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Agency Overview Canada Revenue 
Agency Briefings 

Mandate - Contributing to Canadians' Economic and Social Well-being 

The Canada Revenue Agency (CRArs mandate is to: administer tax, benefits, and related 
programs, and to ensure compliance on behalf of governments across Canada, thereby 
contributing to the ongoing economic and social well-being of Canadians. In real terms, this 
means the Agency is responsible for the administration of the Income Tax Act, the Excise 
Tax Act, and legislation relating to the Canada Pension Plan, Employment Insurance, 
softwood lumber, and tobacco. The Agency also administers a number of social benefit and 
tax credit programs on behalf ofthe federal, provincial, territorial, and First Nations 

·governments. The work of the Agency helps protect Canada's tax base and supports the 
delivery of a number of important government programs, which are essential to the 
economic and social well-being of Canadians. 

CRA by the Numbers - 2014-2015 

$4698 Taxes and duties processed 

$2558 Collected through source deductions 

$528 In outstanding tax debt resolved 
;:- . 

$228 

$21.98 Non-compliance identified 

28M , individual in~9me taX ;:etfunS proceSsed . 
... __ !: ' .. '/"''''' '._. _:.,' '::_ ... :~""_~_-. 0\.-' _ • 

23M Telephone enquiries answered 

Organizational Priorities 

Amid increasing technological and social change, the Agency focuses on five strategic 
priorities to successfully and effectively deliver upon its mandate: 

. ; ~ 

• Service: The Agency provides multiple service channels to respond to a wide range 
of client service needs and is working to reduce ted tape to improve the service 
experience of taxpayers and benefit recipients. . 

• Compliance: The Agency addresses serious and deliberate non-compliance with 
timely and targeted compliance enforcement actions. The CRA is increasing its use 
of advanced analytics and graduated compliance interventions to resolve non­
compliance issues. 
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Agency Overview Canada Revenue 
Agency Brlefln 

• Integrity and Security: Canadians count on the CRA to protect their information 
and to carry out its duties with the highest level of integrity and security. The 
Agency seeks to quickly detect breaches of integrity and security, and take swift and 
firm action to resolve them. 

• Innovation: Innovation is fundamental to the CRA's ability to improve service to 
Canadians and to take firm and effective action on compliance. The Agency is 
creating an environment where new and innovative ideas are encouraged and 
supported. 

• People: The Agency manages its workforce through strategic recruitment, ongoing 
employee development, and effective succession planning strategies, to provide the 
expertise, leadership, and experience needed to deliver our strategic priorities. 

Governance 

Administrative Authorities 
The Canada Revenue Agency Act (the CRA Act) sets out the mandate, structure and 
authorities of the CRA. It also establishes a governance structure for the Agency that is 
unique in Canada, comprising a Minister, a Board of Management (the Board), and a 
Commissioner. 

Under The eRA Act (s. 30), the CRA ha authority over matters relating to general 
administrative policy in the Agency, the organization of the Agency, real property, 
personnel management and internal audit. In these areas, the CRA has administrative 
flexibility, and is not subject to the same Treasury Board Secretariat (TBS) authorities as 
other government departments. However, TBS policies do provide a foundation for many 
of the Agency's policies. 

The CRA has the authority to enter into contracts, agreements, or other arrangements with 
governments and public or private organizations and agencies. Contracting limits are based 
upon the CRA's own delegation framework, budgets, and resources, rather than those set 
by central agencies. Unlike government departments that are subject to the procurement 
authority of Public Works and Government Services Canada (PWGSC), the CRA procures its 
own goods and services (except for legal services, which are provided by the Department of 
Justice). The Auditor General acts as an external auditor for the CRA. 

The Minister of National Revenue 
The Minister is responsible to Parliament for all CRA activities and exercises powers 
relating to regulation-making and providing reports to Parliament or the Governor in 
Council (Cabinet). It is a longstanding practice that the Minister does not direct officials 
how to interpret the law in individual cases. This practice preserves the Minister's right to 

000089 
Page 2 of 7 

I 
I' 

I 
[ 

I. 
I 



....... 

Agency Overview Canada Revenue 
Agency Briefings 

be informed while at the same time protecting the Minister from allegations of political 
interference in taxpayers' affairs. 

The Board of Management 

Top Row: Gerard j. Fitzpatrick, Rossana Buonpensiere, Richard). Daw, Susan Hayes, Mark S. Dwor (appointed 
after the 2014-2015 fiscal year), Myles Bourke, joyce Sumara, Norman G. Halldorson 

Bottom Row: Margaret Melhorn, Andrew Treusch, Richard (Rick) Thorpe, Robert (Bob) M. Manning, Fauzia Lalani 

Missing: Francine Martel·Vaillancourt and Todd j. McCarthy (appointed after the 2014-2015 fiscal Year) 

The Board of Management (the Board) is responsible for overseeing the organization and 
administration of the Agency and the management of its resources, services, property, 
personnel and contracts. It is also responsible for the development of the Corporate 
Business Plan. The Board is accountable to Parliament through the Minister and may advise 
the Minister on matters relating to the general administration and enforcement of 
legislation; The Board is not involved in the day-to-day management of the Agency and has 
no access to confidential taxpayer information. 
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Agency Overview Canada Revenue 
Agency Brlefln 

The Board is comprised of 15 members appointed by the Governor in Council to serve 
"at pleasure": the Chair; the Commissioner; 11 Directors nominated by the 
provinces/territories; and two Directors nominated by the federal government. A 
Director's term on the Board can be up to three years and is renewable twice. The Chair's 
term can be up to five years and is renewable once. 

The Commissioner of Revenue and Chief Executive Officer 
The Agency is headed by a Commissioner who is appointed by the Prime Minister and has 
Deputy Minister status. The Commissioner is accountable to the Minister and must assist 
and advise him or her'with respect to legislated author ities, duties, functions, and Cabinet 
responsibilities. As the CRA's chief executive officer, the Commissioner is responsible for 
the day-to-day management of the Agency. The Co mmissioner is also an ex-officio member 
of the Board and is accountable to it for the daily administration of the Agericy, the 
supervision of its employees, and the implementation of management policies. The 
Commissioner must inform, as well as consult with, any department/agency and 
province/territory on whose behalf programs are administered by the Agency. 

The Deputy Commissioner 
The Commissioner is supported by a Deputy Commissioner. The Deputy Commissioner is 
appointed by the Prime Minister and is responsible for exercising the powers and 
performing the duties and functions the Commissioner assigns and must act for the 
Commissioner in case of absence, incapacity or vacancy. The Deputy Commissioner is not 
formally a member of the Board. 

The Taxpayers' Ombudsman 
The Taxpayers' Ombudsman has a direct reporting relationship to the Minister and 
maintains an operational independence from the CRA. The mandate of the Ombudsman is 
to improve service to taxpayers by offering a service complaint mechanism that is 
independent of the CRA. The Ombudsman is responsible for upholding the Taxpayer Bill of 
Rights, which sets out the Agency's public commitment to service values and 16 taxpayer 
rights that are derived from the Income Tax Act and the Excise Tax Act as well as the CRA's 
service commitments. 
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Organizational Structure 

Taxpayers' 
Ombudsman 
Sherra Profit 

Agency Overview 

The Canada Revenue Agency 

Minister of 
National Revenue ~ Board of 

Management 
Chair Richard Thoroe 

Commissioner and 
Ch ief Executive 

Canada Revenue 
Agency Briefings 

Deputy ~ Officer 
Commissioner Andrew T reusch 

-

, 

John Ossowski 

---
Regional 

Administrations 

Atlantic 
AC, Ainslea 

Cardinal 

Quebec 

-

AC, Gabriel Caponi 

Ontario 
AC, Vince Pranjivan 

Prairie 
AC, Cheryl Bartell 

Pacific 
AC, Maureen 

Phelan 

L __________________ _ ______ _ 

- - - -- --~--------------------- -------, 

HQ Branches 

Program Branches Corporate Branches 

Assessment, Benefit, and 
Service 

ACt Frank Vennaeten 

Compliance Programs 
AG, Richard Montroy 

Collections and 
Verification Branch 
AC. Michael Snaauw 

Appeals 
AG, Anne-Marie Levesque 

Legislative Policy and 
. Regulatory Affairs 
AC. Geoff Trueman 

Strategy and Integration 
AG, Yves Giroux 

Finance and Administration 
AC and Chief Financial Officer. 

Roch Huppe 

Information Technology 
AC and Chief Information Officer, 

Annette Butikofer 

Hu.inan Resources 
AG, Diane Lorenzato 

Public Affairs 
AC and Chief Privacy Officer 
Susan Gardner-Barclay 

Audit, Evaluation, and Risk 
AC and Chief Audit Executive 

Brian Philbin 

Legal Services 
Assistant Deputy Attorney General 

Micheline Van-Erum 

l ______________________ ~---------------- - -------- - ---- ____ _ 

AC - Assistant Commissioner Level 
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Agency Overview 

The CRA is comprised of 12 headquarters branches and five regional administrations 
(regions). Five of the headquarters branches are program branches, which provide policy 
and technical support for program delivery through the CRA's tax service offices and 
regional tax centres. The remaining seven branches are corporate support branches, which 
provide corporate support services such as finance and human resource management. The 
CRA separates the 'responsibilities for the establishment of program policies and 
procedures from field operations through the use of a regional structure. Each of the CRA's 
five regions is led by a Regional Assistant Commissioner who is accountable for program 
delivery in their region. This approach allows for a high level of program integration and 
ensures CRA program delivery is responsive to regional needs. 

Operations 
The CRA has over 42,000 employees; approximately 10,000 in headquarters and 32,000 in 
the regions. Agency programs are delivered th rough 51 local tax services offices and 

' regional tax centres located in every region' of the country. ' 

Tax services offices deliver exCise (GST / HST) and income tax programs through fully 
integrated offices that usually provide all aspects of our program delivery such as; audit, 
collections, payroll compliance, and appeals. Workloads handled in the TSO are typically 
low volume, high complexity files that may require a degree of face-to-face interaction or 
in-depth review. 

Regional tax centres are primarily tasked with processing individual and corporate 
income tax, GST, other returns and payments, and delivering benefit programs. The 
regional tax centres usually deal with high volume, low complexity files that require little 
or no face-to-face interaction with taxpayers. 

