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The following are 13 examples of “red tape” described by participants in the focus groups conducted in May 1999.

Example 1

One participant who had received a divorce proceeded to apply for the division of CPP benefits.  She submitted all of the appropriate documentation including her divorce decree and agreement.  As she understood it, someone had misinterpreted the documents and ruled that she had waived her CPP division right. This ruling initiated two years of paperwork and the case eventually came before a tribunal in Toronto where her ex-husband lived.  The government paid for her travel, meals and hotel and the salaries of a lawyer, two other professionals and a representative from the government to be at the tribunal on her behalf.   The respondent said all of this occurred because one person had misread a document.  She believed that the problem should have been easily rectified but the law states that all appeals have to be handled in this manner. 

Example 2

Another participant who had retired was asked to return to work.  However, his former employers in the government insisted that he had to apply as if he was a new employee.  They wanted not only his CV but  proof of his degrees (including his high school diploma),  his linguistic profile and his previous teaching experience.  The absurdity for him was that all the required material was still on file - he had been teaching in the government for 25 years.  In the end, he said "The hell with it, it's not worth it for 25 bucks an hour."

Example 3

In January 1999, this participant received a call from Revenue Canada informing him that he owed twelve hundred dollars from his 1996 income taxes.  He told them he had not received any information indicating that there was an amount that he owed.  This problem was rectified when it was discovered that they had the wrong address on file.  When he received the document, there was interest owing on the original amount.  He felt he should not be responsible for paying any interest since they had made the original mistake.  They are still checking into it.

· The wrong address on his income tax file caused further problems during the 1999 Ontario provincial election when he and his wife received their voter registration cards.
 When he went to vote, he was told that he had to vote at a different school. He went to the other school where he was then told to return to the first school.

Example 4

This participant phoned Citizenship and Immigration to find out if her grandchild, who had been born in the United States, had a right to Canadian citizenship.  The person on the phone was unable to help her and sent her a form for an adult living in Canada who wanted to apply for Canadian citizenship.  She asked for the applicable form three times before finally receiving the right one.   This form stated that if one parent is Canadian the child has a right to Canadian citizenship and the parent(s) should apply to the consulate.

Example 5

This participant, who had been born in England, had purchased an airline ticket for a visit to England.  She needed a Canadian passport for the trip but her wallet had been stolen, and she therefore needed to get a new citizenship card before applying for a passport.  She assumed that she would be able to obtain a temporary citizenship card for the purposes of getting a passport.  She was told that she could not get a temporary one, but would need an official letter confirming that she was a citizen.  She was told that the office handling confirmation letters was in Alberta, that the process would take four to six weeks to complete, and that the only way to receive the letter was through the mail.  She called the office in Alberta and asked whether this information could be faxed or couriered (if she paid for it) in order to speed up the process.  Someone from the office in Alberta told her that they do not issue confirmation letters and that she should contact the office in Nova Scotia.  When she called Nova Scotia, she was told that they did not issue confirmation letters either and she needed to go to the passport office.  She brought her daughters to the passport office and waited about three hours just to get to the head of the line. Again, she was told that they do not issue confirmation letters and she needed to go to Citizenship and Immigration but by that time, it was closed.  She decided to get a British passport (she had dual citizenship).  Then a friend told her that she could get a search letter for $75.00 that could be taken to the passport office allowing her to get a one year, temporary Canadian passport.  She still has to get something from Alberta in order to get her citizenship card.  This could still take up to seven months and a temporary passport is only issued once in a lifetime.

Example 6

One participant applied for CPP Disability in November and a month later received notification that the office had received his application form.  In January of the following year (14 months after he had initially filed), his application was refused and he was told that he could appeal if he desired.  He filed an appeal but, in the process, had to fill in the same forms all over again. In December of the same year (25 months after he had originally applied), he received his CPP.  In March of the following year, he received his final pay-out from the City of Ottawa and prepared his income tax accordingly.  Revenue Canada sent a copy of the income tax form to the CPP office.  He then received a letter asking him where he was working, and where he had received this income.  He was further informed that his CPP had been cancelled.  He began another appeal, obtained a letter from his doctor explaining his situation, and filled in the forms for the third time.  Five months later, they reinstated his CPP benefits.  He had filled out the forms three times, and appealed twice in almost 36 months.

Example 7

A friend of this participant's son was coming to visit Canada from a small town in the US.  His parents had been told that he didn't need a birth certificate or anything like that to cross the border into Canada.  When he got to Canada Customs, they would not let him enter the country.  They insisted that he needed proof of ID and his student card was not sufficient.  They also informed him that he did not have enough money to stay in Canada for a month.  The respondent said that the officials would not allow him to call his parents or the people with whom he would be staying in order to confirm what he was saying.  They put this 16-year-old boy in a taxi and sent him back to the Detroit bus terminal.  According to him, he almost got beaten up and the clerk at the hotel near the bus depot almost refused to rent him a room because he was too young.  The participant believes that all these problems could have been solved with a phone call to himself or the boy’s parents.  In the end, it took 78 hours to get from a small town in Minnesota to Ottawa.  They had to call someone in their MP’s office who then involved the Immigration Office.  This respondent believes that this was red tape consisting of an overly zealous interpretation of the rules and inappropriate use of authority.

