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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, 2021 to March 31, 2022 fiscal year. 

As a Category Two entity under the Transparency and 

Accountability Act, 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. The Agency is a not-for-profit 

entity, with its returns used only to further the activities of the Agency. As the entity 

responsible for providing fair and effective property assessment service to 230 

municipalities, as outlined, under the Assessment Act, 2006, we are pleased to 

support local governments in providing a valuable service to the people of our province. 

 

This year, the Municipal Assessment Agency is celebrating 25 years of incorporation. 

For a quarter of a century, our organization has been at the forefront in the delivery of 

property assessment services. We look forward to the future. 

 

The current business plan focuses on transparency. This is an area where the Agency 

can advance its communications strategy regarding the assessment process and 

support the property taxation system used by municipalities in this province.  

 

Through surveys, critical questions were brought to the forefront by municipalities, 

residents, and employees that were addressed in this reporting period. 

  

 

 

Elizabeth A. Moore, Chairperson  
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Departmental Overview  
 

Organizational Structure  
 

Board of Directors 

 

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 appointed 

taxpayer representatives.  

 

As provincial municipal elections were conducted in September 2021, Board elections 

concluded on December 16, 2021. Six municipal representatives were elected by a 

mail-in ballot. One director was 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.  

 

During the past year, the Agency has had multiple changes to the Board of Directors. 

Mayor Betty Moore has been appointed as Board Chair and Avalon Director. Since the 

previous annual report we welcomed Mayor Tony Keats, Councilor David Hiscock, 

Deputy Mayor Mary Thorne-Gosse, Councilor Amanda Freake, and Mr. Tim Crosbie to 

our Board. 

 

To our prior Board members and past Board Chair Dean Ball, we thank you for your 

service and valuable contributions. We would also like to thank former CEO and 

Executive Director Sean Martin who retired in July of 2021.  

 

The membership of the Board of Directors, as of March 31, 2022, is listed below.  
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Executive Team 

 
Over the last year, the Agency completed a thorough review of our operations resulting 
in a realignment of our organizational structure.  

Title Board of Directors 

Board Chair 
Avalon Director 
 

Mayor Elizabeth A. Moore 
Town of Clarke’s Beach 
 

Central Director Mayor Tony Keats 
Town of Dover 
 

Eastern Director Councilor David Hiscock 
Town of Bonavista 
 

Labrador Director Councilor Deborah Barney 
Town of L’Anse au Loup 
 

Urban Director Deputy Mayor Mary Thorne-Gosse 
Town of Torbay 
 

Western Director 
 

Councilor Amanda Freake 
Town of Deer Lake 
 

Taxpayer Representative Ms. Carol Ann Smith 
Torbay 
 

Taxpayer Representative Mr. Tim Crosbie 
St. John’s 
 

Representative of the 
Professional Municipal 
Administrators (PMA) 

Ms. Connie Reid, Treasurer, Town of Reidville 

Representative of 
Municipalities Newfoundland 
Labrador (MNL) 

Deputy Mayor Roger Barrett, Western Director, 
Town of Reidville 
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In 2021, the Board of Directors appointed Don Hearn as 
Executive Director and Chief Executive Officer of the 
Municipal Assessment Agency. Don started working in 
municipal assessment services in Newfoundland and 
Labrador in 1991. Throughout his career, Don has been 
involved in all aspects of property assessment and valuation 
for residential, commercial, industrial, and institutional 
properties in the province. He has held several different 
positions at the Agency, including Vice President of 
Valuation Services. Don brings an invaluable amount of 
experience and has a deep understanding of the Agency’s 
regions, departments and teams. As the CEO, Don provides 
direction to the executive team while leading the Agency as 
it continues to provide assessment services to 230 
municipalities throughout the province of Newfoundland and 
Labrador. 

