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TC Transformation – laying the foundation

Employees are keen on digital remote work

Our path forward

Responding to the COVID-19 crisis

1

2

3

4



3

Purpose

• To share information on TC’s experience as part of the broader government 

effort in sustaining critical work during COVID-19.

• To outline issues that TC is dealing with to sustain remote work and a safe 

and gradual transition back to the worksite.

Context
• Over the weekend of March 14-15, the Public Service closed offices and 

transitioned to remote work and Business Continuity Plans to sustain critical 

services to Canadians. Organizations concurrently ramped up to deliver on a 

wide range of urgent measures to respond to COVID-19.

• While situations vary widely by organization, the pandemic has sparked 

innovation that is propelling digital capacity improvements and expansion of 

remote work arrangements that open up new issues and new opportunities for 

working digitally.



TC’s recent experience in remote working is the 
product of 2 years of digital capacity building

TC’s Transformation Plan has been driving major changes since 2018 with a focus on 

innovation through service design and digital tools to deliver improved and more cost 

effective services to support Canada’s transportation system.

Adopting digital tools

Shifting work to use new tools like MS Teams and OneNote, and data visualization and 

analytics tools. Leveraging Robotics Process Automation to drive efficiencies in HR, finance 

back office.

Building robust infrastructure

Working in collaboration with SSC to implement Wi-Fi, upgrade TC’s technology infrastructure, 

such as increased bandwidth and improved remote network access.

Enabling a mobile workforce

Providing employees with mobile devices (tablets, laptops, smartphones), ‘cutting the cord’ to 

replace phone lines with smartphones, and equipping managers with the guidance and tools for 

managing employees from anywhere. 

Digital-first service delivery

Shifting the process for navigable waters permits and drone registrations to 100% online, 

digital delivery. Implementing myTC Account one-stop, single window for TC’s regulatory 

services.
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Strengthening technology infrastructure

Improved TC’s network speed, doubled bandwidth 

capacity and increased remote access licences to 

accommodate all TC employees.

Responding to the COVID-19 crisis by moving the 
department online

Enabling more staff to go mobile

Procured an additional 900 tablets and 1000 smartphones, and have started rolling them out 

to employees. Put in place a COVID-safe IT kiosk to allow employees to get devices, monitors, 

keyboards and other peripherals.

Increasing access to digital tools

Ensured all employees had MS Teams accounts, and established channels to deliver IT help 

desk services. Continuing to provide support and continuity as MS Teams has become TC’s 

default meeting and collaboration.

Every day:

• 2,300-2,600 employees log in through GCSRA during peak times

• 2,400-3,400 employees log in through Citrix during peak times

• Employees participate in over 1000 meetings and 90,000 chats take place on MS Teams

Even with a strong digital base, the shift to remote working required 

really rapid responses by TC and SSC.

SUPPORTING A REMOTE TC

Over a single weekend, TC 

transitioned to remote working for over 

90% of employees without invoking 

business continuity plans; it was an 

intense scramble in the early days, but 

it worked..
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Responding to the COVID-19 crisis by moving the 
department online

Enhancing digital-first service delivery

Working to digitize processes at 49 Transport Canada Centres (TCCs) across the country 

which remain closed, e.g. scheduling and invigilating exams, submitting and validating 

documents.

Digitizing workflows and processes

Implemented 305 digital signatures for internal forms, found quick hacks to switch ATIP 

and compensation processes from paper to digital, and working on a remote digital 

fingerprinting solution.

SSC worked very closely with TC on a daily basis, quickly delivered critical 

infrastructure and network upgrades and monitored the heavy use of our 

infrastructure to ensure we stayed operating. 

(continued)

FAST SERVICE DELIVERY BY SSC MADE THE SWITCH 
TO OPERATING ALL ON-LINE POSSIBLE



• TC recently conducted an employee survey (2371 responses) and held an all-staff town hall (3500 
participants, nearly 700 comments).

• We heard staff are doing surprisingly well given the difficult circumstances and have shown general 
comfort with remote work.
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Employees are shifting to a digital mindset and 

adopting new behaviours and ways of working 

together as they adjust to the changes.

ADAPTING TOGETHER

65%

74%

81%

of employees are feeling great or good

of employees believe their work-life 

balance is better when they work 

remotely

of employees get a sense of 

satisfaction from their work

and concerned about returning to the office

Employees are keen on digital remote work

86%

4%

8%
2%

teleworking full time

working on-site

699 (teleworking with ad-
hoc family-related leave)

699 (unable to work)

TC employees during 

COVID-19

29% of employees say their primary concern 

right now is returning to the workplace 

safely

• Since April 1st, TC employees are making great use of 
TC Works which allows matching of employees to 
critical functions in overworked areas by using internal 
micro-mission assignments. 
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Evaluating Work
• It is expected that telework will continue broadly 

until a vaccine is available

• Work will be evaluated through a digital lens to 

better evaluate the functions and types of work that 

lend themselves to telework, those that require face-

to-face collaboration and those that are best 

performed in an office setting 

• This examination will help support how tranches of 

workers gradually return to the office and continue 

to work virtually to fulfill business outcomes

• Establishing policies, structures, and guidelines

related to schedules and behavior in the office will 

support bringing people back to the office in a safe 

manner aligned to Public Health Directives 

Evaluating Worksites
• It is expected that social and physical distancing will 

continue until a vaccine is available and/or tools for 

contact tracing are widely implemented and used by 

workers.

