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INTRODUCTION

For over a decade, June 23rd has marked International Women in
Engineering Day (INWED), an event that celebrates the achieve-
ments of pioneering women engineers around the world. This year,
I had the honour of meeting with hundreds of women, both engi-
neers and aspiring engineers, who shared their experience pursuing
a career in the field of engineering. One of them shared with me
that she was inspired to do so after attending a 30 by 30 Check-in
meeting. Such stories encourage us to apply what we've learned
from PEO's 30 by 30 initiative, especially in our relationship-building
efforts with underrepresented and marginalized groups.

In 2022, Council committed to an Anti Racism and Equity (ARE)
Code which would encompass all aspects of our work as a regulator,
an employer, and an association with an active volunteer cohort. Our
team has continued to make progress on an action plan that advances
the Code’s eight principles. This action plan includes activities and
engagement initiatives for both internal and external audiences. The
plan, together with the EDI Framework (see Appendix A), supports
embedding Code principles into our future policy work for Council as
well as our ongoing operations. | encourage councillors and stake-
holders to review the full EDI Action Plan in the appendix of this
report (see Appendix B).

We have made many significant accomplishments under PEQ’s current
strategic plan. In 2023, at the behest of the government, our licensing
processes became more fair and equitable through the removal of the
Canadian experience requirement for licence applicants. In addition,
through our gender audit, we have been identifying specific barriers
women must overcome before they can be licensed. Our External
Relations team continues to build and maintain connections with

a vast network of stakeholders, including through recent discussions
with Black Engineers of Canada, Women in Science and Engineering,
and several newcomer and settlement agencies committed to assisting
international engineering graduates. Internally, we are building an
inclusive culture and learning from experts about the history and
cultures of marginalized communities.

PEO is on a journey to create a culture of belonging so every engineer
and aspiring engineer can see a place for themselves in the profession.
As we move forward on our EDI journey, | look forward to sharing
further progress with you.

On August 24, PEO staff attended the AGM and fireside chat of Black Engineers of Canada, which advocates on

behalf of Black engineers.
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Panelists who participated in a discussion moderated by CEO/
Registrar Jennifer Quaglietta, MBA, P.Eng., ICD.D, at the launch
of the Toronto chapter of the Council on Women in Energy &
Environmental Leadership on July 17.

On August 22, CEO/Registrar Jennifer Quaglietta, MBA, P.Eng.,
ICD.D, was invited to attend a girls’ STEM summer camp, where she

shared advice with girls interested in pursuing an education or
career in STEM fields.

On June 25, CEO/Registrar Jennifer Quaglietta, MBA, P.Eng., ICD.D

was invited to speak at a Women in Engineering Day event organized
by Siemens Canada.

On June 7, PEO co-hosted the Women in Engineering Summit at PEO’s
head office; Alberta’s engineering and geoscience regulator, APEGA,
co-hosted a similar event on the same day in Edmonton, AB.
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OPERATIONAL PLAN STATUS REPORT

PEO’s Council-approved 2023-2025 strategic plan reflects a commit- PEO has now passed the halfway mark in its current strategic plan.
ment to modernizing processes, improving governance, optimizing Staff are now preparing to support the development of PEO’s next
organizational performance and collaborating with stakeholders. In plan, set to be launched in 2026. Beginning in the fall and throughout
support of achieving goals within the strategic plan, PEO’s operational the spring of 2025, environmental scans and engagement activities
plan includes 21 initiatives for 2024. As of September 2024, 10 per will help inform development of the next strategy. Council will have
cent of the initiatives have been completed, with an additional 80 the opportunity to review, debate and ultimately provide approval
per cent over half completed against progress plans for the year. for an updated strategy in late spring 2025.

Figure 1: PEO’s Operational
Plan Status Report as of
September 2024
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IMPROVING THE LICENSING PROCESS
1.1 Create Fair, Transparent, Accessible and Efficient
Application Process

1.1.1 FARPACTA Tech Solution

Recent initiatives completed under PEQ’s Digital Transformation
strategy have helped enable real-time data collection, analysis and
business intelligence of PEO’s legacy and FARPACTA-compliant
processes. These improved reporting capabilities allow Licensing
staff to prioritize objectives and continue to make data-driven,
evidence-informed decisions with improved efficiency.

1.1.2 FARPACTA Process (Licensing and Compliance)
FARPACTA-Compliant Process

As of August 5, PEO issued a total of 80 P.Eng. licences in the
FARPACTA-compliant process and has received a total of 191
complete P.Eng. applications. The Licensing team continues to
meet and even surpass the registration timelines as set out in
FARPACTA legislation.

