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As the new Minister of Veterans Affairs Canada
(VAC) and Associate Minister of National Defence, it
is an honour to be trusted with the important
mission of serving Canada’s Veteran communities.
| am happy to share the 2022-23 Departmental
Results Report with you, which highlights how the
Department has been serving Canadian Veterans
and their families.

Reducing processing times for Veterans remains
our top priority. In the 2022-23 fiscal year, we saw a
43% reduction in the backlog. We will continue
these efforts to ensure we meet the expectations of
our Veterans.

Over 90% of departmental budget spent in the
2022-23 fiscal year was paid to Veterans, their
families, and other program recipients. The Department provided many supports
and services which are outlined in the following pages. Over the last fiscal year, we:

worked with partners to develop the Veteran Homelessness Program which
will deliver $72.9 million in funding to support Veterans at risk of
homelessness

provided financial support to 728 Veterans and their families on 882 occasions
through the Veteran Emergency Fund (VEF)

introduced the new Military to Civilian Transition services providing increased
transition support for non-medically releasing Canadian Armed Forces (CAF)
members and their families

introduced the new Mental Health Benefits (MHB) initiative

increased maximum rates payable for the War Veterans Allowance (WVA) and
the Canadian Forces Income Support (CFIS) benefit by 10% so eligible
Veterans can receive additional tax-free support

engaged with internal and external stakeholders to develop a draft National
Veterans Employment Strategy on behalf of the Government, which will be
published in the 2023-24 fiscal year

In 202223, we were able to welcome Veterans back to our offices for in-person
appointments and to again offer home appointments. We also continued to
modernize our Department and developed a plan to support virtual health
professional services for Veterans.

We continue to pay tribute to thousands of Canadians who have worn the uniform
for Canada in times of war, military conflict and peace. Internationally, we marked
the 105" anniversary of the Battle of Vimy Ridge and 80™ anniversary of the Dieppe
Raid. In Canada, we marked the 25 anniversary of Operation RECUPERATION and
25" anniversary of the Red River Flood. There were over 62 VAC-led and VAC-
supported ceremonies and events overseas and 158 VAC-led and supported events
at home.

From the Minister
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We are also providing $15 million in financial support for Invictus Games 2025 in
Vancouver. The Games inspire recovery through sport, bringing together wounded,
injured and sick military personnel or Veterans.

It is our privilege to continue to serve Canada’s Veteran communities.

Sincerely,

The Honourable Ginette Petitpas Taylor, PC, MP
Minister of Veterans Affairs and
Associate Minister of National Defence

VETERANS AFFAIRS CANADA 3
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. 3,525 full-time \}
equivalent i
employees... including |

many new hires, most of
whom provided direct

Who was service to Veterans and
- their families
involved?

%

P i Results |
' $5.4 billion: - -
" more than 90% of nghllghts
. which was paid to

. Veterans, their

- families, and

' other program

\_ recipients /

(/ *We introduced the new Mental Health Benefits (MHB) initiative on 1 April 2022.

i *As a result of the Service Excellence Initiative, we retained and hired more term employees
' dedicated to making disability benefit decisions and reducing processing times.

i *We launched the fifth call for applications for the Veteran and Family Well-being Fund

' (VFWF) and awarded $6M to 21 organizations.

. *We resumed in-person service by appointment in our offices across the country in July

i 2022 and we resumed home appointments in February 2023.

' *We increased the maximum rates payable for the War Veterans Allowance (WVA) and

| the Canadian Forces Income Support (CFIS) benefit by 10%.

i *The Veterans Emergency Fund (VEF) provided financial support on 882 occasions to 728
' Veterans and their families, totaling $1.5M dollars.

i *We are providing $15M in financial support, starting in 2022—23, for Invictus Games 2025.
. *We implemented a new national rehabilitation services contract for the Rehabilitation
‘._Services and Vocational Assistance Program.

For more information on our plans, priorities and results achieved, see the
“Results: what we achieved” section of this report.

Results at a glance
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Core responsibilities

Benefits, Services and Support

Description: Support the care and well-being of Veterans and their
dependents or survivors through a range of benefits, services, research,
partnerships and advocacy.

RESULTS

As Canada’s Veteran population continues to change and evolve, we are evolving
with them. We constantly review what we do and how we do it in order to meet
Veterans' needs.

Under this core responsibility, we continued improving our benefits and services to
Veterans and other clients. Below, we have categorized our results under the
Departmental Result to which they relate most closely. We provide visual tags to the
Minister's Mandate Letter Commitments (MLC)' where applicable. Please refer to the
MLC codes and descriptions in Appendix B.

Departmental Result:

In line with our commitment to Veterans well-being, we ensure eligible Veterans
have access to mental health supports they need.

On 1 April 2022, we implemented MHB'
which allows eligible CAF Veterans to
get more immediate treatment

Mental Health Benefits (MHB)

Facts & Fig ures coverage for mental health conditions
The tallies as of 31 March 2023 such as trauma-and-stressor-related
/10,335 approved for MHB (from 1 April disorders, anxiety disorders and
2022 to 31 March 2023). depressive disorders.

= 2,801 of these individuals have made
claims to Medavie Blue Cross during this
same period.

= 2,608 were still serving (mental health
claims get paid by CAF until release)

v 45,096 total claims made by MHB-eligible
clients.

This coverage starts immediately
following their application for a
disability entitlement if: the application
indicates they are experiencing a
mental health problem, they have CAF
Service, and they have signed to
confirm truth of the information
provided. Coverage could last up to two

8 Results: what we achieved
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years or until their disability entitlement decision is granted. MHB provides coverage
for prescription drugs as well as treatments and examinations provided by
psychologists, counsellors, social workers, or other mental health professionals
approved by the Minister.

Since October 2022, an automated system determines MHB eligibility using
information provided in the Disability Benefits applications through My VAC Account
(MVA).TWhen all information is present, the system automatically sends the Veteran
a MHB eligibility letter and transfers their basic information to Medavie Blue Cross.
Medavie Blue Cross then sends the Veteran a health card (if they do not already have
one). Once deemed eligible for the MHB, any claims submitted for mental health
treatments meeting VAC's criteria, would be paid by Medavie Blue Cross on VAC's
behalf. [MLC7]

In March 2023, we published an update to the Strategic Direction document, Timely
disability benefits decisions: Strategic direction for improving wait times." First
presented in June 2020, it outlined the measures we would take to make faster
disability benefits decisions. The update includes a progress report for the past two
years and our priorities until March 2024. [MLCIT]

To improve treatment and services for Veterans with complex health needs, we
review applications from clinics providing interdisciplinary programs that wish to be
recognized by VAC as an Interdisciplinary Clinic (IDC). An IDC brings together various
health disciplines, offering a team approach in assessing and treating Veterans with
complex health needs. Our work simplifies the billing process for the IDC programs
and improves data collection on types of interdisciplinary programs.

In January 2023, we established a temporary team to start a comparative analysis of
the Public Service Health Care Plan (PSHCP), VAC Treatment Benefits and CAF
Spectrum of Care. The goal of this ongoing project is to identify gaps in our
Treatment Benefits Program when compared to similar services and supports
provided by the PSHCP and CAF.

In 2022-23, we prepared to lead the Canadian Veteran Well-Being Community
Health Needs Assessment (CHNA). The newly formed project team engaged key
stakeholders and community partners; and identified existing research to conduct a
secondary data analysis, literature review, and environmental scan. CHNA work is
ongoing. To identify health and well-being strengths, we engage with equity
deserving groups of Veterans including, women Veterans; 2SLGBTQI+ Veterans;
Indigenous Veterans; Black and racialized Veterans and Veterans with disabilities.
[MLC3, 4]

We established a unit to address the backlog of issues with registered health
providers. The unit's role is to ensure Veterans are receiving safe and effective
treatment from registered providers, and that providers are adhering to the
registration conditions. The unit communicates with the Federal Health Claims
Processing Services (FHCPS) contractor, registered providers and our Area Offices.

Our National Nursing Unit assessed their activities and tasks to ensure efforts meet

VETERANS AFFAIRS CANADA 9
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the needs of Veterans. We also began to enhance collaboration across regions and
nationally to improve efficiency and decrease turnaround times. We established a
working group to review the Nursing Assessment Tool to better meet the needs of
individual Veterans. The modernized Nursing Assessment Tool will be ready for
implementation by fall 2023.

In 2022-23, we completed 55% of
disability benefits first-time

o o ) Applications received for disability benefits
applications within the service

standard. This is up from 30% in Facts & Flgures

2020-21, and 46% in 2021-22. As we The tallies as of 31 March 2023

work on the oldest applications 61% increase between 2015-16 and 2022-23
first, we expect to see even more 70% reduction in the backlog since the spring
improvement. The large increase in of 2020

the number of applications 6,621 applications over the service standard at
received for disability benefits year end

43% reduction in the backlog in 2022-23

between 2015-16 and 2022-23 has alone (11,619 to 6,621)

contributed to difficulties in
meeting the service standard.

Our medical services staff were involved with early intake interdisciplinary teams
(IDTs) to ensure Veterans have timely access to treatments, benefits, and services for
their condition. Our teams provided medical expertise and advice to health and non-
health professionals alike. In addition, we provide virtual medical assessments for
disability benefit reassessments. We also resumed in-person disability medical
appointments which helped reduce wait times for disability applications and made
disability medical assessments more accessible for Veterans living in remote areas
and/or without access to a family physician. [MLC1]

Launched in January 2022, the

Veteran Family Telemedicine Service Veteran Family Telemedicine
Facts & Fig ures Service' pilot has proven
The tallies as of 31 March 2023 successful, and the satisfaction

rate remains very consistent at

700 registrants (plus 310 dependents) 93% since program launch

1,130 consults completed
Average consult wait time of under 8 minutes

Average time with a physician was 15 minutes In October 2022, we launched

the fifth call for applications for
the Veteran and Family Well-
being Fund (VFWF)" and awarded $6M to 21 organizations.' This funding will help
organizations with projects focused on various Veteran themes, including:
homelessness, mental health, employment, Indigenous Veterans, women and
2SLGBTQI+ Veterans, families, transition, and research. [MLC 3, 4, 5, 6, 7, 9]

On 1 April 2022, the five-year extension began for the contribution agreement with
the Atlas Institute for Veterans and Families'" (formerly the Centre of Excellence on
Post-traumatic Stress Disorder [PTSD] and other related health conditions). This
allows their important work to continue so we can expand our understanding of
PTSD and related mental health conditions. We also continued to support and

Results: what we achieved
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collaborate with the Canadian Institute for Military and Veteran Health Research
through a 10-year funding agreement ending in 2030. [MLC7]

Veterans Independence Program (VIP)
Facts & Figures

The tally as of 31 March 2023

78,887

Number of Veterans, caregivers, and survivors who received program
funding to ensure they could access the support services they need to
remain safely in their homes and communities

Departmental Result:

Financial literacy and financial resilience are important to all Canadians. It is the
ability to effectively manage predictable and unpredictable day-to-day financial
decisions, life choices and events. The more we know about the level of financial
literacy among Veterans, the better we can support them with relevant educational
resources and tools that can support their health and well-being.

In October of 2022, we published the

Financial Literacy Survey results of the Financial Literacy Survey:
Facts & Fig ures an online survey of 645 CAF Veterans
under the age of 65 years. Some
v 645 CAF Veterans under the age of 65 reported they did not have a household
years budget because they felt overwhelmed
v 75% feel “very to fairly knowledgeable” managing their money.
about managing their finances
v 59% reported that they had a In response to the findings, we created
household budget a financial management webpage on

our external website. The webpage
provides Veterans and their families with links to the Financial Consumer Agency of
Canada and Credit Counselling Canada which share free bilingual resources such as
budgeting tools, videos on financial management, and one-on-one financial/credit
counselling.

In July 2022, we increased the maximum rates payable for the WVA and the CFIS
benefit by 10%. This is in line with the Old Age Security increase of 10% in addition to
the usual quarterly indexation increases. As a result of these increases, eligible low-
income Veterans and their families began receiving additional tax-free support to
help ensure their basic needs were met.

VETERANS AFFAIRS CANADA 11
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In order to financially support Veterans who

experience barriers due to a health problem Income Replacement Benefit
resulting primarily from service, the Income .
Replacement Benefit (IRB) is a taxable, Facts & Flgu res

monthly benefit that ensures a Veteran's The tally as of 31 March 2023

total income will be at least 90 percent of
their gross pre-release military salary, until $-| 085 507 075
they reach the age of 65, while they are ! ! !
participating in the Rehabilitation Services Amount paid to Veterans in 2022-23
and Vocational Assistance Program or if they

have a Diminished Earning Capacity.

Furthermore, to recognize the important role

a Veteran's caregiver delivers on a day-to-day Caregiver Recognition Benefit
basis, we provide them with a tax free, Facts & Fig ures
monthly benefit. The tallies as of 31 March 2023

As part of our wait time init{atives, we /1,282 caregivers in receipt of this
continued to have our medical advisory staff benefit during the fiscal year
provide subject matter expertise in the v 92% of eligibility decisions
development and/or updating of key rendered within eight weeks
documents. These documents include a (formerly 61% in 2021-22)
functional direction document, a consult ¥ 31% improvement in processing
chapter (provides guidance to decision time.

makers as to what is required when
requesting a consult from medical/dental advisors), Entitlement Eligibility Guidelines
(EEG)* development and Table of Disabilities (TOD)* modernization. These initiatives
support our staff for reassessment decisions. [MLCI]

The VEFX provided financial support on 882 occasions to 728 Veterans and their
families. These funds, totaling $1.5M dollars, helped to ensure Veterans in financial
crisis had basic necessities such as shelter, food, and clothing.

We have started work to improve and formalize the treatment support mapping
process. This process is critical to ensure that all new treatment benefits are
appropriately mapped to a medical condition allowing Veterans to access treatment
benefits in a timely manner. This process will also allow for ongoing updates and the
addition of new codes to the Disease Classification and Program of Choice Manual,
as required.

Departmental Result:

Having the opportunity to accomplish something that is meaningful to a person
contributes to that individual's sense of purpose. This sense of purpose significantly
benefits health, work performance, and impacts motivation in all aspects of life.

Results: what we achieved
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We consulted with Veterans, employers and stakeholders in the fall of 2022 using
the Let's Talk Veterans®' platform. This resulted in over 1,000 people giving their
valuable input and insights for the National Veterans Employment Strategy. [MLC5]

We implemented a new contract for Career
Transition Services (CTS)"" which included

) Career Transition Services
|mprovements to meet Government of

Canada policies on service and digital, Facts & Figures

accessibility, and inclusion. We also developed The tally as of 31 March 2023

58 standard operating procedures to improve

the services Veterans receive and updated 'I 189

the 15 learning modules available to Veterans. ?

