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LIST OF ACRONYMS 
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SYNOPSIS 
 
The Department of National Defence/Canadian Forces (DND/CF) are committed to providing a respectful workplace by promoting 
prevention and prompt resolution of harassment.  In 2001, DND/CF implemented a harmonized Harassment Prevention and 
Resolution Policy, Defence Administrative Orders and Directives (DAOD) 5012-0, that applies the same rules and regulations to both 
military and civilian personnel.  This report presents the results of a Chief Review Services (CRS) evaluation of the harmonized 
Harassment Policy that was conducted in collaboration with the stakeholders. 
 
Included in the scope of the study was an examination of factors influencing the effectiveness and efficiency of the Policy.  Also, the 
effectiveness of the resolution of harassment issues and complaints was examined. 
 
Monitoring of harassment complaints is essential to gather relevant data to analyze trends and assess leadership in dealing with 
harassment cases.  The evaluation team found that complaints documented in the tracking system are incomplete and inaccurate.  
Leadership lacks sound data to analyze trends and monitor the resolution of harassment complaints.  In order to obtain meaningful 
data, the chain of command must ensure that information is recorded and that the technical difficulties experienced by the tracking 
system are improved. 
 
Resolving harassment cases swiftly is essential for keeping a healthy work environment and respecting the rights of individuals.  The 
shortage of DND/CF harassment investigators (HI) leads to significant time delays in resolving complaints.  HI responsibilities are 
frequently a secondary duty leading to assigned personnel having limited time available to conduct investigations.  Opportunities to 
decrease the complaint resolution time exist by ensuring the availability of qualified HIs.  Promotion of the use of alternative dispute 
resolution (ADR) to address complaints would also reduce resolution time.  Improved strategic oversight is necessary to monitor the 
effectiveness of the harassment complaint resolution process. 
 
Although the acknowledgement of the importance of harassment prevention is recognized as a significant strength of the DND/CF 
program, opportunities exist to provide additional training in this area.  The current information that is available should be 
supplemented with additional resources to further raise awareness of workplace harassment. 
 
While the harmonized DND/CF Harassment Prevention and Resolution policy and guidelines generally provide clear direction to 
personnel, some improvements are suggested in the report for continued progress. 
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RESULTS IN BRIEF 
 
Chief Review Services (CRS) undertook an evaluation of the Harassment Prevention 
and Resolution Policy and Program to determine whether the harmonized Department 
of National Defence/Canadian Forces (DND/CF) policy and guidelines are effective in 
promoting a harassment-free workplace. 

Overall Assessment 
Although the program works well, the 
following actions could further increase its 
effectiveness:  

The survey results corroborate the findings in our interviews: 
• Enhance data in the tracking system 

for monitoring the program; 
• Develop a business case to assess the 

most feasible structure for a dedicated 
pool of qualified HIs to best serve the 
needs of the DND/CF; 

• Clearly identify the oversight 
responsibility for quality control of 
the policy in DND/CF; 

• Heighten awareness and increase 
harassment prevention training; and 

• General agreement that the policy is clear and complete; 
• General perception that cases are treated fairly and objectively; 
• There is room for improvement in providing strategic measures to increase 

awareness/training sessions; 
• With 87 percent of survey respondents, a clear majority would first try to resolve 

complaints through alternative dispute resolution (ADR); and 
• With 82 percent of survey respondents, a clear majority would be at least 

moderately concerned about retaliation when putting forward a formal complaint. 
 
The program’s processes and its mechanisms work relatively well in dealing with 
harassment complaints. However, when a complaint goes through the formal 
investigation process, availability of qualified harassment investigators (HI) is 
problematic and has a negative impact on the time to complete the investigations as 
well as the quality of product. 

• Conduct a policy review with L1 
stakeholders. 

There are discrepancies in the definition of “harassment” between the English and French versions of Defence Administrative Orders 
and Directives (DAOD) 5012-0 and the Treasury Board policy. 

Findings and Recommendations 
 
• Monitoring of Harassment Complaints.  The number of complaints in the tracking system is inaccurate and the data is 

incomplete.  As a result, meaningful trend data is not available for senior leadership to monitor the handling of harassment 
complaints. 

 
It is recommended that technical challenges with the Harassment Complaint Tracking System (HCTS) be resolved and that a 
process be developed to ensure that responsible officers will provide accurate information on harassment complaints. 
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• Resolution of Harassment Complaints.  Using DND/CF HIs leads to significant time delays to resolve complaints because HI 
responsibilities are a secondary duty and personnel have limited time available to conduct investigations.  The complaint 
resolution time can be decreased by ensuring that qualified HIs conduct investigations and by promoting the use of ADR. 

 
It is recommended that a pool of qualified HIs conduct harassment investigations as a primary duty and that the effectiveness of 
the harassment complaint resolution process be monitored. 

 
• Awareness/Training and Prevention.  Although a significant strength of the DND/CF program is the acknowledgement of the 

importance of harassment prevention, opportunities exist to provide additional training as an essential part of a prevention program 
designed to reduce harassment-related complaints within the DND/CF. 

 
It is recommended that a harassment training briefing and refresher training modules be developed for all civilian employees and 
military personnel who deal with harassment investigations. 

 
• Policy Amendments.  While the harmonized DND/CF Harassment Prevention and Resolution Policy (DAOD 5012-0) and 

guidelines generally provide clear direction to personnel, some policy improvements are suggested for continued progress of the 
prevention and resolution of complaints. 

 
It is recommended that a policy review be conducted in consultation with Level 1 (L1) stakeholders. 

 

Note:  For a complete list of CRS recommendations and management response, please refer to  AAnnex —Management Action Plan. 
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INTRODUCTION 
 
Background 
 
The Deputy Minister and the Chief of the Defence Staff are accountable to provide a respectful workplace by promoting the 
prevention of harassment and the prompt resolution of harassment cases.  On their behalf, the Chief Military Personnel (CMP) and the 
Assistant Deputy Minister (Human Resources-Civilian) (ADM(HR-Civ)) have issued DAOD 5012-0, the Harassment Prevention and 
Resolution Policy.  DAOD 5012-0 applies to DND employees and CF members, including Regular and Reserve Force, Cadet 
Instructor Cadre and Canadian Rangers. 
 
CMP and ADM(HR-Civ) have also issued the Harassment Prevention and Resolution Guidelines as procedural guidance in support of 
addressing and resolving harassment situations.  Responsibilities for implementing the harassment policy are as follows: 
 
• L1 advisors are responsible for implementing harassment prevention and resolution programs and processes for their organizations 

that are consistent with the policy. 
• Responsible officers (RO) are designated by the policy and have been delegated with managerial responsibilities for ensuring that 

DND employees and CF members work in a harassment-free workplace. 
• Harassment advisors (HA) are appointed by the RO to provide advice, coordinate harassment awareness and prevention programs, 

assist in the resolution of complaints and ensure the maintenance of files and information.  The HA can advise the RO or 
supervisors only and cannot assist complainants or respondents. 

• Workplace relations advisors (WRA) have been adopted by some organizations to provide advice on policy and procedures to 
DND employees and CF members.  WRAs also provide advice and assistance to complainants and respondents. 

• HIs are appointed by the RO to conduct independent investigations of a harassment situation.  An HI can be a DND employee, a 
CF member or a private sector contractor.  HIs must have the appropriate qualifications and experience in accordance with the 
competency profile contained in the Harassment Prevention and Resolution Guidelines. 

 
Dispute Resolution Centres (DRC), under the responsibility of CMP and ADM(HR-Civ), perform a key role in the prevention of 
harassment and the resolution of harassment cases.  DRCs provide ADR services such as mediation and facilitation to all personnel 
within the DND/CF.  ADR services can support the leadership and assist parties to deal with conflict through open communication.  
DRCs have been established in 16 locations to serve members, employees and officer cadets across Canada and abroad.  Additional 
information describing the harassment prevention and resolution program is contained in  BAnnex . 
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Objectives 
 
• To examine the factors that influence the effectiveness and efficiency of the Harassment Prevention and Resolution Policy and 

Program. 
• To provide senior leadership with information that will support decision-making on the rationale, management, design and 

delivery of the harassment policy and program. 
• To determine the effectiveness of the resolution of harassment issues and complaints. 
 
The Evaluation Framework and Logic Model designed to assess these objectives can be found at Annex C and Annex D. 
 
Scope 
 
The following evaluation issues were examined: 
 
• Rational for an integrated DND/CF harassment policy; 
• Perception of a fair and equitable approach to deal with harassment; 
• Awareness of the Help Line for Harassment and Sexual Assault; 
• Gaps or omissions in the policy; 
• Extent of HA and HI training; 
• Need for exchange of information among harassment prevention practitioners; 
• Opinion on ADR methods to resolve harassment; 
• Timeliness of harassment investigations; 
• Monitoring of harassment complaint information; 
• Availability of cost information; and 
• Lessons learned from other organizations. 
 
