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PRESIDENT AND CEO’S MESSAGE

After more than a decade of regulatory and safety  

experience, first with the Canadian Standards Association 

and most recently with the Retirement Homes Regulatory  

Authority, it was an honour to be appointed as TSSA’s 

President and CEO at the end of the fiscal year. I am deeply 

appreciative of the Board’s confidence and excited about 

leading TSSA’s exceptional team of professionals in a safer 

Ontario. I am equally pleased to present this year’s  

Business Plan, the operational blueprint of TSSA’s  

comprehensive 5-Year Strategic Plan, and the key to our 

continued success.

Any organization’s success depends on the capabilities  

and commitment of its employees. This, combined with the 

close working relationship with industry, government and 

safety partners makes it that much stronger. Collectively, 

these are the essential drivers of safety.

Throughout this report, you will see reference to the term, 

a ‘modern regulator’. While we aspire to become a modern 

regulator, we will clearly define this evolutionary goal  

and determine what it means for TSSA, gain stakeholder 

input and create an action plan for future implementation.  

Several business objectives will certainly inform that  

direction, namely: developing a modern regulatory  

environment with government and industry; further  

developing an organizational culture that reflects  

engagement and collaboration; and enhancing TSSA’s 

technology system through the 20/20 Program and its 

associated Customer Portal, which promises to improve 

efficiencies, data governance and risk-informed decisions 

across the organization.

While TSSA strives to deliver the highest degree of safety 

services and standards, we will continue to explore effective 

risk-informed strategies to address top safety priorities,  

primarily through our ‘Safety Awareness and Active  

Compliance’ objective. This year, we will design and  

implement action plans for carbon monoxide risks in  

apartments and condominiums; fuel-related risks in private 

dwellings and academic locations; fire-related risks at food 

service locations; and, user interaction associated with  

elevators in retirement and long-term care facilities. As 

always, we will keep a watchful eye on all other issues.

As the organization seeks to continually improve on our 

mission, values and mandate to keep Ontario safe, TSSA 

will support recommendations from the Auditor General this 

year and foster progressive changes starting in FY19.

Modern regulators do not operate in isolation. TSSA  

understands that it will need to be more effective when 

working with regulated customers, enabling them to be 

compliant and support safe behaviour. We are committed 

to ensuring that stakeholder interactions are consistently 

effective, efficient and supportive. Our staff’s commitment  

to this approach comes directly from TSSA’s values  

through safety, leadership, integrity, respect, accountability, 

communication and teamwork. I invite you to measure  

our actions against these values.

To learn more about this year’s safety priorities, its associative 

goals and measures, I invite you to read this report and, 

as a safety organization committed to transparency and 

accountability, I welcome your feedback. We look forward 

to another year of safety with your support.

THE  
DRIVERS 
OF...
SAFETY

Bonnie Rose
President and CEO
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TSSA is Ontario’s public safety regulator mandated by the 

Government of Ontario to enforce provincial safety regulations 

and enhance public safety. Headquartered in Toronto, TSSA 

employs more than 400 staff, approximately 75 percent of 

whom work in operations. TSSA is accountable to the Ontario 

government, the residents of Ontario, and the industries it 

regulates. The organization uses a cost recovery approach 

to set fees, including registration, inspection, engineering, 

examination, permit, and licensing, allowing it to deliver on its 

mandated activities. TSSA’s funding model is developed in a 

transparent and consultative manner which includes stake-

holder engagement and appropriate advance notice.

The TSSA Board and leadership team take the accountability 

for administering Ontario’s public safety mandate extremely 

seriously. TSSA is committed to embracing the evolving role 

of regulators to build capacity and adopt new approaches 

to achieve their goals as political and economic pressures 

challenge them to achieve and maintain required outcomes, 

while at the same time demonstrating value and reducing 

regulatory burden on businesses.

Fiscal Year 2019 represents the second year of TSSA’s 

FY18-22 Strategic Plan that outlines the path forward to 

make TSSA a highly valued authority for a safer Ontario.  

The Strategic Plan outlines the priorities and projects that 

will be a focus for TSSA over the coming five years. The 

Business Plan for FY19 outlines the initiatives planned for the 

second year of the Strategic Plan, as well as those that have 

emerged over the past twelve months.

To be successful, TSSA is focused on priorities that will have 

the largest impact in advancing its vision to be a valued safety 

authority for a safer Ontario. The Strategic Plan is anchored on 

five strategic themes, including goals and enablers:

STRATEGIC GOALS

• Modernized Regulatory Framework 

 TSSA will continue to work collaboratively with the  

 Government of Ontario and regulated customers to  

 ensure a modern regulatory environment that benefits  

 all stakeholders.

•  Service Excellence 

 Working with staff and key stakeholders, TSSA  

 will focus on ensuring customer interactions are  

 consistently effective, efficient, and supportive. 

• Safety Awareness, Active Compliance 

 TSSA will continue to promote actions that improve  

 both the public and regulated customers’ awareness of  

 risks and empower them to adopt safe behaviours.

FOUNDATIONAL ENABLERS

• Engaged People & Effective Teams 

 TSSA will empower teams and promote an open and  

 trusting environment for staff to adopt best practices and  

 drive meaningful change at all levels of the organization.

•  Solid Operational Foundation 

 TSSA will continue to improve its operating  

 efficiency and transparency for the benefit of  

 employees, customers and other stakeholders.

For each of these strategic themes, the Business Plan outlines 

specific initiatives and targets to be achieved. The Business 

Plan also sets out annual goals and performance targets in the 

form of a balanced scorecard, progress on which is reported 

each year in its Annual Report. Over the coming year, TSSA 

EXECUTIVE SUMMARY

DELIVERING 
SAFETY
Since 1997, Technical Standards  

and Safety Authority (TSSA) has  

delivered public safety services as  

delegated by the Government of  

Ontario in four key sectors:

• boilers and pressure vessels,  
 and operating engineers;
• elevating devices, amusement  
 devices and ski lifts;
• fuels; and
• upholstered and stuffed articles.
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will continue efforts to establish a transformational organizational 

culture that is aligned with the principles and approaches of 

modern regulators. TSSA’s new President and CEO Bonnie 

Rose and the Executive Leadership Team will be strongly 

engaged in this work to start in FY19. 