Legacy Process—Inventory Management Plan Update

As of August 19, the number of legacy applicants has decreased
to 20,801, an improvement of 34,700 from its highest point in
July 2023. Further, the number of applications awaiting academic
assessment has decreased to 1107 files, an improvement from

Academic Assessment

Writing technical exams

Met Academics (Writing NPPE)

Accumulating Experience-pending verification

Accumulating Experience-active inventory

Accumulating Experience-inactive inventory

Other

GRAND TOTAL

4866 in August 2023. Most active legacy applicants are currently

either writing technical exams or completing the NPPE:

+ 4178 applicants writing technical exams;

+ 5191 applicants have met academic requirements and are eligible
to write or are currently scheduled to write the National Professional
Practice Exam (NPPE).

Licensure timelines for these applicants depend on how long it
will take them to complete their exams. We are confident that
once legacy applicants write the NPPE and submit their compe-
tency-based assessment, the expected timeline for staff to issue a
decision—late 2024—will be within the six-month period as laid
out in FARPACTA.

PEO has also reduced the time for applicants waiting for a receipt
from PEO that their experience requirements for licensure have
been received, as well as confirmation that their validators or referees
have submitted their responses. Average response times have
dropped from 20 weeks to 12 weeks.

Figure 2: Inventory of Legacy Applicants
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1.2 Review Licensing Process; Implement Changes

1.2.2 Implement Mandatory Continuing Professional Develop-
ment (CPD)—Phase 2 (Business Rules, Sanctions)

In 2024, about 72,000 licence holders are required to complete the
Practice Evaluation and Knowledge (PEAK) program. As of January 31,
51 per cent of eligible licence holders were in compliance. By August 15,
86 per cent of licence holders had started PEAK—with 82 per cent
having completed their first two PEAK requirements and 4 per cent
working towards completing those two requirements. We continue

to see the numbers improve, with support from ongoing awareness
campaigns via email, letter and phone calls.

We have committed to continuous improvement in the devel-
opment of mandatory CPD. We expect the PEAK program to
efficiently achieve its regulatory objectives and account for licence
holder feedback. Adjustments include the simplification of rules and
enhancement of user experience which will be demonstrated in
a new, more user-friendly PEAK platform, to be launched in 2025.
We are also developing processes and tools for compliance mea-
sures, such as administrative licence suspensions and compliance
audits to help ensure that those licence holders who are required
to complete their CPD obligations actually do so. We will be taking

a ‘facilitative’ approach to compliance measures, with exemptions
and/or extensions of deadlines granted where appropriate, and
warning notices sent out well in advance of any suspensions being
imposed. We also continue to collaborate with other regulators on
strengthening and respecting our respective CPD programs and sup-
port our licence holders who are registered in multiple jurisdictions.

OPTIMIZE ORGANIZATIONAL PERFORMANCE
2.2 Ensure Adequate IT; Data Collection/Management

2.2.1 Digital Transformation Roadmap and 2.2.2 Data
Governance Model

Throughout 2024, PEO has made significant progress on its
Digital Transformation strategy. In alignment with evidence-based
standards, we continue to strengthen our cybersecurity posture,
through improved policies, practices and tools. Our business intel-
ligence and analytics capabilities continue to improve at a rapid
pace. This occurs through enhanced data warehousing and data
insight capabilities, supported by improvements to our technology
infrastructure. These transformative changes support PEO’s mod-
ernization efforts. They are consistent with Council’s 2019 Action
Plan as well as various subsequent strategic plan initiatives.

2.3 Review/Improve Communications and Business
Processes; Ensure They Reflect EDI Values

2.3.2 HR High Performance Team Roadmap

Individual Development Plans (IDPs) and Career Advancement
Learning and development opportunities help to keep employees
engaged. They contribute to the retention of skilled staff and
support increased productivity and improved performance. PEO's
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By August 15, 86% of licence holders had started PEAK

learning and development strategy includes education activities,
mentoring and on-the-job learning, with a focus on EDI, cultural
transformation, values, leadership competencies, and many other
topics that relate to our work.

Employee Engagement

To date, 13 of 18 items in the 2024 employee engagement action
plan have been completed, with the remaining 5 to be launched
in the fall. PEO will continue to measure employee engagement to
help support continued advances in staff productivity, retention
and performance.

2.3.4 Communications Strategy (Value, EDI)

We have completed an audit of PEO’s communication practices and
channels. The audit included feedback from PEO staff, Council, com-
mittee members, chapter leaders, association executives, licensing
applicants, EITs and nearly 5500 licence holders. The recommen-
dations are reflected in PEQ’s Action Plan (see Appendix C) and
communication strategy. The audit outlined positive feedback on
our communication channels, such as LinkedIn, Engineering Dimensions
and email correspondence, and identified focus areas for improve-
ment. For instance, we will be paying greater attention to Chapter
communications. We will also make a more deliberate effort to
develop and maintain relationships with key media contacts.

