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Since our last Corporate Business Plan, the environment in
which the Canada Customs and Revenue Agency (CCRA)
operates has changed significantly.  In the wake of the
events of September 11, our customs program responded to
dramatically higher levels of concern for personal and
economic security.  The fact that we could move quickly,
and with additional resources in the federal budget, 
fast-track the implementation of measures that had already
been developed, is a tribute to this organization's capacity
for innovation and learning.

As a subscriber to the theory of continuous improvement, I
believe that we must constantly strive to innovate in
delivering service to Canadians.  We must have a strong
capacity to adjust to changing realities and anticipate

Canada's future needs.  The CCRA, a unique innovation in modern governance, allows us to
respond quickly and effectively to these challenges.

With an annual budget of over $3 billion and more than a quarter of the federal public service,
the CCRA is, by any measure, this country's largest public-sector service provider.  Mobilizing
people and resources quickly and responsibly in such a diverse and complex organization is a
significant undertaking.  With the Customs Action Plan well underway, the CCRA has been
able to accelerate the modernization of our border system to keep Canadians safe, terrorists
out, and our borders open to legitimate international trade and travel that is so vital to the
growth and prosperity of our nation.  As well, our ongoing work with our American partners
will enable us to contribute to a modern "smart" border for traders and travellers alike. 

As we look to the future, we know that an increasingly global economy and the changing
demographic profile of the Canadian population will pose new challenges for our organization.
The CCRA is responding with a more focussed service vision, known as Future Directions,
which is being developed in consultation with individuals, business leaders, and staff.  Central
to this effort will be the most effective use of new technologies to connect with more
Canadians on-line, improving the accessibility, convenience, and reliability of our services,
while at the same time lessening the reporting and compliance burden on our clients.  

The services delivered by the CCRA are critical to Canada's stability and security, and to the
prosperity of our country.  It is essential that these services be delivered efficiently, at
reasonable cost, and in close co-operation with our partners across government.  I welcome
the opportunity to work with the people at the CCRA and my parliamentary colleagues in
ensuring that this organization is respected by Canadians for its integrity and fairness, and
acknowledged for being an innovative service organization.   

The Honourable Elinor Caplan
Minister of National Revenue

Minister



It is with pleasure that my Board of Management
colleagues and I have participated in the continuing
evolution of the CCRA.  As we move into our third year
of operations, we will continue to deliver on our promise
of better service for Canadians.  The work that was
started in becoming an agency will go forward even as
we meet new and immediate challenges. 

This Summary of the Corporate Business Plan is
designed to build on the foundation laid with last year’s
plan and to make improvements in the areas identified

through our reporting process.  We will take our business transformation agenda to the
next level, advancing the many initiatives already underway across the organization and
innovating in the areas of service delivery and the management of our business
operations.

Our future success depends on our ability to transform the way we manage our core
business while meeting the constant demands of a complex and changing environment.
This will happen if the Agency possesses the necessary capacities, flexibilities and
knowledge.  For this reason, we are pursuing our business objectives within a program of
management excellence that focusses on the development of our people, modern
administration, and transparent management. 

In our drive toward management excellence, we will continue to adopt approaches that
are governed by values rather than rules.  Increasingly, managers at the CCRA will have
greater decision-making capacities and accountabilities.  By emphasizing leadership and
accountability, we will create a more dynamic management environment with a degree of
adaptability requisite of modern, successful organizations.  

My colleagues and I are convinced that this business plan will ensure the integrity of our
programs as we continue to put in place innovations that serve the interest of all
Canadians.

Michael L. Turcotte
Chair, Board of Management 

Chair



Management Representation

I present, for tabling in Parliament, the Summary of the Corporate Business Plan: 2002-2003 to 2004-2005 for the
Canada Customs and Revenue Agency (CCRA).

To the best of my knowledge, the information:

• accurately portrays the CCRA’s mandate, priorities, strategies and planned results;

• is consistent with the principles of the CCRA Act and the disclosure principles contained in the 
Guidelines for Preparing a Report on Plans and Priorities.

• is comprehensive and accurate; and

• is based on sound underlying agency-wide information and management systems.

I am satisfied as to the quality assurance processes and procedures used for the Summary of the Corporate
Business Plan production.

The Planning, Reporting, and Accountability Structure (PRAS) on which this document is based has been approved
by Treasury Board ministers and is the basis for accountability for the results achieved with the resources and
authorities provided.

Stephen Rigby
Chief Financial Officer and
Assistant Commissioner
Finance and Administration

Date:                         March 12, 2002
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The Canada Customs and Revenue Agency (CCRA) was created in
November 1999 as a way to provide better service to Canadians.  There
has been significant change in our organization since that time, as we seek
to take full advantage of the flexibilities of agency status.  But our basic
raison-d'être, or mission, did not change when we became an agency two
years ago. 

The CCRA's mission is to promote compliance with Canada's tax,
trade, and border legislation and regulations through communication,
quality service, and responsible enforcement, thereby contributing to
the economic and social well-being of Canadians. Our overall approach
is based on the belief that most people will voluntarily comply with the
law when given the opportunity.  To promote compliance, we use a mix of
service and enforcement strategies, all of which are backed by sound risk
management. 

As an agency, we have a unique opportunity to do our job smarter—to be
more innovative.  That is precisely what we aim to do with the
implementation of our plan.  This business plan, our third, builds on past
progress and will take us to the next phase in our evolution.  It is also an
important tool for communicating to Canadians, our federal and provincial
partners, and staff where we are headed and how we will get there.    

Innovation at the CCRA is being pursued in keeping with the four change
objectives set out in our previous plan:  1) transformation of our core
business; 2) human resources reform and renewal; 3) administrative
reform and renewal; and 4) transparent management for results. Our
number-one objective, business transformation, is all about providing the
best possible service to Canadians.  The last three objectives are designed
to strengthen our internal capacities for delivering on this service
commitment.

We will stay on course with these four change objectives as our guide, but
also continue to respond quickly and effectively to new priorities.
Innovations, planned or already underway, will increasingly be
incorporated into our day-to-day interactions with Canadians.  In
implementing our plan, we will make the best possible use of public funds,
including the additional resources flowing from the 2000 Resource and
Management Review and the more recent 2001 Federal Budget Plan.

As an agency, we have a
unique opportunity to do our

job smarter—to be more
innovative.  That is precisely

what we aim to do with the
implementation of our plan.

Introduction
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Our change agenda is ambitious, particularly given the size of our organization and the range of programs for
which we are responsible.  The map below provides a snapshot of the ways in which the CCRA serves Canadians.  
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On average, close to $300 billion in
revenues annually—$1.2 billion

every working day

Over 50 agreements
with other government departments and

agencies for joint program delivery

Over 35 million
public enquiries

every year

Customs seizures of some
$679 million in contraband

including drugs

Agreement to collect
about $37 billion 

annually on behalf of
the provinces and 

territories

44,000 employees at
750 service sites
across Canada

111 million travellers entering
Canada annually through 
customs service locations

Coordination of Fairness Provisions,
estimated $200 million in interest and

penalties forgiven

Benefit and credit
payments worth

over $10 billion to
over 10 million 

eligible Canadian
households

3.5 million hits on the CCRA’s
Web site each month during

peak tax season

More than 10.6 million customs
commercial releases processed

annually

Almost 23.3 million
individual and trust tax

returns and 
1.3 million corporate tax

returns processed

16,000 volunteers 
completed

471,000 tax returns



Financial Spending Profile
The CCRA's planned spending for the 2002-2003 fiscal year totals 
$3,364 million.  Included in this figure are the amounts identified in the
Resource and Management Review and in the 2001 Budget Plan.  

The Resource and Management Review, conducted in 2000, concluded
that an increase in our base funding was necessary to ensure the integrity
of our programs.  For 2002-2003, this represents an increase of 
$382 million.  In the 2001 Budget Plan, as part of the Government's Public
Security and Anti-Terrorism program, an additional $328 million over the
next five years was approved; for 2002-2003, this represents additional
funding of $103.8 million.  

