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It is with these objectives in mind that, this year, 
the OSB will continue to fulfill its mandate, work 
toward modernizing Canada’s insolvency system 
and contribute to the efficiency of the Canadian 
marketplace while responding to the challenges 
presented by the COVID-19 pandemic and ensuring 
a well-functioning insolvency system in this novel 
context. A well-functioning insolvency system that 
helps promote investment and creditor confidence in 
the Canadian marketplace is a pillar of the economy.

AREAS OF FOCUS IN 2020–21

A Modern and Efficient Regulatory 
Framework
A modern regulatory framework is the foundation 
upon which the Canadian insolvency system operates. 
To ensure that the regulatory framework effectively 
supports the Canadian insolvency system, the 
OSB will consult with stakeholders to undertake a 
comprehensive review of associated regulations and 
directives. This priority is also key to ensuring that 
the OSB’s compliance and enforcement tools are 
meaningful and effective.

Helping Canadians Make Informed 
Decisions
The debt advisory landscape is broad and can be 
difficult to navigate, and thus many Canadians face 
challenges when looking for an appropriate debt 
solution. For this reason, the OSB will enhance its 
online tools and messaging, and work with partners 
to help Canadians have access to the information 
they need to find the right debt solution and to avoid 
paying for unnecessary services.

While the OSB will make every effort to advance its 
business priorities as set out in this plan, it may also 
be necessary to divert resources to address challenges 
to the insolvency system resulting from the COVID-19 
pandemic.

As always, the support of OSB’s committed and 
professional employees is key in the delivery of its 
priorities, and I look forward to working together with 
them and with stakeholders to achieve significant 
results for Canadians.

Elisabeth Lang
Superintendent of Bankruptcy

Message from the 
Superintendent

I am pleased to share the 2020–21 Office of the Superintendent 
of Bankruptcy (OSB) Business Plan that builds on last year’s 
priorities and strategic objectives of engagement, compliance, and 
organizational excellence.
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The Office of the 
Superintendent of Bankruptcy
Who we are

1 Full-time equivalent employees

The OSB contributes to an efficient marketplace by maintaining the integrity of the Canadian insolvency system, 
thereby strengthening confidence in the Canadian economy.

The OSB is a vote-net organization within Innovation, Science and Economic Development Canada (ISED) that 
recovers its costs from the insolvency system and is led by the Superintendent of Bankruptcy, a Governor in 
Council appointee, with independent statutory and quasi-judicial authorities.

To deliver its mandate, the OSB’s operations are carried out in 13 offices located in 3 regions (West, Ontario, and 
East) and at its headquarters in the National Capital Region.

370  
Planned FTEs1 for 2020-21

Budget Authority: 

$44 million
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The OSB is responsible for the administration of the 
Bankruptcy and Insolvency Act (BIA), as well as certain 
aspects of the Companies’ Creditors Arrangement 
Act (CCAA). It licenses and regulates the insolvency 
profession, ensures an efficient and effective regulatory 
framework, supervises stakeholder compliance with 
the insolvency process, and maintains public records 
and statistics.

The OSB is part of the Small Business and Marketplace 
Services Sector of ISED. It works collaboratively with 
colleagues across the department, including through 
the Regulators’ Table, to achieve results for Canadians.

The OSB values and recognizes the contributions of its 
employees across the organization who work together 
to help maintain the integrity of Canada’s insolvency 
system and deliver results for Canadians. This includes 
employees in the regions carrying out regulatory 
duties, compliance monitoring and enforcement, 
as well as those responding to public enquiries 
and statutory complaints. Employees at National 
Headquarters advance the mandate by developing 
policy, guidance and training for program operations, 
carrying out research and analysis, providing support 
for business applications and delivering trustee 
licensing services. Employees who deliver internal 
services across the organization are key to enabling 
program delivery. The following provides an overview 
of how the OSB delivers its mandate.

PROGRAM POLICY AND REGULATORY 
AFFAIRS

Canada’s insolvency system is defined by a regulatory 
framework that includes the BIA and the CCAA, 
regulations, directives and policies, as well as related 
provincial legislation. The OSB reviews, analyzes and 
proposes amendments to regulatory instruments 
to ensure they remain relevant and effective and 
balance the interests of stakeholders in a way that 
helps protect the integrity of the insolvency system. 
The regulatory framework provides the foundation on 
which professional standards for the administration of 
estates are built. It guides the collection of information 
to support insolvency registration and administration, 
and it establishes a basis for compliance-monitoring 
activities.

