Service Guarantee Program
ServiceOntario has implemented ‘on-time or money-back’ guarantees on select online services since 2005.  ServiceOntario successfully introduced the first government Service Guarantee for Online Birth Certificate Services. 

Since its inception, money-back Service Guarantees have only been applied to services that are currently delivered online.  In January, 2007 Service Guarantees were introduced for the Online Marriage and Death Certificates, as well as the electronic Master Business Licence (eMBL).  In January, 2011 a new Service Guarantee was introduced for government publications purchased online.

Service Guarantees demonstrate the high commitment of the Government to guarantee the delivery of an online service within a prescribed timeframe.  If the delivery is not met within this period (or service standard), the onus is on the customer to request a refund.  All such requests are subject to review against publicly stated terms and conditions of the specified Service Guarantee.  
Future Service Guarantees

ServiceOntario is committed to ensuring and demonstrating excellence in the delivery of public services.  A Service Guarantee represents a gold standard in government service delivery.  This is a key indicator of modern and efficient public services that are:  
· Timely – Service Guarantees demonstrate a strong commitment to timely service

· Cost effective – Service Guarantees for online services will help drive not only better but  more cost effective service; and

· Accountable – Money-back Service Guarantees provide the ultimate level of accountability for achieving service standards.
ServiceOntario will continue explore opportunities to extend future Service Guarantees to select online services.
