38 THE HiLL TIMES, MONDAY, NOVEMBER 23, 2009

CiviL CIRCLES

Passport Canada’s
turnaround impresses
AG and Deloitte

Passport listened to the AG’s report, turned things around,
doubled its employees and ramped up its passport output.

Photographs by Jake Wright, The Hill Times

Making the grade: Passport Canada falls under Foreign Affairs Minister Lawrence Cannon’s purview.
AG Sheila Fraser said she was impressed at how Passport Canada improved its systems and work.
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By CYNTHIA MUNSTER

Four years after a scathing report was
released by the Auditor General’s Office,
Passport Canada has turned things around,
has doubled its employees and ramped up
its passport output to 4.9 million annually.
Two weeks ago, Deloitte took note and
awarded the agency the top recognition in
its “Public Sector Leadership Awards”for
the changes the agency has made since
documentation requirements also changed
for travel to the U.S. which created a surge
in passport demands in 2007 to 2008.
Deloitte’s national public sector industry
leader Paul Macmillan told The Hill Times
that it’s very unusual to see that kind of turn-
around in the public sector and his organiza-
tion chose to highlight it because he said they
believe it’s applicable to other agencies and
departments facing process bottlenecks.
“They were able to roll up their sleeves
and get the organization involved from
top to bottom in figuring out what was the
problem and how to go about fixing it and
it wasn’t simply a case of throwing money
at a problem, but rather looking hard at the
way that they had historically been pro-
cessing applications,”said Mr. Macmillan.
Passport Canada was “overwhelmed”
by the numbers of passport applications
that year, which “skyrocketed, almost over-
night”to 3.6 million, from 2.5 million, Pass-
port Canada Chief Operating Officer Jody
Thomas said to Deloitte in a presentation.
“Lineups snaked around the block and
headlines blared as the agency found itself
unable to keep up with new applications.To
meet this elevated need, the agency reinvented
itself by introducing a new, more flexible and
accelerated customer service model, simplify-
ing back-end processing, reducing turnaround
times and refining forecasting to improve its
ability to allocate resources ahead of demand,”
said Ms.Thomas, who was unavailable for an
interview last week. She described the end
results—4.8 million passports in 2007-2008

and on track to five million“with no lineups”—
as“nothing short of revolutionary.”

Declared Ms. Thomas: “We realized
that none of us would succeed unless we
all did. For Passport Canada, that repre-
sented an important culture change. We
got rid of the silos, we stopped dissecting
issues. We worked as one, we got it done.”

Auditor General Sheila Fraser said
“they made a lot of progress.”

Jean-Sébatien Roy, Passport Canada
spokesperson, said over the past few years
Passport Canada has introduced new poli-
cies to simplify passport renewal, streamlin-
ing the process so that those renewing their
passports don’t have to start all over again
but rather submit the relevant, new informa-
tion and photo. Streamlining means divid-
ing up the tasks, which frees up local agents
to take in new applications during busy
periods and processing when it’s less busy.
The agency has expanded its accessibility
by working with Canada Post and Service
Canada to have more “service points”where
people can submit their passport applica-
tions. It currently has 230 points of service,
33 of which are Passport Canada offices,
up from 30 in 2003. In her spring report this
year, the Auditor General looked again at
the agency and found that the increased ser-
vice points help and internal reporting and
tracking have improved in the agency.

Passport Canada’s regular operations
are self-funded though passport sales, but
it does get occasional government fund-
ing, such as in 2007-2008, when the agency
received $55-million from Treasury Board
to address the anticipated surge in appli-
cations, that year alone the agency added
more than 700 employees to its workforce.

Passport Canada falls under the
Department of Foreign Affairs. It can cur-
rently issue up to 4.9 million passports
annually. In the event of a very large
increase in passport demand, a contingen-
cy plan has been developed and passport
Canada would be able to increase its pro-
duction significantly, said Mr. Roy.

The agency employs almost 3,000 pub-
lic servants and in 2008-2009 the agency
spent $44.8-million on its operations.
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COSMETIC DENTISTRY
* Resin bonding
+ CEREC crowns, veneers (single visit)
+ Implant prosthetic

LASER DENTISTRY
* Decay removal
* Treatment of sensitive teeth
» Treatment of cold sores and canker sores

LASER GUM TREATMENT

INVISALIGN - invisible adult orthodontics

New patients welcome
Sit back, relax-with our large selection
of DVDs, CDs on office entertainment system

LASER TEETH WHITENING (one hour in office appointment)

GENERAL AND EMERGENCY DENTISTRY
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union

Allow us to pamper you at our ‘dental spa’- Dr.Tanya Bracanovich & Associates
240 Sparks Street, Level A ¢ (613) 232-1411 ¢ info@sparksdental.com ¢ Reserved Validated Parking
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