Access to accurate and timely data is critical to TSSA’s  

ability to be a valued safety authority. This fiscal year will  

see the launch of the core elements of the TSSA 20/20  

Program that underpin the modernization of business 

processes and IT infrastructure throughout the organiza-

tion. The implementation of 20/20 Program activities and 

initiatives represent significant investments which will draw 

on financial reserves built over years of sound financial 

stewardship, as well as TSSA staff expertise and skill 

sets. These investments will enable TSSA to deliver on its 

mandate, and will benefit staff, their work environment, and 

many external stakeholders.    

The Business Plan reflects inputs and ‘building blocks’ from 

the Strategic Planning process including: an environmental 

scan of the regulatory landscape; the Annual State of Public 

Safety Report; input from TSSA’s Advisory Councils and the 

Chief Safety and Risk Officer; and ongoing monitoring of 

previous years’ Business Plan initiatives. 

TSSA’s Strategic Plan, Business Plan, Annual Report, and 

Annual State of Public Safety Report are available on our 

organization’s website at www.tssa.org.  ■

ORGANIZATION

Since 1997, Technical Standards & Safety Authority  

(TSSA) has delivered public safety services as delegated  

by the Government of Ontario in four key sectors: 

• boilers and pressure vessels, and operating engineers;

• elevating devices, amusement devices and ski lifts;

• fuels; and,

• upholstered and stuffed articles.

TSSA is Ontario’s public safety regulator mandated by the 

Government of Ontario to enforce provincial safety regulations 

and enhance public safety. The TSSA Board and leadership 

team take the accountability for administering Ontario’s 

public safety mandate extremely seriously.  Headquartered in 

Toronto, TSSA employs more than 400 staff, approximately 

75 percent of whom work in operations. TSSA is accountable 

to the Ontario government, the residents of Ontario, and the 

industries it regulates. 

The organization uses a cost recovery approach to set fees, 

including registration, inspection, engineering, examination, 

permit, and licensing, allowing it to deliver on its mandated 

activities. TSSA’s funding model is developed in a transparent 

and consultative manner which includes stakeholder  

engagement and appropriate advance notice.

At present, TSSA is an organization in transition with a new 

President and CEO Bonnie Rose, appointed by the Board in 

April 2018.

PURPOSE, VISION AND VALUES

TSSA’s Purpose: to enhance safety where Ontarians live,
work and play. 

TSSA’s Vision: a valued authority for a safer Ontario.

TSSA’s Corporate Values:

• Safety: Be safety conscious at all times.

• Leadership: Be the best in actions and words.

• Integrity: Be honest and ethical.

• Respect: Build trust and earn respect.

• Accountability: Be responsible for all actions and  

 deliver on commitments.

• Communication: Share information responsively  

 and effectively.

• Collaboration: Work together across the whole  

 organization and with our external partners.

GOVERNANCE

TSSA is governed by a 13-member Board of Directors  

that is responsible for stewardship, including oversight of 

the organization, and taking a leadership role in the  

development of the organization’s strategic direction. 

The Board and management monitor emerging best practices  

and act to adopt those that best serve to advance the  

organization’s vision through strong governance and oversight.  

Through the Annual Report, TSSA is committed to  

transparency and accountability by reporting on progress 

CORPORATE 
OVERVIEW

CORPORATE OVERVIEW
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CORPORATE OVERVIEW

and results achieved through initiatives undertaken by  

the organization.

TSSA’S ROLE IN SAFETY AND 
AREAS OF RESPONSIBILITY

While TSSA is mandated by the Government of Ontario  

to enforce the Technical Standards and Safety Act, 2000 

(the Act) and associated regulations, the organization 

focuses on compliance and enforcement, as well as  

advocacy, including awareness and education, to  

continuously improve safety. Activities as both a regulator 

and an advocate are articulated through the strategic  

goal of Safety Awareness, Active Compliance.

TSSA recognizes that there are many safety risk factors, 

such as user behaviour (including instances in which  

people unintentionally and often unknowingly put  

themselves at risk) which can be influenced but not fully 

controlled, making traditional enforcement activities  

unlikely to be effective on their own.  

TSSA will help regulated customers, safety partners, and  

the public to identify and manage risks through increased 

awareness and understanding. This includes acting as a 

catalyst for action on issues through a variety of safety-related 

services that TSSA refers to as its safety value chain. In 

identifying its activities, TSSA has included those that enable 

both elements of its purpose – safety awareness and active 

compliance. In addition, certain activities within the safety 

value chain are more preventative in nature, and TSSA is 

committed to increasing these efforts. 

TSSA’s safety value chain activities – in order of preventative 

to reactive – include: 

• Influence codes and regulations: leverage TSSA staff  

 expertise to support government in developing regulations  

 and participate in standards development and adoption of  

 codes and issuance of Directors’ Orders. 

• Inform, educate and modify behaviour: inform and  

 educate the public and industry participants regarding  

 better safety practices and issues, new codes,  

 regulations and requirements, and seek to influence  

 safe behaviours. 

• License, register and certify: influence training  

 institutions to properly train tradespeople, and  

 effectively examine and certify tradespeople, register  

 plants and equipment, and license devices, sites,  

 and contractors. 

• Review designs: review the design of new technology,  

 new installations, alterations and modifications to  

 existing equipment and plants for compliance to codes  

 and regulations. 

• Inspect and monitor: inspect/audit tradespeople,  

 contractors, plants, equipment and sites for compliance  

 with codes and regulations, and monitor developing  

 safety-related trends or issues. 

• Enforce: take appropriate regulatory actions to resolve  

 non-compliance situations or take appropriate actions in  

 response to safety incidents. 

• Investigate: investigate safety incidents or near-misses.

TSSA is committed to its goal of becoming a modern  

regulator. As such, TSSA is actively working to improve  

collaboration with partners and regulated customers,  

enhance decision-making through the use of reliable and 

timely data, ensure innovative practices and technologies  

are used throughout the organization, and improve transparency 

and information provided to all stakeholders.  

In addition, TSSA plays a key advisory role to the Ministry  

of Government and Consumer Services (MGCS) to  

ensure appropriate safety standards are set out in legislation 

and regulation through a mutually-beneficial policy  

development process. This collaboration leads to the  

modernization of regulation that benefits the public and  

regulated industries and ultimately creates a safer Ontario.

