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MESSAGE FROM THE COMMISSIONER 
 
People thrive when they feel safe in their workplace and are 
treated with respect. To achieve and maintain this, each of us at 
the Correctional Service of Canada (CSC) plays a role in creating a 
workplace where every employee feels valued and look forward to 
coming to work every day.  
 
The work we do here matters a lot: each of us makes important 
contributions that protect the public safety of Canadians. I am 
committed to ensuring that CSC carries out this responsibility with 
the highest level of integrity, professionalism and excellence. 
It follows that workplace harassment and other forms of 
misconduct are unacceptable in any circumstances and have no place within the 
CSC. 
 
Ensuring everyone at CSC has a safe and supportive work environment that is 
free from bullying, harassment and sexual violence is one of my key priorities as 
Commissioner.  
 
To that end, I am pleased to share this first-ever Workplace Climate and 
Employee Well-Being Annual Report. Its scope is organization-wide and it 
maps the way forward for the year ahead for all of us at CSC. 
 
Respect grows when we build it openly and deliberately. We build it together 
because—as reinforced in my mandate letter—employees are the most important 
partners in carrying out this organization’s vital mission.  
 
This annual report showcases the ways we are building respect together. To date, 
CSC has launched its Respectful Workplace Campaign (RWC), which highlights 
how CSC is determined to take steps to ensure our employees have the positive 
work environment they deserve and that is worthy of their dedication and 
professionalism.  
 
The RWC provides important information, tools and resources that encourage all 
employees and managers to contribute positively to our work environment. Each 
quarter is being dedicated to a theme around harassment prevention, and the 
promotion of respect in the workplace. Ensuring employees have greater 
awareness and a better understanding of these very important issues will 
contribute to more respectful workplaces. 
 
Our work does not stop there. We are listening to employees and acting on the 
information we receive.  
 

http://thehub/En/employees/wellbeing/harassment-prevention/Pages/respectful_workplace.aspx
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Over the coming months and years, we will continue to monitor our progress as 
an organization and take necessary measures to ensure we have a workplace that 
is free of harassment, bullying, discrimination and violence.  
 
A thriving, positive work environments is not just my personal priority: it’s also 
the priority of the Executive Committee. It is the priority of every manager and 
employee at CSC. To that end, the senior management team and I are deeply 
engaged with this campaign, and we are fully committed to taking the steps 
required to help improve our workplace. 
 
This report provides a baseline of our current workplace climate. It shows where 
actions have been taken and where we will improve going forward in ensuring all 
employees have a healthy workplace. In particular, we will follow-up on the 
results of the PSES, and communicate our ongoing efforts to address areas of 
concern expressed by our employees. 
 
Through collective action, we create lasting change. 
 
Sincerely, 
 
Anne Kelly  
Commissioner 
Correctional Service of Canada
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REPORT IN BRIEF 
 
This first-ever annual report by the Correctional Service of Canada (CSC) on 
workplace climate and employee well-being was developed in response to last 
year’s Public Service Employee Survey (PSES) results, and in the wake of serious 
allegations of CSC staff misconduct in the workplace.  
 
Recognizing that harassment, intimidation and bullying are unacceptable under 
any circumstances, this report gives all of us—as an organization—the 
opportunity to examine progress achieved to date, set benchmarks against which 
future efforts can be measured, and identify focus areas for the coming fiscal 
year.  
 
This report meets three objectives: 
 

1. To establish the current workplace climate and set benchmarks through 
analysis of corporate data; 

2. To provide a status update on CSC’s key achievements and initiatives to 
improve organizational culture; and 

3. To identify focus areas that will contribute to healthier workplaces at all 
CSC facilities. 

 
Furthermore, this report aims to raise employee awareness of CSC’s Workplace 
Mental Health Strategy and the Respectful Workplace Campaign, providing an 
update on these ongoing initiatives.  
 
It sets an important reference point and serves to identify areas where CSC will 
make further efforts, so all employees have a healthy, respectful workplace. 
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1. CURRENT WORKPLACE CLIMATE 
 
 

 
 
 

1.1 Workplace Harassment and Violence 

 
Allegations of CSC staff misconduct in the workplace have surfaced over the past 
few years across the country, most notably at Edmonton Institution (EI).  
 
In October 2016, CSC hired an external investigation company to conduct an 
independent assessment of the working environment at EI. The overall objective 
was to understand the corporate culture and to make recommendations for a 
more inclusive and respectful work environment.  
 
Concurrent disciplinary investigations at EI concluded a number of misconduct 
allegations were founded, and CSC took action. By the time this report was 
published, seven employees and middle managers have been terminated for their 
inappropriate behaviour in the workplace.  
 

1.2 Public Service Employee Survey (PSES) 

 
Despite a low participation rate, both the 2017 and 2018 PSES results for our 
organization identified well-being related issues to be addressed.  
 
While the analysis of the 2018 PSES results is not complete, when analyzing the 
six 2017 PSES questions related to well-being (Questions #35, 36, 84, 85, 86 & 
87) — and considering benchmark data outlined in section 1.3 and detailed in 
Annex A of this report — CSC scored lower than the federal public service overall.  
 
The CX group generally reported lower scores than those of overall CSC 
respondents. Corrections is, by nature, a more demanding environment owing to 
the nature of the work and the challending clientele under our care and custody. 
However, the results also suggest broader organizational challenges and validate 
efforts underway as part of Workplace Mental Health Strategy and the Respectful 
Workplace Campaign. 
 
