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2010-2011 Report on Plans and Priorities

Message from the Chief Commissioner

In June 2011, the repeal of section 67 of the Canadian Human Rights Act will be fully
implemented and First Nations peoples living under the Indian Act will have full access
to human rights protection for the first time in Canadian history.

This exciting and historic change exemplifies the evolutionary nature of human rights in
Canada—as our society evolves, new challenges emerge. Adapting and responding to those
new challenges requires commitment from employers, service providers, non-governmental
organizations, and communities. Everyone has a role in creating and nurturing a human rights
culture within Canada.

In the coming year, the Canadian Human Rights Commission’s activities will be guided by
two priorities that strive to influence positive and lasting change.

Our first priority is to work with First Nations to develop and increase their capacity to address
human rights issues within their own communities. Working closely with First Nations groups,
we will raise awareness of the Employment Equity Act and the Canadian Human Rights Act;
enhance understanding of collective rights in the application of the latter; invest in learning
programs and events to help First Nations and other Aboriginal organizations prevent discrimination;
and provide support to First Nations communities wishing to create or adapt internal redress
processes.

Our second priority is to provide federally regulated organizations with the tools and information
necessary to create a self-sustaining human rights culture—an environment where human
rights are integrated into daily practice, where every individual feels respected and equal; and
where all can make for themselves the careers that they are able and wish to have, free from
discrimination. As well, the investment made in preventing discrimination is a prudent business
practice.

To assist organizations moving toward a self-sustaining human rights culture, the Commission
will develop more model policies on key human rights issues; create a framework for identifying
and addressing systemic issues; document alternative dispute resolution processes used by
employers and service providers; and pilot the Integrated Human Rights Maturity Model, which
is a roadmap for implementing workforce practices that continuously improve the organization’s
human rights capacity.
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The Commission’s accomplishments are possible because our workforce has the ability to
collaborate, innovate, and draw from a deep pool of diverse skills and expertise. It is a privilege
to lead people dedicated to promoting and protecting equality rights. I am proud of the work
that they do. Their commitment to excellence, rooted firmly in our statute’s purpose, that “all
individuals should have an opportunity equal with other individuals to make for themselves the
lives that they are able and wish to have,” free from discrimination, is an inspiration.

Jennifer Lynch, Q.C.
Chief Commissioner
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SECTION I

OVERVIEW

1.1 Summary Information

Raison d'étre

The Canadian Human Rights Commission’s founding legislation inspires a vision for Canada
in which “all individuals should have an opportunity equal with other individuals to make for
themselves the lives that they are able and wish to have,” free from discrimination.

The Commission is responsible for the administration of the Canadian Human Rights Act (CHRA)
and ensures compliance with the Employment Equity Act (EEA). The CHRA prohibits
discrimination on the grounds of race, national or ethnic origin, colour, religion, age, sex, sexual
orientation, marital status, family status, disability and conviction for which a pardon has
been granted. The EEA promotes equality in the workplace of four designated groups: women,
Aboriginal people, persons with disabilities, and members of visible minorities.

Both laws apply the principles of equal opportunity and non-discrimination to federal government
departments and agencies, Crown corporations and federally regulated private sector organizations.
The provinces and territories have laws similar to the CHRA that address discrimination.

Responsibilities

The Commission works within a service delivery model that provides discrimination prevention
initiatives; modern dispute resolution approaches for addressing inquiries and complaints; as
well as regulatory, policy, and knowledge development. It works with employers, service providers,
individuals, unions, governmental and non-governmental organizations, and provincial and
territorial human rights bodies to foster understanding and commitment to achieving a society
where human rights are respected in everyday practices.

The Commission is responsible for developing and conducting information programs to foster
public understanding of the CHRA and of the role and activities of the Commission; and
undertakes or sponsors research programs relating to its duties and functions under the CHRA.

The Commission’s mandate includes receiving and processing complaints. Throughout this process,
the Commission encourages settlements by providing opportunities for dialogue and mediation.
Under the EEA, the Commission audits federally regulated employers to ensure that they are
providing equal opportunities for employment.
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Strategic Outcome and Program Activity Architecture

In order to effectively pursue its mandate, the Commission aims to achieve a single strategic
outcome supported by its Program Activity Architecture (PAA) depicted in the following figure.