We manage our operations along five business lines:  Customs Services,
Tax Services, Benefit Programs and Other Services, Appeals, and
Corporate Management and Direction.  The chart below shows how our
resources for 2002-2003 are allocated across these business lines.  More
information is provided in Detailed Financial Information, the supplement
to this document.

*The amount shown for Corporate Management and Direction includes $225.4 million for information
technology.  Without this amount, the resources for Corporate Management and Direction would account
for 14.3% of the total planned spending for the CCRA.  (A total of $56.9 million is included in the first
four business lines for information technology.)
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customs services
$592.1M

tax services
$1,786.1M

information technology
component (225M)

corporate management
and direction $709.9M*

appeals
$80.2M

benefit programs and
other services $195.5M



Innovation and compliance
are the two key outcomes on

which this business plan is
structured.  They represent

the ultimate results we seek
as an organization.

Our previous business plan launched an ambitious change agenda to
take full advantage of agency status.  This business plan for the period 
2002-2003 to 2004-2005 builds on that change agenda, placing a
stronger emphasis on the results we will deliver for Canadians. This
plan also addresses operational areas that require further improvement, as
identified in our reporting process.  The CCRA’s first-ever 
Annual Report was tabled in Parliament in November 2001, underscoring
our commitment to be open about accomplishments and areas for
improvement.

We will fulfill our commitment to openness on an ongoing basis, as we
report to Parliament and to Canadians through subsequent annual reports.
Accountability mechanisms, such as executive performance agreements,
will help us monitor progress against the plan.  Progress in achieving our
objectives will also be monitored on a regular basis by the CCRA’s Board
of Management and Agency Management Committee.  As an added
measure, a parliamentary review of our performance will be conducted
after five years of agency operations.  

The strategic framework that we use to plan and report is shown in 
Exhibit A.  This framework consists of our mission, vision, and supporting
strategic goals, all of which are long-standing elements of the foundation
on which we have built our planning and reporting approach.  But the
framework also captures more recently established outcomes as identified
in our 2000-2001 Annual Report.  Innovation and compliance are the two
key outcomes on which this business plan is structured.  They represent
the ultimate results we seek as an organization.

Innovation is at the heart of our change agenda.  As shown in Exhibit
B, client-centered service delivery is the result we anticipate from our
innovation work.  We also set out in this exhibit the factors that will
demonstrate whether we have successfully achieved this result.
Compliance with Canadian tax, trade, and border legislation is the
outcome we seek in delivering our day-to-day business operations.
The result we expect to achieve is high overall levels of compliance as
detailed in Exhibit C.  Also identified in Exhibit C are the factors that will
demonstrate success in terms of filing, border, remittance, and reporting
compliance.

Strategic Framework
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Quality Services and Client
Communications

Responsible Enforcement and Border
Protection

Fair Administration

Simple and Efficient Processes

Knowledgeable and Skilled People

Effective Management and Corporate
Services

Six Strategic Goals 

Compliance

Canadians comply with tax, trade, and border legislation

Two Strategic Outcomes

MISSION: To promote compliance with Canada’s tax, trade, and border legislation and regulations through communication,
quality service, and responsible enforcement, thereby contributing to the economic and social well-being of
Canadians

VISION: To be recognized and respected by clients for our integrity, fairness, and innovation in administering high-quality, yet
affordable, programs.  To encourage new inter-governmental and international partnerships fostering greater
government efficiency and a stronger economic union

TO REALIZE OUR:

WE ARE GUIDED BY:

IN ORDER TO ACHIEVE:

Innovation

CCRA is a leading-edge service organization

Exhibit A:  Strategic Framework:  Planning and Reporting
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• Canadians pay their fair 
share of taxes

• The tax base is protected 

• Canadians receive their 
rightful share of 
entitlements

• Canadians’ health, safety, 
security and business 
interests are protected, and 
Canada’s economic growth 
is supported, through 
responsible border and 
trade management

• Canadians receive an 
impartial and timely review of 
contested decisions through 
our redress system

WE WILL BE SUCCESSFUL IF:

WORK WILL BE FOCUSSED AROUND:

• Accessible, responsive and reliable services and clear informative
communications

• Fair, responsible and effective enforcement programs

• Diligent and consistent application of the principle of fairness

• Minimized administrative costs and compliance burden to our clients

• Employees with the knowledge, skills and organizational support to work
effectively

• Responsive, integrated and affordable corporate policies, systems and
processes

Core Objectives

• Provinces/territories and other 
government departments rely on
the CCRA as a key service 
provider

• Modern and innovative 
management approaches are
introduced to maximize 
performance of our business 
services and operations

1.  Transformation of Our Core Business

2.  Human Resources Reform and Renewal

3.  Administrative Reform and Renewal

4.  Transparent Management for Results

Change Objectives

AND OUR PERFORMANCE WILL BE MEASURED USING THE BALANCED SCORECARD AND OTHER REPORTING MECHANISMS

Intermediate level outcomes
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Exhibit B – Innovation Outcome Statement

To promote compliance with tax, trade, and border legislation and regulations, thereby 
contributing to the economic and social well-being of Canadians

CCRA is a leading-edge service organization

Client-centred service delivery is enhanced through effective and timely implementation 
of the CCRA’s innovation agenda

• Steadily increasing approval rates of Canadians in areas requiring improvement, as 

measured through the CCRA's baseline surveys

• Expanded use of electronic service delivery across business lines and in particular,
fulfillment of our Government On-line commitments in keeping with government-wide

objectives and time frames

• Increased number of service delivery agreements, and closer partnerships with the

provinces and territories

• Improvements in meeting established service standards combined with the development

and implementation of new standards across all business lines

• Major reform of and improvements to the human resources management

system through full implementation of all major components of the new 
HR regime by 2005

• Over $34 million savings from administrative reform and renewal and related initiatives

over the period 2002-2003 to 2004-2005

• Implementation of a series of innovative and flexible financial and administrative
approaches and practices that will yield productivity improvements, support improved

services and decision-making, and meet the requirements of modern comptrollership

• An increasingly evident orientation towards results-based management as reflected in our

governance regime, management approaches and performance measurement 
frameworks

Strategic
outcome:

Mission:

Anticipated
result:

As
demonstrated

by:



Exhibit C – Compliance Outcome Statement
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To promote compliance with tax, trade, and border legislation and regulations, 
thereby contributing to the economic and social well-being of Canadians

Canadians comply with tax, trade, and border legislation

Overall levels of compliance remain high

Filing Compliance:
• High compliance levels are maintained whereby the vast majority of Canadians 18 years

of age or older file individual tax returns

• High levels of compliance are maintained whereby the vast majority of known businesses

required to file submit returns without any direct intervention

• Mechanisms to assess levels of filing compliance for the Excise and GST/HST revenue

streams are in place

• Importers and brokers file import entry documents within defined time limits

Border Compliance
• High levels of compliance with border laws are maintained amongst travellers crossing the

border, and commercial businesses importing or exporting goods

• Measurement tools and methodologies to assess compliance levels associated with

travellers and businesses are strengthened

Remittance Compliance

• High compliance levels are maintained amongst individual taxpayers and businesses who
pay their reported taxes on time

• Mechanisms to assess levels of remittance compliance for the Excise and GST/HST

revenue streams are in place 

• The vast majority of importers pay their monthly duties and taxes within established time
frames

Reporting Compliance 
• Misreporting and intentional non-compliance with tax legislation are contained at relatively

low levels

• Non-reporting of persons entering Canada, and of imported and exported goods, will be

minimized

• Continued refinement of measurement approaches and systems enhance assessment of

compliance levels    

Strategic
outcome:

Mission:

Anticipated
result:

As
demonstrated

by:



Business planning, priority-setting, and the design of future innovations
must all be highly responsive to the context in which we operate.  There
are six key factors at work in the CCRA’s operating environment that pose
particular risks and challenges, and have a direct bearing on how we are
planning to innovate and fulfill our mission of compliance.   

