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message
from the

assIstant
deputy mInIster

Infrastructure
and

envIronment 

I feel pRIvIleged to hAve the oppoRtunIty to RecognIze, thRough thIs AnnuAl RepoRt, the sIgnIfIcAnt  
contRIbutIon mAde by the cfhA And Its cApAble And devoted woRkfoRce to the quAlIty of lIfe And  

well-beIng of cAf fAmIlIes lIvIng In dnd housIng AcRoss cAnAdA.

the year 2012-2013 has been a year of change across 
the department and a demanding year of transition for 
most in the Ie group. throughout the year, we looked  
for ways to restructure ourselves and optimize resources  
associated with Real property management and service 
delivery. the 2012 economic Action plan asked all federal 
organizations to rigorously assess what they do and how 
they do it in order to find ways to become more efficient 
and effective and that is exactly what we did. under the 
strong leadership of dominique francoeur, cfhA’s ceo,  
the Agency did its part and rose to the challenge. not only 
did cfhA manage to streamline its workforce but it did  
so while surpassing its investment targets for the year,  
consequently improving the overall condition of dnd’s 
housing portfolio, and solidifying its internal processes 
and customer service program to improve services to 
families and members living in cAf housing.

It would be hard for me to ask for more from cfhA, as the 
managing authority for more than half of the 20 thousand 
buildings in dnd’s portfolio, without first providing them with  
the right conditions and tools to deliver more. that is why  

I contracted the services of an external consulting firm to  
conduct a housing service delivery options analysis. the 
completed analysis and resulting report will provide recom-
mendations to dnd to progress towards an all-encompassing 
solution that will ensure adequate and sustainable housing  
for cAf members and their families. this will set the stage  
for departmental consultation, further analysis for implemen-
tation and most of all set up the future of dnd housing service 
delivery for success. I know that in this next endeavour, 
I can count, as always, on the collaboration and support of 
all our partners both internal and external to dnd.

finally, I would like to express my sincere appreciation to  
the cfhA team for their amazing output again this year. they 
have seen thousands of cAf members and their families 
through move-in and move-out of dnd homes, managed more 
than 30 million dollars worth of maintenance and repairs 
and twice as much in upgrades and new construction. 
I speak on behalf of the entire dnd and cAf community 
when I say that without you, the quality of life of our military 
members and families would suffer. we are grateful for 
your expertise and continued support.
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scott stevenson
Assistant Deputy Minister

Infrastructure and  
Environment
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the year
 In

revIew
from

cfha’s
chIef executIve 

offIcer

to sAy thAt 2012-2013 hAs been A busy yeAR would 
be An undeRstAtement, gIven the ImpoRtAnce And 
scAle of ouR AccomplIshments And the cIRcum-
stAnces undeR whIch they weRe AchIeved. thInkIng 
bAck on the Adm’s comments on goveRnment-wIde 
InItIAtIves, I cAn only feel pRIde And AppRecIAtIon 
As I tAke on the chAllenge of summARIzIng All thAt 
we dId In only A few shoRt woRds.

thanks to all the great work done in 2012-2013, more 
than 230 cAf families now live in brand new or completely 
redone homes. but we did not stop there. As if managing  
over 91 million dollars worth of projects and repair work 
was not enough, cfhA also did more than its part to increase  
efficiency and ensure lean management across the Agency.  
Implementing a formal corporate approach to process 
improvement and concluding an organizational realignment  
on top of the delivery of our operations was no small feat.  
the structural changes led to a seven percent staff reduction 
across cfhA. thankfully, through voluntary departures, 
we were able to mitigate this difficult situation, originally 
affecting nearly 15 percent of employees, and reduce its 
adverse effect on staff.

our Adm touched on the ongoing departmental changes 
for realignment, organisational improvements and in the 
end increased efficiency. such changes can sometimes be 
unnerving but fortunately, this was nothing new to cfhA. 
In the fall of 2012, we continued on our path towards 

excellence by transitioning to excellence canada’s new 
excellence, Innovation and wellness standard. the stan-
dard is a collection of best practices inspired by  
successful organizations from around the world and trans-
formed into something uniquely canadian. It is robust and 
provides a strategic umbrella for continuous improvement 
and doing the right things first. An initial self-assessment 
completed in march 2013 guides the next steps in our 
excellence journey. though we faced challenges, we 
have had much to celebrate along the way! the feedback 
received from both our customers and employees through 
our website, surveys, working groups, committees and 
other forums enabled us to prioritize the areas on which to 
focus our next improvement efforts and resources.

this brings me back to the process improvements initiated 
in 2012-2013 and still ongoing. It was exciting for me 
to see my management committee approve the changes 
proposed to the way we do things as a result of extensive 
review and consultation both internal and external to the 
Agency. the resulting modifications, previously endorsed 
by the process Review board which met regularly since 
August 2012, are designed to help us improve consistency 
in how we operate across canada, reduce ambiguity and 
achieve greater efficiency in our interaction with customers 
and internally. this will ultimately benefit cAf families 
residing in dnd housing.

lastly, I wish to extend my appreciation to many. to my 
leadership team, thank you for enabling our efforts and for 
the trust placed in cfhA. to my colleagues and their staff, 
your cooperation was instrumental to cfhA’s many successes, 
it is greatly appreciated. to the best staff a ceo could ask 
for, I am grateful to you all for your flexibility, hard work 
and most of all your unsurpassed dedication. delivering 
housing services to cAf families and managing an aging 
housing portfolio can be challenging at times. As I have 
come to realize and as so many of you have shared with 
me in the past, the feeling of accomplishment gained 
from knowing that your contribution helped ease families 
transition is like no other. you are all passionate skilled 
professionals that are truly making a difference. please 
remember this humble praise as we position ourselves to 
respond to tomorrow’s demands.
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profIle

cfhA Is the mAnAgIng AuthoRIty of the dnd ResIdentIAl housIng poRtfolIo. As a result, it makes a significant 
contribution to the quality of life of cAf members and their families. specifically, it is responsible for the allocation and 
maintenance of more than 12,000 crown-owned housing units spread across 33 locations in canada, as well as the  
provision of customer services to all their occupants. In conjunction with the base and wing commanders, the Agency is 
also responsible for the long term strategic planning and development of the portfolio to meet the evolving needs of the 
cAf and their families. cfhA accomplishes these goals with fewer than 280 employees spread out amongst hscs and 
satellite sites. 

organIzatIonal 
structure

coRpoRAte 
seRvIces

fInAnce, plAnnIng
And ResouRce 
mAnAgement

housIng 
opeRAtIons

InfRAstRuctuRe 
And technIcAl 

seRvIces

stRAtegIc plAnnIng
And goveRnAnce

chIef executIve  
offIceR
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to manage crown-controlled  
residential accommodation for dnd,  
to ensure assets are maintained to  
a suitable standard and to develop 
and implement plans to meet the 
future residential needs of members  
of the cAf.

cfhA manages assets and provides 
accommodation services in support 
of the cAf requirements and cAf 
members’ needs.

cfhA excels in providing the cAf 
with wide-ranging innovative  
accommodation solutions. •  To provide excellent services to  

our customers and clients

•  To be the agent of excellence in  
the provision of residential housing 
for the cAf