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with,
the Canadian Human Rights Act and the Employment Equity Act
by federally regulated employers and service providers,
as well as the public whom they serve.

Internal
Services

Human Rights
Dispute
Resolution

Discrimination
Prevention

Human Rights
Knowledge
Development and
Dissemination

1.2 Planning Summary

Financial Resources

The financial resources table below provides a summary of the total planned spending for the
Canadian Human Rights Commission for the next three fiscal years.

Financial Resources (s thousands)

2010-11 2011-12 2012-13
22,475 22,958 22,939

Human Resources

The human resources table below provides a summary of the total planned human resources
expected to be available to the Canadian Human Rights Commission for the next three fiscal years.

Human Resources (Full-Time Equivalents—FTEs)

2010-11 2011-12 2012-13
197 202 203

Canadian Human Rights Commission
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Total Planned Spending

Strategic Outcome: Equality, respect for human rights and protection from discrimination by fostering understanding
of, and compliance with, the Canadian Human Rights Act and the Employment Equity Act by federally regulated
employers and service providers, as well as the public whom they serve.

Performance Indicator Target
Percentage of public service employees who indicated they 84% by 2011 (1% higher than in 2002 and 2005
were not a victim of discrimination on the job. Public Service Employee surveys).
Program Activity Forecast Planned Spending Alighment to
Spending ($ thousands) Government
($ thousands) of Canada
Outcomes
2009-10 2010-11 | 2011-12 | 2012-13
Human Rights Knowledge 3,367 3,789 3,708 3,624 | A diverse society that promotes linguistic
Development and duality and social inclusion.
Dissemination Program
Discrimination Prevention 4,163 4,515 4,739 4,679 | A diverse society that promotes linguistic
Program duality and social inclusion.
Human Rights Dispute 8,186 8,109 8,369 8,494 | A diverse society that promotes linguistic
Resolution Program duality and social inclusion.
Internal Services 5,846 6,062 6,142 6,142 | A diverse society that promotes linguistic
duality and social inclusion.
Total Planned Spending 22,475 22,958 22,939

Contribution of Priorities to the Strategic Outcome

Operational Type | Link to Description
Priorities the SO

Increased capacity | New SO 1 Since 1977, when the CHRA was passed, First Nations and their members

of First Nations to had been prohibited from filing complaints on matters covered by the Indian
address human rights Act. This barrier was removed with the repeal of section 67 of the CHRA in
issues within their 2008. As a result, the Commission is already accepting complaints against
own communities the federal government on matters related to the Indian Act.

The repeal established a three-year transition period before complaints
can be received against First Nations governing authorities on matters
related to the Indian Act. The Commission has been working with key
national Aboriginal organizations on a plan for the full implementation of
the repeal.

To increase the capacity of First Nations in addressing human rights
issues within their own communities, the Commission plans to:

¢ Enhance understanding of collective rights in the application of the CHRA;

¢ Invest in learning programs and events to help First Nations and other
Aboriginal organizations prevent discrimination; and

¢ Facilitate the development of internal redress processes in First Nations
communities.

(continued on page 6)
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Contribution of Priorities to the Strategic Outcome (rrom page 5

Operational Type | Link to Description
Priorities the SO

Federally regulated | New SO 1 Everyone has a role in respecting and promoting human rights. Employers,
organizations non-governmental organizations and communities are crucial actors in
demonstrate supporting the development of a human rights culture within Canada. The
progress toward Commission and its partners throughout the country work collectively
developing a towards fostering understanding and commitment to achieving a society
self-sustaining where human rights are respected in everyday practice.
human rights

To assist organizations moving toward a self-sustaining human rights

culture culture, the Commission plans to:
¢ Pilot the Integrated Human Rights Maturity Model;

* Develop more model policies on key human rights issues for use
by federally regulated organizations; and

¢ Define the characteristics of effective internal redress processes
and facilitate implementation.