[MLC6] Number of approved CTS
applications between April 1, 2022,

The new contract moved to the operational and March 31,2023,

phase in January 2023, and we continued to
provide Veterans with a full range of services, including help with resume writing,
interview preparation, and job finding assistance. [MLC5]

We actioned the recommendations of the Joint Evaluation of the Implementation of
the Veterans Hiring Act*" to take an integrated approach to improving Veteran
hiring outcomes and serve as the hub for recruitment and retention initiatives
across the public service. We worked with more than a dozen federal organizations
to support the development of tools that help match job requirements with military
skills and experience. [MLC5]

We began a partnership with the Canadian Military, Veteran and Family Connected
Campus Consortium* in February 2023. The intention is to help serving members,
Veterans, and their families transition to the labour market with updated skills.
[MLCS, 6]

We hosted three virtual multi-day events to connect Veterans with employers. The
events showcased 85 private sector employers and 14 Public Service departments
and agencies seeking to hire Veterans. [MLC5]

We continued to monitor active projects
Hire A Veteran LinkedIn that focus on Veteran employment and

Facts & Figures retraining. Project activities included:

The talli £ 31 March 2023 offering opportunities to repurpose and
ctafliesaso are translate Veterans skills and experience;

Almost 3,390 total members offering education opportunities (e.g.,
1,800 new members in 2022-23 alone self-paced, virtual or in-person courses);
500 private sector employers and helping Veterans find job
New jobs posted daily opportunities. In October 2022, the
We increased our virtual outreach and VFWF launched a new call for
‘continued to grow the Hire A Veteran applications. As a result, we selected
LinkedIn group to connect Veterans with three projects that focus on
interested employers. employment/retraining for funding."
[MLC5]

VETERANS AFFAIRS CANADA 13
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Departmental Result:

Going through any transition takes time. It can be stressful and overwhelming. Even
when the decision to make the change was intentional, it can still feel
uncomfortable. Some may adapt quickly to change while others may find it
challenging. Each person’s situation is unique and will present different
opportunities and considerations. Our goal is to help Veterans develop the skills and
knowledge they need to actively cope with, and adapt to, their new reality.

In November 2022, we began implementation of a new national rehabilitation
services contract for all new participants to the Rehabilitation Services and
Vocational Assistance Program. For participants on the program before
implementation, migration to the new contractor is happening in a phased
approach with completion by Fall 2023. Through this contract, streamlined, high-
quality services include:

= Timely coordination and oversight to ensure Veterans receive the support and
services when and where it is needed;

= Asingle point of contact for Case Managers to ensure streamlined service
delivery;

= Training for all contractor employees and 3 party providers on our
Rehabilitation program, military culture, cultural sensitivity, Gender-based
Analysis (GBA) Plus and accessibility; and,

= Decreased administrative tasks for Case Managers providing more time to
connect, assess overall Veterans' needs and monitor progress.

With the new national provider, we
expect to see an increase in our
results upon full implementation. A
comprehensive performance

Rehabilitation Services and Vocational
Assistance Program

measurement and quality assurance Facts & Flg ures
framework will be used to monitor The tallies as of 31 March 2023
effectiveness of the new service v 83% experienced an improvement
delivery model and identify further v 2% result increase since 2021-22
improvements.

We are advancing our work on Closing the Seam, a joint CAF/ VAC initiative. Under
the initiative we launched the Release Notification webservice and we now receive
earlier notification of all CAF releases through a weekly secure file transfer, which is
then uploaded into VAC systems and initiates work items related to transition.! Work
continues to ensure releasing members are aware earlier in the process what

T A web service replaced the secure file transfer effective 1June 2023.

Results: what we achieved
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services and programs VAC offers to assist in their transition to life after service.
[MLCe]

Our Service Health Records search tool allows us to search digital records and
images for key evidence on hearing loss and tinnitus. After continuing trials in 2021-
22,in 2022-23 we expanded the search function to include additional conditions for
which we receive high volumes of applications. Service Health Records can range
from a few pages to thousands, depending on a Veteran's length of service and
health history. This tool will save time searching these files and will only extract
information relevant to the application, allowing us to make decisions faster. We
developed a platform, VAC Healthshare,* for medical practitioners (currently
audiology clinics) to electronically submit medical reports, audiograms, and medical
guestionnaires, along with their invoices for services. We began testing the platform
with audiologists in October 2022 and rolled out for use at all audiology clinics in
February 2023. This tool will allow us to receive medical documents quicker.

Evidence-informed decision models are rules-based tools that allow staff to process
claims faster for certain conditions. We have expanded the number of conditions
processed through this model and will explore opportunities for further expansion.
For example, we are developing decision models for conditions commonly arising as
conseguential to mental health conditions.

We rolled out the new Military to Civilian Transition in 35% of CAF Transition Centre
locations and 52% of VAC Area Offices across Canada this fiscal year. This provides
increased transition support for non-medically releasing CAF Members and their
families. [MLCo]

Departmental Result:

The challenge of finding affordable housing is impacting all Canadians, including
those who have served this country. Homelessness is a concern, and not only for the
most vulnerable members of the population. The highest levels of government are
investing to combat this growing issue to ensure more Canadians have a place to
call home. Having safe and stable housing is essential to establish one's place in
society, to build relationships and to fully participate within a community. We will
continue to work with partners, communities and other government departments
to identify and address Veterans specific housing needs.

We worked very closely with Canada Mortgage and Housing Corporation and
Infrastructure Canada, to develop the Veteran Homelessness Program*' as well as
tools and materials to support the launch and delivery of the program. This program
will deliver $72.9 million in funding for rent supplements and wrap around services
to support Veterans experiencing, or at risk of, homelessness. It will also deliver $6.2
million in funding to support research and build capacity in the area of Veteran
homelessness. [MLC9]

VETERANS AFFAIRS CANADA 15
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We conducted targeted outreach and established working relationships with many
external organizations working in the Veteran homelessness field. These
relationships will help us gain a greater understanding of the challenges faced by
Veterans experiencing homelessness
and those who support them within
the community and will ensure our -l 87-'
programming responds to the unique !

needs of this population. [MLC9]

Number of times we reached out

We are working collaboratively on proactively to vulnerable Veterans
developing a Veteran Homelessness impacted by emergency situations to

Strategy. This work is focused on better ensure their basic needs were met and
understanding the problem of they can access the supports they need
homelessness experienced by Veterans when and where they need them.
and proposing solutions for support in
these situations. We are exploring
opportunities for Field Nursing Services Officers to conduct community outreach to
Veterans experiencing homelessness, but this work is not yet operationalized. [MLC9]

We monitor active projects that focus on reducing Veteran homelessness and offer
support to those at risk of becoming homeless. Project activities included providing
shelter, individualized counselling, help in achieving personal goals, emergency
supports (e.g., food, supplies, clothing, etc.), wrap around services, and reducing
isolation. In October 2022, the VFWF launched a new call for applications. As a result,
five new projects that focus on homelessness/housing were selected for funding."
[MLC9]

Occupational Therapy
Services provides home
functional assessments and
home modifications to help
Veterans access and live in
their homes safely and
securely.

Departmental Result:

To strengthen social integration and well-being, this Departmental Result was
added in 2022-23 to focus on community belonging and relationships with friends
and family. A Veteran's relationship with family has been found to be important for

Results: what we achieved
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well-being outcomes and satisfaction with life in general?, while satisfaction with
relationships with friends could indicate a higher likelihood of social support. Social
support is important for transition to life after service, as lower levels of social
support often result in a more difficult adjustment®.

We promote the Operational Stress Injury Social Support® and the Support for
Operational Stress Injury™ peer support programs with our clients and with the
broader community to ensure they are aware of available support. Peer support
connects Veterans to a supportive community of people with similar experiences.
Breaking down the stigma and providing social support has led many to seek the
help they need and change their lives for the better.

We delivered Mental Health First Aid for

the Veteran community* From June 2016 Mental Health First Aid
to fiscal year end, we delivered 245 training Facts & Fig ures
sessions (both virtually and in-person) to The tallies as of 31 March 2023

3,636 members of the community. We
fund this important initiative which offers
mental health literacy to support those
experiencing mental health issues. [MLC7]

245 training sessions
delivered since 2016
3,636 participants

To better support those impacted by

military sexual trauma, we are working with the Sexual Misconduct Support and
Resource Centre to collaborate on areas of mutual interest and promote awareness
of each other's programming.

For example, we are co-developing an
online and face-to-face peer support Togetherall
program for current and former CAF .
members who experienced sexual Facts & Flg ures
misconduct during their service. The peer The tally as of 31 March 2023

support program is being launched in 232

phases and the first program offering was

an anonymous and confidential online Number of registrants for the anonymous
discussion forum, Togetherall * launched and confidential online disc‘ussion forum to
in June 2022. [MLC2] support those who experienced sexual

misconduct during their service

We monitor active projects that focus on

Veteran employment and retraining. Project activities included assisting Veterans by
offering opportunities to repurpose and translate their skills and experience, offering
education opportunities (e.g., self-paced, virtual or in-person courses), and assisting
in finding job opportunities. In October 2022, the VFWF launched a new call for
applications. As a result, we selected three projects that focus on
employment/retraining for funding."' [MLC5]

2 Pépin, Sudom & Dunn, 2006.
3 Maclean et al.,, 2015
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https://www.veterans.gc.ca/eng/health-support/mental-health-and-wellness/counselling-services/someone-who-can-relate
https://www.rcmp-grc.gc.ca/en/family-corner/support-operational-stress-injury-program
https://www.rcmp-grc.gc.ca/en/family-corner/support-operational-stress-injury-program
https://mentalhealthcommission.ca/training/mhfa/veteran-community/
https://mentalhealthcommission.ca/training/mhfa/veteran-community/
https://www.canada.ca/en/department-national-defence/services/benefits-military/health-support/sexual-misconduct-response/mst-peer-support-program-consultations/online-discussion-board-for-those-affected-by-sexual-misconduct.html
https://www.canada.ca/en/department-national-defence/services/benefits-military/health-support/sexual-misconduct-response/mst-peer-support-program-consultations/online-discussion-board-for-those-affected-by-sexual-misconduct.html
https://www.veterans.gc.ca/eng/about-vac/research/well-being-fund/funding-recipients/2022
https://www.veterans.gc.ca/eng/about-vac/research/well-being-fund/funding-recipients/2022
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Departmental Result:

We are mandated to “Deliver a higher standard of service and care” and we take that
very seriously. Measuring Veterans' satisfaction with service delivery helps us plan
and determine next steps.

We are always looking for new ways to make our processes more efficient. We
implemented VAC Healthshare for Hearing Loss and Tinnitus which helped us
receive decision making documents faster, meaning faster service for Veterans.

We centralized nurses’ roles in facilitating long-term care benefits for Veterans. This
streamlined processes and improved standardization for faster turn-around times
for Veterans, and enhanced the quality and availability of support for Veterans and
their families.

In an effort to improve Veteran-centric care and expand outreach, we developed a
plan to support the delivery of virtual health professional services. While new,
feedback from Veterans of all ages and abilities was overwhelmingly positive.
Veterans who chose to access their services virtually reported very high satisfaction
with the quality of the service itself, the quick availability of appointments, and the
ease of access.

In 202223, we worked on a number of initiatives to improve our outreach to
Indigenous Veterans. First, after a pause due to COVID-19, we got ready to resume
travel to each of Canada’s three territories four times a year to provide in-person
service delivery to our clients. We also established an Indigenous Veteran
Engagement team, which was slated to begin work in early 2023-24. This team will
aim to ensure that Indigenous Veterans and communities are aware of our benefits
and services, and will learn about any obstacles that Indigenous Veterans may
encounter when coming to us for assistance. Finally, we completed and shared a
pamphlet for current and former Indigenous Canadian Rangers. The multilingual
pamphlet explains how Rangers can contact us for assistance related to service-
related injuries and is offered in four Indigenous languages: Denesuline, Inuktitut,
Oji-Cree and Innu-Aimun (Montagnais).

In 2021, we held a three-week consultation on Let's Talk Veterans® to ask how we
could improve the disability benefit application experience. In May 2022, we
published a report™i that summarized the feedback and how we will address it. We
are acting on the recommendations in this report to ensure immediate and ongoing
improvements in the process.

In addition, we made process changes to send reassessments with specific criteria
directly to our medical advisory team. As a result, there is a reduced touchpoint for
these files, leading to faster processing time.

Results: what we achieved



https://letstalkveterans.ca/
https://letstalkveterans.ca/disability-benefits-application-process-consultation
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During the fiscal year, many sessions were

provided in Operational Stress Injury (OSI) 2'7 '74']
Clinics® for a variety of services. All OSI Clinics !

offer services in-person or virtually, and the Number of sessions provided
latter was chosen by clients for 61% of the in OSI Clinics

appointments.

We developed a performance reporting system and framework to make evidence-
informed decisions that ensure the health and well-being of Veterans. For example,
measuring and evaluating practices, outcomes and resource requirements. Accurate
and reliable reporting on Case Management (CM)*V services, outcomes, caseloads
and service standards are available by using automated reports and dashboards on
these services.

Before the fiscal year ended, we

implemented a new CM tiered level Case Management

of service standards, and we started . .

reporting client's complexity level Tiered Service Standards

and associated contact service Clients presenting with level 1

standard. complexity will have direct contact
every 60 days

From internal stats within our
systems, including GCcase and the
CM Assessment Tool, we can extract
data on Veteran outcomes, but work
is still ongoing. We will be able to
report on client satisfaction with
their self-reported physical and
mental health, and their ability to
manage day to day responsibilities. We will also provide data on Veterans
demonstrating progress in improving and achieving their case management goals.

Clients presenting with level 2
complexity will have direct contact
every 30 days

Clients presenting with level 3
complexity will have direct contact
every 14 days

According to the 2022 VAC

National Client Survey results, v
78% of respondents are highly
satisfied with their CM Services v
and 81% said the services they
received were beneficial to them. | * ==

IR
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https://www.veterans.gc.ca/eng/health-support/mental-health-and-wellness/assessment-treatment/osi-clinics
https://www.veterans.gc.ca/eng/health-support/mental-health-and-wellness/assessment-treatment/osi-clinics
https://www.veterans.gc.ca/eng/health-support/case-management
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We are no longer running the MVA user
satisfaction survey focused on the online
application process. The last survey was in
P 2021. At that time, MVA received a consistent
| By e e satisfaction rating of over 80%. This year, we
introduced a new design for MVA and to
T - ensure the design meets our user’'s needs,
sy sian i — o we introduced a user experience survey and
a feedback channel for users to send us
e m— feedback. We reviewed all feedback and
actioned as appropriate.