•  To foster a vibrant, competent 
workforce in a healthy workplace

•  To excel in our sound management  
practices and stewardship  
of resources

our
mandate

our
values

our
strategIc 

objectIves

our
mIssIon

our
vIsIon

customer-centered
cfhA recognizes that every employee is responsible for customer service. this 
means anticipating and understanding customer needs; and delivering dependable, 
courteous and responsive customer services to address those needs.

commItment
cfhA is committed to creating a culture where employee involvement and enga-
gement are valued, discussed, shared and lived. All employees seek and 
accept responsibility and strive for the achievement of our vision of excellence 
as a reliable provider of housing services.

teamwork
cfhA supports teamwork with a commitment to information sharing in a collab-
orative environment; and communicating knowledge and experience. Agency 
employees are encouraged to work together to create optimal results. management 
encourages effort while recognizing and celebrating success.

respect
cfhA is committed to demonstrating fairness and accountability in every action. 
we treat all others with care, honesty, fairness and importance. we provide 
exemplary management and stewardship of Agency assets.
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where
 Is

dnd housIng
located

In
canada?
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sharIng cfha’s 
accomplIshments 

In 2012-2013
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“I lIved wIth my fAmIly In dnd housIng In 

esquImAlt, neAR vIctoRIA, bc fRom 2011 to 

2013 And we weRe Recently tRAnsfeRRed 

to tRenton. there again, we opted for dnd 

housing on base. [...] the house in victoria  

was older but it fit our needs just fine. the one  

in trenton is even better. It is located close to 

my work and has been completely renovated;  

it is really beautiful. It also allows me to bike to 

work, which is a huge advantage for us. when 

we moved in, the house was clean and in good 

condition. so far, the services offered by the 

cfhA staff in trenton have been extraordinary; 

the people are very friendly. A problem is  

addressed just as it is reported. follow up with 

customers is excellent; work is done quickly and 

staff verifies that it has been done satisfactorily.  

what more could we ask for? our experience 

with the housing Agency is very positive!”

our
capable staff:  

the key
to

customer 
satIsfactIon 

coRpoRAl  
chRIstopheR bAlAyeR

A satisfied customer
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At cfhA, the entire staff is devoted to providing the best 
housing services possible to cAf members and their 
families. dnd and the cAf acknowledge the challenges 
that come with managing an aging housing portfolio with 
several of its units often in need of repairs. the one true 
element within cfhA’s control is the quality of the services 
it provides and the entire team is striving for excellence, 
determined to improve its services.

As an example, in fy 2012-2013, cfhA’s customer service 
program standardized its training and sought expertise 
in that field to ensure that staff was being trained by the 
best. courses such as the Service Excellence for Col-
leagues and Service Excellence for Citizens offered by the 
canada school of public service or Putting Citizens First 
and Putting Colleagues First offered by service canada 
were added to cfhA’s curriculum and close to a third of 
employees have completed one of these courses to date. 
given that customer service is recognized by cfhA as 
its top priority, these courses will continue to be offered 
until all staff have been trained in service excellence to 
further enhance the customer-centered culture throughout 
cfhA – one of the Agency’s core organisational values.

In addition to the implementation of the customer service  
training program, cfhA started working towards the 
standardization of its customer service experience across 
the Agency so that cAf families know that they can expect 
the same high quality standard of services at all housing 
services centres. customers can expect that their inter-
actions with cfhA staff will reflect the same degree of 
courtesy and professionalism, regardless of location, as 
stated in the customer service pledges which have been 
prominently displayed at all hscs since 2012 and as 
expressed in cfhA’s value statements.

A web-based customer feedback mechanism was also 
introduced at the end of the fiscal year to assist the Agency  
in its quest for continuous improvement. Additionally, cfhA  
customers can escalate any unresolved issues via the customer 
complaint Resolution process, which is explained in detail 
on the Agency’s website at www.cfha-alfc.forces.gc.ca 
under the Customer Service section. 

As well as clearly communicating its commitment to cAf 
families, cfhA also released in 2012-2013 a new Licence 
to Occupy and an Occupant Handbook. the licence outlines 
the terms and conditions that both the occupant and cfhA 
will abide by for the duration of the stay. the handbook 
identifies key conditions regarding occupancy and is a 
helpful guide that provides customers with information and 
contact details on the range of support services available 
to them. both documents were implemented nation-wide 
to address the ambiguities of the previous conditions of 
occupancy and are available on cfhA’s website. 

A review of cfhA’s priority business processes was initiated 
last year. the list of highest priorities included: how 
DND housing is allocated, moving in and moving out ; 
the three processes that most directly impact customers. 
the aim of the process management activities is for both 
national standardization and improved efficiencies, thereby 
increasing both customer and employee satisfaction. these 
processes represent approximately 12,000 transactions 
each year and are by far the most time-consuming tasks 
performed by cfhA personnel. the documented process 
maps and follow-on directives and guidelines, to be 
introduced in 2013-2014, were created in consultation 
with field experts and subject matter authorities. this 
work will undoubtedly translate into greater  
effectiveness and savings.

the implementation of improved processes, along with any 
resulting efficiency gains, will be verified and evaluated 
through various means, including cyclical multifunctional 
reviews, where employees are engaged and provided  op-
portunities to raise concerns, share ideas and suggest 
better ways of doing things.
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“I tRy to do eveRythIng I cAn to help mIlItARy fAmIlIes 

tRAnsItIon: I send photos In AdvAnce In An emAIl so they 

cAn see the houses we hAve foR them. I offer a measuring 

tape when they visit to help them with room and window sizing. It 

is so much better when you can cover your windows quickly after 

you move in or when you know where the furniture will go when 

the movers show up.

I always encourage people to give us their first, second and  

even third preference; to let us know what matters most to them. 

Is it a single unit above all, a three bedroom at least or a specific 

location no matter the number of rooms? every time we do our best  

to accommodate families based on their preferences. [...] most 

of all, I start fresh with every customer. It’s easy to be jaded after 

dealing with someone cranky but every single customer deserves 

the best I can offer.”

bonnIe stRAng
Customer Service  

Representative – HSC  
Cold Lake
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sharIng cfha’s 
accomplIshments 

In 2012-2013

bonnIe stRAng
Customer Service  

Representative – HSC  
Cold Lake

“I hAve been wIth cfhA In cold lAke foR 

moRe thAn 10 yeARs And I love helpIng 

mIlItARy fAmIlIes. my goal is always to make 

them feel glad they are posted in the area and 

that can be a challenge. many of them come 

from a 2000 square-foot house they owned to 

something smaller they rent for the same price 

or much more because of the cost of living 

around here. Just recently a customer that was 

travelling without his spouse to find a home for 

their family told me he thought his wife will be 

happy with the house we had for them. I could 

see the relief in his eyes. It’s what helps me deal 

with the more difficult encounters we sometime 

have. when the customer is happy, it feels like a 

pat on the back. I am happy that they are happy, 

at peace and pleased. It is good to know that 

our house is now their home and not just a place 

where they are relocating for a couple of years.”
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the faces  
of

cfha: 
dedIcated

and
skIlled servIce 

provIders

the feeling of accomplishment described by bonnie is one 
that most people look for and even need in their professional 
lives to flourish and employees at cfhA are no exception.  
this is precisely why cfhA continued to work in 2012-2013 
to fortify its already vibrant workforce through consultation,  
open dialogue, training, and improvement of the work 
environment in which employees operate. the relocation 
of the gagetown and wainwright hscs to new office space 
is an example of projects completed in the past year to  
ensure that employees feel at ease in their work environment.  
the consistent lifecycle management of computer hardware  
and software, along with the availability of dedicated in-
formation technology services are also examples of what 
is done every year to ensure that employees are properly 
equipped to do their work. the well-being of staff is of the 
greatest importance to cfhA leadership.