Significantly, in response to stakeholder feedback, starting in October,
licence holders will once again have the option to subscribe to
receive a print copy of Engineering Dimensions.

2.3.6 Review Financial Controls

Having clear financial policies, including those pertaining to the man-
agement of expense reimbursements, is a key control for ensuring
sound and defensible financial management. As such, a review of
financial policies is in progress under the oversight of the Audit and
Finance Committee, which will report to Council in due course.
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GOVERNANCE SCORECARD

The PEO Governance Scorecard plays a key role in the management
and oversight of PEQ’s operational activities and priorities. This
Scorecard reports on 12 quantitative indicators aligned to PEO’s
core functions of Regulatory Operations, Policy, Strategy and
Finance, and Talent Management and Corporate Administration.

To support transparency and accountability, PEO recently updated

the reporting frequency of seven annual indicators to a quarterly basis.

The affected indicators are here: Mandatory PEAK Compliance Rate,
30x30 Licensure Rate, Updated Standards and Guidelines, Strategic

REGULATORY OPERATIONS LEAN REVIEW PROJECT
As part of PEQ’s transformation to become a modern regulator, we

are conducting a Lean review of PEO’s entire Regulatory Operations
division to identify improvement opportunities to improve our
organizational effectiveness.

Through this project, we have documented the current end-to-end
business processes for our core regulatory functions and developed
business cases with performance measurements to streamline activities
across our Licensing, Registration, Investigation and Complaints,
Unlicensed Practice, Prosecutions, and Tribunal departments.

Participating staff received a half-day orientation on Lean meth-
odologies to build upon our continuous improvement culture at PEO
with the aim of strengthening value generating activities, reducing
processing times, and improving performance excellence to better
serve our applicants, complainants, respondents, and employees.

Currently, we are consulting with stakeholders which improvement
opportunities to pursue and will start implementation of the
approved opportunities as early as Oct 2024.

Initiative Completion, Year to Date Forecast Budget Revenue Variance,
Year to Date Forecast Budget Spend Variance, and Staff Turnover.

The September 2024 PEO Governance Scorecard reports on the
reporting period of January to June 2024.

For PEQ’s internal targets, six indicators are reporting as green for
favourable against their target with two indicators reporting as yellow
for slightly below target. The remaining four indicators are mile-
stone-based in nature or are not reportable for this reporting period.
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SEPT 2024 PEO GOVERNANCE SCOREC

Reporting Period: Q2 2024

Legend
Status Definitions:
o Performance on target
Performance slightly below target
L ] Performance significantly below target
L No update this quarter or indicator is milestone-based
Notes:

1) Indicators required under FARPACTA legislation are identified with
an (F) label