The scope did not include interviews with the Canadian Rangers.  This is the first evaluation of the harassment policy and all remote 
communities were not incorporated due to the vast geographic distribution of personnel in the DND/CF.  However, the Canadian 
Rangers were included in the DND/CF evaluation opinion survey, but uncertainty remains as to Rangers’ perceptions of the policy and 
program due to a low response rate.  As well, the scope did not include other avenues of redress in the DND/CF for alleged 
harassment such as civilian and military grievances. 
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Methodology 
 
The approach and methodology included: 
 
• Interviews with ROs, HAs, WRAs, HIs, representatives from the DRCs, and a representative from both the Union of National 

Defence Employees and the International Brotherhood of Electrical Workers.  Interviews were conducted in the National Capital 
Region and field visits included: 

− Land Force Command—Land Force Central Area (LFCA) (Petawawa), Land Force Western Area (LFWA) (Edmonton), Land 
Force Quebec Area (LFQA) (Valcartier); 

− Maritime Command—Maritime Forces Pacific (Esquimalt), Naval Reserve (Québec City) and telephone interviews with 
Maritime Forces Atlantic (Halifax); 

− Air Command—14 Wing (Greenwood), 17 Wing and 1 Canadian Air Division Headquarters (Winnipeg), and telephone 
interviews with 5 Wing (Goose Bay) and 3 Wing (Bagotville); 

− Materiel (Mat) Group—202 Workshop and 25 CF Supply Depot (Montreal) and telephone interviews with 7 CF Supply Depot 
(Edmonton); 

− Information Management Group—telephone interviews with 70 Communications Group (Borden) and 73 Communications 
Group (Edmonton); 

− HR-Mil Group—Royal Military College (Kingston) and telephone interviews with Canadian Forces Support and Training 
Group; and 

− DRCs—Ottawa, Petawawa, Kingston, Edmonton, Esquimalt, Winnipeg, Valcartier and Greenwood. 

• File review of harassment complaints submitted under DAOD 5012-0. 
• Opinion survey of the DND/CF.1 
• Comparative research and literature review. 
• Data review and analysis. 
 
It was the intent of the evaluation team to interview complainants who had submitted a complaint under DAOD 5012-0 and the 
identified respondents to obtain their opinion on the level of satisfaction with the complaint resolution process.  In consultation with 
the Director Human Resources Research and Evaluation, this indicator was removed from the methodology because of the concern for 
the potential sensitivity of contacting previous complainants and respondents. 
 

                                                 
1 See Annex E for a discussion of the survey methodology and results. 
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FINDINGS AND RECOMMENDATIONS 
 
Monitoring of Harassment Complaints 

 

The number of complaints entered in the HCTS is incomplete and inaccurate.  As a result, meaningful trend data is not available for 
senior leadership to monitor how harassment complaints are being handled. 

93 percent of harassment complaints have not been entered in 
the HCTS. 

 
*N/A – Harassment complaints for fiscal year (FY) 2001/02 were not 
provided to CMP and ADM(HR-Civ). 
 
Table 1.  Harassment Complaints in the HCTS.  Number of 
complaints entered in HCTS compared to complaints reported to 
CRS. 
 

HARASSMENT 
COMPLAINTS 

FY 
2001/02 

FY 
2002/03 

FY 
2003/04 

FY 
2004/05 

TOTAL 

Reported in HCTS  *N/A 16 18 24 58 

Reported to CRS 188 223 204 187 802 

Difference (increase) 188 207 186 163 744 

• The HCTS is an automated information system designed to 
provide detailed reporting on all harassment complaints for 
Level 0 and each Level 1 within the DND/CF. The HCTS 
was activated in 2002 and was developed so that unit ROs can 
review information pertaining to their organization.  The HA 
is responsible for inputting all harassment information.  As a 
result, ROs should be able to conduct statistical analyses and 
determine trends in their subordinate organizations. 

• L1 HAs were asked to provide CRS with the number of 
harassment complaints that were submitted under DAOD 
5012-0.  They reported 802 total harassment complaints for 
the period 2001-02 to 2004-05.  As shown in Table 1, only 58 
complaints have been reported in the HCTS.  The number of 
complaints for the DND/CF in 2001-02 is not available as 
L1s did not provide reports to CMP and ADM(HR-Civ).  
Reports prior to 2001 were produced manually but were 
found to be inaccurate. 

• Senior management is unaware of 93 percent of the total 
harassment complaints filed in the DND/CF. 
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HAs could not confirm the accuracy of the data collected for 
the evaluation. 
 

Distribution by Types of Harassment Complaints
FY 2001-02 to 2004-05

802 complaints

41.9%

21.7%

18.0% 9.4%

8.9%
0.2%

abuse of authority (336)
harassment (174)
harassment/discrimination (144)
sexual harassment (75)
other (71)
hazing (2)

 
 
Figure 1.  Distribution of Harassment Complaints by 
Grounds of Complaint.  Data provided to CRS by L1 HAs. 
 
See Annex F for the definitions of the Grounds for Complaint, as 
defined in the HCTS. 
 
 
 
 
 

Complete documentation is not consistently maintained on 
harassment case files. 

• Results from the CRS file review of 73 sample cases indicated 
that2: 

− Most of the files reviewed in the sample contained 
incomplete information, and some files had virtually no 
documentation. 

− Some HAs could not provide the files selected in the 
sample.  Numerous people maintained multiple files and 
some files were not available during the review. 

− Documentation was frequently missing for cases that used 
ADR as a resolution mechanism.  There was no record of 
the outcome or evidence that the case was closed. 

• HAs may not fully understand their responsibilities for 
maintaining appropriate file documentation.  The guidelines 
provide direction on the information that must be recorded in 
the HCTS.  Specific guidance has not been provided by CMP 
and ADM(HR-Civ) to identify the information that should be 
maintained on a harassment file.  Incomplete files place the 
DND/CF at risk to withstand third party scrutiny that the rules 
of procedural fairness were applied. 

• Although L1 HAs provided data that was not reported in the 
HCTS, they could not confirm the accuracy of the number of 
complaints reported to CRS. 

• L1 HAs relied on the unit HAs, who are highly decentralized, 
to provide the information.  Some HAs did not submit the 
number of complaints as a result of: 

 

                                                 
2 See Annex G for a discussion of the file review methodology. 
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− A high operational tempo and not having sufficient 
resources to respond to the request; 

− HAs dealing with numerous priority issues; and 

− HAs being posted without replacements. 

• An analysis of the data reported to CRS revealed that 
complaints with allegations of “abuse of authority” and 
“harassment” accounted for 64 percent of the total 
harassment complaints.  “Harassment/discrimination” 
comes in third position with 18 percent of the total 
complaints for FY 2001-02 to FY 2004-05. 
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sexual harassment 
other 
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Figure 2.  Distribution by Year of the Grounds for 
Harassment Complaints.  Number of complaints based on the 
grounds for complaint was stable from year to year. 
 
 
 
 

• The number of complaints based on the grounds for complaint 
was fairly stable from year to year, during the period 2001-02 
to 2004-05 with a slight overall decrease in the latter year  
(see Figure 2). 

• The latest count shows that there are 1,622 Unit Identification 
Codes (UIC) in the HCTS and 442 of them are registered for 
an average of 27 percent. Many of these UICs are so small 
that they do not have an RO or HA. 

• ROs and HAs stated that they experienced the following 
challenges using the HCTS: 

− Many newly appointed HAs stated that they have not 
received training on how to use the HCTS. 

− The HCTS does not reflect changes in organizational 
structures for newly created organizations or re-
organizations; as a result, some HAs cannot report 
harassment cases. 

− HAs can only view data within their own organization, 
making trend analysis of little value to them. 
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Few ROs and/or HAs have even registered in the 
HCTS. 
 
 

− Although a comprehensive user and administrator manual for the 
harassment tracking system is available as a reference document to help 
individuals enter data in the HCTS, there is the appearance that it is not 
well known. It would be useful to add to the main menu of the joint 
intranet DND/CF HR Harassment Policy a link to the manual.  

• These limitations present obstacles for some HAs.  However, most HAs are 
simply not fulfilling their responsibility to record harassment complaints in 
the HCTS.  The chain of command must also fulfill its responsibility to 
ensure that information is recorded in the HCTS. 

ADM(HR-Civ) and CMP are aware of the need 
to improve the HCTS but there are challenges 
that impede progress. 
 
 
 
 
 
 
 
 
 
Comparative organizations offer lessons learned 
on management of harassment information. 
 

• The HCTS relies on a system download of the organization structure from 
the Human Resources Management System (HRMS).  However, the HRMS 
organization structure that is provided is inaccurate.  The HRMS can 
provide the HCTS with a unique organizational structure, but this would 
require ongoing maintenance costs to support a small independent system 
such as the HCTS and would not be cost-effective. 

• Improvements to the HCTS have been postponed as a result of the 
ADM(HR-Civ) requirement to implement the Public Service Modernization 
Act.  The HRMS will require changes to support the new Act reporting 
requirements and the impact that this will have on the HCTS is currently 
unknown. 