Provincial Tax and Benefit Administration 

In addition to delivering federal tax and benefi t programs, the Agency administers: 

• Individual income tax for all provinces except Quebec; 
• Corporate income tax for all provinces except Quebec and Alberta; 
• Harmonized sales tax (HST) in Ontario and the four Atlantic provinces; and 
• Sales and income tax for First Nations governments. 

The CRA's administration of provincial corporate and personal income taxes is governed by 
Tax Collection Agreements, which are signed by federal and provincial finance ministers. 
HST administration is governed by Comprehensive Integrated Tax Coordination 
Agreements, also signed by finance ministers. The basic administration of provincial tax 
and related benefit programs is free of charge. However, provinces may request enhanced 
services from the CRA (e.g. increased verification of tax credit claims) on a cost recovery 

000093 
Page 6 of 7 

I 

I 

I 
I 
I, 
f 

I 



Agency Overview 

basis. 

Canada Revenue 
Agency Briefings 

The CRA administers 135 benefit and credit programs and services on behalf of the 
provinces and territories and the federal government. The CRA's expertise and national 
systems lower the costs of administering programs and reduce the need for separate 
calculation and delivery systems at the federal and provincial or territorial levels. In 
2014-2015 the CRA issued 115 million federal and provincial benefit and credit payments 
worth close to $22 billion to over 12 million Canadians. 

eRA's Provincial and Territorial (PT) Administration - 2014-2015 

Individual and trust income tax $62.2B 
Corporate income tax $15. 9B 
Harmonized sales tax $23.SB 

-'--------
Total PT revenues administered $100B 

PT benefit programs and sales tax credits $4.5B 

As a holder oflarge amounts of info rmation on Canadian citizens, the eRA is often seen as a 
key source for the sharing of information with other government entities. Conversely, the 
CRA acquires information from the provinces and terri tories to help improve the Agency's 
compliance programs. In support of these exchanges, the CRA completes written 
collaborative arrangements to en ure that the information it collects and shares is used 
appropriately, is adequately protected, and is supported by law. There are currently 164 
such information sharing agreements in place with provincial partners. 
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HEADQUARTERS - PROGRAM BRANCHES 1 

Appeals Branch 
Anne-Marie LeveSQue, Assislant Commissioner 
• Program Management and Analysis 
• Tax and charities appeals 
• Taxpayer r"iel and service complaints, CPPIEI Appeals 
• Strategic Planning 

# 01 HQ FTEs: 232 budget: $54M % 01 total CRA budget: 1.3% 

Assessmen~ Benefit, and Service Branch (ABSB) 
Frank Vermaeten, Assistant Commissioner 
Cynthia Leblanc, Deputy Assislant Commissioner 

• Benefit programs • Horizontal integration 
• Business returns • Individual returns 
• Business transformation • Taxpayer serVices 

#oIHQFTEs: 1,451 budget $414M % oltotalCRA budget: 10.1% 

Compliance Programs Branch (CPB) 
Richard Montroy, Assislant Commissioner 
Ted Gallivan, Deputy Assislant Commissioner 

• Business Intelligence 
• Criminal investigations 
• GSTIHST 
• International and large businesses 
• Offshore compliance 
• Scientific research and experimental development 
• Small and medium enterprises 

#oI HQFTEs: 1,163 budget $257M % oltolal CRA budget: 6.3% 

LegislatIve Policy and Regulatory Affairs Branch (LPRAB) 
Geoff Trueman, Assistant Commissioner 
• Chartties • legislat~e policy 
• Exdse and GST IHST rulings • Registered plans 
'. Regional programs • Income tax rulings 

# 01 HQ FTEs: 953 budget $81 M % oltolal CRA budget 2.0% 

Collections and Verification Branch (CVB) 
Michael Snaauw, Assistant Commissioner 
Mireille Laroche, Deputy Assislant Commissioner 
• Collections 
• Delli management compliance 
• Technology and business int"ligenee 

# 01 HQ FTEs: 860 budget $93.8M % oltolal CRA budget 2.3% 

HEADQUARTERS - CORPORATE BRANCHES 
AudH Evaluation and Risk Branch (AERB) 
Brian Philbin, Assistant Commiss,mer and Chief Risk Officer 
• Enterprise risk management 
• Internal Audit 
• Professional practices and corporate ~ervices 
• Program evaluation 

#oIHQFTEs: 105 budget $11.8M % oltotal CRAbudget <1.0% 

. Finance and Administration Branch (FAB) 
Roch f1Jppe, Assistant Commissioner and Chief Finandal Officer 
Johanne Bernard, Deputy Assislant Commissioner and Agency Comptroller 

• Administration 
• Rnancial administration 
• Rnancial management advisory services 
• Real property and senrice integration 
• Resource management 
• Security and internal affairs 
• Strategic management and program support 

# 01 HQ FTEs: 1,108 budget $540.1M % oltotal CRA budget 13.2% 

Human Resources Branch (HRB) 
Diane Lorenzato, Assistant Commissioner 
Dan Couture, Deputy Assislant Commissioner 

• Employment programs 
• Executive programs and services 
• HR operations 
• Training and learning 
• Wor!q:Mace relations and compensation 

# 01 HQ FTEs: 913 budget: $93.3M % ollDtal CRA budget: 2.3% 

Inlonnation Technology Branch (ITB) 
Annette SUlikofer, Assistant Commissioner and Chief Information Officer 
Lyne Sincennes, AlDeputy Assislant Commissioner, Corporate Systems and Support 
Keith Barrass, Deputy Assislant Commissioner, Solutions 
• Solutions 
• Corporate systems and support 

# 01 HQ FTEs: 3,861 budget: $386.6M % oflolal eRA budget: 9.4% 

Public Affairs Branch (PAB) 
Susan Gardner-Barclay, Assislant Commissioner and Chief Privacy Officer 
• Access to information and privacy 
• Communications 
• Electron" and print media 
• Ministerial services and operations 
• Strategies and services 

# 01 HQ FTEs: 461 budget: $47M % o1lDtal CRA budget 1.2% 

Strategy and Integration Branch (SIB) 
Yves Giroux, Assistant Commissioner 
• Agency chaflge and innovation 
• Agency strategy and reporting 
• Corpora1e Secretariat 
• Information and relationship management 
• Intelligence, Statistics, and Dala 
• Federal, provincial & territorial relations 

# 01 HQ FTEs: 218 budget: $138.7M % o1lDtal eRA budget 3.4% 

HEADQUARTERS - EXECUTIVE OFFICES
2 

#oIHQFTEs: 112 budget: $9.6M % ollo1al CAAbudget <1.0% 

·Incftxles legal Services, Commissioner's Offce, Minister's Office, and 
Taxpayers' OmbLdsman. 

REGIONS 
Pacific 
Maureen Phelan, Assislant Commissioner 
# 01 FTEs: 3,763 budget $251.2M % o1 lo1al CRA budgel : 6.1% 

Prairie 
Cheryl Bartell , Assislant Commissioner 
# 01 FTEs: 5,825-6,325 budget: $333.2M % 01 lotal CRA budget 8.1 % 

Ontario 
Vince PranjNan, Assislant Commissioner 
# 01 FTEs: 13,060 budget: $760M % ol l o1al CRA budget: 18.5% ' 

AHantic 
Ainslea cardinal, Assislant Commissioner 
# 01 FTEs: 3,268 budget $208M % 01 totaf CRA budget 5.1 % 

Quebec 
Gabriel Caponi, Assislant Commissioner 
# 01 FTEs: 4,305 budget: $280M % 01 total CRA budget: 6.8% 

Total Budget for Regions and HQ: $4.1 Billion 

1 Source: Brandl Profiles 
ZSollrre: 2015-2016 HQ atxl RegiOrl3l Boogets for 2015-201 6. Resource Management Directorate, 
RrI3nte & Admiastratiofl Braoch 

3Source: 2015-2016 B!Jdget Al locafions. Aesolr'ce Managemellt Directorate, Raanee &Admiflistratioo Branch 
Now: Totals may notadd due to roufldiflg 

"'FTE: Ful lime [q.Jwalent 
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PERFORMANCE HIGHLIGHTS 
DELIVERING BENEFITS: 

• We administer 6 federal benefit programs. 

We administer 28 ongoing benefit programs on behalf of the provinces and territories. 

We issued 115 million benefit and credit payments, totaling approximately $22 billion, 99.9% of benefit payments were received on 
time. 

ASSISTING TAXPAYERS: 

• 93%* of the revenue we collected from individuals is paid on time. 

We received 157 million visits to our website. 

We answered over 23 million tax and benefit recipient calis. 

We processed over 37 million tax payments 

We assessed over 28,8 mill ion individual returns. 82% of which were submitted electronically. 

We assessed approximately 2.2 mill ion corporate returns, 86% of which were received electronically. 

We processed approximately 7.6 million GST/HST returns, 79% of which were filed electronically. 

ADDRESSING NON-COMPLIANCE: 

We identified over $21,9* billion in non-compliance. 

• We resolved $52* billon in tax debt. 
We processed over $469* billion in payments. 

IF YOU DISAGREE: 

• We resolved 3,356* service complaints. 
We resolved 90,059* disputes. 

Source: Branch Profiles (numbers are rounded based on 2015- 2016 preliminary data which is subjet to revision). 
·Source: 2014-2015 Annual Report to Parliament. 

EMPLOYEE DISTRIBUTION BY MAJOR OCCUPATIONAL GROUP 14.3% 
7.6% 6,101 

2A% 
7.2% 3,201 

1.4% 1,173 
3,251 

1.11% sea 
0.6% 0.6% 437 
241 263 

tJ 
TOTAL 42,672 

EMPLOYEE DISTRIBUTION (PERMANENT AND OTHERS) 
8.B% 10.6% 12.2% 13.5% 24.7% 
3,741 4,508 5,211 5,738 10,543 

• • • • • t l' 11' 11' 11' 
AllANTIC PACIFIC QUEBEC PRAIRIE HEADOUARTERS 

TOTAL 42,672 
Source: Corporate Adminislratve Systems (CAS), June 1,2015 

64.3% 
27,417 

30.3% 
12,931 

• 
ONTARIO 



MISSION 
To administer tax, benefits, and related programs, and to ensure compliance 
on behalf of governments across Canada, thereby contributing to the ongoing 
economic and social well-being of Canadians, 

Pacific Region 
Home to 4,58 million people, the Pacific Region serves Canadians 
and bu~nesses in British Columbia and the Yukon, and processes 

tax retums for southern Saskatchewan. 

The regional office is located in Vancouver. 

