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Progress on SSC’s response to OAG audit 

 
Report recommendation SSC response Progress Next steps 

 
OPI 

SSC should develop an overall 
service strategy that articulates how 
it will meet the needs of partners’ 
legacy infrastructure and transformed 
services. 

By December 31, 2016, SSC will approve and 
communicate a comprehensive service strategy that 
sets out how it will deliver enterprise IT 
infrastructure services to meet the needs of 
Government of Canada partners and clients.  The 
strategy will reflect SSC’s overall approach to 
providing legacy and transformed services at 
defined levels; the role of partners within the 
strategy; how partner and client needs will be 
considered and addressed; and how the approach 
results in the best value to Canadians. 
 

Status:  Completed 
 
SSC’s service management strategy for 
2015-2018 was finalized in December 
2015 and communicated to partner 
departments on February 1.  The strategy 
was designed in accordance with the TB 
Policy on Service and the 
recommendations of the OAG.   

In upcoming annual reviews, the 
scope of the Service 
Management Strategy will be 
expanded to non-priority services. 

SADM, 
Strategy 

SSC should develop a comprehensive 
service catalogue that includes a 
complete list of services provided to 
partners, levels of service offered and 
service targets. 

SSC will establish a service catalogue project to 
support the evolution of the catalogue’s structure, 
content and automation.  The catalogue will include 
more detailed service descriptions, service levels, 
and associated targets.  Catalogue updates will 
begin in March 2016 and will continue on an 
ongoing basis as services evolve.   
 

Status:  Ongoing Implementation  
 
SSC’s service catalogue is available on 
SSC’s extranet site and lists all of SSC’s 
services.  In November 2015, SSC 
updated the catalogue to include 
enterprise service level expectations for 
the five priority services (email, mobile 
devices, videoconferencing, application 
hosting and GCNet WAN services). 
 

Updates to the catalogue will 
continue on an ongoing basis as 
the services evolve and as unit 
pricing and service level 
expectations are developed. 

SADM, 
Service 
Delivery 
and 
Manage-
ment 

SSC should work with its partners to 
establish agreements that clearly and 
concretely articulate service 
expectations, including roles and 
responsibilities, service targets and 
associated reporting commitments. 

SSC will update the exiting Business Arrangements 
with partners.  As part of this update, SSC will 
establish service expectations for enterprise 
services that include roles and responsibilities, 
service targets on key areas of GC IT Infrastructure 
performance and partner reporting commitments.  
SSC will provide these expectations to partners by 
end of December 2016. 
 

Status:  Ongoing Implementation  
 
Service level expectations for SSC’s five 
priority services were communicated to 
partners in November 2015. 

Service level expectations for 
SSC’s remaining services will be 
established by December 2016. 
 
SSC will renew its business 
arrangement agreements with 
partners throughout 2016.  These 
renewed agreements will clarify 
roles, responsibilities and 
reporting.   

SADM, 
Strategy 
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OPI 

SSC should measure and report to 
Parliament and partners on key areas 
of IT systems health performance 
(such as security, availability, 
reliability and capacity) and on partner 
satisfaction.  Where partner service is 
below target, SSC should put action 
plans in place to remediate levels. 

SSC will continue to mature its performance 
measurement strategies.  Results for key areas of IT 
system health will be reported to partners starting in 
April 2016 and action plans will be implemented if 
service levels fall below targets.  SSC will also 
provide more comprehensive reporting on IT system 
health in its reports to Parliament starting with the 
2017-18 DPR. 
 

Status:  Ongoing Implementation  
 
SSC launched its customer satisfaction 
questionnaire in November 2015 and 
distributed the results to partners on 
February 1.  SSC will use the results as a 
benchmark for customer service levels.   
 
SSC’s RPP for 2016-17 will include more 
comprehensive performance indicators 
and targets than SSC’s previous RPPs. 

SSC will launch expanded 
reporting to partners by April 
2016, including on customer 
satisfaction levels and IT system 
health. 

SADM, 
Strategy 
 
SADM, 
Service 
Delivery 
and 
Manage-
ment 

In order for partners to comply with 
government IT security policies, 
guidelines and standards, SSC should 
establish expectations and provide the 
necessary information to partners for 
the IT infrastructure and services that 
it manages. 

