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1. INTRODUCTION

ThePrivacy Actgives Canadian citizens and corporations the tmhtave access to federal

government records, subject to certain specifieptions. The Act complements but does not
replace other procedures for obtaining governm@otination. It is not intended to limit in any
way the access to government information that renatly available to the public upon request.

In accordance with section 72 of tRavacy Act the head of an institution is required to submit
an annual report to Parliament on the instituti@dministration of the Act during the fiscal
year. This document reports on the activities efDiepartment of Veterans Affairs, the Office of
the Veterans Ombudsman, the Director of Soldietlé®eént and the Director of the Veterans’
Land Act, and describes how Veterans Affairs Car(@@eC) fulfilled its access to information
and privacy protection responsibilities during tiseal year commencing April 1, 2009, and
ending March 31, 2010.

The Veterans Review and Appeal Board (VRAB) wilbsut a separate and distinct report to
Parliament.

Veterans Affairs Portfolio

Veterans Affairs is a portfolio consisting of tta@léwing organizations: Veterans Affairs Canada
(VAC, the Department); the Office of the Veteranal@dsman (OVO); and the Veterans
Review and Appeal Board (VRAB, the Board).

Veterans Affairs Canada

Canada’'s development as an independent countnawitiique identity stems in no small
measure from its achievements in times of war. ddgoart of our modern identity is also
associated with pride in Canada’s enviable peapekgeecord. Canada's contribution to global
peace and security, both as ally and peacekeepitiggp, has come at a heavy price in terms of
lives sacrificed, health forfeited and hopes uiifatl. The Department exists to repay the
nation's debt of gratitude toward those whose gmoas efforts have given us this legacy, and
have contributed to our growth as a nation.

Veterans Affairs Canada's mandate stems from legsjations and Orders in Council. Among
the more significant is theepartment of Veterans Affairs Aethich charges the Minister of
Veterans Affairs with the following responsibilisie

“...the care, treatment, or re-establishmentiwil life of any person who
served in the Canadian Forces or merchant navyndahe naval, army or air
forces or merchant navies of Her Majesty, of amg@e who has otherwise
engaged in pursuits relating to war, and of anyeothperson designated . . . and
the care of the dependants or survivors of anyqrersferredto .. .”
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Veterans Affairs Canada (VAC) provides servicea toghly diverse clientele which reflects the
remarkable breadth of Canada's contributions tadymeace. Our clients include:

Veterans:
. Armed Forces and Merchant Navy Veterans who sedwedhg the First World
War, the Second World War or the Korean War;
. Former and, in certain cases, current membetseoCanadian Forces, including
those who served in Special Duty Areas and in pesgeng; and
. Allied Veterans who lived in Canada prior to pelsmf war.

Other Clients:

. Certain civilians who are entitled to benefits d&nese of their war time services;

. Former and, in certain cases, serving membetseoRbyal Canadian Mounted
Police; and

. Survivors and dependants of the foregoing groups.

In addition to serving these clients, VAC receiweny requests for information from members
of the public. We are proud to assist those whaagyh the Department with requests for
information on our programs, services and actisitMAC joins with all Canadians in
recognizing the sacrifices and achievements ofethd® have served in the cause of peace and
freedom around the world over the years.

VAC remains strongly committed to upholding thenpiples of theéPrivacy Act while providing
a high level of service to our clients.

The Office of the Veterans Ombudsman

The Veterans Ombudsman is an independent officerreports directly to the Minister of
Veterans Affairs. The Ombudsman is impartial anchaaded to uphold the Veterans Bill of
Rights, and to receive and review complaints stamyrfriom programs and services provided or
administered by Veterans Affairs or pertainingie Veterans Bill of Rights. The Ombudsman
assists Canada's Veterans by providing them withinmation on the Department's programs and
services.

2. ACCESS TOINFORMATION AND PRIVACY COORDINATOR 'S OFFICE

The administration of thBrivacy Actis the responsibility of the Access to Informatend
Privacy Coordinator’s Office which was part of fleemer Information Management Services
Division (IMSD). In 2009-2010, IMSD and the Infortian Technology and
Telecommunications Division melded to become tlierination Technology and Information
Management (ITIM) Division within the Corporate $ees Branch. The Director General ITIM
is also the ATIP Coordinator; the union of these tales brings together specialists who
manage and protect the Portfolio’s paper-basedebrudronic information holdings. The ATIP
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Coordinator acts on behalf of the Minister of Vates Affairs, the Deputy Minister of VAC and
the Veterans Ombudsman to administerAbeess to Information Aeind thePrivacy Act The
office has a dual function of serving both the pubhd the Department in matters relating to the
Access to Information Aeind thePrivacy Act

