
 
The Call Centre Committee Report to the National Executive 

November 15-16, 2021 

The committee met on November 15-16, 2021 

Committee members: Charito Humphreys, Frédéric Prigot, Wayne Robinson, Brenda Parsons, Felicia 

Chima, Todd Poirier 

Absent members: Claude Mayer, member from Alberta/Northwest Territories/Nunavut, member from 

IRCC call centre 

Guests: Crystal Warner - NEVP 

CEIU support staff: Brad Stoodley, Ashley Pétrin, Luc Pomerleau 

The committee met on November 15-16, 2021 from 11-3pm EST. This was the first meeting of the 

committee during this mandate and the expansion of the call centre committee to include a member 

from each region as well one member from the IRCC Call Centre.  

Topics of discussion:  

Telework: 

The committee discussed the challenges of teleworking. The NEVP indicated that the employer has 

states that workplace capacity is still at 35%. There is an intention of a hybrid model of teleworking. IRCC 

has provided this information where Service Canada has not. Committee members indicated that there 

are more members than there are seats in the offices. With the mass number of employees being hired 

there have been challenges in the Atlantic and Quebec of getting employees the required equipment 

like a second monitor. Some employees are having to purchase their own equipment in order to work.   

In Ontario there are concerns surrounding hot desking. The NEVP told the employer that the union is 

not comfortable with that practice during the pandemic.  

In general, the committee is finding that the training while teleworking is insufficient. The training has 

not been adapted to the virtual environment. In addition, there are mentors/coaches who have a year 

or less experience. In some centers there is an attrition rate of up to 50% in the last year.  

COVID-19: 

There were questions as to why members can’t continue to telework despite the vaccine mandate. The 

NEVP provided the answer that PSAC provided: jurisprudence doesn’t support this.  There would be 

elements such as the employer can call back people in the workplace even if teleworking. The NEVP 

stated she was disappointed that the tools provided to locals to address members concerns took so long 

to come from PSAC.  

Call Recording: 

Members of the National Executive (Chris Gardiner, AM KaurSingh, Judith Cote, Debbie Morris, Sabino 

Spagnuolo) attended to observe. The Union-Management Consultation Committee on Call Recording 

consists of the National President, Eddy Bourque, and Staff members Brad Stoodley and Luc Pomerleau 



 
and members from management. Brad provided an overview on the call recording initiative from Service 

Canada. There have been a few meetings between CEIU and Service Canada. The committee is to review 

the call recording initiative. Initially the possibility of call and screen recording was being discussed but 

screen recording has been taken off the table “for now”. The initial implementation of call recording was 

set for January 2022 but will roll out when the employer is ready. The major concerns from the union 

side are: 

• 100% of calls being recorded at all times while only stored for 60 days 

• Protection for employees  

• Access to these calls: BEA’s, TL’s, Service Managers, and employees for quality monitoring. 

• The employer seems hesitant if an agent would face violence. Can the call be used as evidence? 

Members of the committee indicated that call recording could be very beneficial especially for Business 

Expertise Advisors (BEAs) as this would drastically reduce the time it takes to monitor calls. Members of 

the committee also indicated that there is concern around the use of the calls and them potentially 

being used for discipline.  

Training:  

The committee discussed the way new hire training is being delivered. There is an inconsistency 

nationally with class sizes and coaching ratios; class sizes vary from 20 to 65. The employer is 

terminating more employees during their probationary period and there is a generally higher turnover 

rate compared to pre-pandemic. Business Expertise Advisors (BEA’s) are overwhelmed. There are 

inefficiencies with the current training. Service Canada has redesigned the training without union 

consultation. CEIU President and NEVP will be looking into this further. Article 59.02 training is being 

done by an outsourced firm this year with a limited knowledge of what the staff roles are. The training is 

the same for all levels. BEA’s of Team Leaders require different tools and training should be tailored. 

Crisis intervention and suicide or threat of harm de-escalation training would be of great value. This 

topic to be tabled at next meeting.  

Call Centre Working Group/1-800-OCanada:  

1-800-OCanada has been contracted out since it’s inception. These workers are not federal public 

service workers. There are 2 call centers, one in Montreal and one in Toronto. The union believes that 

these workers should be federal public service workers and entitled to the protections of a union. 

Membership Engagement Officer, Ashley Pétrin, stated that CEIU has partnered with the PSAC to create 

a campaign around contracting out and to potentially organize these members to join the union. Links 

for the campaign can be found at https://uncoverthecost.ca/1800ocanada/ and 

https://exposezlescouts.ca/1800ocanada-fr/.  

Regional Issues: 

There are still concerns across the country of how quickly some agents are being hired (speed hiring). 

There have been cases of agents applying on a Friday and being asked to complete the security check on 

Monday with no test or interview being completed. The agents are then being hired. Some agents are 

being interviewed after actually starting the training.  

https://uncoverthecost.ca/1800ocanada/
https://exposezlescouts.ca/1800ocanada-fr/


 
The training that all members (Payment Services Officers, Team Leaders and Business Expertise 

Advisors) are receiving is inadequate. The training is not consistent across the country. Training will be 

added to the next agenda for discussion. 

Agreed Work Arrangements (AWAs) are scheduled to start in February 2022 for St. John’s call centre for 

TLs only. All members in Regina are offered an AWA eventually. Agents on the phones are offered 4-

week schedules while TLs and BEAs are offered 2-, 3- or 4-week schedules.  

There have also been difficulties surrounding the read time that call centre agents are supposed to be 

entitled to. Many times, the 15 minutes is insufficient to read all the procedural updates and the emails 

that come in. In some cases, if an agent misses their read time in their schedule due to a late call they 

are not being allowed to take their read time later. In addition, agents are asked to use their 5 minutes 

off the phone to complete these tasks.  

Staffing has also been a concern. Pools are being exhausted and appointments are being made based on 

expressions of interest. Is some cases, management is actively blocking members from moving to 

positions outside of the call centre because they are an experienced agent.  

Joint Study on the Work Environment for Employees Working in Call Centres: 

Brad provided the background on the study report.  He went through the 7 recommendations. This 

provides evidence on what agents have been facing for years. There was consensus that the union 

should be using these recommendations to ask the employer how they will be actioning the report.  

Summary: 

The new committee has a lot to contribute and is eager to come together to address issues faced by our 

members working in call centers. The increased participation due to the change in the composition of 

the committee has already proven useful. It has allowed us to address a wider number of issues from 

across the country. Hopefully the next committee will have full participation. Training in the call centres 

is a topic that we tabled for the next meeting. There were short discussions around this topic under 

other agenda items and at the advice of the NEVP it will be added to the next meeting. I was also 

advised after the first meeting that we will need to have one additional day of training for the 

committee as adopted at the 2019 NE Meeting. That will be a priority for the next committee meeting. I 

am excited to be the chair of the committee for this mandate. We have our work cut out for us but I am 

positive that we are up to the challenge and will be able to make some significant gains for our 

members.  

 

In Solidarity,  

 

Charito Humphreys 

Chair – National Call Centre Committee 

 