  

“I will continue to make it a priority that CSC  
has a respectful and healthy environment  

for all to carry out their work.” 
 

—Commissioner Anne Kelly, 
2018 International Corrections and Prisons Association Conference 
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Key findings from the 2017 PSES results include:  
 

 Nearly one-third of employees feel their level of work-related stress is high or 
very high. That rises to 40% for the CX group; 

 Only 13% of staff in the CX group consider their workplace psychologically 
healthy, compared with 31% of CSC overall and 55% of the public service;  

 The CX group uses the most sick leave (an average of 16.9 days per employee 
per year, compared with 12 for CSC overall). This group reports the highest 
stress level at work (40% versus 31% for the CSC and 20% for the public 
service overall); 

 Almost half (48%) of CX staff and 41% of CSC staff feel emotionally drained 
after their workday as opposed to 29% for public service staff overall; 

 CSC staff have little trust in senior management. Only one of four employees 
believe satisfactory efforts are made to resolve existing, identified difficulties 
or that staff performance is managed effectively. One in three said 
communication was effective within the organization; and 

 According to the 2017 PSES, 34% of employees believe they’ve been the victim 
of harassment, but only about 1% of staff officially filed a harassment 
complaint. Of those that were investigated, 50% were deemed founded in 
2017–2018.  
 

 

1.3 Benchmark Data Analysis 

 
To help us to evaluate updated progress and target priority areas for action within 
CSC over the coming years, 12 performance indicators have been identified.  
 
These are based on the both National Standard for Psychological Health and 
Safety in the Workplace developed by the Mental Health Commission of Canada, 
and on the Federal Public Service Workplace Mental Health Strategy:  
 
1. Work-related physical and 

psychological incidents 
2. Absenteeism, sick leave 
3. Disability rates and costs 
4. Return to work 
5. Duty to accommodate 
6. Conflict management 
7. Employee Assistance 

Program/Critical Stress 
Management Program 

 

8. Employee grievances 
9. Harassment and violence 

complaints 
10. Tip line usage 
11. Offender complaints and 

grievances against staff 
12. Data from the Employee Departure 

Questionnaire 
 

 
 
Annex A provides the indicators for reporting on workplace climate and 
employee well-being and will serve as a baseline moving forward. Key data 
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highlights have been included under each performance indicator to provide a 
snapshot of the state of the organization. Over the coming years, assessment of 
these metrics will help CSC to evaluate updated progress and target priority areas 
for action. 
 
 

KEY ACTIONS TO DATE 
 

2.1 Response to PSES 

 
Following the release of the 2017 PSES results, the former Commissioner 
immediately initiated a Steering Committee to discuss and share ideas and 
practices to boost CSC’s efforts to further improve the workplace and ensure our 
staff’s wellbeing. A message was sent to all CSC employees, inviting them to 
review the findings of the survey.  
 
CSC is an organization committed to continuous improvement and efforts 
continue to be spearheaded via a number of channels, including: bilateral 
meetings, Executive Committee (EXCOM) discussions, ad-hoc and planned 
conversations with employees, one-on-one discussions and townhall meetings.  
 

2.2 Mental Health and Well-Being Strategy 

 
To help foster and build a respectful workplace culture within CSC, EXCOM met 
in 2017 to discuss the state of the organization, including new initiatives to 
resolve significant concerns and maintain ongoing efforts to eliminate 
harassment, violence and discrimination in the workplace. 
 
The group committed to three pillars of activities—all of which will be 
encompassed in the CSC Mental Health and Well-Being Strategy that will be 
launched by the end of this fiscal year. These pillars are: Prevention, Resolution 
and Restoration.  
 
CSC is also working closely with other organizations to leverage best practices 
that will contribute to this strategy, such as other federal departments, 
correctional and emergency response organizations around the world, and the 
World Health Organization.  
 

2.3 Mental Health Initiatives 
 
CSC has programs and initiatives in place that contribute to the well-being, 
resiliency and knowledge of staff, including: Steering Committee for Workplace 
Mental Health Injuries; Road to Mental Readiness (R2MR) for all employees; 
Employee Assistance Program; Critical Incident Stress Management; Office of 
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Conflict Management; Duty to Accommodate Program; Employment Equity and 
Diversity Committee; Positive Space Initiative; Wellness Committees at some 
Institutional, Regional and National sites; 24/7 access to LifeSpeak; and 
development of an advanced mental strength training integrated into 
Correctional Training Program. 
 
These initiatives are complemented by three pilots: R2MR project for families; 
Peer Support Program; and Mental Health Application.  
  
In addition, the National Working Group on Workplace Mental Health was 
established in 2016 and a Project Manager was assigned to the CSC Mental 
Health and Well-Being Strategy/Respectful Workplace Campaign in Spring 2018 
to enhance CSC’s focus of integrating the above-mentioned initiatives into a 
broad framework. 
 

2.4 Respectful Workplace Campaign and supporting 
Communication Strategy 

 
Launched in early 2018, the RWC is a significant milestone in addressing four key 
factors identified in the 2017 PSES analysis: Civility and Respect, Psychological 
Protection, Organizational Culture, as well as Clear Leadership and 
Expectations. CSC developed this campaign to respond specifically to the PSES 
results and the serious allegations of staff misconduct that had surfaced across 
the country.  
 