The mandate of the ATIP Coordinator’s Office witMAC is to administer théccess to
Information Actand thePrivacy Act and to facilitate institutional compliance wittgislative
and central agency requirements. The main dutiéseoATIP Coordinators’s Office are to:
. Process requests for information submitted ungeAtcess to Information Act
and thePrivacy Actin accordance with the legislation, regulationd @reasury
Board of Canada Secretariat (TBS) policies andejinds;
. Provide VAC managers and staff with advice andigace regarding the
interpretation and application of thecess to Information AdhePrivacy Act
and other related TBS policies and guidelines;

. Develop policies, procedures and guidelines feratiministration of the ATIP
acts and other related TBS policies and guidelines;

. Coordinate the completion of Privacy Impact Aseessts (PIAS);

. Coordinate the resolution of any complaints aga##sC made to the Information

Commissioner under th&ccess to Information Aand to the Privacy
Commissioner under therivacy Act

. Promote awareness of the ATIP acts to ensure thepatal responsiveness to the
obligations imposed on federal institutions;

. Coordinate the preparation of the VAC chaptehefibfo Sourcepublication; and

. Prepare annual reports to the TBS and Parliameth@Access to Information

Actand thePrivacy Act

Formal request processing is centralized withinAl#> Coordinator’s Office in Charlottetown,
Prince Edward Island, and the responsibility factbsure rests primarily with this office. The
Coordinator’s Office consists of a Coordinator ancomplement of 9.5 full-time equivalents
(FTESs) including a Deputy Coordinator. The Offisesupported by the Information Management
Policy and Strategic Planning (IMPSP) Unit whicleaglizes in providing ATIP advice and
guidance, coordinating Privacy Impact Assessmdhss)), providing updates tofo Sourceand
Personal Information Banks and other matters redab policy, procedures and training.

The ATIP Coordinator’'s Office supports and mainsaanetwork of 27 ATIP Liaison Officers in
each major division and region of the Portfolio. @Aas 19 liaison officers in the Charlottetown
Head Office, and 8 in the Regional Offices. Thesba officers, upon request, are responsible for
information retrieval from the Office of Primarytérest (OPI) and for identifying sensitive
information which may qualify for exemption undbetAct.
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3. DESIGNATION ORDER

The responsibilities associated with the adminigtneof thePrivacy Act such as notifying
applicants of extensions and transferring requestsher institutions, are designated to the
departmental ATIP Coordinator through a delegaitstrument signed by the Minister of
Veterans Affairs.

PRIVACY ACT DESIGNATION ORDER

The Minister of Veterans Affairs, pursuant to section 73 of the
Privacy Act*, hereby designates the persons holding the positions in
the Department of Veterans Affairs set out in the schedule attached
hereto, to exercise the powers and perform the duties and functions of
the Minister as the head of a government institution under the
sections of the Act set out in the schedule opposite the positions.

Dated at Ottawa, this day of 2009

Minister of Veterans Affairs

On October 14, 2010, VRABs responsibilities asdediavith the administration of the Privacy
Act were designated to the appropriate VRAB offectirough a delegation instrument signed by
the Chairperson, Veterans Review and Appeal Board.
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4.