the Agency’s sustained commitment to employee professional 
development is also indicative of the importance attributed 
to employee well-being and workplace wellness. cfhA is 
proud to say that in 2012-2013, 100 percent of its perma-
nent staff prepared a personal learning plan and were 
provided with a performance evaluation report to guide their 
progress. Additionally, greater emphasis is being placed 
on tracking the completion rate of planned developmental 
activities. to assist with the development of progressive 
or multi-year learning plans, the human resources sec-
tion also created and published a helpful list of manda-
tory and recommended training for executives, managers, 

supervisors and employees, as well as specialized training 
specific to certain functional fields. the funding made avail-
able for training and related travel is approximately four 
percent of cfhA’s annual salary wage envelope. this is in 
addition to numerous courses available online through DND 
Learn and other means.

cfhA managers recognize that engaging staff, allowing 
them to grow and learn, and offering them a platform on 
which to share their knowledge and voice concerns or 
opinions helps boost job satisfaction, motivation and  
performance. this is why front line employees are involved 
at every opportunity in process improvement activities; 
their contributions to the eight processes reviewed and 
endorsed by cfhA’s process Review board in 2012-2013 
was invaluable.
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through the implementation of an agency-wide healthy
workplace survey in the fall of 2012, cfhA was able
to confirm with employees their level of satisfaction and 
areas of concern. the results of the survey, in which more 
than two thirds of employees took part, were compiled and
analysed promptly. from there, areas for improvement
were captured, prioritized, and turned onto a list of action
items for management. that list and the full results of
the survey were shared with employees through various
means, including cfhA’s internal website, the employee
corner. the improvement items were also integrated into
the list of action items derived from the 2011 public 
service employee survey. employees at all levels were 
invited to share ideas on how to address the action items 
and to raise questions or concerns.

finally, cfhA believes that hard work should not go  
unnoticed. Recognition takes many forms at cfhA thanks  
to an extensive Awards and Recognition program.

“I felt A sense of AccomplIshment when I wAs Asked to 

tAke pARt In the AllocAtIons pRocess RevIew woRkIng 

gRoup. It is nice to get recognized for your knowledge. It boosts 

your self esteem to know that the experience you spent many 

years building with customers is recognized. It felt good to be 

involved, I really enjoyed contributing and everyone was really  

engaged and open-minded. It felt even better knowing that my 

input, some of petawawa’s best practices, will ensure that our 

customers will soon be able to go to any site across the country 

and can expect the same process.”

JAckIe lIzotte
Chief Business Operations – 

HSC Petawawa
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“the 2012 ceo Agent of excellence AwARd wAs pResented 

to lAuRA clowAteR-peteRs, mAnAgeR of the gAgetown hsc 

who hAd A tRemendously busy yeAR In the spotlIght.

laura was recognized for the extensive coordination and 

collaboration with defence construction canada, cfhA head  

office and local base leadership and support staff to ensure  

that through the entire construction and subsequent move to  

the new site office, housing services would be provided without 

interruption. she also assured the consistent delivery of the  

housing improvement programs to very high standards while  

managing cfhA’s second biggest housing site in canada, a site 

that received widespread attention generated by complex and 

sensitive files related to housing conditions. laura’s handling of 

communications with stakeholders, the media and dissatisfied 

customers while effecting repairs to the units and meeting  

corporate demands and constraints was extraordinary and in  

itself worthy of the ceo Award of excellence.

the Award committee unanimously supported this  

nomination. everyone was glad her regional manager took the  

time to prepare this particular submission.”

monIque  
bRunet-sAvARd

Human Resources Programs 
Officer – Head Office

the Awards and Recognition program  
was revised in 2012-2013 to intro-
duce a new internal customer service 
award that recognizes excellence  
in the provision of services to peers 
that are consistently timely and fair, 
feature partnering or team work  
and go beyond expectations. the 
inaugural winner of this prize was  
the client services Information  
management team.
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sharIng cfha’s 
accomplIshments 

In 2012-2013

“It Is cRucIAl to keep RecoRd of the mAIn-

tenAnce, lIfecycle And upgRAde woRk done 

to ouR mAnAged Asset. this aspect of the 

work is perhaps not as attractive as the project 

implementation but it is as important as the 

planning and oversight functions of the work 

itself. without an accurate snapshot of the port-

folio condition, the likelihood of resources being 

assigned to the wrong area increases. this is 

precisely why I enjoy connecting with sites 

to communicate, educate, and in some cases 

under take inspections in support of condition  

assessment. the insight gained through monitoring  

the assets under cfhA management ensures 

that planned improvement and maintenance 

work target the right place at the right time. [...] 

throughout it all, the aim is always to keep the 

largest numbers of houses safe, available and 

attractive to cAf families.”

chRIs wAgneR
Technical Services Officer – 

Head Office

the rIght  
Improvements, 

at the
rIght place,

at the
rIght tIme
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since its creation in 1996, cfhA has been managing dnd’s  
housing portfolio containing today over 12,000 homes spread 
over 33 locations across the country. from the onset, the  
revenue-funded Agency has been doing its best to maintain  
and revamp an aging portfolio. bringing housing mostly 
built in the mid 50’s closer to contemporary standards is 
a tricky task while maximizing the availability of housing 
units to tend to the residential needs of cAf families.

keeping units available for customers versus available for 
major renovations or repairs and upgrades to keep them 
safe and habitable is a constant balancing act for cfhA. 
this gets even more challenging when taking into account 
the availability of local contractors to perform the work.

In fy 2012-2013, cfhA generated just above 96 million 
dollars in revenue. this, combined with the capital funding 
provided by dnd, led to more than 91 million dollars being 
injected in crown housing. the remaining funds went  
towards housing operations, such as vacancy management, 
grass cutting and snow removal and much more, as well as  
Agency operating expenses. the investment into the portfolio 
resulted in 216 renovated and 16 newly constructed 
units – some of the Agency’s most visible investments. 
these new and fully renovated units can sometimes 
outshine the larger impact of the multitude of smaller 

projects that steadily improve the portfolio. Investments 
to increase energy efficiency and air quality or to 

upgrade kitchens and bathrooms, roofing, windows, 
and doors all contribute to the betterment of dnd 

housing and improvement to the quality of life  
of cAf families.

changes in the units’ condition over time allow 
cfhA to demonstrate the ongoing progress 
made in improving housing portfolio-wide. 
more importantly, the Agency uses the 
units’ condition assessment as a tool to 
focus and prioritize its resources as 
well as forecast those areas requiring 
additional investment in the future.

through the delivery of the housing program, consideration  
and consistent application of environmental laws, guidelines 
and procedures are always top of mind. the same holds 
true for canada’s heritage program as dnd’s portfolio 
accounts for 19 residences with a designated heritage 
status. ultimately, cfhA wishes to reduce as much as  
possible the impact of its operations on today’s environment. 
the application of initiatives such as the 3R approach 
(Reduce – Reuse – Recycle) to demolition projects, that  
consist of limiting the amount of construction material 
sent to landfills by recycling and reusing as much as 
possible is a prime example of cfhA’s respect for the 
environment.

