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Acronyms

B.C. British Columbia

BCVSA British Columbia Vital Statistics Agency
BSO Border Services Officer

CBP (U.S.) Customs and Border Protection
CBSA Canada Border Services Agency

CIC Citizenship and Immigration Canada

CSIS Canadian Security Intelligence Service
CSR Customer Service Representative (ICBC)
DHS (U.S.) Department of Homeland Security
DL Driver’s Licence

EDL Enhanced Driver’s Licence

FR Facial Recognition

GC Government of Canada

ICBC Insurance Corporation of British Columbia
IGRS Intergovernmental Relations Secretariat
MOU Memorandum of Understanding

PIA Privacy Impact Assessment

PIL Primary Inspection Line

PIR Post Implementation Review

POE Port of Entry

PSSG Ministry of Public Safety and Solicitor General (of British Columbia)
QA Quality Assurance

Q&A Questions and Answers

RFID Radio Frequency Identification

SORN System of Record Notice

U.S. United States

WHTI Western Hemisphere Travel Initiative
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B.C. EDL Program Phase 1:
Post Implementation Review

Executive Summary

In January 2008, the Government of Canada (GC) and the Province of British Columbia
(B.C.) signed a Memorandum of Understanding (MOU) to guide the development and
implementation of Canada’s first Enhanced Driver’s Licence (EDL) program. Annex C to
this MOU represented an understanding between the parties on the objectives,
methodology and responsibilities pertaining to the development of a Post Implementation
Review (PIR) of Phase 1 of the B.C. EDL program. The objectives of the PIR are to
demonstrate that Phase 1 of the B.C. EDL satisfied the requirements of CBSA and CBP
as an acceptable travel document; determine the level of public demand as well as
response and customer satisfaction; verify compliance of the B.C. EDL program with
privacy legislation and legal requirements; determine impacts on border crossings; and
acquire lessons learned that can be applied in other provincial and territorial EDL
initiatives and guide Phase 2 implementation of the B.C. EDL program. This final report
is organized into six main areas which address the key objectives listed in Annex C of the
MOU.

The first two sections offer an overview of the technology and business processes and of
the Quality Assurance (QA) processes to demonstrate that Phase 1 EDLs met Canada
Border Services Agency (CBSA) and U.S. Customs and Border Protection (CBP)
documentary requirements for travel. The technology and business processes that were in
placed proved to be effective and revealed no major problems. The Insurance
Corporation of British Columbia (ICBC) Licensing Fraud department conducted a QA of
the identification and citizenship verification process, such as an examination of the
document storage process and method of verification by staff. Citizenship and
Immigration Canada (CIC) also conducted a QA process to monitor and measure the
integrity of the EDL issuance program as it related to the citizenship verification. Few
errors were reported, and these were mainly the result of scanning inconsistencies and
incomplete information provided by applicants. Some applicants were required to
resubmit their application as a result.

The third section presents the results of separate surveys of EDL applicants and staff that
were conducted to assess public demand and response as well as client satisfaction of the
EDL program, including the border crossing experience. EDL applicants were asked to
complete a phone survey to assess their experience and satisfaction with the EDL
program. The results of survey were very positive; 94% of Phase 1 volunteers were
satisfied with the overall EDL application experience. Further, the survey of EDL
recipients who have used their EDL to cross the border indicated a high satisfaction rate
with using their EDL to cross into the United States (U.S.) and into Canada. The survey
of EDL staff also revealed high rates of satisfaction with the training they received, their
levels of preparedness to process applications and the use of the EDL system.

The fourth section presents the federal and provincial privacy and legal reviews that were
completed to determine compliance with privacy and legal requirements. The main
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concerns that have been highlighted centre on the collection and use of information, the
risks associated with Radio Frequency Identification (RFID) technology and the
legislative authority to collect and store such data. Mitigation strategies have been
developed for each risk. At the federal level, Budget 2008 provided funding to support
federal activities related to EDLs. The approved expenditures became a legislative
authority, thereby authorizing the CBSA to collect personal information in the context of
the EDL program. At the provincial level, B.C. passed legislation in May 2008 that
established the legislative authorities for B.C. to collect, use and disclose information for
EDL purposes.

no information of
EDL holders was shared with the U.S. during Phase 1 of the B.C. EDL Program.
Although this PIR cannot evaluate all measures intended to protect the privacy of
personal information, it was possible to review other privacy and legal concerns.