Terrorist threats, notably stemming from the events of September 11,
have pushed safety and security to the forefront of government
priorities. There are major implications for border management,
particularly within a North American context.  New risk management tools
and technologies are required, such as biometric identification, advance
transmission of passenger lists, and co-operation between Canada and the
U.S. in intelligence, visa issuance, and enforcement.  The CCRA’s
administration of the border and the co-ordination of our work with other
government departments in this area, as well as our relations with U.S.
border agencies, are now top priorities.  

Economic trends associated with the current slowdown, and the
anticipated recovery, are influencing workload distribution and
compliance risks.  There may be more aggressive tax avoidance by some
individuals and businesses, while economic hardship will put pressure on
accounts receivable and collections.  However, increased funding for audit
and collections, as a result of the Resource and Management Review, is
strengthening our capacity to effectively manage these pressures.  

Demographic change, largely as a result of the “baby boom” moving
toward retirement, will have an increasingly profound impact on the
revenue base of the government and the human resource profile of the
CCRA. Shifts in income and consumption patterns across our economy
will have an impact on Canada’s tax system, putting a premium on the
CCRA’s ability to respond effectively with the right mix of services and
compliance activities.  At the same time, our capacity to manage change is
directly affected by the expertise of our workforce, of whom
approximately 30% will be eligible to retire over the next eight years.  We
will be under pressure to attract, train, and retain the skilled workers we
need. 

CCRA Risks and Challenges

14

Six major risks and
challenges have implications
for our innovation agenda
and core operations:

1. Terrorist threats

2. Economic factors

3. Demographic trends

4. Electronic commerce

5. Relationships with the
provinces and territories

6. Agency change



Electronic commerce is continuing to have a significant impact on the
expectations of our clients, and on our ability to enhance the productivity
of our operations.  Canadians and businesses want faster, better, more
dynamic, and customized government services, including from the CCRA.
We have introduced an array of electronically enabled service
improvements.  However this progress will need to be accelerated.  Our
challenge is to keep pace with the growth in the use of electronic
commerce and the ease with which funds can be moved offshore,
increasing the risk to Canada’s tax base. 

Provincial and territorial relations are a key priority for the CCRA.
We will need to address significant tax administration challenges to
enhance our relationships with these important partners. Provinces
have greater tax policy flexibility thanks to the successful implementation
of Tax on Income (TONI).  Now, the CCRA must focus on administering
this innovation to simplify and harmonize tax administration in Canada, as
well as continue adding to the tax and benefit services we provide on
behalf of the provinces and territories.  This must be supported with
rigorous and transparent analysis and reporting to demonstrate how we are
reducing government overlap and duplication.  More recently, a problem
was identified in the CCRA’s tax accounting system which had resulted in
significant overpayments to four provinces under Tax Collection
Agreements.  The problem was promptly addressed, and corrective action
was taken to prevent further overpayments.  We are continuing to work
with the Auditor General and the provinces on this issue.  

Results in administrative and human resources reform and renewal are
essential to build the organizational capacity we need to address key
challenges and risks in our operating environment and to promote
accountability, organizational values, and sound financial management.  In
particular, managers must have the tools, time, and authority necessary to
implement key strategic priorities in this plan, for example in financial
management and in human resources, while meeting their operational
responsibilities.  Our challenge is to achieve the depth of reform
necessary to bring about and sustain significant cultural change. 

15



16

Four change objectives
continue to guide the
transformation underway at
the CCRA:

1. Business transformation

2. Human resources reform
and renewal

3. Administrative reform and
renewal

4. Transparent management
for results

Innovation is a key driver of the CCRA’s change agenda.  We want to be a
leading-edge service organization.  Four change objectives continue to
guide our agenda, unchanged from our last business plan:  1) business
transformation; 2) human resources reform and renewal; 3) administrative
reform and renewal; and 4) transparent management for results.
Implementation of these priorities is well underway, further enabled by our
stable resource base.  We will continue working to bring our change
agenda to maturity, ensuring that as innovations are successfully developed
and introduced, they steadily become a normal part of our day-to-day
operations. 

We recognize that our clients expect timely, fair, competent, and courteous
services, and that meeting demands and exceeding expectations for better
services through business transformation is how we ultimately achieve
both our strategic outcomes. 

Our Customs Action Plan is our primary strategy for transforming
customs services. Through it, we are using state-of-the-art technology to
strengthen the security of our borders and streamline the movement of
low-risk, legitimate goods and people.  The Action Plan’s main features
are risk-based trader and traveller processes and a fair and effective
sanctions regime. The Customs Action Plan will make a significant
contribution to fulfilling the Smart Border Declaration, signed by Canada
and the U.S. in December 2001, and to collaborative work to develop joint
processes at the border and best practices benchmarks for international
seaports and airports.  Continued collaboration with other federal
government departments will also be central to our efforts.  In the post-
September 11 era, these collective efforts will raise the level of public
security while ensuring that increased Canadian and U.S. border vigilance
does not impede legitimate cross-border commerce and travel.  

Innovation

To transform our core business in a manner that keeps pace
with changes in technology, business and management
practices, and the expectations of Canadians

Advancing Change Objective 1 



The Customs Action Plan is
our primary strategy for

transforming customs
services.  By 2005, we

expect that all elements of
the Action Plan will have

been implemented.

Specific innovations include Customs Self Assessment (CSA), which will
provide for the immediate clearance of pre-approved shipments entering
Canada from the U.S..  We expect that by 2005, CSA will account for over
50% of imports.  This program of enhanced security screening in advance
for importers, carriers and drivers will improve both security and
efficiency at the border.  Meanwhile, other commercial shipments of
higher or unknown risk will be processed through the Advanced
Commercial Information system, which will provide more pre-arrival,
electronic data to facilitate better risk assessment and targeting.  On the
travel side of the customs business, low-risk travellers will be able to cross
at the Canada – U.S. border using a common highway NEXUS permit card
at major crossings, while pre-screened travellers at major international
airports will be processed through the Expedited Passenger Processing
system using biometric technology.  We estimate that we will spend in
excess of $50 million in 2002-2003 to implement these and other
initiatives.  By 2005, we expect that all elements of the Customs Action
Plan will have been implemented. 

To continue efforts to transform our business, most particularly in tax
services and benefit programs, we are pursuing our Future Directions
initiative, engaging individual Canadians, businesses, staff, and
unions, to confirm a client-focused service vision. Consultations are
being conducted around five key areas: retaining public trust; client-
oriented service; building on partnerships; building organizational
capacity; and ensuring best value.

Although consultations are still underway, certain themes are beginning to
emerge.  Businesses want better electronic interaction with the CCRA to
deal with day-to-day matters and to file returns electronically, as well as
streamlined processes to reduce the overall compliance burden and
eliminate certain reporting requirements.  Our employees want improved
professional development so they can remain up to date with business
methods and “move with business, at the speed of business.”

To confirm the service expectations of individuals and benefit recipients,
we will be conducting focus groups and surveys in 2002-2003.  For
charities, our involvement in the government-wide Voluntary Sector
Initiative will help provide us with the information we need to improve
service and fairness to these clients, as well as promote compliance and

17



Moving ahead with business
transformation depends

heavily on our ability to stay
in step with advances in
technology and systems

development. 

foster public confidence.  Future Directions is expected to conclude in
2003-2004, when we will have developed and validated action plans for
small and medium enterprises, large business, individuals and benefit
recipients, and charities. Costs in 2002-2003 associated with Future
Directions consultations are being absorbed within business line budgets.
The commitments contained in the action plan along with the costs for
their implementation will be set out in our subsequent business plan.