Example 8

This participant needed to register a new member on the Board of Directors of a voluntary organization.  It became a paper chase of huge proportions.  He received mounds of paper and, besides containing incorrect information, it turned out his name had been spelled incorrectly six different times.  All the papers had to be initialed by everyone on the board.  Even after they had sent the corrected information back, it came back to them with some wrong information.  The respondent believes that it should have been a simpler form to begin with.

Example 9

One participant had three examples of red tape:

She had to call long distance to the tax office in Montréal to take care of several problems under different tax numbers.  However, they will only let her deal with one tax number at a time.  She had to call back and go through the same questions to deal with the issues related to each of the other tax numbers. The employee was sympathetic but there were rules in the system that she had to follow.  "The person has to answer your call anyway, and it's just inconveniencing me because I have to call back and go through the voice mail service again and again.  The system makes no sense."

Earlier this year, she called to find out her status for claiming RRSP on her income tax contribution.  When she called she had to go through menus for everything.  Finally, she had to put in her SIN Number and then her annual income.  She was then informed that the amount she had keyed in was incorrect.  She could not remember the amount she had declared on her income tax form.  She needed her last year's form to obtain that information but, ironically, she was calling because she had misplaced last year's form.  "It was so frustrating and there was no live operator.  There should have been somebody live on the line where I could have given them other background information.  I didn't ever get the information I was looking for.  It took me so much time (20 minutes) to key in all those numbers and for what?  I was worse off then if I had not called."


In a situation similar to the first example, she phoned a government department that had a new telephone answering system.  It took a long time to punch in all the required information.  She got half way through, punched something incorrectly and was locked out of the system.  It was annoying and time consuming because there was nothing in the brochure provided by the department that gave any guidelines or indication as to why the system would not work for her.  Furthermore, she was a little worried because she had punched in all this information and wondered if it was really secure.  The irony for this participant was that when she finally spoke to someone, she was told that it would not be any faster doing it over the phone than it would be if she mailed it in.

Example 10

One participant had problems with the birth certificate office.  When her daughter was born, she filled out the required forms and sent them in to register her daughter.  Eight weeks later, she receives the birth certificate with her daughter's name spelled incorrectly.  When she phoned, she was told to fill out another form in order to correct the problem.  After another month and a half, the birth certificate was sent back to her but the name was still spelled incorrectly.  Even though the office was responsible for the error both times, she will now have to pay to have the spelling of her daughter’s name corrected.  

Example 11

One participant gave another example of how red tape develops.  He needed to renew his passport.  He noted that ten years ago, anyone could go to a passport office in Toronto and get a passport renewal in two days. Now it takes six to eight days.  He had to find the form, fill out the form, then send it to Ottawa and pay the renewal fee up-front.  He felt that someone must have decided it would be easier and more efficient to have all passport renewals come from one city but this is not the case for the consumer for whom the process now takes “50 times longer”. The form is also a problem.  It is not difficult, but there are three or four sheets of information that ask for information already contained in the document Canadians are trying to renew.  If nothing has changed, one is simply renewing an existing document. However, everyone still has to go through the whole process as if they were applying for a passport for the very first time, confirming who you are and where you live. It is much more difficult then it needs to be.

Example 12

This participant is a Canadian citizen who wanted to go out of the country but did not have a passport.  It was going to take too many days to get one, so she thought she would use her passport from her birth country.  She wanted to find out if she would have any trouble getting back into Canada with only her Canadian citizenship card.  The passport office sent her to Immigration, who then sent her back to the Citizenship office, where, in turn, she was given a phone number to call Immigration (and it took forever to get through!).  They told her she needed a Canadian passport even though she pointed out that she had gone to the United States many times and came back in with just her citizenship card.  She went to a travel agency who suggested she call DFAIT, where she received both “yes” and “no” answers to her question, and was put on hold for an hour.  She eventually called a general number for the federal government and a friendly gentleman finally found a number for someone to talk to and they solved the problem.  It took her a week of running around and being on the phone.

Example 13

According to this participant, there were problems with his employer not paying vacation pay, worker’s compensation, etc.  He had no idea where to take this problem and tried to discover which government offices were the appropriate ones with whom to discuss this problem.  The first thing he found was that the office you think you need is not necessarily a division of the department you are calling.  He pointed out that you have to know where you need to call even when using the blue pages.  They are not “clear and concise for the average Joe”.  He found general information when he used the website but it only provides the basics of the 4% employers have to pay, etc.  The general guidelines were there but what was missing was who to contact if there is a discrepancy of some sort, or if a person's rights have been infringed upon.  Most of what the government provides is general information numbers.  He thinks that most of the time people call because their rights have been infringed upon in some way and what they want to do is to tell somebody what has happened and explain why they are looking for the information in the first place. This participant believed that basic information is not enough, and therefore, in and of itself, is reason enough to cause red tape. 

� The 1999 Ontario Election voters’ list was based on the electronic voters’ list provided by the federal government that is based on data received from the income tax forms.
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