FRASER VALLEY AND NORTHERN TSO 

SOllTHERN INTERIOR TSO 
KELOWNA 

PENTICTON 

VANCOUVER 150 

VANCOUVER,ISLAND TSO 

SURREYTC 

SURREY CC 

Prairie Region 
Home to 6,2 million people, the Prairie Region serves canadians and 
businesses in Alberta, Saskatchewan, and Manitoba, as well as the 
Northwest T errnories, 

The regional office is located in Winnipeg, as is the Compensation Client 

Service Centre, 

WINNIPEG TSO 
WINNIPEG 
BRANDON 

SASKATCHEWAN TSO 
REGINA, 
SASKATOON 

SOUTHERN ALBERTA TSO 
, CALGARY 
LETHBRIDGE 
RED DEER 

EDMONTON TSO 

WINNIPEGTC 

EDMONTON CC 

CALGARYCC 

T A GLANCE 

Ontario Region 
The Ontario Region, which also serves the territory of Nunavut, 

is the largest geographic region in the Canada Revenue Agency (CIRA) , 
tt has a population 01 over 13 million people (approximately 39 percent 

of the Canadian population), 
The regional office is located in Toronto, 

TORONTO NORTHIBARRIE TSO INTERNATIONAL AND OTTAWA T50 
EAST CENTRAL ONTARIO TSO 

BEllEVillE 
KINGSTON 

PETERBOROUGH 

HAMILTON/NIAGARA TSO 

KITCHENERiWATERLOO TSO 

LONDONiWlNDSOR TSO 

TORONTO CENTRE TSO 

TORONTO EAST TSO 

TORONTO WESTITHUNDER BAY TSO 

. ; 
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OTTAWA TECHNOLOGY CENTRE 

OTIAWA CC 

SUDBURY TSOIlC 

TORONTO CENTRE CC 

HAMIIJONINIAGARA CC 

TORONTO EAST CC 

VISION 
The Canada Revenue Agency is the model for trusted tax and benefit 
administration, providing unparalleled service and value to its clients, and 
offering its employees outstanding career opportunities, 

Legend 
® R£.GIONAL OFFICE 

o TAX SERVICE OFFICE (TSD) 

• TAX CE:rflRE (TC) 
() em CONTAINING BOlli A TSO AND Te 

. CPU CENTRE ICC) 
. • TECHNOLOGY CENTRE 

Atlantic Region 
The Atlantic Region encompasses four provinces, 540,000 
square kilometres and is home to 2,3 million people, 

The regional office is located in Halifax. 

NEW BRUNSWICK TSO 
BATHURST 
MONCTON 
SAINT JOHN 
CHARLOTIETOWN TSO 

NEWFOUNDLAND & LABRADOR TCIlSO 
ST. JOHN'S 
GRAND FALlS-WINDSOR 

NOVA SCOllA TSO 
HALIFAX 
SYDNEY 

ST. JOHN'S TC 

SUMMERSIDE TC 

SAINT JOHN CC 

NEWFOUNDLAND AND LABRADOR CC 

ruNTlCFIEG"'.Al OffiCE 

./ 

Quebec Reg ion 
TJie CRA's Quebec Region .covers all of the Province of Quebec, the 
in Canada, with an area of 1,667,441 km2, 

tts population is estimated at 8,2M, the second highest in Canada, affer Ontario, 
representing 23,2% of Canada's population, 

The regional office is located in Montreal. 

MONTREAL TSO 
WESTERN QUEBEC TSO . 
LAVAL 
GATINEAU 
ROUYN-NORANDA 

CENTRAL AND SOUTHERN QUEBECTSO 
SHERBROOKE 
TROIS-RIVERES 
BROSSARD 

EASTERN QUEBEC TSO 
CHICOUTMI 
QU~BEC CITY 
RIMDUSKI 

JONQUIERE Te 

SHAWINIGAN SUD TC 

MONTREALCC 

Note: Statistics and Volumetrics Current as of June 2015 
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To be determined To be dete rmined 
Minister of National Revenue Parliamentary Secretary 

TedGalliv~n 
CAC, Compliance Progra m 

Bral'tth 
(6U) 946-9684 

• Suzanne O'Brien, EA 
(613) 957-3616 

': and Chief PrivacyOffieer, 
PublK; Afblrs 

(613) 957-3508 
• Jerry Dybb, Special Advisor 

(613) 957-8071 
TBD,SA 

(613) 957-8472 

to the Mlnisterof NatioNI 
Revenue 

RochHuppi 
ACand CFO, Finan.:. & Admin. 

(613)946-1763 
• NlthaIIeSt-Jean, SPA;nd 1M 

(613) 94HI171 
Mary BracbhilW, 
OffIce MaMler 
(613) 946-3013 

Mal_ Hour1<hirron, A/SA 
(613) 946-1764 

19(1 ) 

-
Yves Giroux 

AC, StraItlY and Integration 
(613)952-3660 

• Joanne Cotf, EA 
(613) 954-2927 

Kathleen Davis, SA 
(61~) 957-9235 

Richard Thorpe 
Chair, SoiI rd of Milmligement 

Tara Coscrolll! 
Corporate ~retary 

(613) 954-Q680 

19(1 ) 

Johanne Bernard 
CAC, finance & Admin. 

(613) 948-5240 
• HathllleSt-Jean SPA and 1M 

(613j941'()171 
Mary Bradshaw, 
Office Maniler 
(613)946-3013 

Mai ... Houri-Olarron, A/SA 
(613) 946-1764 

19(1 ) 

Michael Snaauw 
AC, Collections and Ver~tion 

(613) 954-1269 
• G~le Scott, EA 
(613) 952-9787 

Julie Courchesne, SA 
(613) 952-3836 

Andrew Treusch 
Commlsslonerand 

Chief Executive Officer 
(613) 957-3688 

• Genevieve Binet , Chief of 5taff 
(613) 957-3688 

laurel Hearty, SA 
(613) 957-3688 

Diane Lorenzato 
AC, Human Resources 

(613) 954-8200 
• Sindra (hamle, 

Executive Coordln~tof 

(6U) 954-3201 
Chri.tine Fauvelle, SA 

(613)941-4391 
[rin Cole, SA 

(613)946-4934 

CAC, Conections and 
Veriflcatlon 

(613)957-8174 
• Glse le Scott, EA 
(613) 952-9787 

Julie Coarchesne, SA 
(613)952-3836 

Senior ManaJ!ement Contact list 

John Ossowskl 
Deputy Commissioner 

(613) 957-3688 
• Carmen Voghef, EA 

(613) 957-3688 

Dan Couture 
PAC, Hum~n Resources 

(613) 946-4527 
·Slnd,. OI!mk; 

Executive Coor.:lln~tor 
(6U) 954-8201 

Christine h uvelle, SA 
(6U) 941-4391 

Erin Cole, SA 
(613)!M6-4934 

Alnslea Cardinal 
AC,Atlantic 

(902) 426-6370 
-Anna-lise Landriault, EA 

(902) 425-1825 
Ni~le Dufour,AA 

(902) 426-610~ 

19(1) 19(1) 

~ 
b_ 

Tara Cosgrove 
Corporate Secretary 

Agency Corpor.l te Setreta rilt 
(613)954-0680 

• Manon Larcher, EA/SA 
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(416)952-9435 
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(613)941-3506 
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Frank Vermaeten 
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• Michael Joy, EA 
(613) 957-9040 
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• V'ra;!nla Comeau, EA 
(613)954-9466 
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(613) 941-5362 

AC, Pacific 
(604) 666-0456 

• Nancy Simpson, EA 
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Maria Gauer, AA 
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Cynthia Leblanc 
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Chair of the Board of Management 

Richard (Rick) Thorpe, CPA, CMA, FCMA 

Penticton, British Columbia 
Appointed: October 2013 for 4 years 

Chair, Board of Management 
Member, Audit Committee 
Member, Governance Committee 
Member, Human Resources Committee 
Member, Resources Committee 

Canada Revenue 
Agency Briefings 

Nominated by the federal government, Richard (Rick) Thorpe has more than 45 years 
of experience in the private and public sectors. He was a member of the British 
Columbia Legislative Assembly from 1996 to 2009 where he represented the ridings of 
Okanagan-Penticton and Okanagan-Westside. During his tenure as a member of the 
Legislative Assembly, he served as Minister of Small Business and Revenue, Minister 
Responsible for Regulato ry Reform, Minister of Provincial Revenue, and Minister of 
Competition, Science and Enterprise. From 2001 to 2009, Mr. Thorpe served on the 
British Columbia Treasury Board, including five years as the Deputy Chair. . " 

Before his election to the Legislative Assembly, Mr. Thorpe worked in the Canadian 
brewing industry for 22 years in a number of senior executive positions in Canada, and 
internationally. In addition, he was involved in repositioning the British Columbian 
grape and wine industry and was a partner in an Okanagan winery. 

Mr. Thorpe formerly served on the Insurance Corporation of British Columbia from 
May 2012 to October 2014 as Director and Vice-Chair, and on the Canadian Snowbirds 
Association as Director from 2012 to 2014. He is a former volunteer Chair of the Fiscal 
Review Board for the City of Penticton"(2010 to 2013), and has also served on non­
profit boards, including Summerland Charity Shops Society (Penriy Lane) 20iO to 2013, 
Agur Lake Camp Society, the Heart & Stroke Foundation of British Columbia and Yukon. 

Mr. Thorpe isa certified public accountant and a certified management accountant. 
Also, in 2007, Mr. Thorpe was awarded the Fellow of the Society of Management 
Accountants of Canada - the highest honour given to a certified management 
accountant 
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Commissioner of Revenue and 
Chief Executive Officer of the Canada Revenue Agency 

Andrew Treusch, B.A., M.A. 

Appointed: December 2012 

Canada Revenue 
Agency Briefings 

In December 2012, Andrew Treusch was appointed Commissioner of Revenue and 
Chief Executive Officer of the Canada Revenue Agency (CRA). The CRA administers 
income, sales and other taxes; ensures compliance; and distributes benefit payments to 
millions of Canadians oil behalf of governments across Canada. 

In 2014-2015, the CRA processed over $469 billion in payments; paid almost 
$22 billion in benefits payments; and resolved $52 billion in outstanding tax debt. The 
CRA has over 40,000 employees working coast to coast across Canada. 

Mr. Treusch was born in Saskatoon and grew up in Winnipeg, Manitoba. He received a 
B.A. (Honours) and M.A. degrees from the University of Manitoba in 1976 and 1978; his 
principal field of study was Political Studies. He began his Ph.D. at Queen's University in 
1979 when he was selected as a Canadian Parliamentary Intern, which brought him to 
Ottawa. 