Boilers and Pressure Vessels and Operating 
Engineers Safety Program

Boilers and Pressure Vessels

TSSA is responsible for regulating all pressure-retaining 

components manufactured or used in Ontario, in  

accordance with the Act and applicable regulation, with  

a commitment to ensuring the safety of boilers, pressure 

vessels, and piping systems. TSSA also provides its  

services in this area to support the safety of Ontario’s  

nuclear power plants.

Operating Engineers

Under the Act and applicable regulation, TSSA examines 

and certifies power plant engineers and operators. TSSA 
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also registers operating plants in order to specify the  

requirements under the regulation, including the certification 

level of the operating engineering personnel.

Elevating and Amusement Devices 
Safety Program

Elevating Devices

TSSA is responsible for the oversight of elevating devices 

in Ontario under the Act and applicable regulation. These 

devices include elevators, escalators, moving walks, lifts for 

persons with physical disabilities, construction hoists, and 

ski lifts (passenger ropeways). Elevating device mechanics, 

including ski lift mechanics, must be certified in order to 

install and maintain elevating devices.

Amusement Devices

TSSA is responsible for regulating the safety of permitted 

amusement rides in Ontario under the Act and applicable  

regulation. These devices include roller coasters, Ferris wheels, 

merry-go-rounds, inflatables, bungee-devices, zip lines,  

waterslides, go-karts, and other spinning or whirling rides. Ride 

mechanics must also be certified and are responsible for the 

safe and proper set-up, maintenance, and operation of all rides.

Fuels Safety Program

TSSA provides fuel-related safety services, in accordance 

with the Act and applicable regulations, associated  

with the safe transportation, storage, handling, and use of 

fuels, such as gasoline, diesel, propane, natural gas,  

digester and landfill gas, and hydrogen. TSSA delivers  

programs and services that regulate the safe use of  

motor and energy fuels for private, industrial, and  

commercial uses in Ontario. 

TSSA also regulates fuel suppliers, storage facilities, 

transport trucks, pipelines, contractors and their certified 

employees, and equipment or appliances that use fuels, 

including residential applications. 

Additionally, TSSA works to protect the public, the  

environment, and property from fuel-related hazards  

such as spills, fires, and explosions.

Upholstered and Stuffed Articles Safety Program

TSSA protects the public from potential hazards related to  

the use of upholstered and stuffed articles sold in Ontario  

in accordance with the Act and applicable regulation. In  

addition to promoting safety, TSSA’s aim is to protect  

consumers against fraud and ensure consistent  

requirements for all upholstered and stuffed articles  

registered for sale or distribution in Ontario.  

COMMITMENT TO BECOMING  

A MODERN REGULATOR

As a delegated regulator of public safety, TSSA’s primary 

focus is safety. Although the organization has the authority 

to order changes to, and even shut down, unsafe  

operations when necessary, it strives to work cooperatively 

with industry partners and other stakeholders, including  

the general public, to proactively promote and improve 

safety in the sectors it regulates. 

To deliver on the commitment to transition into a 21st century 

regulator built on a foundation of evidence, trust, collaboration 

and innovation, TSSA will form a task force that will:

• Define a modernized regulatory framework that will  

 result in further improvements to the state of public  

 safety in Ontario; 

• Develop and exercise a regulatory delivery model that  

 is fair, transparent, balanced and focused on reducing  

 risks to Ontario’s safety and prosperity.

For FY19, the organization will clearly define what it means 

to be a modern regulator for TSSA, create an action plan  

to get us there, and gather stakeholder perspectives on  

our future direction.

COMMITMENT TO STAKEHOLDERS

TSSA’s responsibility to its stakeholders is characterized by 

a high degree of accountability and transparency, which is 

expressed through the following responsibility statements:

To all stakeholders: The conduct of TSSA and its employees 

will always be honest, professional, and ethical. 

To the public: TSSA and its employees will proactively work 

with diligence and competence to protect the public interest 

by maintaining and enhancing safety. TSSA will lead the way 

in working to prevent avoidable incidents. TSSA will educate 

members of the public so they are able to take personal 

responsibility for their safety. 

To the government: TSSA will perform its delegated  

responsibilities for public safety with diligence, observing 

the principle of ensuring a fair, safe and informed  

CORPORATE OVERVIEW

marketplace that supports a competitive economy. TSSA 

will recommend amendments to delegated legislation and 

regulations that will enhance public safety, and advise 

MGCS promptly of any matters that may require action  

or attention. 

To its customers: TSSA will provide timely and value-added 

services at a fair price. TSSA will provide an objective and 

expert application of its delegated authority that promotes 

a level playing field and continuous improvement. TSSA 

will consult with its stakeholders and work in partnership 

to communicate performance, reduce operational risk and 

earn their trust. Feedback on how TSSA is meeting its 

commitments and responsibilities is actively solicited and 

informs its priorities. 

ADVISORY COUNCILS

TSSA and its nine industry advisory councils established 

for each of its regulated sectors work closely in the spirit of 

continuous improvement, primarily to identify and reduce 

risk, and to provide comment on public education plans, 

training proposals, regulatory changes, design changes, 

and new inspection processes. 

Industry advisory councils are supported by technical 

committees, called risk reduction groups, which propose 

operating improvements for their sectors. They are  

instrumental in considering specific safety challenges  

within their respective sectors and helping TSSA identify 

effective solutions. This close partnership with industry is 

fundamental to the improvement of public safety in Ontario. 

TSSA also benefits from a Consumers Advisory Council 

that provides independent, consumer-focused advice and 

guidance related to the impact of its activities on the  

public and consumers who are purchasers or users of 

products and/or devices regulated by TSSA. More  

information regarding the advisory councils, including  

terms of reference, composition, and minutes of  

meetings, can be accessed through TSSA’s website at 

www.tssa.org.

COMPLAINT HANDLING

The provision of service excellence is one of TSSA’s  

strategic goals -- the organization strives to achieve fairness 

and satisfaction as a valued regulator. A complaint may be 

an expression of dissatisfaction with respect to services it 

provides, actions of its staff, or the complaint process itself. 

