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Chairperson’s Message  
 

On behalf of the Municipal Assessment Agency (The Agency), I am pleased to present 

our annual report and financial statements for the April 1, 2020 to March 31, 2021 fiscal 

year.    

The Assessment Act, 2006 establishes the Municipal Assessment Agency as the 

entity providing real property assessment services to municipalities in Newfoundland 

and Labrador (excluding the City of St. John’s). The agency is a not for profit entity, with 

any returns used only to further the activities of the agency. As the entity responsible for 

providing a fair and effective property assessment service to 230 municipalities, we are 

pleased to support local government in providing valuable service to the people of our 

province. 

This year marked the beginning of a new planning cycle. A new business plan was 

prepared for 2020-2023,  

Transparency with ratepayers was identified as the key priority issue of the agency for 

the April 1, 2020 to March 31, 2023 planning period. This is an area where the agency 

can improve its communications of the assessment process and support the property 

taxation system used by our client municipalities.  

We conducted a survey and analyzed customer response data in 2020 to measure the 

agency’s success within the community. Critical questions were brought to the forefront 

by municipalities, residents, and employees that we have begun to address.  

The agency is scheduled as a Category Two entity under the Transparency and 

Accountability Act, and the Board of Directors are accountable for the results reported 

in this document. The Board’s continuing commitment to openness, transparency, and 

the key components of an effective property tax system, is demonstrated by this report.      

We look forward to the future ahead.  

 

 

Dean Ball  
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Municipal Assessment Agency Overview  
 

The agency offers ethical and equitable property assessment services within 

Newfoundland and Labrador. As a Crown-owned Corporation we are responsible for 

both residential and commercial property assessments. We provide residents and 

municipalities with their real property values annually. We collect market information 

and other property data to create a detailed inventory of property details that are used to 

calculate market value. Our professional assessors conduct site visits, take or collect 

photographs, use aerial imagery and other tools to update property details. Working 

closely with municipalities we ensure residents are informed about their property 

assessment as these values are utilized for municipal tax purposes.  

 

Mandate  

The Assessment Act, 2006 establishes the agency as the entity which provides 

municipalities their real property assessment service.   

The services of the agency are used by municipalities in Newfoundland and Labrador 

which impose a real property tax or a business tax based on property values. The 

agency does not serve the City of St. John’s, which provides its own assessment 

services. The Assessment Act, 2006 may be accessed through the House of 

Assembly website. 

 

Vision 

The vision of the Municipal Assessment Agency is an organization applying the highest 

standards of fairness and equity in all operations and processes, thereby meeting the 

valuation needs and professional expectations of our clients. 

 

Revenue and Expenditures  

The agency is a not for profit entity, with returns used only to further the activities of the 

agency on behalf of its clients.  

The net deficit for the past year was $ 50,891, a decrease from last year’s revenue over 

expenses of $120,869 (as restated). The COVID-19 pandemic was a major reason for 

this shift. We purchased personal protective equipment to protect staff, as well as 

making site modifications. We planned to invest in more mobile technology (ex. laptops, 

cell phones, tablets) over the coming years, but in response to the pandemic, we 

https://www.assembly.nl.ca/Legislation/sr/statutes/a18-1.htm
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accelerated these purchases. The agency fee for service rates remained unchanged for 

the current reporting period, remaining at $26 per assessment.   

 

Governance  

The agency is a Crown-owned corporation which is governed by a ten-member Board of 

Directors. The board includes: six representatives who are elected by client 

municipalities; a representative of Municipalities Newfoundland and Labrador; a 

representative of the Professional Municipal Administrators; and, two taxpayer 

representatives.   

During the past year, the agency welcomed two new taxpayer representatives, Ms. 

Carol Ann Smith and Mr. Gerald Thompson. Unfortunately Mr. Thompson passed away 

in 2021 and we offer our condolences to his family. 

Three board members left the Board in the past year, Mr. Dave Denine, Mr. Dave 

Blundon, and Mr. Paul Pike. Mr. Denine and Mr. Blundon were replaced as taxpayer 

representatives on the agency’s board, and we thank them for their service and 

valuable contribution. Mr. Pike is a newly elected member for Burin-Grand Bank in the 

provincial legislature. Thank you Mr. Pike, for your support and contributions to the 

agency and best wishes in your new role.  

Board elections are scheduled every four years following the municipal elections. 

Municipal elections are scheduled for September 2021. Six municipal representatives 

are elected by a mail-in ballot. One director is appointed by Municipalities 

Newfoundland and Labrador and one by the Professional Municipal Administrators. The 

remaining two positions are appointed by the Province and represent the interest of 

citizens.    

The membership of the Board of Directors, as of March 31, 2021, is listed on the inside 

cover of this report. 