1.3 Risk Analysis

The Commission operates within a statutory mandate. Parliament has entrusted the Commission
with implementing the CHRA and ensuring compliance with the EEA. A number of factors may
influence the Commission’s plans and priorities and may have implications on its ability to
achieve expected results. The Commission identified these risks in its Corporate Risk Profile
for 2010—-11. The highest risks relate to:

* The risk that the Commission’s reputation may be damaged by misinformation and
misperceptions about its role and mandate, resulting in reduced public confidence. For example,
over the course of discussion about the repeal of section 67 of the CHRA and the debate on
section 13 (the section of the CHRA prohibiting hate messages on the Internet), it became
clear to the Commission that many people do not clearly understand the way human
rights redress processes work and the potential impact on communities and individuals. The
Commission mitigates this risk through raising awareness and understanding of the Acts
and the role of the Commission, through consultations with stakeholders, collaborative
events and outreach activities; developing or identifying tools and best practices for
promoting equal opportunity; and sharing information and tools systematically with federally
regulated organizations.

Canadian Human Rights Commission
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* The risk that existing capacity and resource levels may not be sufficient for appropriately
meeting service demands, resulting in program delivery shortfalls and perceived performance
issues. Several demands on the Commission’s resources have emerged concurrently. The
main factor influencing this risk are legislative changes to the CHRA that have broadened
the Commission’s mandate, allowing First Nations and their members to file complaints on
matters covered by the Indian Act. Although some initial funding was received for the repeal
of section 67, it is not certain that these resources will be sufficient to meet the additional
demand. At the same time, increasing resource pressures for other aspects of Commission
activities remain. The Commission is required to monitor a larger client base, as the number
of federally regulated organizations continues to grow. To mitigate this risk, the Commission
will work collaboratively and leverage synergies with relevant stakeholders.

» The risk that the scope of its program activities will limit the potential reach and impact of
the Commission. A progressively more diverse Canadian society (e.g., growing racial and
religious diversity, an aging population, changing family structures) contributes to increasingly
complex human rights issues. In the past, the Commission met its obligations by responding
to caseloads and reacting to events. To enhance its reach and impact, the Commission will place
more emphasis on systemic discrimination issues and initiatives to develop and maintain
human rights cultures in employer workplaces.

* The risk that too many staff positions remain vacant for prolonged periods of time, resulting
in excessive workload and significant program delivery challenges and the risk that succession
plans may not ensure continuity of leadership, resulting in corporate memory loss and potential
changes in direction. Key among the mitigation strategies is the Integrated Business Planning
Process to determine the short-, medium- and long-term skill sets required to deliver on the
Commission’s priorities, and monitor and assess its succession plan.
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1.4 Expenditure Profile

The figure below illustrates the Commission’s spending trend from 2006-07 to 2012-13.
During the past three years, actual spending has increased primarily due to:

* funding received for the development of a new Complaints Management System and
Employment Equity Audit Tracking System, which ended in March 2008; and
* increased spending as a result of collective bargaining agreements and executive salary

increases.

Starting 2009-10, funding for the repeal of the section 67 contributed to the increase in the
Commission’s spending.

Spending Trend
Actual Forecast Planned
Spending Spending Spending
23,500 ; ;
23,000 ] ] /‘.
o 22500 : :
e} ! 1
G /\1 /
@ 22,000 / \/
O I I
= | |
» 21,500 / : :
21,000 : :
20,500 : : : : . .
2006-07 2007-08 2008-09 2009-10 2010-11 2011-12 201213
Fiscal Year
Voted and Statutory ltems
($ thousands)
Vote # or Truncated Vote 2009-10 201011
Statutory Item (S) or Statutory Wording Main Estimates Main Estimates
10 Program expenditures 18,478 20,110
(S) Contributions to employee benefit plans 2,173 2,365
TOTAL 20,651 22,475
8
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SECTION II

ANALYSIS OF PROGRAM ACTIVITIES

2.1 Strategic Outcome

The Commission works toward equality, respect for human rights and protection from
discrimination by fostering understanding of, and compliance with, the CHRA and the EEA
by federally regulated employers and service providers, as well as the public whom they
serve. All Canadians benefit when organizations are sensitive to human rights, consider differing
needs, and respond to misunderstandings before they develop into discrimination complaints.