This national campaign signaled immediate changes for CSC and reiterated that 
management and staff at all levels must work together to ensure we have the 
healthy and respectful workplace we all deserve. Early messages signaled and 
continue to communicate that harassment, intimidation and bullying are 
unacceptable and, that such behaviours will warrant immediate action and 
consequences. These messages reinforce the need for all managers across CSC to 
address these issues and ensure a positive work environment for all employees. 
 
All Workplace and Regional Health and Safety Committees were instructed to 
include the RWC as a standing agenda item. To ensure the sustainability of the 
campaign and ensure it resonates with all employees across the organization, it 
was recommended both local and regional committees generate ideas and 
activities at their respective local levels. RWC is an ongoing topic discussed as 
part of the EXCOM and the Commissioner’s Management Team agendas as well 
as for all Regional Deputy Commissioners as they engage their Regional 
Management Committees. 
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In support all of RWC efforts, CSC has developed a communication strategy with 
the following objectives: 
 

 Reinforce senior management’s commitment to a respectful workplace; 

 Promote the programs and services as well as recourse mechanisms available 
to employees who are experiencing harassment, bullying, discrimination or 
conflict in the workplace; 

 Contribute to prevention and educate employees as to what constitutes 
harassment, bullying and discrimination; and 

 Raise awareness about what initiatives are being put in place to promote a 
respectful, healthy workplace at CSC. 

 
Below are some highlights of the RWC Communication Strategy delivered to 
date:  
 

 Over 1,300 employees participated in a quiz about “Know where to draw the 
line”; 

 A toolkit for managers has been developed, including speaking points, 
icebreaker activities and a scenario guide on managing difficult workplace 
situations; 

 Posters have been created and distributed to work sites, as well as pop-ups 
that appeared on employee computers on subjects such as reminding 
employees and managers of their roles and responsibilities for creating a 
positive and healthy work environment; 

 A Workplace Issues Resolution Tool has been developed to guide managers 
and employees faced with a difficult situation and help them know the 
different options for managing it; 

 A “#respect wall” exists in every CSC institution and office. Employees leave 
their mark by writing what respect in the 
workplace means to them, which is a symbolic 
way of engaging individuals and groups to 
promote a healthy and respectful 
environment; 

 The #respect tips contest was hugely popular, 
with many employees writing to the working 
group to say how much they appreciated 
receiving positive thoughts every day for a 
week;  

 Articles were written and shared to employees 
via the newsletter “This week at CSC” on 
many different topics, including how to 
handle difficult conversations, things to know 
about harassment resolution, and the power 
of a genuine apology; and 
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 The very first CSC Respect Day took place on November 20th. Managers were 
encouraged to do management walkabouts and the Commissioner shared best 
practices to create a respectful workplace and make positive change happen. 

 A number of best practices have also been implemented further to feedback 
from employees and managers. As an example, an initiative from Pacific 
Region discussed during a Joint Anti-Harassment Advisory Committee 
meeting was implemented more broadly. As a result, instead of simply 
sending a written response when a harassment complaint is deemed 
inadmissible, the delegated manager calls the complainant, acknowledging 
that even though the behaviour does not meet the definition of harassment, 
the complaint still raises issues to look into and resolve. Local management 
would then produce an action plan with regard to what they have done to 
restore address these issues.  

 
For more examples of these initiatives, see Annex B and the infographic at the 
end of this section. 
 

2.5 Confidential Tip Line and Email Account 

 
The confidential tip line and generic email account that were created for EI to 
report misconduct were expanded to other regions. This provides another avenue 
for employees to report misconduct, if they feel the need to do so, outside their 
worksite or regions. The tip line is maintained by the CSC National Monitoring 
Centre and is available on a 24/7 basis. 
 

2.6 National Training Standards 

 
New national training standards have been instituted for all staff, which include 
Creating a Respectful Workplace, Workplace Violence in the Canadian Federal 
Jurisdiction: Recognize the Risk and Take Action, and Workplace 
Accommodation for Federal Public Service Employees. Theoretical concepts and 
practical scenarios provide employees with the knowledge they need to make to 
ensure a healthy and respectful work environment.  
 

  

http://thehub/En/collections/announcements/Pages/2018-11-19-04.aspx
http://thehub/En/collections/announcements/Pages/2018-11-19-04.aspx
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2.7 Executive Performance Commitments 

 
Robust commitments regarding the management of harassment, intimidation 
and bullying are included in performance agreements for executives, supervisors 
and managers starting in 2018-2019.  
 
These commitments are monitored, discussed and assessed as part of regular 
bilateral meetings as well as during mid-year and year-end performance 
agreement reviews.  
 
More specifically, executives as well as all managers and supervisors will be 
assessed on undertaking the following: 
 

 Implementing strategies that support a barrier-free workplace and reduce 
stigma related to mental health; 

 Modeling resilience and a positive outlook, particularly during stressful or 
uncertain times; 

 Engaging employees and supporting the implementation of policies and 
communication products to include gender identity or expression, including 
open discussions with employees and gender-inclusive language in 
communications; and 

 Regularly promoting CSC’s new RWC (e.g., implementation of organization-
specific initiatives to prevent harassment, discrimination, bullying, violence, 
sexual violence) in the workplace, through role modelling and 
implementation of specific activities with employees. 
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3. IMPROVEMENT AREAS GOING FORWARD 
 

3.1 Linking PSES Results to Psychosocial Factors 

 
According to the definition in Guarding Minds at Work, psychosocial factors 
affect employees’ psychological response to work and work conditions, 
potentially causing psychological health problems. The psychosocial factors they 
cite include the way work is carried out (i.e., deadlines, workload, work methods) 
and the context in which work occurs (i.e., relationships/interactions with 
managers and supervisors, colleagues and clients). 
 