PRIVACY ACT DESIGNATION SCHEDULE

HEAD OF THE INSTITUTION MINISTER OF VETERANS AFFAIRS
Sections of | Powers, Duties or Functions Institutions and Titles
the Privacy
Act
DVA VRAB
73 All powers, duties or functions of the head of Deputy Minister Chairperson
the institution
8(2)(m) Disclose personal information without the Deputy Veterans Chairperson
consent of the person concerned, in the publi Minister Ombudsman
interest or to benefit the individual
20; 21 Approve exemptions ADMs Veterans Director
Ombudsman General
8(2)@)(b) Disclose personal information without the ATIP Coord./ OVO - ATIP Coord./
(o)(d)(e)(f) | consent of the person concerned: for a consigtent Deputy Legal Deputy Coord.
(9)()()(j) | use; in accordance with other Acts of Coord. Advisor
(N10) Parliament; to comply with subpoenas; to the
Attorney General for legal proceedings; to
Federal Investigative Bodies; under
agreement/arrangement with other governments;
to members of Parliament helping individuals
resolve a problem; to internal auditors or the
Comptroller General; to the Public Archives; tp
researchers; to aboriginal peoples to settle lapd
claims issues; and for purposes of locating an
individual
8(5) Notice of disclosure under paragraph 8@®)( | ATIP Coord./ OVO - ATIP Coord./
Deputy Legal Deputy Coord.
Coord. Advisor
8(4); 9(1) Retain copies and records ATIP Coord./De@oord. | ATIP Coord./
Deputy Coord.
9(4); 10 Notify Privacy Commissioner of consisteseu | ATIP Coord./Deputy Coord.| ATIP Coord.
and amend index of personal information banks Deputy Coord.
14() Give notices re: access to records within 30 dpysTIPACoord./ OVO - ATIP Coord./
Deputy Legal Deputy Coord.
Coord./ Advisor
Officer
15 Approve extension of time limits ATIP Coord./ OVO - ATIP Coord./
Deputy Legal Deputy Coord.
Coord. Advisor
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17(2) Language of access ATIP Coorl}l./ OVO - ATIP Coord./
Deputy Legal Deputy Coord.
Coord./ Advisor
Officer
19; 22; 23; | Approve exemptions ATIP Coord)) OVO - ATIP Coord./
24; 25; 26; Deputy Legal Deputy Coord.
27; 28 Coord. Advisor
26; 27; 28 | Approve exemption ATIP Officef
31; 33(2); | Receive and give notices during an investigation FATbord./ OVO - ATIP Coord./
35(1)(4); Deputy Legal Deputy Coord.
36(3); Coord. Advisor
37(3);
51(2)0)(3)
72(1) Prepare annual report to Parliament ATIP Cébeputy Coord.| ATIP Coord.
Deputy Coord.
LEGEND:
DVA: Department of Veterans Affairs
OVO: Office of the Veterans Ombudsman
VRAB: Veterans Review and Appeal Board
ADM: Senior Assistant Deputy Minister, Policy, Pragrs and Partnerships Branch
Assistant Deputy Minister, Service Delivery and @Goeemoration Branch
Assistant Deputy Minister, Corporate Services Branc
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5. STATISTICAL REPORT - INTERPRETATION AND EXPLANATION

The Statistical Report, included in Annex 1, pr@ad summarized statistical report of formal
Privacy Actapplications processed by VAC between April 1,20hd March 31, 2010. The
following narrative provides explanations and iptetations of the statistical data.

I REQUESTS UNDER THE PRIVACY ACT

Formal Requests

Between April 1, 2009, and March 31, 2010, VAC reed 172 formal requests for information
under thePrivacy Act This represents an increase of 31 requests (pe22ent) from the 2008-
2009 fiscal year; a 61 per cent increase as cordparine 2007-2008 fiscal year; and a 47 per
cent increase as compared to the 2006-2007 fiseal Yhese 172 requests, combined with 17
outstanding requests from the previous period|léatd 89 requests requiring action in the 2009-
2010 reporting period.

Number of Formal Requests Received
200 —
150 —
100 -
50 -
0 | | - | - |
2006-2007 2007-2008 2008-2009 2009-2010

Fifteen (15) outstanding requests have been cdoiadard into the 2010-2011 fiscal year.
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Informal Requests

The following graph represents the four-year trehohformal requests received.

Number of Informal Requests Received

600 —

500 —

400 —

300 —

200 —

100 —

0 I — : I —
2006-2007 2007-2008 2008-2009 2009-2010

Il DISPOSITION OF REQUESTS COMPLETED

Formal Requests

In total, 174 requests requiring attention were pl@ted during the reporting period,
representing a 92 per cent completion rate.

The disposition of the 174 requests completed 0922010 is as follows:

2009-2010 Disposition of Formal Requests Completed

‘ Disclosed in part 118 (68%)‘

ransfﬂrred - 11 (6%)

Abandoned - 9 (5%)
Unable - 5 (3%)

All Disclosed - 31 (18%)

Disclosed in part - 118 (68%)

All disclosed - 31 (18%)

Unable to process - 5 (3%)
Abandoned by applicant - 9 (5%)
Transferred - 11 (6%)

ClC &
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Requests where records did not exist were recardéied “unable to process” category.

The following chart compares the number of pageewed and released for formal requests
during the past three reporting periods. For stesispurposes, it is important to note that pages
with any exemptions or exclusions applied are cediis pages released.