LICENSING

Qualified private-sector practitioners are licensed 
by the Superintendent of Bankruptcy to manage 
the administration of insolvent estates pursuant to 
the BIA and the CCAA, and are required to use the 
professional designation of Licensed Insolvency Trustee 
(LIT). Before granting a licence, the Superintendent 
requires that LIT candidates successfully complete a 
curriculum designed to ensure they have the necessary 
qualifications, including knowledge, skills and 
experience, as set out in Directive No. 13R6, Trustee 
Licensing. The OSB also provides ongoing support 
to LITs in ensuring that they continue to meet the 
requirements of the regulatory framework.

Who we are

What we do
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LICENSED INSOLVENCY TRUSTEE 
COMPLIANCE

The OSB administers and enforces the laws and 
requirements governing insolvencies in Canada. In 
its oversight capacity, it seeks to determine whether 
LITs are fulfilling their obligations as set out in the 
legislative and regulatory framework, which include 
effectively managing estates and estate trust funds. To 
detect, assess, and investigate LIT non-compliance, the 
OSB conducts ongoing monitoring activities, reviews 
stakeholders’ complaints against LITs, and reviews 
insolvency estate banking and management practices. 
Depending on the nature of the non-compliance, it 
regulates LITs with potential professional conduct, 
civil, and criminal sanctions.

DEBTOR COMPLIANCE

In its oversight capacity regarding debtors, the 
OSB seeks to determine whether they are fulfilling 
their obligations as set out in the legislative and 
regulatory framework, which include the complete 
disclosure of financial information, co-operation in the 
insolvency process, and active participation in their 
financial rehabilitation or restructuring. To detect, 
assess, and investigate debtor non-compliance, 
the OSB conducts ongoing monitoring, reviews 
complaints against debtors, receives information 
through the OSB’s Debtor Compliance Referral 
Program (DCRP) and conducts debtor examinations. 
Debtor non-compliance may result in civil and/or 
criminal sanctions.

CREDITOR COMPLIANCE

The OSB seeks to determine whether creditors are 
fulfilling their obligations as set out in the legislative 
and regulatory framework, which include respecting 
the stay of proceedings and the discharge of debts 
in the insolvency process. To detect, assess, and 
investigate creditor non compliance, the OSB reviews 
complaints and intervenes in legal proceedings, as 
appropriate. Creditor non-compliance may result in 
civil and/or criminal sanctions.

CONSUMER PROTECTION AND 
INSOLVENCY INFORMATION

The OSB receives and registers all insolvency filings 
in Canada. It maintains and provides access to a 
public record of BIA and CCAA filings, and publishes 
insolvency data and statistics. It disseminates 
information on insolvency so that debtors, 
creditors, and LITs clearly understand their rights 
and responsibilities and are therefore better able to 
voluntarily comply with their statutory obligations. The 
OSB also protects consumers by providing them with 
key information so they can make informed decisions 
about debt solutions.

STATUTORY COMPLAINTS

The OSB receives and provides responses to 
complaints from stakeholders on matters relating 
to the BIA and the CCAA. Where warranted, 
complaints may be further investigated by the OSB to 
determine if there has been non-compliance with the 
regulatory framework.

INTERNAL SERVICES

The OSB’s internal services provide support to the 
management and the delivery of sound and effective 
corporate planning, performance measurement, 
human resources, professional development, 
internal communications, as well as financial and 
administrative services. By using best practices in 
information management, information technology, 
and business data analytics, the OSB manages 
a notable amount of information resources of 
business value that are integral to the insolvency 
business processes.
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In 2020–21, the OSB will continue to advance the 
following activities that support the organization’s 
strategic objectives.

PROVIDING INSOLVENCY 
INFORMATION TO CANADIANS

The OSB is committed to providing Canadians with 
relevant, accurate, and timely insolvency information 
across a variety of channels, including its website, 
social media platforms, and its National Service 
Centre (NSC). The OSB’s comprehensive approach 
to the delivery of insolvency information maximizes 
consistency and optimizes client experience.

In 2020–21, the OSB will:
• Finalize and implement a training plan for 

NSC employees;
• Conduct a survey that measures client satisfaction 

regarding dealings with the NSC;
• Establish ongoing feedback mechanisms and 

an approach to consider that feedback as a 
basis for continuous improvement of the OSB’s 
information services; and

• Migrate the Insolvency Records Search call 
service to the NSC in order to streamline the 
client experience.