2) Indicators reported to Council are identified with a (C) label

3) For text in italics , we have provided the most recent information

# Indicator Name Operational Definition Category Status [?esw'ed 2024 Target ) e Status Descriptions
Frequency Direction Threshold Value
e ... |Number of received applications acknowledged as
Acknowledgment of Complete Applications Within Regulaton
1 B P PP complete within 10 days divided by all applications Quarterly g ) Y | ﬁ 90% 80% 100% All completed applications reviewed within 10-day period.
Target (C), (F) . . . . Operations
received during the reporting period.
Number of P.Eng. and Limited Licence applications for PEO continues to develop and implement process
. . - . hom a registration decision is made within the Regulator . R X )
2 [Registration Decisions Within Target (C), (F) v ) .gl : R .I font .WI I . Quarterly &y . Y ] ﬁ 90% 80% 96% improvements to meet compliance requirements and improve
required timeframe divided by all registration decisions Operations L
made during the reporting period staff processing times.
Number of registration decisions made within 30 days ﬁ 100% 90% The 100% target was set by the Ontario Fairness Commissioner,
3 Registration Decisions Within Target — for the P. Eng. transfer applications divided by all Quarterly Regulatory 95% pending further modification. PEO has exceeded our internal
b
P.Eng. Transfers (C), (F) registration decisions received during the reporting Operations target of 90% and continues to implement process
period. ] ﬁ 90% 80% improvements to meet the legislated compliance requirement.
Compliance rate, expressed as a percent, for elements
1 and 2 of the mandatory Practice Evaluation and As referenced in the Continuing Professional Development
4 |Mandatory PEAK Compliance Rate (C) Knowledge (PEAK) Program. The program has three Quarterly Regulatory ﬁ 90% 30% 2% section, the PEAK Program became enforceable as of 2024. We
b
¥ P elements: 1) practice evaluation, 2) professional Operations ° i expect the completion rate will significantly increase towards
practice module, 3) the continuing professional the end of this year.
development report.
The 30 by 30 initiative was promulgated by Engineers Canada
Number of newly licensed female-identifying engineers as a national goal of raising the percentage of newly licensed
5 |30x30 Licensure Rate (C) divided by the total number of newly licensed Quarterly Policy ﬁ 30% 21% 21.1% engineers who are women to 30 per cent by the year 2030. PEO
engineers. supports this effort through Council's commitment to annually
track and measure progress toward the 30 by 30 goal.
The percent of standards. guidelines and policies The review of all six standards, guidelines, and policies
6 |Updated Standards and Guidelines (C) revierilved within the last f’ife cars P Quarterly Policy - ﬁ 90% 70% 0% scheduled for 2024 are progressing well and are on track to be
4 ! reviewed by staff by the end of this year.
The total number of strategic initiatives completed As referenced in the Operational Plan Status Report, over 80%
7 |Strategic Initiative Completion (C) during the reporting period divided by the total Quarterly | Finance and Strategy L] ﬁ 90% 80% 10% of the 21 strategic initiatives are more than half complete and
number of strategic initiatives planned for the year. are progressing per schedule.
) The variation, in percent, of the actual year-to-date o
8a |Year to Date Budget Revenue Variance (C) revenue compared to the year-to-date budget. ﬁ 0.1% -10% 0.4% Target and threshold are set to allow for the monthly spend
. variations in both revenues and expenses during the course of
Quarter! Finance and Strate, &
v ey the year. Target values for indicators 8a and 8b have been
8b | Year to Date Budget Spend Variance (C) The variation, in percent, of the actual year-to-date ﬁ 1.25% 10% 10.5% updated to address a carryover error.
spend compared to the year-to-date budget.
This indicator is calculated by first determining the
total amount of unrestricted cash / cash equivalent PEO has a strong financial position where the organization
9 |Days Cash on Hand (C) funds available and dividing it by annual operating Quarterly | Finance and Strategy ] ﬁ 180 90 499 s P . gA
expenses minus depreciation expenses. This possesses cash on hand to sustain its core operations.
denominator is then divided by 365.
Engagement score is calculated by adding the agree Talent Management
mployee Engagement Rate and strongly agree scores and dividing it by the number nnually and Corporate = b b pdate to be provided after the reporting year has passed.
10 (Empl E Rate (C) d { d dividing it by th by Al I dC 68% 68% Upd b ided after th i h d
of questions. Administration
The number of full-time permanent employees at the
start of the reporting period minus the number of Talent Management Turnover rate is lower than industry standard due to high
11 |Staff Turnover (C) voluntary departures at the end of reporting period Quarterly and Corporate ] @ 15% 18% 2.3% employee engagement levels. The average voluntary turnover
divided by the total number of full-time permanent Administration rate in Canada is 15.5% (Mercer 2023 Canada Turnover Trends).
employees at the start of the reporting period.
The number of completed performance management Talent Management
12 | Year-End Performance Review Completion (C) forms completed by December 31 divided by the total Annually and Corporate o ﬁ 99% 95% Update to be provided after the reporting year has passed.
number of eligible employees. Administration
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Unlicensed Practice

Throughout 2024, Unlicensed Practice has made significant progress
to reduce the time it takes to process, investigate and conclude a file
involving allegations of improper use of a restricted title or of unli-
cenced individuals illegally practicing engineering. As of July 2024,
the median time a file is open is 63 days, reduced by over 54 per
cent from 139 days in 2023. The Unlicensed Practice team is stream-
lining processes and re-balancing workloads. Open files are tracked
and assessed regularly. PEO staff continue to explore appropriate
technology supports to enable effective workflows. The ongoing
LEAN review of the Regulatory Operations Division’s processes is
expected to assist with this, and to provide additional recommenda-
tions for improvement.

The Unlicensed Practice team recently collaborated with the Ministry
of Environment, Conservation and Parks on a cross-jurisdictional
file involving an unlicensed individual to ensure that violations of
multiple provincial legislation are properly addressed. The team is
also pursuing prosecution of a long-cancelled former licence holder
choosing to offer engineering services with neither a PEO licence nor
a certificate of authorization.
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Complaints and Investigations

The Complaints and Investigations department continues to see
an increase in the number, and the complexity, of complaints filed
with PEO against licence holders. All filed complaints that are within
PEQ'’s jurisdiction are investigated and eventually referred to the
Complaints Committee to decide whether the matter should be put
before the Discipline Committee for adjudication or whether some
other regulatory response, such as a letter of advice and/or a vol-
untary undertaking to comply with the applicable rules or required
practices in future, is more appropriate.