A supportive work environment reduces the onset, severity, impact and duration 
of mental disorders. Furthermore, organizations that make the effort to address 
psychosocial risks and create a psychologically healthy workplace will have 
healthier employees, and are likely to reap benefits in productivity, sustainability 
and growth. 
 
Based on further analysis linking the 2017 PSES questions/results to the 13 
psychosocial factors, four of them were identified as key areas of focus for the 
upcoming years: Civility and Respect, Psychological Protection, Organizational 
Culture, as well as Clear Leadership and Expectations. In connection with each 
of these factors, performance indicators (included in Annex A) were established 
to continuously assess CSC’s work and improve the culture and employee well-
being. CSC will also be linking these four factors in the Mental Health and Well-
Being Strategy being developed. We will continue to measure the PSES results 
against these factors, to identify both progress and areas requiring further 
attention. 
 
Civility and Respect 
 
According to Guarding Minds at Work, these two elements are present in a work 
environment where employees are respectful and considerate in their 
interactions with one another, as well as with clients and the public. Civility and 
respect are based on showing esteem, care and consideration for others, and 
acknowledging their dignity, creating an environment where all employees are 
deemed equal within the organization and treated with respect.  
 
When a workplace lacks civility and respect, this can lead to emotional 
exhaustion amongst staff. In addition to health problems, an uncivil and 
disrespectful workplace is associated with greater conflict and job withdrawal. 
A work environment that is uncivil and disrespectful also exposes organizations 
to the threat of more grievances and legal risks. 
 
The data provided by the eight questions related to this factor in the 2017 PSES 
(Questions #24, 25, 29, 30, 37, 55, 56, 57, 63 & 75) suggest that interactions 
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between employees are mostly respectful, albeit in a lower proportion than in the 
federal public service overall. Only 42% are satisfied with the way interpersonal 
issues are resolved. 
 
Similarly, 34% of employees reported that they had been the victim of 
harassment: a figure that is nearly double that of the public service as a whole 
(18%). A similar proportion can be observed with respect to discrimination 
(16% at CSC versus 8% in the public service). 
 
Psychological Protection 
 
Psychological protection is present in a work environment where employees’ 
psychological safety is ensured. Workplace psychological safety is demonstrated 
when employees feel able to assert their interests, ask questions, seek feedback, 
report mistakes and problems, or propose a new idea without fearing negative 
consequences to themselves, their job or their career.  
 
A psychologically healthy and safe workplace is one that promotes employees’ 
psychological well-being and actively works to prevent harm to employee 
psychological health owing to negligent, reckless or intentional acts. Misconduct 
is not tolerated and all employees are concerned with and active in preventing 
and resolving it. They are aware of the resources available to them when 
misconduct occurs and are comfortable using them without fear of reprisal. 
 
When employees are not psychologically safe, they become demoralized and they 
feel threatened, disengaged and stressed. They perceive workplace conditions as 
ambiguous and unpredictable. The organization is at a much greater threat from 
costly—and potentially crippling—legal and regulatory risk. This can, in turn, 
undermine confidence in the organization. 
 
According to the results to the 12 questions related to this factor in the 2017 PSES 
(Questions #17, 48, 49, 63, 66i, 69, 70, 81, 82, 83l, 84 & 87), just over one in four 
people said that they were satisfied with how harassment issues are resolved 
within CSC. Less than one in three employees feel their workplace is 
psychologically healthy. Less than half of CSC employees feel they can initiate a 
recourse process without fear of reprisal, and believe the organization can do 
more to prevent harassment and discrimination. 
 
Organizational Culture 
 
Organizational culture is the degree to which a work environment is 
characterized by trust, honesty and fairness. In general, organizational culture is 
described as “a pattern of basic assumptions invented, discovered, or developed 
by a given group.” These assumptions are a mix of values, beliefs, meanings and 
expectations that group members hold in common and that they use as 
behavioural and problem-solving cues. The critical task is to determine which of 
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these assumptions enhance the psychological health and safety of the workplace 
and the workforce. Employees have confidence in their managers and in their 
ability to manage effectively and fairly. Employees are trained to foster a healthy 
and respectful workplace. 
 
The culture sets the tone for an organization. If that culture is negative, it can 
undermine the effectiveness of the best programs, policies and services intended 
to support the workforce. An unhealthy culture creates more stress in the 
workplace, which lowers employee well-being. A culture of constant chaotic 
urgency can create an environment in which burnout is the norm. 
 
The data provided by the 14 questions related to this factor in the 2017 PSES 
(Questions #10, 25, 27, 31, 40, 41, 43, 46, 48, 74, 75, 81, 82 & 86) show that 
employees lack confidence in the organization’s senior managers in terms of 
exhibiting fair hiring practices, leading by example in ethical behaviour, and 
addressing challenges and issues expressed in the PSES. The proportion of 
employees who said they were victims of discrimination is double the proportion 
for the federal public service. The rate of satisfaction with how the issues are 
resolved within CSC and in the public service as a whole is low, with only one in 
three people expressing satisfaction. Just over half of respondents felt that the 
organization is doing a good job of raising awareness of mental health in the 
workplace. 
 