• The New Zealand Defence Force (NZDF) harassment policy applies to both 
military members and civilian employees, similar to the DND/CF policy.  
Implementation of the policy is decentralized throughout the NZDF, yet 
requires each complaint of discrimination or harassment to be reported 
directly to an equal employment opportunity advisory officer.  Complaints 
are then forwarded to an equal employment opportunity coordinator, who 
prepares a report for the Chief of NZDF every six months in order to  
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monitor the impact of the policy and procedures.  Statistical details are 
provided and compared to historical data to identify training needs and 
trends that may need to be addressed at each level within the NZDF.3 

• The Australian Government and Department of Defence issued the Defence 
Instructions (General) PERS35-3 Management and Reporting of 
Unacceptable Behaviour.  This policy requires that management action must 
begin within three weeks of receiving a harassment complaint.  Monthly 
updates on the status of the complaint are to be submitted by a manager to 
the Defence Equity Organization until the complaint has been resolved.  The 
Defence Equity Organization is responsible for promoting the principles of 
equity and diversity in Defence.4 

 
Recommendation 
 

OPI ACTION 

CMP 
ADM(HR-Civ) 

Improve the HCTS to resolve the challenges for entering harassment complaints.  In consultation with 
representative HAs, review the business requirements to ensure that the HCTS provides the support needed to 
meet user needs and reporting requirements.  Completely review the information management process and 
associated responsibilities to ensure the required information is collected, monitored and acted on. 

 
 
 

                                                 
3 New Zealand Defence Policies and Practices Relating to Physical, Sexual, and Other Abuses, 10 June 2005 Report No. 9/2005. 
4 Defence Equity and Diversity is located within the Australian Department of Defence. 
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Resolution of Harassment Complaints 

 
Many harassment complaints are not addressed expediently 
and may not be treated with sufficient priority, particularly 
when conducting administrative investigations. 
 

Number of Days Required to Resolve Complaints
FY 2001-2002 to 2004-2005

Number of files 30 14 11
Percentage of complaints 55% 25% 20%

1 - 183 days 184 - 365 days 366 - 1280 days

Number of Days Required to Resolve Complaints
FY 2001-2002 to 2004-2005

Number of files 30 14 11
Percentage of complaints 55% 25% 20%

1 - 183 days 184 - 365 days 366 - 1280 days

 
 
Figure 3.  File Review Sample.  A review of sample harassment 
cases was used to calculate the average number of days required 
to resolve complaints. 
 
Source:  Constructed from the CRS evaluation file review. 
 
 

• In accordance with Treasury Board policy,5 the DND/CF 
guideline states that the complaint resolution process should 
be completed without undue delay, normally in six months or 
less or approximately 180 days. 

• Annual reports provided from the HCTS indicated the average 
times for complaint resolution as follows: 

− 83 calendar days for 16 complaints in 2002-03. 
− 161 days for 18 complaints in 2003-04. 
− 174 days for 24 complaints in 2004-05. 

• Resolution time for complaints compiled using HCTS data is 
not reliable because HCTS data is incomplete. 

• Based on the evaluation file review of sample harassment 
cases during April 2001 to March 2005 (see Figure 3), the 
average time for complaint resolution was 267 calendar days 
or approximately 9 months.6 

• 45 percent of the complaints in the sample exceeded 6 months 
to resolve, with resolution time ranging from 184 days to 
1,280 days. 

Using DND/CF HIs leads to significant time delays to resolve complaints.  HI responsibilities are a secondary duty and personnel 
have limited time available to conduct investigations.  Opportunities to decrease the complaint resolution time exist by ensuring the 
availability of qualified HIs to conduct investigations.  Promoting the use of ADR to address complaints would also reduce 
resolution time.  Strategic oversight is necessary to monitor the effectiveness of the harassment complaint resolution process. 

 

                                                 
5 Policy on the Prevention and Resolution of Harassment in the Workplace, Office of Public Service Values and Ethics, Treasury Board. 
6 See Annex G for a discussion of the file review methodology. 
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The file review revealed that some ROs place insufficient 
priority on their responsibilities resulting in significant delays 
throughout the complaint resolution process. 

 
Table 2.  Delays in the Complaint Resolution Process.  
Example of time delays in resolving a harassment complaint by 
administrative investigation. 
 
Source:  Constructed from the CRS evaluation file review. 

Day 1 RO received harassment complaint. 

Day 24 Acknowledgement letter sent to complainant; exceeded five-
day requirement. 

Day 25 Acknowledgement letter sent to respondent; exceeds five-day 
requirement. 

Day 27 Situational assessment conducted by RO; offered ADR, but it 
was refused. 

Day 416 Terms of reference for investigation established: 
 First terms of reference was completed one year after the 

complaint was filed. 
 Change in RO and second situational assessment was 

conducted. 
 Complainant was dissatisfied with delays and filed a 

grievance. 

• Most of the files did not have evidence to support that 
complainants and respondents were informed by the RO in 
writing of any extensions needed beyond six months, as 
required by the guideline. 

• Many delays in the complaint resolution process related to the 
responsibilities of the RO.  Potential causes of the delays may 
be due to the ROs demanding workload and competing 
priorities.  Specific examples of delays consisted of: 

− Two months to assess if the complaint allegations met the 
definition of harassment; 

− Three months to appoint a qualified HI within the 
DND/CF; 

− One month to send a completed draft report to the 
complainant and respondent; and 

− One month to send the letter of closure and final report 
after the decision was rendered. 

• Other factors leading to delays were as follows: 

− Witnesses for the harassment complaint can be 
geographically dispersed or deployed overseas.  This 
resulted in a delay of three to six months. 

− Either the RO, HA or HI could be posted or transferred 
before a case was completed.  The replacement personnel 
generally initiated a new assessment of the case. 

− A second investigation was initiated because of the 
inadequate quality of the draft report.  This required 
development of new terms of reference and appointment 
of a new HI. 
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Many ROs and HAs identified that their most significant issue 
was the lack of qualified and available HIs within the 
DND/CF to conduct harassment investigations. 
 
 
 

Classroom (Part One) On-the-job 
Training 

 (Part Two) 

Fully Trained (Qualified) 

221 90 90 (40%) 

 
Table 3.  Record of Qualified DND/CF HIs.  HIs’ course 
completion ratio for period 1998 to May 2005. 
 
Source:  Military Individual Training and Education systems 
module. 
 

• Long delays in resolving harassment complaints create 
significant anxiety for the parties involved, as well as for 
those around them.  The complainant and respondent may be 
adversely affected by this uncertainty, which has a negative 
impact on their work morale and family life.  People who are 
involved as witnesses and colleagues who act as confidants 
may be significantly distracted from their work duties 
throughout the resolution process.  Finally, having a lengthy 
resolution process may contribute to people feeling that the 
harassment complaint is not being taken seriously and they 
may become disillusioned with the process. 

• 60 percent of personnel who register for HI training do not 
complete the required program and as a result are not qualified 
to conduct harassment investigations (see Table 3). 

• The HI training program is divided into two parts and 
successful completion of both is required to become a 
qualified HI. 

• Part One consists of four days of formal classroom instruction 
to provide personnel with the knowledge and skills of an HI.  
Part Two consists of on-the-job training, where a candidate 
conducts an administrative investigation under the supervision 
of a more experienced HI.  On-the-job training must be 
completed within one year of completing Part One training. 

• In general, ROs are willing to send personnel to Part One of 
the HI training, but are unwilling to allow them to complete 
the on-the-job training.  Only 40 percent of those who started 
the course have completed the on-the-job training component, 
which is essential to make them qualified investigators. 

 
 
 



Evaluation of the Harassment Prevention and Resolution Policy and Program  Final – November 2006 
 
 FINDINGS AND RECOMMENDATIONS 
 

 
 Chief Review Services 12/29 

 • ROs are also reluctant to assign qualified HIs within the DND/CF to conduct 
an investigation due to resource shortages and operational priorities.  HIs 
must dedicate a significant amount of time to conduct an investigation.  As a 
secondary duty, conducting investigations must often compete for the time 
that HIs have available to devote to their primary responsibilities.  As a 
result, it is difficult for HIs who have obtained a qualification to maintain a 
sufficient level of expertise to conduct an investigation carefully, thoroughly 
and in an expedient and impartial manner. 

The practice of HIs conducting investigations as 
a secondary duty is not practical in the 
DND/CF. 
 

• Harassment investigations are sensitive in nature and must be conducted by 
qualified and experienced HIs who maintain their skill level.  ROs generally 
prefer to use HIs from within the DND/CF rather contractors, but this 
practice cannot ensure that investigations are conducted quickly, thoroughly 
and in accordance with the policy.  A completed investigation must be able 
to withstand third party scrutiny. 

• Some ROs stated that they do not have funds available to obtain private 
sector contractors to conduct investigations.  Cost information was not 
readily available to conduct a meaningful analysis of expenditure trends.  
The CRS team attempted to determine the expenditures for harassment 
investigations conducted by private sector contractors.  The data is 
incomplete, as many L1 HAs could not obtain cost information.  At a 
minimum, the available data indicated that the cost to the DND/CF relating 
to contracting out harassment investigations was $769,728 for the two-year 
period April 2003 to March 2005. 