Various steps, including the need to assemble and review evidence,
communicate in writing with the complainant, witnesses and the
licence or certificate holder, and ensure compliance with any under-
taking, will add to the overall processing time of a complaint file. An
ongoing LEAN review will assist staff and the Complaints Committee
in identifying opportunities for efficiencies, the elimination of redun-
dancies, and more timely dispositions of complaints files. These will
likely involve technological solutions as well as the reorganization of
current business processes.

10 CEO/REGISTRAR’S REPORT

Additionally, staff are exploring changing the way Investigation
and Complaints metrics are collected and reported with the goal

of providing Council and other stakeholders a more accurate and
meaningful overview of the department’s efficiency and effectiveness.
In particular, a focus will be put on highlighting the number of days
staff spend on investigating and processing a file, in addition to the
time spent waiting for an external task or process to be completed
and the overall time it takes for a complaint file to be closed.
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2024

(August 16)

Complaints Committee (COC) Caseload

Filed Complaints' not disposed of by COC at
previous year-end

Complaints Filed (PEA s. 24. 1(a)) during the Year 73
Total Caseload in the Year 233
Total Filed Complaints Disposed of by COC in the Year 9
(for details see COC’s Disposition of Complaints below)

Total Filed Complaints Pending for COC Disposition 224

(for details see Status of Active Filed Complaints below)
COC’s Disposition of Complaints

Direct that the matter be referred, in whole or in part,
to the Discipline Committee. (PEA s. 24. 2(a))

Direct that the matter not be referred. (PEA s. 24. 2(b))

Take such action as COC considers appropriate in the
circumstances and that is not inconsistent with this Act
or the regulations or by-laws. (PEA s. 24. 2(c))

COC’s Timeliness Regarding the Disposition of
the Complaint?

Complaint disposed of within 90 days of filing

Complaint disposed of 91-180 days of filing

Complaint disposed of after more than 180 days of filing

COC Processing Time — Days from Complaint
Filed to COC Disposition (12 mo. rolling avg.)

Average # Days

Minimum # Days 252

Median # Days 593

Maximum # Days 1761

Figure 4: Complaints and
Investigations Statistics

1Signed Complaint Form
filed with the registrar.

2Days from Complaint Filed
to date COC Decision is signed
by COC chair.
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STATUS OF ACTIVE COMPLAINTS

Figure 5: Status of Active

Active Filed Complaints-Total 224 Filed Complaints

Pending Approval and Reason regarding COC Decision 77

Complaints under active consideration by COC 23

Completed Investigation ready for COC consideration 9

Regulatory Compliance Investigation 48

Pending Approval and Reason regarding COC Decision 0

Complaints under active consideration by COC 0

Completed Investigation ready for COC consideration 0

Regulatory Compliance Investigation 29

Pending Approval and Reason regarding COC Decision 0

Complaints under active consideration by COC 0

Completed Investigation ready for COC consideration 0

Regulatory Compliance Investigation 38
Review by Complaints Review Councillor (PEA s. 26. (s)) Glossary of Terms
Under section 26 of the Act, the Complaints Review Councillor may Complaint Filed-Signed Complaint Form filed with the registrar.
review the treatment of a complaint against a licence or certificate Investigation Complete-Investigation Summary document prepared
holder if it has not been disposed of within 90 days after it has been and complaint file ready for COC consideration

filed. This may occur at the behest of the complainant or on the CRC's
own initiative. The CRC review of how the complaint was handled can
also be triggered by the complainant after the Complaint Committee
has disposed of it. Under the Act, the CRC is not permitted to inquire
into the merits of the complaint, only the process used to address it.
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COMPLAINTS AND INVESTIGATION STATISTICS AS OF AUGUST 16, 2024

Figure 6: Complaint File Processing Times (12 month
rolling average)
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Figure 7: Number of Active Complaints Files, Year End 2021-
2023 and YTD 2024
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REGULATORY COMPLIANCE LEGAL DEPARTMENT
There have been 5 Discipline Committee hearings in 2024, all of
which were resolved on consent, with the respondent(s) pleading
guilty to professional misconduct. Notable penalties included
relatively serious suspensions and practice restrictions, all justified
by the circumstances.

of legacy process Notices of
Proposal were closed as

of Q3 2024.
CLOSED FOR
NON-RESPONSE (N/R) 20
m -
CLOSED
[ ] °
OPEN
1
1 1 I 1
| CLOSED N/R CLOSED OPEN | | CLOSED N/R CLOSED OPEN | | OPEN
FARPACTA LEGACY CONDUCT

Figure 8: Number of NOPs which are open, closed and closed for non-response between Q1 2023 and Q3 2024 in the legacy
and FARPACTA processes.
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FINANCE

For the seven months ending July 31, 2024, revenues earned
amounted to $22.2 million, while expenses incurred totaled $19.3
million. This resulted in an excess of revenue over expenses of
approximately $2.9 million, as shown in Figure 9. The $1.5 million
favourable variance in revenue is largely attributable to a higher-than-
expected investment income and 40 Sheppard revenue.

