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Word from

the Chairperson
and Executive
Director

This year, the Social Security Tribunal
(SST) continued to serve the public with
an appeal process that is simple, quick,
and fair. We received 6,103 appeals and
issued 5,115 decisions.

Access to justice is one of our top
priorities. The laws we work with are
complex. And most of our appellants
don't have professional representatives
(like lawyers). This can make the appeal
process even more intimidating. A
simple, quick, and fair process is the
foundation of access to justice.

For the past 3 years, we've focused on
making the appeal process easier to
understand and use. We'll keep working
to make it better.

But making the right changes in the
administrative justice system isn't
something we can do on our own.

We have to work with others. This
year's theme is “Working together

for justice." The best way to provide a
Jjustice service that works for everyone
is to work with the people who use
our service. That means focusing on
what appellants and partners have to
say. It also means working with experts
outside the SST who can tell us how
they think we're doing.

Working with appellants and the
organizations that support them makes
for a better justice service. When we
look for advice outside the SST, we can

design an accountable appeal process
with people at the centre.

Our design approach is based on 3 pillars:

- Collaboration: \X/e don't have all the
answers so we work with outside
experts, partners, and the people who
use our service.

+ Decisions based on data: e're
always evaluating what we do
because this tells us how we can keep
making things better.

+ Transparency: We make public what
we do and how we do it, because
appellants — and the public — have a
right to see how we do our job.

This year's progress report is divided
into two parts. In the first part, you'll see
specific examples of how working with
people and organizations outside the SST
has helped us provide a better justice
service. Youll see what's working well and
where we can do better. In the second
part, we report on our service standards
and processing times at the SST.
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Paul Aterman
Chairperson

At
Anab Ahmed
Executive Director
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Land
Acknowledgement

AT M

We wrote and published this report in
Ottawa, the traditional unceded territory
of the Algonquin Anishnaabeg people.

We understand we're part of a larger
conversation about reconciliation. In
2021, we began to explore what truth
and reconciliation mean in what we do
at our tribunal. We now have a group
at the SST looking at barriers to justice
that Indigenous people may face. This

group is working with us to make our
processes better. Our goal is to find
ways to take part in reconciliation in a
meaningful way.

People will be reading this report in
many places across Canada. These will
include other traditional Indigenous
lands. We invite you to learn more about
these communities.
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The SST decides appeals about whether you can get
these benefits

- Employment Insurance

- Canada Pension Plan (CPP) disability
and other CPP benefits

- Old Age Security

Our federal social support system is built on these
benefits. Anyone who qualifies can get them to

help meet their basic needs. The SST gives you the
opportunity to challenge a government decision about
whether you qualify.
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By the Numbers
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Highlights

We have a
new website

We're always looking
for ways to improve
our content so we can
serve you better. We
did user testing on our old website.
People had a hard time navigating
through it and finding what they
needed. Using what you told us, we
created and launched a new website.

The new website:

- has less text and more images
* is written in plain language
- is focused on our appellants needs

Our client satisfaction survey results
from January to March 2022 show
positive feedback to our website.

Of the respondents who had visited
our website, 95% were able to find
what they were looking for.

We still have work to do. People want

more visual content and infographics.

We'll add these.

Our website also now has a glossary
of legal terms we sometimes use.

The laws that set out whether you
have a right to benefits are very
technical. And sometimes, we have to
use the complicated terms the laws
use. But we can always explain what
these terms mean in a way that's easy
to understand. Our glossary has our
top 50 complex terms. We hope it will
help you understand the language:

< on our website
« in our decisions
 in our forms and letters

We want to keep hearing from you
about our website. Contact us to tell
us what you think.


https://www.sst-tss.gc.ca/
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
https://sst-tss.gc.ca/en/our-work-our-people/glossary
https://www.sst-tss.gc.ca/en/contact-us/ways-contact-social-security-tribunal#toc-id-1
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We're getting good results from our
early resolution pilot project

"W \
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Appeals can take time. But some can
be resolved quickly and even without
a hearing. That's why we started the
early resolution pilot project for the
General Division - Income Security
Section. With early resolution, a
member (decision-maker) meets with
the parties early in the appeal process.
The goal is to see whether we can
resolve the appeal quickly.

After 1 year, here's what we know:
- On average, appeals that go through

the pilot project are heard sooner and
resolved faster than other appeals

- Appellants are better prepared for
their hearings

- Appellants tell us they feel heard and
are thankful for the opportunity to talk
about their appeals with a member

- Appellants better understand what
we can and can't do for them, and
what their role in the process is

We'll keep working on this project to see
whether we can use it for more appeals.
We expect to see the results from a
wider sample of appeals next year.
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We got an outside perspective

—— Our forms and letters

If you have an appeal at the SST, you
need to be able to understand our
forms and letters. We rewrote them

in plain language. But we wanted an
outside perspective on our work. So we
asked the National Self-Represented
Litigants Project (NSRLP) to evaluate
how we're doing.