“lAst yeAR In kIngston we completed  

exteRIoR upgRAdes And thAnks to those, 

the neIghbouRhood looks gReAt! nearly 

one in four houses now has a new driveway, 

75 units have a new porch, steps, sidewalk or 

walkway and 96 have a new vinyl shed secured 

on a cement base. the siding was replaced 

on 25 homes and two houses were completely 

renovated and now look and feel like brand new 

homes. In kingston, we look forward to doing 

more for our customers!”

pAt lAIdlAw
Chief Technical Services – 

HSC Kingston
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“I Am so pleAsed thAt I get to hIghlIght All the gReAt 

woRk ouR teAm dId lAst yeAR In suppoRt of ImpRovIng And 

mAIntAInIng the housIng poRtfolIo In edmonton. beyond 

the recurring tasks such as inspections on furnaces and hot water 

tanks as well as smoke and carbon monoxide detectors that get 

done annually on more than 500 units, we focused on adapting  

our portfolio to ensure that we are better equipped to meet the 

needs of growing cAf families. that is why we renovated 14 kitchens, 

to the great pleasure of the household chef. As well, we continued 

our progress on exterior retrofits so 29 of our units now have new 

windows and another 41 have new asphalt shingles on their roof. 

our 88 row garages have a new roof and new siding and 19 basements 

are now insulated for greater heating efficiency. A lot of outdoor 

improvements were also done to various properties to improve 

the curb appeal and yard functionality. If you drive around in the 

neighbourhood you will see many new fences, sheds, steps and 

sidewalks as well as driveways. even our trees are now freshly 

pruned. that is what we did in large part last year with the 

$3.5 million dollars that was allocated to our housing site.”

gIlles hARvey
Chief Technical Services – 

HSC Edmonton



21

“cfb boRden Is home to seveRAl mIlItARy tRAInIng estAb-

lIshments And foR thAt ReAson, ouR customeR bAse tends 

to be mostly young RecRuIts oR fAmIlIes new to the 

mIlItARy. giving them the best possible service and housing is 

of great importance to make sure their impression of cfhA and 

dnd housing is a good one. that is why, in fy 2012-2013, we 

replaced the furnace and air conditioning in 26 units and another 

238 are newly equipped with air conditioning. the hot water tanks 

were also replaced in 33 homes. I am also proud to say that we 

invested more than $550k in bathroom renovations, upgrading in 

total more than 85 units. Interior upgrades did not stop there! we 

also replaced the cabinets in 21 kitchens and the vinyl flooring 

in 121 units. furthermore, we did not neglect the exterior of the 

properties under cfhA management: 64 units have a new roof,  

67 new siding and 100 have new windows and doors. As well,  

the concrete steps and sidewalks were redone on 285 properties, 

227 had their driveway repaved and a new shed was installed on 

56 more, providing welcome additional storage to our occupants. 

there is more but I would rather show you than tell you. In short, 

more than $7m was injected in the borden portfolio during the course 

of last fiscal year. we look forward to sustaining this momentum 

as we continue to pursue our vision of providing housing excellence 

to our cAf families.”

AndRé gAndeR
Chief Technical Services – 

HSC Borden

RIchARd lAveRgne
Technical Services Officer – 

HSC Montreal

“the housIng poRtfolIo In 

montReAl Is fAIRly smAll 

wIth feweR thAn 200 houses 

to mAnAge. last year however, 

despite our size, we were just  

as busy here as in the largest 

dnd housing sites in canada. In 

all, eight renovation projects 

were undertaken and completed 

in 2012-2013, improving more 

than 90 percent of our portfolio, 

and many of these projects will 

continue this year. first, the 

siding and insulation of 19 of our 

houses were replaced. we also 

replaced the doors and windows 

of 20 units and the asphalt 

roofing shingles of another 20. 

A dozen homes now feature new 

hardwood floors or ceramic and 

22 other new interior doors. 

twenty-five driveways have 

also been completely redone 

and finally, we purchased and 

installed air recovery heat 

exchangers in a quarter of our 

units. A crazy busy year but how 

rewarding and satisfying!”
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“so much wAs done heRe In gReenwood In 2012-2013 thAt 

I don’t know wheRe to stARt. I should first tell you that we 

take great pride in our housing portfolio at 14 wing but it takes a 

great deal of effort to maintain it in such good condition. we feel 

blessed because we enjoy an amazing partnership with wing staff 

and I am convinced that it is thanks to this great teamwork that we 

have had such success. what kind of success, you ask? the kind 

that puts a new roof on 62 units and new windows on 66 others; 

an additional 38 homes got both the windows and siding replaced 

making them look like new; the kind of success that also gets 

the exterior wood siding of 98 row houses completely repainted 

to give them too a fresher look or the kind that gives 10 families 

the pleasure of cooking in a brand new kitchen. do you think we 

stopped there? no, we did not! more than a quarter of our customers  

now enjoy a freshly resurfaced or completely replaced asphalt 

driveway. we installed 71 new furnaces in our homes as well as 

114 new oil storage tanks, 28 air conditioning units and 30 heat 

recovery ventilators. Is there anything we haven’t done you ask? 

the answer is no. we completely rewired 17 of our units, upgrading 

electrical switches and receptacles at the same time. we’ve replaced 

hardwood floors, baseboards and interior doors in 12 units. new 

siding and windows were also installed on 36 of our garages; 

another 26 have a new asphalt roof. deteriorating sidewalks 

and steps on 31 units were redone and the handrails were also 

replaced. we even fixed or replaced 30 decks that needed care. 

All of this and more because we wish to provide the best possible 

homes to our cAf families. It is not every year that we will manage 

to invest more than $3.4m in our housing. we sure made the  

best of it!”

wAyne ellIott
Chief Technical Services – 

HSC greenwood
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“fy 12/13 wAs such A successful And 

gRAtIfyIng yeAR foR hsc esquImAlt; one thAt 

Resulted In mAny occupAnts beIng veRy 

pleAsed About the woRk completed to 

theIR pRopeRty. In all, more than $2m was 

injected in the esquimalt portfolio. examples of 

that work include kitchen upgrades to 85 of our 

housing units that now proudly feature brand new 

cabinets and countertops. some of those kitchens 

benefitted from more in-depth renovations that 

also included flooring and electrical fixtures 

replacement. Another 32 units are now equipped 

with a new tub with cultured marble surrounds. 

the roofs of 46 of our units were also replaced. 

we also tended to the Admiral’s residence this 

year, a designated heritage building of which 

the west coast navy is quite proud. finally, the 

required annual maintenance and inspection on 

heating, ventilation and air conditioning units, 

chimneys, smoke alarms and detectors were 

also completed on every single unit to ensure 

the safety of all occupants. It was quite a year 

and we look forward to the next!”

don tAttRIe
Manager – HSC Esquimalt
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sharIng cfha’s 
accomplIshments 

In 2012-2013

doIng  
thIngs 

consIstently
better 

cARol RobInson
Strategic Advisor  

(Organizational Excellence) – 
Head Office

“peRfoRmAnce excellence Is A buzzwoRd  

In mAny oRgAnIsAtIons these dAys, And 

thIs Includes All levels of goveRnment. 

canadians are looking for greater efficiencies 

and higher levels of performance from their 

government. here at cfhA, we understand why 

that is; because every dollar saved is one more 

dollar that we can put back into our homes to 

improve our occupants’ comfort and quality of 

life. that’s what really counts to them, and that’s 

precisely why the Agency embarked on an  

excellence journey in 2005. our pursuit of  

excellence is leading us into a culture that  

values continuous improvement, innovation  

and operational excellence. After all, military 

families deserve the best that we can offer!”