Some organizations have found a solution to 
address the challenges of conducting a 
harassment investigation as a secondary duty. 
 

• The Assistant Deputy Ministers (Materiel) and (Information Management) 
(ADM(Mat) and ADM(IM)) only use private sector contractors to conduct 
harassment investigations.  Representatives from both of these organizations 
realized that they could not easily provide personnel with the necessary on-
the-job training, nor ensure that HIs would be able to have sufficient 
experience to maintain the skill level required to conduct harassment 
investigations.  CMP and ADM(HR-Civ) have established a standing offer 
for the DND/CF to facilitate contracting for harassment investigation 
services. 
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• LFQA has justified the establishment, after a cost/benefit analysis, of a 
specialized harassment investigation service and conflict management/ 
training section into its organization structure. 

• Since 2001, the LFQA investigation service offers regional assistance to 
three garrisons and to the three LFQA brigades from offices located in 
Valcartier and Saint-Jean.  This harassment investigation service provides, in 
accordance with Treasury Board and DND policies, qualified, experienced 
and impartial HIs who are assisted by administrative support staff. 

• In its first two years of operation, this initiative resulted in a 40 percent 
savings in direct cost to LFQA harassment investigations.  In addition, for 
the same time frame, the investigation report showed that only 9 percent of 
cases were the subject of a redress of grievance compared to nearly 
50 percent of the cases in the previous years. 

• This LFQA asset also provides services to other DND/CF organizations on 
an availability basis.  Statistics for a subsequent four-year period establish 
the credibility of their service outside the Area: 

External Investigations Conducted by the LFQA Investigation Service 
 
 FY 2002/03 FY 2003/04 FY 2004/05 FY 2005/06 

NDHQ 3 7 2 7 

Army Units 1  2 1 

AIRCOM Units 2 2 3  

Medical Services  1  1 

Naval Reserve Units 1  1 2 

Cadets 1  1  
 
• Since 1997, the senior advisor in conflict management and, since 2002, the 

senior investigator of the Area HQ both have a partnership with the Regional 
Director of the Canadian Human Rights (CHR) and his team.  One 
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component of their partnership with CHR consists of having the CHR’s 
senior HI participate for an hour and a half as guest instructor in the advisors’ 
training.  The main topics cover the role of the CHRC, universality of 
service, employment equity and adaptation measures.  The partnership with 
CHRC has contributed to increasing the credibility of the different services 
put in place and the willingness of the chain of command to resolve any 
conflict at the lowest level ensuring the natural justice criteria. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• The conflict management/training section fulfils its mandate by: 

− Helping directly the different players with the interpretation of the 
policy. 

− Providing a mentorship role for those responsible to resolve work-related 
conflicts. 

− Acting as an impartial third party. 
− Putting together prevention sessions. 
− Giving training to LFQA and all DND/CF individuals in the Quebec 

Region. 
− Participating in the education of chain of command personnel on the 

subject matter. 
− Helping individuals/leaders outside LFQA. 

• As shown below, the senior advisor in conflict management and his partner 
in Valcartier have defused several cases since the office was created. All 
these cases met the harassment criteria as defined in the policy.  Their 
expertise and professionalism indirectly contributed to substantial savings for 
LFQA and other DND/CF formations and units in the Quebec Region. 

 
 
 
 
 
 
 
 

 FY 02/03 FY 03/04 FY 04/05 FY 05/06 

Phone calls/interviews (LFQA) 217 201 216 187 

Phone calls/interviews (other) 112 102 100 89 

Complaint diffused (LFQA) 21 16 14 19 

Changed focus to ADR (LFQA) 19 23 12 21  
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ROs, HAs, HIs and WRAs expressed strong support for the 
use of ADR through the DND/CF DRC for resolving 
harassment complaints. 

 
Table 4.  Using ADR to Resolve a Harassment Complaint.  
Example showing the number of days required to resolve a 
harassment complaint using ADR. 
 
Source:  Constructed from the CRS evaluation file review. 

Day 1 RO received harassment complaint. 

Day 5 Acknowledgement letter sent to complainant. 

Day 6 Acknowledgement letter sent to respondent. 

Day 33 Situational assessment conducted by RO. 

Day 40 RO offered ADR; it was accepted. 

Day 56 Documentation of administrative closure sent to 
complainant and respondent to confirm ADR agreement 
was reached. 

• The DND/CF opinion survey results indicated that: 

− 87 percent of the participants would try ADR as a first 
course of action to resolve a harassment complaint. 

− 5 percent of the participants would not expect ADR to be 
effective. 

− 4 percent of the participants are not familiar with ADR. 

• The file review sample, although small, indicated that 
complaints using ADR as a resolution mechanism were 
completed in less time than administrative investigations and 
the parties involved have greater satisfaction as they have 
more participation in the outcome.  Consequently ROs should 
be encouraged to resolve harassment situations at the lowest 
possible level of resolution within their organization and 
consider an administrative investigation only as a last course 
of action. 

 
 
 
 

DND/CF should promote and foster cooperation between 
personnel responsible for implementing the harassment policy 
and the DRCs. 
 

• Some organizations have been proactive in recognizing the 
value of this integration: 

− The Chief of the Maritime Staff (CMS) has developed the 
Good Working Relations Program.  This program 
addresses the prevention and resolution of harassment and 
works in cooperation with the DRC. 

− The Chief of the Land Staff (CLS) Workplace Relations 
Coordinator and DRC personnel are located in a single 
building in LFWA in Edmonton and in LFQA in 
Valcartier.  This practice fosters cooperation and a “one 
stop” service to provide the appropriate advice to 
personnel who have a harassment complaint. 
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− The Chief of the Air Staff (CAS) has assigned 
responsibilities to the Workplace Relations Coordinator in 
each Wing.  The Coordinator refers cases to the DRCs as 
appropriate. 

The monitoring of harassment complaints at corporate 
management level is essential to ensure that complaints are 
properly resolved in accordance with the policy and 
guidelines. 

 

• Harassment complaints are not consistently monitored, 
leaving the DND/CF without measures to assess the 
effectiveness of how well complaints are being resolved. 

• The lack of measurement and monitoring mechanisms do not 
provide the DND/CF leadership with assurance of the 
effectiveness of the implementation of the policy and 
information on trends to make any necessary adjustments. 

 
Recommendation 
 

OPI ACTION 

Conduct of harassment investigations should be assigned as a primary duty.  In developing a business case to 
assess the most feasible structure for a dedicated pool of qualified HIs to best serve the needs of the DND/CF, 
consider integrating harassment investigators into the DRC’s structure.  

Clearly identify the oversight responsibilities for quality control of the harassment policy in the DND/CF and 
the L1 responsibilities for implementation.  Oversight should be jointly shared by representatives of CMP and 
ADM(HR-Civ) to ensure that the policy is implemented in a harmonized and coordinated manner. 

CMP 
ADM(HR-Civ) 

Promote and increase the use of ADR for preventing and resolving harassment complaints.  Strengthen the 
coordination between the DRC and the harassment resolution process. 

 
 
 



Evaluation of the Harassment Prevention and Resolution Policy and Program  Final – November 2006 
 
 FINDINGS AND RECOMMENDATIONS 
 

 
 Chief Review Services 17/29 

Awareness/Training and Prevention 

 
The Responsible Officer Guide to the 
Harassment Prevention and Resolution Policy 
has been developed to assist ROs, but ROs do 
not receive training to explain their leadership 
responsibilities for the harassment program. 
 

• Some ROs interviewed for the evaluation had significant experience with 
harassment situations while others did not deal with a single complaint 
throughout their career.  ROs acknowledged that the RO Guide is a thorough 
and comprehensive supplement to the harassment policy. 

• Most ROs stated that they relied on the advice and assistance of their HA and 
could benefit from training.  ROs also stressed that a training module must be 
brief and concise and should focus on key responsibilities, relevant issues 
and pertinent references for dealing with harassment situations.  Key 
elements for RO training could include: 

− Confirm the specific responsibility of the RO to deal with a situation 
immediately and take the allegation of harassment seriously. 

− Review the skills and attributes that an HA should possess to confirm the 
suitability of the HA or HI. 

− Identify the key timelines and steps in the process. 

− Reaffirm that, if the situation is not assessed as harassment, the RO must 
exercise leadership to deal with the interpersonal conflict. 

− Reinforce that the focus is to promote the lowest level of resolution 
possible and administrative investigation is a last course of action. 

Although a significant strength of the DND/CF program is the acknowledgement of the importance of harassment prevention, 
opportunities exist to provide additional training as an essential part of a prevention program designed to reduce harassment-
related complaints within the DND/CF. The current information available should be supplemented with further material to raise 
awareness of workplace harassment. 

− Provide a range of options and resources available to help the RO to 
select the most appropriate resolution mechanism.  This could consist of: 

 Processes and mechanisms for self-help and facilitated supervisor 
discussions and/or interventions. 
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The delivery of HA and HI training has been 
inconsistent throughout the DND/CF. 
 

 ADR services offered by the DRC such as mediation, conflict 
coaching, facilitation, group needs assessment and group intervention 
activities. 
 Advice and guidance from the human resource officer where the 

situation involves a civilian employee(s). 