The fifth and sixth sections detail CBSA’s internal communications campaign as well as
media analysis of EDL-related articles in an effort to determine the impact on the Ports of
Entry and shed light on the public perception of the EDL program. Overall, the CBSA
internal communications campaign has been successful in informing Border Services
Officers (BSOs) of the acceptability of EDLs in denoting identity and citizenship.
Initially, there were a few instances where Canadian BSOs did not recognize the EDLs
but follow-up emails reiterating the acceptability of the new EDL resolved the issue.

A media analysis of news articles published in B.C., Canada and the U.S. revealed a
majority of positive or neutral responses to EDLs. The articles with a negative tone were
in the minority and focused on RFID technology and privacy concerns.

In sum, there was an overwhelming positive public response to the launch of Phase 1 of
the B.C. EDL program. Phase 1 has been very successful and indicates that full
implementation in B.C. and other provinces and territories (PTs) would provide
Canadians with a secure and efficient travel document that meets WHTI requirements. To
ensure continued success in the expansion of the EDL program, it is recommended that
enhanced technology and refinements to training programs be utilised to ensure the
accuracy and completeness of the information captured during the application process;
that a further assessment of the effectiveness of RFID technology be conducted once
EDL data transfer is implemented, the U.S. accepts information from ICBC/CBSA, RFID
readers have been installed at U.S. Ports of Entry and a critical mass of documents is
reached; and that future CBSA communications strategies involve Port of Entry Recruit
Training (POERT), bulletins for Primary Inspection Line (PIL) booths, e-mails to BSOs,
region-specific campaigns and the encouragement of PT communications.

The conclusion of this report presents additional findings and recommendations to inform
Phase 2 of the B.C. EDL Program and other PT EDL programs.
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Introduction

Purpose

Annex C to the MOU between the GC and the Province of B.C. respecting the
development and implementation of the B.C. EDL program outlined an understanding
between the parties to develop a joint PIR of Phase 1 of the B.C. EDL program. The
signatories to this MOU from CBSA; CIC; Intergovernmental Relations Secretariat and
Cabinet Operations (IGRS); ICBC; and Ministry of Public Safety and Solicitor General
of British Columbia (PSSG) have committed to the completion of a final report on the
PIR by June 30, 2008, as one of their key deliverables.

Background

The U.S. has taken particular measures to strengthen its border security and enhance its
entry requirements for all travellers, including Canadians. Until the introduction of the
Western Hemisphere Travel Initiative (WHTI), neither the Canadian nor the U.S.
government required specific documents of each other’s citizens for cross-border travel.
As of January 31, 2008, Canadians and Americans require, at a minimum, government-
issued photo identification and proof of citizenship to enter the U.S. at land and sea ports
of entry. When fully implemented on June 1, 2009, the WHTI will require all travellers to
the U.S. to present a passport or other secure document that is deemed acceptable by the
U.S. Secretary of Homeland Security. There will be no change to Canadian entry
requirements as a result of WHTL.

The GC is committed to ensuring that Canadians continue to have access to the U.S. once
WHTI is fully implemented and a task force at CBSA has been created to coordinate and
manage the GC's response to the WHTI. The WHTI Task Force acts as the GC lead in
developing and implementing a Canadian solution to the U.S. WHTL To ensure that
Canadians continue to have affordable and convenient access to the U.S. through land
and sea border crossings, the GC has studied a wide range of WHTI-compliant
documents, including EDL.

The concept of an EDL as a document to meet WHTI documentary requirements was
proposed in June 2006 at a joint B.C.-Washington (WA) State cabinet meeting. In
addition, there had been an increasing concern from a growing number of provincial and
state leaders, as well as from stakeholders from the Canadian and American tourism and
trade industries, that WHTI would have serious social and economic impacts on trade,
travel and tourism on both sides of the border. As approximately 22.3 million Canadians
aged 15 years and older (86%)" possess a driver’s licence, a document that is affordable
and convenient, enhancing the driver’s licence for use as an alternative to the passport
became an attractive option for the Government of Canada and the Province of B.C. in
their efforts to ensure British Columbians and other Canadian citizens have the necessary
documents to travel to the U.S. Of equal importance is ensuring that American citizens
have access to an EDL so that they can continue to travel by land to Canada and be