25

the Agency’s quest for excellence and continuous improve-
ment was motivated by a desire for efficiency and good 
value. It led to the initiation in fy 2011-2012 of a process 
management project to improve key processes. the 
first step to help anchor the project and position it for 
success was to establish a robust governance and control 
framework. A corporate approach was then developed to 
prioritize processes, identify process owners, document 
existing or new processes in a consistent manner, and find 
meaningful ways by which to improve them. the priority 
processes chosen to be addressed first were the ones with 
the greatest impact on customers and employees.

In fy 2012-2013, five process improvement working groups 
were formed and led by the respective process owners. they 
initiated the review of 12 of the many internal processes 
designed to manage dnd’s housing portfolio and to serve 
its customers. both hsc and head office staff from all 
levels and functions contributed to the cross-consultative 
approach, to ensure that all perspectives were included. eight 
of the documented processes, and any recommendations  
for improvement, were first endorsed by the process 
Review board (pRb) as part of the control framework, and 
then presented to the cfhA management committee. the 
resulting policy documents, instructions and procedures 
will be distributed to all personnel, once approved. the 
implementation of the improved processes, including any 
required training, will be a priority for fy 2013-2014.

work on additional priority processes has already begun 
across cfhA to ensure that all functional areas are intro-
duced to the process management methodology and  
that cfhA builds the internal capacity and expertise to 
embed a permanent culture of continuous improvement. 
ultimately, the reason why cfhA initiated a business  
process management project was to ensure that the  
processes used in the day-to-day business of the Agency 
are the right ones and that they are performing at their 
best, to the benefit of customers.

Jackie lizotte, chief business operations at hsc petawawa, 
who took part in the process improvement project, stated 
that “although the initiative is a huge undertaking, it is 
very important to stay on track. change can indeed be 
difficult but once the new processes are in place at every 
site, not only will it be easier to train staff but it will also 
provide more flexibility and cooperation opportunities. 
more importantly, less time will be spent explaining why 
something is done in a certain way and more time will be 
spent actually tending to the customers’ needs.”

good process management practices will result in continuous 
quality improvement and in the reduction of waste, cycle 
time, errors and duplication while at the same time  
increasing efficiency, consistency, reliability, simplicity 
and standardization. the continuous evaluation of pro-
cesses will help cfhA adapt to the shifting economical 
environment, advancing technologies and changing 
residential needs of customers. Achieving a culture of 
continuous improvement will allow the Agency to deliver 
better services and housing solutions to cAf families – 
and that is what truly motivates cfhA staff.

Retrieved from  
BusinessDictionary.com “effIcIency Is the compARIson of whAt Is 

ActuAlly pRoduced oR peRfoRmed wIth 

whAt cAn be AchIeved wIth the sAme 

consumptIon of ResouRces (money, tIme, 

lAbouR, etc.). It Is An ImpoRtAnt fActoR  

In deteRmInAtIon of pRoductIvIty.”
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sharIng cfha’s 
accomplIshments 

In 2012-2013



wIllIng  
to go 

the
extra mIle 

“when the pAtten fAmIly cAme to see us 

lAte In the fAll of 2011 to dIscuss theIR 

needs foR specIAl AccommodAtIons to 

help cARe foR theIR young dAughteR, ouR 

mAnAgeR bRought me In RIght AwAy. A child 

in the family has mobility issues and as a baby, 

it was easy to move her around, but as she got 

older it was becoming an issue. [...] the parents 

were very patient and understanding. It took 

planning and persistence on our part and thank-

fully, a few months later, we were able to get 

funds to modify their house to help them. we had 

done something similar in the past and it so  

happened that an identical house, already 

equipped with an outside access ramp, was 

available for this type of renovation. we were 

therefore able to complete the work fairly rapidly 

once the project was approved. In the end, a 

main floor barrier-free suite was added to the 

house complete with a bedroom, wheel-in closet, 

wheel-in shower and an overhead electrically-

operated tracking system that also leads to  

the living room. this was done for a reasonable 

price, allowing the rent to remain at an  

acceptable level. the family was able to move 

into the modified house prior to christmas 2012 

and it sure felt great to see how much they  

appreciated what we did for them.”

bRAd bARkeR
Chief Technical Services – 

HSC Trenton



staff members at cfhA are trained service providers and 
going the extra mile to assist relocating families coping 
with increased stress is a concept that is well understood 
across the organization. military families are often asked 
to relocate to address the needs of the cAf and Agency 
personnel will go to great lengths to ease this transition. 
these are only a few examples of customer feedback that 
show what form the cfhA care can take.

“cfhA stAff In tRenton went Above And 

beyond to help us out. neveR In ouR wIldest 

dReAms dId we ImAgIne whAt wAs done 

to AccommodAte ouR fAmIly. everything we 

asked for was included in the house. everything 

was done well and lightning fast. [...] when the 

work was nearing completion, derek fulford,  

the site manager and our point of contact showed 

us around with a couple of guys. our daughter 

wanted him to pick her up and he was really 

touched by that. the look on his face when he 

was able to meet the person for whom these 

house modifications were done was priceless. 

my wife and I are really appreciative of what 

derek did for us. he is in my opinion the most 

kind, understanding and compassionate person 

I have ever dealt with in the canadian Armed 

forces and dnd. we will never forget what he 

did for us.”

“I moved out of dnd housIng In mARch 2013 

AfteR hAvIng lIved In It foR Just oveR two  

And A hAlf yeARs And I hAve only good thIngs 

to sAy About the seRvIces I ReceIved duRIng 

my stAy. 

the house I moved into had a brand new 

bathroom, the kitchen floor had just been redone 

and the hardwood floor had been resurfaced. the 

house was in pretty good shape and had I stayed 

there a little longer, I would have enjoyed the new 

exterior look because they were getting ready to 

replace the siding on the house when I left. [...] 

I did have to place a couple of calls for minor 

stuff and every time, folks at cfhA sent someone 

right away and everything was fixed quickly. 

their services were excellent!

I will never forget when I first applied for 

housing. I was going through a very rough time; 

my house had sold faster than I expected and I was 

living in a travel trailer. when the staff at cfhA 

found out about my situation, they were very 

understanding and so accommodating. thank you 

nancy [curlew, customer service Representative – 

hsc gagetown] for helping me out in a difficult 

time. you were very friendly and compassionate, 

so very helpful!”
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mRs. donnA mooRe
Former gagetown Housing 

Customer

cpl bRIAn pAtten
An appreciative father



“my fIRst expeRIence wIth dnd housIng dAtes bAck to the 

eARly 90s In gAgetown when I wAs A JunIoR offIceR, even 

befoRe the Agency wAs set up. since, I also lived in ste-foy, 

valcartier and I recently moved with my family to trenton, in one 

of their two new single homes. this last house is obviously newer 

and more spacious than those we have lived in before. [...] this 

house in trenton, much like the one in valcartier, offers much 

more privacy and a wooded backyard that we enjoy. the rent 

where we live now is a bit expensive and the house should offer  

more storage in the kitchen but it still meets all of our family 

needs very well. this type of housing should be the new standard 

for all cAf families living in dnd housing.

the quality of service that is offered in trenton is very good. 