− Suggest options to restore a healthy workplace. 

− Suggest key activities required for the prevention of harassment. 

− Reinforce the responsibility to maintain harassment information in the 
HCTS. 

− Provide direct links to relevant information, such as: 

 Guidance on the disclosure of information. 
 Director Access to Information and Privacy for queries on disclosure. 
 Guidance on complaints from other than DND employees or CF 

members. 

• In the past there was no CF standard.  Environments conducted their own 
courses.  

• The Canadian Forces Support Training Group (CFSTG) is the managing 
authority for HA and HI training within the DND/CF and has sole authority 
for approving the conduct of courses, granting of qualifications and 
maintaining standards for training.  CFSTG has recently taken action to 
remedy the lack of consistency in HA and HI training with the following 
initiatives: 

− In order to standardize the training, CFSTG has established a standing 
offer to contract for the delivery of HA and HI training services, using 
DND/CF training materials.  The total contract value for training is 
approximately $2 million for the period August 2005 to July 2006.  
Organizations in the DND/CF nationwide can procure training services 
against the standing offer and are responsible for all training costs.7 

                                                 
7 Articles of Agreement, Consulting and Professional Services, DND-04/0119. 
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− In an effort to accurately record and monitor qualifications granted to 
HIs, CFSTG has also implemented new procedures for documenting the 
completion of on-the-job training. 

− CFSTG is also examining the feasibility of including a distributed 
learning component to HA and HI training. 

Refresher training is not provided to ensure 
that HAs, HIs and WRAs maintain current 
knowledge and skills. 
 

• Refresher training is not provided for people holding key responsibilities for 
harassment.  Some HAs interviewed stated that they have not dealt with a 
harassment case many years after completing their training. 

• Many HAs, WRAs and HIs stated that they would be in favour of periodic 
refresher training.  They also expressed that the training should be brief and 
address practical issues relevant to their role.  Suggested training elements 
include: 

− Providing examples and scenarios of what is acceptable behaviour and 
what is not acceptable behaviour. 

− Presenting more information on early resolution techniques and ADR 
processes. 

− Providing information on conflict management. 

− Identifying the changing attitudes and behaviours in society. 

− Identifying workplace differences between military members and civilian 
employees. 

− Presenting lessons learned related to diversity and focus on current issues 
facing the DND/CF. 

− Providing training modules on specific areas of concern and prevention 
that can be shared or adapted with smaller groups throughout the 
DND/CF. 

− The HA training course should include a module on the use of the HCTS. 
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General guidance for refresher training of 
civilian employees and military members should 
be provided in order to encourage harassment 
awareness and reinforce harassment prevention 
programs within the DND/CF. 
 

• Many ROs and HAs stated that they actively supported a harassment 
awareness and prevention program.  For example: 

− ADM(Mat) has directed the monitoring of their L1 harassment program.  
Directors general are required to complete a questionnaire each fiscal 
year and the results are used to set an internal benchmark to help 
determine the progress of the harassment prevention and awareness 
program for each division.  The Mat Group also maintains an intranet site 
with names and telephone numbers of ROs, HAs and WRAs by division, 
as well as distributing a harassment package to new employees. 

− Based on the organizations interviewed for the evaluation, websites are 
maintained by the army, navy and CFSTG to provide personnel with easy 
access to information related to harassment. 

− The army, navy and air force have each issued an order to provide further 
guidance in the application of the harassment policy.  The order was 
developed in consultation to ensure consistency in the application of the 
policy across the Commands. 

− Many HAs indicated that they conduct annual briefings to staff and in 
some cases in partnership with representatives from the DRCs. 

− Many HAs aboard ships in the navy have developed a network of WRAs 
to assist military members with conflict situations.  The WRAs are 
selected to ensure that there is an appropriate mix based on rank and 
gender. 

• Military members receive harassment awareness training upon entry into the 
CF and periodically throughout their careers in the form of annual briefings 
and some career courses.  However, not all ROs conduct annual briefings 
consistently.  Civilian training consists of the harassment prevention and 
resolution course for employees and for supervisors. 
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ROs, HAs and WRAs stated a need for sharing 
of information and experiences on relevant 
common issues related to harassment. 
 
 
 
 
 

More than half of those surveyed are aware of 
the availability of the 1-800 Help Line service. 
 

• Results from the evaluation survey indicated that 83 percent of the 
participants received some form of harassment awareness training with 
DND/CF and 94 percent of the participants were satisfied with the training 
that they received.  However, civilian survey participants indicated that on 
average they received their training approximately four years ago. Civilian 
survey participants were much less likely to have received training on 
harassment (68 percent) than reservists (89 percent) or members of the 
Regular Force (90 percent).  The military survey participants indicated that 
on average they received their training in 1999 or thereabouts. 

• Consideration should be given to providing guidance on the conduct of 
refresher training to promote awareness of harassment.  In addition, many 
HAs stated that annual briefings were received with mixed results and would 
appreciate innovative information resources to develop concise refresher 
briefings. 

• Some ROs, HAs, WRAs and HIs stated that they feel isolated when dealing 
with a harassment situation.  Many have sought out assistance from other 
HAs, but they identified the need to discuss relevant issues and share lessons 
learned with others who have responsibilities for harassment.  To address this 
need, the Director Human Rights and Diversity and the Director Labour 
Relations Policies and Programmes jointly sponsored a professional 
development day in December 2005 for HAs, HIs and WRAs in the National 
Capital Region.  

• Some ROs and HAs interviewed were not aware of the anonymous 1-800 
Help Line for Harassment and Sexual Assault, stating that it was not well 
publicized. 

• The evaluation survey indicated that 52 percent of the survey participants are 
aware of the Help Line.  Civilian participants were aware of the Help Line in 
the proportion of 42 percent compared to 58 percent for the reservists and 
55 percent for members of the Regular Force. 
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Additional information could enhance the 
harassment prevention program and raise 
awareness in the workplace. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The requirements for the disclosure of 
information to parties during the harassment 
resolution process are not well understood by 
some HAs and HIs. 
 

 
 

• Statistics maintained by the Help Line indicate that there has been a range of 
150 to 190 calls concerning harassment incidents/issues on an annual basis 
from 1999 to 2004.  Since the survey, the Help Line was shut down in July 
2006. 

• CMP and ADM(HR-Civ) maintain a website with resources on the 
prevention and resolution of harassment situations.  The website should be 
updated taking into account the closure of the Help Line. 

• Additional information to supplement the existing resources would promote 
awareness and help reduce incidents of harassment.  This could include: 

− Information on the continuum between workplace conflict and 
harassment. 

− Examples of how the definition of harassment is applied so that 
personnel can determine the most appropriate approach to resolve the 
situation they are experiencing. 

− Scenarios and examples to more fully explain the definition of the abuse 
of authority to help people make the distinction between a legitimate 
direction and the misuse of the power or authority inherent in an 
individual’s position. 

− Scenarios and examples that emphasize the concept on how an individual 
“ought reasonably to have known” would cause offence or harm. 

− Scenarios on sexual harassment. 

− Scenarios of bullying and other unacceptable behaviour. 

• HAs and HIs carry out their responsibilities as a secondary duty and many 
stated in the interviews that they are not readily familiar with the 
requirements of the Privacy Act and the Access to Information Act.  HAs and 
HIs stated that the severing of information was of particular concern and that 
they needed more guidance on what information can be released in 
accordance with the Acts. 

 



Evaluation of the Harassment Prevention and Resolution Policy and Program  Final – November 2006 
 
 FINDINGS AND RECOMMENDATIONS 
 

 
 Chief Review Services 23/29 

Comparative organizations offer lessons-
learned on best practices for awareness 
initiatives and training. 
 

• To raise awareness of workplace harassment, the Australian Defence Equity 
and Diversity organization, with the approval of the Australian Government 
and Department of Defence have implemented the following initiatives: 

− Defence Plain English Guide to Managing and Reporting Unacceptable 
Behaviour was issued to provide an overview of the procedures involved 
in the management of unacceptable behaviour in the workplace.8 

− A guide for commanders, managers, complainants and peers titled Sexual 
Offence Management Guide was released to ensure the effective 
management of any sexual assault incidents.9 

− Establishment of three national and one international free-call advice 
lines and a comprehensive network of trained equity advisors provide 
support and advice on equity matters to individuals, managers and 
commanding officers.10 

− The publication of The Workplace Equity and Diversity Plan 2005-2007 
and a booklet titled A Guide to Fair Leadership and Discipline in the 
Australian Defence Force.11 

• The Australian Government/Department of Defence has created the role of 
equity advisors to promote the resolution of cases of unacceptable behaviour, 
including harassment.  Key features of equity advisor role and training are:12 

− Nominations are required for personnel who wish to become, or remain, 
equity advisors.  Applicants must obtain a supervisor recommendation 
and a director’s/commanding officer’s endorsement. 

− Phase 1 of the training involves having potential candidates answer 
questions relating to the policy and procedures to ensure that participants 
are familiar with the content. 