Lines of Business 
The agency has a single line of business - property assessment and valuation. The 

agency’s line of business is a reflection of its incorporating documents and is 

summarized as follows: 

 Assessment of real property (land, buildings and other improvements) provided 

to municipalities that levy a real property tax. This service is provided under the 

Assessment Act 2006, and is provided for a fee which reflects the cost of the 

service. This activity generates 98 per cent of the agency’s revenues. 
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 The remaining 2 per cent is generated through interest and the sale of 

assessments and assessment related information, primarily through electronic 

means and within the limitations set by law. The primary clients for this 

information are realty or financial service providers, as well as private interests. 

Key Statistics  
 

 

OFFICE LOCATIONS 

 

Corner Brook 
PO Box 20051 
Corner Brook, NL 
A2H 7J5 
Gander 
165 Roe Avenue 
PO Box 570 
Gander, NL 
A1V 2E1 
St. John's 
75 O'Leary Avenue 
St. John's, NL  
A1B 2C9 
 
Satellite offices 

 CBS  

 Deer Lake 

 Clarenville 

 Marystown 

 Grand Falls-Windsor 

 Spaniards Bay 

29 23

PERMANENT STAFF
52 employees

Male Female
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Total value of property assessed by the agency: $33,918,000,000 Number of land 

parcels: 194,296  

Overview of Financials  

The agency is fully funded by its fees for service and sales of data. Municipal clients are 

charged $26.00 per assessment with no charge applied for Crown land or parcel values 

at less than $501.00  

We have not changed our fee structure this year, although our fees have been reduced 

by $3.00 per assessment since 2013.  

As a service provider our largest expense is salaries and benefits. 

Much of the net deficit this year (-$50,891) was related to the pandemic. We purchased 

significant amounts of personal protective equipment to protect staff, as well as making 

site modifications.  

Due to COVID-19, our longer term planned investments in mobile technology was 

accelerated.   

Table 1 

 

  

3100000 3600000 4100000 4600000 5100000 5600000

2019

2020

2021

Financial Overview

Expenses Revenue
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Highlights and Partnerships  
  

The COVID-19 pandemic had a considerable impact on our business and the way that 

work activities are performed. The primary focus of the agency continues to be the 

provision of a quality assessment service and the maintenance of positive relations with 

municipalities and residents. In the interest of safety, we closed our offices to the 

general public in April 2020.   

We have redesigned our website to provide our visitors with an easier way to learn 

about property assessments and the agency’s services. We will continue to monitor the 

site and will continue to make enhancements in the next year.  

In partnership with municipal clients, we have developed an imagery review program 

that allows our assessors to review property details from high quality (minimum 7.5 cm 

resolution) aerial imagery. The program enables the assessor to view and measure 

property detail without the need for a site visit. 

We have partnered with nine municipalities, using our Collaborative Initiative Fund, to 

support municipal projects (i.e., GIS, aerial imagery, civic numbering) that enhance the 

property assessment service. This grant provides limited funding up to a maximum of $2 

per assessed parcel to municipalities per project. Municipalities must apply for this grant 

and get board approval.    

 

Property Reviews Completed  
Due to COVID-19 impacts, on-site property inspections were suspended in March 2020. 

This service resumed in July 2020, using a combination of external site inspections and 

aerial imagery, the agency was able to complete nearly 30,000 property reviews in 2020 

maintaining our targeted reviews. Interior inspections were only completed for special 

cases with additional safety precautions. We will continue to use this property review 

system where aerial imagery is available.  
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Assessed Values for the Province  
Assessed values in the province remain relatively stable. There was a slight decline (-

1per cent provincially) in residential values. There have been indications that the effects 

of COVID-19 may impact commercial properties in the future, especially tourism-related 

properties. Although any COVID-19 impacts will be reflected in the 2022 values.  

Table 2 
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Report on Performance  
 
A priority issue for this planning cycle is transparency, this requires the agency to 
operate in a way that the ratepayer, public and other stakeholders can easily see what 
actions are performed. 
 
Transparency implies openness, clear communication, and accountability. 
Communication includes the broad spectrum of interactions and sharing of information, 
data, and ideas that applies to virtually every facet of our organization, internally and 
externally. 
 

 Raising awareness regarding the work of the agency, including processes and 
timelines; 

 Reviewing our ongoing communication strategy with ratepayers; 

 Identifying opportunities to improve the transparency of the assessment process; 
and, 

 Consistent messaging for the public.  

Our focus will be on improving our transparency with ratepayers.  

GOAL 

By March 31, 2023, the Municipal Assessment Agency will improve awareness and 
transparency of the assessment process to ratepayers.  

