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The past fiscal year 2007-2008 has been a period

of profound change for the Agency, due to numerous
workload and resource challenges, and other factors
both external and internal to the organization. We have
continuously adapted our work to this changing environ-
ment and, in anticipation of future challenges, we have
developed our first-ever multi-year Strategic Plan for
2008-2011 to ensure that the Agency continues to
effectively deliver on its mandate.

Our most striking adjustment in the past year was the
implementation of a new organizational structure. This
marked the first significant change to Agency branches
and directorates in 15 years. The revamped structure
will enhance the efficiency of the organization, provide
greater flexibility to reallocate resources where they are
most needed, and provide greater learning and career
development opportunities to our employees.

However, given the anticipated retirement of one-third
of our staff in just a few short years and new legislative
responsibilities given to us by Parliament, the Agency’s
biggest challenges still lie ahead.

With a view to maintaining and enhancing our role in the
transparent, fair and efficient regulation of the federal
transportation system, our Strategic Plan is based on

Message from the
Chair and CEO

an overarching objective to continue the Agency’s long-
standing reputation as a leading Canadian tribunal. This
will be accomplished by focussing on the following five
priorities for the organization:

e dispute resolution and economic regulation as key
Agency services;

e recruiting, retaining, and developing a highly
competent workforce;

e enhancing the Agency’s internal and external
relations to improve two-way communications
with our employees, stakeholders and clients;

e gchieving a national transportation system that is
accessible to all Canadians; and

e implementing initiatives that aim to make the Agency
more responsive to change, efficient, innovative and
results-oriented.

In setting the course for 2008-2011, the Canadian

Transportation Agency has positioned itself to play a lead-

ing role in the achievement of a national transportation
system that is efficient and accessible for the benefit of
the entire country, its economy and all of its citizens.

Iy At

Geoffrey C. Hare
Chair and Chief Executive Officer
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The Canadian
Transportation
Agency

An Overview

Who We Are

We are one of many Canadian partners helping
achieve transportation that works for everyone.
We are 250 case officers, analysts, managers and
Members committed to helping create an efficient

and accessible national transportation system. Our
— responsibilities include:

&
-
-

® fconomic Regulation, to provide approvals,
licences, and make decisions on a wide range
of matters involving federally regulated air, rail
and marine transportation,

e Dispute Resolution, to resolve complaints about
transportation services, rates, fees and charges,

e Accessibility, to ensure that our national trans-
portation system is accessible to all persons,
particularly those with disabilities, and

e many other services that support economic
vitality and benefit all Canadians.
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Vision and Mission

Our Vision is to be a respected, leading tribunal
contributing to a competitive and accessible
national transportation system efficiently meeting
the needs of users and service providers and the
Canadian economy.

Our Mission is to assist in achieving a competitive,
efficient and accessible transportation system
through dispute resolution, essential economic
regulation and communication in a fair, transparent
and timely manner.

Our Values

e Integrity. We act with honesty, fairness and
transparency.

e People. We treat people with fairness, courtesy
and respect, and foster a cooperative, rewarding
working environment.

e Quality Service. We provide the highest quality
services through expertise, professionalism and
responsiveness.

e Communication. We promote the constructive
and timely exchange of views and information.

e Innovation. We commit to creative thinking as the
driving force to achieve continuous improvement.

e Accountability. We take full responsibility for our
obligations and commitments.

CANADIAN TRANSPORTATION AGENCY
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Our Operating Environment

Organizational Renewal

2007 was a rewarding year for the Agency and also one
of significant change. We introduced reforms to better
manage our workload and improve our services to clients
and stakeholders, and we implemented processes to
better manage our budget resources. On the people side,
we saw a complete turnover of appointed Members and
the retirement of many colleagues who had been with the
Agency for many years.

The most profound change was the organizational renewal
initiative that reviewed how we do our work, how we are
organized and how we manage our people and budget
resources. This initiative was designed to meet a number
of challenges head on:

e The anticipated loss of one third of our workforce
to retirement over the next three years.

e An increasing number of complex dispute cases.
* New legislative responsibilities.
e The need for more efficient workload management.

The most striking feature of this renewal is a new organi-
zational structure, which marks the first significant change
to the Agency’s branches and directorates in 15 years.

TOTAL NUMBER OF NEW CASES BY FISCAL YEAR
3000

2800

2600

2400

2200

2000
2005-2006

2006-2007

2007-2008

Two new Agency branches have been created to

reflect a redefinition of our primary business functions,
namely Dispute Resolution and Industry Regulation and
Determinations. The Agency’s long-established, special-
ized modal expertise housed in the previous Air and
Accessible, as well as Rail and Marine branches is
integrated into both new branches.