Clear Leadership and Expectations 
 
Clear leadership and expectations are present in a workplace where there is 
effective leadership and support that helps employees know what they need to do, 
how their work contributes to the organization and whether there are impending 
changes.  
 
There are many types of leadership: each of which affects psychosocial health and 
safety in different ways. The most widely accepted categorizations of leadership 
are instrumental, transactional and transformational. Of these, transformational 
leadership is considered the most powerful. Instrumental leadership focuses 
primarily on producing outcomes, with little attention paid to the big picture, to 
the psychosocial dynamics within the organization, or to individual employees.  
 
Transformational leaders are seen as change agents who motivate their followers 
to do more than what is expected. They are concerned with long-term objectives 
and transmit a sense of mission, vision and purpose. They have charisma, give 
individualized consideration to their employees, stimulate intellectual 
capabilities in others, and inspire employees. Employees receive all the necessary 
information to perform their duties and feel they are contributing to collective 
success. Managers are trained to manage performance, make appropriate and 
timely decisions, and communicate effectively. 
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Leaders who are more instrumental in their approach (rather than 
transformational) are more likely to encounter staff health complaints including 
general feelings of malaise, irritability and nervousness. Similarly, leaders who do 
not demonstrate visible concern for their own physical and psychological health 
set a negative example for their staff and can undermine the legitimacy of any 
organizational program, policy and/or service intended to support employees. 
Middle managers are at greater risk because they must be leaders and be led 
simultaneously. This role conflict can lead to feelings of powerlessness and stress. 
 
Eleven questions of the 2017 PSES were related to this factor (Questions #13, 14, 
19, 22a, 28, 32, 37, 39, 42, 44 & 45), indicating that while nearly two-thirds of 
employees feel that their work objectives are clear and know how they contribute 
to the achievement of CSC objectives, fewer than one out four employees feel 
unsatisfactory performance is managed effectively, and this may convey 
conflicting messages about tolerance of performance and certain professional 
conduct. A similar trend reveals that senior management could ensure a more 
effective flow of essential information to staff.  
 

3.2 Organizational Priorities 

 
Beyond continued efforts to map PSES results against psychosocial factors to 
measure progress, CSC commits to taking all necessary steps to ensure all 
employees have the respectful work environment they deserve.  
 
Addressing the need for trust and respect and examining misconduct: these 
remain priorities for CSC.  
 
By having open and honest conversations about how to prevent harassment from 
occurring, by promoting diversity and mental health, and by supporting 
employees when inappropriate behaviours do occur, CSC will accomplish its goal 
of having and maintaining a healthy work environment for all. In that vein, the 
development and implementation of CSC’s Mental Health and Well-Being 
Strategy will be the cornerstone framework that will guide high-level strategic 
direction for CSC to continue the progress required in certain key areas identified 
in this report. It will show actions taken by the organization and detail how staff 
at all levels (i.e., management and employees) can contribute to the improvement 
of psychological health in the workplace. In addition, the following strategic 
considerations and initiatives were identified as key: 
 

 Create a separate office that manages allegations that stem from the tip lines 
as well as systemic issues (this will assist in addressing the three following 
items); 

 Continue to issue tools that better equip managers to receive employee 
allegations of misconduct and to respond to complaints in a timely manner; 

 Explore ways to build CSC staff trust in senior management; 
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 Attempt to break down barriers and address reasons why employees are not 
reporting harassment; 

 Continue to review harassment- and violence-prevention policies and 
procedures and determine next steps for CSC as required, considering that 
Bill C-65, An Act to amend the Canada Labour Code (harassment and 
violence), the Parliamentary Employment and Staff Relations Act and the 
Budget Implementation Act, received Royal Assent; 

 Take part of the Interdepartmental Director General Steering Committee on 
Post-traumatic Stress Disorder in view of the development, approval and 
implementation of the Federal Framework on Post-Traumatic Stress 
Disorder Act (Bill C-211); 

 Continue to be part of the working group created by the Treasury Board 
Secretariat for the establishment of the Centre on Diversity, Inclusion and 
Wellness; and  

 Develop a dashboard of performance indicators (listed in Annex A) that will 
provide sufficient information for CSC employees and Canadians to 
understand the pulse of CSC’s workplace climate.  
 

Furthermore, as part of our Respectful Workplace Campaign, we will pursue 
efforts continue to developing initiatives inspired by best practices across 
departments and around the world, collaborating with key partners as well as 
promoting the importance of being all responsible, taking care of ourselves, each 
other, and being guided daily by CSC Values. 
 
All of these considerations—as well as the CSC initiatives, services and programs 
already in place—will remain aligned with the Safe Workplaces: Starting a 
Dialogue and Taking Action on Harassment in the Public Service report, 
published on August 14, 2018. The results from the Guarding Mind at Work 
Survey conducted by the Office of the Auditor General of Canada will further 
develop work in this area. 
 
Findings of the 2018 PSES were recently published and the results are being 
analyzed further. However, early indications further support the need for CSC to 
pursue its agenda and the priorities it has identified in order to make the 
organization a great place to work. 
 

  

https://www.canada.ca/en/privy-council/corporate/clerk/publications/safe-workspaces.html
https://www.canada.ca/en/privy-council/corporate/clerk/publications/safe-workspaces.html
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3.3 Conclusion 

 
Much work remains to be done, but the stage has been set for significant 
improvements in 2019-2020, creating a more respectful and healthy workplace.  
 