SERVICE FEES ACT

The replacement of the User Fees Act by the Service 
Fees Act resulted in annual adjustments, based on the 
Consumer Price Index, to the following OSB fees:

• Filing fees
• Licence renewal fees
• Licence application fees
• Levy for Summary Administrations

In 2020–21, the OSB will continue to provide 
information to LITs and external LIT software providers 
to support fee adjustments each year on March 31.

INTERNAL SERVICES ENHANCEMENTS

The OSB’s Internal Services provide ongoing support, 
leadership, and strategic direction to organizational 
activities. In 2020–21, the OSB will use business 
data analytics to support compliance activities and 
transform some of its business applications to enable 
compliance modernization efforts.

The OSB will develop strategies to enhance 
recruitment and retention of a qualified workforce 
that is engaged, agile and high performing. It will also 
continue to foster workplace wellbeing.

Ongoing activities
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Engagement Compliance Organizational 
Excellence

Increasing engagement 
with stakeholders, including 
meaningful consultations, will 
help the OSB pull the right 
players together in order to 
achieve significant results for the 
benefit of Canadians.

The OSB has an important 
compliance mandate that it 
must fulfill effectively. To ensure 
compliance from all those it 
regulates, the OSB will use 
its full range of compliance 
and enforcement tools in a 
meaningful and effective manner.

Organizational excellence 
involves establishing an 
evidence-based approach to 
decision-making, as well as 
recruiting, training and retaining 
a qualified workforce that is 
healthy, respectful, and high 
performing.

1.  Comprehensive Regulatory Review   

2.  Strengthening the OSB Compliance Framework 
(Continued from 2019–20)  

3.  Registrars Conference  

4.  Helping Canadians: Finding the Right Debt Solution 
(Continued from 2019–20)   

5.  Helping Canadians: Engaging Stakeholders on the Debt 
Advisory Marketplace (Continued from 2019–20)  

6.  Operational Training (Continued from 2019–20)  

Our Priorities for 2020–21



 Business Plan 2020–21 | 7

WHY IT MATTERS

Effective regulations promote social and economic 
wellbeing, protect health and safety, and foster 
innovation and a competitive business environment. 
In recent years, the Government of Canada has 
undertaken a number of initiatives to modernize the 
regulatory system and improve its performance for 
both Canadians and businesses. The OSB is seeking to 
modernize the regulatory framework that governs the 
Canadian insolvency system.

THE PLAN FOR 2020–21

The OSB will continue this work by:
• Undertaking a public consultation to invite 

submissions from all stakeholders for proposed 
improvements to all aspects of Canada’s 
insolvency system;

• Examining the insolvency regulatory framework 
comprised of BIA Rules, CCCA Regulations 
and the Superintendent’s Directives to identify 
opportunities to modernize and reduce 
administrative burden; and

• Making recommendations for any required 
legislative changes and preparing a package of 
regulatory reforms for approval.

MEASURING SUCCESS

In 2020–21, the OSB expects to achieve the following 
results:

• Publish an online consultation paper to 
invite stakeholder submissions regarding a 
comprehensive regulatory review;

• Collaborate with ISED’s Strategy and Innovation 
Policy Sector to recommend any consequential 
legislative changes identified through the 
consultation; and

• Prepare a package of recommended regulatory 
reforms for approval.

1.  Comprehensive Regulatory 
Review

Building on recommendations from the 2019–20 priorities 
of Reducing Administrative Burden, Strengthening the OSB’s 
Compliance Framework, and Exploring Compliance Modernization, 
the OSB will undertake consultation, research, and analysis required 
to recommend initiatives for the regulatory modernization of the 
Canadian insolvency system.
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WHY IT MATTERS

A nationally consistent and risk-based approach to 
program delivery is key to the success of the OSB’s 
Compliance Framework (CF).

Enabling the delivery of a national DC program that is 
comprehensive and risk based will ensure that the OSB 
achieves its objective of assessing debtor compliance 
and responding to identified non-compliance in a 
manner that protects the integrity of the insolvency 
system. The OSB will also work to improve its use 
of data to support meaningful decision-making and 
inform the organization on the effectiveness and 
efficiency of compliance activities.

Since this is a core element of the CF, the OSB also 
needs to assess its LIT Compliance Program regularly 
to ensure program effectiveness and identify potential 
areas for improvement.

THE PLAN FOR 2020–21

Building on last year’s progress to deploy a 
modernized DC program, the OSB will:

• Pilot an enhanced risk model for the 
DC Program;

• Enhance information systems and explore 
artificial intelligence (AI) tools to support 
program delivery, particularly in regards 
to detecting issues and trends within the 
insolvency system;

• Develop and deliver associated operational 
training;

• Establish measurable program outcomes to 
gauge effectiveness and efficiency, as well as to 
establish performance indicators and targets; and

• Leverage a planned CF review to inform future 
enhancements.