Period 2007-2008] 2008-2009 2009-20)f0 Variance
2009/2010 over 2008/2009
Pages Reviewed 49,695 58,816 84,146 43%
Pages Released 39,886 49,827 65,266 31%
Pages not Released 9,809 8,989 18,880 110%
Percentage of Pages 20% 15% 23% N/A

not Released

174 formal requests (92 per cent of requests rneguattention) were completed over this fiscal
year, as compared to 129 requests (89 per ceatjaests requiring attention) completed in the
2008-20009 fiscal year. This is a 35 per cent insgan requests completed, or, as demonstrated
in the table above, a 43 per cent increase inunaer of pages reviewed.

Informal Requests

In keeping with its commitment to quality clientgee and transparency, the ATIP
Coordinator’s Office continued to informally proseBrivacy requests in 2009-2010. 497
requests required processing this fiscal yearessmting a 16 per cent decrease over the
previous fiscal year.

75 outstanding requests have been carried forvmmdhe 2010-2011 fiscal year.

The following chart compares pages reviewed arehsald for informal requests during the past
three reporting periods.

Period 2007-2008] 2008-2009 2009-20)f0 Variance
2009/2010 over 2008/2009
Pages Reviewed 73,235 103,278 81,395 -21%
Pages Released 41,966 65,078 44,827 -31%
Pages not Released | 31,269 38,200 36,568 - 4%
Percentage of Pages 43% 37% 45% N/A

not Released
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422 requests (85 per cent of requests requiriegtadin) were completed over this fiscal year, as
compared to 534 requests (90 per cent of requestsring attention) completed in the 2008-
20009 fiscal year. This is a 21 percent decreasequests completed, and coincidentally, a 21 per
cent decrease in pages reviewed, as demonstratieel table above.

The percentage of pages not released for formakstg is lower than the percentage for
informal requests. This reflects the nature ofimfal requests which tend to consist of requests
for specific documents requiring fewer pages negd#view. Formal requests often consist of
requests for the entire file, increasing the inomieof pages with third party information.

The overall workload trend in the unit is shiftiftgm informal requests to formal requests.
(Please refer to Section | - Requests Received tithd®rivacy Actof this report). This shift

has placed significant pressures on the staff sarenthe 30-day deadline is met when dealing
with large volumes of records. This is commensuwnatke the change in VAC's clientele from

the traditional war Veterans to CF members and rdateand RCMP members and the new
programs and services offered under the New VeteCdrarter. It has been observed that the new
clients request more detailed documentation rel&t&AC decisions and are knowledgeable
about, and understand their rights to such infoilonat

There is no legislated time frame set for informegjuests within th€rivacy Act, however 286
(58 per cent) of informal requests were completadiw60 days.

1 EXEMPTIONS INVOKED

This section of the statistical interpretation itlégs the number of requests where specific types
of exemptions have been invoked.

VAC invoked 125 exemptions under sections 22, B5arad 28. This is a 49 per cent increase
over the 2008-2009 reporting year. The most fretiyeised exemption was section 26 which is
used to protect information about another individua

For statistical purposes, it is important to nbiat exemptions applied to a case multiple times,
are counted only once per case.

Exemptions Invoked 2009-2010 Casep
Paragraph 22(13f (Law enforcement and investigation) 1
Paragraph 22(1Df (Law enforcement and investigation) 1
Section 25 (Safety of individuals) 1
Section 26 (Information about another individual) 1172
Section 28 (Medical Record) 1
Total Exemptions Invoked 12
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It is also important to note that the high percgataf requests that were “disclosed in part” is
due to the fact that Veteran client files contasigmificant amount of third party personal
information.

v EXCLUSIONS CITED

Pursuant to sections 69 and 70, Bievacy Actdoes not apply to published material, material
available for purchase by the public, material thn the Library and Archives of Canada or
confidences of the Queen’s Privy Council for Candlaing this reporting period, there were no
exclusions to report.

Vv COMPLETION TIME

Formal Requests

2009-2010 Formal Requests Completion Time

‘ 30 days or under - 154 (8@

6110 120 days - 5 (2.5%)

3110 60 days - 15 (9%)

30 days or under - 154 (89%)
31 to 60 days - 15 (9%)

61to 120 days -5 (2%)

121 days or over - 0 (0%)

B EE

During the 2009-2010 reporting period, VAC compield4 formal requests in 30 days or under
and received an extension for 10 requests, fotah ®b 164 requests (95 per cent) successfully
completed within the legislated time frame. 15 exis were completed within 31-60 days, 5
requests were completed within 61-120 days, aneégoests requiring additional time and effort
were completed in 121 days or over.
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Informal Requests

2009-2010 Informal Requests Completion Time

| 30 days or under - 187 (44%)|

121 days or over - 26 (6%) |

31 to 60 days - 99 (25%)

6110 120 days - 110 (26%)

30 days or under - 187 (44%)
31 to 60 days - 99 (25%)
611to 120 days - 110 (26%)
121 days or over - 26 (6%)

[]
]
[ ]
]

During the 2009-2010 reporting period, VAC compiel87 informal requests in 30 days or
under, 99 requests were completed within 31-60,dEM3 requests were completed in 61-120
days, and 26 requests requiring additional timeedfadt were completed in 121 days or over.

