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inally, service standards will include simple, easy to use
Plaint mechanisms so Canadians have an effective avenue
edress if they are not satisfied with the service they are
:iving.

>rvice standards should be developed in consultation with
)rogram's clients and employees. The government believes
ýutation with Canadiens is an important step in restoring
i in federal institutions. To this end we are determined 10
dlop an effective consultation procesa.

K telking to the people who actually use or deliver the
aCe, governmcnt managers gel a better idea of what is Most

irtant to their clients. Whcn asked clients generally offer
hwhile suggestions on how the service could be improvcd.
ýnding out what Canadiens value, government managers can
entrate their energies and efforts where the return in ternis
çreased client satisfaction ie the greatest. They cen use the
mation 10 eliminate or reduce services that no longer mec:
leeds of todey's clients.

rvice standards are real. Mr. Speaker, whcn you filed your
ne taxes tliis yeryuwlhaentcditegiete

ýrto ftaxpayers' rigbts. This is not ncw. What was newà Statement by the dcpartment that even at the height of
[le tax processing in April aind May returns cen normally be
sed and choques or assessments returncd within four

3. This gives Canadians e ver>' concrete idea of what thcy
Xpect.

quiies Canada, part of the Canada Communication <roup,
Iuber of service standards in place. For exemple, phoneare answercd, with a bilinguel greeting 1 might add, in

rings or 16 seconds 85 per cent of the time. Any inauirv
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My final exemple of the service standards cornes froin Agri-
culture and Agri-Food Canada. The department bas established
a single access food labelling service for the Canadian food
industry. The service consolideted food labelling activities
involving the former departments of consumer and corporale
affeirs and agriculture under four different pieces of legisiation.
The new service will complete a label assessment within 10
working days.

These are aIl examples where federal departiments and agen-
cies have clearly spelled out for Canadians the level of service
they cen expect to receive. We can monitor their performance
and see if they are meeting their lergets. We cen discuss their
targets with them. For the first time we wilIl know what response
we should expect from a governuient department or agency.

0f course, developing service standards is only one step ini
more efficiently delivering effective and effordable programas.
One way to reelly improve the services that Canadians are
receiving ia 10 eliminate the stovepipe mentality resulting from
separate governrnent departmnents. Besed oa clients' perspec-
tive, related services from a number of departments and agen-
cies cen be prpvided in one location. Thet is what the Canada
Business Service Centre concept is al about, one stop shopping
for the business client.

b>' Enquiries Canada is answored

this la a real and concrete description of the
'eing offered, something Canadiens cen moni-
organizations are continuing to mccl these

ivoivmng que iîty or consumer freud
three wprkiag days.

v the department la becoming more
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