To help partners carry out their IT security 
responsibilities, SSC will: 
• Establish expectations related to security roles 

and responsibilities following the renewal of the 
TB Policy on Government Security; and 
 

• Provide partners with documentation on the 
security of enterprise services, including SA&A 
evidence and partner-specific security incident 
reports. 

 

Status:  Ongoing Implementation  
 
SSC uses its interdepartmental Security 
Risk Management Board to report on 
security risks and compliance to security 
standards.  This Board meets every two 
weeks. 
 
On February 1, SSC launched 
consultations with partners on a RACI 
matrix that outlines SSC and partner 
roles and responsibilities for IT security.   

Following the renewal of the TB 
Policy on Government Security, 
SSC will develop a security 
expectations document in 
consultation with TBS and CSE to 
clearly articulate security 
expectations for SSC and its 
partners for both enterprise and 
legacy systems. 

ADM, 
Cyber 
and IT 
Security  

SSC should reassess the reporting 
process for its transformation 
initiatives to: 
• Ensure that methods for measuring 

progress are defined and aligned 
to key benefits established at the 
outset of the initiative; and 

• Establish review mechanisms to 
ensure that information reported to 
the senior management board on 
the status of transformation 
initiatives is clear and accurate. 

SSC will further develop its benefits management 
framework to align to the key benefits stated when 
SSC was created and to include methods for 
measuring progress.  In addition, SSC will review 
and confirm its key performance indicators to assure 
the accuracy of the progress against the 
Transformation Plan. 
 
SSC will improve its reporting and review 
mechanisms to ensure that the information on 
progress against transformation initiatives is reliable, 
clear and meets the needs of its internal oversight 
bodies.  This will be completed by December 2016. 

Status:  Ongoing Implementation  
 
SSC has established a Business 
Analytics Council and an Information 
Governance program to support the 
development of the benefits management 
framework. 
 
Ongoing service reviews at SSC’s 
Service and Project Review Board have 
been launched to report on progress 
against key performance indicators. 

The benefits management 
framework will be finalized and 
communicated to partners by 
December 2016. 
 
SSC will use automation to 
improve its reporting and review 
mechanisms. 

SADM, 
Strategy 
 



07.03.2016 

Report recommendation SSC response Progress Next steps 
 

OPI 

In supporting its funding strategy for 
its ongoing operations and 
investments, SSC should include in its 
strategy: 
• A formal methodology to prioritize 

and allocate funding for its 
investments in legacy and 
transformation initiatives that 
includes detailed criteria and 
rationales; and 

• A clear process to ensure that it 
has the available funding to 
address its funding deficiencies. 

To support an update to the Transformation Plan in 
fall 2016, SSC will document the methodology it 
uses to allocate funding for its investment in legacy 
and transformation initiatives, including its 
prioritization methodology, detailed criteria and 
rationale. 
 
SSC’s Service Pricing Strategy will align the funding 
strategy to the GC’s service requirements.  SSC 
formed a CIO DG Pricing Strategy Committee in 
April 2015 to assist in the development of pricing 
strategies for SSC services.  Mobile devices and 
email service pricing strategies were approved in 
June 2015 and are currently being implemented.  
Pricing strategies for the remaining 20 services will 
be approved by December 2016.  The Service 
Pricing Strategy will be reviewed annually by SSC 
senior management as part of the planning cycle.   
 

Status:  Ongoing Implementation  
 
SSC has developed an enterprise-wide 
cost management model. 
 
Mobile devices and email service pricing 
strategies were approved in June 2015 
and are currently being implemented.   

Pricing strategies for the 
remaining services will be 
approved by December 2016.   
 
SSC and central agencies will 
discuss financial models for 
funding transformation initiatives 
and renewing end-of-life IT 
assets. 
 
SSC will provide its Departmental 
Investment Plan to TBS by 
December 2016. 

Chief 
Financial 
Officer 

SSC should periodically refine its 
methodologies and practices to 
enable them to accurately determine 
and report savings. 

SSC will refine its methodologies and practices for 
determining savings to support an update to the 
Transformation Plan in fall 2016. 

Status:  Ongoing Implementation  
 
SSC has developed an enterprise-wide 
cost management model. 
 

SSC will consult with partners and 
seek advice from external experts 
while it develops the updated 
Transformation Plan. 

Chief 
Financial 
Officer 

 