The Department remains committed to informally psscPrivacy requests in a timely fashion
while balancing the legislated requirements underformal request process. 58 per cent of the
informal requests requiring attention were completghin 60 days

Vi EXTENSIONS

During the reporting period a total of 10 requestse extended, of these, 7 were for interference
with the operations of a government institution &naere for the purpose of consultation with
other institutions.

VIl TRANSLATIONS
Only 1 privacy request required translation dutimg 2009-2010 reporting period.
Vil METHOD OF ACCESS

There are three methods of access whereby indidgico@y obtain the information they have
requested. Requesters may receive copies of treximlaexamine the information during an
arranged time or examine and receive copies ahtbemation. Of the 174 formal requests
completed, applicants received copies of the nadtdrey had requested fully or in part in 149
cases. In the remaining 25 cases, the requestsaikee abandoned by the applicant (9),
transferred to another institution (11), or coutd be processed as records did not exist (5).
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IX CORRECTIONS AND NOTATIONS

Individuals are entitled to request correction anthtion of their personal information where the
individual believes there is an error or omissioeréin. In the 2009-2010 reporting period, one
individual made a request for correction, whictutesl in one notation being attached to the
client’s file.

X COSTS

VAC spent a total of $684,735 to administer Brévacy Actduring the reporting period. Staff
salaries accounted for $659,390 which is equivated0.14 person-year utilizations. Other
administrative costs (representing operations aaithtenance expenditures) amounted to
$25,345.

Total Costs for the Administration of the Privacy Act

$700,000 —

$600,000 —

[s684.735

$500,000
$400,000 —

432,012

$300,000 —

$200,000 —

$100,000 —

0 \ — — —
2006-07 2007-08 2008-09 2009-10

There has been a 38 per cent increase in thectwdtd for administration of therivacy Actover

the last reporting period, and a 76 per cent irsg@er the past four periods. The requests have
been increasingly more complicated, involving mieéiled documents and increased
processing activity.

In order to cope with this increase, IMSD has ated more resources to the ATIP Coordinator's
Office. Annex 2 provides a summarized table thatwas the four-year trend of Privacy work.
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6. DESCRIPTION OF MAJOR CHANGES | MPLEMENTED

Department

On April 1, 2009, the Department underwent a refiaet of its organization resulting in a
structure consisting of three branches and fivesatims which report directly to the Deputy
Minister of Veterans Affairs. The branches arevier Delivery and Commemoration; Policy
Programs and Partnerships; and Corporate Sendibesdivisions are: Audit and Evaluation;
Bureau of Pensions Advocates; Communications; Deyeental Secretariat and Policy
Coordination; and Human Resources.

Information Management Services Directorate (IMSD)

In 2009-2010, IMSD undertook many initiatives targefficiencies and improve client service
under theAccess to Information Aeind thePrivacy Act
. VAC'’s Information Management Services Division atgdinformation
Technology and Telecommunications Division meldetécome the Information
Technology and Information Management (ITIM) Diaisiin June 2009. This
integration has allowed a better flow of informatinetween the technical and
records keeping arms of the Department and has ané€ further towards the
Government of Canada model for Information Managemehich will benefit
VAC'’s activities related to thAccess to Information Aeind thePrivacy Act
. Administration of theAccess to Information AeindPrivacy Actcontinues to be