The NSRLP talked to people who had
represented themselves in courts and
tribunals and asked them to review
forms and letters that the SST sends
to claimants. They gave us detailed
feedback on our work.

Overall, people say our letters and
forms explain legal language and
complex terms well. They also like
how we structured and organized
information. But many didn't know how
to complete parts of the forms. And
they still had questions about what
they were supposed to do, even after
reading the forms and letters.

The NSRLP gave us some
recommendations. They said
people want:

- clearer instructions in our letters
and forms

- a friendlier tone in our letters

- more visual content (like flow charts,
infographics, and short videos)

+ more explanations of what some
terms mean

We thank the NSRLP for this valuable
input! We have an action plan and are
already starting to make changes.

Read more about the NSRLP evaluation
on our website.

Our January to March 2022 client
satisfaction survey results show

that we've made progress since this
evaluation. 98% of respondents said
they knew what to expect and how to
prepare for their hearings.

—— Our navigator service

A navigator guides you through your
appeal with one-on-one support from
start to finish. This service is new in

the world of administrative tribunals.

For the SST, it's an important step in
making it easier for under-represented
appellants to access justice. An “under-
represented” appellant is someone
who doesn't have a professional
representative (like a lawyer) to act on
their behalf. They might be representing
themselves or getting help from a family
member or friend.

Our navigator service has been
running for over 2 years now. To be
more transparent and accountable,
we wanted to hear what experts
outside the SST think of the service.


https://www.sst-tss.gc.ca/en/our-work-our-people/management-response-and-action-plan-enhancing-accessibility-written-communications
https://www.sst-tss.gc.ca/en/our-work-our-people/enhancing-accessibility-written-communications-review-forms-and-letters-social-security-tribunal
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
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How is it working to help our under-
represented appellants and serve
marginalized groups?

So, we were pleased to have
Professors Dr. Laverne Jacobs from
the University of Windsor and Dr.
Sule Tomkinson from Université
Laval look at the navigator service
from an access to justice perspective.

Their report is called Examining the
Social Security Tribunal's Navigator
Service: Access to Administrative

Justice for Marginalized Communities.

It gives us open and honest feedback
on how the service is working for
people who face barriers to justice.

In the report, the authors conclude
that our navigator service improves
access to justice in a meaningful way.
They say:

[Thel SST's Navigator Service is by
far a leader in navigational tools.

It is presently one of the most
developed systems, if not the
most developed system, within
administrative tribunals in Canada.

The authors highlight that appellants
consistently said they had a positive
experience with their SST navigators.
They note that “the navigator clears
a path for the appellant who starts
off at a deficit and faces a number of
roadblocks that they could not even
anticipate because they had never
been there before

Appellants repeatedly said they were
grateful for their navigators' work and
emotional support. One appellant said:
‘INavigators arel not only an ingredient

in the process .. they are outright oxygen
in the process. .. [lIt's like a fire needs
oxygen, fuel, and .. a spark.”

The report also recommends some
ways we can make the navigator service
better. These include:

- offering the service in different
languages

- working with community justice
organizations to help appellants with
their documents

- consulting with disability advocacy
groups

- continuing to train and support
navigators

- working with a consultant to make
sure we use disability-inclusive
language in all our communications

- giving appellants infographics to
explain the appeal process

We thank Professors Jacobs and
Tomkinson for their valuable insights
on our navigator service! \We have an
action plan and are already starting to
make changes. Read more about the
navigator evaluation on our website.

Our January to March 2022 client
satisfaction survey results show
that we've made progress since this
evaluation. 97% of respondents
said their navigators helped them
feel more prepared and confident
with their appeals. Navigated
appellants also rated high levels
of satisfaction (80 to 90%) on all
questions in this survey.



https://scholar.uwindsor.ca/cgi/viewcontent.cgi?article=1132&context=lawpub
https://scholar.uwindsor.ca/cgi/viewcontent.cgi?article=1132&context=lawpub
https://scholar.uwindsor.ca/cgi/viewcontent.cgi?article=1132&context=lawpub
https://scholar.uwindsor.ca/cgi/viewcontent.cgi?article=1132&context=lawpub
https://www.sst-tss.gc.ca/en/our-work-our-people/management-response-and-action-plan-examining-social-security-tribunals-navigator-service
https://www.sst-tss.gc.ca/en/our-work-our-people/evaluation-navigator-service-canada-pension-plan-disability-appeals-general-division-income-security
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
https://www.sst-tss.gc.ca/en/our-work-our-people/client-satisfaction-survey-january-march-2022
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Reaching out to help keep us accountable

