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FMI – CC Professional Development - Best practices, 

Performance Management & Service Delivery 

Strengthening Performance Metrics – 

External Service Standards 



Purpose of presentation 

• To outline the CRA’s approach for developing and 

strengthening its external service standards to 

Canadians. 

 

• Discuss challenges and lessons learned from our 

experience.  
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Drivers and expectations 
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A Government of Canada Service Strategy has been developed to ensure that 
departments take a coordinated, cohesive approach to designing and delivering 
services with a focus on: 

• Designing/delivering services that meet client needs, 

• Offering easy online services, and 

• Providing seamless service delivery (i.e. a “tell-us-once” experience). 

Government of 
Canada Service 

Strategy 

An emphasis is placed on service in the Minister’s mandate letter with a focus on: 

• Making the CRA fairer, more helpful and easier to use, and 

• Making people feel like valued clients, not just taxpayers. 
Minister’s Mandate 

Advancing technology is changing Canadian expectations regarding service – in 
terms of access, delivery, and mode of delivery. 

Client / Canadian 
Expectations 

TB policy requires that departments and agencies:  

• Develop and maintain a service inventory, and  

• Establish and publish standards for its priority services. 

Treasury Board 
Policy on Service 

MAF expectations are that: 

• Departments review their service standards regularly, and  

• Adjust their standards accordingly when results meet or exceed targets consistently. 

Management 
Accountability 

Framework 



Drivers and expectations (cont’d) 
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We provide the Board with regular updates on our service standards 
through various tools: 

• Departmental Results Report 

• Corporate Business Plan 

CRA’s Board of 
Management 

• The recent OAG audit on CRA’s objections process indicated that 
some of CRA’s indicators, standards, and targets are not accurate, 
complete, or meaningful to Canadians. 

• We are awaiting results on the OAG audit on CRA call centres. 

Office of the 
Auditor General 

(OAG) 

• Each year, the CRA reviews and updates its service standards. 

• Our standards are published in our Corporate Business Plan and 
external website, with results published in our Departmental Results 
Report. 

 

CRA Service 
Standard Refresh 

Exercise 

Service standards should be: 

• Ambitious but achievable 

• Relevant and client-centric 

• Measurable  

• Clear 

• Transparent 

Service Standards 
Attributes 



Governance 

• Responsibilities include the management of CRA services 
and the development of the Agency's Corporate Business 
Plan. 

Board of Management 

• Head of Performance measurement presents service 
standards. 

• Commissioner and Assistant Commissioners responsible for 
reviewing and approving service standards. 

 

Agency Management 
Committee (AMC) 

• Provide key branch input into service standards (led by 
Strategy and Integration Branch (SIB)’s Agency Strategy and 
Reporting Directorate). 

DG Planning and Reporting 
Committee and DG 
Service Committee 

• Analyst community across the CRA (led by SIB’s 
performance measurement section). 

Service Standards Working 
Group 
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Current status  

While the CRA consistently receives positive assessments from TBS on 
performance measurement, we know we can, and need to, do better. We 
continue to look for ways to improve upon how and what we measure and 
report.  

The CRA is modernizing its services and strengthening its culture of service (as 
part of its commitment to be a world class tax and benefit administration). This 
includes adopting a more client-centric approach and improving the services 
we deliver to Canadians. 

The CRA’s Board of Management has asked the Agency to make its standards 
more ambitious, and to reduce the number of standards, while increasing their 
relevance to Canadians.  

The CRA is in the midst of its service standards review/refresh exercise. Proposals 
for changes to service standards have been presented to AMC. Final 
presentation to AMC for approval expected in November.   
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Approach to strengthening our      

Service Standards 
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• Review existing service standard targets against actual results and 
increase targets where appropriate. 

• While our better known standards (e.g. processing tax returns) are 
aggressive, others (Scientific Research and Experimental 
Development tax credit) are not ambitious. 

• Significant challenges continue to exist (e.g. our call centres) 

Be More 
Ambitious 

• Examine timelines associated with each standard and shorten 
timeframes where possible (resource permitting). 

• This may mean lengthening timeframes where standards are 
consistently surpassed, to allocate resources elsewhere. 

Be More 
Responsive 

• Review full set of standards and streamline/reduce where possible, 
focusing on those standards that are most relevant and meaningful 
for Canadians. 

• We have too many standards, some of which relate to very 
specialized services (advanced tax rulings, Registered Pension Plans). 

Be More 
Focused 



Process (General timelines) 

• Head of performance measurement launches formal 

review process with call letter to ADM-level colleagues in 

the spring (March) 

• The working group develops and refines proposed 

changes , which includes discussions among key 

stakeholders and a review of research, client feedback, 

and pilot projects, as applicable, over the summer months 

• Final refinements are made to proposals in the fall, and 

the approved service standards are published in the 

Corporate Business Plan (external website updated by 

end of FY)  
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Challenges and Lessons Learned  
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Challenges 

• Ensuring alignment with 
Government of 
Canada priorities and 
TBS direction/policy 

• Getting consensus on 
which programs should 
have standards 

• Ensuring service 
standards are client-
centric 

• Setting ambitious 
targets 

Lessons Learned 

• Improvements are 
incremental – have a 
long-term plan 

• Continue the 
conversation with the 
branches 

• Gather/ analyse client 
feedback 

• Top down approach for 
service standards is 
preferable, but has risks 



Questions 
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