The OSB will continue to monitor and improve the 
effectiveness of its LIT Compliance Program by:

• Leveraging 2019–20 assessments and a planned 
CF review to inform future enhancements; and

• Piloting tailored LIT compliance activities.

MEASURING SUCCESS

In 2020–21, the OSB expects to achieve the following 
results:

• Implement a modernized, risk-based DC program 
that includes AI capability after piloting an 
enhanced DC risk model;

• Pilot a tailored approach to LIT compliance 
activities; and

• Incorporate the findings of the CF review to 
strengthen its compliance programs.

2.  Strengthening the OSB’s Compliance 
Framework

To effectively fulfill its core mandate of protecting the integrity of the 
insolvency system, the OSB will make significant progress toward the 
implementation of a modernized Debtor Compliance (DC) program 
that is risk‑based and nationally consistent. It will also continue to 
enhance its LIT Compliance Program to efficiently detect, assess, 
and address risks of non‑compliance in the insolvency system.
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WHY IT MATTERS

Registrars in Bankruptcy are officers of provincial 
courts with the powers and jurisdiction as specified 
under section 192 of the BIA. Many important estate 
administration decisions in Canada’s insolvency system 
are implemented through Registrars. It is beneficial 
to the insolvency system to have Registrars exchange 
ideas on insolvency topics of common interest and 
to share best practices. A conference for Registrars 
will provide an opportunity for participants to discuss 
improvements to insolvency processes and their 
application of insolvency laws in courts across the 
country, for the benefit of all stakeholders.

THE PLAN FOR 2020–21

The OSB will convene a conference for Registrars to 
facilitate dialogue on a variety of topics in the context 
of insolvency proceedings. It will consult on and 
explore the most workable format for such a forum 
(e.g. teleconference, videoconference, or in person) 
and will determine the best method for disseminating 
the results of the exchange to interested stakeholders.

MEASURING SUCCESS

In 2020–21, the OSB expects to achieve the following 
results:

• Design, plan, and host a conference for 
Registrars; and

• Summarize and broadly share the results of the 
discussion with interested stakeholders.

3. Registrars Conference

The OSB will convene a conference for Registrars, providing 
participants with an opportunity to discuss insolvency topics of 
national interest and share best practices.
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WHY IT MATTERS

Many Canadian consumers are facing increasing levels 
of debt and a number of solutions are available to help 
them deal with serious debt problems. Cohesive and 
helpful information is widely dispersed across a variety 
of sources, including government websites, and may 
not always be easy to find.

There is an opportunity to increase awareness amongst 
Canadians on a range of debt solutions and help 
them evaluate their level of financial risk by providing 
reliable information through the OSB’s portal.

THE PLAN FOR 2020–21

The OSB will further enhance its debt solutions 
portal by:

• Conducting research to better understand the 
pathways indebted Canadians take to arrive 
at debt solutions and the kind of information 
they need;

• Promoting key learning modules of the OSB’s 
Insolvency Counselling Program in an effort to 
make pertinent content available to a broader 
audience;

• Creating a comparative table to help Canadians 
easily understand the differences between various 
debt solutions; and

• Exploring the development of an interactive debt 
solutions calculator and decision tree.

MEASURING SUCCESS

In 2020–21, the OSB expects to achieve the following 
results:

• Conduct research relating to Canadians who are 
experiencing financial difficulties;

• Implement enhancements to the debt solutions 
portal, including the publication of a comparative 
table of debt solutions; and

• Assess the feasibility of an interactive debt 
solutions calculator and decision tree.

4.  Helping Canadians: Finding 
the Right Debt Solution

The OSB will enhance its debt solutions portal launched in 2019 by 
developing new interactive tools to help Canadians find the right 
debt solution for their needs. To support this work, the OSB will also 
conduct research to better understand how indebted Canadians 
select debt solutions.

http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br04081.html
http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
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WHY IT MATTERS

The Canadian insolvency system offers honest but 
unfortunate consumer debtors a fresh start while 
also securing returns for creditors. The debt advisory 
marketplace provides Canadians with many options 
that may result in debtors paying for services they do 
not need and/or delaying their opportunity to seek an 
appropriate solution for their financial challenges.