Mr. Treusch's career began with the Publi.c Service of Canada in the early 1980s. He 
joined the Department of Finance in 1984, and then moved to the Privy Council Office, 
the Treasury Board Secretariat and the Department of Human Resources and Skills 
Development in positions of increasing responsibility. 

In 2007, Mr. Treusch was named Executive Director to ·the Competition Policy Review 
Panel, chaired by L.R. Wilson. The Panel's mandate was to review competition and 
investment policies and to report to the Minister of Industry. The Panel's report, 
"Compete to Win" was released in June 2008. 

Mr. Treusch was appointed Associate Deputy Minister of Environment Canada in June 
2008 and later Associate Deputy Minister of Public Works and Government Services 
Canada in September 2009. 
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Commissioner of Revenue and 
Chief Executive Officer of the Canada Revenue Agency 

Currently, Mr. Treusch is the Federal Deputy Minister Champion for Memorial 
University of Newfoundland, and was formerly President of the Institute of Public 
Administration of Canada (IPAC) and 2014 Chair of the Government of Canada 
Workplace Charitable Campaign (GCWCC). 

Mr. Treusch is married, has three children, and resides in Ottawa. 

You can follow him on Twitter at@AndrewTreusch. 

Canada Revenue 
Agency Briefings 
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Deputy Commissioner of the Canada Revenue Agency 

John Ossowski, B.A. 

Appointed: June 2015 

Canada Revenue 
Agency Briefings 

On june 26, 2015, former Prime Minister Stephen Harper announced the appointment 
of Mr. john Ossowski to the position of Deputy Commissioner of the Canada Revenue 
Agency, effective july 6,2015. 

Prior to this appointment, Mr. Ossowski was the Associate Deputy Minister of Public 
Safety since 2013. He has also held senior positions in the federal Public Service, 
notably, he served as Assistant Secretary, International Affairs, Security and justice 
Sector, Treasury Board Secretariat from 2008 to 2013, and as Deputy Chief, Corporate 
Services, Communications Security Establishm ent Canada from 2005 to 2008. 

Mr. Ossowski holds a Bachelor of Arts, Economics, from the University of Victoria. 
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Taxpayers' Ombudsman Canada Revenue 
Agency Briefings 

Sherra Profit, B.A., LL.B 

Appointed: April 2015 

The Honourable Kerry·Lynne D. Findlay, P.C., Q.c., M.P., former Minister of National 
Revenue announced the appointment of Ms. Sherra Profit as the Taxpayers' Ombudsman 
on April 10, 2015. Ms. Profit's took office on July 6, 2015. 

Prior to joining the Office of the Taxpayers' Ombudsman (OTO), Ms. Profit practiced law 
in Prince Edward Island for more than 15 years. During this time, she gained experience 
in a variety oflegal disciplines, induding alternate dispute resolution, general litigation, 
real property, estates and trusts, f amily law, corporate law, and commercial law. 

Ms. Profit holds a Bachelor of Arts degree from St Francis Xavier University and a 
Bachelor of Laws Degree from the University of Saskatchewan. She was called to the Bar 
in Prince Edward Island in 2000. 

Ms. Profit is married and has two daughters. 
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Partnerships and Stakeholders Canada Revenue 
Agency Briefings 

The Canada Revenue Agency (CRA) maintains relationship at various levels with a wide 
range of government, not-for-profit, and private sector organizations. The CRA's 
relationship with Federal, Provincial, and Territorial governments is presented in 
Section 3a, Agency Overview. 

The CRA engages key stakeholder groups to help advance the CRA's goals and priorities 
and to extend the Agency's influence and expertise. Stakeholder engagement refers to our 
interaction with specific clients, representatives of clients, and other organizations and 
groups. It excludes outreach efforts and regular communication efforts the Agency 
conducts to support delivery or compliance. 

eRA partnerships 

Federal 

The most important relationship the Agency has within the federal sphere is with the 
Department of Finance Canada, the organization directly responsible for developing the 
Government of Canada's tax policy and legislation. The Agency administers tax policy and 
provides the Department with input on proposed changes to tax legislation. The CRA also 
maintains working relationships with other central agencies, like Treasury Board ' 
Secretariat and the Privy Council Office, and follows their lead on matters such as 
Treasury Board submissions, collective agreement negotiations, external communications, 
and public opinion research. 

The CRA supports the administration of the Canada Pension Plan, Employment Insurance, 
and Old Age Security programs with Employment and Social Development Canada. The 
Agency also provides statistical services and tax data to Statistics Canada, as well as the 
Department of Finance Canada and provincial and territorial ministries of finance. The 
Agency works cooperatively with Shared Services Canada, the organization responsible 
for the delivery of email services, data centre, and telecommunications services to 
43 federal departments and agencies, including the CRAl. 

International 

On the international level, the CRA collaborates with other tax jurisdictions to exchange 
knowledge and best practices, ensure effective and non-duplicative approaches to tax 
administration across borders, and to actively support the strengthening of tax 
administrations in developing countries. The CRA has also developed a close working 
relationship with fellow tax administrators from the Internal Revenue Service (United 
States), Her Majesty's Revenue and Customs (United Kingdom), Australian Taxation Office, 
and New Zealand's Inland Revenue. 

1 The responsibility for eRA's information technology infrastructure services was transferred to Shared 
Services Canada in 2011. 
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Partnerships and Stakeholders Canada Revenue 
Agency Briefings 

The CRA participates in the activities of several international organizations, including: 
• Organization for Economic Co-Operation and Development (OECD); 
• Global Forum on Transparency and Exchange of Information; 
• United Nations Tax Committee; 
• Inter-American Center of Tax Administrations; and 
• Commonwealth Association of Tax Administrators. 

Within the context of the OECD and the related Forum on Tax Administration (FTA), the 
CRA Commissioner is an active member of the FTA Bureau and a sponsor of the Large 
Business Network. The Agency is also an active member of several operational groups such 
as the Joint International Tax Shelter Information Center and the Seven Country Tax Haven 
Forum. 

Industry associations 

The CRA collaborates with a number of national industry associations on specific 
initiatives, programs, or projects, for example: Chartered Professional Accountants of 
Canada (CPA Canada); Canadian Federation of Independent Business (CFIB); Canadian 
Home Builders' Association (CHBA); Canadian Taxpayers Federation; and Association de 
planification fiscale et financiere. 

When working with industry associations, individual taxpayer information is never 
discussed. 

• In 2014, the CRA and the CPA Canada signed a framewo rk agreement to enhance 
collaboration, enhance'CRA services, and ensure a well-running tax system in 
Canada. While the CRA collaborates with the CPA, it does not discuss individual 
taxpayer information. The agreement created seven committees in the following 
areas: service, compliance, tax administration, scientific research and experimental 
development, commodity tax, red tape reduction, and training. 

• The CRA will meet twice a year with CFIB through the Small Business Consultation 
Forum. This joint forum between the CRA and CFIB was launched in 2015 and will 
provide the Agency with valuable feedback from the small and medium businesses 
community. 

• The Minister's Underground Economy Advisory Committee launched in November 
2014, comprised of key industry sectors and academia, provides the Minister of 
National Revenue and the CRA with an industry perspective and feedback on the 
government's ongoing efforts to combat the underground economy. 

• For many years, the CRA worked with the Canadian Home Builders' Association 
(CHBA) to help promote the Get it in Writing! campaign - which provides consumers 
with tools and information to discourage and reduce their participation in the 
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Partnerships and Stakeholders 
I 

Canada Revenue 
Agency Briefings 

underground economy. The CRA is investing $745,000 over three years to support 
this campaign. 

The CRA consults regularly with other industry associations that represent the interests of 
organizations involved in tax administration. Through various channels, the Agency works 
to reduce irritants to small businesses (e.g. red tape) and to find innovative solutions to the 
underground economy. 

Community organizations 

The CRA administers a Community Volunteer Income Tax Program, which allows partner 
organizations to host tax preparation sessions for low income taxpayers and those with 
simple tax situations. The CRA offers training, tax software, and telephone support to the 
volunteers. Over the past year, volunteers assisted in the completion of over 600,000 
returns. 

eRA's key stakeholders 

CRA's activities to engage stakeholders serve to gather business intelligence and where 
possible enlist support for Agency efforts to deliver its mandate. Working closely with 
stakeholders allows the Agency to develop a more genuine understanding of their 
perspective on key strategic issues, which may havean impact on their organizations as 
well as the CRA clients they serve. It also promotes openness and transparency in CRA 
decision making on policy and program development. 

The CRA's key stakeholders are identified based on their: 
• influence on the Agency's planning and priorities; 
• potential to influence the public's perception of the CRA; 
• significanceas representatives of a specific stakeholder community at a national 

level, or as national opinion leaders within their communities; and 
• importance as potential partners or adversaries in advancing the priorities and 

goals of the Agency, for example, e-services. 

Some of the CRA's key stakeholders include: 
• Association de planification fiscale 

et financiere 
• Canadian Bankers Association 
• Canadian Chamber of Commerce 
• Canadian Federation of 

Independent Business 
• Canadian Payroll Association 
• Canadian Tax Foundation 
• CD. Howe Institute 

• Chartered Professional 
Accountants of Canada 

• Conference Board of Canada 
• Efile Association of Canada 
• Tax Executives Institute 
• Volunteers for CRA's Community 

Volunteer Income Tax Program 
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Taxpayers' Ombudsman Overview 

Background 

Canada Revenue 
Agency Briefings 

The Office of the Taxpayers' Ombudsman (OTO) works to enhance the Canada 
Revenue Agency's (CRA) accountability in its service to, and treatment of, taxpayers 
and benefit recipients through independent and impartial review of service-related 
complaints and systemic issues. Ms. Sherra Profit, who assumed the role on July 6th, is 
the second person to be appointed Canada's Taxpayers' Ombudsman since its 
creation in 2008. 

The Taxpayers' Ombudsman's mandate is to assist, advise, and inform the Minister 
about any matter relating to services provided to a taxpayer by the CRA. Unlike 
American, Australian, and Mexican models th at have created Taxpayer Advocate 
offices, the Canadian Taxpayers' Ombudsman was not created to exercise an 
advocate function. The CRA Appeals Branch exercises this function and 
independently reviews disputed assessments to ensure their correctness. 

