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2021 to 2022 Departmental Plan

From the Ministers

We are pleased to present the 2021 to 2022 Departmental Plan for Employment and
Social Development Canada (ESDC). This report outlines the initiatives the Department
plans to undertake this fiscal year to increase Canadians’ economic and social security.

Reaching all Canadians and ensuring they have access to critical supports has always
been our priority. The COVID-19 pandemic has had a significant impact on millions of
Canadians from coast to coast to coast. In April 2020, 5.5 million Canadians either lost
their jobs or had their hours severely reduced. Employment rates went from a record
high to a record low in a matter of weeks. Among those disproportionately affected were
women, young people, Indigenous people, racialized Canadians and persons with
disabilities.

Since the start of the COVID-19 pandemic, the Government of Canada has moved
quickly to support Canadians and the Canadian economy. A keystone piece of that
support was the Canada Emergency Response Benefit. This benefit became a lifeline
for the many who suddenly found themselves out of work. Almost 8.5 million Canadians
received the Canada Emergency Response Benefit, totalling over $74 billion in
payments.

The pandemic has demonstrated that Canada needs a more flexible and accessible
Employment Insurance system. A system that includes the self-employed and others
who lack the security and benefits of full-time employment. Over a short period, the
Government of Canada was able to implement three new recovery benefits—the
Canada Recovery Benefit, the Canada Recovery Sickness Benefit and the Canada
Recovery Caregiving Benefit—and simplify the Employment Insurance program. This
ensured support was available to millions of Canadians during this challenging time.

The Government of Canada also took significant and decisive action to support
Canadians facing hardship because of the pandemic. School closures prevented many
parents from working, and the necessity for remote learning created additional
expenses. The Department reacted quickly and provided one-time payments to over 3.7
million families through existing programs such as the Canada Child Benefit. In order to
provide immediate relief for families with young children, the Government has
committed to introducing temporary additional support totalling up to $1,200 in 2021 for
each child under the age of six for low- and middle-income families who are entitled to
the Canada Child Benefit.

We will continue to do whatever it takes to support Canadian families and rebuild a
stronger workforce. For many Canadians accessible, high-quality, affordable and
inclusive child care is not a luxury, it's a necessity. Not only will it help families
individually, but by increasing women’s participation in the labour force, it will help grow
the economy. Our investments through bilateral agreements on early learning and child
care with provinces and territories created over 40,000 new affordable child care spaces
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across the country. Additional funding announced in the 2020 Fall Economic Statement
will continue this support, as the Department will lay the groundwork for a Canada-wide
early learning and child care system.

We will work with provinces and territories to have in place renewed bilateral
agreements for federal funding for early learning and child care — investments that have
enhanced fee subsidies for families across Canada and created new quality, affordable
spaces. These significant investments will sustain the progress already made so far.
We know that the valuable work of early childhood educators is key to the success of a
high-quality child care system in Canada. This is why, the Government will invest $420
million in new support for the recruitment and retention of early childhood educators and
to engage on future sustained investments in support of an Early Childhood Educator
Workforce Strategy.

This work will be supported through the creation of a federal secretariat on early
learning and child care. The Government of Canada will invest $4.3 million per year to
build capacity within the government and engage stakeholders to provide child care
policy analysis in support of a Canada-wide system. We will also continue to work in
partnership with Indigenous leadership and communities and support building
Indigenous governance capacity and Indigenous early learning and child care
programming.

In order to build back better and create a stronger and more resilient Canada, we must
keep creating jobs, strengthening the middle class, and helping people working hard to
join it. We have an opportunity not just to support Canadians, but also to grow their
potential. The Government will launch a campaign to create over one million jobs—
restoring employment to previous levels—and include measures that promote good, full-
time, middle-class jobs that bring Canadians back into the workforce.

Many young people continue to struggle financially due to a loss of income caused by
the pandemic. To assist them, the Department will help ease financial pressure on
students by eliminating interest on repayment of the federal portion of Canada Student
Loans and Canada Apprentice Loans for 2021 to 2022. We will also create jobs by
significantly scaling up the Youth Employment and Skills Strategy, providing more paid
work experiences for young Canadians.