A strategy to foster relationships with key stakeholders 
will support the OSB’s objective to provide indebted 
Canadians with the right information to make efficient 
and appropriate decisions regarding debt relief 
solutions. Informed decision-making to deal with debt 
can reduce the negative financial effects consumers 
may experience and maximize returns to creditors.

THE PLAN FOR 2020–21

The OSB will seek to:
• Establish collaborative relationships with federal 

and provincial partners to provide indebted 
Canadians with key information to choose the 
most appropriate solutions based on their needs;

• Collaborate with provincial consumer protection 
agencies to identify and address misleading 
advertising and practices in the debt advisory 
marketplace; and

• Engage with provincial regulators and federal 
partners toward:
• standardizing the definitions and usage of 

debt advisory marketplace terminology; and
• encouraging enhanced regulation to better 

protect debtors.

MEASURING SUCCESS

In 2020–21, the OSB expects to achieve the following 
result:

• Engage with federal and provincial regulators and 
other partners on the debt advisory marketplace; 
and

• Increase stakeholders’ awareness about 
information that can help debtors avoid paying 
for services they do not need.

5.  Helping Canadians: Engaging 
Stakeholders on the Debt Advisory 
Marketplace

The OSB will develop and implement a strategy to engage with federal 
and provincial regulatory organizations and other stakeholders 
on a co‑operative approach to provide indebted Canadians with 
information to make appropriate debt‑related decisions and explore 
potential shared compliance initiatives.
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WHY IT MATTERS

The revitalization of the OSB’s Operational Training 
Program will ensure that its employees have the 
expertise needed to fulfill its mandate in a consistent 
and effective manner. Clear identification of training 
requirements will ensure the design and delivery 
of training is timely, engaging, and cost-effective, 
which will contribute to employee engagement and 
job satisfaction, and position the OSB as a workplace 
of choice.

THE PLAN FOR 2020–21

The OSB will continue implementation of its renewed 
multi-modal learning and development model, to be 
carried out in phases over the coming years.

This upcoming year, the OSB will seek to:
• Enhance existing training modules and develop 

new ones;
• Implement new approaches to its training 

delivery methods; and
• Implement tools to assist managers and 

employees in the identification of individual 
training needs.

MEASURING SUCCESS

In 2020-21, the OSB expects to achieve the following 
results:

• Update existing training modules and deliver 
new ones;

• Implement a national training calendar; and
• Implement a learning catalogue and customized 

learning plans for operational employees 
according to individual training needs. 

6. Operational Training

The OSB will continue to invest in the revitalization of its Operational 
Training Program using a blended delivery model to ensure its 
employees have the necessary skills and information to effectively 
support its mandate.
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Business Priorities Measurable Objectives

1.  Comprehensive Regulatory 
Review (New)

• Publish an online consultation paper to invite stakeholder 
submissions regarding a comprehensive regulatory review;

• Collaborate with ISED’s Strategy and Innovation Policy Sector 
to recommend any consequential legislative changes identified 
through the consultation; and

• Prepare a package of recommended regulatory reforms for approval.

2.  Strengthening the OSB 
Compliance Framework 
(Continued from 2019-20)

• Implement a modernized, risk-based DC program that includes AI 
capability after piloting an enhanced DC risk model; 

• Pilot a tailored approach to LIT compliance activities; and
• Incorporate the findings of the CF review to strengthen its 

compliance programs.

3.  Registrars Conference (New) • Design, plan, and host a conference for Registrars; and
• Summarize and broadly share the results of the discussion with 

interested stakeholders.

4.  Helping Canadians: Finding 
the Right Debt Solution 
(Continued from 2019–20)

• Conduct research relating to Canadians who are experiencing 
financial difficulties;

• Implement enhancements to the debt solutions portal, including the 
publication of a comparative table of debt solutions; and

• Assess the feasibility of an interactive debt solutions calculator and 
decision tree.

5.  Helping Canadians: 
Engaging Stakeholders 
on the Debt Advisory 
Marketplace  
(Continued from 2019–20)

• Engage with federal and provincial regulators and other partners on 
the debt advisory marketplace; and

• Increase stakeholders’ awareness about information that can help 
debtors avoid paying for services they do not need.

6.  Operational Training 
(Continued from 2019–20)

• Update existing training modules and deliver new ones;
• Implement a national training calendar; and
• Implement a learning catalogue and customized learning plans for 

operational employees according to individual training needs.

Appendix 1 —  
2020–21 Summary of Key 
Priorities and Planned Results

http://www.ic.gc.ca/eic/site/bsf-osb.nsf/eng/br02049.html
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