to establish a vision and a roadmap for a 
seamless Government of Canada client experience 
that includes a technology enabled and integrated 
service channels. 

This will involve the broad recognition and 
celebration of our collective successes, and 
more importantly the acknowledgement of 
opportunities and lessons identified because 
of our failures. CDS will make use of existing 
channels, including the CDS website and blog 
to showcase these stories. To increase proactive 
discussion among senior leadership, quarterly 
updates will be brought to governance tables 
related to service and digital. 

Additionally, CDS is committed to working with 
provincial partners to drive forward a more 
connected and inclusive digital future for the 
nation outlined in Canada’s Digital Ambition 2023.

Partnerships will also extend to collaborating 
with international governments and working 
with like-minded organizations that can help 
CDS deliver its mandate. Working with not-for-
profit organizations, academia, and organizations 
representing traditionally underserved 
communities will make it possible for CDS to 
chart a path forward for federal government 
services that are innovative, equitable, and 
inclusive from end-to-end. 

A common thread as we move through these 
accomplishments over the next three years will 
be reporting on our progress, sharing our lessons, 
and celebrating our collective successes.

A common thread as we move through 
these accomplishments over the next 
three years will be reporting on our 
progress, sharing our lessons, and 
celebrating our collective successes.

Photomontage: CDS
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Call to action
CDS openly invites public servants across government  
to break down silos and embark on this important journey 
with us, because we can only deliver digital services that 
meet people’s expectations if we do it together. 

Want to learn how we’re working across government to align 
our efforts to serve people better? 

Take a look at our annual report 

Have questions about the way we work or the work we do? 

Let’s talk

Want to stay informed of digital transformation 
work across the GC? 

Subscribe to our newsletter
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Annex 1

Future state: Integrated digital end-to-end service journey (E2E)

Public user 
experience

Awareness and learning 
about programs 

People are made aware of 
the program, can understand 
eligibility, and learn how to apply

Application and 
providing requirements 

Integrated digital services provide 
an experience that meets modern 
expectations

Waiting to hear back 
from government 

The stress of waiting is reduced 
through clear communication 
of updates on progress 

Meeting additional 
requirements 

Complicated or multi-step 
journeys are supported with 
channel integration

Getting a decision 
and/or appeals 

Decisions are communicated in 
a timely and appropriate way. 
Appeals are supported so people 
aren’t “starting over”

Receiving benefits, 
enrolment, or updates 

Getting a benefit, proof, 
or deposit is fast. Updating 
or withdrawing later is easy 
and integrated

Key digital 
products

Canada.ca and GC Design System ensure 
improved confidence and trust when 
services follow standards.

Measurement and analytics help 
identify opportunities to improve 
between channels.

Accessible Digital forms that are easy 
to complete and validate data before 
submitting. Digital Sign-in supports 
providing proof or Digital Credentials.
Analytics identify pain points for 
improvement.

Receipts and status updates via 
GC Notify significantly improve the 
experience and reduce demand in other 
channels. Automated status visibility 
via processing along with real time, 
Published wait times, further reduces 
uncertainty.

Digital Sign-in reduces the need to 
reapply if additional documents are 
needed. GC Notify can support requests 
or reminders for in-person. Task success 
surveys can identify requirements that 
are difficult to meet.GC Notify saves time 
getting a decision to the applicant. 

CX surveys can identify what channels 
provide the most successful program 
delivery. Digital forms streamline 
the intake for appeals and ensure 
complete information is collected.
Digital notifications save time getting 
certificates or documents to applicants.

Digital Credentials supports fulfillment 
for some types of programs. Digital 
Sign-in supports simplified payments, 
information updates, or renewals.

In-person 
& call centre 
support

1 800 O-Canada, In-person agents, 
and other non-digital channels answer 
program eligibility questions. 

They also hear feedback about programs 
and services which could be used to 
identify areas for improvement.

Cross channel Digital Assist enables 
digital applications with the support 
of agents. Direct intake of applications 
and documents via in-Person can be 
supported by Digital forms integrated 
with Rules Manager validation improving 
wait times.

Non-digital requests for status can be 
supported via phone and other channels 
by status visibility. Agents can also offer 
and enrol users in GC Notify for future 
updates if available.

Requirements met In-Person (testing, 
attestations) can be recorded within 
Processing. Visits can support enrolment 
in Sign-in accounts. Experience 
integration can also enable supports like 
appointment booking and scheduling 
reminders.

Adjudication & Decision records are 
visible from processing so agents can 
explain the decision. Digital assist 
enables agents to support appeals for 
clients to minimize the stress of a difficult 
situation.

Non-digital requests for confirmation 
supported via phone and other channel 
agents by Status Visibility.

Back office 
service  
operations

Operational teams configure processing, 
applications along with workflow and 
queuing. Eventually, Rules as Code could 
support broad configuration of digital 
content, call scripts, or processing tools.

Digital forms arrive with validated 
data reducing the need for follow 
up and improving service standards. 
Mailed in applications are tagged into 
a unified processing system making 
status visibility possible for paper based 
applications.

As processing occurs file workflow, 
progress, and notes, can be seen and 
shared across channels via status 
visibility. For simple files processing can 
be streamlined, using Rules as Code and 
other automations.

Incomplete files or those or requiring 
follow up receive Digital Notifications. 
Applicants can Sign-in to resolve issues. 
If required Channel Integration allows 
self-service booking an appointment for 
In-person requirements.

Notification of decisions are sent 
automatically. Complex files are 
automatically flagged for processing. 
Appeals are escalated via channel 
integration tools and continue as a 
continuous measurable client journey.

Issuance of documents and certificates  
is supported by Digital notifications.
Payments and accounting is integrated 
and simplified via processing  
Rules Manager.

Key
Enterprise  
products

Composable 
products

Related 
enablers

Current CurrentFuture Future
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