On the expense side, total expenses for the seven months ending
July 31, 2024, amounted to $19.3 million. This compared to a bud-
geted spend of $21.3 million, resulting in a favourable variance of

$2 million. This favourable variance is mainly due to lower expenses
incurred by PEO chapters, and lower than expected spend on legal

expenses, staff salaries and benefits, contract staff, purchased services
and volunteer business expenses.

2024 Actual 2024 Budget Mariance
TOTAL REVENUES  $22,172,299 $20,691,485 $1,480,814
Operations expenses  $17,720,656 $19,519,060 $1,798,404
Sp. projects and strategic plan exp $1,587,971 $1,796,000 $208,029
TOTAL EXPENSES  $19,308,626 $21,315,060 $2,006,434
EXCESS OF REVOVEREXP  $2,863,672 ($623,576) $3,487,248
2024 Actual 2023 Actual  ,  VaTanee
Cash $10,467,121 $9,806,274 $660,847
Other current assets $1,008,310 $901,484 $106,826
Marketable securities $30,579,954 $28,068,215 $2,511,739
Capital assets $26,492,752 $27,663,718 ($1,170,966)
TOTAL ASSETS $68,548,137 $66,439,691 $2,108,446
Current liabilities $13,917,609 $14,532,705 ($615,096)
Employee future benefits $12,061,100 $13,260,100 ($1,199,000)
Net assets $42,569,428 $38,646,886 $3,922,542
TOTAL LIABILITIES & NET ASSETS $68,548,137 $66,439,691 $2,108,446

Figure 9: Revenues

Actual vs Budget .4 expenses as of

July 31, 2024

Figure 10: Assets
and liabilities as of
July 31, 2024
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Remissions and Resignations

As of July 31, 2024, the data in Figure 7 shows that the total number
of P.Engs in fee remissions was approximately 13,216, in comparison
to 13,048 as of the same period in 2023. The number of resignations
as of July 31, 2024, was 801 as compared to 1547 resignations as of

July 31, 2023. Additionally, the number of P.Engs as of July 31, 2024,
remained largely unchanged at approximately 88,237 in comparison
to 87,361 reported on July 31, 2023.

Figure 11: Estimated

YTD JULY 2024
Remissions and
Resignations as of
1934 July 31, 2024
13,216
801
88,237

CUSTOMER SERVICE

From January 1 to July 31, 2024, PEO’s Customer Service team handled
17,596 tickets, including 15,398 emails, 2098 calls and 100 walk-ins,
and were able to resolve 71.75 per cent of all inquiries. Most inquiries
were relating to PEAK and technical support.

Customer Service Dashboard

‘Total # of Tickets by Mode.

#of Calls by Category Time Spent in Calls by Category (min)

il
Phone Call 2098 15 ]

E-Mail 15398

e PEAX Team 721
Ot saf 103 /oA Team

M eam 111

FARPACTA __
308

Technica Support 687

Time Spent in Tickets by Mode (min) # of Emails by Cateory

eam _
Redwood Team __ 441
i

Redwood Team

Phone Call 10472 — [~ Walkin725

aare 30024

As part of efforts to expand the customer service model, PEO’s level
one service team’s coverage will be expanding in 2024 to include
some enforcement-related queries and FARPACTA inquiries.

Feedback on post-query feedback surveys continues to be positive,
with an overall satisfaction rating of 7.4 out of 10.
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Figure 12: Customer Service Dashboard

16 CEO/REGISTRAR’S REPORT




OPERATIONAL

EVENT ENGAGEMENT MODEL

PEO’s Event Engagement Model continues to be a success, with with the option to receive their licence certificate by a licensed
11 visits having been completed already against a target of 12 in engineer and member of the PEO chapter network in an environment
the program’s inaugural year. Under this program, senior PEO staff surrounded by family, friends and other licensed engineers.

attend Chapter events, including a licence ceremony as shown
below. Licence ceremonies hosted by chapters provide individuals

Did you know?
Approximately 25 per cent of
engineers choose to receive their
licence certificate at a PEO
licence ceremony.

Brantford-Brant MPP Will Bouma, PhD, for Brantford-Brant, poses with P.Eng. licence
certificate recipients at PEO’s Brantford Chapter license certificate ceremony in
May 2024.