Although TSSA seeks to address complaints at the level 

they are raised, should the matter require further attention, 

the complaint is escalated to more senior personnel, up to 

and including statutory directors appointed under the  

delegated safety legislation or the President and Chief 

Executive Officer. TSSA tracks the results of its complaint 

handling and strives to continuously improve both  

processes and service delivery to both increase customer 

satisfaction and improve safety outcomes. 

TSSA’s Ombudsman is an independent and confidential 

resource that serves as a supplement to TSSA’s formal  

channels in which concerns are raised and discussed,  

and suggestions or issues for improving how the organization 

and those it regulates delivers its services and engages its  

staff are brought forward. More information can be  

accessed through TSSA’s Ombudsman webpage at  

ombudsman.tssa.org.

COMMITMENT TO THE MINISTER OF  
GOVERNMENT AND CONSUMER SERVICES

As an organization responsible for public safety, TSSA is  

accountable and transparent. TSSA was one of the first 

public safety organizations to embrace outcome-based 

reporting, creating awareness among stakeholders of results 

achieved in each its delegated sectors. As a result, the  

organization provides transparent performance reporting 

through its Strategic Plan, Business Plan, Annual Report, 

and Annual State of Public Safety Report. TSSA reviews its 

performance with MGCS on a quarterly basis. All of these 

documents are available to the public and can be accessed 

through TSSA’s website at www.tssa.org. TSSA is  

committed to continuously enhancing both the quality and 

comprehensiveness of its data and the content of its  

reporting to MGCS to ensure that the Ministry’s needs are 

fully met or exceeded.

French Language Services

Consistent with its French Language Services Policy, TSSA 

responds to all requests for French services as they arise 

during the year. TSSA monitors requests for services in 

French to determine the appropriate level of service to meet 

public safety and customer service needs. ■
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BUSINESS PLANNING

OVERVIEW

TSSA is an organization in transition with a new President 

and CEO Bonnie Rose, appointed in April 2018, and a new 

strategic plan to become a valued safety authority for a safer 

Ontario. The FY18-22 Strategic Plan will transform the  

organization by achieving its goals and addressing issues that 

may be barriers to success. The Board and staff are fully 

committed to being transparent and forthright in measuring 

and reporting performance in the implementation of the Plan.  

Fiscal Year 19 (FY19) represents the second year of  

implementation. The Plan outlines the priorities and projects 

for 2017/18-2021/22 and is available on the TSSA website. 

The initiatives planned for the coming year, therefore, include 

those that are planned, multi-year initiatives as well as new 

activities developed in response to emerging priorities. 

During FY19, TSSA will support the Auditor General’s audit 

and respond to recommendations and create an action plan 

to address issues. TSSA will additionally focus on a number 

of initiatives that will support the long-term success of the 

organization. As indicated, becoming a modern regulator is a 

goal of the Strategic Plan. TSSA will work to clearly define what 

this means and to develop an action plan to align operations in 

this regard. The transition to becoming a modern regulator will 

also be supported by the launch of core elements of the TSSA 

20/20 Program. This will provide transformational upgrades  

in infrastructure and technology system that will improve  

efficiencies, processes, data governance, and risk-informed 

decision-making across the organization. Concurrent to  

this, TSSA will continue its investment in transforming its  

organizational culture and establishing required supporting 

structures that enable its strategic vision.  

TSSA will continue to be a trusted partner to the Government 

of Ontario to advance the modernization of a regulatory 

framework by continuing to support emerging, ongoing and 

completed initiatives. TSSA will seek opportunities to work 

with the new Government of Ontario and will respond to 

priorities as they emerge. 

Finally, FY19 will also see TSSA continue to develop,  

implement, and monitor advocacy and education action 

plans for safety priorities as identified in the Annual State of 

Public Safety Report. This will be done in collaboration with 

TSSA’s partners to maximize collective impact and will  

consider evidence, value for money, leading practices in  

the design and implementation of initiatives.

DELIVERING ON THE STRATEGIC PLAN

The Strategic Plan developed for 2017/2018-2021/2022 

was created to reflect the need to build capacity and adopt 

new approaches to achieve government, customer, and 

resident priorities of innovation, growth, collaboration and 

value, and modern regulatory principles. 

To be successful, TSSA must focus on priorities that will have the 

largest impact in becoming a valued regulator for a safer Ontario. 

To this end, the Strategic Plan encompasses five themes:

Strategic Goals:

• Modernized Regulatory Framework: TSSA will  

 continue to work collaboratively with the Government  

 of Ontario and regulated customers to ensure a modern  

 regulatory environment that benefits all stakeholders. 

• Service Excellence: Working with staff and key  

 stakeholders, TSSA will focus on ensuring  

 customer interactions are consistently effective,  

 efficient, and supportive.

• Safety Awareness, Active Compliance: TSSA will  

 continue to promote actions that improve both the  

 public and regulated customers’ awareness of risks  

 and empower them to adopt safe behaviours.

Foundational Enablers:

• Engaged People & Effective Teams: TSSA will  

 empower teams and promote an open and trusting  

 environment for staff to adopt best practices and drive  

 meaningful change at all levels of the organization.

• Solid Operational Foundation: TSSA will continue  

 to improve its operating efficiency and transparency to  

 achieve its goals and to benefit its employees, customers  

 and other stakeholders.

BUSINESS 
PLANNING: 
STRATEGIC 
CONTEXT
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BUSINESS PLANNING

MODERNIZED REGULATORY FRAMEWORK

TSSA operates within a provincial regulatory framework that 

includes legislation, regulation, codes, and standards. This 

framework is undergoing a process of regulatory renewal which 

involves the collaborative involvement of many stakeholders. 

TSSA is in a unique position to contribute expert knowledge 

and connections with industry and is committed to working  

collaboratively with the Government of Ontario and regulated 

customers to advance change through the renewal process. 

The outcomes of these renewal efforts will have significant 

impact on the operations of TSSA and the tools available to 

improve safety outcomes. Through focus on the overarching 

framework as well as internal operations, TSSA will contribute 

to a streamlined, effective, and principles-based regulatory 

environment that protects the safety of Ontarians and considers 

regulatory burden on businesses.