More specifically, the Taxpayers' Ombudsman: 
• Reports directly to the Minister of National Revenue. 
• Operates at arm's length from and independently of the CRA. 
• Conducts impartial reviews of service-related complaints about the CRA. 
• Enhances the CRA's accountability and service to the public. 
• Upholds the 8 service righ ts of the 16 rights stated in the Taxpayer Bill of 

Rights. The other rights are legislated and administrative rights. 

The Taxpayers' Ombudsman will generally review a complaint only after all the 
CRA's internal complaint resolution mechanisms have been exhausted. There are 
certain types of complaints that she cannot review, such as complaints that are not 
service-related, where matters are before the courts, etc. The Taxpayers' 
Ombudsman is not authorized or mandated to review matters that arose more than 
one year before her appointment, nor can the Taxpayers' Ombudsman review the 
administration or enforcement of CRA legislation except to the extent that the 
matter raises a service issue. 

In addition, the Taxpayers' Ombudsman proactively engages with Canadians and 
continues to build and strengthen relationships with key stakeholders, all with a 
view to raising awareness of taxpayers' rights and the role of her office. The 
Taxpayers' Ombudsman also visits CRA offices throughout Canada to meet with 
management and staff to explain the role of the OTO as well as to hear the staffs 
perspectives on service issues. 

The Ombudsman Liaison Office (OLO) within the Appeals Branch is the CRA's official 
point of contact for the Taxpayers' Ombudsman. OLO facilitates all of the OTO's 
activities in the Agency and provides assistance to the Taxpayers' Ombudsman to 
fulfill her mandate in a timely manner. 
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Taxpayers' Ombudsman Overview Ca nada Revenue 
Agency Briefings 

The former Taxpayers' Ombudsman has published six annual reports, seven special 
reports, and one observation paper, with 28 recommendations, which were all 
accepted by the CRA. 

Taxpayers' Bill of Rights 

The Taxpayer Bill of Rights was launched in 2007 in order to demonstrate the 
Government of Canada's firm commitment to fairness for taxpayers. It is a set of 
sixteen rights confirming that the CRA will serve taxpayers with a high degree of 
accuracy, professionalism, courteousness, and fa irness. The Taxpayer Bill of Rights 
also includes the CRA Commitment to Small Business, a five-part statement through 
which the eRA pledges to create a competitive, dynamic, business environment in 
which Canadian businesses will thrive. 
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• 

• 

• 

The Federal Budget (usually in February or March) outlines the government's spending and priorities for the coming 
years. 

The Main Estimates, which must be tabled by March 1 every year, present the governrrient's spending plans fqr each 
government organization for the coming year. They contain both statutory programs (included for information purposes 
only) and appropriations which must be authorized annually by Parliament. Pages 5 and 6 show CRA's Main Estimates 
amounts for 2015-2016. 

Timing is such that Main Estimates generally do not include new spending initiatives announced in the Federal Budget. 
Funding for these initiatives must first receive support through a Treasury Board submission, and will then be included in 
one of the Supplementary Estimates (generally approved in June, December, and March) or in the following year's Main 
Estimates. 

• eRA has obtained TB approval for Budget 2015 measures having an impact beginning in 2015-2016. Associated 
funding for 2015-2016 will be accessed through the December 2015 Supplementary Estimates. 

69(1 )(9) re (a) 

• Each 'fall, the government tables the Public Accounts of Canada, to account for each organization's spending compared to 
its' approved authorities in the previous fiscal year. They also present the government's consolidated financial statements 
for that same period. 

• As an Agency, the CRA has benefitted from a two-year spending authority (Le., funds voted in one year could be spent 
over two fiscal years). Budget 2015 announced that the CRA will transition to a standard one-year appropriation in 2016-

. 2017 subject to TB's carry forward limitations of 5% ofthe Operating Vote and 20% of the Capital Vote. 
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• In addition to its statutory authorities, the eRA has two annually voted appropriations (commonly 
referred to as 'votes'), namely: 

./ Vote 1 - Operating (covering the Agency's base operations, including salaries (84%) and operating 
expenditures such as supplies, postage, training, travel,' legal services, etc.) 

./ Vote 5 - Capital (covering the acquisition or creation of mainly IT assets expected to exceed 
$10,000) 

Statutory Authorities include: 

Children's Special Allowance 
(CSA) payments $Z37.0M 

Respenda ble Revenues 
$169.5M 

Statutory Authorities· 
Employee Benefit Plans 

S41B.9M 
11.0% 

Statutory 
Authorities' Other 

$406.5M 
10.7% 

Vote 5· Capital 
$80.5M 
2.1% 

Vote 1 • Operating 
$2,B9B.9M 

76.2% 
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PROTECTED B 

AUTHORITIES SUPPORT THE ·OELIVERY 
.' " . - .- . "..." . 

OF SEVEN CRAPROGR·AMS 
• The seven programs are in turn supported by internal services (finance, HR, IT, real property, etc.). 

Includes: 

In_a Services 
I~o.. Teclulology 

S318M 
8% 

Int<ma Services 
Rea Propeny 

S280M 
7% 

Children's Special Allowance 
(CSA) payments $Z37M 

Appeals 
$162M 
4% 

. Int.",,;1 Services 
00... 

S473M 
12% 

Taxpay.",· 
Oml>Jds .... 

S3M 
1% 

Taxpayer and 
Business Assistance 

S251M 
7% 

Total authorities = $3.8B 

Assessment of Re\lJms c..'ld 
Payment P""""sing 

S5G2M 
15% 

CoIleaiC<'IS and 
RcoJms ~Ji~ 

$4271.1 
11% 
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PROTECTED B 

CHANGE IN CRA BUDGET LEVELS 
FROM 2010-2011 TO 2015-2016 

Since 2010-2011, the Agency has managed budget reductions of $283 million announced in Federal 
government efficiency exercises. 

2010-11 Main Estimates (excluding statutory authorities) 

2015-16 Main Estimates udi authori ties and transfer to Shared Services Canada 

Major changes to the Agency's budgets are summar ized below (i ncl uding the ongoing impacts pr ior to 2010-11) : 

a) Various reduction exercises announced in Federal Budgets including spendi ng review, targeted review and 

travel reductions 

b) Treasury Board Submissions and Federal Budget measures, i ncluding the impl ementation of HST for 

Ontario, the redesign ofthe individual i ncome proces sing system, the Jlgency's annual Omnibus submission 

and Real Property Accommodations 

c) Centrally funded wage settleme nts outside the operating budget freezes announced in Budget 2010 and 

Budget 2014 

1. Includes Employee Benefit Plans associated with these initiatives 

18(d) 

----- --~_:_--.--,-- ~- --_OOOt~-B -

$M 
3,990.4 

(2 82.9) 

225.1 

87.2 
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PROTECTED B 

KEY IMPACTS OF RECENT BUDGETS -
REVENUE GENERATION 

• Under Economic Action Plan (EAP) 2013, the eRA committed to implemeriting transformational changes to its 
compliance programs-to improve effectiveness and help preserve the integrity of the tax system by targeting 
non-compliance in the highest-risk areas. The eRA exceeded the commitment to generate additional revenues 
of $550M per year by 2014-2015. No incremental funding was received to implement these changes. 

• Under EAP 2014, the eRA received funding of $99M for three years (2014-2015 to 2016-2017) for the 
implementation of four revenue generating initiatives with the objective to generate $652M in incremental 
federal revenue. eRA exceeded the target set fo r 2014-2015 and is well positioned to meet the 2015-2016 
target. 

• As part of EAP 2015, the eRA received funding of $375M over five years to expand and enhance a number of 
audit and non-audit programs including those that target the underground economy, offshore non-compliance 
and aggressive tax avoidance by large complex entities. The expected federal revenue impact is Significant, 
estimated at approximately $1.9 billion over five years. 

6 
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KEY IMPACTS OF RECENT BUDGETS -
TAX MEASURES 

• Additional funding was r e ceived to implement a number of legis lative measures: 

Federal Budget 
,Funding for .' Funding over 

Key Legislative Initiatives Include: 
2015-2016 1 5-yearperiod 1 

Scientific Research and Experimental De\'elopment outreach and increased compliance 

2013 2 SlS.7M S64.8M 
Combating international tax evasion and aggressive tax avoidance 
Harmonized Sales Tax (HST) and the Harmonized Sales Tax Credit (HSTC) in Prince Edward 
Island (PEl) 
Reducing the administrative burden on Charities 

2014 S7.4M S42.1M Infol1nation reporting of tax avoidance transactions 
Enhanced exhange of information - intergovernmental agreement between US and Canada 

-

69(1 )(9) re (a) 

1 -Includes funding for Public Works and Go\'ernment Sel" ces, and Shared Sen.ces Canada 
2 - The CRA internally funded Omnibus 2013 initiatives for fiscal year 2013-2014, therefore 5 year funding period represents 2014-2015 to 2016-2019 
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• In Canada's self-assessment tax system, providing service excellence is one 
of the best and most effective ways to sustain high rates of voluntary 
compliance and ensure clients rece ive the entitlements they are due. 

• The CRA provides up-to-date information through a variety of service 
channels to ensure Canadi ans have easy access to clear, timely, and 
accurate tax and benefi t in fo rmation. 

• Over the last severa l years the eRA has improved the service experience of 
most clients and the effici en cy of our serv ice delivery by delivering a 
number of new e-enabled self-service options. These e-services are 
supported by traditional telephone service delivery and offer clients the 
convenience of accessing CRA information and services in a way that works 
best for them. 
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The CRA is one of the largest service organizations in Canada. Last year, the Agency touched the lives of 31 million 
individual and corporate clients and issued benefit and credit: payments to nearly 12 million recipients. Canadians can 
electronically file their tax returns with the CRA and a growing number of individuals and businesses take advantage of 
this key e-Service. 

Results for 2014-2015 .:;: .. ::,~' ," 
~~. . -.' ..... - . 
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,';; 

.;" : .. :.; .. :.:";-;\ 

, Service Standards 
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Results for 2014:2015 , '. . 
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Secure Online Portals . '. ,::' '~', " ·C.:·. Canada.ca . · 
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Results for 2014~2015 ',,' " . 
-'~". ' .- ',." ... t, ".,'.-

.' 

"',: 
,"' . . '.;' ',.," .. ,' -,~~;;::-,"'~'. ~;~ .. .1, 

, ' " " " :.' :,:<;baJlenges ' .', < ',., 
.' ., '. i 

6 

.. -~OD0127 



The eRA sends out approximately 130 million pi ece s of corre s pondence each year, 
comprised of approximately 430 specific letter or notic e t y pes including:. 