Transforming our core business to respond more effectively to the
service priorities of our clients will strengthen our ability to encourage
provinces and territories to rely on us as a key service provider. In
2002-2003, we will work to expand our administration of tax programs on
behalf of the provinces, including corporate income tax programs, and to
build on our successful partnership with the Workers’ Compensation Board
(WCB) of Nova Scotia to increase the number of provincial WCB
programs we administer. 

These efforts will be supported through senior-level consultations via the
joint Senior Management Committees, which provide important
mechanisms for consultation with the provinces and territories on program
delivery, innovation, and performance.  They are being established under
the terms of the Services Management Framework (SMF) agreements that
we have concluded with seven provinces and one territory.  In 2002, we
expect to conclude SMF agreements with New Brunswick, Newfoundland
and Labrador, and the Yukon.  

Finally, moving ahead with business transformation depends heavily
on our ability to stay in step with advances in technology and systems
development. Our plan calls for strategic investments in technology that
will, in turn, enable us to meet our business objectives.  In 2002-2003, our
priorities will include the following: 

• Develop T2 NETFILE which will allow clients to file corporate
income tax returns using the Internet.

• Expand GST/HST TELEFILE throughout Canada and offer GST/HST
NETFILE on a pilot basis with full implementation envisaged in 
2003-2004.
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Future Directions is expected
to conclude in 2003-2004,

when we will have developed
and validated action plans for

each client group.  The
commitments they contain

will be clearly set out in our
subsequent business plan.
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All major components of the
CCRA’s unique HR system

will be in place by the end of
2004-2005.  Our aim is to
remain competitive as an

employer.

• Undertake a pilot project to enable clients to file on-line notices of
objection related to income tax.

• Pursue work with other government departments through Government
On-Line in applying rigorous security protocols for electronic
transactions.

• Develop an automated, interactive question and answer information
service for frequently asked tax questions.

• Improve the responsiveness of the GST/HST credit, modernizing our
administration and responding to changes in family circumstances.

• Enhance current excise tax systems for improved service delivery
[Other Levies System (OLS)].

• Put in place a new e-business computing infrastructure to support the
growing requirement for electronic services and applications. 

The effective management of our large workforce is a top priority for the
CCRA.  We are therefore continuing to push ahead with the transformation
of our HR function, targeting key areas such as staffing, recourse, learning,
labour relations, and classification as we incrementally phase in a new
system.  All major components of this HR system will be in place by the
end of 2004-2005.  Our aim is to help our organization remain competitive
as an employer, attracting and retaining skilled and knowledgeable people
and, at the same time, put more decision-making in the hands of our
managers. 

Our program of reform will enable us to realize our vision of a system
driven by values rather than rules.  By 2004-2005, the amount of time
that managers devote to HR transactions will have been significantly
reduced, freeing up more time for program delivery, problem solving,

To foster human resources reform and renewal by making the
Agency’s new HR regime fully operational

Advancing Change Objective 2 
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In becoming an agency, we
adopted eight staffing
principles:

• Non-partisanship

• Representativeness

• Competency

• Fairness

• Transparency

• Efficiency

• Adaptability

• Productiveness

and communicating with employees.  Innovations such as pre-qualified
pools will streamline staffing transactions.  A new classification process
with streamlined policies for classification and related grievances will have
eliminated the current backlog.  Enhancements to administrative systems
will provide more accurate, reliable HR information, improving human
resource management and planning.  A performance management program
will also be in place that stresses people management and includes a
performance pay component. 

We will continue our efforts to build a skilled and knowledgeable
management cadre, another key area for realizing our innovation agenda.
We will make larger investments in the CCRA’s learning fund, more
effectively integrating individual employee learning plans and coaching
and mentoring in the human resources renewal program.  We will continue
to promote the use of both official languages in the workplace, with a
particular focus in 2002-2003 on language training for CCRA executives.
We will also complete the update of our labour relations policies and carry
out action plans to respond to the issues employees raised in the 1999
Public Service Employee Survey.  We anticipate making investments in
excess of $16 million in 2002-2003 to advance HR reform and renewal
initiatives.

A fundamental underpinning of the cultural change we are seeking is
leadership.  In 2001-2002, we created an expanded Management group
comprised of approximately 2,500 managers.  Working within the
parameters set in the recent Public Service Staff Relations Board decision
on CCRA bargaining units, our Management group will play an
increasingly pivotal role in advancing cultural change, taking
ownership and accounting for decisions and connecting with front-line
staff. 

With respect to employment equity, we will move beyond being fully
representative in every employment equity occupational group to being
fully representative in every regional, provincial, and census metropolitan
area.  We are working toward a recruitment target for Aboriginal peoples
of 2.5% by 2003-2004, and a target for participation of visible minorities
in the Executive Development Program of 20% by 2003-2004.  In
pursuing these efforts, we will be guided by the eight staffing principles
that we adopted in becoming an agency and separate employer.



Our administrative reforms
and cost reduction initiatives

are expected to yield savings
in the order of $34 million
over the next three years.

Developing policies and practices that suit our business requirements and
support sound financial management and efficient administration is an
agency-wide priority. Our efforts to develop, link, and integrate more
flexible and efficient business processes have a direct bearing on our
capacity to achieve better business results and improve productivity.    

Our work in this area intensified in 2001-2002, with an examination of
all financial and administrative policies, programs, and systems, and
the subsequent development of an action plan focussing on cost
reduction, improving service, and modern comptrollership. Over the
planning period, we will implement this action plan in close consultation
with key stakeholders, including the CCRA’s unions.  

One of our cost reduction initiatives involves implementing of an 
e-procurement system.  Through a series of strategic sourcing contracts to
leverage our purchasing power, we anticipate savings in the order of 
$9.5 million over the planning period. We will also be exploring the
potential of shared services in areas such as accounts payable, travel
claims processing, security clearances, and pay.  In addition, we will
complete developing a publishing strategy to become more reliant on
electronic communications.  Altogether, potential savings are targeted in
the order of $8.3 million in 2002-03, $11.8 million in 2003-2004, and
$14.3 million in 2004-2005. 

For modern comptrollership, we will pursue continued improvements to
our financial controls and information, and meet the requirements of the
Government’s Financial Information Strategy (FIS).  We are now in the
second phase of FIS implementation.  In response to the identification of
significant tax overpayments to four provinces, priority will also be given
to strengthening financial management, planning, and reporting systems to
meet our own statutory requirements and the needs of our provincial
partners. 
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To achieve administrative reform and renewal by having in place
policies and practices tailored to meet the needs of the CCRA

Advancing Change Objective 3 



We will build on our planning
and reporting

accomplishments to ensure
that we are clear on 

our priorities and open 
about our performance

related to these priorities.

In 2002-2003, we will pilot new activity-based costing methodologies to
assess their usefulness in meeting the CCRA’s strategic management and
information needs. To support efficient decision-making by managers, we
will enhance the Corporate Administrative system and streamline budget
planning and allocation processes. 

A clear understanding of the performance of our programs, and the
means by which that performance can be improved, is essential if we
are to successfully transform our core business and become a 
leading-edge service organization. Better performance measurement and
reporting also enable us to demonstrate to Parliamentarians and Canadians
the value of our programs.  

Work to date has focussed on developing a management model that
reflects all of the requirements of modern comptrollership. Over the
planning period, we will focus on integrating the current corporate
management initiatives within a single process architecture based on our
Corporate Business Plan, Annual Report, and Balanced Scorecard
performance measurement framework.  As this structure is installed
throughout the organization, the emphasis will be on keeping corporate
initiatives in step with our business objectives.  

The Corporate Business Plan process now benefits from the full
engagement of our Board of Management and increased horizontal
discussion and analysis across business lines.  Our first Annual Report set
a new standard for reporting on performance and results, and presents a
balanced view of our strengths and areas in which we need to improve.
We will build on these accomplishments to ensure that we are clear about
the CCRA’s priorities and open about our performance in relation to these
priorities.
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To integrate transparent management for results into the CCRA’s
planning, decision-making,and accountability processes

Advancing Change Objective 4 



We will advance our work on
client-focussed service

standards in areas such as
accuracy, fairness, and

accessibility.