In addition to regulatory renewal, TSSA is committed in FY19  

to clearly define what it means to be a modern regulator Early  

in the fiscal year, the organization will form a task force that 

will be responsible for leading this initiative and for providing a 

comprehensive transformation strategy.

SERVICE EXCELLENCE

TSSA understands that it must be more effective in working with 

regulated customers, assisting and enabling them to be compliant  

and supporting safe decisions and behaviour. TSSA is committed 

to ensuring that regulated customers’ interactions with TSSA 

are consistently effective, efficient, and supportive. TSSA’s staff 

commitment is consistent with the organization’s values.

A key part of TSSA’s commitment to service excellence is 

the implementation of the ongoing 20/20 Program. TSSA will 

fully leverage the new technology being implemented across 

the organization which will allow TSSA to better connect and 

communicate with its regulated customers.

SAFETY AWARENESS, ACTIVE COMPLIANCE

In the coming years, prevention of unsafe practices will  

be an increased priority for TSSA. The organization will strive 

to be a catalyst for action on priority safety issues by  

increasing awareness of safety risks among the public and 

regulated customers, and empowering them to adopt safe 

behaviours.  This approach will increase TSSA’s overall  

effectiveness in creating a safer Ontario.

ENGAGED PEOPLE & EFFECTIVE TEAMS

TSSA recognizes that the strength of the organization lies in its 

people. The TSSA team is comprised of expert leaders in their 

fields who are passionate about safety and embody a culture 

of safety every day. The ability of the organization to achieve its 

vision depends on the team’s engagement and alignment. To 

achieve success TSSA must clearly communicate its vision, 

empower teams and ensure open and trusting relationships 

between leadership and staff. The tone and commitment for this 

transformation starts with the Board and senior leaders, and 

engagement at all levels will be essential to drive meaningful 

and lasting change. It is understood that, as the operating 

environment is rapidly shifting the organization must evolve 

its culture and empower its people to be flexible, nimble, and 

responsive to change. This capacity will be enhanced through the 

adoption of innovative best practices and by addressing barriers 

to ensure the corporate structures and organizational culture 

empower every member of the team to achieve excellence.

The TSSA team brings diverse expertise and experiences 

to its vital work. The health and safety of each employee is 

of paramount importance in creating a safer Ontario for all. 

To this end, TSSA has robust procedures and programs to 

promote and report safety measures for its own employees.  

These performance metrics are reported to the Board as  

part of the corporate scorecard.

SOLID OPERATIONAL FOUNDATION

TSSA is continuously working to improve the efficiency and  

effectiveness of the organization. A foundational component is the 

investment being made to advance the organization’s processes 

and technologies through the TSSA 20/20 Program. This program 

will provide the organization with transformational upgrades in its  

infrastructure and a technology system that will improve the  

efficiencies, processes, data governance, and analytics to support 

risk-informed decision-making, across the organization.

The TSSA 20/20 Program was initiated to re-engineer business 

processes across the organization and replace information  

technology systems in order to modernize how they enable its 

mandate of being a Modern Regulator. TSSA 20/20 is a  

Business Transformation initiative characterized by four elements:

• Organizational Modernization – to achieve improved  

 efficiency, productivity and effectiveness and employee  

 engagement;

• Seamless Customer Interaction – to improve customer  

 value and enhance safety outcomes;

• Trustworthy Information – to ensure strong internal  

 controls, provide integrity, confidence and trust in our  

 data, and enhance system functionality and controls; and

• Effective Business Intelligence – to support robust  

 management reporting and insightful and informed  

 decision making.

Through the TSSA 20/20 Program, the organization has 

committed to using the financial reserves gained over years of 

sound fiscal management to invest heavily in the future of the 

organization. Implementation will include the completion of all 

design, build, and testing activities in preparation for a go-live 

date in FY19 for core finance and operations elements. Portal 

and exam elements will also be a focus of activities ahead of  

a launch date in early FY20.

TSSA will work to implement the outcomes of the BPV  

Regulatory Renewal decisions, including the launch and issue 

of Certificate of Inspections (COI) effective July 1, 2018.

In addition, TSSA will conduct a fee review based on the 

current structure of fees and focused on cost recovery. This 

will involve analysis of current fees, consulting with the relevant 

advisory councils, and collaboration with the Ministry.   ■

BUSINESS PLANNING
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Service Excellence

Engage with regulated  
customers to identify drivers of 
improved customer experiences 
associated with the planned 
online customer portal.

Fully leveraging the new technology being implemented 
across TSSA will allow the organization to better connect and 
communicate with regulated customers. To understand, and 
prioritize the needs and expectations of regulated custom-
ers, TSSA will engage advisory councils and other regulated 
customers to identify priority information/actions to make 
available via the online customer portal.

Validated customer experience 
requirements for the customer 
portal.

Responsive and expert support 
of ongoing reviews and audits.

TSSA will support the Auditor General’s audit and respond to 
the recommendations.

Complete response to Auditor 
General findings and create an 
action plan to address issues.

DESCRIPTION OF PRIORITY FISCAL YEAR TARGETANNUAL PRIORITIES

Objective: To fully understand our regulated customers and innovatively improve the experiences they have with 
the organization as part of TSSA’s 20/20 Program.

Safety Awareness, Active Compliance

Design and implement  
action plans to address 
annual safety priorities 
through external advocacy 
and education activities.

TSSA will design action plans to address the  
identified FY19 Safety Priorities, including advocating 
for enhanced compliance and collaborating with  
our safety partners to raise awareness of appropriate 
mitigating actions.

Development, implementation, and monitoring of 
advocacy and education action plans for FY19 
Safety Priorities as identified in the Annual State 
of Public Safety Report.

Continued partnership with safety and public 
health partners to support advocacy and  
education strategies.

DESCRIPTION OF PRIORITY FISCAL YEAR TARGETANNUAL PRIORITIES

Objective: Address annual safety priorities through external advocacy and education strategies that are based on evidence, 
value for money, leading practices and partnerships and are aligned with TSSA’s technical mandate and expertise.

ANNUAL PRIORITIES  
BY STRATEGIC THEME
For each of the Strategic Themes contained in the Strategic Plan, annual initiatives have been developed.  
The Business Plan outlines the details behind these initiatives and the targets associated with achieving them.