• T1 Noti .ces of Assessment and Reassessment (28.7 M and 4.5 M respectfully) 
• Employer-related correspondence (13 M) 
• Goods and Services Tax Credit (GSTC ) Not ices and Chequ es (7.8 M and 4 M respectfully) 
• Corporation Notice of Assessment (2.1 M) 

" ,'-: .~ '. ChaIleng~s ' ",,' ,;, ", 
- . '" ~ " . 

. ted i ,n,th,e Taxpayecl3iH . i:>( Rights ; 
' . ' _ . ', . . - '. '. -. ;,'" " . ' " . 

" '--. '.' 

.. f"'- ' ,~, ::; ( 1 :-- ; ~';: " " :>:. ~ .• ~ .~'.~~:~:;~~:n '. -,.:"; 
\' C:rJitre s,pO"ji:d,en ce o CEAC) Pr6j~ ,t t, .. ,o :ur ' \c.o,r.r;e's iP,i:>i~d . .e,n c e j s be;i n g 

, •. ,1. : ,' " "'i-"" '<',': .. /.; ' 
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CRA conducts outreach to specific taxpayer segm e nts t o su pp ort voluntary compliance by 
providing proactive support to target groups such as students , seniors, aboriginals, 
persons with disabilities, newcomers to Can a da , and low income earners. 

The Community Volunt~er. Income Tax· PrQgram (CVITP) . ~,~ ~ . 

Vo'! Ii hte~fs}-YprK W;ithinethhe,rsof!ocal ,pomm unity organ izat ions to h ~iptaxpayers wild rieed~xtra 
. h elp toJi.l~):t6;eJf ·r~e'tUr;n,s,' ,arid < a c te,s's t he.i r,.'en trt! eID:en ts. '.. 

!~ ~2i;p4fi~'iiii~;i~Co~~:~~:~~~~~:~!li~~,~~,ti~~ ','Ob? 'c,~rn m un i ty 0 rg a~izatib 'ns ,and 17, D'O ,bcVIT P vo! u n teers 
. .. . _ ._ .L _ i .;-.:: .. ,:.",_ ... . ___ ,_. 

, ,," Liaison Officer Initiittive (LOI) 
1 , j, 

8 
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• 69(1 )(9) re (a) 

• Plain language correspondence that is easy to read . 

• 69(1 )(9) re (a) 

• Support Canadians t o ens ure t hey r eceive benefits they are entitled to. 
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Maintaining the integrity of Canada's tax: system 

• Canada's tax system is based on voluntary complian ce and se lf- assessment. 

• The CRA's compliance activities protect the integrity of our self-assessment tax system 
through responsible enforcement by identifying, addressing, and deterring non-compliance 
with Canada's tax laws. 

• By pursuing those who are n on - comp l iant, the CRA help s to maintain Canadians' trust in the 
fairness and integrity of our tax system. 

. . . ." Compliance OutC()til~s . 

2 
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" 

Compliance Programs Branch (CPB) 

~~--------

', " 

• The mandate o f the Collections and Verification 
Branch is to promote and enforce compliance 
with Canada's tax laws for filing, withholding, 
r e gistering, and debt obligations . 

• CV B activities include: 

• 

• 

• 

• 

Facilitat ing com pliance through taxpayer education. 

Per fo rmi ng sta tis t ical analysis, data mining and research 
to ident ify complian ce risks and deploy innovative 
strategies t o more effectively and efficiently address 
compli an ce. 

Validati ng information contained in returns and 
reassessme nt requests through the review of incom e 
am ou nts, deductions, and credits to ensure correct 
r epo rting. 

Examining the books and records of employers and 
GST / HST registrants t o ensure the correct amounts are 
calculated and r e mitted. 

Using risk-based approaches to identify non-filers and 
deployment of appropriate compliance treatments to 
effectively and efficiently support and enforce filing 
compliance. 

Collectin~ outstanding debts through the application of 
progreSSIve and targeted enforcement action . 

3 



• Compliance research , such as the Agency ' s 
2011 Taxpayer Attitudinal Segmentation 
Research Report, confirms the validity of 
the compliance pyramid model. This model 
is used to help gUide the development of 
more effective and efficient compliance 
strategies. 

Have decided 
not to comply 

Don't want to 
comply 

. Try to. but don't 
always succeed 

Wliling to do the 
right thing 

----_ ... _-------_._--

High 

• The CR A's approach to compliance is to 
id e nti fy non-compliance as early as 
po ssi b le, in tervene as quickly as possible, 
and ta ke the most appropriate corrective 
a ction t o efficiently correct non­
co mpliance and to prevent future non­
comp lia nt behaviour. 

Use the full force 
of the law 

Assist to comply 

Make it easy 

Low 

____ -DDDJ35 ----------_ .. _- -.---. 
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• When it comes to enforcing compliance, the eR A e nsure s t he right treatment is used for the 
right level of risk. 

Risk Group 

Medium 

.' . . " '. . T~eatinent-

Provide info rmation and in-person support to reduce the necessity for direct compliance 
intervention. Utilize lighter touch compliance approaches such as nudge techniques and 
reminders by mail and phone designed to encourage and support taxpayer compliance. 

THE RIGHT TREATMENT FOR THE RIGHT RISK 

5 



Initiative 

The Underground Economy 
(UE) 

Criminal Investigations 

6:!hl11~~~~~irff~~I'~1iJf!~~j 
Base Erosion and Profit 
Sharing (BEPS) 

Facilitate.Employer 
. Compliance .'. 

Nudge toAc~fln ' 
' . . 

.. Description 

Support stakeholders working to reduce the social acceptability of participation in the UE. 
Demonstrate tangible results against the UE work plan. 

Continue to improve the selection and prioritization of high-risk files for criminal investigations. 
" includinga ne""Memorandum of Understanding and enhanced collaboration withthe RCMP. 

Continue to ensure that Canada plays a central role in establishing the global standards approach. 

. Expand webinars. educational visits and work with stakeholders to help employers. understand 
arid manage compliance fesponsihilities . 

Apply behavioural economics to improve responsiveness to large-scale compliance interventions 
such as letter campaigns. 

. .. -, 
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• Budget 2013 
• $30 mill ion over five years in support of new measures t o combat interna:tional tax 

evasion and aggressive tax avoidance . 
• $15 million to implement the El ectron ic Fund s Tra ns fe r (EFT) reporting . 

• $15 .million in to focus on offshore complian ce activities a nd programs. 

• Budget 2015 
• $25.3 million over five yea rs fo r t he CRA to expand its offshore compliance activities 

through the use of improve d r is k a sse ss ment systems an d business intelligence and by 
hiring additional audi tors . 

• $58 .2 million over five years was propo sed to combat aggressive tax avoidance in 
Canada by the largest an d mos t complex busi nes s entities. 

• $118.2 million over fiveyears to provid e support to the CRA's efforts to combat the 
underground economy in Canada. 

~---.--... --.-.- .. 
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• The Offshore Tax Informant Program (OTIP) 
• OTIP allows the CRA to make financial rewards to ind iv id ual s w ho provide specific and credible details about 

major international tax non-compliance that leads to th e assessm en t a nd collection of additional federal taxes . 

• The International Electronic Funds Transfers (EFT) Initiative 
• Certain financial intermediaries, including ban ks, r eport in g inte rnational Electronic Funds Transfers (EFT) of 

$10,000 and over to the CRA. 

• Automatic exchange of information 
• The common reporting standard a nd in t erg overnm e ntal ag r eemen ts (i. e. the Fo reign Account Tax Compliance 

Act (FATCA)). 

• Voluntary Disclosure Program (V DP) 
• Increased submissions by taxpay ers volu n tar ily r epo rt in g income - suggesting a reduction in non-compliance. 

• Underground Economy Specialist Teams (UEST ) 
• Focusing on methods to ide n t ify and address s ig nificant no n- compliance in high risk sectors. 

International cooperation 

• Base Erosion and Profit Sharing (BEPS) 
• The Organisation for Economic Co-operation and Development (OECD) Base Erosion and Profit Shifting (BEPS) 

project will require some legislative change to supportcountry-by-country reporting (CbC). In addition, some 
multi.national enterprises will be required to provide governments with information on their global allocation 
of revenues (sales), profits, taxes paid and other activity indicators. 

8 
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• The Compliance Programs Branch conducte d 12 7, 5 04 aud its and examinations 
during the 2014-2015 fiscal year which re sul te d in a fis ca l impact amounting to 
$11. 7 billion. 

• Fiscal impact consists of tax earned by a ud it (TEBA) , provincial taxes, interest and 
penalties not included in TEBA. It exclud es t he impact of appeals reversals and 
uncollectable amounts . 

• TEBA is comprised of federal inc ome t ax ad justment s for the years audited plus 
future years' adju stm ents dis counted to t he ne t present value, the value of GST /HST 
recoveries, third-party, t rans fe r pri ci ng a nd gros s negligence penalties. 

• The Compliance Progra m s Br a nch wo r kforce in cludes 5,391 auditors (April 2015). 

9 
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• The Canada Revenue Agency's (CRA) Collections Program : 

• collects accounts receivable for all taxes, levi es, du t ies, an d other accounts administered by 
the CRA, including amounts withheld in t r ust on behalf of the Crown; 

• prevents and/or deters taxpayer non- .compliance and ensures early resolution of 
. accounts prior to entry into more res ource in tensive co ll ection workflows through the use of 

automated operations and remittan ce strat egies ; and 

• provides collections services to other federa l departme nts a nd provincial governments 
(including, but not limite d to, defaul t ed Canada Student Loa ns, Employment Insurance 
overpayments, and Canada Pension Plan ove rpayments) . 

90% of ta x payers 
pay their taxes on 
time without 
intervention 

$52.5 billion in 
tax debt was 
resolved in 2014 -
2015 

$37.9 billion in 
. outstanding tax . 
debt in 2014-2015 

4. million taxpayers 
owing various types 
of tax debt 

1 
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m The Canada Revenue Agency is committed to r esponsible enforcement in order to 
preserve the integrity of Canada's tax bas e and to protec t the interests of the Crown . 

rBJ The CRA's collection policies seek to r e solve is s ues in a mutually satisfactory way. 
Taxpayers are encouraged to contact us a nd work with us to create suitable payment 
arrangements based on their abi lity to pay. 