We are: 
 

 Continuing to implement the Respectful Workplace Campaign, including 
addressing key factors identified in the 2017 and 2018 PSES analysis;  

 

 Taking action on mental health and well-being, implementing three pillars of 
activities— Prevention, Resolution and Restoration—that set the foundation 
of CSC’s Mental Health and Well-Being Strategy; 

 

 Continuing to support a range of CSC programs and initiatives already in 
place that contribute to the well-being, resiliency and knowledge of staff; 

 

 Continually looking for and applying workplace best practices that boost our 
capacity for listening to staff and acting on their concerns; 

 

 Communicating openly and regularly with staff and providing a safe, 
confidential channel for them to talk about concerns they may have about 
their workplace; and 

 

 Making a commitment at the executive level to work together to make 
positive, lasting changes that build trust and create a positive work 
environment for all employees.  

 
In addition to the above, our next annual report on this subject will explore the 
benchmarks identified to assess progress. That analysis will be done year after 
year, so CSC can remain focused on aligning its practices and initiatives with the 
most pressing priorities and needs of the organization. 
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ANNEX A 
Indicators of Workplace Climate in CSC 
 
 
Work-Related Physical and Psychological Incidents 
 
The occupational health and safety data comes from the Hazardous Occurrence 
Investigation Report (LAB 1070). Hazardous occurrences may include minor 
injuries, disabling injuries, loss of consciousness, and rescue/revival or other 
emergency procedures (such as explosions, fire, etc.). The Human Resources 
Management System (HRMS) records all hazardous occurrence incidents; 
however, no mechanism is in place to capture the associated workplace injuries 
resulting from these incidents. CSC must explore the feasibility of developing a 
mechanism for recording the number of workplace injuries when a worker’s 
compensation claim is submitted, and type of workplace injury resulting from 
hazardous occurrence incidents. Note: since CSC is not privy to diagnosis, it is 
not possible to define the type of injury.  
 
Metrics:  

 Number of hazardous occurrence incidents; and 

 Number of workplace injuries resulting from hazardous occurrence incidents. 
 

As of September 30, 2018, there were 909 hazardous occurrence incidents been 
reported in HRMS for that year. The number of incidents reported in 2017 were 1,267 
and at 1,355 and 1,683 in 2016 and 2015 respectively. 

 
Absenteeism – Sick Leave  
 
Absenteeism is often an indicator of a problem in the workplace and may precede 
events such as accidents and injury. HRMS records all employee absenteeism. 
Leave entitlements, however, are negotiated through collective bargaining, and 
while sick leave can be drilled down to certified and non-certified, the types of 
sick leave are not recorded.  
 
Metrics:  

 employee absenteeism rates by type and demographic factors. 
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A review of average sick leave usage for fiscal years 2015–2016, 2016–2017 and 
2017–2018 demonstrate that overall, CSC employees’ leave usage has decreased. 
The CX occupational group continues to have the highest sick leave usage. For 
2017–2018, the overall absence rate1was of 20.58%, a recorded decrease in 
comparison with 2016–2017 (22.84%). The trending is upward for 2018–2019, as 
of August 20, 2018, the rate has risen to 23.91%. 

 
 
Disability Rates and Costs 
 
Workers’ Compensation Boards/Sun Life Insurance Canada 
 
Provincial Workers’ Compensation Boards (WCB) are agencies across Canada 
that are responsible for workers’ compensation in the federal, provincial and 
territorial jurisdictions. They provide multiple services and loss wages benefits to 
employees that have suffered work-related injuries and occupational diseases.  
 
Metrics: 

 Number of claims filed and accepted; 

 Number of work days missed; 

 Number of resolved claims; and  

 Cost of expenses related to injury. 
 

For 2017–2018, the total number of missed workdays subsequent to a workplace 
incident is 73,861 days for the entire country (average of 3.76 days/employee). 
Of this number, 66,485 days were taken by employees in the CX classification 
group (average of 8.5 days/employee) and 2,923 days by employees in the WP 
classification group (average of 1.04 days/employee). The total cost of expenses 
related to injured staff has more than doubled since 2012-2013 even though the 
number of WCB allowed claims has remained stable (between 1,632 claims to 
1,811 from 2014 to 2018). 

 
Return to Work 
 
The Return to Work program assists employees and their manager with 
suitable return to work options who have incurred a work related or non work-
related injury/illness. 
 
Metrics:  

 Reporting time of workplace accidents; 

 Length of benefits by insurers; 

 Number of employees that have returned to work; and 

                                                   
1The overall absence rate represents the percentage of time, out of the total number of possible days, when staff are not at 
work, for all types of leave combined. 
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 Number of workplace incidents and accidents. 
 

In 2017, of workers’ compensation claims resolved: 45% of employees returned to 
work (14% less than in 2015 and 3% less than in 2016). The average leave 
duration prior to a return to work was 10.5 months in 2017, as opposed to 9.3 
months and 9.8 months respectively in 2015 and 2016. 

 
Duty to Accommodate Program  
 
The Duty to Accommodate Program is focused on providing assistance to 
managers to ensure effective case management of employee accommodation 
cases, with continuing efforts on ensuring all cases are recorded and 
accommodation measures implemented in a timely manner.  
 