The third essential component of the work being done in the context of
transparent management for results is our Balanced Scorecard.  As we
move closer to 2005, the Balanced Scorecard will play an increasingly
pivotal role, providing the platform for a strategic management system that
improves understanding of the drivers of good performance, supports more
effective strategic decisions and investments, and establishes a more direct
relationship between performance measures and client and stakeholder
satisfaction. 

Over the planning period, we will intensify our work on integrating risk
management into our overall management approach.  Work in this area
will be closely aligned with the government-wide drive toward modern
comptrollership.  We will also advance our work on client-focussed
standards in areas such as accuracy, fairness, and accessibility.  We will
develop action plans to meet the targets for our existing service standards,
work with our clients and employees to raise awareness of our standards,
and improve the reliability of our performance-reporting information.  

To ensure the CCRA’s management model provides a useful tool to people
across the organization, we will continue to develop communications tools,
undertake outreach efforts, and further integrate key management
processes. 
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We aim to ensure that our
operations deliver high

overall levels of compliance
in terms of filing, border,

remittance, and reporting
compliance.

Compliance with Canada’s tax, trade, and border legislation and their
corresponding regulations is the strategic outcome we seek in our 
day-to-day business operations.  We aim to ensure that our operations
deliver high overall levels of compliance across business lines in terms of
filing, border, remittance, and reporting activities.  

We operate on the premise that most people and businesses will voluntarily
comply with the law given adequate opportunity, information, and tools.
However, we also recognize that the effectiveness of the programs we
administer, which are vital to the national interest, relies on strong and
credible enforcement of the rules where enforcement action is warranted.  

To assess and manage risk, and target our resources accordingly, we
use the “compliance continuum” as our operating construct.  This
continuum is illustrated in Exhibit D on the opposite page.  At one end of
this continuum, we foster voluntary compliance through the timely
provision of useful information and efficient, client-centred services.  At
the other end, we undertake responsible enforcement action to deter wilful
non-compliance and promote the fairness and integrity of our border
control, benefits payment, and tax systems.  The right mix of services and
enforcement across the entire continuum allows us to maximize
compliance while minimizing intervention and the burden on clients to
fulfil their obligations. 

Compliance
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Four of our five business lines — Customs Services, Tax Services, Benefit Programs and Other Services, and
Appeals — directly involve managing the compliance continuum.  The fifth, Corporate Management and
Direction, concentrates on the internal capacities and the resources we need to meet our mission and assess and
improve our performance.  In each of these business lines, we have identified one or more outcomes that support
the maintenance of high compliance levels.  We have also outlined, by business line, the priorities that are being
pursued to deliver on these outcomes, along with the anticipated results and success criteria that we will use to
assess our performance.  A top priority across all our business lines is to refine the criteria used to assess
performance, bringing to them greater precision and a strong outcome focus.
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COMPLIANCE CONTINUUMCLIENT GROUPS

LOW RISK HIGH RISK

Emphasis on proactive 
provision of information
and efficient processing
of high-volume business
where risk is low

Emphasis on the 
effective enforcement 
of legislation where risk
is high

COMPLIANCE CONTINUUM

Facilitating Assisted Enforcement
Voluntary Compliance
Compliance

CUSTOMS

• Travellers
• Occasional importers
• Frequent importers
• Exporters

TAX

• Individuals
• Small and medium enterprises
• Large businesses
• Charities

BENEFIT PROGRAM RECIPIENTS

• Child tax benefits
• GST/HST credit 
• Children’s Special Allowance
• DTC benefit

PARTNERS

• Provinces and territories
• Federal government departments
• Professional associations and 

practitioners 
• Industry associations
• Foreign tax and customs

administrations, international
associations

Exhibit D
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Over the past decade, we have managed workload increases through the
steady adoption of new technologies and the introduction of process
innovations. For example, electronic data interchange with importers,
brokers, and carriers has enabled us to release commercial shipments
almost immediately upon arrival at the border, and CANPASS has helped
us reach our border crossing wait time goals of no more than 10 minutes
on weekdays, and 20 minutes on weekends and holidays. 

However, the environment in which we operate can be highly volatile,
with acceptable risk thresholds changing swiftly as new threats emerge or
change in magnitude.  Nothing demonstrates this more clearly than the
events of September 11th and their aftermath.  Adjustments to our border
presence were made to respond to the immediate need for heightened
security.  Security-related initiatives in our Customs Action Plan were
accelerated.  Funding increases in the 2001 Budget Plan cleared the way
for the purchase of additional x-ray machines and ion scanners to detect
dangerous shipments.  These initiatives and other efforts are strengthening
our security while maintaining the flow of legitimate trade and travel, both
of which are vital for Canada’s continued economic stability.  

Meanwhile, the CCRA’s first Annual Report pointed to the need for more
rigour in defining Customs’ compliance priorities and measuring
performance.  To achieve better performance measurement, in 2002-2003
we will begin to replace our core operations management information
system and upgrade our data collection systems with better technology,
more flexible reports, and more reliable data capture methods. 

Finally, while we will keep a strong focus on business transformation, it
will be important to keep core operations on track in order to be vigilant in
responding to the heightened terrorist threat, and to continue the
implementation of a number of specific initiatives, including Firearms
Licensing and Registration, new Customs Officer Powers over criminal 

While we will keep a strong
focus on business

transformation, it will be
important to keep core

operations on track in order
to be vigilant in responding to

the heightened terrorist
threat.

The expected outcome of the Customs Services business line is 
that Canadians’ health, safety, security, and business interests 
are protected, and Canada’s economic growth is supported, 
through responsible border and trade management.

Customs Services
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Expected outcome - Canadians' health, safety, security, and business interests are
protected, and Canada's economic growth is supported, through responsible border and
trade management

Anticipated Results

Enhanced enforcement that
expeditiously identifies and
responds to threats to the
security, health, and safety of
society, and to Canada’s
economy

Effective compliance
management that enhances
personal and economic
security, and encourages
partnerships and sustained
compliance

Exhibit E – Customs Services

Success Criteria

• National Advance Passenger Information / Passenger Name
Record Program implemented

• Customs Controlled Areas implemented at major airports in
2002-2003

• Memoranda of understanding with other government
departments are in place by 2005, which provide for information
sharing and intelligence data, the joint setting of priority areas in
need of compliance improvement, and reporting on performance

• Increase the use of information technology throughout the
Special Import Measures Act processes to enhance accessibility
and reduce the administrative burden on all affected parties
(particularly, small and medium-sized enterprises)

• Implement Officer Powers at Phase 2 sites 

• Over 50% of imports processed under Customs Self Assessment
(CSA) by 2005

• National NEXUS program for major land border offices (with
the United States)

offences such as impaired driving and child abduction, and a currency reporting regime to help combat money
laundering and the financing of terrorist activities. 

To deliver the anticipated results and meet the success criteria we have established for our Customs services, the
effective management of human resources is critical.  Our most immediate priority over the planning period is to
recruit and train new customs staff to meet heightened security requirements as well as to support the full
implementation of Officer Powers. 

The following table shows success criteria, including quantitative and qualitative targets, that have been developed
for the customs services line.  These criteria will be expanded and refined over the coming year to enable us to
better assess our results.