Modernized Regulatory Framework

Clearly define what modern  
regulator means to TSSA and 
provide an action plan to align 
operations.

Becoming a modern regulator was one of the key drivers 
of the strategic plan.

Define ‘modern regulator’ for 
TSSA, create a measurable 
action plan and gather  
stakeholder perspectives on 
future direction.

DESCRIPTION OF PRIORITY FISCAL YEAR TARGETANNUAL PRIORITIES

Objective: Be a trusted partner to advance the modernization of Ontario’s Regulatory Framework and its  
implementation as applicable to TSSA’s regulated industries.

Continue to provide support with 
Regulatory Renewal Initiatives

Through collaboration with government and industry 
partners, TSSA will move forward with existing regulatory 
renewal initiatives and will continue to support prioritiza-
tion decisions to identify new projects.

Support the government  
in delivering milestones in  
applicable workplans.

Engaged People and Effective Teams

Transform TSSA’s  
culture to deliver on  
strategic direction and 
corporate values.

TSSA is committed to an organizational culture that reflects 
engagement, collaboration, and the principles of a modern  
regulator. After assessing the current state and identifying gaps,  
a plan will be put in place to address them.

Formally defined future state 
culture and a corresponding 
multi-year plan developed to 
achieve the desired future state. 

DESCRIPTION OF PRIORITY FISCAL YEAR TARGETANNUAL PRIORITIES

Objective: Enhance TSSA’s culture to support delivery of the strategy.

Complete the  
implementation of the  
TSSA 20/20 Program.

TSSA has developed and is executing a plan to complete its 20/20 
Program. This includes the completion of all design, build, and 
testing activities in preparation for a go-live date in FY19 for core 
finance and operations elements. Portal and exam elements will 
also be a focus of activities ahead of a launch date in early FY20.

The successful launch of the 
TSSA 20/20 Program core  
finance and operations elements. 

Substantial completion of the 
portal for launch in FY20.

Stabilize and leverage  
foundational data to  
enhance data-driven decision 
making across TSSA.

The 20/20 Program will provide TSSA with a foundational data 
platform and data management & governance processes. 

Clearly defined process/system /  
oversight to ensure data  
integrity, and kept clean once 
20/20 goes live.

Conduct a fee review of 
program fees not already 
impacted by regulatory 
reviews

TSSA uses a cost recovery approach to set fees. The fees for  
programs not impacted by regulatory review have been frozen 
since 2013. TSSA will conduct a fee review for these programs 
based on the current structure of fees and focused on cost 
recovery. This will involve analysis of current fees, advisory council 
consultations, and collaboration with the Ministry.

Completed Fee Review for 
in-scope fees by FY20.

Solid Operational Foundation
DESCRIPTION OF PRIORITY FISCAL YEAR TARGETANNUAL PRIORITIES

Objective: Harness the business transformation outcomes resulting from TSSA’s 20/20 Program to realize its  
benefit, streamline business operations, and improve quality and stewardship in data.

Objective: Develop a revised and appropriate Business Model for TSSA’s cost recovery structure.

Implement Phase 1  
BPV Regulatory  
Renewal Decisions

TSSA will work to implement the outcomes of the BPV Regulatory 
Renewal decisions including the launch and issue of Certificate of 
Inspections (COI) effective July 1, 2018.

BPV amendments implemented 
(including the COI) by July 1, 2018.
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To deliver broadly on its mandate and specifically on its 

business plan, it is essential that TSSA have sufficient and 

appropriate human, financial, and information technology 

resources. With its commitment to modernizing the way 

TSSA operates, the organization will focus on the areas 

of human resources and information technology through 

significant investment, both monetary as well as staff and 

management time. These investments will support TSSA’s 

cultural transformation and the implementation of the 20/20 

Program. In developing its Business Plan, and assessing the 

needs to successfully deliver on these fundamental initiatives, 

TSSA has considered its resource requirements, the results 

of which are summarized in the following subsections.

HUMAN RESOURCES

TSSA’s people are its most valuable resource in advancing 

its vision to be a valued regulator for a safer Ontario. TSSA 

is a knowledge-based organization, and its knowledge 

base, technical skills, and safety culture underpin all its 

efforts. To maintain the high-quality staff required by TSSA, 

the organization is committed to improving engagement 

and development opportunities. The development, promotion 

and sharing of skills, expertise, and best practices used by 

staff are important enablers for the success of TSSA and 

positions it as an employer of choice for highly qualified 

team members. The organization will focus on maximizing 

knowledge management and sharing mechanisms to help 

staff more easily access the vast knowledge and expertise 

that reside across the organization. These are emphasised 

in the Strategic Plan, which highlights a commitment to 

supporting collaboration across all levels of the organiza-

tion, encouraging active engagement of staff to build on 

strengths and identify and solve issues that face TSSA, and 

recognizing and rewarding strong performers who contribute 

to a positive culture and organizational success.

Being a knowledge-based organization also implies an 

emphasis on human capital management. To facilitate this, 

TSSA is looking for new tools and systems to enhance the 

organization’s management of human resources through 

better data and processes, which would allow TSSA to 

be more flexible and responsive to changing business and 

stakeholder needs.

Transforming the organization’s culture to reflect the  

dedication to modern regulatory principles and  

commitment to safety is a priority focus for TSSA. For 

FY19, TSSA will not undertake our usual Employee  

Engagement Survey but instead conduct a focused Culture 

Survey to help us better understand TSSA’s corporate 

culture and to find ways to enhance that culture.  

Transforming our culture will continue to be a focus in  

FY19 as TSSA works to ensure it is well-positioned to 

respond to the evolving needs of government and  

customer stakeholders to make Ontario safer. 

TSSA’s leadership plays a key role in positive employee  

engagement as well as defining the future state culture. 

Over the next twelve months, TSSA will work to fill  

vacancies on the Executive Leadership Team. TSSA will 

work to fully onboard these new leaders, and continue  

to build out the leadership ability of individuals in other 

areas of the organization. High quality leadership is  

fundamental to TSSA’s ability to attract, retain and  

develop the people and critical skills required to deliver  

on the organization’s mandate.  

TSSA is confident that it has the human resources to  

enable execution of its regulatory mandate and this  

Business Plan.