Metrics:  

 Number of accommodations cases; 

 Implementation of accommodation measures and plans in a timely manner; 

 Resolution of temporary cases without delay; and  

 Number of trainings/workshops/events. 
 

There were 941 accommodation cases reported by the final quarter in 2017–2018, 
in comparison to the same period in 2016–2017, where 881 cases were reported. 
This represents an increase of 60 cases, or 6.8%. Disability accommodations are 
by far the most common type of accommodation within CSC. Of the 941 
accommodation cases across the country, 845 (or 90%) were disability 
accommodations, 54 (or 6%) were family status accommodations, and 42 (or 4%) 
were religious accommodations.  

 
Office of Conflict Management  
 
While success is not only measured by statistics, there is a need for some 
meaningful measurement on the impact of conflict on the health and well-being 
of employees. There is also a need for greater recognition that resolving conflict 
at the lowest-level possible is an intrinsic part of the departmental commitment 
to employee wellness and mental health. Teams that function best are ones in 
which employees feel heard, understood, respected and considered by their 
manager. These teams are the best equipped to manage change and unexpected 
challenges. 
 
Metrics: 

 Number of services utilized and by type; and 

 Number of trainings/workshops/events. 
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Consultations and conflict coaching are the most requested services in 2017–
2018 (56% and 25%). The most common type of conflict raised with the OCM was 
interpersonal in nature, at 49%. This is consistent with data collected in 2016–
2017, where 56% of conflicts were interpersonal related where 
miscommunication, negative perceptions and assumptions have placed a strain 
on a relationship. 
 
In 2017–2018, 74 awareness sessions and promotional events for 1,662 people 
reached. For this same year, 134 core workshops (Day 1 and 2) and customized 
workshops for employees/leaders (conflict management/effective 
communication/Myers-Briggs Type Indicator/other) were conducted with 1,674 
participants. 

 
Employee Assistance Program and Critical Incident Stress 
Management  
 
Employee Assistance Program  
 
CSC’s Employee Assistance Program (EAP) is available to CSC employees, their 
family members, and students. It consists of two main components: EAP Referral 
Agents and Employee Assistance Services counselling services. 
 
EAP Referral Agents are CSC employees who volunteer and are trained to provide 
a listening ear and referrals, if required, to their peers. They also may deliver 
training and facilitate activities on topics related to health and wellbeing. 
Employee Assistance Services is a service external to CSC that provides short-
term counselling to employees, up to a total of eight sessions, for a variety of 
presenting issues that can achieve resolution in a short time frame.  
 
Metrics:  

 Use of Employee Assistance Services—short-term counselling services; 

 Use of Employee Assistance Program Referral Agent; and 

 Number of trainings/workshops/events. 
 

In 2017–2018, EAP had a utilization rate of 13.8% for employees and their 
families. The most common reasons for short-term counselling services—in order 
of priority and which have been consistent over the last five years—include 
mental health, family (i.e., couple challenges, family-children challenges) and 
work-related stress. The new Government of Canada service called LifeSpeak 
began in April 2018. As of September 30, 2018, it has been accessed 
approximately 2,534 times. The top-four topics explored were: couples 
relationships, having difficult conversations with confidence, addressing anxiety 
head-on and fitness.  
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In 2017–2018, CSC EAP Referral Agents were contacted 4,075 times, and 
provided follow-up contacts to CSC employees, for a utilization rate of 31%. The 
most common reasons for accessing the EAP Referral Agents, in order of priority, 
include: work-related issues, to gain information about EAP, family-couple 
challenges and mental health.  

 
Critical Incident Stress Management Program 
 
Critical incident stress management (CISM) is a comprehensive, multi-
component crisis intervention system. The components, spanning the crisis 
spectrum range from pre-incident preventive training, to more reactive crisis 
interventions including: on-scene support, crisis management briefing, defusing 
sessions, critical incident stress debriefings, demobilization sessions and 
thematic help sessions. Most CISM interventions involve an educational 
component about how to manage the stress reaction in healthy ways. The 
program is intended to provide education, intervention and follow up to help 
mitigate the impacts of critical incidents in the workplace. CSC employees apply 
to become volunteer, and once selected, they are trained to provide the different 
CISM interventions to their peers.  
 
Metrics:  

 Number of CISM interventions. 
 

In 2017–2018, CSC employee CISM peer volunteers provided a total of 2,581 
CISM interventions across the country. The most common type of interventions 
included individual and on-scene support.  

 
Employee Grievances  
 
The CSC grievance process is a means of internal dispute resolution by which an 
employee may have his or her workplace complaints addressed. Procedures for 
filing and resolving grievances is outlined in collective bargaining agreements.  
 
Metrics:  

 Number of grievances and by category; and 

 Grievance response time. 
 

In 2017–2018, there were 29,653 grievances filed: an upward trend since 2015–
2016 (25,246), but somewhat stable in comparison with 2016–2017 (29,644). 
Aside from the “other” category, which includes 14,860 grievances in 2017–2018, 
the most frequent reasons for filing are: respect for hours of work, breaks and 
meals (9,191), compensation (8,998), employment (7,950), non-compliance of 
the collective agreement (6,697) and labour relations (5,701).  
 
A total of 1,748 grievances related to harassment and discrimination were filed in 
2017–2018 as opposed to 672 the previous year and 643 in 2015–2016. This is 
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more than 2.5 times the number of grievances in the same category than in 
previous years. 
 