We continued to improve accessibility of MVA, as well as other external and internal
VAC systems to ensure their ease of use and understanding by diverse groups. This
includes ensuring all new enhancements meet or exceed accessibility standards, as
per the Standard on Web Accessibility™ and the Policy on Service and Digital*V
MVA's level of accessibility has improved. In 2022, we completed a full assessment
against the standard and results revealed some critical, serious, moderate, and
minor non-conformance issues. In 2022-23, we addressed those issues in order of
severity and have removed all critical and serious items. Work on all new features or
updates in MVA now begins with an accessible design review and usability testing.

In addition to MVA, we improved other digital services by consulting with end users
to inform our strategic direction. All new developments in client facing and client
support tools such as Benefits and Health Services On-Line, Rehabilitation Services
and Vocational Assistance Program (RSVP) and more have had a user experience
analyst overseeing the work.

Library and Archives Canada published the final
3’427 2022 VAC National Client Survey (VNCS) report™i
) in February 2023. Since then, we engaged in a

Veterans and other VAC clients  gocondary analysis of the results to better

participated in the VAC understand clients’ experiences with our

National Client Survey programs including VIP, Disability Benefits,
Commemorative Initiatives, and the
Rehabilitation program. We are now turning our focus to the experience of
underrepresented groups including women, Indigenous and racialized Veterans. We
will also use the secondary analysis to provide insight into the service experience and
communication challenges of those with disabilities as identified in the Accessibility
Action Plan. [MLC3, 4]

Results: what we achieved



https://www.tbs-sct.canada.ca/pol/doc-eng.aspx?id=23601
https://www.tbs-sct.canada.ca/pol/doc-eng.aspx?id=32603
https://epe.lac-bac.gc.ca/100/200/301/pwgsc-tpsgc/por-ef/veterans_affairs_canada/2022/033-19-e/VNCS_2022_Full_Report_EN.pdf
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The National Client Contact Network
received 398,558 calls in 2022-23, National Client Contact Network
answering a total of 378,633, which is a :

95% response rate. They also managed Facts & Flg ures

. . The tallies as of 31 March 2023
131,975 incoming MVA secure messages.

378,633 calls answered

On 28 February 2023, we put out a 131,975 incoming MVA secure
Request for Proposal for the next FHCPS messages
contract, i which provides health
authorization and claims processing .

. . - respondents said
services to Veterans, their families, and 79% say contacting us by phone is
serving members of the CAF and Royal their preferred method
Canadian Mounted Police (RCMP). This 71% say it is easy to reach us by phone
next contract includes a focus on data,
automation, and innovation to help
make claims authorization and payment processes more efficient and effective. This
is the first step to ensuring that we implement the next FHCPS contract by the end
of the current contract in July 2026.

What National Client Survey

In 2021-22, VAC implemented a Service Health Records (SHR) Search tool for hearing
loss and tinnitus. This tool uses enhanced machine reading capability and
handwriting recognition. It is a behind-the-scenes tool that automatically gathers
relevant information related to a client’s claimed condition. It searches SHRs and
Digital Immages based on keywords, phrases, and documents while leveraging
handwriting recognition. In 2022-23, we expanded the search function to include
additional conditions for which we receive high volumes of applications.

We have also developed system functionality to allow adjudicators to determine if an
applicant’'s military career path has left them with a high probability of cumulative
joint trauma. This is a first step to capture this information in the system, allowing us
to look towards automating it in the future.

Moreover, we enhanced our favourable decision letter for Hearing Loss and Tinnitus.
This enhanced letter extracts information from various sources within our systems to
pre-populate most of the decision letter. This will allow for a simpler, faster,
standardized decision letter and will lay the foundation for further development of
letters.

We gradually resumed in-person service by

appointment in July 2022 in our offices across the 2 4] 8
country and we resumed home appointments in ! .
February 2023. Home appointments may be Number of in-person

appropriate for assessments, comprehensive
screenings, CM services, guided support services or
benefit and service delivery based on client needs.

services provided

We have updated the terms of references/guiding principles for our Benefits Review
Committee (BRC) to include consideration of the impact that coverage of a given
service/treatment/benefit is expected to have on diverse groups of individuals (such
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https://letstalkveterans.ca/health-claims-processing/widgets/145632/faqs
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as 2SLGBTQI+ and Indigenous groups). BRC members now include a representative
of the Office of Women and 2SLGBTQI+ Veterans®* so that the perspectives and
needs of these Veterans can be shared and considered by the BRC when making
recommendations to Senior Management. [MLC3, 4]

As part of VAC and the Sexual Misconduct Support and Resource Centre's®™* co-
development of the Military Sexual Trauma Peer Support Program>~, individuals
with lived experience participated in a consultation process to inform the design of a
program that would meet their needs. This consultation will continue through the
implementation of the final program. [MLC2]

Building on the efforts of the Veteran Excellence Team, the Bureau of Pension
Advocates (BPA)* has used temporary funds to hire junior lawyers to continue to
process simpler claims across the country. This allows senior lawyers to continue to
work on more complex files.

. Gender-based analysis plus (GBA Plus)

[ | ]
EEEEE
u .... We implemented our GBA Plus Strategy with a focus on changing the
O culture and raising awareness to integrate GBA Plus into the design from

the outset of all new initiatives.

We also implemented a GBA Plus policy that confirms our commitment to
mainstreaming GBA Plus. The policy details how we will integrate GBA Plus
principles into every aspect of our work. As well, it reinforces the shared
commitment across all functional areas from research, to policy, to service delivery,
to audit and evaluation. This includes supporting GBA Plus training for all staff at all
levels. We continued developing and improving data collection, analysis, and
assessment of program impacts on gender and diversity. We are working on a
process for standardizing how and where we document gender when gender-
diverse Veterans ask to include this information on their file.

We are also working with Statistics Canada
. to potentially be able to link program data
-I I n 6 with census and survey data as part of
Statistics Canada Disaggregated Data
Veterans are women Action Plan. These data linkages will allow

; us to conduct an analysis of our programs
accordi ng to the 2021 using identity factors that we do not

Census - the fastest currently have the authority to collect,

. t of including information that will allow us to
growing segment o better understand our gender-diverse,

Veterans in Canada Indigenous, and racialized Veterans.
[MLC3, 4]

In addition, the biannual 2022 VNCS contained gender, Indigenous, and visible
minority indicators, which allows us to disaggregate and analyze responses by
subpopulation. [MLC3, 4]

Results: what we achieved



https://www.veterans.gc.ca/eng/about-vac/what-we-do/women-LGBTQ2/office
https://www.canada.ca/en/department-national-defence/services/benefits-military/health-support/sexual-misconduct-response.html
https://www.canada.ca/en/department-national-defence/services/benefits-military/health-support/sexual-misconduct-response/mst-peer-support-program-consultations.html
https://www.veterans.gc.ca/eng/veterans-rights/how-to-appeal/bureau-pensions-advocates
https://www.veterans.gc.ca/eng/veterans-rights/how-to-appeal/bureau-pensions-advocates

2022-23 Departmental Results Report

Furthermore, we worked on implementing the Government of Canada’s policy
direction on the Modernization of Sex and Gender Information Practices,
beginning with a review when we require sex information and limiting who can view
it in our systems to those who need it for decision making. We continue to explore
ways to recognize gender diverse Veterans who wish to have their identity factors
changed in our systems and acknowledged by our employees. Also, we will be
assessing the collection of gender information on a program-by-program basis.
Many program areas are developing dashboards to report on GBA Plus data as
required.

We are currently in a multi-year modernization of primary tools we use to support
decision making for Disability Benefits; the EEGs and TOD. As part of this
modernization, we are reviewing these tools to ensure that they are always based on
up-to-date health related evidence and provide for consistent, efficient and swift
decision making. We developed a GBA Plus methodology specific to this work and is
being applied to the revisions of each EEG and TOD Chapter to ensure that these
tools consider the diverse health related experience of Canadian Veterans.

We ensured that research funded by the Department conforms to principles of Sex
and Gender Equity in Research to informm how we design, conduct, and report
findings to ensure fair representation of women Veterans and underrepresented
groups in our research initiatives. We achieved this with the Military Sexual Trauma
Critical Conversations study (McMaster University); the INSPIRE INcreasing VeteranS'
Pathways to Information, Resilience, and Empowerment study (MacDonald Franklin
OSI Research Center); and the Women Veterans Homelessness Scoping Review
study (Ontario Tech University). [MLC2, 3]

Our National Nursing Unit launched the National Committee for Diversity, Equity,
and Inclusion in Nursing to promote inclusive care for equity-deserving Veteran
groups. This includes excelling in care, compassion, and respect; acknowledging
implicit biases; using sensitive language in all correspondence and documentation;
seeking the Veteran's voice, creating a safe space based on trust and acceptance;
understanding intersectionality of clinical need, and promoting health equity.

Gender-based Analysis Plus was integral to the design of the new Mental Health
Benefits. Research we conducted in collaboration with Statistics Canada and
Department of National Defence demonstrated that mental health conditions are
much more prevalent amongst Regular Force Veterans than any age and sex
standardized group of other Canadians. In many cases the incidence is twice as high
and for PTSD it is 10 times as high. There is an unequal distribution of mental health
diagnoses among male and female Veterans, with sexual assault and trauma
presenting the highest risk for developing PTSD. The military population is at higher
risk for sexual assault with female members four times more likely than males to
report sexual assault. [MLC7]

While there is more to do and learn to understand differences between male and
female Veterans and other factors (additional identities such as sexual orientation,
ethnicity, race and culture), this MHB initiative will contribute to Canada’s Gender
Results Framework in the area of improved mental health and well-being outcomes
in supporting psychological well-being. [MLC7]
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Moreover, we started planning to lead the Canadian Veteran Well-Being CHNA. We
engaged key stakeholders and community partners; and identified existing research
to conduct a secondary data analysis, literature review, and environmental scan.
CHNA work is ongoing to engage with Canadian Veterans to systematically identify
their health and well-being strengths and needs by engaging with equity deserving
groups of Veterans including, women Veterans; 2SLGBTQI+ Veterans; Indigenous
Veterans; Black and racialized Veterans and Veterans with disabilities. [MLC3, 4]

United Nations (UN) 2030 Agenda for Sustainable
Development and the Sustainable Development Goals (SDG)

SDG 3: Good Health and Well-Being

We helped advance this SDG based on our Well-Being Surveillance Framework by
assessing Veterans needs for the seven domains of well-being: health, culture and
social environment, housing and physical environment, life skills, social integration,

finances and purpose. An interdisciplinary team approach created a J—

sustainable model for delivering CM Services. By leveraging their ANDWELL-BEING
expertise and increasing their involvement with our most complex
Veterans, we provided high quality service to Veterans and their L 4

families, ensuring they received the appropriate level of service at the
right time.

SDG 4: Quality Education 4 QUALITY

4 - : EDUCATION
We offered several programs**" that provide financial support for

education, training and their related financial costs for Veterans and their I!!l l
families.

SDG 5: Gender Equality and SDG 10: Reduced inequalities

We made improvements in the turnaround times for GENDER 1 —

applications from female Veterans. For 2022-23, the EQUALITY INEQUALITIES
average turnaround times for first applications were -
28.9 weeks for females and 27.9 weeks for males. In the g 4d=)
2021-22 fiscal year, the average turnaround times were v

40.2 weeks for females and 39.6 weeks for males.

SDG 8: Decent Work and Economic Growth DECENT WORK AND
ECONOMIC GROWTH

We offered several programs® to help CAF Veterans find jobs and
provide other career-related services and information.

i

SDG 11: Sustainable Cities and Communities

Our pan-governmental work towards ending homelessness among
Veterans supports the UN goal of making cities and human
settlements inclusive, safe, resilient and sustainable. In 2022-23, we
partnered with Canada Mortgage and Housing Corporation and
Infrastructure Canada to develop the Veteran Homelessness
Program.

Results: what we achieved



https://www.veterans.gc.ca/eng/education-and-jobs/back-to-school
https://www.veterans.gc.ca/eng/education-and-jobs/finding-a-job
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SDG 16: Peace and Justice and Strong Institutions

BPA specializes in administrative law, particularly legislation that applies
to the Veteran community. The Bureau represented Veterans, free of
charge, before the Veterans Review and Appeal Board (VRAB) in support
of Veterans receiving entitlement to disability benefits. This contributed to
promoting the rule of law and providing access to justice for all.

Innovation

BPA has invested in a significant project called DARE (Digital Age Renewal) focused
on digital transformation and innovation in processing practices designed to achieve
the Bureau's service standard and to lessen wait times for Veterans who wait for a
review or appeal decision at the VRAB. The Bureau initiated DARE in 2022-23 and
began a thorough analysis of potential new practices that can leverage digitization
for efficiency.

We have developed the initial prototype to allow for the auto-population of certain
types of Disability Benefit decision letters, reducing the time requirements placed on
decision makers. As we build upon this prototype, we will look towards adding
additional functionality, allowing more letter types to be auto populated. [MLCI]

Data and Analytics

We partnered with Statistics Canada to identify Veterans in the following national
surveys: Canadian Survey on Disability,” Indigenous Peoples Survey,* Canadian
Community Health Survey,*i" and the Canadian Housing Survey (CHS)>**We also
partnered with them to conduct the first cycle of the Canadian Veteran Health
Survey (CVHS) in the last three months of 2022. The CVHS replaced the Life After
Service Survey (LASS)M and is the first national survey to represent all Canadian
Veterans, including older Veterans for whom we previously had little information.

Furthermore, we continued to work with Statistics Canada to learn about modern-
day Canadian Veterans using data from the 2021 Census"

You can have data

without information, but
you cannot have
. information without

data. — Daniel Keys Moran
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https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3251
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3250&lang=en&db=imdb&adm=8&dis=2
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3226
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3226
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&amp;SDDS=5269
https://www.statcan.gc.ca/en/survey/household/5383
https://www.statcan.gc.ca/en/survey/household/5383
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&Id=1228312
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&Id=1228312
https://www12.statcan.gc.ca/census-recensement/2021/ref/98-500/015/98-500-x2021015-eng.cfm
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DATA SOURCE CHANGES: Providing better representation and increasing
comparability.

The LASS, last completed in 2019, was replaced with the CVHS in order to provide
better representation of certain Veteran groups, particularly older Veterans, and will
align closely with the content covered in the Canadian Community Health Survey,
allowing increased comparability with the broader Canadian population.

The CVHS, conducted by Statistics Canada on our behalf, covers all individuals
released before May 2021 and who did not re-enlist at the time of the survey. It was
administered to Veterans living in the 10 provinces of Canada, 18 years of age or
older, and not living in institutions. Veterans living in the Territories are represented
in the Indigenous Peoples Study.

Many of our performmance measurement indicators are derived from Veteran surveys.
Indicators based on questions from the CVHS will be similar to those from LASS as
many of the questions are identical. However, the Veteran population surveyed
differs: the 2019 LASS covered Regular Force Veterans released from 1998 to 2018,
while CVHS covers all Veterans who were released up to May 2021. As such, results
for indicators based on CVHS questions (from 2022 on) cannot be directly compared
to those sourced from LASS.