                                                 
8 Australian Government/Department of Defence (www.defence.gov.au/equity/publications.htm) 
9 Australian Government/Department of Defence (www.defence.gov.au/equity/publications.htm). 
10 Australian Government/Department of Defence (www.defence.gov.au/equity/needadvice.htm). 
11 Australian Government/Department of Defence (www.defence.gov.au/equity/publications.htm). 
12 Australian Government/Department of Defence (www.defence.gov.au/equity/training.htm/#11). 

http://www.defence.gov.au/equity/publications/peguide2004.pdf
http://www.defence.gov.au/equity/publications/peguide2004.pdf
http://www.defence.gov.au/equity/publications/somg2004.pdf
http://www.defence.gov.au/equity/publications/somg2004.pdf
http://www.defence.gov.au/equity/publications/wedp%2005-07.pdf
http://www.defence.gov.au/equity/publications/guidetofairlead.pdf
http://www.defence.gov.au/equity/publications/guidetofairlead.pdf
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− Successful completion of Phase 1 results in entry to Phase 2, which is a 
two-day competency-based workshop that gives candidates an 
opportunity to learn practical skills related to the position.  Participants 
are required to conduct a formal discussion with a client in the training 
context and have their skills assessed by the facilitator. 

− Refresher training for the equity advisor is mandatory every three years 
in order to remain current and active. 

 
 
Recommendation 
 

OPI ACTION 

Develop additional materials to promote awareness and the prevention of harassment. 

Develop a harassment training briefing for ROs and refresher training modules for HAs, WRAs and HIs.  
Incorporate a session on the responsibilities related to using the HCTS for HA training.  Provide guidance on 
periodic refresher training for civilian employees and military members. 

CMP 
ADM(HR-Civ) 

Develop a strategy to coordinate the network of HAs, WRAs and HIs within the DND/CF. 
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Policy Amendments 

 
Personnel within the DND/CF consistently 
support the harmonized Harassment 
Prevention and Resolution Policy. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• ROs, HAs, HIs, WRAs and the union representatives consistently supported 
having one policy for both military members and civilian employees.  
Although the operational environment may differ, there is a strong consensus 
amongst interviewed personnel that they are part of a single Defence Team 
and should be governed by common values and expectations for standards of 
behaviour in the workplace. 

• The evaluation survey indicated that 87 percent of the survey respondents are 
familiar with the purpose of the harassment policy.  Of the survey 
participants who were familiar with the purpose of the policy, 80 percent 
agreed that the policy is clear and 63 percent agreed that the policy is 
complete. 

• In considering whether to raise a harassment complaint, 82 percent of 
respondents indicated that they would be concerned to some extent about 
retaliation. 

• The guidelines accompanying the policy are comprehensive and thorough.  
Minor amendments are suggested for ongoing improvement: 

While the harmonized DND/CF Harassment Prevention and Resolution Policy (DAOD 5012-0) and guidelines generally provide 
clear direction to personnel, some policy improvements are suggested for continued progress of the prevention and resolution of 
complaints. 

− Discrepancies exist in the definition of harassment between the English 
and French versions in the policy and guidelines.  Although a minor 
discrepancy in wording exists, it could result in HAs and HIs providing 
different interpretations when determining whether harassment has 
occurred in a given situation.  Details have been noted and provided to 
the responsible OPI. 

− The definition of harassment contained in the French version of the 
DAOD 5012-0 is inconsistent with the definition in the Treasury Board 
policy. 
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PART 3—Roles and Responsibilities 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

− The definition of harassment contained in the French version of DAOD 
5012-0 is inconsistent with the definition in the guidelines. 

 
The role and responsibilities of the WRA have not been defined in the 
guidelines. 

• The WRA role was created by the Environmental commands as a result of a 
perceived lack of assistance for military members who were complainants or 
respondents. 

• The role of the WRA has emerged to provide assistance and information to 
complainants or respondents on options available to them for conflict 
resolution.  To avoid conflict of interest, the WRA should not provide 
assistance to both parties at the same time.  The WRA also provides 
information on policy and procedures to CF members, DND employees and 
to supervisors, at their request, in the consideration of issues or conflicts, 
which have not given rise to a complaint.  In this regard ROs have stated in 
the interviews that the WRA plays a critical role in harassment prevention 
and resolution. 

• Other organizations have since adopted the role of the WRA to help both 
military members and civilian employees.  The guidelines currently include a 
“note” to recognize that some organizations have adopted the term “WRA” 
to describe an “HA” trained individual who assists in the coordination of 
awareness and prevention programs and provides information to DND 
employees and CF members.  The note is vague and has resulted in confusion 
between the role of the HA and WRA. 

• The unions stated that they support the role of the WRA as they recognize 
that their membership benefit from this avenue of assistance. 

• The role and responsibilities of the “WRA” should be formalized in the 
guidelines as these “HA trained individuals” are valuable assets to DND/CF 
in promoting awareness and prevention in their workplace environment. 
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PART 4—Complaint Submission and 
Assessment 
 
 
 
 
 
 

PART 5—Complaint Resolution – Alternative 
Dispute Resolution 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Some ROs stated in the interviews that they would not take action based on 
a verbal complaint and insist that complainants submit their concerns in 
writing. 

• It is critical that ROs do not ignore instances where verbal harassment 
complaints are raised in accordance with the RO’s Guide to Harassment 
Prevention and Resolution.  Clear procedures are required to provide ROs 
with guidance on dealing with verbal complaints. 

 
The DND/CF has recognized the importance of early resolution and/or the 
use of ADR techniques to resolve conflict and harassment in particular, but 
more emphasis on ADR is needed to foster a healthy workplace. 

• The focus in the guidelines is on self-help, supervisor intervention and 
mediation.  DRC representatives have identified that additional services 
could be offered to the RO, HA, complainant and respondent.  The current 
role of ADR is limited to its use as a mediation tool.  The guidelines should 
elaborate on the range of ADR options that can be used for complaint 
resolution. 

• Many ROs and HAs have stated that they send the complainant and 
respondent a letter advising them on the option of ADR to resolve the 
harassment complaint.  In order to promote the understanding and use of 
ADR, a mandatory information session should be required for the 
complainant and respondent to assist them in making an informed decision 
on their options for resolution.  Survey participants indicated that if they 
were raising a harassment complaint, 87 percent of respondents said that they 
would first try to resolve the issue through ADR.  Civilian employees were 
less likely to consider ADR (81 percent) than reservists (92 percent) or 
members of the Regular Force (90 percent). 

• Although supervisors can assist the parties to resolve a complaint, without 
making them ADR professionals, it is recommended that supervisors be 
given coaching skills by DRC on conflict resolution within the work place 
and especially to junior supervisors who may lack the experience necessary 
in dealing with workplace conflicts. 
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PART 7—Re-establishing Positive Working 
Relationships 
 

Often cases require restoring a positive workplace after a harassment 
situation has ended. 

• The guidelines recognize the need to restore good working relationships once 
a harassment situation has been completed.  HAs and HIs in particular 
identified the need to provide ROs with additional processes and options on 
how to re-establish positive working relationships.  Some situations impact 
numerous people in the workplace and an intervention by skilled 
professionals could help ROs and HAs deal with the detrimental effects of 
harassment in the work environment. 

• Guiding principles for ROs to determine how best to restore a positive 
workplace should be included in the guidelines. 

 
PART 8—Significant Issues 
 

Some ROs and HAs have identified that there is some confusion about the 
disclosure of corrective measures. 

• The RO may disclose to the complainant the nature of any corrective 
measures taken against the respondent.  However, disclosure of specific 
corrective measures could be considered the personal information of the 
respondent in accordance with the Privacy Act.  As a result, CMP and 
ADM(HR-Civ) issued guidance in June 2003 to ROs to exercise discretion 
on a case-by-case basis.13   

• In reference to the “Disclosure of Corrective Measures” memo sent to 
Level 1s on 18 June 2003, the Harassment Prevention and Resolution 
Guidelines should be expanded to reflect the greater emphasis placed on the 
requirement for the ROs to exercise discretion in the disclosure of corrective 
measures as noted in the document. 

 
 
 
 
 

                                                 
13 Policy Interpretations, Disclosure of Corrective Measures, 18 June 2003. 
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ANNEX B—Competency Profile for HIs 
 

Two standards exist for the experience level of HIs. 

• Where a civilian is a party to a complaint, an HI must have completed a 
minimum of three cases of investigative services within the past two-year 
period relating to harassment in the workplace in either the public or private 
sector.  An experience standard for HIs has not been identified when a 
complaint involves two military members. 

• The RO Guide states that the HI experience standard is stricter for civilians 
than for military members and supports two standards of experience.  Many 
ROs interviewed were of the opinion that they could determine if a person is 
suitable to conduct the harassment investigation when it involves military 
members. 

• However, this practice creates two standards for the experience requirements 
of HIs within the DND/CF and increases the risk that an inexperienced 
and/or unqualified HI could conduct an investigation involving military 
members.  Despite implementing a harmonized policy, there remains a 
discrepancy in qualification requirements for HIs. 