The SST is responsible for handling appeals in a way that

is simple, quick, and fair. But we don't do it alone. Our partners
have a lot of insight into what works, or doesn't work, for our
appellants. Our partners include:

- legal clinics

- lawyers

- paralegals

* unions

- advocacy groups

We meet with our partners regularly to share ideas and hear

what they have to say. This year, we held 4 sessions through our
consultative committees to meet with our partners. Read more
about our Employment Insurance Appeals Consultative Committee
and our Income Security Appeals Consultative Committee on

our website.

We also had special sessions to talk about our upcoming new rules
of procedure. We got a lot of useful advice on how they should
work. Our website sums up what we heard and what we plan to do.

Working with you is important to building a better administrative
justice system. This year, we created an outreach team to do
exactly that.

If you're interested in joining our community of partners or want an
information session for your organization, let us know. Contact our \
outreach team at:

NC-SST-TSS-OUTREACH-RELATIONS-GD@canada.gc.ca

N



https://www.sst-tss.gc.ca/en/our-work-our-people/employment-insurance-appeals-consultative-committee-eiacc
https://www.sst-tss.gc.ca/en/our-work-our-people/income-security-appeals-consultative-committee-isacc
https://www.sst-tss.gc.ca/en/our-work-our-people/rules-procedure-and-processes-social-security-tribunal-stakeholder
mailto:NC-SST-TSS-OUTREACH-RELATIONS-GD%40canada.gc.ca?subject=
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Explaining how we work

The federal courts can assess the reasonableness of Appeal
Division decisions. They look at whether our decisions are
based on a logical chain of reasoning and make sense in
light of the law and facts. They do this through a process
called judicial review. Judicial review is how the courts make
sure we're following the rules.

The Supreme Court of Canada (SCC) said that the courts
have to use the reasonableness standard of review when
assessing most tribunal decisions, with some exceptions.
The SCC confirmed this in a case from 2019 called Canada
(Minister of Citizenship and Immigration) v Vavilov (Vavilov).

In the Vavilov decision, the SCC said that it's important to
understand the context in which a tribunal works to decide
whether a tribunal decision is reasonable. That's why we
developed How the Social Security Tribunal (SST) works:
Responding to the Supreme Court of Canada's decision in
Vavilov. This information is meant to inform courts, parties
who want to challenge our decisions in the courts, and the
public about the context we work in.



https://scc-csc.ca/case-dossier/cb/2019/37748-37896-37897-eng.aspx
https://scc-csc.ca/case-dossier/cb/2019/37748-37896-37897-eng.aspx
https://www.sst-tss.gc.ca/en/our-work-our-people/social-security-tribunal-sst-works-responding-supreme-court-canadas-decision-vavilov
https://www.sst-tss.gc.ca/en/our-work-our-people/social-security-tribunal-sst-works-responding-supreme-court-canadas-decision-vavilov
https://www.sst-tss.gc.ca/en/our-work-our-people/social-security-tribunal-sst-works-responding-supreme-court-canadas-decision-vavilov
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We keep looking for ways to serve you
better. And we use your feedback to
help us make the right changes. Going
forward, one of our top priorities is to
make sure people have the information
they need to understand the appeal
process. To do this, we're developing
new tools to meet the different needs of
the people who appeal to the SST.

Here's a look at our upcoming projects:

- We'll have information sessions for
community justice organizations to
explain the appeal process and what
resources we have for appellants

- Our website will have roadmaps
(printable infographics) on the
processes for Employment Insurance
and Income Security appeals

+ We're working with Community Legal
Education Ontario to make an online
guided pathway for people applying
for CPP disability

- The pathway will guide them
through filling in their notice of
appeal form

- When they're done, the pathway will
generate a completed form

- We're giving appellants a new way
to file their appeals by using their
My Service Canada Account

- Wel'll be developing a plan to help
us meet our commitment to fairness,
diversity, and inclusion

We look forward to updating our
partners and the public as these
important initiatives take shape.



https://www.cleo.on.ca/en/resources-and-publications/steps-justice-website
https://www.cleo.on.ca/en/resources-and-publications/steps-justice-website
https://www.canada.ca/en/employment-social-development/services/my-account.html
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Part 2:

Service Standards
and Processing Times

For most people, going through a legal process is stressful. For our
appellants, a lot of the stress comes from waiting—waiting for a hearing,
then for a decision. We need to be quick, but we also can't cut corners to
rush things. Our goal is to make quality decisions as quickly as possible.
That's why we publish statistics that measure our work. It helps us stay
accountable to the people who use our service.