We will continue work on our Budget 2019 commitment to develop a new
apprenticeship strategy. The new strategy will make sure that existing supports and
programs remove barriers faced by Canadians who want to work in the skilled trades,
and support employers facing challenges in hiring and retaining apprentices. Workforce
development agreements and labour market development agreements with provinces
and territories will provide workers and employers with skills training and employment
supports to prepare for, find, advance in, and keep jobs. This will also ensure Canada
has a skilled workforce that can meet the current and emerging needs of employers.
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This year, the Department will undertake several initiatives to support safe and healthy
workplaces in the federal jurisdiction. We will work to make mental health a specific
element of occupational health and safety through policy measures and sharing best
practices and tools. In addition, we will implement proactive pay equity and pay
transparency regimes, and launch a review of the Employment Equity Act. These
initiatives will help create more equitable, diverse and inclusive workplaces where
workers can make the most of their skills and experience. This is good for workers, their
families and the Canadian economy. Improving service to Canadian workers is at the
heart of the Program’s activities and, among other new initiatives, the Labour Program’s
innovation unit will be piloting a program to provide machine readable code of the hours
of work regulations to improve efficiency for time management in the trucking industry.

All Canadians should have the care they need, when they need it. The pandemic made
it difficult for Canadians belonging to marginalized groups to access support from
community organizations when they needed it the most. We will continue to support
communities and not-for-profit organizations through programs such as the Social
Development Partnerships Program.

COVID-19 exposed inequalities and discrimination across Canadian society. As we
rebuild the economy, we must guarantee all Canadians have the same opportunities to
succeed in life. We want to ensure the economy that emerges from this pandemic is
more inclusive and brings a better future for all Canadians. To do this, the Department
will develop the new Disability Inclusion Action Plan to improve financial security,
develop better processes to determine eligibility for Government programs and benefits,
and create a robust employment strategy for persons with disabilities. The Government
will also boost funding for programs such as the Indigenous Skills and Employment
Training Program, the Foreign Credential Recognition Program and the Opportunities
Fund for Persons with Disabilities.

The pandemic has been especially tough on seniors and persons with disabilities,
highlighting the critical need for additional workers in long-term care facilities, home
care and assisted living services. Through a new accelerated online training and work
placement project, up to 4,000 new personal support worker interns will be

recruited. These new interns will provide much-needed support to long-term care staff
while receiving on-the-job training.

Initiatives like the New Horizons for Seniors Program allow the Department to provide
funding to community-based organizations that help improve seniors’ quality of life and
reduce isolation. The government remains committed to increasing Old Age Security for
seniors aged age 75 and up to help strengthen their financial security.

Since the beginning of the COVID-19 pandemic, over $400 million in additional funding
was announced to the homeless-serving sector through Reaching Home: Canada’s
Homelessness Strategy to support those experiencing or at risk of homelessness. One
Canadian experiencing homelessness is one too many. In November 2020, the Fall
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Economic Statement announced an additional $299.4 million for Reaching Home for
2021-22. These additional investments give communities flexibility in order to maintain
services to prevent and reduce homelessness. As stated in the 2020 Speech from the
Throne, the Department will focus efforts on eliminating chronic homelessness in
Canada. This will build on our goal to ensure every Canadian has a safe and affordable
place to call home by: helping those in immediate need; advancing the ongoing
implementation of Opportunity for All — Canada’s First Poverty Reduction Strategy; and
helping to achieve the United Nations Sustainable Development Goal to end poverty by
2030.

Our dedicated public servants continue to show their commitment to helping Canadians
any time, anywhere. When the pandemic forced Service Canada Centres to close, we
increased the number of call centre agents, simplified applications for certain benefits
and increased security to safeguard private information. We also made it easier for
Canadians to access services online. As the Department continues to improve
accessibility standards and client experience, both online and in-person, and to
modernize the way it delivers benefits, our focus will remain on supporting all
Canadians, making sure no one is left behind.

Minister of Employment, Workforce Development and Disability Inclusion, Carla
Qualtrough

Minister of Families, Children and Social Development, Ahmed Hussen

Minister of Labour, Filomena Tassi

Minister of Seniors, Deb Schulte
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Plans at a glance

Employment and Social Development Canada (ESDC) will help build a stronger and more
inclusive Canada. We will continue to focus on programs and planned activities that work to
improve the standard of living and the quality of life for all Canadians. This includes working to
increase accessibility and to remove and prevent barriers faced by persons with disabilities. It
also includes promoting a labour force that is highly skilled.

The department will continue to support Canadians as they experience the impacts of the
COVID-19 pandemic. This will include helping to protect Canadians’ well-being and providing
them with access to important services during the pandemic. The department will continue to
deliver major income support to Canadians who are out of work, or unable to work. Some of
these programs include the Canada Recovery Benefit, the Canada Recovery Sickness Benefit and
the Canada Recovery Caregiving Benefit.