Success Criteria

• 200,000 pre-screened, low-risk air travellers participating in
Expedited Passenger Processing System (EPPS) by 2005

• Administrative Monetary Penalties System (AMPS) fully
operational

• Established service standards are met and reported on

• Agreement with U.S. on expedited process for low-risk
commercial shipments

• Agreement with U.S. on joint programming for travellers

• Negotiation and implementation (administration and legislation)
of customs procedures, and negotiation of trade policy
instruments related to new free trade agreements with Singapore,
the Central America Four, the Free Trade Area of the Americas
(FTAA), and the new WTO Round by 2005

• Prepared for implementation in 2002-2003 (administration and
legislation) of the Canada - Costa Rica Free Trade Agreement

• New Performance Measurement Framework for customs
services, linked to Balanced Scorecard and supported by
upgraded data collection systems, by 2003-2004

• New customs officers staffed, equipped with x-ray and ionscan
detection technology, and fully supported by Integrated Primary
Inspection Line (IPIL) system

• Implementation of Learning Strategy with emphasis on Customs
Inspectors and Superintendents, Client Services, and Compliance
Verification Officers

Expected outcome – Canadians' health, safety, security, and business interests are
protected, and Canada's economic growth is supported, through responsible border and
trade management

Anticipated Results

Effective compliance
management that enhances
personal and economic
security, and encourages
partnerships and sustained
compliance (cont’d)

Responsible services that
encourage voluntary
compliance and minimize the
compliance burden without
compromising security

Certainty and consistency for
international trade and travel

Knowledgeable and skilled
workforce supported by the
appropriate tools, information,
and technology to meet current
and future program needs
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We will continue to pursue
electronic service delivery,
notably for filing personal
income and corporate tax

returns, GST/HST returns, 
and payroll source

deductions information
returns.

Providing Canadians with the tools, information, and assistance they need
to comply with their obligations, while processing returns accurately,
efficiently, and in a timely manner, encourages participation and shortens
the time between filing and the receipt of taxes owing or distribution of
funds.  At the same time, the right audit program supported by sound risk
management discourages non-compliance and thereby ensures the integrity
of the tax base. 

While we are offering new service options across various communication
channels, and continuing to improve response rates, our Annual Report
pointed to certain instances where year-over-year performance has
declined, largely as a result of funding constraints that have prevented us
from keeping pace with business volume increases.  For instance, we
experienced problems having sufficient staff in place to respond to call
demand during peak periods.  

Over the planning period, we will work to reduce the need to call by
providing alternatives through electronic channels, and by improving
information guides and brochures.  Providing our clients with fair,
accessible, and timely service is essential in promoting and facilitating
voluntary compliance.  The evolution of our service offerings in all
channels will be reviewed and improved as a result of surveys, focus
testing and pilot projects to ensure we meet our clients’ needs.

Our processing of returns also affects Canadians’ participation in the tax
system.  The introduction of electronic filing options has enhanced our
processing capabilities, improving accuracy, timeliness and efficiency.
Over the planning period, we will continue to pursue electronic filing
options in four key areas: personal income tax returns (T1); corporate tax
returns (T2); GST/HST returns, and payroll source deductions information
returns.  We anticipate that 1.9 million Canadians will use T1 NETFILE
for the 2002 program.  We will also be introducing EFILE On-Line,
allowing tax preparers to transmit their clients’ T1 returns over the Internet.
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We have two expected outcomes for this business line.  The first
is that Canadians pay their fair share of taxes; the second is that 
the tax base is protected.

Tax Services
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We are also taking actions to improve performance in our review and
enforcement programs, investigations, and in the area of debt management.
With additional resources flowing from the Resource and Management
Review, audit coverage rates will be increased over the planning period.
These efforts will be carried out with a strong and ongoing focus on
fairness and treating our clients with respect.  We will also continue to
improve our capacity to reduce the level of accounts receivable, including
by pursuing new means to quickly reallocate work in this area from office
to office.  The timely collection of overdue amounts is a core element of
our overall compliance and enforcement activities and provides the
revenue necessary to support Canada’s social benefits and economic
programs.

We will also contribute to the Government of Canada’s efforts to work
with the private sector to improve Canada’s innovation performance.  The
Scientific Research and Experimental Development (SR&ED) program,
which we administer, is Canada’s largest federally supported incentive
program for industrial R&D.  We will work to ensure that this program
reaches more of Canada’s smaller R&D performers. 

Exhibit F outlines the anticipated results and success criteria for each of
the two Tax Services expected outcomes.  The success criteria emphasize
improving performance against current standards, and developing new
standards and measures of performance.  In addition, they set goals for
expanded audit coverage and enhanced capacity to address accounts
receivable.  We will continue to refine our success criteria in building our
capacity to report on performance in a clear and open fashion.
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Anticipated Results

Majority of Canadians and
businesses participate in the
tax system

Taxpayers receive timely,
accessible, reliable, and fair
service that is responsive to
their needs

Processing of returns is
accurate, timely, and efficient

Success Criteria

• 95% of federal revenues collected without direct enforcement
action, supported by strong levels of filing, remittance, and
reporting compliance, generally consistent with the performance
of past years

• Develop improved compliance measures for GST/HST and
Excise

• Answer 80% to 90% of all individual and business calls on the
first attempt

• Meet published service standards for counter wait-time [20
minutes (except peak)] and problem resolution program
(acknowledged 24-48 hours, resolved 15 days)

• Meet the public service standard for timeliness in providing a
fair, responsible, and reliable response to requests for GST/HST
rulings and interpretations

• Ensure that processing logic and matching programs identify and
correct errors in favour of taxpayers, and that beneficial
adjustments are processed in a timely manner 

• Meet public service standards for processing requests for
forgiveness under the fairness provisions and report on overall
levels of consistency 

• Process 98% of on-time T1 returns by June 15

• Process T1 returns (paper) within four to six weeks of receipt

• Process T1 returns (EFILE, NETFILE, TELEFILE) within two
weeks of receipt

• Process GST/HST returns within 21 days of receipt

• Process 85% of current-year T2 corporation income tax returns
within 25 days

• Process 90% of the T4 and T5 information returns by the end of
April and May respectively

• Process 95% of T3 Returns within four months of receipt

• Process 1 million visitor and general GST/HST rebates within
60 days of receipt

Expected outcome - Canadians pay their fair share of taxes

Exhibit F – Tax Services



Success Criteria

• Complete review of current targets including appropriateness of
4% ratio of accounts receivable to gross revenue

• Process equivalent of current year's intake of accounts receivable

• Increase revenues by $1,141 million by 2005

Success Criteria

• Further development and implementation of “basket” of
compliance performance indicators for all revenue streams

• Establishment of related benchmarks in 2002-2003

• Improved file selection through further integration of risk
assessment tools

• Review of trends in fiscal impact and “no change” rates to
evaluate success of integration 

• Use of random examination programs to evaluate and refine risk
assessment systems

• Legislative changes are identified and communicated to
decision-makers in a timely manner in comparison with previous
years

• Establish benchmarks for assessing client satisfaction with audit
and enforcement activities

• SR&ED service standards met

• Minister's Action Plan for SR&ED implemented

Anticipated Results

Level of tax debt is within
targeted level

Anticipated Results

Compliance behaviour is
understood and areas of non-
compliance are identified

Allocation of enforcement
resources is guided by risk 

Actively seek legislative
changes as required to enhance
simplification and minimize 
misreporting and unintentional
non-compliance

The right programs are used
and are effectively delivered

Expected outcome – The tax base is protected
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Expected outcome – Canadians pay their fair share of taxes

Exhibit F – Tax Services (cont’d)
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Success Criteria

• Continued growth in new Audit Protocol agreements for large
corporations

• Improvements in detection and investigation of fraud leading to
increased prosecution 

• Meet non-compliance discovery rate targets

• Value of detected non-compliance meets anticipated fiscal impact
levels

• Program completion rate of 95% of planned workload

• Achieved rates of coverage/review against 2005-2006 targets of:
Large corporations – 78% over two years
Medium corporations – 22.5% annually
GST prepayment – 1.5% of returns filed
Business audit – 1.25% of income tax small corporation and 
individual / partnership business population
GST post payment – 1.5% of registrant population

• Staffing completed to levels commensurate with additional
resources from Resource and Management Review

• Comprehensive Workforce Development Strategy in place

• Increased percentage of annual learning plans completed

• Increased percentage of CCRA competency demand met

• Increased level of employee satisfaction

Anticipated Results

The right programs are used
and are effectively delivered
(cont’d)

Sufficient resources are
available to invest in
compliance programs

Knowledgeable and skilled
workforce is in the right place
at the right time

Expected outcome – The tax base is protected

Exhibit F – Tax Services (cont’d)



Millions of Canadians rely on
our administration for benefit

payments that are made in
the right amount and at the

right time.
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Millions of Canadians rely on our administration for benefit payments that
are made in the right amount and at the right time.  Ensuring that this
system runs smoothly makes a direct contribution to quality of life,
particularly for the benefit clients for whom these payments represent a
significant share of household income.