While 23 grievances were related to sexual harassment 11, and sexual orientation 
in 2015–2016 and 26 in 2016–2017, the number of grievances in this same 
category has doubled in 2017–2018 to reach 52 (sex 38, sexual harassment 11, 
and sexual orientation 3). 

 
Harassment and Violence Complaints 
 
Harassment 
 
Harassment is normally described as a series of incidents, but it can be one 
severe incident that has a lasting impact on the individual. It is any improper 
conduct by an individual that is directed at and offensive to another individual in 
the workplace, including at any event or any location related to work, and that the 
individual knew or ought reasonably to have known would cause offence or harm. 
It comprises objectionable act(s), comment(s) or display(s) that demean, belittle, 
or cause personal humiliation or embarrassment, and any act of intimidation or 
threat. Harassment is a factor contributing to the risk of violence, a reduced 
motivation and satisfaction and mental health challenges in the workplace and 
must be dealt with promptly and appropriately. Currently the number of 
complaints deemed admissible and non-admissible was not an available data for 
the current and the past years. However, this information will be collected in the 
future to have a more comprehensive view of the situation and to better 
understand some of the gaps, challenges and benefits of informal resolution to 
help focus our efforts moving forward. 
 
Metrics: 

 Number of complaints by type and location; 

 Number of admissible/inadmissible complaints; and 

 Number resolved and by type. 
 

For the year 2017–2018, harassment complaints in general (153) dominate, 
followed by those for abuse of power (17) and intimidation (12). In comparison 
with the previous year (2016–2017), while complaints for sexual harassment (12), 
performance (12) and discrimination (15) more than doubled, those for 
intimidation, abuse of power and refusal to make accommodations remained 
somewhat stable.120 complaints were resolved as opposed to 102 complaints that 
remain active for a total of 222 complaints, 29 more than in 2016–2017, and 105 
more than in 2016–2015 (almost double). 
 
Considering that CSC workforce was of 19,470 employees in 2017–2018, data 
shows that only 1.14% of staff filled a harassment complaint; yet in the PSES 
responses, 34% of the respondent noted that they had been victim of harassment.  
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Workplace Violence 
 
Workplace violence is any action, conduct, threat or gesture towards an employee 
in their workplace that can reasonably be expected to cause harm, injury or 
illness. CSC has developed an internal monitoring mechanism for recording 
violence complaints received.  
 
Metrics: 

 Number of complaints by type and location; and 

 Number resolved and by type. 
 

Since 2015, there were 103 violence complaints filed across the country. To date, 
six were deemed founded. These complaints are broken down as follows: 46 in 
2017, 34 in 2016 and 11 in 2015. As of August 10, 2018, 12 complaints were 
recorded as having been filed in 2018. 

 
Tips received from the CSC tip line regarding alleged harassment, 
intimidation and/or violence 
 
In December 2017, the confidential tip line and generic email account were made 
available to all regions for reporting misconduct and are part of many resources 
to address misconduct. Calls and emails are reviewed individually and action is 
taken to address independently by the Regional Deputy Commissioner (RDC) or 
other identified senior manager. RDCs or Sector Heads are required to provide 
an update of actions taken. In parallel with this, the creation of a separate office is 
under consideration. That office will co-report directly to the Commissioner and 
Senior Deputy Commissioner in National Headquarters, to manage systemic 
issues and allegations that stem from the tip lines. 
 
Metrics: 

 Number of calls/emails by type and location; and 

 Number resolved and by type. 
 

 

Offenders complaints/grievances on harassment and staff 
performance  
 
Offender complaints and grievances are recorded by CSC’s Offender Management 
System.  
 
Metrics:  

 Number of offender grievances by type and location; and 

 Number of grievances resolved and by type (denied, upheld, upheld in part). 
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In 2017–2018, there were 4,863 grievances filed by CSC offenders related to 
harassment, sexual harassment and staff performance. Of these, 453 were upheld 
or partially upheld. The data indicates that the number of harassment grievances 
is higher in the Quebec region in 2017–2018, followed by the Pacific region. 

 
Employee Departure Questionnaire  
 
Outcomes from the Employee Departure Questionnaire (EDQ) are analyzed by 
Human Resource Management at a collective level, and are shared with senior 
management to address any areas identified for action or improvement.  
 
Metrics: 

 Number of EDQs received; and 

 Content analysis of information provided in EDQs. 
 

During the 2017–2018 cycle, the departing employees who responded to the EDQ 
(12.7%) was up slightly from 2016–2017 (11.8%).  
 
The following results relate specifically to the perspectives of departing 
employees of the under 29 and retiring cohorts. They identify a clear trend of 
overall decreased satisfaction with age, when it comes to workplace wellness: 
 

 Respondents up to 29 years of age were much more satisfied than any other 
age group cohort. Surprisingly, satisfaction with workplace wellness tends to 
increase with the older age group cohorts, as results show employees over 60 
years and those up to 29 years of age were the two most satisfied age groups; 

 Although retiring employee satisfaction was consistent overall with the rates 
for other groups, when it came to workplace wellness, this cohort, when asked 
to elaborate, provided more comments related to unhealthy workplace; and 

 The cohort of “employees leaving the department for deployments” also was 
very vocal about unhealthy workplace. Their comments are split between 
unhealthy workplace and lack of opportunity. 
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ANNEX B: 
Examples of Communications and  
Outreach Activities 
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