 
 

In January 2022, the Agency recruited Mr. Michael (Mike) Warr 
as the new Director of Valuation Services. Prior to this, he was 
employed as a fee appraiser for 11 years working on residential 
and commercial properties. Mike graduated from the Bachelor of 
Business Administration (BBA) Program at Memorial University 
in 2003. In 2016, he obtained the Accredited Appraiser 
Canadian Institute (AACI) designation from the Appraisal 
Institute of Canada (AIC) Program, offered through the 
University of British Columbia’s Real Estate Division. Mike is a 
great addition to the management team and we look forward to 
him continuing to lead the Valuation Services Team. 
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Senior staff member Terry Peckham is the Director of 
Continuous Improvement and Client Services. Due to his 
extensive experience, he is responsible for the development 
and support of strategic initiatives surrounding audit and 
compliance processes. He also has been integral in client 
education initiatives and research in assessment industry 
standards. Terry is presently the office manager in the Western 
Region. Terry holds the M.I.M.A. accreditation from the Institute 
of Municipal Assessors. His academic profile includes a 
diploma in Appraisal/Assessment Technology from the College 
of the North Atlantic and a certificate in Business Administration 
from Memorial University of Newfoundland. 
 
 
Kelly Smith is our Director of Corporate Services. In this role, 
Kelly manages the human resources, communications, GIS 
programming, Information Technology, and administrative 
support departments. Kelly has worked at the Municipal 
Assessment Agency since October 2017 in the capacity of 
Human Resources and Acting Director of Corporate Services. 
Kelly holds a Diploma in Public Administration and a Bachelor’s 
degree in Human Resources and Labour Relations. She is a 
Certified Management Professional (CMP), a Registered 
Recruitment Professional (RRP), and a Certified Disability 
Management Professional (CDMP) with over 20 years of senior 
human resource and business management experience.  
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Staff and Budget  
 

 

Division 

# of  

Employees Budget 

Valuation Services 31 Please see financial statements in Appendix A  

Corporate Services 17 Please see financial statements in Appendix A 

Remaining 

Executive Team 

Members  

3 Please see financial statements in Appendix A 

 

We are continuously in the process of recruiting for vacant positions, and this will 

continue through 2022-23. As of March 31, 2022 there were 10 vacant positions which 

equate to an 18% vacancy. 

  

 

The Municipal Assessment Agency is committed to supporting diversity and building 

inclusiveness in its workplaces. We strive to provide a workplace in which differences 

among our employees are valued and respected.  

 

 

Gender Ratio

Females = 23 Males = 28
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Locations  
 

 

Corner Brook also servicing Labrador 

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 

 Deer Lake 

 Clarenville 

 Marystown 

 Spaniards Bay 
 

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. 
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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.  

 

Lines of Business  
 

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 comprehensive inventory of property details that are 

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

collect photographs, and 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.  This 

service provides communities a foundation to achieve financial sustainability while 

contributing to the Government of Newfoundland and Labrador’s strategic objectives of 

a more efficient public sector. 

  

https://www.assembly.nl.ca/Legislation/sr/statutes/a18-1.htm
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Assessed Values for the Province  
 

Assessed values in the province remain relatively stable during this reporting period. 

However, preliminary market data is indicating a rebound and we are forecasting an 

increase in provincial assessed values for 2023.  

 

  

$33,232.00 

$33,612.00 

$34,208.00 

$34,568.00 

$34,168.00 

$33,918.00 $33,918.00 

 $32,500.00

 $33,000.00

 $33,500.00

 $34,000.00

 $34,500.00

 $35,000.00

2016 2017 2018 2019 2020 2021 2022

Provincial Assessed Values 
(Millions)
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Highlights and Partnerships  
 

Highlights  
 

We continued to provide accurate and reliable property values to municipalities and 

residents across Newfoundland and Labrador. In 2021, we were able to implement the 

MobileAssessor system. This system is cloud-based and runs on handheld devices, 

eliminating the need for paper files in the field. Mobile assessor provides staff access to 

relevant and critical data instantly while in the field. The program is designed to make 

sure all pertinent data is collected before leaving a property resulting in less errors or 

overlooked data. Because the program is cloud-based, the information collected is 

available instantly to the office staff that require the information to complete 

assessments. The implementation of MobileAssessor has enabled our valuation team to 

work more efficiently and effectively. The MobileAssessor final training and go-live 

happened in November 2021 and we will be measuring its success this year through 

audits, peer reviews, and staff feedback.  

 

We also commenced improvements to our communication initiatives in 2021. Brand 

guidelines and communication templates were created for staff to connect more 

effectively to clients and residents. We also rebranded and invested in website 

improvements to enhance our online presence at www.maa.ca . We are currently 

celebrating our 25th anniversary and have rebranded our website with a 25th anniversary 

logo and colours.  