" The CRA makes every effort to reach a mutually a ccep tabl e p aym ent arrangement before 
proceeding with garnishment or oth er for ms of le gal ac ti on to satisfy the debt, such as 
seizure of properties and a ss ets. 

'" The CRA is sensitive to case s of hard s hip. Taxp aye r Relief provisions are used wherever 
possible to provide eligible t axpayers w ith reli e f of interest and penalties . 

• , Responsible stewardship of the CRA debt m a nagement portfolio means: 
• Maximizing recoveries . 
• Writing off unrecoverable accounts when appropriate. 

2 
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'" The Collections Program is addressing the growth of the tax debt through its transformation 
agenda; incorporating enhanced business intelligence and analytics, and through the use of 
risk-based approaches: 

lntakeA!v:oidance"'" 
. :. "' 

. " :.,", ;:, 

" Ericouragi'ng cbrrtpliance . 
and assisting taxpayers . 
whO ' v.,.aiit 'td:j).~Y .lri ;Wdi.i . ' . 
toavdid! ari.d/Or ' q'Uitkly ~' ...•.. ~ •. 

. res61vJft~v;ideb,t, '" "- ' 

'" Ap 'pro~2h: 
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. ·r'·· 

" Providing taxpayers with . 

r- .. 
I 

reminders with tailored 

---:------- -------------. 
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unwilling to pay in order 
to ensure they meet their . 
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Bl An uncollectible debt is an amount that the eRA is unable to collect for a number 
of reasons, . such as: 

• collection avenues have been exhausted; 
• the debt cannot be located; or 
• the debtor does not have the ability t o pay. 

In Under specific legal requirements, unc o llect ible debts ca n be written off to 
remove them from the eRA's inventory, under the authority of the Financial 
Administration Act. 

III The eRA has multiple delegated auth o rity levels to approve debt write-offs. 

tll Writing off a debt does not forgive or extinguish the legal right of the eRA to 
collect the debt, nor does it release the debtor from the obligation to pay. 

2014-2015 49.5 3.01 52.5 

24(1 ) 
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Intake AvoidimC~ ·' 

Leverage Business 
Intelligence for Workload 
Management 

. Enhance Eilfo.rcemeiIt: .!. 
Actions . .... 

Facilitate acCess to,and enco!Jrage!promote use of, self-serve payment options to assist taxpayers 
. -, :whowai'ittopay. . . . . -. -. -' . ' - . 

Use business intell igence and data-mining techniques to better understand trends, identifY risks, 
predict taxpayer behaviour, and distinguish between deliberate non-compliers and those who owe 
but cannot pay. 

. Modernize collection procedures and w orkflows to emphasize the requirement for timely, 
; .. appropriate, thorough, and progressive collections action. 

~_ . ... .l'. 

Aggressive Tax Planning and 
Offshore Non-Compliimce 

Advance initiatives outlined in the Collections program's strategy and work plan focused on 
combatting aggressive tax planning and offshore non-compliance. 

-'-~---------. --.--:---.--.. --~------.- _. __ ._,._-- -,-

5 



I 
>. 
Lt. 

000148 



\ 



"" The Appeals Branch administers the Governm e n t o f Canad a's largest administrative 
dispute resolution service. 

!Ill The mandate of the Appeals Branch is t o prov ide a fa ir and impartial process to 
resolve disputes, service complain ts a n d r e ques ts fo r reli ef from assessed penalties 
and interest arising from deci s ions m ad e u nde r t he leg isl a tion and programs 
administered, and services provid ed, by t h e Canada Rev enue Agency. 

"" It liaises with the Offic e o f t h e Taxp ayers ' Ombudsman a nd provides assistance to 
Members of Parliament fo r th ei r cons ti t uents' tax is sues. 

II The Appeals Branch i s th e CRA' s la s t o p port unity t o administratively resolve tax 
disputes before going t o co u r t. 

2 



Reviews taxpayers' 
objections to 
assessments relating to 
Income Tax, GST lUST, 
Benefits and Credits, 
and Charities, and 
confirms or reverses 
the assessments. The 
decision of the Appeals 
Branch may be appealed 
through the court system. 

The cRA is responsible 
for making decisions on 
the insurability and 
pensionability of 
employees' income 
relating to the Canada 
Pension Plan (CPP) & 
Employment Insurance 
(EI). Anyone disagreeing 
with that decision can ask 
the Appeals Branch fo r a 
review. This decisio n can 
be further appealed to 
the court. 

Provides relief to 
taxpayers by reviewing 
requests to cancel or 
waive interest and/or 
penalties. The Taxpayer 
Relief Provisions of the 
statutes give the CRA 
authority to cancel or 
waive penalties and 
interest (otherwise 
payable by the taxpayer) 
because of personal 
misfortune or 
circumstances beyond 
the taxpayer's control. 
They also provide for 
certain discretion in 
administration such as to 
allow late. amended, or , 
revoking elections. CRA's 

. decisions may be 
.reviewed by the Federal 
Court. 

Resolves service 
complaints. The CRA 
offers a process to 
resolve service-related 
issues resulting from 
mistakes, undue delays, 
misleading information, 
or concerns about 
behaviour of CRA 
employees. Taxpayers 
who are still not satisfied 
with the CRA service or a 
response on a complaint 
may seek redress from 
the Office of the 
Taxpayers' Ombudsman. 

,,-------.-->0 0 0 1 5 J 
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Provides assistance to 
Members of Parliament 
to resolve their 
constituent's tax issues 
or emergency tax 
situations .. The 
assistance is provided 
through a dedicated 
phone service. 
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.. The Appeals Branch receives 60,000 to 70,000 income tax and GST jHST objections 
a year. The objections vary from the less complex issue s, such as individual tax 
credits, to the CRA's largest and most complex files such as international transfer 
pricing and the General Anti-Avoidance Rule (GAAR). 

About 60% of objections relate to 
individual taxpayers with less 
complex tax issues and are resolved 
within 180 days. 

Approximately 30% are typically 
related to businesses (small and 
medium) and are currently resolved 
within two years. 

The remainder are comprised of 
large corporations with a lengthy 
resolution period. 

" In recent years, the CRA received a significant in crease in objections relating to tax 
schemes such as gifting tax shelters, with d rawal of funds from registered retirement 
savings plans (RRSPs), tax protestor groups 24(1) etc. There are 
currently more than 117,000 of such objections in inventory - about 110,000 are 
related to gifting tax shelters. The processing of these objections is being conducted 
over time with about half being resolved administratively and the other half awaiting 
the outcome of lead litigation cases before the courts which may take many years to 
resolve. 

4 
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1. 

2. 

3. 

, 
; 

Improve turn-around time for the resolution of business (small and medium) objections to an average 
of 180 days. 

Support the newly appointed Taxpayers' Ombudsman, Ms. Sherra Profit. 

Strengthen the CRA's ability to improve service delivery to Canadians through a robust analysis of 
taxpayer feedback and service complaints. 

5 
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• There are seven corporate branches within the Canada Revenue Agency (CRA) that 
support program delivery through the provision of corporate and common services. 
Representing the bulk of these services that support the e ffe ctive running of the Agency, 
are the following three key branches: ' 

• Information Technology Branch (ITB): Maintains t he Agency's IT systems and develops new IT-based 
system solutions. 

• Human Resources Branch (HRB): Oversees the managem ent of the CRA workforce including collective 
bargaining, and training and development. . 

• Finance and Administration Branch (FAB): Prov ides advice , products, and services in finance, security, 
administration and real property . 

• Additional corporate branches t hat se r ve th e Age n cy in cl ude : 

( ' 

• Strategy and Integration Branch (SIB) : Repo r ts to Par liam e nt and proVinces and territories, Federal, 
Provincial, and Territorial relations, s upports inform ed int e rnal decision making of CRA's operational and 
strategic agenda through Business In t ellige nce and statis tics, as well as Cabinet Affairs, leads cross­
cutting CRA projects and init iatives (such as innovati on) , and supports the Board of Management and 
Corporate Secretariat. 

• Public Affairs Branch (PAB) : Provides public affairs oversight, advice, products, and services. 

• Legal Services: Assists the Minister, the Commissioner, the Board of Management, and CRA employees in 
making effective decisions that are legally correct, fair, and consistent across the CRA. 

• Audit, Evaluation, and Risk Branch (AERB): Provides independent and objective information, advice and 
assurance on the soundness of the CRA management framework and on the effectiveness, efficiency, and 
economy of its strategies, programs, and practices. 

2 



• The CRA is a highly e-enabled organization t h a t has m ad e significant investments in 
IT. It was one of the first government organization s to offer Canadians 
comprehensive digital services. This p'ast year (201 4- 2015), over 80 percent of 
individuals filed their returns onlin e and m ill io ns of individuals, businesses, and 
their representatives accessed services t hro ugh t he Agency's secure digital portals. 

,Strengthening , " 
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Shared Services 
Canada (SSC) to 
protect CRA data 
and IT assets. 

.. " 

rf"lJ.:RESJ,>ONSIBILlTIES " " 

, Supporting,the" 
6peration, " ., 

ma intenance, and 
development of 
busin,ess and 
administrative 
systems of the 
Agency. 

. . " . . 
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client computing 
and Corporate 
Administrative 
System services to 
the Canada Border 
Services Agency, 

, SlI.pporting 
Government of 
Canada initiatives, 
such as the email 
transformation 
initiative. adoption 
of GCDocs. and the 
migration of CRA 
web sites to 
Canada,ca . 
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• As a separate employer, the CRA has authority ove r the management of its human 
resources. Although the CRA is not bound by the Treasury Board Secretariat's HR 
policies, the Agency has maintained its ties to the core public service and is actively 
involved in government-wide initiative s. 

HRB RESPONSIBILITIES . '. 
" ", .' 

. managerhe'rtt/ 

.,' ensuringthat1:he" 
... ' riecessary pol ides;; . 
i'> procedu r,esand ; .. 
;. practices.ar,e .in '0 ,., , 

'piac~to ' allow;thein 
to fulfill their . 

~~i~l*t~Mt;~~i~~j~~ 

'i ·': :.,' 

". ' .. , .... -:; \ -.: ": '. 
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• Effective resource management is key to th e CRA's success in managing one of the 
Government of Canada's largest budgets. FAB supports the Agency by focusing on 
effective and efficient business models and continually striving to improve client 
services. 

. St~w~rd~hipofthe .. . 

. ,AgMqi'sresources arid ··.· . 
• acciJuntiibilityfor the . 
• finandalmarillgementof .· 

· allrevEinue~. a6d · .. 
, expenditutesgenerated ·· by 

theAgency. ··· . . 