We administer the two largest and most visible benefit programs in
Canada:  the Canada Child Tax Benefit (CCTB) and, the goods and
services tax/harmonized sales tax (GST/HST)credit.  Ninety-eight percent
of all these payments are generally delivered on time, and in the right
amount.  However, many of our clients, particularly at times coinciding
with the new benefit year or cheque mailing dates, rely heavily on
telephone communication with us.  As we stated in the Annual Report, our
telephone accessibility needs to be improved.  Our target is to answer 40%
to 60% of all telephone calls on the first attempt.  Recent expansions of
our toll-free telephone service for CCTB and GST/HST credit enquiries, in
combination with the introduction of a new system of redirecting overflow
calls during peak periods, will help in meeting our target.  

Our processing and delivery systems are also used to deliver benefits and
one-of-a-kind payments on behalf of our partners, provinces, territories,
and other departments of the federal government.  We have consistently
implemented these new and amended programs on time and within budget
without compromising the high level of service our clients and partners
expect.  

Through a memorandum of understanding with Human Resources
Development Canada (HRDC), we administer those parts of Employment
Insurance (EI) and Canada Pension Plan (CPP) legislation that deal with
the determination of employee-employer relationships, and the eligibility
of income for EI and CPP purposes.  As a result of the Auditor General’s
report on EI fraud in British Columbia, as well as recommendations made
by the Standing Committee on Public Accounts, the CCRA is taking the
necessary steps to enhance our ability to deal with EI claims where fraud
or abuse is suspected.  We have enhanced existing systems to enable
tracking and reporting of EI cases dealing with fraud, and improve
information sharing with HRDC.  During 2002-2003, the CCRA and
HRDC will work in close co-operation, monitoring performance and
ensuring adherence to procedures.  

Our Benefit Programs and Other Services business 
line is guided by our expected outcome that 
Canadians receive their rightful share of entitlements.

Benefit Programs and Other Services



35

Effective communication, fair and responsive service, and timely payment of benefits and credits are all essential to
ensure Canadians receive their rightful share of entitlements.  Their importance in achieving our expected outcome is
reflected in the anticipated results and success criteria set out in Exhibit G.  

Exhibit G – Benefit Programs and Other Services

Success Criteria

• Answer 40% to 60% of all telephone enquiries on the first
attempt

• Process 98% of CCTB applications by the end of the second
month after receipt

• Process 98% of benefit client adjustments reliably within 
20 working days

• Process 85% of CPP/EI rulings within 15 days for cases
pending and 31 days for cases non-pending

• Complete Pensionable and Insurable Earnings Review (PIER)
requests within 90 days of receipt and requests from the public
within 31 days

• Use technology to expand validation programs for 
risk management

Anticipated Results

Program communication and
delivery is fair and responsive
to recipients' needs

Entitled recipients receive
accurate and timely payment
and credits

Expected outcome – Canadians receive their rightful share of entitlements



The CCRA’s redress and dispute resolution service is one of the largest in
the federal government.  It is imperative that the system not only be fair,
but that it be perceived as fair to earn and sustain clients’ trust and
confidence, and in turn, promote voluntary compliance. This requires that
clients are informed of their rights and how to exercise them, and that the
system functions in an impartial and timely manner. 

As we stated in our Annual Report, while our dispute resolution process is
transparent, accessible, fair and consistent, it is not always timely.
Improving the timeliness of our appeals process is a key priority for
enhancing the service we provide to Canadians.  Regional offices are
taking immediate action at the local level to improve timeliness, while a
project team has been established to examine the underlying causes of the
size and age of inventories. It will make recommendations by the last
quarter of 2001-2002, forming the basis of a timeliness framework to be
implemented next year.  We anticipate that it will include establishing
targets for processing disputes, a quality-monitoring program, and a
competency profile for all staff.   

Our 7-Point Plan for Fairness launched in 1999 has now reached a level of
maturity where it is entrenched in the way we do business on a daily basis.
While co-ordination of this initiative rests with Appeals, the responsibility
is shared across all business lines to ensure that fairness remains an integral
part of our organizational culture.

Over the planning period, we will also develop a service standard review
cycle to systematically identify opportunities for improvements.  This will
involve a client satisfaction survey in 2002-2003 using the results of a
survey we conducted in 1998 as a baseline.  The new survey will enable us
to assess the progress we have achieved in improving client satisfaction,
which we anticipate in the range of 10%, as well as to identify further
opportunities for client-driven program improvements in areas such as
timeliness, transparency, and cost. 
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Improving the timeliness of
our appeals process is a

key priority for enhancing
the service we provide to

Canadians.

The outcome being sought by our Appeals business line is that 
Canadians receive an impartial and timely review of contested 
decisions through our redress system.

Appeals



Exhibit H focusses on the key elements of the redress system required to ensure that Canadians receive an
impartial and timely review of CCRA decisions.  As in our other business lines, the work to better define our
success criteria is an ongoing priority. 
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Anticipated Results

Transparent, accessible, and
consistent redress mechanisms
promote fair and impartial
treatment

Our dispute resolution service
is provided on a timely basis

Handling of fairness
provisions is consistently
applied across programs 
and regions

Risk management of dispute
and litigation issues is
effective

Knowledgeable and skilled
workforce in the right place at
the right time

Success Criteria

• Establish multi-year targets related to the transparency and
consistency of dispute processing by September 2002

• Complete client satisfaction survey in 2002-2003.  Increase
client satisfaction ratings by 10% over the 1998 survey

• Implement recommendations of the Timeliness Project report in
fiscal 2002-2003

• Establish multi-year targets related to the timeliness of dispute
processing by September 2002

• Complete client satisfaction survey in 2002-2003.  Increase
client satisfaction ratings by 10% over the 1998 survey

• Implement and report on results of a quality-monitoring program
by September 2002

• Implement a training framework by September 2002

• Implement a risk management framework by December 2002

• Meet continuing challenge in recruitment and retention with
integrated HR strategies

Expected outcome - Canadians receive an impartial and timely review of contested
decisions through our redress system

Exhibit H – Appeals



Work in this business line
involves developing the
infrastructure of people,

financial resources,
information technology and
administrative systems we

need to support effective and
efficient program delivery.

Work in this business line involves developing the infrastructure of people,
financial resources, information technology, and administrative systems we
need to support effective and efficient program delivery.  It also
complements the work of other business lines in managing the compliance
continuum in areas such as information technology (IT), systems security,
financial reporting, and responding to requests under the Access to
Information Act.  Increasingly, Corporate Management and Direction is
providing a focal point for capitalizing on the CCRA’s new flexibilities
and accountabilities.

Over the planning period, we will increase our efforts to raise internal
awareness of the Access to Information and Privacy program (ATIP), to
continue improving the average turnaround time for processing access
requests, and to reduce complaints to the Information Commissioner.  An
indicator of our success will be an improvement in the performance rating
we are assigned by the Information Commissioner.  

We will also enhance our capacity to deposit all revenue streams within the
24-hour standard, and we will continue our work in implementing the
CCRA’s Sustainable Development Strategy: 2001 to 2004, guided by key
measurement criteria relating to paper, energy and emission reductions. 
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The expected outcome for Corporate Management and
Direction is that performance of our business services and
operations is maximized through modern and innovative
management approaches.