In our exchanges and while moving in, the staff was accommodating 

and showed a lot more flexibility than what we experienced before. 

It was refreshing to see. In general, dnd housing is older and 

needs improvement but the Agency maintains it well. whenever 

we had to report a brake or otherwise, the service was fast and  

I never had a complaint.”

29

lIeutenAnt-colonel 
fRAnçoIs dufAult
 A regular customer
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now equipped with recommendations drawn from the 
housing service delivery option Analysis Report produced 
last year by a third-party, Accommodation board co-chairs 
Adm(Ie) and the chief of military personnel will consult 
with housing custodians and departmental senior man-
agement through its governing bodies moving towards 
a departmental decision on what is the most suitable 
delivery model for dnd housing services. departmental 
experts in a variety of fields are supporting this complex 
briefing and consultation process and staff is anxiously 
awaiting its results, which will pave the way for the future 
of the Agency. In the meantime, some of the report’s findings 
will likely be used to implement efficiencies with respect 
to the current delivery model.

while opportunities are being discussed, the Agency 
continues to actively seek efficiencies and excellence. 
the continuous improvement journey on which cfhA has 
embarked is rapidly becoming a way of life as the Agency 
transitions to excellence canada’s new excellence,  
Innovation and wellness standard. existing healthy 
workplace initiatives are strongly entrenched to ensure the 
well-being of cfhA’s workforce. process improvements 

initiated last year will progress to implementation and 
the upcoming year will witness the launch of more than 
a dozen key business processes made clearer, more 
consistent and more efficient. specifically, through 
extensive review and consultation, step-by-step maps 
that clearly outline each process are being created and 
the directive, guidelines and policies associated with 
every single one of those internal procedures are also 
being reviewed for optimization. employees taking part 
in these exercises, functional experts, eagerly await 
implementation because all agree that once consistency 
on how things are done is achieved nationally, time, 
money and effort will undoubtedly be saved to the benefit 
of cfhA customers.

everything done in these times of constraint across all 
governmental organizations is motivated by the desire to 
do more for cAf families, to ensure the highest possible 
proportion of the collected rent-revenue finds its way back 
into dnd’s housing portfolio. making cAf families more 
comfortable in their rental home is one of cfhA’s goals. 
Ready to take on the challenges of tomorrow, Agency staff 
will embrace whatever the future holds.

moRe thAn two yeARs Ago, dnd’s need foR ResIdentIAl housIng In suppoRt of the cAf wAs ReAffIRmed.  
the depARtment then set out to RevIew cfhA’s seRvIce delIveRy And fundIng model to estAblIsh  

Its suItAbIlIty to meet those ResIdentIAl needs In A sustAInAble mAnneR, In A mAnneR  
thAt Reduces Its dependencIes on the depARtment.

movIng 
forward
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Management is responsible for 
the integrity and objectivity of the 
information in these financial state-
ments. Some of the information  
in the financial statements is based 
on management’s best estimates 
and judgment and gives due 
consid eration to materiality. To 
fulfil its accounting and reporting 
responsibilities, management 
maintains a set of accounts that 
provides a centralized record of the 
Agency’s financial transactions. 
Financial information submitted to 
the Public Accounts of Canada and 
included in the DND Departmental 
Performance Report is consistent 
with these financial statements.

Management maintains a system  
of financial management and inter-
nal control designed to provide  

reasonable assurance that financial 
information is reliable, that assets 
are safeguarded and that trans-
actions are in accordance with 
the Financial Administration Act, 
and are executed in accordance 
with prescribed regulations, within 
Parliamentary authorities, and  
are properly recorded to maintain  
accountability of Government 
funds.

Management also seeks to ensure 
the objectivity and integrity of data 
in its financial statements by care-
ful selection, training and develop-
ment of qualified staff, by organ-
izational arrangements that provide 
appropriate divisions of  
responsibility, and by communica-
tion programs aimed at ensuring 
that regulations, policies, standards 

and managerial authorities are 
understood throughout the Agency.
The CFHA financial statements 
have not been audited.

approved by:
Dominique Francoeur
Chief Executive Officer
Canadian Forces Housing Agency

Natasha Tchentsova, CGA 
General Manager 
Finance, Planning and  
Resource Management

annex a – fInancIal statements 

statement
of

management 
responsIbIlIty

RESPONSibiliTy FOR THE iNTEGRiTy AND ObjECTiviTy OF THE ACCOMPANyiNG FiNANCiAl STATEMENTS 
FOR THE yEAR ENDED MARCH 31, 2013 AND All iNFORMATiON CONTAiNED iN THESE STATEMENTS  
RESTS wiTH THE MANAGEMENT OF CFHA. THESE FiNANCiAl STATEMENTS HAvE bEEN PREPARED  

by MANAGEMENT iN ACCORDANCE wiTH TbS ACCOuNTiNG POliCiES wHiCH ARE CONSiSTENT wiTH  
CANADiAN GENERAlly ACCEPTED ACCOuNTiNG PRiNCiPlES FOR THE PubliC SECTOR.
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statement of financial position (unaudited)

As at March 31

(in thousands of dollars) 2013 2012

Assets

Financial Assets

Accounts Receivable (Note 4) 288 132

288 132

Non-Financial Assets

Tangible Capital Assets (Note 5) 143,377 123,487

143,377 123,487

total 143,665 123,619

liabilities

Accounts Payable and Accrued liabilities (Note 7) 17,734 21,908

vacation Pay and Compensatory leave 762 730

Employee Severance benefits (Note 8) 2,121 2,535

20,617 25,173

equity of canada 123,048 98,446

total 143,665 123,619

The accompanying notes form an integral part of these financial statements.
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statement of operations (unaudited)

For the year ended March 31

 (in thousands of dollars) 2013 2012

care and support to the cAf and 
contribution to canadian society

operating expenses    

Maintenance and Repair 64,381 69,566 

Salaries and Employee benefits 19,954 19,388

Professional and Special Services 10,023 12,004

utilities, Materials and Supplies 6,230 6,427

Accommodation 4,680 4,735

Amortization (Note 5) 5,406 4,552

Other Services 2,055 3,000

Travel 902 1,035

Expenses Related to Tangible Assets (Note 5) 362 518

Communication 88 215

Equipment and Other Rentals 116 115

bad Debts 86 101

Other 22 27

Advertising, Printing and Related Services 22 17

loss on Disposal of Tangible Capital Assets 98 9

total operating expenses 114,425 121,709

Revenues  

Shelter Charges 91,326 89,632

Miscellaneous Revenues (Note 6) 5,842 5,994

total Revenues 97,168 95,626

net cost of operations 17,257 26,083

 
The accompanying notes form an integral part of these financial statements.