The department will deliver programs and services that support Canadians in various stages of
life in fiscal year 2021 to 2022. ESDC’s planned initiatives will include more help to prevent and
reduce homelessness, greater investment in early learning and childcare, income security for
seniors, and support for community development and social and economic inclusion of
marginalized populations.

In addition, the department will continue to support Canadians during times of unemployment. It
will also help students finance their post-secondary education.

The Labour Program will help foster safe, healthy, fair and inclusive workplaces through
legislative and regulatory reforms that protect employees and support employers.

Service Canada will focus on ensuring that Canadians have a reliable, single point of access to
some of the government’s most important programs and services. These include Employment
Insurance, the Social Insurance Number, Passports, Old Age Security, and the Canada Pension
Plan.

The department will continue to experiment with innovative ways to address policy, program,
and service delivery challenges. The ESDC Innovation Lab will support all areas of the
department to pilot and test new ways of delivering services and benefits to Canadians.

Operating context

Economic and social impacts from the COVID-19 pandemic will continue to shape the
department’s operations and its strategies. The pandemic has had a large impact on Canada and
the world since March 2020. This is expected to continue into fiscal year 2021 to 2022. Impacts
on the economy could increase if Canadians’ activities are limited because of more infections
and the need for restrictive public health measures. Canadians will need continued support if
they lose their jobs or have reduced work hours due to the pandemic.

Employment and Social Development Canada
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Canada’s real Gross Domestic Product, which had been growing in the years before the
pandemic, declined at a yearly rate of almost 40% in the second quarter of 2020. Unemployment
rose from 5.6% in February 2020 to a high of 13.7% in May 2020 before it began to decline.
Unemployment is expected to remain high, and hours worked low, until at least the end of the
pandemic. Economic activity may not return to its pre-pandemic level until well into 2021 or
possibly beyond.

Economic impacts have been unevenly distributed. Those most affected have tended to be
members of specific groups that have long experienced poorer than average employment
outcomes. This included:

youth

women

Indigenous peoples

persons with disabilities

persons with low educational attainment
visible minority groups and recent immigrants

The department’s programs will support these groups and help them improve their labour market
outcomes.

As devastating as the short-and medium-term impacts of the pandemic have been, its longer-term
impacts on the labour market are unclear. Before the pandemic, labour markets were tight,
meaning that some employers had a hard time finding workers to fill certain jobs. The pandemic
has changed the way many Canadians perform their jobs. For example, some businesses catered
specifically to office workers and business travellers. Demand for these services may never
return if telework and teleconferencing remain widespread and permanent. These jobs, and likely
others, may be replaced by new ones. The new jobs may be at different locations or require
higher skills levels. This makes labour market adjustment more difficult and increases the need
for retraining and upskilling.

Acknowledging that the pandemic touches all aspects of our mandate, the department will need
to develop policy options based on strong data. The department will ensure that the right
processes are in place to support the research and analysis needed to respond to social and labour
market needs. This will let us make sure our policies respond to the needs of Canadians

In 2021 to 2022, the department will continue to support Canada’s implementation of the United
Nation’s 2030 Agenda for Sustainable Development. It will work in close collaboration with all
other departments. The 2030 Agenda will guide the department’s targeted efforts to help the
most vulnerable and marginalized groups in Canada.

Canadians expect reliable, high-quality, easy-to-access, simple, and secure services when

accessing Government programs and supports. The department played a critical role in
providing services to Canadians during the pandemic. It will continue to do so in 2021 to 2022.
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The department’s service and benefit delivery model uses a variety of ways to serve Canadians.
This includes digital services, the web, call centres, and in-person services to ensure the
reliability and reach of its network. The department will continue to invest in service delivery.
This will ensure that Canadians, including the most vulnerable, are aware of and have access to
the benefits to which they are entitled. Trust is a key component of this. Safeguarding
Canadians’ personal information and ensuring the integrity of our programs will remain a top
priority.

Response to COVID-19

In March 2020, the department began to put in place measures to support Canada’s whole-of-
government response to the COVID-19 pandemic. The pandemic will continue to impact the
department’s plans and operations in 2021 to 2022. The department expects that it may need to
adjust its planned activities and spending throughout 2021 to 2022, as the public health situation
evolves, to ensure that Canadians continue to receive the supports, benefits and services they
need to get through the pandemic.

Below is an overview of how the department will continue to support the government response
to the pandemic in fiscal year 2021 to 2022.