. . 
FAB RESPONSIBILITIES . . '.' . 

. C6ritinuouslysupporting 
'· .. ·and pron1otirig.the 
" AgenCy's agendilon . 

integrity and·,security by 
ensuring eMs systems are 
desigriedto protect the 

. information the Agency 
receives from individuals 
and businesses. 

\ .. 

· Behlg.thecorporate owner 
· lin'd'illWstor::inreal . 

propertynianagement and 
responsible for material 

· management. As 
· accoritmodationis one of the 

CRA's largest expenses; space 
optimization continues to be 
a CRA priority. 

5 



" i 

" 
'". 
~"" 

~. 
);" 

l, 
t 000160 



.. 
( 

Safeguarding Taxpayer Information 

.eRA's obligation 

Canada Revenue 
Agency Briefings 

The Canada Revenue Agency (CRA) recognizes that trust is the foundation of Canada's 
voluntary self-assessment tax system, and therefore, places the highest priority on 
protecting the personal information entrusted to it by taxpayers. The CRA has put in place 
strong internal controls to ensure taxpayer information and privacy is protected. 

The CRA has a legal obligation to safeguard the confidentiality and integrity of the 
information and assets for which it is responsible. The CRA's legislative responsibility to 
protect taxpayer information is outlined in detail in section 241 of the Income Tax Act, 
section 295 of the Excise Tax Act, and section 211 of the Excise Act, 2001. . 

Information classification 

In accordance with the Access to Information Act and the Privacy Act, the Government of 
Canada has grouped its sensitive information and asset holdings into two types: classified 
information and protected information. 

1. Classified information concerns information related to the national interest, such 
as the defence and maintenance of social, political and economic stability of Canada 
that may qualify for exemption or exclusion under the Access to Information Act or 
Privacy Act Classified information is classified into th ree categories based on the 
degree of potential injury to the national interest ifthe information were to be 
compromised: Top secret (high); Secret (medium), and Confidential (low). 

2. Protected information concerns information that lies outside the national interest 
that may qualify for an exemption or exclusion under the Access to Information Act 

or Privacy Act Protected information is classified into three categories based on the 
degree of potential injury to an individual, an organization, or the CRA if the 
information were to be compromised: Protected A (low); ProtectedB (medium); 
and Protected C (high). 

Cabinet documents management 

It is essential for the Minister's Office to follow established procedures to safeguard Cabinet 
documents, which contain classified and/or protected information. The CRA manages 
Cabinet documents in its custody according to the requirements of the Privy Council Office 
with regard to the handling, storing, routing, and filing of Secret Agency information and 
assets. In addition, the CRA stores Cabinet documents in a secure area with controlled 
access and an alarm system. The employees involved in managing the documents use 
equipment that has been approved by the Royal Canadian Mounted Police, such as 

000161 Page 10f 3 

, . 

i , 

i 

I 
i 
I 

! 

I , . 

I 



I 

Safeguarding Taxpayer Information Canada Revenue 
Agency Briefings 

filing cabinets, shredders, brief cases, and fax machines. The employees also work on a 
separate secret file server. 

Privacy breaches 

Privacy breaches refer to the improper or unauthorized access or disclosure of personal 
information as defined in the Privacy Act. Privacy breaches involving taxpayer information 
generally fall into three broad categories: employee misconduct (e.g. unauthorized access); 
unintentional breaches (e.g. human error), or information technology vulnerabilities. 

A material breach is one that involves sensitive personal information and could reasonably 
be expected to cause serious injury or harm to the individual, and/or involves a large 
number of affected individuals. When a privacy breach is discovered, the CRA documents it, 
assesses its risk, and notifies the individuals involved. This is in accordance with Treasury 
Board Secretariat gUidelines. 

In 2014-2015, the CRA reported the following three types of privacy breaches: 

• misdirected mail; 
• unauthorized access to taxpayer info rmation; and 
• other, including cyber security threats (e.g., Heartbleed) and unauthorized 

disclosure of taxpayer information (e.g., Canadian Broadcasting Corporation). 

Specifically, 37 privacy breach incidents were reported to the Office of the Privacy 
Commissioner and the Treasury Board Secretariat. These incidents include the following: 

• 32 incidents involving unauthorized access to taxpayer information by a CRA 
employee; 

• two unauthorized disclosures of taxpayer information; 

• two incidents of misdirected mail; and 
• one theft of information. 

In April 2014, there was a breach ofCRA's systems as a result of the Heartbleed bug, a 
software security threat. The CRA quickly closed down its e-services, including My Account 
and My Business Account for five days to contain the vulnerability. In November 2014, in 
response to an access to information request, the CRA inadvertently released taxpayer 
information to the Canadian Broadcasting Corporation (CBC). The CRA immediately 
addressed the incident by conducting an internal investigation, which confirmed the 
disclosure of information was a result of human error. The CRA also implemented a plan to 
enhance controls within the Agency's Access to Information and Privacy operations. At the 
same time, the CRA initiated a third-party independent review of its access to information 
and privacy management frameworks. 
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Although the CRA made immediate efforts to retrieve the information, the CBC chose to 
publish some of the information in an article. Since the incident, the .CBC has refused to 
return the confidential information. In May 2015, the CRA commenced legal proceedings 
against the CBC to· recover this information on the basis that their failure to return the 
material is a breach of confidence. 

CRA's security screening 

As part of protecting the confidentiality of taxpayer information, the Agency examines 
employees' conduct and potential risk for misconduct through its security screening 
process. The CRA has three levels of security clearance: 

• Reliability Status for positions requiring access to Protected information. 

• Secret Clearance for positions requiring access to Class ified information. 

• Reliability Status Plus (RS+) was introduced in December 2013, for positions 
requiring a high degree of public trust. 

CRA's security infrastructure 

The CRA has a centralized security and incident management capacity. The Agency ensures 
that only those that require access as part of their work fu nction have access to CRA's 
systems and that information is only used for its intended purpose. Additionally, the 
Agency has post screening mechanisms in place for reporting suspected fraud or misuse of 
access to information, including an anonymous tip line. When concerns are raised, the 
Agency conducts investigations to determine whether <llIegations of wrongdoing are 
founded. 

. The Agency's security infrastructure includes: 

• proper security design of facilities; 
• access control measures and procedures; and · 
• standards for handling, storing, transmitting, and disposing of information and 

assets. 

The CRA continues to enhance its security infrastructure to ensure the Agency's readiness 
to respond to the changing threats in its environment. For example, given that cyber 
security incidents are increasing and becoming more sophisticated, the CRA is 
strengthening the security of its processes with regard to how sensitive information is 
stored, accessed, and transmitted over its network. The Agency also continues to improve 
upon its security protocols and controls to make sure that taxpayer information is 
safeguarded. 
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Oversight Canada Revenue 
Agency Briefings 

Beyond the broad oversight role of the Board of Management. the activities of the Canada 
Revenue Agency (CRA) are subject to rigorous oversight in the form of both internal and 
external audits and evaluations. 

External Oversight 

Office of the Auditor General 

The Office of the Auditor General (OAG) provides Parliament with fact-based information 
and independent advice on government programs and activities gathered through audits. 
Parliamentarians use OAG reports to evaluate and oversee government activities and hold 
the federal government to account for its management of public funds. The Commissioner 
of the Environment and Sustainable Development carries out the mandate of her office on 
behalf of the Auditor General. 

Office of the Privacy Commissioner 
The Office of the Privacy Commissioner (OPC) protects and promotes the privacy rights of 
individuals by conducting audits of the privacy policies and practices of federal 
government departments and agencies. The OPC also answers public inquiries and 
investigates privacy complaints. 

Office of the Commissioner of Official Languages 
, The Office of the Commissioner of OfficialLanguages (OCOL) promotes Canadian linguistic 
duality and oversees the full implementation of the Official Lang uages Act. 

Office of the Information Commissioner 
The Office of the Information Commissioner investigates complaints about federal 
institutions' handling of access requests and mediating between dissatisfied information 
applicants and government institutions. As an ombudsperson. the Commissioner may not 
order complaints to be resolved in a particular way. though the Commissioner may refer a 
case to the Federal Court for resolution. 

Office of the Conflict of Interest and Ethics Commissioner 
The Conflict of Interest and Ethics Commissioner is an independent Officer of Parliament 
who administers the Conflict of Interest Act for public office holders and the Conflict of 
Interest Code for Members of the House of Commons to prevent conflicts be,tween the 
public duties and private interests of elected and appointed officials. 
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Internal Oversight 

Internal Audit 
The CRA conducts internal audits of its programs and corporate functions to provide senior 
management with information on program management and cost effectiveness. Internal 
audit activities are carried out according to CRA internal policies and in compliance with 
the International Standards for the Professional Practice of Internal Auditing. All final 
internal audit reports are posted on the CRA web site. 

Program Evaluations 

The CRA conducts program evaluations to provide the Commissioner and senior 
management with independent, evidence-based assessments on the performance and 
outcomes of CRA programs, policies, and initiatives. Program evaluations are carried out 
according to the CRA Program Evaluation Policy. All fina l program evaluation reports are 
posted on the CRA web site. . 

Upcoming Audits and Evaluations 

External Audits (fall 2015 to fall 2016) 

• Meeting the Information Technology Needs of Federal Organizations with Shared Services 
Canada(OAG audit of Shared Services Canada, CRA is an entity of interest only) -
delayed to winter 2016 

• Departmental Prog ress in Implemen ting Sustainable Development Strategies (OAG audit 
of four departments and agencies reported by the Commissioner of the Environment 
and Sustainable Development) - delayed to winter 2016 

• Privacy and Portable Storage Devices (OPC audit of a number of federal departments 
and agencies) - winter 2016 

• Performance audit of the Tax Appeals Program (OAG) - fall 2016 

Internal Audits and Program Evaluations (fall 2015 to fall 2016) 

• Information extracted from source systems audit - fall 2015 
• Audit of Cyber Secilrity - fall 2015 
• Tax Free Savings Account evaluation - spring 2016 
• Major project investment oversight process audit - spring 2016 
• e-Services - Individual compliance behaviour framework evaluation- spring / summer 

2016 
• Employer Compliance Audit Evaluation - fall 2016 

000166 
Page 2 of2 


	Canada Revenue Agency Ministerial Transition - November 2015 - Part 1
	CRA Ministerial Transition Briefing Binder (English version) 1-258 - Secret