supported by improvements in Information Managena¢MAC. The Department
has made progress against the Year 1 deliverables“@008-2009 IM Strategy
and Implementation Plan” including: training andaagness as described in
Section 7 of this report; the development of a rydar communications strategy;
exploring the use of various technologies to imprthe management of
information supported by the addition of a techhazdvisor to the IM staff; a
working group which is exploring low-cost alternais to IM challenges; setting
retention periods for the Department’s operatisaabrds and beginning the
realignment of the Department’s subject file clasaiion system to match the
Records Disposition Authorities; developing a pplic address the requirements
of maintaining paper versus electronic recordstinamg work to support the
implementation of Treasury Board of Canada Segett@rBS) ATIP policies and
guidelines and TBS Recordkeeping Directive; andl@shing the Privacy Impact
Assessment management processes. The initiatigasfidd for the upcoming
fiscal year, 2010-2011, will continue to focus be expansion of awareness and
training, practical work and application of the Betkeeping Directive including
a pilot project which will commence clean up ofords at Library and Archives
Canada; reviewing and modifying the structure oftthvalign with the
Government of Canada IM profile; and trial work lwéan Electronic Records
Document Management System (ERDMS) complete wittubii-year
communications strategy.
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. In support of the Treasury Board of Canada Secatt@BS) Policy on
Information Management, VAC'’s Finance Division dMED continued the
practice of contract review to ensure that IM aridFArequirements are included
in contractual terms and conditions for contractorg third parties providing
services to, or on behalf of, VAC. IM Specialisgsiew Statements of Work for
professional service contracts and provide congahtice and guidance to
managers regarding IM and ATIP issues. 122 corsinaete reviewed in the
2009-2010 Fiscal Year.

. In 2009-2010, VAC Privacy Specialists reviewed Siépartmental forms to
ensure sufficient notice statements are createdkebislative and policy
requirements are met.

. The results of the Management Accountability Fraork (MAF) Round VI
assessment recognized the improvements that havenbade in VAC'’s reporting
of the departmental personal information holding&C completed an update and
restructuring of its 32 Personal Information Ba(REs) to align with the
departmental Program Activity Architecture (PAA).dddition, VAC undertook
an initiative to review its classes of records #rmalredesign of thmefo Source
Chapterto support it during FY 2009-2010. Additional halds of personal
information that fall outside the PAA, or where\sees have a unique use of
personal information, are being added to ensumgoehensive listing of
holdings.

. IMSD worked with the Audit and Evaluation (A&E) sion to ensure ATIP and
IM interests are considered in the A&E planninggass. ATIP and IM interests
continue to be represented through the Chief Inéion Officer/ADM Corporate
Services as part of the Annual Audit Planning Pssec®Vhen information
management or privacy is identified as a relevssue or risk, then it may be
incorporated into an audit's scope and objectivésen IM is included in an
audit, the criteria to be tested will be developgd®&E based on relevant
policies, regulations, legislation, etc., and cdtagions with IMSD.

7. PRIVACY TRAINING AND AWARENESS

Training

During the 2009-2010 fiscal year, Access to Infaroraand Privacy training was provided to
342 staff members of the Portfolio during 21 sassid he training provided staff at all levels
with an opportunity to gain basic knowledge of ezess to Information Aeind thePrivacy
Act. Staff members had the opportunity to hear andjasktions about their roles and
responsibilities in regards to Access to Infornramd Privacy. Training and Awareness during
the fiscal year included:
. A two-hour presentation titled “IM at Work - Dentifging Information
Management” was delivered to management and st&#t@rans Affairs Canada.
The training session includes an overview of Infation Management
responsibilities, documentation, Privacy, Acceskmformation and practical
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guidance on day-to-day management of informatio® services available at
VAC in relation to IM and ATIP and a question antsa&er segment. The
objective of the session is to expand staff knogiedf IM and ATIP, specifically
staff responsibilities, and to ensure staff membexse sufficient knowledge to
meet basic IM and ATIP requirements. The sessidessgned to leave attendees
with: an understanding of the services of the Doete; an ability to recognize
when they need assistance from an ATIP or IM sfistiand who to contact for
help. During the fiscal year, 13 sessions were gotedi.

. The topics covered in the two-hour “IM at Work emystifying Information
Management” session were integrated into the newddars and Supervisors
Orientation Program (MSOP). IM staff members camh to have an active role
as subject matter experts to ensure ATIP and Igrmétion, responsibilities,
policy and legislative issues were addressed witienMSOP training and the
participants’ manual. Seven sessions were condsated our last reporting
period. Staff members from across the countryegeired to attend the
mandatory session when they enter a supervisaneoagerial role within VAC.

. A guide has been prepared to help staff membgusowve the overall management
of electronic information, as well as their gengmalductivity. IM Staff members
meet or respond to inquiries from program areas myular basis, and staff
members are available to provide training on irdinal topics, as requested, such
as ‘G’ drive clean up.

Awareness

. During this fiscal year, 350 record retention pds were set, covering
information holdings in 50 different work units. i§twas in relation to a
comprehensive Records Disposition Authority grartedhe Librarian and
Archivist of Canada in June 2009. This gave a viadadth of IM staff the
opportunity to discuss good record keeping withie ¢context of Privacy and
Access to Information principles.