Results achieved

The table on the following page shows, for Benefits, Services and Support, our results
achieved, performance indicators, targets and target dates for 2022-23, and our
actual results for the three most recent fiscal years for which actual results are
available.

The footnotes associated with the table are shown on the page thereafter due to the
size of the table.

Results: what we achieved
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2020-21 2021-22 2022-23
Actual Actual Actual
results | results @ results

Date to
Targets achieve

Departmental

Performance indicators
RESIIS

targets

0 . .
% of Veterans who report that their health is very 50% 31 March 3994 40%5
good or excellent 2023
o . .
% of Veterans who report that their mental health is 60% 31 March 48% 49%5
Veterans are |Very good or excellent 2023
physically and |4, of veterans accessing national network of 31 March
mentally well. | operational Stress Injury Clinics reporting improved | 50% 2024 50% | 48% | 50%
overall mental health®
o .
% (.)f.Veteran's V\'Ih'O report they need help with an 20047 31 March 25044 69%5
activity of daily living 2023
Veterans and |%0 of Veterans whose household income is below the 5047 31 March 6% 179%5
their families |LOW-Income Measure 2023
are financially | o5 of Veterans who are satisfied with their financial 31 March
secure. situation 5% | o023 2% e
% of Veterans who are satisfied with their job or o, |31 March - 0%5
Veterans have |main activity 5% 172023 1% 5%
a sense of
purpose. % of Veterans who are employed 70% 312hé|2a;Ch 60%* 56%°58
% of Veterans who report an easy adjustment to o, |31 March ora 0/
Veterans are post-service life 55% 2023 45% 59%
able to adapt,
0, -
manage, gnd % of Veterans Whp have completed a post 5506 31 March 58044 64%5
cope within secondary education 2023
post-service |, .
life. % of Veterans who have high level of mastery of 40% 31 March 26064 24945
their life skills 2023
Veterans are | % of Veterans who are in core housing need 3%’ 312|\é|§1?:ch 5.1% N/A0
living in safe , .
and adequate |% Of Veterans Affairs Canada clients 65 years and . |31 March - .
housing. older living in their own homes that report 97% 2024 90% 90%
satisfaction with their housing!
0,
% of Veterans who have a strong sense of 60% 31 March 53% 50045
Veterans are |community belonging 2027
socially _ ]
supported. % of Veterans Affairs Canada clients who are o, |31 March 012 o
satisfied with their relationships with friends or family 85% 2026 83% 88%
% of Veterans Affairs Canada clients who are 31 March
Veterans are | satisfied with the quality of service delivery they 85% 2024 81%12 78%
satisfied with |receive from Veterans Affairs Canada
the services | o of Veterans Affairs Canada clients who are 31 March
they receive. | satisfied with the quality of Veterans Affairs 85% 2024 809612 76%
Canada’s programs and services offered

Note: The footnotes are shown on the following page due to the size of the table.

We continually look for ways to improve and determine next steps when results are not
meeting targets. Rationales for any target not met can be found on the Government of

Canada’s (GC) InfoBase
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Budgetary Financial Resources (dollars)

The following table shows, for Benefits, Services and Support, budgetary spending
for 2022-23, as well as actual spending for that year.

2022-23 2022-23 2022-23 Difference

2022728 AV Total authorities Actual spending (Actual spending minus

Main Estimates Planned spending

available for use (authorities used) Planned spending)

5,358,759,533 5,358,759,533 5,503,586,822 5,237,608,937 (121,150,596)

Human Resources (full-time equivalents)

The following table shows, in full time equivalents, the human resources the
department needed to fulfill this core responsibility for 2022-23.

2022-23 Difference

AV 22 (Actual full-time equivalents minus

Planned full-time equivalents Actual full-time equivalents

Planned full-time equivalents)
2,216.7 2,603.4 386.6

28

Fluctuations in spending are normal, given that initial forecasting is typically done
many months in advance of the reporting period and adjusted throughout the year.
A full analysis of the budgetary financial resources and Full-time Equivalents (FTEs) is
available in the “Spending and human resources” section of this report. This includes
explanations of variances between planned and actual resources.

Complete framework methodologies, as well as financial, human resources and
performance information for the Program Inventory are available in GC InfoBase X'
This also includes explanations of variances between program-level planned and
actual resources.

“This indicator was previously measured using data from the LASS, which has been discontinued as a data source.
Past results are displayed here for information only; historical LASS data is not comparable to CVHS data due to the
change to a more comprehensive group sample in the CVHS.

5The new results for 2022-23 from the CVHS are displayed for information only and do not correspond to the targets
as the targets displayed were set while using the LASS as the data source. New targets are being determined and
will be presented in future reports. GC Infobase is populated with “N/A” in these cases due to database limitations,
which would cause a misrepresentation in the results summary.

éThe annual percentage of clients who report clinically significant improvement in mental health is greater than the
30% of mental health treatment outcome monitoring improvement reported in the scientific literature. The second
phase of national outcomes monitoring training began in 2021-22 for the national network of OSI clinics and
continued through 2022-23, with the goal of increasing the number of clients assessed with the Client Reported
Outcomes Monitoring Information System (CROMIS). The latest results are based on a sample of 18% of all clients
served. This sample includes clients assessed with CROMIS for 8 sessions and more. Uptake has improved when
compared to the sample of 14% in 2021-22, and 10% in 2020-21.

"These represent maximum targets. In other words, the lower the result, the better the outcome for Veterans.

8This survey question in the CVHS was asked of those aged 75 and under.

°This 2022-23 result is displayed for information only. It does not correspond to the target as the target displayed was
set while using the LASS as the data source. This was measured using the VNCS for the first time as an interim data
source after the LASS was discontinued.

“The result from CHS 2022 was not yet available during the writing of this report.

"The results used for this indicator are derived from a secondary analysis of disaggregated data that is not broken
down in the final VNCS report.

2This indicator was measured using data from the VNCS, a survey normally conducted on a 2-year cycle, thus, each
result is carried forward until the next survey/result is available.

Results: what we achieved
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Commemoration

Description: Pay tribute to the sacrifices and achievements of those who
served in Canada’s military efforts.

RESULTS

We endeavor to keep alive the achievements and sacrifices made by those who
served Canada in times of war, armed conflict and peace and to promote an
understanding of the significance of these efforts in Canadian life as we know it
today.

With this in mind, we will continue to support the Government of Canada in its duty
to pay tribute to the contribution and sacrifice of all who have served, and continue
to serve, Canada in times of war, military conflict and peace. Below we have listed
how we are working through various initiatives and the Minister's MLCs to achieve
our goals.

Departmental Result:

It is our collective responsibility to remmember and honour the sacrifices of those who
have served our country.

In 2022-23, we developed a comprehensive social media plan for each milestone
anniversary which we shared with Canadians. This included Veterans' written profiles
and videos, ensuring their legacies live on and are shared with future generations of
Canadians.

We led the planning and execution of programming, ceremonies and an official
Government of Canada delegation to mark the milestones listed below. We
engaged Veterans, CAF members, their families, youth, Indigenous communities
and hundreds in local communities in these remembrance activities to honor those
who died in service [MLCS]:

*  We supported National Peacekeepers' Day ceremonies in Ottawa, Winnipeg and
other cities with the presence of our team members. The Minister of Veterans
Affairs delivered a speech at the Ottawa ceremony;

« An official delegation visited Windsor, Ontario, to mark the 80" anniversary of the
Dieppe Raid®™ with local Veterans and CAF members, including a National
Commemorative Ceremony at Dieppe Gardens. We also organized an official
delegation that travelled to France to take part in the international event. It
included Second World War Veterans, representatives of Indigenous
organizations, members of the RCMP, CAF, youth, and parliamentarians. Three of
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the Veterans served in the Second World War, and one, Gordon Howard Fennell,
took part in the Dieppe Raid on 19 August 1942. The event was broadcast via
Facebook live on Canada Remembersx¥

For the 105" anniversary of the Battle of Vimy Ridge,*" a National
Commemorative Ceremony at the National War Memorial in Ottawa was
broadcast live and began with an Indigenous lead cleansing ceremony. We also
planned and delivered a program at the Canadian National Vimy Memoriali
from 8-10 April 2022 to mark the anniversary.

At the same time, we planned and delivered international commemorative events in
Gallipoli, Turkiye, in September 2022 for the dedication of the sixth and final bronze
Caribou Monument in the Caribou Trail XV Our Minister, the Premier and other
representatives for the province Newfoundland and Labrador were joined by
parliamentarians, and other officials from Canada and Turkiye. The dedication
ceremony was shared via Facebook Live on Canada Remembers.

Furthermore, we made progress through research and consultations with Canadian
embassies in Eastern European countries as we continue to explore event options
for overseas events and ministerial visits to mark the 30" anniversary of the first
large-scale Canadian participation in the United Nations Protection Force in the
Balkans.

We supported the successful bid for the
Invictus Games 2025 in Vancouver and

Whistler, awarded to Canada in April 2022. -l 5 M
The Games will be a high-profile

opportunity for Canadians to pay tribute to
and honour the service and sacrifices of

for
wounded, ill, and injured Veterans. INV ‘ : TUS
Broadcast and social media coverage of the
Games will ensure that Canadians and G Es
audiences around the world engage in the
. .. . . VANCOUVER « WHISTLER 2025
inspiring stories of the 550 competitors

from more than twenty nations.

We are providing $15 million in financial support for the Games beginning in
fiscal year 2022-23 through to fiscal year 2024-25. The first progress payment of
$1.5 million was made in 2022-23 to the not-for-profit entity which was
established to organize the Games.

The Government of British Columbia is providing an equal amount of funding for
the Games, with the remaining financing to be raised by the not-for-profit entity.

Meanwhile, we completed our five-year project to address over 57,000 urgently
needed repairs to Veteran grave markers across Canada for which we are
responsible. Despite labour and supply issues because of the global pandemic, we
addressed 98.5% of the urgently needed repairs, as well as more than 60,000
additional repairs.

Results: what we achieved
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We also started addressing recommendations in the 2022 Evaluation of the Funeral
and Burial Program and the Cemetery and Grave Marker Maintenance Program X
relating to grave marker maintenance and the two departmental cemeteries.

To continue our work on a forest
management plan for our National
Historic Sites, we undertook the

planting of over 2,100 trees at the
Canadian National Vimy Memorial, the
‘_ largest planting program since the
1920s. As part of forest conservation, we
M

engaged a consultant to undertake a
full fauna and flora study of the site.

We continued to develop the Visitor Experience at the overseas memorial sites,
including completion of a comprehensive visitor survey, continued improvement of
on-site directional and interpretive signage, delivery of special events and
programming, and creation of temporary exhibit content highlighting the
contributions of Canadian Peacekeepers.

We distributed over 4.72 million
commemorative learning products to
o o Canadians in the weeks leading up to

4 72 ' ' l I | | IO n Veterans' Week, which included content on

[ ) . . .
diverse groups of Veterans, including
women, Indigenous, racialized and
2SLGBTQI+ Veterans, as well as Veterans

who served in modern-day military efforts,
such as the Gulf War. [MLCS]

learning products

Also, we created street banners to display for Veterans' Week, featuring the Balkans
and Dieppe Raid, to support the CAF Around the World theme.

We developed and consulted with the Office of Women and 2SLGBTQI+ on a new
web feature and learning resources highlighting the contributions and sacrifices of
2SLGBTQI+ service members.

Furthermore, we completed some improvements to the classroom materials
section, including a review of all lesson plans to ensure relevance and enhanced web
content on the Red River Flood and 1998 Ice Storm. School events in Nova Scotia and
New Brunswick focused on these domestic services in particular.
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We worked closely with

stakeholders and the French Juno Beach Centre
government to identify a .

reasonable and achievable solution The protection of the museum and
to end the dispute about the land surrounding site will continue for
next to the Juno Beach Centre' in generations to come
France.

Departmental Result:

Veterans want Canadians to understand the price of freedom. They are passing the
torch to the people of Canada, so the memory of their sacrifices will continue, and
the values they fought for will live on in all of us. In 2022-23, we worked on many
initiatives to contribute to this shared goal.

We provided funding to organizations for 174
commemorative initiatives through the

Commemorative Partnership Program!' for total
support of $2,835,009. .

Of this, we funded 30 projects totaling $397,881 led -| 7 -,I

by Indigenous communities or commemorating
Indigenous Veterans. We also issued a successful
call out for projects focusing on under-represented :
groups of Veterans (Indigenous Veterans, Commemorative
racialized Veterans, 2SLGBTQI+ Veterans, women iNnitiatives su pported
Veterans, modern Veterans), which resulted in 34
projects totaling $537,439. [MLCS8]

We also created and launched an online application portal for the Commemorative
Partnership Program to improve user experience and accessibility.

To ensure recognition for all Indigenous Veterans and modern-day Veterans, notably
those who served in domestic operations, we carried out various events and
programming that reflected the diversity of our Veterans [MLC8I:

= We marked the 25" Anniversary of Operation Assistance - Red River Flood with a
day of presentations and activities for students at a school in Winnipeg by
Veterans of the mission, still serving members, Parks Canada and the University
of Manitoba.

= With over 150 students at W. O. Mitchell Public School in Ottawa, we led
programming for Indigenous Veterans Days, engaging Indigenous Veterans, CAF
members and their families.

Results: what we achieved
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We marked the 25" Anniversary of Operation Recuperation —1998 Ice Storms in
new and creative ways, including learning activities in schools and museums as
well as holding an event at the National War Memorial during Winterlude festival
in Ottawa. This included large interpretative panels showing Canadian troops
helping Canadians and Veterans stories and an ice sculpture themed to
Operation Recuperation.

Moreover, to reflect the diversity of our Veterans, and the broader Canadian
population, Indigenous performers, a modern-day Veteran, and clergy were part of
the delegation that travelled to France to mark the 80" anniversary of the Dieppe
Raid. The group offered ceremonial performances, prayers and participated in youth
learning activities. [MLCS]

We also created temporary exhibits
at Vimy's Visitor Education
Centre to recognize the efforts and
accomplishments of Canadian
Peacekeepers and members of the
RCMP. Additionally, to bring the
experience and messages of our
overseas memorials back to
Canadians, we worked with the
Vimy Foundation to launch the
Vimy: A Living Memorial app as
mentioned previously.