Indicators 

 Raised public awareness about the work of the agency; 
 Provided opportunities for feedback as a means to improve services to 

ratepayers; 
 Developed a simplified overview (and other educational materials) outlining the 

work of the agency; 
 Increased self-service opportunities for ratepayers; 
 Increased use of various forms of communication (and associated technologies) 

to deliver information and messaging; and, 
 Released communiqués and updates from the agency to provide more accurate 

and defensible information to help improve ratepayer awareness.  
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OBJECTIVE 1 

By March 31, 2021 the Municipal Assessment Agency will have established reliable 
baseline data relating to ratepayer understanding of the assessment process to assist in 
identifying gaps and help determine our direction going forward. 

Indicators 

 Developed a survey (and explored other methodologies) to engage with 
ratepayers; 

 Collated results of engagement with ratepayers; 
 Established a baseline of data and information; and, 
 Identified key issues to address improved transparency and understanding.  

 

#1 Developed a survey (and explored other methodologies) to engage 

with rate payers; 

This year, we developed two surveys to determine our level of engagement with 

ratepayers.  

For the first survey, 450 ratepayers were selected randomly out of 1,454 individuals who 

inquired about their 2021 assessment notice received in 2020. Surveys and self-

addressed/pre-paid envelopes were sent out by mail. We received a 26.65 per cent 

response rate on this survey. Survey results can be found in Appendix A.  

Municipalities receive feedback from residents on their property assessments, so we 

surveyed municipal administrators to understand the type of inquiries the council 

received from ratepayers. In 2021 we sent out 230 surveys. We received a 45.61 per 

cent response rate. Survey results can be found in Appendix B.  

In addition to the surveys, the agency collected data on all phone and email inquiries 

that we received during the June 2020 appeal period.   
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#2 Collated results of engagement with rate payers 

After the agency received the results, the Executive Team reviewed the survey results 

to determine common themes within the responses. The Executive Team debriefed the 

Board of Directors on the findings. Common themes identified were timely responses, 

increasing satisfaction, and transparency. 

 

#3 Established a baseline of data and information;  

  
 

The most frequently asked questions by rate payers as identified by the municipal 

survey were:  

 Why did my property assessment increase? 

 Will my taxes increase or decrease based on my assessment?  

 How is the assessment calculated? 

 How do I contact the Municipal Assessment Agency? 

 What is the process to appeal my assessment? 

 Is there a fee to appeal my assessment? 

 

 

 

 

68%

11%

21%

RATE PAYER OVERALL 
SATISFACTION

Excellent Average Poor

38%

40%

21%

TIMELY RESPONSES TO RATE 
PAYERS

Excellent Average Poor
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#4 Identified key issues to address improved transparency and 

understanding 

Key issues the agency identified are:  

 Response times to customers; ensuring all customers hear back from the 

Municipal Assessment Agency within three business days.  

 Transparency on assessed values; enhancing our visibility and communication 

with the public.  

 Providing clarity between assessed values and property taxes; explaining the 

difference between the two terms to municipalities and the public.  

 

OBJECTIVE 2 

By March 31, 2022, the Agency will have developed a communications strategy to meet 
the professional needs of the Municipal Assessment Agency, to improve 
communications with ratepayers and improve awareness and transparency about the 
work we do as an Agency. 
 
Indicators 

 Developed a communications strategy to meet professional needs of the agency; 
 Implemented recommendations from ratepayer engagement survey;  
 Utilize baseline data information to further ratepayer engagement; and, 
 Worked with survey feedback to improve transparency and ratepayer knowledge.  

Opportunities and Challenges  
 

Opportunities 
We continue to explore emerging technologies to provide a significant opportunity for 

the agency to minimize costs and offer a modern, efficient assessment service. We will, 

in the coming year, deploy a cloud-based application to collect property details. This 

application will improve our accuracy by collecting all property details on-site and will 

reduce the use of paper forms for data collection. This enhancement will reduce the 

need for document preparation prior to a site visit and for data processing. We continue 

to explore more efficient methods of operation and have started a pilot tele-work 

program. Ten employees representing each region and various positions were selected 

to participate in the program. The final results of the pilot will be known by fall 2021 and 

will also allow us to review our office space requirements.  
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Challenges 

Like many organizations, COVID-19 will continue to impact our operations. In addition to 

any continued financial impacts, our service delivery models may require further 

modifications to ensure our mandate is met and staff safety maintained.   

As certain property and business types were more impacted by the COVID-19 

restrictions than others, we must determine this impact on the value of these properties, 

This is especially important since our clients use a business tax based on the value of 

the real property used by the business. The COVID-19 outbreak was an unforeseen 

event requiring us to socially distance and modify the way we operated. As public health 

restrictions begin to lift, we anticipate the agency to return to regular work routines and 

practices. 

The modifications were: 

 Rapid deployment of technology to support remote work. 

 Change from completing interior inspections where possible to completing 

interior inspections by exception only.  

 We developed a new system to receive all rate-payers inquiries in order to track 

all inquiries, responses, and response times within the agency. 
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