Corporate Management and Direction



Of critical importance to both the successful completion of the CCRA’s
change agenda and improving the efficiency and effectiveness of our day-
to-day business operations is the continued implementation of the CCRA’s
IT Strategy Framework.  In the coming three years, we will focus on the
following four key IT initiatives and projects: 

• Service Availability and Improvement – to bring our physical data
centres and hardware/software in line with continuous service
availability (every day and all day).

• Data Centre Recoverability – to deliver improved capabilities to
recover data centres and core services in the event of a major disaster.

• Electronic Commerce Infrastructure – to support and keep pace with
the growth in e-business, as described in the Innovation section of this
document.

• Business Intelligence/Decision Support – to deliver a common
corporate framework for the management and storage of high-quality
data central to the effective planning and management of program
delivery.

As Exhibit I illustrates, the success criteria established to deliver the
anticipated results for this business line reflect a strong commitment to
continuous improvement.  We will continue to refine the success criteria to
add clarity and precision.  Meeting these criteria will contribute to a secure
basis for the further implementation of modern and innovative
management approaches. 
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Exhibit I – Corporate Management and Direction

Anticipated Results

Confidentiality of client
information is protected

Canadians’ desire for transparency
in public administration is
addressed

Sound financial and treasury
management

Operational excellence and
solutions leadership in information
technology

Success Criteria

• Establish benchmark for systems security

• Sustained performance between B and C grades
(using Information Commissioner’s scale)

• Development and implementation of modernized 
IT infrastructure to support ATIP Program

• Improved financial management controls and systems
responsive to internal and external stakeholder needs

• Meet standard for 24-hour deposit; establish standard
for customs duties

• Full implementation of Sustainable Development
Strategy

• Continuous availability of Customs systems
infrastructure at Headquarters and at key border sites
by 2003-2004

• Data Centre recoverability infrastructure components
and response procedures in place for customs
distributed applications by 2002 and for all other
essential services by 2005

• Implementation of a single common e-commerce
infrastructure, to deliver all critical e-commerce
services by 2004

Expected outcome - Performance of our business services and operations is maximized
through modern and innovative management approaches



In the Compliance chapter of this plan, we describe the body of work we
will pursue in relation to our core operations, including criteria we have set
to help measure our performance.  This relates to our aim of having
Canadians comply with tax, trade, and border legislation and
regulations, thereby contributing to the economic and social well being
of Canadians.

The chapter, Innovation, speaks to our change agenda and the program of
innovation we are following to improve the service we deliver to
Canadians.  Here, we are guided by our four change objectives:  
1) transformation of our core business; 2) human resources reform
and renewal; 3) administrative reform and renewal; and 4)
transparent management for results.  These link to our aim of
positioning the CCRA as a leading-edge service organization.

There is a strong link between the projects and initiatives that make up our
innovation agenda and the ongoing day-to-day operations of the CCRA.
As the projects unfold, their results influence and are integrated into the
core operations of the organization.  In this way, the CCRA is able to
leverage the return on our innovation investment to ensure high levels of
overall compliance across our business lines.

It is our belief that this approach, identifying strategic change through
innovative projects and initiatives and integrating the results from those
efforts into our core operations, will help establish the CCRA as an
organization that is striving for continuous learning and improvement.

Conclusion
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The creation of the CCRA brought a new sense of optimism
and energy into our organization.  We have worked hard
over the past two years to sustain this momentum, and we
will carry it forward into our third full year of operations.
This business plan will help ensure that we stay on course
by building on past accomplishments and fine-tuning the
change agenda set out in our previous plan.

Our four objectives for change, now well established, are
guiding our efforts across the organization in an atmosphere

of positive transformation.  Enhancements to the services we deliver to Canadians are
continuing quickly, enabled by improvements in our human resources and administration
regimes.  Clearer targets for performance are being established, and our ability to report on our
results continues to be developed.  We are progressing toward new levels of accountability
with a firm undertaking to be open and transparent about our performance.  With this
undertaking comes a stronger capacity to be clear about problems that inevitably arise and to
be accountable for the actions we take to resolve difficulties. 

The people at the CCRA can take pride in the progress made during these rapidly changing
times.  Through our efforts at building a state-of-the-art human resources regime, we have
chosen a course that not only embraces change but also recognizes the inherent adaptability of
people in responding to it.  The CCRA's new Management Group will continue to play an
important part in our commitment to creating a truly people-centred agency with a culture of
learning and innovation.  In creating such an environment, we can and will respond to future
challenges with confidence and with respect for the clients we serve.

In the end, it is my firm belief that it is the people of the CCRA who bring life to the vision
depicted in our plan.  Through their proven commitment, and their capacity to learn and adapt,
we will continue purposefully along the path we set out when we became an agency.

Rob Wright

the Commissioner



Board of Management
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Michael L. Turcotte
Chair, Board of Management
Corporate Director
Montréal, Quebec

Camille Belliveau
Senior Consultant (self-employed)
Shediac, New Brunswick

Esmail Bharwani
Senior Business and Tax Consultant 
Calgary, Alberta

L. Bernice Buckle
Small Business Owner/Operator (retired)
Corner Brook, Newfoundland

Delmore C.W. Crewson
Vice Chair, Deloitte & Touche Canada
Deloitte & Touche LLP
Winnipeg, Manitoba

Peter P. Dhillon
Vice-President and CEO
Richberry Farms Ltd.
Richmond, British Columbia

W. Grant Hinchey 
Chairman and CFO 
Nor-Dat Computer Services Ltd.
Yellowknife, Northwest Territories

Linda Yvonne Ivany
Director of Finance, Atlantic Region
KPMG LLP (retired)
Halifax, Nova Scotia

James L. MacPhee
Managing Partner
MacPhee & MacAulay Chartered Accountants
Montague, Prince Edward Island

Susan I. Paish
Managing Partner
Faskin Martineau DuMoulin
Vancouver, British Columbia

John Penner
School Principal (retired)
Swift Current, Saskatchewan

Stephen E. Rudin
Executive Director
Alzheimer Society of Canada
Toronto, Ontario

Rob Wright
Commissioner
Canada Customs and Revenue Agency

The Board of Management, consisting of 15 members, including the Chair and the Commissioner, constitutes
a new and innovative approach to governance resulting from the creation of the CCRA.  The Board guides us
in our effort to provide better service to Canadians by overseeing business planning as well as policies that
govern agency resources, services, property, personnel, and contracts.
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Organizational Structure

The Honourable 
Elinor Caplan

Minister of National Revenue

Rob Wright
Commissioner 

Alain Jolicoeur
Deputy Commissioner

Board of Management
Michael L. Turcotte, Chair 

William V. Baker
Assistant Commissioner
Compliance Programs

Dan Tucker
Assistant Commissioner

Human Resources

Stephen Rigby
Chief Financial Officer and
Assistant Commissioner
Finance & Administration

Ken Cochrane
Assistant Commissioner
Information Technology

Jean Chartier
Assistant Commissioner

Public Affairs

Customs Services Benefit Programs
and Other Services

Tax Services Appeals Corporate
Management and

Direction

Charles MacNab
Senior Counsel

Legal Affairs

Note:  The Assistant Commissioners, Director General, and Senior Counsel report to the Commissioner.

William (Bill) McCloskey
Assistant Commissioner
Policy and Legislation

Harvey Beaulac
Assistant Commisisoner

Appeals

Denis Lefebvre
Assistant Commissioner

Customs

Robert Russell
Assistant Commissioner

Atlantic

Élisabeth Châtillon
Assistant Commissioner

Quebec

Lysanne Gauvin
Assistant Commissioner

Northern Ontario

Ruby Howard
Assistant Commissioner

Southern Ontario

Elaine Routledge
Assistant Commissioner 

Prairie

Barbara Fulton
Assistant Commissioner

Pacific

William (Bill)
McCloskey

Assistant Commissioner
Policy and Legislation

Dave Saville
Acting Director General

Corporate Audit &
Evaluation Branch

David W. Miller
Assistant Commissioner

Assessment and Collections