As part of the implementation of our 10-year Strategic Plan for Commemoration,"
which includes the commitment to maintain, protect and present Canada’s
memorials, we:

completed significant preservation and conservation work at six overseas
memorials including the Courcelette Canadian Memorial," the Dury Canadian
Memorial,"” the Monchy-le-Preux Newfoundland Memorial,” the Masniere
Newfoundland Memorial,V the Hill 62 Canadian Memorial™ and the St-Julien
Canadian Memorial.Vi

undertook the conditional surveys of the 4 memorial sites in Belgium to assess
priority maintenance work, and managed the transition of care and maintenance
of the Gallipoli Newfoundland Memorial™ in Turkey, from the Newfoundland
Government to VAC.

completed several infrastructure refurbishment and enhancement projects at
Canada’s only two overseas National Historic Sites: the Canadian National Vimy
Memorial and the Beaumont-Hamel Newfoundland Memorial™ as part of Budget
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2022. These projects included pathway resurfacing, heat pump installation, site
fencing and gate improvements, roofing repairs, secured tunnel entry doors, as
well as working with Public Services and Procurement Canada (PSPC) on the
technical requirements and procurement for the Vimy parking lot
redevelopment, the Heating, Ventilation, and Air Conditioning (HVAC) renewal at
Beaumont-Hamel and the Vimy monument joint refurbishment.

started preparations and procurement for the accessibility assessment to be
undertaken at 13 overseas memorial sites in 2023.

Additionally, we began the development of a digital plan for commemoration. This
included consultation with both internal and external stakeholders. We also created
a 6-year planning calendar which identifies upcoming commemorative milestones
and events we will recognize. The planning calendar is also linked to the
Commemoration 10-year Strategic Plan as a foundational document for resource
management.

Meanwhile, we completed consultations and released the Summary of Consultations
on the Future of Remembrance.” We used this to further refine our plan’s goals and
objectives to ensure they align with the needs of Veterans and Canadians.

B Gender-based analysis plus (GBA Plus)

=...=- Canadians from all walks of life and diverse backgrounds have served. As

= diversity is always top of mind in all communications initiatives around

commemoration, we ensured the inclusion of numerous identity factors
in our approach to developing, delivering and evaluating initiatives. While also
broadening our approach to include more recent military history, we will continue to
tell their stories with ceremonies and events at home and abroad. We profiled a wide
variety of Veterans throughout the year via videos, written pieces and social media
posts.

In 2022, we completed an Attitudes towards Remembrance and Veterans' week
2022"Twhich included information on those with diverse backgrounds and their
attitudes towards Veteran's Week. The key finding to emerge is that, in general,
immigrants were less aware of Veteran's Week and less likely to engage in
remembrance activities. However, after living in Canada for six or more years,
awareness and engagement levels of those who immigrated to Canada became
more similar to those born in Canada. Going forward, this data will help inform the
development of our commemorative material and programs as we strive to reach
more diverse populations.

Analysis of consultation on the strategic plan included some disaggregation of data,
particularly around how the views of Veterans and underrepresented groups may
have differed from larger results. [MLC3]

Within the 4.72 million commemorative learning products we distributed to

Canadians in the weeks leading up to Veterans' Week, the content included diverse
groups of Veterans, including women, Indigenous, racialized and 2SLGBTQI+

Results: what we achieved
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Veterans, as well as Veterans who served in modern-day military efforts, such as the
Gulf War. Additionally, we developed and consulted with the Office of Women and
2SLGBTQI+ on a new web feature and learning resources highlighting the
contributions and sacrifices of 2SLGBTQI+ service members.

In August 2022, Commemoration student researchers presented a 1-hour virtual
presentation on 2SLGBTQI+ experiences in the First World War for Public Service
Pride Week. The Ghosts of Vimy Student Research Project explored the experiences
of queer soldiers and nursing sisters, highlighting Canada’s court-martialed records
and the invisible minority of 2SLGBTQI+.

Meanwhile, through the Commemorative 30
Partnership Program, we funded 30 projects

totaling $397,881 that were led by Indigenous Indigenous—led
communities or commemorated Indigenous .

Veterans. We also issued a successful call out for projects
projects focusing on under-represented groups of

Veterans (Indigenous Veterans, racialized 34
Veterans, 2SLGBTQI+ Veterans, women Veterans,

modern Veterans), which resulted in 34 projects . .
totaling $537,439. [MLCS] Projects focusing on

The Invictus Games 2025 include important legacy under represented
programs that support diversity and inclusion and Veterans

raise awareness of Canada’s Indigenous Armed
Forces. Also, the collaboration of the Squamish,
Li'wat, Musqueam, and Tsleil-Waututh First Nations (Four Host First Nations) in the
hosting of the Invictus Games 2025 responds to action 91 of the Truth and
Reconciliation Commission which calls for full participation of Indigenous
communities in all aspects of planning and hosting international sporting events
and for ensuring that their territorial protocols are respected.

¢ Y, United Nations (UN) 2030 Agenda for Sustainable
g F/’) Development and the Sustainable Development Goals (SDG)
NS/ ,
i SDG 3: Good Health and Well-Being
We recognized Veterans through commemorative initiatives which EES'H.FE{S“
support overall well-being, especially mentally and socially.

Our financial support for the Invictus Games 2025 supports SDG3 by t v v
promoting better health and well-being for persons with disabilities.
The Games are an international sporting event for wounded, injured
and ill Veterans and still-serving members of the armed forces that use the power of
sport to support recovery and rehabilitation, and generate a wider understanding
and respect of all those who serve their country. The Invictus Games 2025 will also
leave behind lasting legacies and community benefits, including ongoing support
for adaptive sports programming for ill and injured Veterans.
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SDG 15: Life on Land

We planned, prepared and undertook the planting of over 2,100 15 lliﬁtuﬂll
trees at the Canadian National Vimy Memorial, the largest planting -
program since the 1920s. As part of forest conservation, we engaged ‘:
a consultant to undertake a full fauna and flora study of the site. -

We also worked closely with stakeholders and the French
government to identify a reasonable and achievable solution to end
the dispute about the land next to the Juno Beach Centre in France. By doing so, we
ensured that the museum, built to honour the service and sacrifice of Canada’s
Second World War Veterans, and the protection of the surrounding site will continue
for generations to come.

Innovation

We created and launched an online application portal for the Commemorative
Partnership Program to improve user experience and accessibility.

Results: what we achieved
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Results achieved

The following table shows, for Coommemoration, our results achieved, performance
indicators, targets and target dates for 2022-23, and our actual results for the three
most recent fiscal years for which actual results are available.

Date to 2020-21 2021-22 | 2022-23
Departmental

Results

Performance indicators Targets | achieve Actual Actual Actual
targets results results results

% of Veterans Affairs Canada clients
who are satisfied with the way

Veterans Affairs Canada’s 80% 31 March 710413 70%
commemorative initiatives honour 2024

Veterans and those who died in
Veterans and |S€rvice

those who
died in # of page views of the Canadian 2 000.000 31 March 2961.122 | 2.303.935 | 2.186.682
service are Virtual War Memorial ’ ’ 2023 ' ' ' ' ' '
honoured.

% of visitors to Vimy and Beaumont-

Hamel overseas memorials who 31 March

report they have a better 95% 97%?1 98%

understanding of the sacrifice and 2024

contribution of those who served
Canadians | % of Canadians who indicate they
remember make an effort to appreciate o 31 March 0415 0
and Veterans and those who died in 75% 2023 71% 88%
appreciate service
Y]eteraan] and |# of Canadians who participated in
those who community engagement activities 31 March
died in financially supported by Veterans 200,000 2023 1,916,367 | 1,118,131 1'07;3’6'690
service. Affairs Canada

We continually look for ways to improve and determine next steps when results are
not meeting targets.

BThis indicator was measured using data from the VNCS, a survey normally conducted on a 2-year cycle, thus, each
result is carried forward until the next survey/result is available.

“This result was carried over as the visitor experience survey is only conducted every three years.

SThis result was carried over as the Attitudes Towards Remembrance and Veterans' Week Survey of Canadians is
only conducted every two years.

'®Due to the evolving nature of the Commemorative Partnership Program, there is an issue in providing final results.
As there is a lag in receiving final reports from funding recipients attributable to varying timeframes for activities, we
are reporting the results for projects approved in the 2022-23 fiscal year for which final reports were received from
the funding recipients by 31 August 2023 and will use that date annually going forward. Due to these logistical
challenges, we are exploring options to adjust the measure at the first available opportunity.
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Budgetary Financial Resources (dollars)

The following table shows, for Coommemoration, budgetary spending for 2022-23, as
well as actual spending for that year.

2022-23 2022-23 2022-23 Difference

2022728 AV Total authorities Actual spending (Actual spending minus

Main Estimates Planned spending

available for use (authorities used) Planned spending)

42,775,123 42,775,123 53,656,302 49,627,461 6,852,338

Human Resources (full-time equivalents)

The following table shows, in full time equivalents, the human resources the
department needed to fulfill this core responsibility for 2022-23.

2022-23 Difference

2022-23 2022-23 . ) .
(Actual full-time equivalents minus

Planned full-time equivalents Actual full-time equivalents

Planned full-time equivalents)

92.6 76.2 (16.4)

38

A full analysis of the budgetary financial resources and FTEs is available in the
“Spending and human resources” section of this report. This includes explanations of
variances between planned and actual resources.

Complete framework methodologies, as well as financial, human resources and
performance information for the Program Inventory are available in GC InfoBase X'l
This also includes explanations of variances between program-level planned and
actual resources.

Results: what we achieved
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Veterans Ombudsperson

Description: Provide an independent and impartial review of complaints
and issues related to programs and services delivered by the Veterans Affairs
Portfolio and uphold the Veterans Bill of Rights.

RESULTS

The Office of the Veterans Ombud (OVO) investigates complaints and challenges
policies and decisions of VAC where individual or systemic unfairness is found. The
Office committed to improve the general awareness of the OVO as a fairness based,
Ombud organization, as well as help the Veteran community understand the
services it can provide and encourage those who do not believe that they have been
treated fairly to contact the office.

Departmental Result:

Individual complaints help the OVO to identify emerging trends and systemic issues
for further investigation.

In 2022-23, the OVO reviewed and addressed 91% (1,195) of the 1,470 individual
complaints related to programs and services provided by VAC or by third parties on
VAC's behalf, including decisions related to programs and services for which there is
no right of appeal to the VRAB. The Office completed 94% of complaints (reviewed
and assessed), within the 60 working day service standard and they also addressed
86% of all cases requiring referrals within the 10-day service standard.

Departmental Result:

In 2022-23 the OVO contributed to this departmental result by conducting systemic
reviews and publishing reports and a letter to the Minister to identify and address
issues of fairness for Veterans and their families.

The OVO published two reports, one letter to the Minister, one resource guide, our
2022 Report Card and 2021-22 Annual Report. To increase awareness of OVO
recommendations, we shared them with key stakeholders, Parliamentarians, media
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and the general public, through proactive outreach and engagement activities.
These activities included in-person and virtual meetings, and Parliamentary
committee appearances. The OVO highlights our reports and recommendations
through OVO social media channels, targeted media briefings, as well as interview
opportunities.

In April 2022, OVO published a report on the Adjudication [w= —
of Sexual Dysfunction Claims Consequential to an
Entitled Psychiatric Condition." The report found sex-
based biases in the decision-making process for sexual
dysfunction claims and made the following

recommen d ati ons: The Adjudication of Sexual Dysfunction

Claims Consequential to an Entitled
Psychiatric Condition

eliminate sex-based bias in VAC's adjudication of
sexual dysfunction claims consequential to a
psychiatric condition;

update the medical questionnaire to equitably o
capture sexual dysfunctions affecting all clients; f/f'f/de{{e(m%m
update the TOD to standardize the adjudication

process for all clients;
refine the data collection systems to fully capture the nature of sexual
dysfunction claims in the diverse VAC client population.

April 2022

Canadid

In September 2022, the OVO published an update to our 2018 study on wait times for
disability benefits*v This update found that wait times continued to exceed the
service standard for most applicants, that VAC had resolved the inequity in wait
times for female applicants as compared to their male counterparts, francophone
applicants continued to experience inequities in wait times and male francophones
waited the longest for decisions. The update urged VAC to meet their service
standard for disability benefit claims and to put in place our 2018 recommendation
to triage applications based on unmet health needs.

The Office published a Care at Home
Resource Guide™ in October 2022, a
guide to the benefits and services
available through VAC that support
Veterans to remain independent in
their own homes. This guide was
produced as part of our ongoing
review into Care at Home benefits.

In December 2022 the Ombud sent a letter to the Minister of Veterans Affairs™
regarding Disability Pension reductions for recipients of the Merlo-Davidson
Settlement Compensation. Published in February 2023, the letter advises the

Results: what we achieved
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Minister that the OVO has found unfairness in the reduction of the compensation
amounts from disability pensions for psychological or psychiatric conditions for
these claimants. The letter made two recommendations to rectify the unfairness,
including ceasing reductions for some claimants and publishing the methodology
used to calculate the reductions for others.

The Office continued to conduct research and analysis for three other ongoing
projects. One examines the programs and services that enable Veterans to remain
independent in their own homes, the second examines the Department'’s internal
review process, and the third concerns the payment of Pain and Suffering
Compensation when a Veteran dies with no surviving spouse or dependent child.

In 2022-23, the OVO employed the use of an informal early resolution and escalation
process to engage staff within VAC at more senior levels for discussion and
consideration of unfairness issues related to individual cases. This process resulted in
early engagement and discussion with senior program officials where issues of
fairness and impacts were clear and well defined. This informal engagement
enabled the OVO and VAC to work together to identify solutions to address some of
these situations.

Moving forward, the OVO will explore ways to formalize reporting on individual cases
to show the effectiveness of the early resolution and escalation process. In addition,
the OVO continues to work towards regularized reporting on all types of individual
cases reviewed by our office, including those determined to be fair, and where VAC
has acknowledged and addressed cases of individual unfairness when presented
with an evidence-based assessment.

In 2022-23, the Veterans Ombud, along

with her team, resumed in-person

. outreach. Throughout the year, they

| M p rovin g g enera | travelled to parts of British Columbia,
Alberta, Saskatchewan, Ontario, and
Nova Scotia, where they met with

a Wa re n eSS partners and stakeholders, and held

town hall meetings with CAF and RCMP

members, Veterans, survivors, and

families.

Other key stakeholder meetings and presentations included:

The Assembly of First Nation Veterans Committee

The RCMP Commissioner

The Royal Canadian Legion Dominion Command Executive
Service Officer training at the Dominion Command

In 2022-23, the OVO attended two Conferences: The Canadian Institute of Military
and Veteran Health Research in Halifax and the Conference of Defence Associations
in Ottawa, where they had information booths, attended sessions, met with partners
and stakeholders, and delivered presentations.
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Through social media, the OVO created an average of three weekly posts sharing
content with the Veteran community. In 2022-23, the Office’s social media platforms
counted 739 new followers, more than 4,195 likes, 932 shares, and close to 3,320
overall reactions. Also, the OVO advertised in several print and online Veterans'
publications, including the RCMP Quarterly, Legion Magazine, Canadian Military
Family Magazine, Esprit de Corps magazine, and Sage magazine, reaching an
audience of over 780,000.

m Gender-based analysis plus (GBA Plus)

[ | ]
EEENE
W mum During the fiscal year, the OVO began to regularly collect and analyze
= data related to various sub-populations of OVO clients, including women.

