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2022 was the second year that the Front End Outreach Committee 
(hereinafter referred to as “FEOC”) was a Standing Committee at CEIU 
Ontario Region.  This year was a busy one for FEOC.   
 
In collaboration with ORC, FEOC encouraged our members to file letters 
pursuant to 127.1 of the Canada Labour Code alleging workplace hazards 
regarding the conditions at Service Canada Centres (hereinafter referred to 
as “SCC’s”).   
 
Among the issues raised by the S. 127.1 Letters were the following:  
 

➢ Whether existing safety protocols meet the standards set at the 
time by Ontario Public Health and Local Health Units? 

➢ Whether existing safety protocols effectively addressed the new 
reality of Omicron being an airborne variant of COVID-19 and 
transmitting more rapidly than other variants? 

➢ Whether clients who do not have an urgent or specific need for 
in person services should be allowed to enter the office, instead 
of being redirected to eServices/eSIN’s? 

➢ Why is there no contact tracing being done with clients? 
➢ What actions have been taken to improve the ventilations 

systems in the SCC’s and do they meet the requirements for 
ensuring indoor air quality safety for COVID-19? 

 
The Employer was forced to take these letters seriously.  While there may not 
have been specific changes to protocols, this action put The Employer on 
notice that we would act on behalf of our members.   
 
Similarly, when the Brampton SCC went to appointment only for SIN 
services, FEOC and ORC hosted a Zoom meeting for front end workers to 
discuss options on getting the same for other SCC’s in Ontario.   
 



One Local, representing an office whose manager had immediately made the 
request to go appointment only for SIN services, sent a petition directly to 
Darren Deneumoustier, Director General of Citizen’s Services Branch, in 
support of their manager’s request.  That petition was unanimously signed 
by or on behalf of all CSO’s working at that office.   
 
While that request was not granted, again The Employer was forced to take 
the issue seriously.  
 
FEOC also held two Zoom consultations with Front End employees on 
December 19, 2021 and May 18, 2022. FEOC gained invaluable insight into 
what our members are feeling.  
 
FEOC is currently running a mobilization campaign with our members by 
providing CSO’s, CSS’s and TL’s with a free golf shirt to wear on Payday 
Wednesdays.  This campaign has been successful in raising awareness both 
in terms of our members and with the public (who ask us about the shirts).   
 
Even though FEOC has been active, our work is not done.  We need to further 
engage with our members.  We need to further educate the public on what 
we do.  We need to make sure The Employer takes our member’s concerns 
seriously.   
 
With IRCC offices being closed to the public and by appointment only, and 
CRA offices closed down in favour of call centres, Citizen Service Officers at 
Service Canada Centres and Citizen Services Specialists who do outreach in 
the community are the face of the Federal Government for the public.   
 
We are the ones that newcomers see to get their SIN numbers.  We are the 
ones that Seniors visit to find out why their pension got cut. We are the ones 
to explain to EI recipients why their claim is taking so long to process.  We 
are the ones telling passport clients that a passport application submitted 
today will likely yield a passport by the End of February at the earliest.  We 
are the ones in the Media’s Bullseye.   
 
At the same time, more work and responsibilities are being downloaded onto 
us.  Our aging equipment in the office cannot handle, even on a technical 
basis, the new work we are expected to do.  Our training for that new work is 
minimal and reference materials can be spread out amongst several different 
sources so that it is practically impossible to find.   



 
Our members are stressed and burned out.  We are hounded to meet 
outdated KPI targets.  We are haunted by client names in red, because we 
overburdened with work and too understaffed to handle the volume of 
clients.  We are underpaid, working pursuant to an outdated job description 
and classification that does not capture the increasingly specialized nature of 
the work we do.  We have Front End staff who are working at, or looking for 
a second job.  
 
Yet we persevere because we are public servants in the truest sense.  The 
feeling of joy we experience when we tell a senior that by working with our 
colleagues in BDSB, we can reinstate their Guaranteed Income Supplement 
that was cut is unparalleled.  The sense of accomplishment when we can fix 
a trip down that was delaying the processing of an EI claim sustains us.  The 
stability that we can provide to newcomers starting a new life in Canada, 
whether they be international students or Ukrainians fleeing the war 
empowers us.   
 
On behalf of Bonnie Clarke, Paolo De Marchi, Wendy Ann Moulton, Francine 
Harrisson and Geoff James, along with former members Bernadette D’Souza 
and Justin Huot, thank you for your support.   