Adjustments to existing programing

The department is working hard to adjust its programming to meet the needs of Canadians as the
impacts of the pandemic evolve. It is taking measures to enhance supports to Canadians, and to
deliver services as quickly as possible.

For example, funding provided through Reaching Home: Canada’s Homelessness Strategy,
will better meet community needs so Canadians continue to receive essential services.
Communities will have flexibility in how they use funding. In fiscal year 2021 to 2022,
communities can use funding to respond to the COVID-19 pandemic as required including to:

e maintain and expand the emergency response of communities;

e provide the flexibility to deliver permanent housing solutions for those experiencing

homelessness; and,
e prevent further inflows into homelessness.

A new assessment process for the Enabling Accessibility Fund gets funding to organizations
faster to make Canadian communities more accessible for persons with disabilities.

The department will issue its third batch of one-time, tax-free and non-reportable payments of
up to $600, to support Canadians with disabilities in recognition of extraordinary expenses
incurred during the pandemic.

In addition, changes to the public pension programs are making it easier for pension beneficiaries

to access their benefits. They are also reducing barriers to access caused by the pandemic. The
department will ensure that interim process improvements that provided continued payments to
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millions of Canada Pension Plan (CPP) and Old Age Security (OAS) recipients continue. For
example, the department is exploring which measures, such as eliminating the need for a wet
signature and waiving the need for some documents, can be adopted on a permanent basis as part
of its continued efforts to modernize program delivery.

To better connect Canadians with job opportunities during the pandemic, the Job Bank’s
national COVID-19 resource page will remain up-to-date. It will provide information about
current labour market changes, labour shortages, and government services and initiatives.

Finally, the department will work with federally regulated employers and workers to deliver
essential services to Canadians safely and efficiently. The department will hire, train and deploy
additional staff to support federally-regulated employers. This will ensure employers are
provided with the guidance and support needed to re-open safely.

Adjustments to Service Delivery

The department will make continuous adjustments to its service delivery to ensure that
Canadians receive the support they need throughout the pandemic and into recovery.

In fiscal year 2020 to 2021, Employment Insurance (El) Call Centres increased call handling
capacity from 1,100 to 3,000 agents. This was done to better serve Canadians by answering more
calls and reducing wait times. This increased capacity will be maintained to ensure that
Canadians continue to receive timely access to knowledgeable EI call centre staff.

The department will also explore adding new features to enhance the client experience. This will
include extended hours of operation, new call and screen recordings, and better sorting and
directing of calls.

In addition, the department will improve the client experience by ensuring that call agents have
the skills they need. All agents will receive crisis intervention training, to better support
Canadians going through a tough time.

Canadians will also be able to continue using the new eServiceCanada service delivery tool.
This tool allows clients to request assistance online, and then be contacted by a Citizen Service
Officer within two business days. This will help improve their access to government services.
The department will also continue to work with community partners to identify individuals
unable to access eServiceCanada. This will ensure alternate mechanisms are in place to provide
them with assistance.

The department will continue to provide an online tool to enable Health Canada to obtain
feedback from the public to enhance the COVID-19 website in line with clients’ needs. It will
also maintain the online tool to provide COVID-19 counts of cases and deaths by province.
Content will be updated in real time on Canada.ca. Information on exposure during travel by
airplane, cruise ship or train will also be provided.

Updating and maintaining information resources for Canadians about all things related to
COVID-19 will continue in 2021 to 2022. This includes:

Employment and Social Development Canada




2021 to 2022 Departmental Plan

The Canada.ca/coronavirus website

The Government of Canada’s coronavirus information line

The Canada Emergency Response Benefit website with CRA

Social media presence to increase awareness

e A virtual assistance tool on federal and provincial websites to help Canadians find
COVID-19 information fast. This includes the COVID Finder pilot that asks users to
complete a short questionnaire and then guides them to programs that meet their needs.

The department will continue to work with the Canada Revenue Agency to deliver temporary
recovery benefits to Canadians who are affected by the pandemic. These benefits include:

e the Canada Recovery Benefit;

o the Canada Recovery Caregiving Benefit; and

e the Canada Recovery Sickness Benefit.

The new online application for the Social Insurance Number will continue. Clients will have
their choice of how they apply for or make changes to their Social Insurance Number record,
online, by mail or in person at a Service Centre.

Finally, the department’s Innovation Lab will explore how the department can continue to
respond effectively to the challenges of the pandemic.

The long-term economic and socio-economic impacts of COVID-19 in Canada remain to be
seen. As the pandemic evolves, the department will continue to focus on supporting Canadians
and ensuring access to accurate government information and services that meet their needs.