. The IM/IT internal (intranet) website covers alpacts of IM (including Access to
Information and Privacy) within the VA Portfolio dmprovides an easily
accessible resource for all staff. The websiteseduas a primary communication
tool with regular updates being added to the sitéend the fiscal year.

. The website provides staff with resources, toals lest practices related to
Information Management and ATIP. This year, it waslated to include the IM
strategic plan and to reflect departmental chatméd governance.

. In May 2009, VAC launched an improved external RTebsite targeted at
clients. The content has been developed to assstto better understand their
rights, how to access information, how to makerenfd Access to Information or
Privacy request, as well as to provide informatonnfo Source Annual
Reports, Privacy Impact Assessments and valuatie to the Office of the
Privacy Commissioner, Office of the Information Qomsioner, Library and
Archives Canada and to th&o Sourcegoublication. The site is updated as
required and is a valuable tool to both clients stadf members.
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VAC created 32 new Personal Information Banks gpt® align with the
departmental Program Activity Architecture (PAAI$ provided another
awareness opportunity for IM staff to focus programa staff on Privacy and
Access to Information principles.

8. POLICIES AND GUIDELINES

In the 2009-2010 fiscal year, VAC continued itsieewand communication of existing and
revised policies and guidelines.

IM staff participated on 46 departmental workingups, providing an
opportunity to promote both an understanding of A&hd IM issues and ensure
new projects and programs meet legislative andyoéiquirements. Staff
members provide advice and guidance to projectgeduring the development
and implementation of the project/program and feltbrough once the
project/program is in place.

The Directorate reviewed and identified potergiaas that would benefit from
Internal Directives and Guidelines that would supgiwe Policy on Information
Management, Directive on Record Keeping, PolicyPomacy Protection and the
Policy on Access to Information.

To improve communications and to increase awaseaerd knowledge of IM and
ATIP throughout the Department, the Directoratekedrclosely with the
Communications Division to identify consideratiarsd develop an approach and
an action plan for an IM Communications StrategyAcC.

9. COMPLAINTS AND |NVESTIGATIONS

In 2009-2010, the Privacy Commissioner receiveddl{B) complaints against VAC and four (4)
complaints carried over from 2008-2009 for a tofaseven (7) complaints requiring attention.
Five (5) complaints received a ruling and two (2yé been carried over to 2010-2011.

Of the complaints that received a ruling, threec@nplaints were not well founded and two (2)
were well founded and resolved.

The substance of the complaints was as follows:

One complaint alleged refusal of access to recatdsh were exempted under
section 27 of th€rivacy Act- “not well-founded”.

One complainant alleged that since VAC did notthseinformation to assess the
individual’'s pension, it should not have collected“not well founded”.

One complainant alleged that VAC improperly diseld his medical information
to the RCMP - “not well-founded”.

Two individuals complained that VAC contravened thse and Disclosure
provisions of théPrivacy Act- both cases were “well founded” and “resolved”-.
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10. PRIVACY IMPACT ASSESSMENTS(PIAYS)

To fulfill its mandate, many of the VAC programsdaservices require the collection, use and
disclosure of personal information. As the custodifthis personal information, and in
accordance with Treasury Board policy, VAC condiriisacy Impact Assessments (PIAs) on
new programs, systems or policies, or when subatanbdifications are made to an existing
program, system or policy.

In 2009-2010, VAC completed 6 PIAs of different grams. On June 18, 2009, amendments to
theWar Veterans Allowance Amtceived Royal Assent, expanding the War Vetefdiasvance
(WVA) Program and associated benefits to Alliedeérahs who served during the Second World
War or the Korean War, to their survivors and/a@iitllependents.

These amendments impacted six programs operai®Git\War Veterans Allowance (WVA),
Assistance Fund, Health Care Benefits, Veteransgeddence Program (VIP), Long Term Care,
and the Funeral and Burial Program. While the mealiions to the programs were not
substantial, these changes afforded an opporttmigmplete a PIA on each program,
something that had not been done since the implitien of the TBS PIA Policy.

A brief summary of the PIAs is presented belownglwith the hyperlink to the PIA Summary
on the VAC website.

PIAs in Support of the Allied Veterans Initiative

War Veterans Allowance Program, Assistance Fund, Hadth Care Benefits Program, Long
Term Care Program, Veterans Independence Program, imeral and Burial Program

The PIAs for the six programs affected by the amesrts to the War Veterans Allowance Act
focus on how personal information is being colld¢ctesed and disclosed within the processes for
each program.