INFORMATION TECHNOLOGY

The successful delivery of the TSSA 20/20 Program  

continues to be the primary focus of TSSA’s technology 

resources. This program is a modernization of TSSA’s  

business processes, IT systems and infrastructure, and 

data management. This will provide a solid foundation for 

TSSA to evolve as a modern regulator through innovation 

and technology, to the benefit of TSSA’s regulated  

customers, employees and stakeholders.

TSSA has added additional project management and 

subject matter expert resources to assist in the delivery of 

its 20/20 Program, as well as new senior level leadership to 

provide executive guidance. These resources will support 

ASSESSMENT  
OF CORPORATE  
RESOURCES

BUSINESS PLANNING
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the TSSA 20/20 Program along the path for successful  

delivery as well as to ensure ongoing sustainment of the 

new processes and technology.

FINANCIAL RESOURCES

TSSA’s fiscal year 2019 is informed by its 5-Year Strategic Plan 

that seeks to further evolve safety by addressing technological 

advances and ensuring greater collaboration with industry and 

government to become a modern regulator.

The fiscal 2019 budget represents management’s  

commitment to stakeholders to develop and implement a 

practical financial plan aligned with the vision and strategic 

priorities. The emphasis is on delivering efficient, customer- 

focused processes that support TSSA’s regulated mandate 

while funding investment to ensure a solid business  

foundation and modernize for the future. Continued cost 

control efforts in TSSA’s core business supports the  

extension of the fee freeze to May 1, 2019 for fees not  

undergoing regulatory changes. The most recent fee 

schedule was approved effective May 1, 2013. TSSA’s fees 

overall have increased less than the rate of inflation since  

its inception in 1997 and the organization will continue  

to strive to find ways to restrain fee increases in the future.

TSSA is projecting a deficiency of revenues over expenses 

(deficit) of $8.2 million due primarily to investment required 

for end-to-end business process redesign and new  

systems implementation (TSSA 20/20 Program), as 

discussed in the Technology section, and to deliver on its 

safety mandate. As TSSA produced a deficit of $5.6 million 

in fiscal 2018, fiscal 2019 represents a deficit increase of 

$2.6 million from the prior year. 

The fiscal 2019 regulatory deficit of $9.5 million or 14%  

of revenues is worse than the prior year’s deficit of  

$6.8 million. Non-regulatory net margin of $1.3 million  

represents an increase of $0.1 million over the prior year.  

In accordance with TSSA’s cost recovery approach, the 

projected net deficit provides justification for TSSA to 

conduct a fee review in fiscal 2019 for fees not undergoing 

regulatory changes with a target date for implementation  

in Fiscal Year 2020. 

Total budgeted revenue is $74.1 million. Revenue is  

volume-driven as fees are frozen and is projected to increase 

by 4% across most Programs. Best estimates of business 

activity volumes include projected device volume growth/

changes, volume and mix of inspection work expected 

(based on assessment of risk factors and projected  

compliance levels), and manufacturing activity resulting in  

engineering reviews and initial inspections. BPV regulatory 

revenue includes new Certificate of Inspection (COI) and 

Insurer Audit fees for insured devices consistent with  

government direction on regulatory review for safety  

compliance purposes. USA Program revenue includes an 

estimated reduction of $0.8 million associated with revenue 

risk due to a pending regulatory change. 

Total budgeted expenses of $82.3 million are anticipated  

to grow by 7% over the prior year and includes internal  

resource costs to support the volume of planned activities to 

deliver TSSA’s safety mandate and investments to achieve 

the strategic and business plan objectives. Key investments 

include advocacy spending to support CO awareness 

and TSSA 20/20 Program spend. TSSA has the financial 

resources in place to allow for these investments. Budgeted 

revenue partially recovers expenses including cost control 

and efficiency gains in fiscal years 2015-2017, putting 

TSSA in a good position to invest for the future. 

Core business expense growth, excluding the TSSA 20/20 

Program, is expected to be 9% consistent with supporting 

the core mandate and the business initiatives in the 5-year 

strategic plan. This increase will be managed in several  

ways: staffing changes continue to require stringent 

business case justification, inflationary increases are to be 

absorbed with cost saving initiatives, and offsets identified 

for one time or cyclical expenditures. TSSA will continue 

to invest in workforce training, development and safety, 

the stability and performance of core IT infrastructure, and 

programs such as the TSSA Safety Awards. Innovative 

approaches to delivering corporate support processes are 

being identified on an ongoing basis, such that the growth 

rate in support costs is planned to be below the growth rate 

in direct operating costs. Minimal work will be performed  

on the existing ERP system as focus is on replacing it as 

per the TSSA 20/20 Program. 

TSSA’s capital budget for fiscal 2019 is projected at $6.7 

million, driven by a combination of the TSSA 20/20  

Program and other IT projects. There will be continued 

capital spending to upgrade and maintain IT infrastructure 

to ensure effectiveness, security, performance and reliability 

as well as developing a web-based portal to support the 

operationalization of the BPV COI regulatory change.  

Capital spend on existing systems is limited with the focus 

on the TSSA 20/20 Program. 

The balance sheet is expected to remain solid and liquidity 

will continue to be strong based on available working capital 

and ongoing cash management. TSSA’s liquidity ratios are 

strong, with cash available to support operations and  

capital investments. TSSA’s investment portfolio of high-grade, 

low-risk investments remains within policy and is also  

closely monitored by a third-party investment manager. 

TSSA continues to monitor its reserves. The unrestricted 

reserve balance at the end of fiscal 2018 is adequate to 

support fiscal 2019 investment in the TSSA 20/20 Program 

and all initiatives to deliver the strategic plan, including 

regulatory review work and advocacy initiatives. However, 

the restricted reserve balance at the end of fiscal 2018 is 

18% of total operating expenses and is projected to further 

decline due to the budgeted fiscal 2019 deficit and  

strategic investments previously mentioned. The reserve 

policy targets a restricted reserve level of 25% of budgeted 

operating expenses. When below 25%, management  

actions are needed to recover the restricted reserve  

level which will include a fee review in fiscal 2019 for  

implementation in fiscal 2020. It is expected that reserves 

will recover through fee review and support the business  

in achieving its long-term vision and goals and ensure  

adequate capital for unforeseen economic events. 