Service Excellence Highlights

The department will continue to advance its ambitious service agenda and remains committed to
improving services to Canadians. In doing so, it will continue to ensure that Canadians receive
high quality, timely and accessible services. The department’s planned efforts can be grouped
into the following three main areas:

1. Technology and systems modernization

Canadians expect government services to be reliable, accurate, secure, and increasingly offered
online. In addition, services must be flexible enough to quickly adapt to changes when necessary.
The COVID-19 crisis demonstrated the importance of modern technology and the flexibility it
offers. It has also highlighted the need for continued transformation and investments in service
infrastructure.

In 2021 to 2022, the department will make a number of advancements to achieve concrete results
including:

Employment and Social Development Canada
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e Continued transformation of the Information Technology (IT) systems that deliver the
department’s core statutory programs. This will be done through the Benefits Delivery
Modernization Programme. The department will begin to implement the first set of projects.
It will lay the foundation for core technology replacement and introduce a new identity
management solution.

e Migrating the OAS platform to a more modern platform which will undergo readiness testing
to make sure that it works before it is used to deliver benefits.

e As stated in the 2020 Speech from the Throne, the Government will make generational
investments in updating IT systems to modernize the way that Government serves Canadians,
from the elderly to the young, from people looking for work to those living with a disability.

¢ Continuing to expand Digital Identity Projects. These projects will provide citizens with
immediate and secure access to online services and programs. The department will also work
with other parts of the federal government to promote consistent, secure digital identity
services for citizens.

e Increasing the number of grants and contributions programs that include the option to submit
funding applications online. The department will also simplify the steps that applicants need
to take when applying online. This will make the process easier for them.

e Continuing to modernize Call Centres. More services will be integrated to the Hosted
Contact Centre Solution— a new, more flexible approach to managing call centres. This
includes the Social Insurance Number Call Centre, the Registration and Authentication Call
Centre and the Regional Enquiries Units call centres. In addition, the department will
undertake the following to modernize services provided by the El, CPP and OAS, and
Employer Contact Centre call centres:

o review its services for the deaf and hard of hearing. This will inform
improvements in the technology and processes for these clients; and

o explore new functionalities, such as speech analytics, to optimize the client
experience.

e Exploring ways to replace the Social Insurance Register to effectively meet service
demands associated with Social Insurance Numbers.

2. Improving the client service experience and outcomes

As a citizen-centred organization, the department plans to achieve tangible improvements to the
quality of services provided to Canadians. Some examples include:

e Continuing to strengthen partnerships with federal institutions, provinces, territories,

municipalities and specified Indigenous organizations. This will help to better integrate
and improve services to Canadians.
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Taking actions to increase clarity of information and the ability of applicants to grant and
contribution programs to plan ahead. This includes:
o Implementing a new service standard to inform clients of how long it takes to
receive a funding decision.
o Reducing the time to deliver funding decisions for some programs.
o Publishing an annual calendar for program intakes on the department’s website.
o Developing and implementing an online service where Canadians can subscribe to
information emails on upcoming funding intakes.

Administrating a client satisfaction survey to collect information on applicants’
experiences with grants and contributions programs. The results of the survey will inform
future improvements to tools, products, and services.

Continuing to work with key stakeholders to improve service and advance the
implementation of the Social Security Tribunal reforms. These reforms will make the
recourse processes for El, the CPP, CPP-Disability, and OAS quicker and easier for
Canadians to navigate.

Modernizing CPP service delivery through the CPP Service Improvement Strategy. The
department will continue to make improvements to provide high quality, easy-to-access,
simple and secure electronic services that respond to the needs and expectations of
clients.

. Ensuring no one is left behind

The department recognizes that government services must be available to everyone, especially to
vulnerable Canadians. The department will undertake several measures and initiatives to
strengthen accessibility of its services to vulnerable populations. This includes:

Increasing the availability of sign language interpretation through videoconferencing.
This will improve service delivery to the deaf community.

Continuing to develop and implement a multi-year plan to increase the accessibility of
web pages, tools, and guidance documents for grants and contributions programs. This
aligns with the requirements of the Accessible Canada Act.

Renewing efforts to ensure that service delivery reaches all Canadians and to increase
the take up of benefits, particularly among those in need.

Fall Economic Statement 2020

Proposed investments from the Fall Economic Statement, released in November 2020, also
support Service Excellence:

Proposed funding for Employment and Social Development Canada to support
frontline service delivery, including through the safe reopeni