The expenses related to tangible assets include those assets that were not capitalized because they were lower than 
the capitalization threshold established by the Department (refer to Note 2(i) of these financial statements).
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statement of equity of canada (unaudited)

For the year ended March 31

 (in thousands of dollars) 2013 2012

equity of canada, beginning of year 98,446 79,867

Net Cost of Operations (17,257) (26,083)

Current Funding used (Note 3) 35,588 48,707 

Change in Net Position in the Consolidated Revenue Fund (Note 3) 4,615 (5,665) 

Services Received without Charge from Other Government  
Departments (Note 9)

1,656 1,620

equity of canada, end of year 123,048 98,446

The accompanying notes form an integral part of these financial statements.
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statement of cash flows (unaudited)

For the year ended March 31 

(in thousands of dollars) 2013 2012

operating Activities    

net cost of operations 17,257 26,083 

Non-Cash Items  

Amortization of Tangible Capital Assets (Note 5) (5,406) (4,552)

loss on Disposal and write-down of Tangible Capital Assets (99) (9)

Services Provided without Charge by Other Government  
Departments (Note 9)

(1,656) (1,620)

Variations in Statement of Financial Position  

increase (decrease) in Accounts Receivable 156 (41) 

(increase) decrease in liabilities 4,556 (3,542) 

cash used by operating Activities 14,808 16,319 

capital Investment Activities  

Acquisitions of Tangible Capital Assets (Note 5) 25,395 26,723 

cash used by capital Investment Activities 25,395 26,723 

net cash provided by government of canada 40,203 43,042

The accompanying notes form an integral part of these financial statements.

The expenses related to tangible assets include those assets that were not capitalized because they were lower than 
the capitalization threshold established by the Department (refer to Note 2(i) of these financial statements).
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notes to the financial statement (unaudited)

1. Authority and Purpose
CFHA was established as a provisional special operating agency of DND in October 1995. in March 2004, it received 
permanent special operating agency status. DND is granted revenue spending authority from Parliament through 
the approval of an Appropriation Act. DND funds CFHA’s operating activities from vote-netted revenues generated 
by shelter charges collected from the housing portfolio and credited to the Defence appropriation. The capital 
investment program of the Agency is partially funded through departmental appropriations.

CFHA manages Crown-controlled residential accommodation assets for DND, to ensure that those assets, occupied 
or available to be occupied, are maintained to a suitable standard. CFHA also develops and implements plans to 
meet the future residential needs of members of the CAF.

2. Summary of Significant Accounting Policies
The financial statements have been prepared in accordance with TbS accounting policies which are consistent with 
Canadian generally accepted accounting principles for the public sector.

(a) Net Voting Authority
CFHA receives authority to operate net voting from Parliament with the approval of an Appropriation Act. Net voting 
is the authority to expend revenues generated by shelter charges to offset related expenditure(s).

The Agency also receives additional funding from Departmental appropriations to provide DND-directed activities.

(b) Net Cash Provided by Government of Canada
The Agency operates within the Consolidated Revenue Fund (CRF), which is administered by the Receiver General  
for Canada. All cash received by the Agency is deposited to the CRF and all cash disbursements made by the 
Agency are paid from the CRF. The net cash provided by Government is the difference between all cash receipts 
and all cash disbursements including transactions between departments of the Federal Government.

(c) Change in net position in the CRF
The change in net position in the CRF is the difference between the net cash provided by Government and vote-netted 
revenues plus additional funding used in a year, excluding the amount of non-respendable revenue recorded by the 
Agency. it results from timing differences between when a transaction affects vote-netted revenues and when it is 
processed through the CRF.

(d) Revenues
 i.  Revenues from shelter charges are recognized in the accounts based on the services provided in the year.
 ii.  Other revenues are accounted for in the period in which the underlying transaction or event occurred that 

gave rise to the revenues.
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(e) Expenses
Expenses are recorded on the accrual basis:
 i.  vacation pay and compensatory leave are accrued as the benefits are earned by employees under their 

respective terms of employment.
 ii.  Services provided without charge by other government departments for accommodation, the employer’s 

contribution to the health and dental insurance plans and legal services are recorded as operating expenses 
at their estimated cost.

(f) Employee future benefits
 i.  Pension benefits 

 Eligible civilian employees participate in the Public Service Pension Plan, a multi-employer plan administered 
by the Government of Canada. The Agency’s contributions to the Plan are charged to expenses in the year 
incurred and represent the total Agency’s obligation to the Plan. Current legislation does not require DND 
to make contributions for any actuarial deficiencies of the Plan.

 ii.  Severance benefits 
Employees are entitled to severance benefits under labour contracts or conditions of employment. These 
benefits are accrued as employees render the services necessary to earn them. The obligation relating to 
the benefits earned by employees is calculated using information derived from the results of the actuarially 
determined liability for employee severance benefits for the Government as a whole.

(g) Accounts receivables
Receivables are stated at amounts expected to be ultimately realized; an allowance for doubtful accounts is made 
for receivables where recovery is considered uncertain. The allowance for doubtful accounts represents management’s 
best estimate of probable losses in receivables. The allowance is determined based on an analysis of historic loss 
experience and an assessment of current condition.

(h) Contingent liabilities – Claims and Litigations
Contingent liabilities are potential liabilities which may become actual liabilities when one or more future events 
occur or fail to occur. To the extent that the future event is likely to occur or fail to occur, and a reasonable estimate 
of the loss can be made, an estimated liability is accrued and an expense recorded. if the likelihood is not determinable 
or an amount cannot be reasonably estimated, the contingency is disclosed in the notes to the financial statements.  
(Refer to Note 11 of these financial statements)

(i) Tangible capital assets
All tangible capital assets, having an initial cost of $30,000 or more, including capital leases, betterments and 
leasehold improvements, are recorded at their acquisition cost. Capitalization threshold values lower than $30,000 
may apply to certain assets such as vehicles and repairables.

The Agency does not capitalize intangibles, works of art and historical treasures that have cultural, aesthetic or 
historical value, assets located on First Nations Reserves and museum collections.
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Amortization of tangible capital assets is done on a straight-line basis over the estimated useful life of the asset  
as follows:

Asset class Amortization period

buildings (New Construction) 40 years

buildings (betterment) 20 years

work in Progress Once in service, in accordance with asset class

( j) Measurement uncertainty
The preparation of these financial statements in accordance with TbS accounting policies which are consistent 
with Canadian generally accepted accounting principles for the public sector requires management to make  
estimates and assumptions that affect the reported amounts of assets, liabilities, revenues and expenses reported 
in the financial statements. At the time of preparation of these statements, management believes the estimates 
and assumptions to be reasonable. The most significant items where estimates are used are contingent liabilities,  
the liability for employee severance benefits, allowance for doubtful accounts, and the useful life of tangible 
capital assets. Actual results could significantly differ from those estimated. Management’s estimates are reviewed 
periodically and, as adjustments become necessary, they are recorded in the financial statements in the year they 
become known.
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3. Reconciliation of Current Year Funding Used

(a) Reconciliation of Net Cost of Operations to Current Year Funding Used

(in thousands of dollars) 2013 2012

net cost of operations 17,257 26,083

Adjustments for items affecting net cost of operations but not  
affecting funding:

Amortization of Tangible Capital Assets (Note 5) (5,406) (4,552)

vacation Pay and Compensatory leave (32) 50

Employee Severance benefits 414 1,727

Adjustment to Previous year’s Accounts Payable (371) 406

Services Provided without Charge by Other Government Departments 
(Note 9)

(1,656) (1,620)

loss on Disposal of Tangible Capital Assets (Note 5) (99) (9)

Other 86 (101)

10,193 21,984

Adjustments for items not affecting net cost of operations but  
affecting funding:

Acquisitions of Tangible Capital Assets (Note 5) 25,395 26,723

current year funding used 35,588 48,707
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(b) Reconciliation of Net Cash Provided by Government to Current Year Funding Used

(in thousands of dollars) 2013 2012

net cash provided by government 40,203 43,042

Revenue not available for Spending

Change in Net Position in the Consolidated Revenue Fund

(increase) Decrease in Accounts Receivable and Advances (156) 41

(Decrease) increase in Accounts Payable, Accrued liabilities and 
Transfer Payments Payables

(4,174) 5,319

Adjustment to Previous year’s Accounts Payable (371) 406

Other Adjustments 86 (101)

(4,615) (5,665)

current year funding used 35,588 48,707

4. Accounts Receivable and Advances

(in thousands of dollars) 2013 2012

Receivables from Other Federal Government Departments  
and Agencies

71 45

Receivables from External Parties 860 789

Gross Accounts Receivable 931 834

less: Allowance for Doubtful Accounts on External Receivables (643) (702)

total 288 132
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5. Tangible Capital Assets

tangible capital Assets

(in thousands of dollars)
opening  
balance Acquisitions transfer disposals

closing  
balance

Residential Houses 128,360 19,441 (577) 147,224

work in progress 18,787 25,395 (19,441) 24,741

total tangible capital Assets 147,147 25,395 - (577) 171,965

Accumulated Amortization

(in thousands of dollars)
opening  
balance

current year  
Amortization

disposals  
and transfers

closing  
balance

Residential Houses 23,660 5,406 (478) 28,588

total tangible capital Assets 23,660 5,406 (478) 28,588

net book value

(in thousands of dollars) 2013 2012

Residential Houses 118,636 104,700

work in progress 24,741 18,787

total net book value 143,377 123,487

Amortization expenses for the year ended March 31, 2013 is $5,406,274 (2012 – $4,551,657).

The expenses related to tangible assets include those assets that were not capitalized because they were lower than 
the capitalization threshold established by the Department.

CFHA-managed residential housing assets were transferred from DND at the time of CFHA formation with “0” cost 
value instead of a historical cost of the assets and fully amortized value because the residential housing portfolio 
was more than 50 years old and there was a lack of accurate cost information dating back to that time. The realty 
replacement cost of residential housing assets was approximately $1.822 billion and the number of CFHA owned 
housing units is 12,265 at March 31, 2013.
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6. Miscellaneous Revenues

(in thousands of dollars) 2013 2012

Recovery of utility Charges 4,576 4,405

Recovery from Foreign Military Training 1,061 1,258

Others 205 331

total 5,842 5,994

7. Accounts Payable and Accrued Liabilities

(in thousands of dollars) 2013 2012

federal government departments and Agencies 3,834 4,449

external parties

Accounts Payable 13,167 16,603

Accrued Salaries 17 10

Other liabilities 716 846

total Accounts payable and Accrued liabilities 17,734 21,908

8. Employee Future Benefits

(a) Pension Benefits
The Agency’s employees participate in the Public Service Pension Plan, which is sponsored and administered by 
the Government of Canada. Pension benefits accrue up to a maximum period of 35 years at a rate of 2 percent 
per year of pensionable service, times the average of the best five consecutive years of earnings. The benefits are 
integrated with Canada/Quebec Pension Plans benefits and they are indexed to inflation.

both the employees and the Department contribute to the cost of the Plan. The expense presented below represented 
approximately 1.7 times (1.8 in 2011-12) the employees’ contributions.

(in thousands of dollars) 2013 2012

pension expense 2,179 2,111

The Department’s responsibility with regard to the Plan is limited to its contributions. Actuarial surpluses or  
deficiencies are recognized in the financial statements of the Government of Canada, as the Plan’s sponsor.
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(b) Severance Benefits
The Department provides severance benefits to its employees based on eligibility, years of service and final salary. 
These severance benefits are not pre-funded. benefits will be paid from future appropriations. information about 
the severance benefits, measured as at March 31, is as follows:

(in thousands of dollars) 2013 2012

Accrued Future benefit Obligation, beginning of year 2,535 4,261

Expense for the year 127 (3)

benefits paid during the year (541) (1,723)

Accrued future benefit obligation, end of year 2,121 2,535

9. Related Party Transactions

The Agency is related as a result of common ownership to all Government of Canada departments, agencies, and 
Crown corporations. The Department enters into transactions with these entities in the normal course of business 
and on normal trade terms.

Services Received Without Charge
Also, during the year, the Agency received without charge from other departments, accommodation, audit services, 
the employer’s contribution to the health and dental insurance plans, and workers’ compensation coverage. These 
services without charge have been recognized in the Agency’s Statement of Operations as follows:

(in thousands of dollars) 2013 2012

Accommodation provided by Public works and Government  
Services Canada

-

Employer’s contributions to the health and dental insurance plans  
paid by TbS

1,656 1,620

Audit services provided by the Office of the Auditor General -

workers’ compensation coverage provided by Human Resources  
and Skills Development Canada

-

total 1,656 1,620

The Government has structured some of its administrative activities for efficiency and cost-effectiveness purposes 
so that one department performs these on behalf of all without charge. The cost of these services, which include 
payroll and cheque issuance services provided by Public works and Government Services Canada, are not included 
as an expense in the Agency’s Statement of Operations.
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10. Contractual Obligations

The nature of the Agency’s activities results in some large multi-year contracts and obligations whereby the Agency 
will be obligated to make future payments when services and/or goods are received.

Significant contractual obligations that can be reasonably estimated are summarized as follows:

(in thousands of 
dollars)

2013-14 2014-15 2015-16 2016-17 2017-18 and 
thereafter

total

project 14,851 521 - - - 15,372

operating lease 931 848 352 80 - 2,211

11. Contingent Liabilities

There is an initiated litigation against Her Majesty the Queen in Right of the Department of National Defence for 
damages involving leases for the provision of housing in Halifax. The leases in question date back to 1963; CFHA 
has been managing these leases since April 1996. DND has communicated the necessary information to the Office 
of the Auditor General in the context of its year-end audit.
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annex b 

contact 
InformatIon

&
abbrevIatIons 

used In thIs
report

mailing address

Canadian Forces Housing Agency
National Defence Headquarters
Major-General Georges R. Pearkes building
101 Colonel by Drive, Ottawa ON K1A 0K2

General inquiries: 1-888-459-CFHA (2342)
Email: CFHA-AlFC@forces.gc.ca
Fax: 613-998-8060
website: www.cfha-alfc.forces.gc.ca

abbreviations used in this report

 ADM(iE)  Assistant Deputy Minister (infrastructure and Environment)
 CAF Canadian Armed Forces
 CEO Chief Executive Officer
 CFHA Canadian Forces Housing Agency
 DND Department of National Defence
 Fy Fiscal year
 HSC Housing Services Centre
 iE infrastructure and Environment
 SwE Salary wage Envelope