TSSA is confident that the established operating and capital 

budgets will enable the successful execution of TSSA’s 

regulatory mandate and overall business plan.  ■
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TECHNICAL STANDARDS AND SAFETY AUTHORITY 

(In thousands of dollars) Year ended April 30, 2018 with Fiscal 2019 Budget

STATEMENT OF INCOME  
AND EXPENSES

PERFORMANCE  
MANAGEMENT
TSSA sets annual goals and performance targets in the form 

of a balanced scorecard. The balanced scorecard enables 

TSSA to identify goals, monitor and manage performance, 

and report on performance outcomes with respect to the 

needs of its various stakeholders. TSSA reports on its  

performance against balanced scorecard targets, the results 

of which can be found in TSSA’s Annual Report. 

Appendix A contains the balanced scorecard that will be 

used for Fiscal Year 2019, and it is aligned with the themes 

contained in the Strategic Plan. There have been some 

design and metrics changed to the balanced scorecard for 

FY19, which are outlined here. For Employee Engagement, 

the measure relates to participation of TSSA employees in 

the culture survey that will be launched later in 2018. 

For the Service Excellence measure, TSSA is introducing the 

Perceived Value Index (PVI) score. For FY19, the measure 

relates to the Boilers and Pressure Vessels (BPV) customers 

in anticipation of the regulatory change to this sector. In  

future years, the PVI will be used to measure overall customer 

experience. The PVI is a composite index out of a score of 

10 from survey questions determined to have the greatest 

impact on perceived value.

In relation to Efficiency of Service Delivery, this year the 

former metric of Operating Leverage is replaced by Cost Per 

Core Safety Service Hour, which is the total operating costs 

less TSSA 20/20 Program and less strategic initiatives and 

one-time items divided by total core safety service hours. 

This is a metric that has been measured in used for internal 

analysis and targets over the last approximately five years.  

TSSA believes that is provides a better indication of the 

efficiency of service delivery than Operating Leverage, which 

primarily is a representation of the budgeted net margin.  

The scorecard already includes Net Margin and for that  

reason, this year a target for Total Revenue has been  

discontinued as it is already captured in this metric. 

TSSA sets targets for health impacts in its Strategic Plan and 

reports on achievements using the percentage reduction in 

the risk of injury or fatality. This measure, supported by TSSA’s 

Risk Informed Decision Making (RIDM) processes and the 

risk of injury or fatality (RIF) metric, will be accompanied 

by data for fatalities, permanent injuries and occurrences, 

published in TSSA’s Annual State of Public Safety Report, 

available on TSSA’s website at www.tssa.org. 

Although, this scorecard continues to measure Percentage of 

Low Risk Inspections with respect to Active Regulatory Com-

pliance, TSSA continues to report on specific industry sector 

compliance, including Passed on First Inspection results. This 

information as well as other information on safety outcomes 

can be found in our Annual State of Safety Performance 

Reports available on our website at www.tssa.org.   ■

  Fiscal 2018 Fiscal 2019
  Actual Budget Changes
  $’000 $’000 $ %

 REGULATORY BUSINESS: 
    Boilers and Pressure Vessels/
    Operating Engineers Revenue  15,772 17,038 1,316 8%

    Elevating and Amusement Devices Revenue  24,483  25,012  530 2%

    Fuels Revenue  21,700  22,317  617  3%

    Upholstered and Stuffed Articles Revenue  4,157  3,335  (822)  (20%)

 Total Revenue  66,062  67,702  1,640  2%

 Expenses  72,880  77,226  4,346  6%

 NET MARGIN  (6,818) (9,524)  (2,706)  40%

  (10%)  (14%)

 NON-REGULATORY BUSINESS:

 Revenue  5,131  6,391  1,260  25%

 Expenses  3,911  5,085  1,175  30%

 NET MARGIN  1,220  1,306  86  7%

  24%  20%

 TOTAL TSSA:

 Revenue  71,193  74,093  2,900  4%

 Expenses  76,791  82,311  5,520  7%

 NET MARGIN  (5,598)  (8,218)  (2,620)  47%

  (8%)  (11%)

 TECHNICAL STANDARDS AND SAFETY AUTHORITY 

 CAPITAL EXPENDITURE 
 (In thousands of dollars)
 Year ended April 30, 2018 with Fiscal 2019 Budget

  Fiscal 2018 Fiscal 2019
  Actual Budget Changes
  $’000 $’000 $ %

 Capital Expenditure  3,928 6,726  2,798  71%
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APPENDIX A: BALANCED SCORECARD FOR FISCAL YEAR 2019

Reduced Health 
Impacts

OBJECTIVE

Safety Awareness, Active Compliance

Solid Operational Foundation

MEASURE FISCAL YEAR 2018 
PERFORMANCE

FISCAL YEAR 2019 
TARGETS

Risk of Injury or 
Fatality1 

0.99 FE/Mpy 0.79 FE/Mpy

1 The predicted severity of risk of injury or fatality to someone interacting with TSSA-regulated devices or technologies in Ontario; expressed in  
 fatality-equivalents (FE) per million persons per year (Mpy)

2 The percentage of TSSA-regulated devices or facilities in the province of Ontario with a low potential risk of injury or fatality

3 Survey planned for FY19 of TSSA employees

4 Leading indicators include training, quality audits completed and average quality audit score

5 Perceived Value Index (PVI) score for BPV customers in the upcoming customer value survey. PVI is a composite index score out of 10

6 Total operating costs less TSSA 20/20 Program and less strategic initiatives and one-time items divided by total core safety service hours

7 Net Margin excluding TSSA 20/20 Program and one-time items

Engaged People and Effective Teams

Culture Survey Participation in  
Culture Survey3

N/A 80%

Service Excellence

Manage a good  
level of service for 
BPV customers after 
a major regulatory 
change

Perceived Value  
Index score5

Not Comparable 5.7 PVI

Employee Health  
and Safety

Green on leading indicatorsOccupational health 
and safety dashboard 
leading indicators4

Green on leading indicators

Efficiency of  
safety service 
delivery

Cost per core safety 
service hour6

$307 $332

Active Regulatory 
Compliance

Percentage of low risk 
inventory2

89.4% 90.0%  

Net Margin7 $2.97 MillionAnnual $ $0.00 Million
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