The new “hybrid” organizational structure will enable us to
not only improve our service delivery, it will provide us with
the flexibility to resolve workload challenges and enhance
our ability to respond to increasingly complex cases in a
more efficient and timely way.

A key part of this new structure is the creation of a
permanently staffed Alternative Dispute Resolution (ADR)
unit. Experience has shown that ADR, such as mediation,
requires fewer resources, tends to be a faster process,
and benefits disputing parties by giving them a chance
to reach a solution on their own terms.

The new structure will also provide our employees with a
greater variety of work, greater mobility in terms of moving
to different positions, and greater learning and career
development opportunities.

While this new structure represents an important step
towards renewing the Agency, it is by no means the only
step. To ensure that we continue providing a superior level
of service, we will also be dealing proactively with
recruitment and retention, succession planning, training
and knowledge transfer. Further, we will be fostering a
culture of innovation, risk-taking, and flexibility.




Through these actions we will continue to succeed in
providing real and tangible benefits to the people we
serve and the national transportation system, and also
build upon our long-standing reputation as a leading
Canadian tribunal.

Employee Retirement

The public service today is facing the imminent retirement
of an entire generation of workers. At present, almost

60 percent of public service employees are over the age
of 45. The demographics of aging are even more pro-
nounced in the executive ranks.

These demographic realities are particularly relevant to
the Agency, as one third of our employees will be eligible
to retire in the next 3 years. To simply replenish our ranks,
we will need to recruit a large number of new employees
over the next few years.

To address our recruitment challenge the Agency will
promote itself as a workplace of choice to potential
recruits, as an organization that touches the lives of
Canadians in meaningful ways, fosters innovation and
creates opportunities for professional development.

Increased Responsibilities

In the summer of 2007, amendments to the Canada
Transportation Act gave the Agency a stronger and
broader mandate. For example, amendments to the
Act have now entrenched the Agency’s authority to
mediate disputes within its jurisdiction as an alternative
to its formal adjudication process.

The Agency now has the authority to resolve noise and
vibration complaints caused by public passenger service
providers and the construction or operation of railways
under federal jurisdiction. The legislative changes have also
formally eliminated the Air Travel Complaints Commissioner’s
position and complaint resolution functions have now been
integrated into the Agency’s operations.

These amendments, and many others, have significantly
increased the Agency’s responsibilities and demand for
the services we provide.

Increasing Demand for Accessible Transportation

Senior citizens are one of the fastest growing groups in
Canada. There are about 4.3 million seniors in Canada
right now, and this number is expected to rise by 80% to
7.8 million by 2026. That’s one out of every five Canadians.
As our population ages and the rate of physical disability
increases, the demand for accessible transportation will
be even greater. Our priority is to ensure that we are able
to effectively fulfill our mandate of removing undue
obstacles to persons with disabilities who travel by air,

rail and ferry in the national transportation network.

Senior Population in Canada

6 - 80%
Increase

Millions of Persons

2008

2026

Outreach and Two-Way Communications

Canadians want a meaningful role in governance. To
facilitate this, government organizations need to build new
relationships with citizens and stakeholders. Education
and consultation with our stakeholders are integral to

our ability to effectively carry out our mandate. We will
continue to build on outreach and two-way dialogue with
those we serve in our society.

CANADIAN TRANSPORTATION AGENCY
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Our Strategic
Priorities for
2008-2011

The overall strategic priority for the Agency is to continue The Agency will also foster and develop productive rela-

to be a leading Canadian tribunal. To this end, we are tionships with its stakeholders, clients, the general public,
committed to setting and achieving high performance other government agencies and other tribunals. Internally,
standards, both internally and externally. we will continue to look at innovative ways to improve our

processes to ensure sound and timely decision-making
and regulatory approvals.

Strategic Priorities
Leading Tribunal
Dispute Resolution
and Economic Regulation

Accessible Transportation

Organizational Support
and Responsiveness

The Agency’s priorities for the 2008-2011 period are:
1. Effective dispute resolution and economic regulation.
2. Focussing on our people as our greatest asset.

3. Enhanced internal and external relations through clear
and timely communications.

4. A more accessible transportation network without undue
obstacles to the mobility of persons.

5. Organizational support and responsiveness through
superior business management practices.

CANADIAN TRANSPORTATION AGENCY s ‘
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Priority 1

Dispute Resolution and Economic Regulation

Dispute resolution and economic regulation are two of the
Agency’s key business functions. As always, we strive to
ensure that our services are effective, responsive, fair and
transparent, and weigh the interests of all parties in the
national transportation system in a balanced manner.