This section outlines the expected results of the program activities that contribute to the realization
of the strategic outcome.

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with,
the Canadian Human Rights Act and the Employment Equity Act
by federally regulated employers and service providers,
as well as the public whom they serve.

Internal
Services

Discrimination
Prevention

Human Rights
Knowledge
Development and
Dissemination

Human Rights
Dispute
Resolution
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Program Activity — Human Rights Knowledge Development and

Dissemination Program

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with,
the Canadian Human Rights Act and the Employment Equity Act
by federally regulated employers and service providers,
as well as the public whom they serve.

Human Rights
Knowledge
Development and
Dissemination

To help foster understanding of, and compliance with, the CHRA and the EEA, this program
focuses on the development and dissemination of research, policies, and regulatory instruments.
This information is used to advise and support the Commission, federal departments and agencies,
Crown corporations and federally regulated private sector organizations, provincial and territorial
government bodies, international agencies, non-governmental organizations and the public. The
Commission’s international involvement is primarily under the auspices of the United Nations.

Program Activity — Human Rights Knowledge Development and Dissemination Program

Human Resources (FTEs) and Planned Spending ($ thousands)

201011 201112 2012-13
FTEs Planned Spending FTEs Planned Spending FTEs Planned Spending
25 3,789 26 3,708 26 3,624
Expected Results Performance Indicators Targets

Awareness and understanding
of the Acts are increased among
federally regulated employers
and service providers, as well as
the public whom they serve.

* Number of new knowledge
products and activities.

e Percentage change in the
number of visits to the website
and subscribers for information

updates.

* Percentage of human resource
managers in federal government
departments who are aware
of the employer requirements
under the Acts.

* Eight (8) per year

* 5% increase by March 2011

* Baseline established by March 2010

http://www.chrc-ccdp.ca/knowledge_connaissances/default-en.asp

10

Canadian Human Rights Commission



2010-2011 Report on Plans and Priorities

Planning Highlights

The Human Rights Knowledge Development and Dissemination Program will contribute to
the 2010-11 priority of increased capacity of First Nations to address human rights issues
within their own communities by enhancing understanding of balancing collective and individual
rights in the application of the CHRA. Through participant engagement in events, the
Commission will seek to generate a discussion on collective rights and the interpretative clause.
Diversity of views is seen by the Commission as an opportunity to add richness to the
understanding of collective rights. The Commission will measure its success by the number
of participants and the participants’ evaluation of the events.

The Program will also contribute to increasing the capacity of First Nations to address human
rights issues within their own communities by facilitating the development of internal redress
processes. The Commission will initiate an action research project with an interested First Nations
community (or group of communities) to pilot an internal alternative redress process to
prevent, manage and resolve human rights disputes. The Commission will have met its plan
if, by December 2011, the pilot results in the development of a Learning Guide for broader
application by other First Nations organizations.

The Program will support the 2010—11 priority of federally regulated organizations demonstrating
progress toward a self-sustaining human rights culture by developing model policies on key
human rights issues for use by these organizations. There is a risk that the model policies will
not be accessed—and/or used—by federally regulated organizations. The Commission will
mitigate the risk by involving stakeholders (i.e., non-governmental organizations, unions, industry
associations) early in the process, and developing a communication strategy to reach out to the
intended audiences after the release of products. The Commission will have met its plan if the
model policies are accessed and organizations find them useful.

Benefits for Canadians

The Commission creates knowledge and undertakes activities or initiatives with the intention of
raising awareness of the Acts and of the principles of human rights. Insofar as key stakeholders
are involved in developing these products, and so long as there is easy access to them online,
Canadians will benefit from the sharing of high-quality and easily accessible knowledge.

Once Commission products or activities have been shared, the expectation is that the recipients
will understand the main messages and will be motivated to apply the knowledge. As a result,
federally regulated organizations and the public they serve will have a better understanding
of the rights and responsibilities outlined in the CHRA and the EEA. A shared understanding of
the Acts is a strong basis for building equality and respect for human rights.