The numbers below are the most recent numbers from each fiscal
(financial) year.
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General Division

Employment Insurance (excludes group appeals)

Inventory

Number of open cases as of March 31

From filing to decision
D 69%

From hearing to decision
GaEEESSSSS—SSSSS——— 8 3,

2,500 3,500 3,136
2,096
3,000
2,000 * 2,560
2,500
1,500 2,000
1,500
1,000 : 667 841 5
o . 501 o . 1,000
500 S 265 500
(0]
0 I I I I I
2018 2019 2020 2021 2022 Appeals Appeals
received resolved
Processing Times
Number of days from application to decision Number of days from hearing to decision
as of March 31 as of March 31
250 — 226
o 50
200
6
-142 40 3
100 20 14
.51 36 43 8 9
50 P — 10
0 I I I I I o \ \ \ I \ I
2018 2019 2020 2021 2022 2018 2019 2020 2021 2022
Service Standards General Division Employment
We almost met our service standard goals. Insurance appeal origin
Goal: 80%

This year, 99% of appeals (3,213) came from
claimants and 1% (21) from employers.

0% 20% 40% 60% 80%

This year, we wanted to give appellants their decisions within
45 days of when they filed their appeals and within 15 days of
their hearing. We wanted to do this at least 80% of the time.

We met our 15-day goal, but not our 45-day goal. Our average

time was 42.9 days from filing to decision and 9.0 days from
hearing to decision.

\
100%

—1%
(3,213) ‘ (1)
99«
\ | \ \
0 1,078 2,156 3,234
Total volume
Claimants M Employers of appeals
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General Division

Income Security

Inventory
2,083
3,000 -3 3,500
2,500 2332 2313 3.000
5 ?:3 .. 1005 o0 2,414
2,000 e 1798 e ° 2,096
1,500 1500
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0
0
2018 2019 2020 2021 2022 Appeals Appeals
received resolved
Processing Times
Number of days from readiness to decision Number of days from hearing to decision
as of March 31 as of March 31
200 50
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2018 2019 2020 2021 2022 2018 2019 2020 2021 2022
Service Standards
We didn't meet our service standard goals.
Goal: 80%
From filing to decision
e 5275
From hearing to decision
. 76%
I I I \ I
0% 20% 40% 60% 80% 100%

This year, we wanted to give appellants their decisions within 70 days from when parties are ready for their hearing
and within 30 days of their hearings. We wanted to do this at least 80% of the time.

We didn't meet our goals. Our average time was 83.9 days from filing to decision and 25.1 days from hearing to decision.
We met our service standard 52% of the time from filing to decision, and 76% of the time from hearing to decision.
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Appeal Division

(excludes Employment Insurance group appeals)

Inventory
400 600 545
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3 500 437
300 G
.. 234 400
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0 — \ \ \ o
2018 2019 2020 2021 2022 Appeals Appeals
received resolved
Processing Times
Number of days from application to decision about Number of days from permission to appeal to decision
permission to appeal as of March 31 as of March 31
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100 100 — 87 e
50 .28 21 23 50
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Number of days from hearing to decision )
as of March 31 Service Standards
We did better than our service
standard goals. Goal: 80%
50 From filing to decision
37 e 0276
40 33 28 From hearing to decision o
27 S O) 2 75
30 27

\ T T \ \ \
20 0% 20% 40% 60% 80% 100%

This year, we wanted to give appellants their decisions about
10 permission to appeal within 45 days of when they filed their
appeals. And we wanted to make a final decision within 150
| | | ‘ | | days of giving them permission to appeal. We wanted to do
2018 2019 2020 2021 2022 this at least 80% of the time. We did better than our goals! Our
average time to give permission to appeal was 23.1 days. And
our average time to make a final decision was 93.1 days.
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Appeal Division

(excludes Employment Insurance group appeals)

Appeal Origin

For Income Security appeals, 151 appeals came from claimants, 17 came from the Minister of Employment and
Social Development, and 4 came from Added Parties. For Employment Insurance appeals, 244 appeals came
from claimants, 123 came from the Canada Employment Insurance Commission, and 6 came from Employers.

Income Security
2%

4)
(151) P\

88 10%
(17)
\ \ \
(e} 86 172
Total
volume

Claimants M Minister
M Other

2%
2 12 T e%
(244) (123) 6)
65%
[ [ [ [
0 124 248 373
Total
volume
Claimants B Commission M Other






