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Registrant Service Standards 

December 12, 2025 

Purpose  

This document outlines RPRA’s Registrant Service Standards. These standards were 

developed to evaluate and measure RPRA’s performance to ensure registrant satisfaction, 

enhance operational efficiency, optimize costs where possible, and identify areas for 

continuous improvement.    

 

Application 

The standards are applicable to all registrants across producer responsibility programs and 

digital reporting services.   

 

The standards are the same for all registrants:  

• There is no difference between producer responsibility and digital reporting services 

registrants 

• There is no difference between large and small registrants 

• There is no difference between fee paying registrants (i.e., producers and digital 

reporting services users) and non-fee-paying registrants (i.e., service providers) 

• There is no skipping the queue 

 

Public reporting timeline 

Starting in 2026, RPRA will report on its performance in meeting the established targets in 

its annual report. 

 

Review timeline 

RPRA will review and consult on the registrant service standards every three years. 

 

Registrant service standards 

Service pledges 

All compliance and registry team officers will, where applicable: 

• Make reasonable efforts to respond by the channel the contact was initiated from 

• Introduce themselves and RPRA 

• Identify the statutory authority for the outreach 

• Provide general information regarding the purpose of the contact 

• Make reasonable efforts to avoid directing users to our website for more information, 

if the answer is not known 

o Rather, the officer will put the registrant on hold for a maximum of five 

minutes, to see if an answer can be obtained 

• Provide contact details should further information or feedback be required 
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Metrics and targets 

Metric   Description  Target  

Quality Assurance (QA) 

Score 

Evaluates how well officers 

handle interactions with 

registrants   

80% as measured through 

service pledges 

First Contact Resolution 

(FCR) 

Measures the ability to 

handle and resolve 

registrants’ calls, emails, 

and other support requests 

across different channels in 

the first interaction 

80% of cases resolved 

within first interaction  

Average Speed of Answer 

(ASA) 

Measures the time it takes to 

send a formal confirmation 

that an inquiry has been 

received 

180 seconds (3 minutes)  

Inquiry Acknowledgement Measures the time it takes to 

send a formal confirmation 

that an inquiry has been 

received 

80% within one business 

day 

Case Turnaround Time 

(TAT) 

Reflects the efficiency of the 

compliance and registry 

team in addressing 

individual registrant issues 

or requests  

• General Inquiry is a 

basic request for 

information that can 

be handled directly 

• Referral Inquiries are 

cases that require 

additional review or 

input, such as 

clarification from the 

registrant, internal 

assessment, or 

coordination with 

external entities like 

the Ministry. 

General inquiry: 80% within 

three business days  

  

Referral Inquiry: 80% within 

30 business days 

 


