
Business & Architecture Alignment

Infrastructure

Data Assets Data Delivery Data Asset Management Data Technology

Foundation
(e.g. Processors, operating systems 

,virtualization and other technologies to 
ensure a High Availability env.)

Productivity
(e.g. Interface: printers, office suites, email, 

Cobol, java)

Storage
(Disk and Tape)

Network Services
(e.g. physical and logical 

communications)

Infrastructure Management
(e.g. System Management, ITIL disciplines: 
e.g. Incident, Change, Availability, Capacity, 

etc.)

Security
(e.g.  Perimeter, Identity, every aspect to 

ensure a secure infrastructure)

Technology

Data

User Interaction
e.g. Knowledge Worker Workbenches, Government Online Community Portals

Process
e.g. Case Work Management

Administrative Business Functions

e.g. Supply Chain, Human Resources, Time 
Reporting, Budgeting

e.g. 
Incident Mgt.,

Release 
Coordination
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Business Innovation & 
Optimization

e.g. Business Intelligence/Decision 
Support

Information
e.g. Taxpayer View, 
Enterprise Content Management

Service Integration
Core Business Functions

e.g. Appeals
Accounting, Collections
Compliance Client Management
Disbursement, Client Communication
Enquiries Payment Processing

e.g.
Web 

Services, 
Messaging, 

File 
Exchange

Program Facing-IT Services



Operational Context

Over 100 million correspondence annually 

Many distinct tax/benefit program lines with their own 
correspondence systems

Different technologies

Sustainability



End State

For CRA to use a single suite of services for all 
correspondence with the public

sustainable, 
maintainable,
cost effective,
shareable across program lines,
improved quality ,
better IM/IT and 
enhanced business agility



From ownership to governance

Holistic view of correspondence

Alignment of business & IT to attain desired end state of 
correspondence

Engage business in long term vision

Integration of the Governance model



Correspondence Services 

Field Users

Taxpayers and Benefit Recipients

HQ Program Officers

Personalized 
Correspondence

Correspondence 
History

Web
Correspondence

Correspondence 
Content Design

Automated 
Correspondence

Local PrinterCentral Printer



Correspondence Content Design

A service that enables the functional 
representatives to design and control the content 
of CRA’s message to the public

Quality
Consistency
Reuse 
Feedback (usage)



Automated Correspondence

Provide a single, responsive automated batch system for 
the production of bulk correspondence items

Ongoing automated mailings 
Ad-hoc/Special request mailings
No pre-printed forms required
Highly automated environment
Archived when printed



Personalized Correspondence

A service that allows the user community to personalize 
correspondence. 

Enterprise class word processor
Reuse predetermined content/message
Green 
Archived when printed



Correspondence History

A service that provides a consolidated history of 
correspondence for a given account

Store an exact image of printed output
No reconstruction for reprint
Cannot be manipulated

Dynamic indexing
Pre-determined retention and 

disposition



Web Correspondence

This service allows taxpayers to self serve for their 
correspondence needs. 

Electronic delivery of correspondence 
Email notification for new correspondence
Web delivery =  “Green”



Agile and responsive

Service oriented architecture

Sustainability

Flexible design = new correspondence related 
opportunities

Training (user community) for single system

Reduce Costs
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