Figure 13: EEM Program Target: Minimum
2 visits per region annually and 12 unique
chapter visits
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APPENDIX A

2024-2025 EDI ACTION PLAN

VISION: The trusted leader in professional self-regulation.

MISSION: Regulate and advance the practice of engineering to protect the public interest.
VALUES: Professionalism, Accountability, Respect, Teamwork, Integrity

Anti Racism and Equity Code: GUIDING PRINCIPLES
+ Evidence-based decisi king (M t) + Sharing responsibilities and tabilities to foster inclusivity (Leadership and Sponsorship)
+ Continually improving to achi equity and foster inclusivity (Regulatory * Meaningfuland i ional it (Stakeholder E 1]
Processes) + Embedding s that di ly add racism and discrimination complaints (Safeguards and
+ Respecting EDI principles (Professional Obligations) Accountability)
+ Embedding a human rights culture (Training and Influence) + Leading by example and 18 equitable hiring and repr ion of p from all equity-seeking
backgrounds (Equitable Organization)
—_————————
GOAL _  OBJECTIVES _  DRIVERS _ MECHANISM ACTIVITIES
FOR CHANGE
= Affect measurable * Make = Training and education
progress towards measurable * Equity + Learning & opportunities for all staff and
cultivating a more progreas Development leaders
inclusive and towardsa
equitable working morg * Diversity * Updating and/or developing
environment E"cu:“s[“ and = Policies, policies, procedures and
equﬂ_able Procedures & practices that reflect guiding
+ Catalyze equity, working « Inclusion Pianti oA principles
diversity environment
inclusion, and - =~ m — * Reviewing and developing
belonging for ' :“d tothe 3 « Accessibility » Engagement & programs that reflect guiding
meaningful BtmEnt o Retention principles to encourage
change both internal retention and improve
PEO business - Belonging engagement of all staff
« Learn and andthe
embrace different future of + Leadership & * Working towards a common
perspectives and enginearing « Sustainability Accountability goal and following through
experiences in Ontario fsustaining all commitments
and learnings

Strive to Listen, Reflect, Learn and Take Action
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APPENDIX B

2024-2025 EDI ACTION PLAN

ARE Code Activities Completion Date
Categories

Raising Awareness Create a storytelling series in issues of Engineering Dimensions to amplify the voices and Q4/2024 - Ongoing
(Principle 4) experiences of equity-seeking practitioners and communities.

Education and
Training
(Principle 4)

Regulatory Policy
and Regulatory
Programs
(Principle 2)

Professional
Obligations
(Principle 3)

Engagement and
Partnership
(Principle 6)

Create an EDI subsection on PEQ’s website.

Create social media posts that bring awareness to EDI-related issues and barriers and
explain how we are bridging gaps within the profession.

Deliver consistent messages from the CEO/registrar about EDI issues and our commitment
to EDI work (including in the CEO/Registrar’s Report to Council; Engineering Dimensions,
etc.).

Create EDI Corner in PEO’s monthly staff newsletter, covering various EDI concepts and
education pieces.

Create an EDI calendar that includes various initiatives and events being planned and
already underway, including appropriate staff to support each item.

Provide training on EDI topics to Council and tribunals.
Deliver the Council-approved Engineers Canada EDI webinar to PEO staff and volunteers.

Create governance orientation modules for new Council members to help them understand
how they can embed EDI into their work.

Ensure that every policy proposal impacting the interests of licence holders is accompanied
by an Equity Impact Assessment.

Undertake a comprehensive review of all existing PEO program policies prioritizing
licensing, complaints and discipline processes to identify gaps and propose strategies that
will enable PEO to achieve equity and foster inclusivity in its core regulatory functions.

Work with the call centre to create a mechanism to provide over-phone interpreting (e.g.,
partnership with MCIS interpretation services).

Create and translate documents into various languages for applicants and licence holders.
Documents will include:

= PEO’s role and public protection mandate

= How to apply to become licenced

= How to file a complaint and the complaints process

Produce a video for CBA assessment to increase accessibility and enhance visual
understanding.

Ensure all newly created and revised documents meet accessibility regulations and use
gender-neutral language.
Review PEO’s Guideline on Human Rights in Professional Practice.

Undertake a comprehensive review of all existing PEO regulations, policies, standards, and
guidelines to determine if and how they should promote EDI principles so that principles
are reflected in the conduct and services provided by licence holders.

Continue to collaborate with other Canadian engineering regulators on the 30 by 30
initiative and other Engineers Canada EDI strategic initiatives to raise “the percentage of
newly licensed engineers who are women to 30 per cent by the year 2030".

Ensure that the Strategic Stakeholders Advisory Group represents a variety of identities,
backgrounds, perspectives and abilities to support the objectives of the Anti-Racism and
Equity (ARE) Code.