Our objectives are to:

¢ Improve the responsiveness and effectiveness with
which disputes are resolved.

e Promote Alternative Dispute Resolution as a preferred
alternative to formal adjudication.

e Continue to focus on the timely issuance of regulatory
authorizations requested by transportation service providers.

A number of factors impact on our ability to act in a
responsive and effective manner. First, since complaints
and applications for economic authorities such as licences
and permits are client-driven, there is uncertainty in
predicting the size and timing of our workloads. Second,
late and improperly completed applications cause delays.
Third, the issues raised are tending to be more complex,
requiring more extensive proceedings and analysis.

Despite these challenges, the Agency has opportunities for
improving workload management. With the new organi-
zational structure, dispute resolution and the issuance of
regulatory authorities are grouped for all modes of

2008-2011 Performance Targets

Indicator

Target

transportation, providing more flexibility in responding to
changing demand and reallocating resources to alleviate
workload pressures.

The new structure will also result in more consistency in
the dispute resolution process and more timely issuance
of regulatory authorities. In addition, through clearer com-
munication, stakeholders will have a better understanding
of their responsibilities in meeting deadlines and supplying
complete information, resulting in @ more timely dispute
resolution process.

To further improve efficiency, the Agency has adopted a
streamlined decision format which maintains its integrity
as a legal document but is more client friendly, more con-
cise, written in plain language and requires 1ess resources
to produce.

Our experience has shown that ADR requires fewer
resources for the Agency and parties and tends to pro-
duce more timely resolution of disputes than the formal
adjudication process. It also benefits parties by giving
them a chance to reach a resolution on their own terms.

Action Summary

e Simplify the case management and decision-making
process to improve the timeliness of decisions.

e (reate a permanently staffed ADR unit to meet the increas-
ing demand for facilitation, mediation, and arbitration.

Date to be

Percentage of Agency cases resolved

Achieved

within prescribed time limits.

Disputes resolved formally: 65% resolved within 120 days 2011

Determinations: 95% issued within 120 days

Licences: 85% issued within 14 days

Charter Permits: 92% issued within 30 days 2008
\ Mediation: 100% completed within 30 days

CANADIAN TRANSPORTATION AGENCY
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Priority 2

People

In the next three years, one third of the Agency’s staff will
be eligible to retire. To ensure the transfer of their corpo-
rate knowledge and expertise, we will be identifying “high
risk” knowledge positions and will establish mentoring and
information retention and transfer initiatives as part of a
knowledge management plan. We will also be focussing
on recruiting new employees and retaining and developing
our current staff. To this end, our objectives are to:

e Attract and retain a diverse workforce of highly skilled
and motivated people.

e Ensure that corporate knowledge and expertise are
preserved in the Agency.

e Foster a dynamic, creative working environment.
e Enhance employee development.

The Agency fully embraces the principle that employees are
the greatest asset of any organization. We also recognize
that to attract and retain highly skilled individuals, we
must provide a working environment that fosters innova-
tion, develops talent and creates opportunities for
employee development. We will therefore continue to
implement initiatives which promote our organization as
a workplace of choice within an increasingly competitive
marketplace.

2008-2011 Performance Targets

Indicator

Fully developed and implemented
~plans and strategies to ensure proper
“knowledge management as well as
recruitment, retention and develop-
“ment of employees.

To guarantee that knowledge and expertise remain within
the Agency, we have adopted a staffing strategy which
builds on key initiatives, such as succession planning, a
management development program, continuous learning
and in-house language training.

Action Summary

e Conduct a Gap Analysis, which will identify areas where
the Agency is most vulnerable to the loss of corporate
knowledge.

e Develop and implement plans for the retention and
transfer of knowledge.

¢ Implement targeted external recruitment strategies.

e Use generic competencies and developmental assign-
ments to create pools of qualified candidates.

e Regularly assess the implementation of the new
organizational structure to ensure full and effective
implementation, and address any need for adjustments.

e Demonstrate a commitment to employees’ enrichment
through enhanced learning opportunities.