 
 
Recommendation 
 

OPI ACTION 

CMP 
ADM(HR-Civ) 

Conduct a policy review in consultation with L1 stakeholders.  Consideration should be given to the above 
findings. 
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ANNEX A—MANAGEMENT ACTION PLAN 
 
Ser CRS Recommendation OPI Management Action Milestones 

Monitoring of Harassment Complaints  

1. Improve the HCTS to resolve the 
challenges for entering harassment 
complaints.  In consultation with 
representative HAs, review the business 
requirements to ensure that the HCTS 
provides the support needed to meet user 
needs and reporting requirements. 

CMP/ 
ADM(HR-Civ) 

We are prepared to examine 
changes to the HCTS following 
the policy review to ensure that 
the system meets the 
requirements of the new 
policy/process.  In addition, the 
viability of using HRMS as a 
means to collect data for civilian 
employees will be explored 
further. 
Actions taken to date include: 
• HCTS User Manual posted 

on harassment website for 
ease of reference 

• Name of current HCTS 
Administrator included on 
website to offer user support 

 

2. Completely review the information 
management process and associated 
responsibilities to ensure the required 
information is collected, monitored and 
acted on. 

CMP/ 
ADM(HR-Civ) 

The information management 
process will be examined in 
conjunction with the policy 
review. 
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Ser CRS Recommendation OPI Management Action Milestones 

Resolution of Harassment Complaints 

3. Conduct of harassment investigations 
should be assigned as a primary duty.  In 
developing a business case to assess the 
most feasible structure for a dedicated 
pool of qualified HIs to best serve the 
needs of the DND/CF, consider 
integrating HIs into the DRC’s structure. 

CMP/ 
ADM(HR-Civ) 

This recommendation will be 
reviewed in conjunction with the 
policy review to evaluate the 
associated costs, models, 
efficiency and effectiveness of 
the proposal. 
Actions taken to date include: 
• National Master Standing 

Offer for (external) 
investigative services sent to 
L1 HAs  

• Master Offer for HI training 
services established and sent 
to L1 HAs 

 

4. Clearly identify the oversight 
responsibilities for quality control of the 
harassment policy in the DND/CF and 
the L1 responsibilities for implementation.  
Oversight should be jointly shared by 
representatives of CMP and  
ADM(HR-Civ) to ensure that the policy is 
implemented in a harmonized and 
coordinated manner. 

CMP/ 
ADM(HR-Civ) 

Oversight responsibilities will be 
clearly identified and 
incorporated into the new policy 
and guidelines at the time of 
policy review. 
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Ser CRS Recommendation OPI Management Action Milestones 

Resolution of Harassment Complaints (cont’d) 

5. Promote and increase the use of ADR for 
preventing and resolving harassment 
complaints.  Strengthen the coordination 
between the DRC and harassment process. 

CMP/ 
ADM(HR-Civ) 

The use of ADR will be 
strengthened during the policy 
review. 

 

Awareness/Training and Prevention 

6. Develop additional materials to promote 
awareness and the prevention of 
harassment.  

CMP/ 
ADM(HR-Civ) 

Additional materials will be 
produced to promote awareness 
and prevention. 

 

7. Develop a harassment training briefing for 
ROs and refresher training modules for 
HAs, WRAs and HIs.  Incorporate a 
session on the responsibilities related to 
using the HCTS for HA training.  Provide 
guidance on periodic refresher training for 
civilian employees and military members. 

CMP/ 
ADM(HR-Civ) 

Training and educational 
materials for employees, 
managers and those having 
formal roles will be developed 
and updated, utilizing electronic 
learning tools to the degree 
possible, in line with any changes 
resulting from policy review. 
Actions taken to date include: 
• ATIP learning exercises have 

been posted on DND/CF 
harassment prevention and 
resolution website  

• Periodic policy updates have 
been sent to L1 HAs (e.g., 
memo on consistent use) 
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Ser CRS Recommendation OPI Management Action Milestones 

Awareness/Training and Prevention (cont’d) 

8. Develop a strategy to coordinate the 
network of HAs, WRAs and HIs within 
the DND/CF. 

CMP/ 
ADM(HR-Civ) 

CMP and ADM(HR-Civ) will 
discuss potential strategies for 
coordinating the network of HAs, 
WRAs and HIs. 
Action to date includes: 
• Organization and execution 

of Professional Development 
Day for HAs to learn and 
network 

 

Policy Amendments 

9. Conduct a policy review in consultation 
with L1 stakeholders. 

CMP/ 
ADM(HR-Civ) 

Pending the outcome of the 
Public Service Human Resources 
Management Agency of Canada 
(PSHRMAC) policy review, 
DND/CF will consult all 
stakeholders and review the 
policy in the context of the report 
findings to include best practices. 
Action taken to date includes: 
• Revision of definitions in 

French and English versions 
of the policy to mirror TBS 
definition of harassment.  
Revisions undergoing legal 
review and expected to be 
published shortly. 

The formulation of 
milestones is contingent 
upon the policy review 
already undertaken by the 
PSHRMAC.  Once the 
timelines are set for the 
PSHRMAC policy, the 
DND/CF timelines will be 
established.  In the interim, 
DND will remain closely 
linked to the PSHRMAC 
process. 
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ANNEX B—SUMMARY OF THE HARASSMENT PREVENTION AND RESOLUTION PROGRAM 
 

Policy 

• DAOD 5012-0 Harassment and Prevention and Resolution was issued on 12 December 2000.  This order applies to 
CF members and DND civilian employees. 
- CMP and ADM(HR-Civ) have the authority to approve policy and procedures concerning harassment. 
- Level 1 advisors are responsible to implement harassment prevention and resolution programs/processes for their 

organizations that are consistent with this policy. 
- Responsible officers are required to carry out the responsibilities outlined in the Harassment Prevention and 

Resolution Guidelines. 

Responsible officers 

• Directors general and their superior officers at National Defence Headquarters. 
• The formation commander at a formation headquarters or, if otherwise directed by the commander, the chief of staff 

or equivalent officer. 
• The commanding officer of a formation headquarters if so directed by the formation commander in the case of 

complaints made by CF members. 
• Other commanding officers. 
• Senior civilian managers in charge of field units. 

Each responsible 
officer 

• Appoints an HA to assist in the resolution of complaints. 
• May appoint a WRA as a source of information for DND civilian employees and CF members. 
• May nominate personnel for HI training and appoints an HI when conducting a harassment investigation. 

Complaint 
resolution process 

consists of 

• Self-help, where individuals who experience perceived harassment situations take direct action by communicating 
with the potential respondent. 

• Supervisor intervention, where a supervisor can be instrumental in resolving the alleged harassment situation. 
• ADR, where a trained third party facilitates any voluntary conflict management method to assist parties to deal with 

conflict constructively and find their own mutually satisfying solutions. 
• Administrative investigation. 

Related resources 
CMP and ADM(HR-Civ) DND/CF Human Resources website  provides resource links to the Policy; Guidelines; RO 
Guide; DND/CF Handbook; HCTS, Resources and Links; Policy Interpretations; DND/CF Help Line for Harassment and 
Sexual Assault (shut down July 2006); and the Harassment Prevention Tool “People to People Communication.” 
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ANNEX C—HARASSMENT PREVENTION AND RESOLUTION EVALUATION FRAMEWORK 
 

Evaluation Issues Indicators Methodologies 

 Program Relevance:  Does the DND/CF Harassment Prevention and Resolution 
Program continue to make sense in the present environment? 

  

1. Is the rationale for a harmonized DND/CF policy on Harassment Prevention and 
Resolution being clearly demonstrated? 

Extent of agreement on the need for 
and benefits of common policy. 
The experience of other militaries. 

Key informant interviews. 
Comparisons with other 
military organizations. 

2. Overall, are the DAOD 5012-0 and the Guidelines on Harassment Prevention and 
Resolution seen as encouraging a fair and objective approach to dealing with cases of 
alleged harassment in the DND and the CF? 
 
To what extent is fear about reprisals preventing the raising of harassment complaints 
in the DND and in the CF? 

Extent to which the policy and the 
process are viewed as fair, objective 
and transparent. 
Documentation of critical incidents.
Extent of expression of fears/ 
concerns of reprisals. 
Reasons for not taking action when 
experiencing harassment. 

Key informant interviews. 
Survey of CF members and 
DND employees. 

 Program Success:  What have been the main achievements of the Harassment 
Prevention and Resolution Program? 

  

3. What are the indications that harassment complaints in DND and the CF are being 
satisfactorily addressed from the perspective of the complainants and the 
respondents? 
 
For cases of expressed dissatisfaction with the response to and the resolution of 
complaints, what are the main types of causes (including continuing workplace 
conflict) and what are the explanations for the causes? 

Expressed level of satisfaction of 
complainants and respondents. 
Types of causes and analysis of 
explanations. 

Complainant and 
respondent interviews. 
Case file review. 
Key informant interviews. 
Survey of CF members and 
DND employees. 

4. Is the Help Line for Harassment/Sexual Assault well known, and is it providing a first 
response and referral service for DND/CF personnel? 

Number of calls received. 
Opinion on the use of the Help Line. 