1
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Program Activity — Discrimination Prevention Program

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with,
the Canadian Human Rights Act and the Employment Equity Act
by federally regulated employers and service providers,
as well as the public whom they serve.

Discrimination
Prevention

This program supports increased equality of opportunity without discrimination on prohibited
grounds, in federally regulated workplaces and service centers, through the implementation of
the employment equity audits and employer liaison activities. Stakeholder engagement may
involve federal departments and agencies, Crown corporations and federally regulated workplaces,
private sector organizations, provincial and territorial government bodies, international agencies,
and non-governmental organizations.

Program Activity — Discrimination Prevention Program

Human Resources (FTEs) and Planned Spending ($ thousands)

2010-11 201112 201213
FTEs Planned Spending FTEs Planned Spending FTEs Planned Spending
42 4,515 43 4,739 44 4,679
Expected Results Performance Indicators Targets
Federally regulated employers and * Number of prevention initiatives * 50 a year
service providers are committed completed.
to preventing discrimination and to « Percentage of MOU signatories e 60%
resolving disputes internally. surveyed bi-annually who
demonstrate commitment.
¢ Federally regulated organizations e 5

The employment equity audit
model is contributing to audited
organizations’ meeting their
employment equity plan goals.

willing to pilot test the
CHRC Integrated Human
Rights Maturity Model.”

¢ Progress made by federally
regulated organizations on the
maturity model continuum.*

e Number of audits completed.

* Percentage of audited
organizations that will have met
their employment equity plan
goals within six (6) years of the
first employment equity audit.

* Decrease in total representation
gap in designated employment
equity groups.*

¢ Increase of one level of human
rights maturity by a pilot site after
one year of pilot testing

* 40 a year
50% by March 2011

e Establish baseline by March 2011

http://www.chrc-ccdp.ca/preventing_discrimination/default-en.asp

* Additional performance indicators (not in the current Performance Measurement Framework) are included to improve performance

reporting in 2010—11.

12
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Planning Highlights

This program activity contributes to the Commission’s strategic outcome by ensuring, through
audits, that federally regulated employers comply with the EEA. As of January 2009, the
Commission had initiated audits for 42.9% of federally regulated employers, representing
80.2% of the workforce under its mandate. In the public service, visible minorities continue
to be under-represented while the three other designated groups are under-represented in
the private sector. The employment equity workforce has increased by 12.8% between 2001
and 2006 whereas the total workforce increased by 8.6% over the same period. This leads
to challenges for employers to eliminate the representation gap, given constant demographic
evolution.

The Discrimination Prevention Program will contribute to the priority of increased capacity
of First Nations to address human rights issues within their own communities by investing in
learning programs and events to help First Nations prevent discrimination. The Commission
plans to focus the Discrimination Prevention Forum on First Nations. Lack of interest in the
Forum is a risk that will be mitigated by marketing, effective partnering with stakeholders and
ensuring the agenda is appealing. The Commission will measure its success through participation
of Aboriginal people in the Forum.

In addition, the Commission plans to hold learning events with First Nations and other Aboriginal
stakeholders. While the level of interest for these learning events is uncertain, research to assess
the demand as well as effective planning and marketing will reduce the risk of poor attendance.
In addition, if demand exceeds capacity to deliver, the Commission will develop tools that
provide sufficient information. The Commission will have met its plan if, by the end of 2010-11,
it holds at least five learning events.

The Discrimination Prevention Program will support the 2010-11 priority of federally regulated
organizations demonstrating progress toward a self-sustaining human rights culture by piloting
the Integrated Human Rights Maturity Model. The Maturity Model is designed to help federally
regulated employers and service providers develop and sustain a human rights culture within
their organizations. The Maturity Model will be both a roadmap and a tool to measure success.
The Commission plans to pilot the Maturity Model in five organizations—a mix of industry,
size and private/public sectors. Targeted marketing of the benefits of the Maturity Model and
a strong stakeholder engagement strategy will be used to ensure interest and commitment
from various organizations. The risk of lack of organizational capacity will be mitigated through
effective planning, scaling the pilot(s) appropriately and developing tools for participants.
There is also a risk that the employer’s expectations on the results of the Maturity Model pilot
and the Commission’s do not match. The Commission will reduce this risk by clearly defining
the pilot’s expected results, prior to implementation.