! Based on 2006 Statistics Canada Census (http:/www]2 statcan.ca/english/census06/data/highlights/agesex/index.ctm?Lang=E ) and
“Canadian Motor Vehicle Traffic Collision Statistics: 2006 - Licensed Drivers and Motor Vehicle Registrations by Type of Vehicle -
1987-2006”. Transport Canada. http.//www tc.gc.ca/roadsafety/tp/tp3322/2006/pagel 2.htm
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ensured easy return access to the U.S. upon completion of their travel. Two separate
CBSA document surveys found that 28% to 30%" of all travellers presented a driver’s
licence when seeking entry to Canada. In February 2007, Minister Day announced the
GC’s commitment to work with B.C. and Washington State on the development of Phase
1 of their EDL. The interest from other provinces and territories as well as U.S. states has
proliferated ever since.

On January 21, 2008, the GC and B.C. signed a MOU regarding the development and
implementation of Canada’s first EDL program. In the first three days following the
announcement of the first phase of B.C.'s EDL program, B.C. was inundated with
applications for the limited number of EDLs available. As of April 2, 2008, 521 EDLs
have been mailed to recipients.

Phase 1 Overview

Public Response to EDL Launch

The EDL announcement received significant media coverage across the province, which
resulted in overwhelming public response for volunteer participants. The calls to the EDL
toll-free volunteer number were immediate and overwhelming. The launch announcement
was covered prominently on B.C.’s major TV stations and the toll-free number was
displayed on the evening newscasts..

The goal was to book 600 EDL appointments in two
weeks. A total of 799 appointments were booked in
three days and the two-week flight of newspaper ads
in select border community newspapers was
cancelled without penalty. Five-hundred and twenty-
one people are now in possession of their EDL card.

Launch Impact on ICBC.com

The B.C. EDL home page on ICBC.com was launched on January 21. As expected,
public interest for more EDL information was immediate. An EDL banner was
prominently displayed on the ICBC.com homepage and linked to the EDL main page.
The following table shows the page view activity and average time on the EDL main
page and EDL Questions and Answers (linked from the main page) for January 21 —
March 31.

% Members of the WHTI Task Force (CBSA) conducted document surveys of more than 17,580 travellers and commercial drivers at
the PILs of 12 major highway ports of entry across Canada in two separate phases: Phase I from January to April 2007 and Phase II
from June 2007 to August 2007.
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January Januafy k
Page 2123 | Januan | Fepruary | March | rora | J5RuaY 21 to
{(Booking) March 31
EDL Main Page 7,856 3,411 5,538 230 17,035 2:06 1.17
B.C. EDL Q&As 2,128 819 1,026 31 4,004 2:55 1.41

The most traffic was recorded during the active booking time January 21-23. In the
afternoon of January 23 the message on the EDL main page changed from “looking for
volunteers” to “response overwhelming, no more volunteers needed for Phase 1.” As
expected, the greatest activity occurred during the three days of active booking and
decreased significantly once the volunteer quota was filled and media interest declined.

ICBC Call Volumes

ICBC added specific EDL messages for their main customer contact phone lines. The
messaging strategy was to provide callers with sufficient information about the EDL
program and direct them to the toll-free EDL Information Line. The EDL messages were
activated just before the 11:00 news conference on January 21.

The majority of calls were handled by ICBC’s two main customer contact call centres in
Victoria (Driver Licensing) and North Vancouver / Surrey (general enquiries).

The following table summarizes the call volumes received and do not included call
volumes to the EDL Information Line.

January 18-31

February 1-28 90
March 1-31 38
April 1-18 47
Total Calls 263

A total of 263 EDL related calls were recorded between January 18 and April 18. The
average handling time for calls to Victoria Customer Contact that handles driver licensing
enquiries specifically, was 6.5 minutes. The three other call centres recorded a combined
average handling time of 4 minutes.

The overall volume did not represent a calculable or discernable increase in normal call
volumes and no additional staff was required to handle the EDL volumes given the short-
term impact of the initiative.

Application Appointments Summary

EDL applications were processed in two ICBC Driver Licensing Centres in Richmond
and Cloverdale (Surrey) between February 11 and March 8. These locations were chosen
for their proximity to the border and their capacity to handle the longer EDL application
appointment time and volumes during the four-week application period. The offices
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