In addition, analysis was conducted on the OVO'’s case management
system to identify opportunities for improved data collection. The OVO will continue
to work with VAC to identify and implement improvements that will assist in better
understanding the demographics and GBA Plus profile of the Office's clients.

The OVO continues to integrate GBA Plus into all systemic reviews.

United Nations (UN) 2030 Agenda for Sustainable
Development and the Sustainable Development Goals (SDG)

SDG 5: Gender Equality GENDER
EQUALITY

Our report on the adjudication of sexual dysfunction claims
(Adjudication of Sexual Dysfunction Claims Consequential to an
Entitled Psychiatric Condition),X" published in April 2022, advanced
sustainable development goal number 5: gender equality. Our
report found sex-based biases in the adjudication of sexual dysfunction claims,
which may contribute to longer wait times for female Veterans, and the potential for
inequitable outcomes for access to treatment coverage for similar conditions. The
implementation of our recommendations, which we will monitor on an annual basis,
will contribute to ensuring female Veterans have equitable access to benefits when
they experience sexual dysfunction disabilities related to military service.

Results: what we achieved
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Results achieved

The following table shows, for Veteran Ombudsperson, our results achieved,
performance indicators, targets and target dates for 2022-23, and our actual results
for the three most recent fiscal years for which actual results are available.

Dateto | 2020-21 2021-22 | 2022-23

Departmental Results Performance indicators Targets achieve Actual Actual | Actual
targets results  results | results

Veterans and their families
have access to a timely review
i 0 .
of complaints apout the /o of complalnys completed 85% 31 March 90% 92% 94%
programs, services and within 60 working days 2024
support delivered by the

Veterans Affairs Portfolio.

% of Office of the Veterans

Ombudsperson
recprnmendatlons_ related to 85% 31 March 80% 85% 71%
Issues about the programs, !nd|V|dua| Complalnts 2024
services and support provided |implemented by the Veterans
to Veterans and their families  |Affairs Portfolio
by the Veterans Affairs % of Office of the Veterans
POI’thlIO are |dent|f|ed. Ombudsperson 31 March
recommendations related to 75% 2024 72% 69% 70%

systemic issues accepted by
the Veterans Affairs Portfolio

Budgetary Financial Resources (dollars)

The following table shows, for Veterans Ombudsperson, budgetary spending for
2022-23, as well as actual spending for that year.

2022-23 2022-23 2022-23 Difference
Total authorities Actual spending (Actual spending minus
available for use (authorities used) Planned spending)

4,481,326 4,481,326 4,496,329 4,427,448 (53,878)

2022-23 2022-23

Main Estimates Planned spending

Human Resources (full-time equivalents)

The following table shows, in full time equivalents, the human resources the
department needed to fulfill this core responsibility for 2022-23.

2022-23 2022-23 2022-23 Difference

(Actual full-time equivalents minus

Planned full-time equivalents Actual full-time equivalents Planned full-time equivalents)

39.0 33.9 (5.1)

A full analysis of the budgetary financial resources and FTEs is available in the
“Spending and human resources” section of this report.

Complete framework methodologies, as well as financial, human resources and
performance information for the Program Inventory, are available in GC InfoBase i
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VAC Internal Services

Description: Internal services are those groups of related activities and
resources that the federal government considers to be services in support of
programs and/or required to meet corporate obligations of an organization.
Internal services refers to the activities and resources of the distinct service
categories that support program delivery in the organization, regardless of the
internal services delivery model in a department. The service categories are:

= Management and = Information Management Services
Oversight Services = |Information Technology Services

=  Communications Services = Real Property Management

= Legal Services Services

= Human Resources = Materiel Management Services
Management Services = Acquisition Management Services

= Financial Management = Travel and Other Administrative
Services Services

RESULTS
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We deliver the resources and infrastructure needed by the Department to provide
effective services to Veterans and clients. This includes a complement of staff that is
well-trained, whose mental and physical well-being are supported, and whose
diversity is respected. We also ensure that the work is done in a fiscally responsible
manner that effectively manages Canadian taxpayers’ dollars, and in a sustainable
manner that safeguards our environment.

In addition to ensuring the delivery of routine services, we have made progress in a
number of areas aimed at modernizing the delivery of internal services within VAC.

We are making improvements to how we use data to support
financial planning and management, through the establishment
of a data analytics unit and the re-structuring and centralization of
financial planning functions. We have increased our data analysis
capacity through additional staffing and continue to increase
digital/data literacy within our finance department. Furthermore,
we have worked to develop an overall digital and data literacy
program in consultation with other departments and are working
toward launch.

Results: what we achieved
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Through the leveraging of our financial system, and with changes to processes and
procedures, we are supporting the automation of the approval and payment
process. While expanding the use of data and business intelligence tools for Real
Property and Facilities Management and Human Resources, improved reporting
and decision-making and supported service delivery and planning.

. We have been advancing work on a digital solution for the

security clearance process that is intuitive, efficient and
provides improved access to and use of data and we continue
to identify additional processes which could benefit from the
same. We developed a new Departmental Security Plan, and
we continue to increase training and awareness measures,
and implement enhanced security screening and contract
security processes.

We began work on a departmental Open Government™ strategy to improve and
strengthen information management. In addition, we have increased our capacity to
deliver Access to Information and Privacy (ATIP) services through staffing and
development of supporting processes and streamlined ATIP activities the
identification and procurement of software tools. The global pandemic gave insight
into ways to improve our Business Continuity Program including updated plans and
the development of a 3-year training cycle.

Our collaborative approach ensures internal and external partners are engaged in
the development and delivery of our services and has led to supporting HR-to-Pay
through engagement with PSPC and engagement with the Public Service
Commission to support changes to staffing and support the design and delivery of
training.

Our interdepartmental engagements have helped to support the
development of our hybrid workplace approach. During this
period, we also met the challenges posed, applied best

practices, and used modern tools in transitioning to a new

post-pandemic hybrid workplace model while meeting
mandated Treasury Board Secretariat timelines. Also, by

reconfiguring head office locations into an “unassigned work —

environment” model we supported hybrid work

arrangements and began using the

“myWorkArrangements” digital tool to support this

approach. We also built on lessons learned in other departments to foster
innovation.

' ‘ . Supporting our employees, attracting and retaining top talent,

— and ensuring an inclusive and healthy workplace remain key

priorities. We have developed a new Employment Equity and
Diversity Action Plan (to launch in 2023-24) in which we
commit to identifying and addressing systemic issues facing
equity communities. We also are establishing mandatory
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training requirements for Inclusive Hiring Practices for Diverse Workplaces and
Unconscious Bias for those exercising hiring authorities.

As we strive to ensure our workforce appropriately ﬁ
reflects the diversity of society, we have implemented
staffing changes to support inclusivity. We seek to

increase opportunities for persons with disabilities, C
Indigenous persons, and racialized persons, including

at the executive level. By establishing a pool of

Employment Equity seeking candidates for leadership

roles, we were able to make appointmentsto a

number of positions. In support of employee wellness,

we promoted the Workplace Wellness Program

through regular messaging and digital tools to

support awareness and access to supports. A number

of tailored information sessions were also delivered to support employees affected by
significant events, such as Hurricane Fiona.

We have continued our efforts aimed at ensuring we provide an environment that is
accessible and inclusive. This year, we realized a major milestone toward achieving this
through the release of our first Accessibility Action Plan in Decemlber 2022.*i This plan will
support the Department as we work to make it more accessible and inclusive, both as an
employer as well as a service provider. It is the result of a wide-ranging collaborative effort
to identify accessibility barriers and ways we can prevent and remove them.

Effective infrastructure provides an important foundation for our activities. This year we :

Enhanced our cloud-based computing infrastructure and adopted a smart cloud
strategy to ensure secure and reliable operations.

Launched development and implementation of a multi-year plan to support
modernization of core department-wide applications to replace legacy systems.

Provided support to CTS contract renewal, Mental Health Automation, Integration of
RSVP systems and deployed key applications to support Automation of claims
processing.

Reached a number of milestones in the modernization of the Daniel 3. MacDonald
building including vacating and decommissioning the facility in preparation for the
start of renovations.

Furthermore, we were recognized as a government-wide leader in Occupational Health &

Safety (OHS) with our comprehensive OHS program evaluation of our Hazard Prevention
Program.

Results: what we achieved
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Throughout 2022-23, we sought
to further integrate emerging
data analysis tactics to monitor
the effectiveness of our
communications approaches.

Building upon the successes of previous years, we continued to increase our capacity in
communications at analyzing emerging data trends and sources and standardizing our
reporting procedures. On a monthly basis, we reported on these trends to senior
management and our Minister’'s Office. Wherever we undertook major campaigns
(frequently in line with major commemorative anniversaries such at the 105™ of Vimy
Ridge, the 80" of the Dieppe Raid) or major departmental initiatives (e.g., the
publication of the Timely disability benefits decisions: Strategic direction for improving
processing times plan) or new strategic directions (focus on storytelling) these reports
would offer data informed insights on the effectiveness of chosen tactics. Increasingly,
we integrated sound environmental analysis and key performance indicators into our
plans and sought to report back on their results at the end of implementation. During
the past year, we also used our analytics capacities to offer timely reporting on hot-
button issues (MAID, RSVP contract) with daily/weekly updates on topic visibility and
conversation insights.

Erancais

In 2022-23, we imp(oved the Fol Soprmen Gomemenen
Let's Talk Veterans® consultation et R
platform increasing the number
of registered users and the
engagement rate. We also
consulted with women,
2SLGBTQI+, Indigenous, and nmrcommuniyand
other Veterans through focused
roundtables, events and forums.
[MLC3, 4]

Let's Talk Veterans

Let's talk Veterans

Contracts awarded to Indigenous businesses

The Government of Canada implemented measures to renew and strengthen its
relationship with Indigenous peoples by providing increased economic
opportunities to First Nations, Inuit, and Métis businesses through the federal
procurement process. This requirement will include public reporting and
implementation will occur through a phased-in approach.

We are a Phase 2 organization and aim to achieve the minimum 5% target by the
end of 2023-24. We voluntarily participated in this initiative during the 2022-23 fiscal
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year and surpassed the target of $1.5 million, with total spending on contracts with
Indigenous suppliers of $4.3M.

Indigenous procurement is highlighted in information sessions offered to areas
throughout the Department and we will continue to seek to increase Indigenous
supplier engagement for Professional Services and engage with managers to seek
their support to target Indigenous suppliers.

We provided regular updates on contract spending with Indigenous suppliers to our
Contract Review Board and Senior Management Committee.

bl Gender-based analysis plus (GBA Plus)

[ | ]
[ [ ]I |
u .... Working closely with our Diversity and Inclusion team and others, we
] implemented functionality enabling staff to identify their pronouns across

multiple applications via a single entry. We have also progressed changes
which will allow staff to change their display name in the system to something other than
their legal name.

Budgetary Financial Resources (dollars)

The following table shows, for Internal Services, budgetary spending for 2022-23, as
well as actual spending for that year.

2022-23 2022-23 2022-23 Difference
Total authorities Actual spending (Actual spending minus
available for use (authorities used) Planned spending)

101,444,483 101,444,483 132,239,856 130,680,752 29,236,269

2022-23 2022-23

Main Estimates Planned spending

Human Resources (full-time equivalents)

The following table shows, in full time equivalents, the human resources the
department needed to fulfill our internal services for 2022-23.

2022-23 2022-23 2022-23 Difference

(Actual full-time equivalents minus
Planned full-time equivalents)

757.6 811.9 54.3

Planned full-time equivalents Actual full-time equivalents

A full analysis of the budgetary financial resources and FTEs is available in the
“Spending and human resources” section of this report. This includes an explanation
of the variances between planned and actual expenditures.
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Spending
Spending 2020-21 to 2025-26

The following graph'” presents planned (voted and statutory spending) over time.

$Millions
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1,000
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© 2020-21 2021-22 2022-23 2023-24 2024-25 2025-26
Actual Actual Actual Planned Planned Planned
M Statutory 85 42 42 46 38 37
mVoted 4,752 5,364 5,380 5,938 5,538 5,520
Total 4,837 5,406 5,422 5,984 5,576 5,557

We build our annual budget to respond to Veterans in need of benefits and services.
A key part of this process is forecasting, which helps ensure there is enough funding
for all eligible Veterans who are likely to need help in a given year. Our annual budget
fluctuates each year due to the demand-driven nature of our programs—based on
Veterans' needs and entitlements. In other words, a Veteran who is entitled to a
benefit or service receives it.

While forecasting helps ensure enough funding is available, expenditures are only
incurred for Veterans who in fact come forward to use the program or service. The
design of the Government's budget process accounts for these fluctuations, which is
why there will be changes to both forecasted and actual spending from one year to
the next. Fluctuations in spending are normal, given that initial forecasting is typically
done many months in advance of the reporting period and adjusted throughout the
year based on actual results. In addition, due to timing, new spending announced in
recent Federal Budgets are not included in the planned spending figures.

7 Some totals may not add due to rounding.

Spending and human resources
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Budgetary performance summary for Core Responsibilities and Internal Services
(dollars)

The following table presents the budgetary financial resources allocated for our core
responsibilities and for internal services.

Core 2022-23 2020-21 2021-22 2022-23
o 2022-23 2022-23 2023-24 2024-25 Total Actual Actual Actual
Responsibilities . o : : :
ET] Planned Planned Planned authorities spending spending spending
and Internal . . . . . o " "
Services Estimates spending spending spending available (authorities (authorities (authorities
for use used) used) used)
Sﬁg‘esfﬁsp'pift”'ces 5,358,759,533 | 5,358,759,533 | 5,826,610,032 | 5424,185,936 | 5,503,586,822 | 4,660,494,971 | 5,240,551,120 | 5,237,608,937
Commemoration 42,775,123 42,775,123 41,854,568 47,625,409 53,656,302 42,205,327 38,038,138 49,627,461
Veterans
4,481,326 4,481,326 4,465,311 4,528,110 4,496,329 5,193,514 3,828,088 4,427,448
Ombudsperson
Subtotal 5,406,015,982 | 5,406,015,982 | 5,872,929,911 | 5,476,339,455 | 5,561,739,453 | 4,707,893,812 | 5,282,417,346 | 5,291,663,846
Internal Services 101,444,483 | 101,444,483 | 111,486,760 99,953,942 | 132,239,856 | 128,739,691 | 123,974,450 | 130,680,752

5,576,293,397 5,693,979,309

4,836,633,503

5,406,391,796

5,422,344,598

5,607,460,465 | 5,507,460,465 | 5,984,416,671

Variance between 2022-23 Actual Spending and 2022-23 Planned Spending

As shown in the tables, the Department spent $5.4 billion in 2022-23, of which over
90% represented payments to Veterans, their families, and other program recipients.
Total spending was in line with the previous year and was $600M higher than in
2020-21. When comparing actual spending to planned spending for 2022-23, actual
spending was lower than planned by approximately $85M. The decrease was mainly
in Benefits, Services and Support, offset by increased spending in other areas as
explained below.