Taraet Date to be

g Achieved
Succession Plan 2008
Recruitment Strategy 2008-2011

\ Knowledge Management Skills Strategy 2008-2011

CANADIAN TRANSPORTATION AGENCY
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Priority 3

Enhanced Internal and External Relations

In providing its services, the Agency is committed to

clear and timely communications, and increased dialogue
amongst its employees and with clients and stakeholders.
To address this new priority we have established the
following objectives:

e Clearly communicate the Agency’s role, objectives,
priorities and processes.

e Dialogue regularly with employees and external clients
and stakeholders.

e Improve the Agency’s ability to identify and respond to
client and stakeholder needs.

To establish productive and mutually beneficial relation-
ships with clients and stakeholders, the Agency recognizes
its need to improve communications — chiefly, to ensure
that its communications are open and responsive.

We are adopting an approach that is co-ordinated and
designed to improve our understanding of the issues and
challenges facing our employees, clients and transporta-
tion service providers.

We are committed to providing more easily understood
information on a more timely basis. Our Intranet and Web
site are undergoing major enhancements to support these

2008-2011 Performance Targets

Indicator

objectives and we will be producing an expanded array

of information bulletins designed to provide the informa-
tion our clients and stakeholders tell us they are interested
in receiving.

To facilitate an open dialogue with clients and stakeholders,
we are instituting regular consultations or roundtable
meetings that provide a forum for meaningful discussions
on broad and systemic issues, and important developments
in the industry. In addition, client satisfaction surveys will
provide crucial performance information to the Agency
and drive our efforts to improve service delivery.

Action Summary:

e Develop a program to measure client satisfaction and
use the information to drive the improvement of our
service delivery.

e Develop and implement mechanisms for ongoing
dialogue with clients and stakeholders.

e Complete the development and publishing of
service standards.

e Enhance our Intranet and Web site to provide clear,
timely information to meet the needs of our employees,
clients and stakeholders.

Measures of satisfaction with Agency
services related to serving the needs
of users of, service providers within
and others affected by the national
transportation system.

— Date to be
9 Achieved

Design survey 2008-2009
Conduct benchmark surveys and set targets 2009-2010
Conduct subsequent survey 2010-2011

CANADIAN TRANSPORTATION AGENCY
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Priority 4

Accessible Transportation

The Agency has a legislative mandate to remove undue
obstacles to the mobility of all persons, particularly those
with disabilities. Put simply, it is our job to support policy
objectives set out in the Canada Transportation Act, which
is to ensure that the federal transportation network is
accessible to everyone. Our objectives are to:

e |mprove the effectiveness of dispute resolution
processes involving persons with disabilities and
transportation service providers.

e Monitor compliance with codes of practice and
regulations concerning accessibility.

e Enhance communications with stakeholders.

As a result of a 2007 ruling by the Supreme Court of
Canada, it has been confirmed that the Agency has a
mandate and an obligation to apply human rights prin-
ciples, as found in the Canadian Human Rights Act, in its
investigation of accessibility cases. Service providers are
now required to meet a specific test of “undue hardship”
in determining whether they are providing reasonable
accommodation to persons with disabilities.

The issues raised in accessibility disputes can be highly
complex, affecting broad groups of persons with disabili-
ties and involving multiple service providers. Significant
time and resources are required to hear these cases.
Whenever appropriate, we will continue to vigorously
promote informal means of dispute resolution as a less
costly alternative for all parties.

2008-2011 Performance Targets

To resolve systemic issues, the Agency will continue to
anticipate problems of access and identify ways transpor-
tation service providers can eliminate them, ideally, before
they occur. Accordingly, the Agency will develop and
implement a comprehensive monitoring and compliance
methodology to build on its existing monitoring activities.
This will be supported by an extensive outreach program,
which consists of ongoing dialogue with industry and
organizations representing persons with disabilities. This
program will identify key issues and educate all parties
about their rights and responsibilities regarding accessi-
bility of the federal transportation network.

Action Summary

e Streamline the resolution of accessibility disputes
by increasing the use of facilitation and mediation.

e Communicate clearly to service providers their
responsibilities under the new “undue hardship test.”

e Develop and implement a new comprehensive monitor-
ing and compliance methodology covering regulations,
codes of practice, and other standards.

e Work with service providers to identify gaps in
compliance and possible solutions that take into
account both commercial issues and the needs of
persons with disabilities.

: Date to be
Indicator Target Achieved
Percentage of disputes 50% resolved within 120 days 2011
resolved formally.

Percentage of disputes 79% resolved within 30 days 2011

resolved informally.

CANADIAN TRANSPORTATION AGENCY
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Priority 5

Organizational Support and Responsiveness

The purpose of this priority is to ensure a strong gover-
nance model, effective management principles and
sound processes that enable the Agency to meet its
other four priorities.

