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Key Recommendation themes

Call centres not sufficiently 
staffed

No timeliness standards for 
in-person service

Key findings

Wait times too long, up to  
1.5 hours

Increase staffing

Set timeliness targets

Improve transparency of  
service levels 

four of nine recommendations implemented

Ministry meeting timeliness targets of 80% of calls answered 
in 10 minutes or less only one-third of the time

Still no timeliness standard for in-person service

Budget lift increased staff levels but still insufficient