Facts & Figures

Benefits, Services and Support

Expenditures are in line with 2021-22 spending and are $577M higher than 2020-21. Budgets are
updated through the Estimates process to align with the latest forecast of client demand and
expenditures.

Commemoration
Increased spending to support the 2025 Invictus Games and the Juno Beach Centre.
Internal Services

Increased spending in order to support our continuation of efforts to address the backlog and
improve the delivery of services and programs to Veterans and their families.
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Planned spending 2023-24 to 2025-26

Planned spending in 2023-24 is expected to increase when compared to planned

spending for 2022-23 mainly due to funding received to continue the plan to reduce
the backlog and improve services to Veterans and their families.

Human resources

Human resources summary for Core Responsibilities and Internal Services
(full-time equivalents)®

The following table presents the full-time equivalents (FTE) allocated to each of our
core responsibilities and to internal services.

Core Responsiviiesang | vZl ALE AR amasaws e

FTEs FTEs FTEs FTEs FTEs FTEs
Benefits, Services and Support | 2,549.7 2,739.9 2,216.7 2,603.4 2,701.9 2,136.4
Commemoration 70.0 68.9 92.6 76.2 89.1 89.1
Veterans Ombudsperson 34.2 31.8 39.0 33.9 39.0 39.0
Subtotal 2,653.9 2,840.6 2,348.3 2,713.5 2,830.0 2,264.5
Internal Services 801.3 822.5 757.6 811.9 853.1 769.1

3,525.4

As a result of the Service Excellence Initiative, we retained and hired more term
employees dedicated to making decisions and reducing processing times. At the
same time, we explored innovative measures to process future applications more

efficiently. Internal services also retained term resources that were hired to support

this initiative.

The planned amounts for future years represent the amounts included in the main

estimates and does not include any additional items approved within the current

fiscal year.

Financial and human resources information for our Program Inventory is available in

GC InfoBase X

Expenditures by vote

For information on our organizational voted and statutory expenditures, consult the
Public Accounts of Canada.**

'8 Some totals may not add due to rounding.
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Government of Canada (GC) spending and
activities

Information on the alignment of our spending with the GC's spending and activities
is available in GC InfoBase Xl

Financial statements and financial
statements highlights

Financial statements

Our financial statements (unaudited) for the year ended 31 March 2023 are available
on our website.*

Financial statements highlights

Condensed Statement of Operations (unaudited) for the year ended 31 March 2023 (dollars)

_ . . 2022-23 2022-23 2021-22 Difference (2022_—23 Difference (2022.—23

Financial information Planned results | Actual results Actual results Actual results minus Actual results minus
2022-23 Planned results) 2021-22 Actual results)

Total expenses 5,527,435,387 5,433,337,917 5,403,521,152 (94,097,470) 29,816,765
Total revenues - 5,656 14,102 5,656 (8,446)
Net cost of operations
before government funding 5,527,435,387 5,433,332,261 5,403,507,050 (94,103,126) 29,825,211
and transfers

The 2022-23 planned results information is provided in our Future-Oriented
Statement of Operations 2022-23.

When comparing our overall actual expenditures for the 2022-23 fiscal year against
the expenditures for the previous year, expenses increased by $30 million.

Our total Departmental expenses were approximately $94 million lower than planned

in the 2022-23 fiscal year due to the nature of the Department’'s demand-driven
programs.
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Condensed Statement of Financial Position (unaudited) as of 31 March 2023
(dollars)

Difference
Financial information 2022-23 2021-22 (2022—23 minus

2021-22)
Total net liabilities 190,055,298 157,488,923 32,566,375
Total net financial assets 123,649,890 93,866,429 29,783,461
Departmental net debt 66,405,408 63,622,494 2,782,914
Total non-financial assets 10,165,811 10,692,545 (526,734)
Departmental net financial position (56,239,597) (52,929,949) (3,309,648)

Total net liabilities: Total net liabilities have increased by $32.5 million in 2022-23
compared to 2021-22. This variance is due to an increase in accrued liabilities.

Total net financial assets: Total net financial assets have increased in 2022-23 by
$29.7 million when compared to 2021-22 due to increase in due from consolidated
revenue fund.

Departmental net debt: Departmental net debt, which is the difference between net
liabilities and net financial assets as explained previously, has decreased by $2.8
million in 2022-23 compared to 2021-22.

Total non-financial assets: Total non-financial assets have decreased in 2022-23 by
$527 thousand when compared to 2021-22 due to the amortization of tangible
capital assets.

The 2022-23 planned results information is provided in our Future-Oriented
Statement of Operations 2022-23.%
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Organizational profile

Appropriate Minister: The Honourable Ginette Petitpas Taylor, PC, MP
Institutional Head: Paul Ledwell, Deputy Minister

Ministerial Portfolio: Veterans Affairs

Enabling Instruments: » Department of Veterans Affairs Act™i
» Veterans Well-being Act'™ i
» Pension Act™V

Year of Incorporation / Commencement: 1923

Our Raison d’étre, mandate and role:
who we are and what we do

Our Raison d'étre, mandate and role are available on our website.™

Veterans Ombud’s mandate

The mandate for the Veterans Ombud is available on the Ombud'’s website Vi

Operating context and risk

Information on operating context and key risks is available on our website Vi

¥ The Canadian Forces Members and Veterans Re-establishment and Compensation Act (The New Veterans
Charter) was renamed as of 1 April 2018.
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Reporting framework

Our Departmental Results Framework and Program Inventory of record for 2022-23 is

shown below.

Veterans are physically and mentally

well

Veterans and their families are
financially secure

Veterans have a sense of purpose

Veterans are able to adapt, manage,
and cope within post-service life

Veterans are living in safe and
adequate housing

Veterans are socially supported

Veterans are satisfied with the
services they receive

Veterans and those who died in
service are honoured

Canadians remember and appreciate

Veterans and those who died in
service

Veterans and their families have
access to a timely review of
complaints about the programs,
services and support delivered by
the Veterans Affairs Portfolio

Issues about the programs, services
and support provided to Veterans
and their families by the Veterans
Affairs Portfolio are identified

INDICATORS

+ % of Veterans who report that their health is very good or excellent

+ % of Veterans who report that their mental health is very good or
excellent

+ % of Veterans accessing national network of Operational Stress Injury
Clinics reporting improved overall mental health

+ % of Veterans who report they need help with an activity of daily living

+ % of Veterans whose household income is below the Low Income
Measure

+ % of Veterans who are satisfied with their financial situation

+ % of Veterans who are satisfied with their job or main activity
+ % of Veterans who are employed

+ % of Veterans who report an easy adjustment to post-service life
+ % of Veterans who have completed a post-secondary education
+ % of Veterans who have high level of mastery of their life skills

+ % of Veterans who are in core housing need

+ % of Veterans Affairs Canada clients 65 years and older living in their
own homes that report satisfaction with their housing

+ % of Veterans who have a strong sense of community belonging

* % of Veterans Affairs Canada clients who are satisfied with their
relationships with friends and family

+ % of Veterans Affairs Canada clients who are satisfied with the quality
of service delivery they receive from Veterans Affairs Canada

+ % of Veterans Affairs Canada clients who are satisfied with the quality
of Veterans Affairs Canada’s programs and services offered

INDICATORS

+ % of Veteran clients who are satisfied with the way Veterans Affairs

Canada’s commemorative initiatives honour Veterans and those who died

in service
+ # of page views of Canadian Virtual War Memorial

+ % of visitors to Vimy and Beaumont-Hamel overseas memorials who
report they have a better understanding of the sacrifice and contribution
of those who served

+ % of Canadians who indicate they make an effort to appreciate Veterans

and those who died in service

+ # of Canadians who participated in community engagement activities
financially supported by Veterans Affairs Canada

INDICATORS

+ % of complaints completed within 60 working days

+ % of Office of the Veterans Ombudsperson recommendations related to

individual complaints implemented by the Veterans Affairs Portfolio

+ % of Office of the Veterans Ombudsperson recommendations related to

systemic issues accepted by the Veterans Affairs Portfolio

# Core Responsibility: Benefits, Services and Support

DEPARTMENTAL RESULTS

PROGRAM INVENTORY

« Caregiver Recognition
Benefit

Disability Benefits

* Health Care Benefits

.

Income Support

Long Term Care

Research and Innovation

.

Transition Services

Veterans Emergency
Fund

.

Veterans Independence
Program

e War Veterans Allowance

#2 Core Responsibility: Commemoration

DEPARTMENTAL RESULTS

PROGRAM INVENTORY
« Canada Remembers
Program

* Funeral and Burial
Program

#3 Core Responsibility: Veterans Ombudsperson

DEPARTMENTAL RESULTS

PROGRAM INVENTORY

* Veterans Ombudsperson

INTERNAL SERVICES
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Supporting information on the
Program Inventory

Financial, human resources and performance information for our Program Inventory
is available in GC InfoBase X!

Supplementary information tables

The following supplementary information tables are available on our website.”i

Reporting on Green Procurement

Details on Transfer Payment Programs

Gender-based Analysis Plus

Response to Parliamentary Committees and External Audits

Federal tax expenditures

The tax system can be used to achieve public policy objectives through the
application of special measures such as low tax rates, exemptions, deductions,
deferrals and credits. The Department of Finance Canada publishes cost estimates
and projections for these measures each year in the Report on Federal Tax
Expenditures.™™ This report also provides detailed background information on tax
expenditures, including descriptions, objectives, historical information and
references to related federal spending programs, as well as evaluations and GBA
Plus of tax expenditures.

Organizational contact information

Veterans Affairs Canada Veterans Ombud

P.O. Box 7700 P.O. Box 66

Charlottetown, PE Charlottetown, PE

Cl1A 8M9 CIA 7K2

Toll free: 1-866-522-2122 Toll free: 1-877-330-4343
TDD/TTY: 1-833-921-0071 TDD/TTY: 1-833-978-1639
www.veterans.gc.ca www.ombudsman-veterans.gc.ca

Corporate Information
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https://www.canada.ca/en/department-finance/services/publications/federal-tax-expenditures.html
http://www.veterans.gc.ca/
http://www.ombudsman-veterans.gc.ca/
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Appendix A:
definitions

appropriation (crédit)
Any authority of Parliament to pay money out of the Consolidated Revenue Fund.

budgetary expenditures (dépenses budgétaires)
Operating and capital expenditures; transfer payments to other levels of
government, organizations or individuals; and payments to Crown corporations.

core responsibility (responsabilité essentielle)

An enduring function or role performed by a department. The intentions of the
department with respect to a core responsibility are reflected in one or more related
departmental results that the department seeks to contribute to or influence.

Departmental Plan (p/lan ministériel)
A report on the plans and expected performance of an appropriated department
over a three-year period. Departmental Plans are usually tabled in Parliament each

spring.

departmental priority (priorité)

A plan or project that a department has chosen to focus and report on during the
planning period. Priorities represent the things that are most important or what
must be done first to support the achievement of the desired departmental results.

departmental result (résultat ministériel)

A conseguence or outcome that a department seeks to achieve. A departmental
result is often outside departments’ immediate control, but it should be influenced
by program-level outcomes.

departmental result indicator (indicateur de résultat ministériel)
A quantitative measure of progress on a departmental result.

departmental results framework (cadre ministériel des résultats)
A framework that connects the department’s core responsibilities to its
departmental results and departmental result indicators.

Departmental Results Report (rapport sur les résultats ministériels)
A report on a department’s actual accomplishments against the plans, priorities and
expected results set out in the corresponding Departmental Plan.

full-time equivalent (équivalent temps plein)

A measure of the extent to which an employee represents a full person-year charge
against a departmental budget. For a particular position, the full-time equivalent
figure is the ratio of number of hours the person actually works divided by the
standard number of hours set out in the person’s collective agreement.

gender-based analysis plus (GBA Plus) (analyse comparative entre les sexes plus
[ACS Plus])
An analytical tool used to support the development of responsive and inclusive
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policies, programs and other initiatives; and understand how factors such as sex,
race, national and ethnic origin, Indigenous origin or identity, age, sexual orientation,
socio-economic conditions, geography, culture and disability, impact experiences
and outcomes, and can affect access to and experience of government programs.

government-wide priorities (priorités pangouvernementales)

For the purpose of the 2022-23 Departmental Results Report, government-wide
priorities are the high-level themes outlining the government’s agenda in the
November 23, 2021, Speech from the Throne:** building a healthier today and
tomorrow; growing a more resilient economy; bolder climate action; fighter harder
for safer communities; standing up for diversity and inclusion; moving faster on the
path to reconciliation; and fighting for a secure, just and equitable world.

horizontal initiative (initiative horizontale)
An initiative where two or more federal organizations are given funding to pursue a
shared outcome, often linked to a government priority.

Indigenous business (enterprise autochtones)

For the purpose of the Directive on the Management of Procurement Appendix E:
Mandatory Procedures for Contracts Awarded to Indigenous Businesses and the
Government of Canada’s commitment that a mandatory minimum target of 5% of
the total value of contracts is awarded to Indigenous businesses, an organization
that meets the definition and requirements as defined by the Indigenous Business
Directory.»

non-budgetary expenditures (dépenses non budgétaires)
Net outlays and receipts related to loans, investments and advances, which change
the composition of the financial assets of the Government of Canada.

performance (rendement)

What an organization did with its resources to achieve its results, how well those
results compare to what the organization intended to achieve, and how well lessons
learned have been identified.

performance indicator (indicateur de rendement)

A qualitative or quantitative means of measuring an output or outcome, with the
intention of gauging the performance of an organization, program, policy or
initiative respecting expected results.

performance reporting (production de rapports sur le rendement)
The process of communicating evidence-based performance information.
Performance reporting supports decision making, accountability and transparency.

plan (plan)

The articulation of strategic choices, which provides information on how an
organization intends to achieve its priorities and associated results. Generally, a plan
will explain the logic behind the strategies chosen and tend to focus on actions that
lead to the expected result.

planned spending (dépenses prévues)
For Departmental Plans and Departmental Results Reports, planned spending refers
to those amounts presented in Main Estimates.