In order to be a well-managed, innovative organization
that anticipates and responds effectively to change, the
Agency will adopt systemic business management prac-
tices in order to:

e Continue to improve governance and management
processes that strengthen organizational capacity,

stewardship and ensure clear accountability for results.

e Document, review and harmonize processes across
the Agency.

e Demonstrate commitment to ongoing process
improvements.

e Employ innovation and creativity within an integrated
risk management framework.

It is anticipated that it will take 1-2 years to fully ben-
efit from the implementation of our new organizational
structure and workload management initiatives, and
achieve the expected results. The new structure will help
address challenges faced by the Agency through pro-
cess efficiency, ensuring better forecasting of resource
requirements, and the realignment of resources to match
priorities and workload.

Our results-focussed Performance Measurement
Framework establishes benchmarks and will determine
the level of service delivery we need to achieve. It will

allow us to track how closely objectives are being met
and support better management of information to
support decision-making.

The Agency is also committed to meeting the account-
ability requirements of a federal government organization.
Ensuring that the Agency is equipped with a compre-
hensive and integrated model for management and a
commitment to continuous improvement will enable us
to meet accountability expectations of Parliament and
Canadians. Internal audits and business process evalua-
tions will provide objective assessments about the design
of our practices and operation of our systems. This will
directly contribute to effective risk management and
resource control.

Further, the Agency will examine best practices and
lessons learned of other tribunals and small agencies
as part of its commitment to continuous improvement
in its planning and operations.

Action Summary

e Continue to evaluate and streamline processes to
ensure that the management of resources is in
alignment with the new organizational structure.

e Effectively manage resources by adopting appropriate
risk management practices and proactive budget pro-
cesses in developing multi-year business plans.

e Work toward the full implementation of the Agency’s
Performance Measurement Framework.

e Continue to monitor and improve management practices.

CANADIAN TRANSPORTATION AGENCY
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2008-2011 Performance Targets

Full implementation of performance measure- Implementation of annual reporting on 2008-2011
ment framework and ongoing reporting on performance measures
performance measures.

Development of an integrated risk Framework used for decision-making and 2008-2011
management framework. resource allocation
New governance and committee structure in Structure in place 2008

place to guide and oversee strategic priorities
implementation and operational delivery.

Operational plans integrate multi-year budgeting  Projects and financial resources identified 2009-2010
and planning into resource allocations. for multi-years

Gonclusion

The fundamental theme of our Strategic Plan for
2008-2011 is anticipating and responding effectively
to a changing environment. Our plan outlines a variety
of initiatives we have underway, chiefly an ambitious
organizational renewal. Equipped with this plan, we will
have the focus and momentum we need to achieve our
vision and uphold the Agency’s status as a leading
Canadian tribunal.

CANADIAN TRANSPORTATION AGENCY
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_ Appendix:
3 Performance
Measurement

The Agency will fully implement its Performance Measurement  The following highlights some additional performance
Framework for service delivery. Performance targets will serve  targets which the Agency will strive to achieve between
the pursuit of the Agency’s overall strategic outcome: 2008-2011:

transparent, fair and efficient economic regulation of

Canada’s transportation system.

Date to be
Achieved

Percentage of discretionary rulings 0% 2008
overturned by the Federal Court of
Appeal or the Supreme Court of

Canada on the basis of procedural

Indicator

fairness.
Percentage of inspections in which 100% compliance with the requirements to hold a valid 2008
full compliance with the Canada licence, insurance and Air Operators Certificate.

Transportation Act and its attendant
regulations by air licencees and by

persons subject to the Personnel 85% compliance with all other requirements of the Canada
Training Regulations was identified. ~ Transportation Act
Percentage of air carriers’ 100% 2008

insurance certificates renewals
that are reviewed.

Percentage of air transportation 85% 2008
compliance determinations issued
under the Periodic Inspection
Program within 120 days of a
periodic inspection being initiated.

CANADIAN TRANSPORTATION AGENCY
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Date to be
Achieved

Time to issue air licence suspen- < 48 hours 2008
sion orders upon notification of Air
Operator Certificate suspension or
cancellation OR of notification that
insurance is no longer valid.

Percentage of compliance with 100% 2008
prescribed mitigation conditions to
reduce impacts of environmental,
economic and social impacts of
railway construction projects, as
determined on follow-up.

Average time to complete discretionary 40 days 2011
rulings on marine coasting trade
applications (with offer).

Average time to complete 9 days 2011
administrative rulings on marine
coasting trade application.

Indicator Target

CANADIAN TRANSPORTATION AGENCY
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