Each program provides benefits and services that dbr the proper treatment and care for
eligible individuals.

. The War Veterans Allowance Program provides fimarassistance in the form of
a monthly grant payment to low-income clients.
. The Assistance Fund provides War Veterans Allowaecipients, residing in

Canada, with financial assistance to meet an emeyge unexpected
contingency for which they do not have resources.

. The Health Care Benefits Program provides a cohgmaive set of benefits and
services to address multiple challenges facedigipbkd individuals, including
medical treatments.

. The Long Term Care Program works in cooperatidi wie provinces, territories
and regional health authorities and with long-teare facilities to financially
support eligible individuals in a long-term carétisg.
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. The Veterans Independence Program provides assestar eligible individuals
in their homes and communities to allow them toaenindependent and self-
sufficient in their homes and communities for asgl@as possible.

. The Funeral and Burial Program allows VAC to pdevfinancial assistance so
that eligible individuals receive a dignified fuakand burial.

The PIAs conducted in support of the initiativesntified a number of potential privacy risks
based on the ten privacy principles. A privacy nsknagement plan was developed for each
program and implementation is under way to addiessdentified risks.

The link is:http://www.vac-acc.gc.ca/general/sub.cfm?sourceadey®nt/reports/pia

11. DISCLOSURES PURSUANT TO PARAGRAPH 8(2)(m)

There was one disclosure of personal informatiaisymnt to paragraph 8(&))(i) of the Privacy
Act during the reporting period which provides foraliisure for any purpose where, in the
opinion of the head of the institution, the pubiterest in disclosure clearly outweighs any
invasion of privacy that could result from the dlistre. The Privacy Commissioner was notified
before the disclosure.

12.  DISCLOSURESPURSUANT TO SUBSECTION 8(2)

During the reporting period, VAC made 51 additiodisiclosures of personal information
pursuant to various paragraphs under subsectigQro8{BePrivacy Act.

Disclosure Cases
Paragraph 8(23) (Consistent Use) 1

Paragraph 8(2h (In accordance with any Act of Parliament) 3
Paragraph 8(2%§ (Compliance with a subpoena or warrant) g

Paragraph 8(2)lj (Disclosure to the Attorney General of Canagla) 14

Paragraph 8(2¢§ (Disclosure to an investigative body) 1

Paragraph 8(2f)( (Disclosure under an agreement between the 24
Government of Canada and the government of a preyin

Paragraph 8(2)( (Government institution to collect a debt owing 2
to Her Majesty)

Total Disclosures 51

This is a 189 per cent increase in disclosures lag¢reporting period.
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13. APPEALS TO THE COURTS

VAC has no appeals to the courts to report forgperting period, April 1, 2009, to March 31,
2010.
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Annex 1 - Statistical Report on thePrivacy Act
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Annex 2 - Four-Year Statistical Analysis

2006- 2007- 2008- 2009-| Variance
2007 2008 2009 2010 2009-2010
over
2008-2009
Requests 117 107 141 172 22%
Requests carried forward from 10 9 5 17 240%
prior year
Total requests 127 116 146 189 30%
Completed requests 118 111 129 174 35%
Requests carried forward to next 9 5 17 15 -11%
year
Completed in 30 days or under 108 94 118 154 31%
Completed in 31 days or over 10 17 10 20 1009
Exemptions invoked 68 80 81 125 559
Extensions 1 1 2 10 400%
Total costs for the administration | $388,305| $432,010 $497,998 $684,735 3B%
of the Privacy Act
Salaries $376,960| $417,65% $466,740 $659,390 4P%
FTEs 6.56 7.74 8.70 10.14 17%
Administration costs (Operations $11,345| $14,355  $31,22D $25,345 -18%
and Maintenance)
Disclosures 18 59 18 52 1899
Informal requests received 507 474 595 497 - 16%
Informal requests completed Not Not 534 422 -21%
Reported| Reported
Complaints received 1 0 5 3 - 40%
Complaints ruled on 2 1 4 5 25%
PlAs completed 2 7 1 6 500%
Translations 0 0 0 1 100%
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This publication can be made available upon reqéestfurther information or to obtain
additional copies please contact:

ATIP Coordinator’s Office

Veterans Affairs Canada

PO Box 7700

Charlottetown, Prince Edward Island
C1A 8M9

Tel.: 902-368-0610
Fax: 902-566-7475
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