Appendix: Definitions
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A department is expected to be aware of the authorities that it has sought and
received. The determination of planned spending is a departmental responsibility,
and departments must be able to defend the expenditure and accrual numbers
presented in their Departmental Plans and Departmental Results Reports.

program (programme)

Individual or groups of services, activities or combinations thereof that are managed
together within the department and focus on a specific set of outputs, outcomes or
service levels.

program inventory (répertoire des programmes)
Identifies all the department’s programs and describes how resources are organized
to contribute to the department’s core responsibilities and results.

result (résultat)

A conseqguence attributed, in part, to an organization, policy, program or initiative.
Results are not within the control of a single organization, policy, program or
initiative; instead, they are within the area of the organization’s influence.

statutory expenditures (dépenses Iégisiatives)

Expenditures that Parliament has approved through legislation other than
appropriation acts. The legislation sets out the purpose of the expenditures and the
terms and conditions under which they may be made.

target (cible)

A measurable performance or success level that an organization, program or
initiative plans to achieve within a specified time period. Targets can be either
guantitative or qualitative.

voted expenditures (dépenses votées)

Expenditures that Parliament approves annually through an appropriation act. The
vote wording becomes the governing conditions under which these expenditures
may be made.
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Appendix B: MLC codes
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Code | Title and description of Mandate Letter Commitment (MLC) referenced in the report
MLC1 | Reduce Wait Times

e Reduce wait times and ensure Veterans and their families receive decisions on
applications in a timely manner, including by investing resources to hire case workers
and adjudicators, enhance disability benefit processing and advance innovative
digital solutions.

MLC2 | Military Sexual Misconduct (led by the Department of National Defence)

e Expand the services and resources available to survivors of sexual misconduct
through the Sexual Misconduct Support and Resource Centre.

e Ensure Centre access for Defence Team, including Department of National Defence
employees, Veterans and members of military families.

e Co-design with survivors and fully fund a permanent peer-to-peer support program
for those who have experienced military sexual trauma that is available to all
members of the Defence Team and their families.

MLC3 | Underrepresented Veterans

e Ensure the benefit system and services are responsive to and meet the needs of
underrepresented Veterans, including women, 2SLGBTQI+, racialized and Indigenous
Veterans. This will include the use of disaggregated research and data to provide
tailored programs and services.

MLC4 | Indigenous Veterans

e Work to reduce barriers to accessing services for Indigenous Veterans, including
improving outreach to Indigenous communities and expanding the offering of
culturally appropriate services.

MLC5 | Veteran Employment

e Launch a National Veterans Employment Strategy, with a goal of ensuring all
Veterans find meaningful work on release from the Canadian Armed Forces,
leveraging skills and qualifications acquired while in service. This includes working to
improve qualification recognition.

MLC6 | Transition Support

e Continue to work with the Minister of National Defence to simplify processes, improve
service delivery and strengthen transition services by enhancing shared online tools,
increasing data sharing and improving transition support.

MLC7 | Mental Health

¢ With the support of Minister of Mental Health and Addictions, ensure Canadian
Armed Forces members and Veterans have access to adequate mental health
resources, services and training programs tailored to their specific needs.

MLC8 | Recognition & Commemoration

e Ensure that modern Veterans, as well as women, Indigenous, racialized and
2SLGBTQI+ Veterans from all conflicts are recognized and commemorated and that
we recognize the valuable contributions of Canadian Armed Forces Veterans who
have served our country in domestic operations such as wildfires, ice storms and
floods.

MLC9 | Veteran Homelessness

e Accelerate work to end chronic homelessness among Veterans through a new rent
supplement program and wrap around supports (led by Infrastructure Canada).

e Accelerate work to end chronic homelessness among Veterans through the Rapid
Housing Initiative and a dedicated stream of funding for Veterans within the National
Housing Co-Investment Fund (led by Canada Mortgage and Housing Corporation).

MLC Codes
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Endnotes

Minister's Mandate Letter Commitments, https://www.pm.gc.ca/en/mandate-letters/2021/12/16/minister-
veterans-affairs-and-associate-minister-national-defence

ii Mental Health Benefits, https://www.veterans.gc.ca/eng/health-support/mental-health-and-
wellness/medical-costs/mental-health-benefits

iii My VAC Account, https://www.veterans.gc.ca/eng/e_services

iv Timely disability benefits decisions: Strategic direction for improving wait times,
https://www.veterans.gc.ca/eng/about-vac/addressing-wait-times/wait-time-strategic-direction

v Veteran Family Telemedicine Service, https://cfmws.ca/support-services/health-wellness/health-
care/veteran-family-telemedicine-service

Vi Veteran and Family Well-being Fund (VFWF), https://www.veterans.gc.ca/eng/about-vac/research/well-
being-fund

vii VFWF 2022 funding recipients, https://www.veterans.gc.ca/eng/about-vac/research/well-being-
fund/funding-recipients/2022

viii Atlas Institute for Veterans and Families, https://atlasveterans.ca/

ix Entitlement Eligibility Guidelines, https://www.veterans.gc.ca/eng/health-support/physical-health-and-
wellness/compensation-illness-injury/disability-benefits/benefits-determined/entitlement-eligibility-
guidelines

X Table of Disabilities (TOD), https://www.veterans.gc.ca/eng/health-support/physical-health-and-
wellness/compensation-illness-injury/disability-benefits/benefits-determined/table-of-disabilities

Xi Veterans Emergency Fund, https://www.veterans.gc.ca/eng/financial-support/emergency-funds/veterans-
emergency-fund

Xii Let's Talk Veterans, https:/letstalkveterans.ca/

Xiii Career Transition Services, https://www.veterans.gc.ca/eng/education-and-jobs/finding-a-job/career-
transition-services

Xiv Joint Evaluation of the Implementation of the Veterans Hiring Act, https://www.canada.ca/en/public-
service-commission/services/publications/joint-evaluation-implementation-veterans-hiring-act.html

XV Canadian Military, Veteran and Family Connected Campus Consortium,

https://www.canada.ca/en/veterans-affairs-canada/news/2023/02/new-initiative-to-help-veterans-access-
education.html

XVi VAC Healthshare, https://healthshare-partagesante.vac-acc.gc.ca/healthshare/fag

XVii Veteran Homelessness Program, https://www.infrastructure.gc.ca/homelessness-sans-abri/veterans/index-
eng.php

Xviii Operational Stress Injury Social Support, https:;//www.veterans.gc.ca/eng/health-support/mental-health-
and-wellness/counselling-services/someone-who-can-relate

Xix Support for Operational Stress Injury, https:;//www.rcrnp-grc.gc.ca/en/family-corner/support-operational-
stress-injury-program

XX Mental Health First Aid - Veteran community, https:;//mentalhealthcommission.ca/training/mhfa/veteran-
community/

XXi Togetherall, https://www.canada.ca/en/department-national-defence/services/benefits-military/health-

support/sexual-misconduct-response/mst-peer-support-program-consultations/online-discussion-board-
for-those-affected-by-sexual-misconduct.html

XXii Disability Benefits Application Process Consultation Report, https://letstalkveterans.ca/disability-benefits-
application-process-consultation

Xxiii OSI Clinics, https;//www.veterans.gc.ca/eng/health-support/mental-health-and-wellness/assessment-
treatment/osi-clinics

XXV Case Management, https:;//www.veterans.gc.ca/eng/health-support/case-management

XXV Standard on Web Accessibility, https://www.tbs-sct.canada.ca/pol/doc-eng.aspx?id=23601

XXVi Policy on Service and Digital, https://www.tbs-sct.canada.ca/pol/doc-eng.aspx?id=32603

XXVii VAC National Client Survey Final Report, https://epe.lac-bac.gc.ca/100/200/301/pwgsc-tpsgc/por-
ef/veterans_affairs_canada/2022/033-19-e/VNCS_2022_Full_Report_EN.pdf

Xxviii Request for Proposal for the next FHCPS contract, https:/letstalkveterans.ca/health-claims-
processing/widgets/145632/fags

XXX Office of Women and 2SLGBTQI+ Veterans, https://www.veterans.gc.ca/eng/about-vac/what-we-
do/women-LGBTQ2/office

XXX Sexual Misconduct Support and Resource Centre, https://www.canada.ca/en/department-national-
defence/services/benefits-military/health-support/sexual-misconduct-response.html

XXXi Military Sexual Trauma Peer Support Program, https;//www.canada.ca/en/department-national-

defence/services/benefits-military/health-support/sexual-misconduct-response/mst-peer-support-
program-consultations.html

XXXii Bureau of Pension Advocates, https://www.veterans.gc.ca/eng/veterans-rights/how-to-appeal/bureau-
pensions-advocates
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XXXiii Modernizing the Government of Canada’s Sex and Gender Information Practices,
https://www.canada.ca/en/treasury-board-secretariat/corporate/reports/summary-modernizing-info-sex-
gender.html

XXXIV Support for education, training and their related financial costs, https;//www.veterans.gc.ca/eng/education-
and-jobs/back-to-school

XXXV Career-related services and information, https://www.veterans.gc.ca/eng/education-and-jobs/finding-a-job

XXXVi Canadian Survey on Disability, https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3251

XXXVii Indigenous Peoples Survey,
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=32508&lang=en&db=imdb&adm=8&d
is=2

xxxviii ~ Canadian Community Health Survey,
https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&SDDS=3226

XXXiX Canadian Housing Survey,
https://www23 statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&amp;SDDS=5269

x| Canadian Veteran Health Survey, https://www.statcan.gc.ca/en/survey/household/5383

xli Life After Service Survey, https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getSurvey&Id=1228312

xlii Canadian Military Experience Reference Guide, Census of Population, 2021,
https://www12.statcan.gc.ca/census-recensement/2021/ref/98-500/015/98-500-x2021015-eng.cfm

xliii GC Infobase, https://www.tbs-sct.gc.ca/ems-sgd/edb-bdd/index-eng.html#orgs/dept/139/infograph/intro

xliv The Dieppe Raid, https;//www.veterans.gc.ca/eng/remembrance/wars-and-conflicts/second-world-
war/battle-of-dieppe

xIv Canada Remembers on Facebook, https://www.facebook.com/CanadaRemembers

xIvi Battle of Vimy Ridge, https://www.veterans.gc.ca/eng/remembrance/commemorative-events/significant-
events/vimy

xIvii Canadian National Vimy Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/vimy

xIviii Caribou Trail, https://www.veterans.gc.ca/eng/remembrance/memorials/beaumont-hamel/caribou-trail

xlix 2022 Evaluation of the Funeral and Burial Program and the Cemetery and Grave Marker Maintenance
Program, https;//www.veterans.gc.ca/eng/about-vac/publications-reports/reports/departmental-audit-
evaluation/2022-evaluation-of-grave-marker-maintenance-programs-summary

| Juno Beach Centre, https;//www.veterans.gc.ca/eng/remembrance/memorials/juno-beach-centre

li Commemorative Partnership Program, https://www.veterans.gc.ca/eng/remembrance/commemorative-
events/commemorative-partnership

lii 10-year Strategic Plan for Commemoration, https://www.veterans.gc.ca/eng/about-vac/what-we-do/public-
engagement/remembrance-planning/strategic-plan

liii Courcelette Canadian Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/Courcelette

liv Dury Canadian Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/dury

v Monchy-le-Preux Newfoundland Memorial,
https://www.veterans.gc.ca/eng/remembrance/memorials/monchy

Ivi Masniére Newfoundland Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/masnieres

Ivii Hill 62 Canadian Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/hill-62

Iviii St. Julien Canadian Memorial, https:;//www.veterans.gc.ca/eng/remembrance/memorials/st-julien

lix Gallipoli Newfoundland Memorial, https://www.veterans.gc.ca/eng/remembrance/memorials/gallipoli

Ix Beaumont-Hamel Newfoundland Memorial,
https://www.veterans.gc.ca/eng/remembrance/memorials/overseas/first-world-war/france/beaumonthamel

Ixi Summary of Consultations on the Future of Remembrance, https;//www.veterans.gc.ca/eng/about-
vac/what-we-do/public-engagement/remembrance-planning/summary-of-consultations-on-the-future-of-
remembrance

Ixii Attitudes towards Remembrance and Veterans' week 2022, https://epe.lac-bac.gc.ca/100/200/301/pwgsc-
tpsgc/por-ef/fveterans_affairs_canada/2023/074-22-e/index.html

Ixiii Adjudication of Sexual Dysfunction Claims Consequential to an Entitled Psychiatric Condition,
https://ombudsman-veterans.gc.ca/en/publications/systemic-reviews/adjudication-sexual-dysfunction

Ixiv Disability Benefit Wait Times Update, https;//ombudsman-veterans.gc.ca/en/publications/systemic-
reviews/disability-benefit-wait-times-update

Ixv Care at Home Resource Guide, https;//ombudsman-veterans.gc.ca/en/publications/resource-guides-and-
information/care-home-resource-guide

Ixvi Ombud sent a letter to the Minister of Veterans Affairs, https:;//www.ombudsman-
veterans.gc.ca/en/media/news-releases/veterans-ombud-releases-letter-minister-veterans-affairs-finding-
merlo-davidson

IXVii Open Government, https://open.canada.ca/en

Ixviii Veterans Affairs Canada releases 2022-2025 Accessibility Action Plan, https://www.canada.ca/en/veterans-
affairs-canada/news/2022/12/veterans-affairs-canada-releases-2022-2025-accessibility-action-plan.html

IXix Public Accounts of Canada, https://www.tpsgc-pwgsc.gc.ca/recgen/cpc-pac/index-eng.htmi

Ixx Our financial statements, https://www.veterans.gc.ca/eng/about-vac/publications-
reports/reports/departmental-financial-statements
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Future-Oriented Financial Statements, https://www.veterans.gc.ca/eng/about-vac/publications-
reports/reports/future-oriented-financial-statements/2023

Department of Veterans Affairs Act, http://laws.justice.gc.ca/eng/acts/V-1/index.html

Veterans Well-being Act, http://laws-lois justice.gc.ca/eng/acts/C-16.8/

Pension Act, http://laws-lois justice.gc.ca/eng/acts/p-6/index.html

Raison d'étre, mandate and role, http://www.veterans.gc.ca/eng/about-us/mandate

Veterans Ombud'’s Mandate, https://ombudsman-veterans.gc.ca/en/the-office/mandate

Operating context, https;//www.veterans.gc.ca/eng/about-vac/what-we-do/operating-context-risks
Supplementary Information Tables, https;//www.veterans.gc.ca/eng/about-vac/publications-
reports/reports/departmental-results-report/2021-2022/supplementary-tables

Report on Federal Tax Expenditures, https://www.canada.ca/en/department-
finance/services/publications/federal-tax-expenditures.ntml

Speech from the Throne, https://www.canada.ca/en/privy-council/campaigns/speech-throne/2021/speech-
from-the-throne.html

Indigenous Business Directory, https://www.sac-isc.gc.ca/eng/1100100033057/1610797769658
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