13
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The Program will support the 2010-11 priority of federally regulated organizations demonstrating
progress toward a self-sustaining human rights culture by defining the characteristics of an
effective internal redress process and facilitating its implementation. This work will include
documenting alternative dispute resolution processes used by employers and service providers.
Sharing these processes will contribute to the knowledge and capacity of federally regulated
organizations to build on a human rights culture.

The Program will also contribute to the second priority by restructuring employment equity audit
activities to support the Integrated Human Rights Maturity Model. The Commission will facilitate
the creation of a culture of human rights by achieving employment equity objectives. The
Commission will measure its success through clearly defined links between employment equity
and the Maturity Model and the number of organizations that voice interest in the Maturity
Model as a result.

Benefits for Canadians

By creating synergy between its Employment Equity Program and the Integrated Human Rights
Maturity Model, the Commission provides a model for implementing workforce practices that
continuously improve an organization’s human rights culture. It also provides a framework with
which designated groups may convey to employers the importance of employment equity as
one of the fundamental principles for becoming an employer of choice.

Organizations are involved in defining what support they need to better integrate respect for human
rights in their workplaces. The immediate outcome of this stakeholder engagement is a joint
appreciation of responsibilities to prevent discrimination and/or to resolve disputes internally.
This is followed by an enhanced application of human rights practices in workplaces and in
service delivery areas. The ultimate benefit for Canadians is a decrease in discriminatory behaviours,
a decrease in complaints related to human rights, and the encouragement of self-sustaining
human rights cultures in federally regulated organizations.

14
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Program Activity — Human Rights Dispute Resolution Program

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with,
the Canadian Human Rights Act and the Employment Equity Act
by federally regulated employers and service providers,
as well as the public whom they serve.

Human Rights
Dispute
Resolution

This program supports resolution of human rights complaints against federal departments and
agencies; federally regulated workplaces, Crown corporations, private sector organizations;

and the public. The resolution of complaints may involve a range of dispute resolution processes,
as well as an investigation if complaints are unresolved by the parties, prior to a decision by
Commissioners. If a case is referred to the Canadian Human Rights Tribunal, the Commission’s
litigation team is involved in all mediations, and participates in hearings, where appropriate,

representing the public interest.

Program Activity — Human Rights Dispute Resolution Program

Human Resources (FTEs) and Planned Spending ($ thousands)

2010-1 201112 2012-13
FTEs Planned Spending FTEs Planned Spending FTEs Planned Spending
74 8,109 76 8,369 76 8,494
Expected Results Performance Indicators Targets

Parties to disputes are satisfied with
the dispute resolution process.

Commission involvement in
human rights disputes facilitates
the resolution of disputes in

a non-adversarial manner at the
earliest stage possible, ensures
that the public interest is addressed
and increases understanding of
the CHRA.

* When surveyed, parties to disputes
report they are satisfied that the
dispute resolution process was fair,
user-friendly and/or flexible.

* The ratio between the number
of new disputes opened and the
number of disputes dealt with
along the full dispute resolution
continuum.

* By 2011, the percentage of disputes
settled at the Commission out of
the total of those dealt with.

¢ Baseline to be established

¢ A 1:1 balance

e 40% by 2011, or a benchmark
established after one year of
collecting data

http://www.chrc-ccdp.ca/disputeresolution_reglementdifferends/default-en.asp

15
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Planning Highlights

This program activity contributes to the achievement of the Commission’s strategic outcome by
providing dispute resolution services in cases of alleged discrimination by federally regulated
employers, unions and service providers. The Human Rights Dispute Resolution Program will
contribute to the achievement of its strategic outcome by developing a framework for identifying
and addressing systemic issues. The Commission will report on systemic trends in the complaints
stream and follow up on systemic remedies to ensure compliance. It is believed that dealing with
systemic issues will, over time, reduce the resource demands on the rest of the system.