Develop meaningful community partnerships with agencies to inform our EDI work and to
raise awareness of existing gaps within equity-seeking communities.

Q1/2025

Ongoing

Ongoing

Q2/2024

Q1/2025 & ongoing updates
Q1-Q2/2025

Q1/2025

Q1/2025

Ongoing

Q2/2025

Q1/2025

Q4/2025-Q2/2026

Q4/2024

Ongoing

Q4/2024

Q2/2025

Ongoing

Ongoing

Ongoing
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APPENDIX B

Accountability
(Principle 7)

Equitable
organization
(Principle 8)

Establish internal
and external
reporting and data
collection.
(Principle 1/7)

Stakeholder
engagement
(Principle 6)

Leadership and
Decision-Making
(Principle 5)

Create an EDI Action Plan to implement the commitments made under the ARE Code
adopted by Council in April 2022.

Publicly report on the progress of PEQ’s EDI Action Plan annually.
Develop EDI-related metrics to incorporate into PEO’s Governance Scorecard.
Implement recommendations prepared by Indigenous & Community Engagement (ICE) for

addressing the Truth and Reconciliation Commission’s (TRC) Calls to Action and increasing
Indigenous representation in Ontario engineering.

Integrate the below internal EDI pillars to ensure equitable hiring and representation of persons
from all equity-seeking backgrounds and to foster retention, inclusion, advancement, belonging
and equity regarding equity-seeking persons and everyone at all levels in the organization.

Learning & Development: Deploy training and education opportunities for all staff and
leaders.

Policies & Procedures: Update and/or develop policies, procedures and practices that
reflect guiding principles.

Engagement & Retention: Review and develop programs that reflect guiding principles
to encourage retention and improve staff engagement.

Leadership & Accountability: Work towards a common goal, following through and
sustaining all commitments and learnings.

Gather and publicly report disaggregated race-based data, other identity-based data, and
EDI metrics, based on voluntarily expressed consent to better understand the diversity of
the profession and the challenges experienced.

Partner with external organizations that serve underrepresented populations to gain a
better understanding of the work that needs to be done to support the ARE Code.

Join the federal government’s 50-30 challenge and identify ways to improve access to
positions of influence and leadership on Council and in senior management to support
diversity at PEO.
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Q2/2024

Q2/2025

Q4/2024

TBD

Q3/2024

Q1 2026 & ongoing

Q3/2024

Q3/2025



APPENDIX C

COMMUNICATIONS AUDIT RECOMMENDATIONS AND EXECUTION TACTICS—-ACTION PLAN

Recommendation 1: Clearly define PEO and its role

RECOMMENDATION

1. Create and adopt language that clearly
describes PEQO’s legislative mandate
and activities.

2. Adopt consistent language describing
PEO and its role.

3. Engage chapters in promoting PEO, its
mandate, and role.

SEPTEMBER 2024 21



APPENDIX C

Recommendation 2: Implement standard communication structures, protocols, and practices

RECOMMENDATION

1. Implement strategies to communicate to
the public.
* Determine PEO’s “public”.
* Identify your public’s preferred
communication choices.

* Communicate the role of PEO.

2. Create and update necessary com-
munications policies governing public
relations, public affairs.

3. Establish crisis communications
protocols.

4. Refresh style guides.

5. Create a formal working relationship
with chapters.

6. Include media monitoring in daily
operations.

7. Align communications strategy with
PEO’s next three-year strategic plan.
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APPENDIX C

Recommendation 3: Commit to greater openness and transparency

RECOMMENDATION

1. Strategically communicate change and

transformation.

¢ Regulatory changes - highlight the
purpose, explaining how they con-
tribute to PEO’s public protection
mandate, provide examples of how
the changes will enhance public safety,
improve professional standards, or
streamline processes.

Emphasize how the changes align
with PEO’s mandate and align with
strategic goals.

Engage stakeholders early and often:
Conduct informational sessions,
webinars, and Q&A forums to address
concerns and provide detailed
explanations of the changes.

Ensure that the information is accessible
and easy to understand, avoiding
technical jargon where possible.

2. Establish service standards.

3. Leverage associations to share PEO's
messaging to licence holders.
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APPENDIX C

Recommendation 4: Support PEO’s commitment to modernize

RECOMMENDATION

1. Communicate with an ongoing commit-
ment to Equity, Diversity, and Inclusion.

2. Recommit to producing a print version
of Engineering Dimensions for licence
holders.

3. Develop a plan to communicate ex-
ternally in both of Canada’s official

languages.

4. Adopt principles of kindness in regulation
to improve tone in communication to
licence holders.

5. Commit to two-to-three-year plan to
rebuild PEO'’s website.
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