• We will need to build in learning time and space as 

people adjust to the new normal with altered workflows, 

timelines for inclusive contribution of team members and 

learning opportunities for tools and platforms

• Inclusiveness and virtual etiquette will need to be top of 

mind for all employees as some employees return to the 

office while others remain at home.

• Innovation and collaboration will continue to feed and 

enhance resumption activities. These will also enhance the 

tools and platforms which facilitate information sharing, 

information access and virtual dialogues to enhance and 

bridge team building. 

 Managers will engage individual employees in discussions to determine their interest/availability to 

attend the worksite on a regular basis, and will likewise assess the organizational requirement to have 

the work performed either remotely or at the worksite. 

8

Planning for Gradual Resumption of 
Work at TC Worksites
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Planning

• To inform our preparations, an exercise will be launched shortly to determine the 
operational need/preference of each TC employee to return to the worksite 

• Guidance and training for employees and managers is under development covering 
such areas as:

• TC has been consulting on elements of our guidance with the Bargaining Agents 
and will continue to do so.

• Facilities preparation is well underway including the analysis of floor plans to 
ensure physical distancing measures, installation of signage and implementation of 
an appropriate sanitation regime.

• Approaches will be tailored for facilities under different provincial conditions and 
with different occupancy circumstances (e.g. facilities wholly occupied by TC, 
shared tenants etc.)  

 Mental health

 Physical distancing protocols

 Non-medical face coverings 

 Home office setup

 Performance management

 Training on managing teams 

remotely

 Workshops on managing 

stress



10

The following are a few key measures for safe return to the Workplace - will be 

flexible and adjusted as information and guidance from health authorities change. 

Physical Distancing:
• 2m apart at all times
• Queues at entrances/elevators 
• Single-direction stairwells and 

corridors
• Capacity limits for buildings and floors
• Capacity limits for small spaces -

elevators, washrooms
• Closure of most kitchens, boardrooms
Communications and Change 

Management:
• Clear communications, training, tools, 

guidance for employees and 
managers. 

Personal Protective Equipment (PPE):
• Controlled distribution of PPE for 

specific purposes as appropriate; face 
coverings recommended when moving 
about the office 

Facility Management:

• Closure of some workstations to facilitate 

physical distancing

• Enhanced cleaning protocols for high-

touch surfaces and common areas

• Clean before and after use principle for 

employees

• Increased access to hand sanitizer and 

sanitizing wipes/spray

• Assigned workstations

Tools and Protocols:

• Application to coordinate employee entry 

times

Monitor, Assess and Adapt on an 

Ongoing Basis

10

Tactical Plan

Most meetings to continue by Teams/teleconference
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Within the frame being led by TBS, TC is scoping out a plan for a gradual, partial return to the 

worksite while maximizing the use of remote work for the time being.  

The experience is increasing our ability to operate digitally, creating new opportunities and a 

need and opportunity to define a new approach for managing remote work.  TC is looking at 

this in three stages:

• A gradual return to the worksite, limited to 20 - 30% of employees for now.

• Continuing to support and improve full- or part-time remote work.

Anticipating challenges

Charting a path forward

1 Maximizing use of remote work for the time being to support a safe, 

gradual return to the worksite

• Addressing employee concerns and preferences about 

the return by:

• Offering a three-week notice for employees being 

asked to return.

• Developing a full toolset to help managers 

engage with each employee to determine best 

mix of who returns when and who continues to 

work remotely

“The health and safety of 

all public servants remains 

an absolute priority for the 

Government of Canada.”
- TBS, May 2020



13

• Addressing the issues that arise from more employees working remotely for a sustained period:

• Maintaining a sense of team, addressing social isolation, and supporting mental health. 

• Meeting ergonomic needs working at home.

• Policies skills and competencies to manage work and performance remotely. 

• Phased Building re-occupancy approach

Anticipating challenges

Charting a path forward

2
Establishing a sustainable approach for both remote work and those 

who need to be on site

(continued)

• Review guidelines

• Draft a plan

• Prepare the workforce 

• Prepare the workplace 

• Communicate the plan

• Signage in the workplace

• Allow for initial adjustment period

• Monitor services

• Meet with staff

• Adjust plan as needed

Prepare

Plan

Communicate

Re-occupy

Review
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Anticipating challenges

Charting a path forward

• While the situation varies across organizations, there are common challenges and strategies  

that need to be developed to manage more prevalent remote work.

• Some key factors to work through:

• Keeping both next-generation and experienced employees engaged.

• Building sufficiently robust digital tools and systems.

• Developing organizational capacity to effectively manage remote teams.

• Understanding and respecting the impacts on terms and conditions of employment.

3
Defining a “new normal” of working remotely and digitally in the 

Public Service

(continued)
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Questions
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ANNEX A: Gradual Resumption of Work at TC Worksites