One of the first steps toward building capacity and readiness for the full implementation of

the repeal of section 67 is to raise awareness about the CHRA and the EEA among Aboriginal
people. It is a foundational step toward contributing to the priority of increasing the capacity

of First Nations to address human rights issues within their own communities. To this end, the
Commission will continue to increase the understanding of the Commission’s dispute resolution
process working with relevant staff and leaders of national and regional Aboriginal organizations.
Success will be achieved when First Nations and other Aboriginal organizations report that they
are confident in their ability to respond to questions from their members about the Commission’s
dispute resolution process. The program will continue building internal competency in order to
deal with the complexity of new cases and the operational capacity to address the number of cases.
The Commission plans to establish a network of Aboriginal mediators to be called upon to
mediate complaints. Some factors may impede the creation of this network such as the shortage
of Aboriginal mediators, and the speed at which new mediators can be developed.

Benefits for Canadians

For dispute resolution services to be meaningful, the parties to disputes need to understand
the Commission’s processes and service standards. Their satisfaction with services received
is an important indicator of the Commission’s success. The Commission emphasizes the
importance of dealing with complaints and finding solutions through dialogue by encouraging
non-adversarial methods of dispute resolution. The parties to all cases, resolved or unresolved,
benefit from fair, expeditious and accessible human rights processes; and gain an increased
understanding of the CHRA.

Through accessing information and tools via Commission staff, employers should increase
their understanding of how to prevent complaints and ensure that their workplace is free
from discrimination; and complainants should have a better understanding of their rights
and responsibilities under the CHRA. The ultimate benefit to Canadians is protection from
discrimination and increased compliance with the CHRA.

By participating in precedent-setting human rights cases, the Commission contributes to the
clarification and development of human rights law, which increases protection for all Canadians
and affirms the fundamental value of supporting diversity.

16
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Program Activity — Internal Services

Equality, respect for human rights and protection from discrimination
by fostering understanding of, and compliance with, Internal
the Canadian Human Rights Act and the Employment Equity Act Services
by federally regulated employers and service providers,
as well as the public whom they serve.

Internal Services are groups of related activities and resources that are administered to
support the needs of programs and other corporate obligations of an organization. These groups
are: Management and Oversight Services; Communications Services; Legal Services; Human
Resources Management Services; Financial Management Services; Information Management
Services; Information Technology Services; Real Property Services; Materiel Services;
Acquisition Services; and Travel and Other Administrative Services. Internal Services include
only those activities and resources that apply across an organization and not to those provided
specifically to a program.

Program Activity — Internal Services

Human Resources (FTEs) and Planned Spending ($ thousands)

2010-11 201112 2012-13
FTEs Planned Spending FTEs Planned Spending FTEs Planned Spending
56 6,062 57 6,142 57 6,142
Planning Highlights

Internal Services will consult with the Program areas to identify the most effective way to support
the Commission’s priorities and plans. The program will contribute to the achievement of the
Commission’s strategic outcome by strengthening its management framework. The assessment
results from the 2009 Management Accountability Framework exercise will form the basis for
an action plan to continue strengthening the Commission’s management framework and achieve
a common standard of organizational excellence whereby managers and staff apply exemplary
business management practices.

In 2010-11, Internal Services will focus on strengthening security. The extent to which the
Commission can ensure its own security directly affects its ability to ensure the continued
delivery of its services. The Commission will review and assess its security program to ensure
that it meets the standards that support the Policy on Government Security in the following
subject areas: information and identity assurance; individual security screening; physical security;
IT security; emergency and business continuity management; and security in contracting.

17
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SECTION III

SUPPLEMENTARY INFORMATION

3.1 List of Tables

The following tables can be found on the Treasury Board Secretariat’s website at:
http://www.tbs-sct.gc.ca/rpp/2010-2011/info/info-eng.asp.

Green Procurement

Upcoming Evaluations over the next three fiscal years
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