Trend analysis of calls. 
Comparisons with other 
organizations. 
Survey of CF members and 
DND employees. 
Key informant interviews. 
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Evaluation Issues Indicators Methodologies 

 Program Design and Delivery:  Are the key design and delivery components of 
the Program contributing to the Program’s success as intended? 

  

5. Policy and Guidelines.  Are there aspects of the Policy and Guidelines including the 
roles and responsibilities of the participants and the appropriate avenues of redress for 
harassment, which are not well known or are unclear?  Are there any significant gaps 
or omissions in the Policy or the Guidelines and, if so, what improvements might be 
helpful? 

Perceptions on awareness and 
clarity. 
Identification of possible 
improvements. 

Key informant interviews. 
Complainant and 
respondent interviews. 
Expert opinion. 
Survey of CF members and 
DND employees. 

6. Training and Exchange of Information.  Have the stakeholder groups received 
training in harassment?  Are there any major gaps in the awareness and training 
sessions that are presented to each of the stakeholder groups?  What changes might be 
necessary? 
 
ROs, HAs, HIs, DND employees and CF members. 

Proportion of group members who 
have received training. 
Stakeholder opinion on learning 
gains and satisfaction with sessions.
Experience of other organizations. 

Training file reviews. 
Key informant interviews. 
Comparisons with other 
organizations. 
Survey of CF members and 
DND employees. 

7. Is there a need for more exchange of information and lessons learned among those 
who administer the Policy? 

Stakeholder opinion on the need for 
and benefits of more information 
exchange. 
Practices of other organizations. 

Key informant interviews. 
Comparisons with other 
organizations. 

8. Process.  To what extent are ADR methods being offered to complainants and 
respondents as early intervention and what is the frequency of use of these methods?  
Is ADR viewed as an effective way of resolving harassment situations and 
complaints? 
 

Extent of offer and use of ADR 
techniques. 
Level of satisfaction of 
complainants and respondents. 

Key informant interviews, 
especially ADR officials. 
Complainant and 
respondent interviews. 
File and document review. 
Survey of CF members and 
DND employees. 

9. Are there components of the harassment resolution process, including the conduct of 
investigations, which are causing undue delays in responding to and resolving 
harassment complaints?  Are there other issues with the process for resolving 
harassment cases? 

Extent to which response to and the 
processing of complaints is timely 
Identification of other process-
related issues. 

Complainant and 
respondent interviews. 
Case file review. 
Key informant interviews. 
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Evaluation Issues Indicators Methodologies 

 Program Design and Delivery:  Are the key design and delivery components of 
the Program contributing to the Program’s success as intended?  (cont’d) 

  

10. Performance Measurement and Monitoring.  What data/information on 
harassment complaints is required by Level 1s for monitoring purposes?  How can 
this data/information be best obtained? 
Are there any barriers being encountered to a more extensive use and application of 
the DND/CF HCTS? 

Identification of data/information 
requirements by Level 1s. 
Identification and analysis of 
options for acquiring the data/ 
information. 
Nature and extent of barriers 
encountered, and identification of 
solutions. 

Key informant interviews. 
Review of the HCTS. 

 Program Alternatives:  Are there better ways of managing, designing and 
delivering the Program? 

  

11. Are there lessons learned from other federal departments and agencies, harassment 
programs within the DND and the CF, and from other military organizations that 
might be advantageously applied to the DND/CF Harassment Prevention and 
Resolution Program? 

Identification and analysis of 
lessons learned and best practices of 
other organizations. 

Comparisons with selected 
organizations—internal 
DND/CF, other 
governments and military 
organizations. 

12. Is information available to assess the costs and benefits associated with harassment 
resolution in the DND/CF? 

Identification of organizations that 
track key costs and benefits of 
harassment. 
Literature review. 

Key informant interviews. 
CRS costing methodology 
study for this issue 
revealed that there are 
many limitations to 
obtaining reliable cost data. 
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ANNEX D—LOGIC MODEL 
 
The Logic Model was developed by the CRS evaluation team and was presented in the evaluation assessment. 
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ANNEX E—DND/CF OPINION SURVEY ON THE HARASSMENT POLICY AND PROGRAM 

Purpose 
• To obtain opinions on the extent to which the Harassment Prevention and Resolution Policy and Program have been successful and 

to identify possible changes that might help improve the policy and program.  The survey examined: 
− Familiarity with the policy & program 
− Propensity to use ADR 
− Satisfaction with training & resolution 
− Possible improvements to the policy & program 

 
Survey Administration 
• Administered in October 2005 to: 

− 1,250 civilians 
− 1,250 members of the Regular Force 
− 1,250 active Reservists (including Rangers & Cadet Instructors) 

 
Response Rate and Confidence Interval 
• 40 percent response rate (discounting undeliverable questionnaires). 
• An overall 2.5 percent margin of error, 95 percent confidence interval: 

− 31 percent Civilian:  4.6 percent margin of error, 95 percent confidence interval 
− 33 percent Regular Force:  4.4 percent margin of error, 95 percent confidence interval 
− 36 percent Reserves:  4.5 percent margin of error, 95 percent confidence interval 

 
General Conclusions 
 General agreement that the policy is clear and complete. 
 Small proportion of participants are dissatisfied with training. 
 Fairly widespread perception that cases are treated fairly and objectively. 
 Vast majority would first try to resolve complaints through ADR. 
 More than half of those surveyed are aware of the availability of the 1-800 Help Line service. 

× Majority would be at least moderately concerned about retaliation. 
× Uncertainty remains as to Ranger’s perceptions of the policy and program. 
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ANNEX F—DEFINITIONS OF GROUNDS FOR COMPLAINT 
 
DAOD 501
persons in th

2-0 defines harassment as “any improper conduct by an individual that is directed at and offensive to another person or 
e workplace and which the individual knew or ought reasonably to have known would cause offence or harm.  It 

com
act ct (CHRA).” 
 
Th isted in the HCTS as:  Harassment, Harassment/Discrimination under CHRA, Abuse of Authority, 
Sex l finitions are as follows: 
 

. Harassment/Discrimination under CHRA

prises any objectionable act, comment or display that demeans, belittles or causes personal humiliation or embarrassment, or any 
of intimidation or threat.  It includes harassment within the meaning of the Canadian Human Rights A

e grounds for complaint are l
ua  Harassment, Hazing, and Other.  The de

1 .  It includes harassment within the meaning of the CHRA, which consists of harassment 
 ethnic origin, colour, religion, age, sex, sexual orientation, marital status, family status, disability and 

2. 

related to race, national or
pardoned criminal conviction. 
 
Abuse of Authority.  Where harassment involves misuse of the power or authority inherent in an individual’s position, it 

involving the proper exercise of responsibilities or authority related to the provision of 
on, discipline, and other supervisory/ leadership functions does 

not constitute harassment.  Similarly, the proper exercise of responsibilities or authority related to situations where, by virtue of 
pointment, an individual has authority or power over another individual does not 

 

constitutes an abuse of authority.  Conduct 
advice, the assignment of work, counselling, performance evaluati

law, military rank, civilian classification, or ap
constitute harassment  (DAOD 5012-0). 
 

3. xSe ual Harassment.  Consists of comments, gestures, or contact of a sexual nature, w
inciden

hether it occurs once or in a series of 
onably be perceived as placing a ts that might:  1) reasonably be expected to cause offence or humiliation; or 2) reas

otion. condition of sexual nature on employment or on any opportunity for training or prom
 

4. Hazing.  Where harass
other events, it constitutes hazing  (D

ment involves the coerced participation, expressed or implied, in improper initiation rites, ceremonies or 
AOD 5012-0). 

 
5. Other.  Please specify. 
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ANNEX G—ANALYSIS OF FILE REVIEW 
 
Purpose 
 
• To assess whether the harassment complaint files contain the major documentation as suggested in the Harassment Prevention and 

Resolution Guidelines. 
 
Methodology 
 
• Random sample of files selected at field sites included in the evaluation. 

olution Guidelines. 
 

 
1. 
2. 
3. 
4. (Petawawa), LFQA (Valcartier) 
5. CAS—1 Cdn Air Div HQ, 14 Wing Greenwood, 17 Wing Winnipeg 

7. 
 

• 
mplaint resolution was calculated from the date the complaint was submitted to the date of administrative 

 The average time for complaint resolution could not be determined for 24 percent of the sample (18 files) due to a lack of 
information. 

• Specific direction or guidance has not been issued to identify what information should be contained on a harassment case file.  The 
CRS evaluation team reviewed the file to assess if it contained expected information, based on the process identified in the 
Harassment Prevention and Res

Field Sites Included in Sample 

National Capital Region—Sample of L1 HAs, ROs, WRAs and HIs 
ADM(HR-Mil)—Royal Military College 
CMS—MARPAC, Naval Reserve (Québec City) 
CLS—LFWA (Edmonton), LFCA 

6. ADM(IM) 
ADM(Mat)—National Capital Region, 202 Workshop, 25 Canadian Forces Supply Depot 

Sample 
 

ample consisted of 73 files. S
• The average time for co

closure. 
•
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