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SEAG’s Mandate
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 To provide advice to the Minister of Veterans Affairs on ensuring that 
Canadian Armed Forces (CAF) and Royal Canadian Mounted Police 
(RCMP) Veterans and their families receive the care, compassion, 
respect, support, and financial support/security they deserve 
throughout their lifetime. 

 SEAG will provide the Minister with recommendations to: 

o address gaps in supports and services, processes, directives and 
administrative tools that create barriers to the successful transition and 
re-establishment of CAF Veterans, RCMP members and their families to 
a purposeful civilian life on an ongoing basis  

o address gaps in supports and services for our traditional Veterans, the 
aging cohort of modern day Veterans (including Afghanistan Veterans), 
RCMP members and their families to ensure they receive the services 
and supports they need 



SEAG’s Scope
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VAC’s service delivery of programs, services and benefits related to:

 closing the seam to achieve an integrated transition process to support the 
successful reestablishment in civilian life for all releasing members and their 
families 

 quality of service, usability, and effectiveness of the My VAC Account online 
service experience for CAF, Veterans, RCMP members & families  

 gaps in the quality of service at area offices, Service Canada outlets and other 
service providers

 VAC’s communications with clients 

 education and vocational rehabilitation programs 

 mental health needs for Veterans (well-being, successful transition and 
Veterans in crisis) (in consultation with the Mental Health Advisory Group)

 support to families and survivors (in consultation with the Families Advisory 
Group)



SEAG Membership
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Chairs:

 Captain (Ret’d) David Mack (Member Co-chair)

 Michel Doiron, Assistant Deputy Minister, Service Delivery (VAC Co-chair)

Members:

 Joseph Burke, Canadian Aboriginal Veterans and Serving Members Association

 Sylvain Chartrand, Canadian Veterans Advocacy

 Deanna Fimrite, Army, Navy & Air Force Veterans in Canada

 Marie-Claude Gagnon, “It’s Just 700”

 Mark Gaillard, RCMP Veterans’ Association

 Charls Gendron, Royal Canadian Legion

 Bev Hawton, Assistant Deputy Minister, Business Improvement Division, 

ServiceOntario

 Bruce Henwood, National Council of Veteran Associations in Canada

 Captain (Ret’d) Dennis LeBlanc

 Corporal (Ret’d) Bruce Moncur

 Lieutenant-Colonel Jamie Morse, CAF Liaison Officer to VAC

 Colonel Rob Walker, Chief of Staff, Service Delivery Branch



Our first task was defining Service Excellence
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 Not a simple task

 Service excellence is not the same as excellent service

 Service excellence means different things, at different times, to 
different people

 Service excellence is end-user thinking*

 We need to align service excellence and our role to:

 the Minister’s mandate to reduce complexity, overhaul service delivery and 
strengthen partnerships between Veterans Affairs and National Defence; and,

 The work of the Service Delivery Review at VAC.

*Source: Mr. M. Sivaramakrishna and Dr Shirna S. Mantha, Handbook on Service Excellence



SEAG’s recommended Definition
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Service Excellence ensures that the continuing needs of 

Veterans and their families, who have served Canada, are met. 

Service Excellence must underpin the design of all VAC 

policies/programs and service experience.

Service Excellence means: 

o Veteran and family centric

o Release ready (transition)

o Health and Wellness

o Communications

DID WE GET IT RIGHT? 



SEAG’s – Themes
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 Service Excellence should be considered over the full life course of the 

Veteran: from prior to and following release, through mid-life, post-65 

and to end of life.

 Consider the spouse and family.

 How does “Veteran-centric” link to service excellence?

 Holistic approach, including family and community with more face-to-

face interaction and communication. 

 Increase knowledge and understanding of VAC programs for Veterans and 

their families, as well Veterans Affairs Canada staff.

 COMMUNICATIONS!

Estimated Veterans 
in Canada 670,100

18% are VAC clients



Our Forward Agenda

8

 Continued interaction with VAC’s Service Delivery Review Team

 Our mandates inter-link but should not duplicate

 Focus on inter-linked themes closely related to a service excellence 

culture

 Detailed report to next Stakeholder Summit



Discussion Question

Which of the following would be the most helpful in 

"closing the seam" between CAF and VAC?

A) Improving the sharing of knowledge and best 

practices 

B) Eliminating the distinction between "service-

related" and "non-service-related" injuries, except 

for the Disability Award

C) Streamlining transition and post-release programs

D) Establishing concierge service from decision of 

release to successful integration into civilian life
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