 

Partnerships  
 

Collaborative Initiative Fund 
We partnered with four municipalities during this reporting period, using our ongoing 

Collaborative Initiative Fund, to support municipal projects (i.e., Geographic Information 

System, aerial imagery, etc.), enhancing the property assessment service. This grant 

provides limited funding up to a maximum of $2 per assessed parcel of land to 

http://www.maa.ca/
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municipalities per project. Municipalities applied for this grant and received CEO 

approval based on the program guidelines approved by the Board of Directors.  

 

Municipalities Newfoundland and Labrador 
During this reporting period, we developed a three year partnership agreement with 

MNL. The Agency delivered presentations and promoted this agreement with MNL, to 

municipalities demonstrating the value of using the Agency’s services. Through this 

collaboration we enhanced overall engagement for both MNL and the Agency in the 

municipal sector.  

 

Professional Municipal Administrators 
Our strong relationship with PMA continued, highlighted by education opportunities for 

municipal staff utilizing their platform. PMA has many ways to communicate with 

Professional Municipal Administrators through their website, annual events, and e-

newsletters.  

 

Report on Performance  
 

Issue  
 

A priority issue for this planning cycle is transparency, which 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 
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 Identifying opportunities to improve the transparency of the assessment process; 

and, 

 Consistent messaging to the public.  

 

Our focus continues to be 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.  The Agency will contribute to 

the Government of Newfoundland and Labrador’s mandate to enhance sustainable 

communities by ensuring accountable municipal leadership and governance. 

 

Indicators 

 Raised the 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 Municipal Assessment Agency; 

 Increased self-service opportunities for ratepayers; 

 Increased use of various forms of communications (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. 

 

2021-22 Objectives 
 

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 
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work we do as an Agency. 

 

Indicators 

 

 Developed a communications strategy to meet professional needs of the Agency; 

 Implemented recommendations from ratepayer engagement survey;  

 Utilized baseline data information to further ratepayer engagement; and, 

 Worked with survey feedback to improve transparency and ratepayer knowledge. 

 
Developed a communications strategy to meet professional needs of the Agency.  

In 2021, a Communications Advisor was hired to develop a communications strategy. 

The Agency’s communications plan outlines how to use our logo and brand in a 

professional manner. A customized presentation was provided to all staff in October on 

the importance of consistent communication, messaging, and branding. Employees 

were provided with signature templates, key messaging from the Municipal Assessment 

Agency and provided brand and colour guidelines.  

 

Implemented recommendations from ratepayer engagement survey.  
 

Key issues identified in the survey for ratepayers were the following:  

 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. 

 

The majority of the issues listed above were in response to the annual assessment 

rollout. To accommodate these issues, we improved our response times to customers 

by developing a process that guarantees a response within 72 hours. MMA also 

ensured assessors were able to answer inquiries throughout the province and not just 
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within individually assigned regions. We did this by creating a call script that answers 

frequently asked questions and inquiries. All assessors are now able to respond to 

frequently asked questions improving our response times. 

 

We worked with a website development company to improve transparency, visibility, 

and communications with the public. Our website www.maa.ca is updated to improve 

the users’ experience and we also made revisions to improve the assessment search 

feature. In addition we improved the frequently asked questions section of our website 

https://maa.ca/faqs/.  

 
Utilize baseline data information to further ratepayer engagement. 
 

Based on the 2021 survey results, we understood that ratepayers had the following 

questions: 

 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? 

 

Answers to these questions are included in our frequently asked questions section with 

messaging throughout our website.  

 
Worked with survey feedback to improve transparency and ratepayer knowledge. 
 

We improved the website for readability and updated our assessment notice package. 

We reviewed the current assessment notices to determine if we can provide more 

information to ratepayers. During in-person and virtual meetings, we stressed the 

importance that municipalities direct ratepayers to contact the MAA when inquiring 

about their assessment notice or the assessment process.  

http://www.maa.ca/
https://maa.ca/faqs/


ANNUAL REPORT 2021-22 

 

 16 

Opportunities and Challenges 
 

As a result of recent enhancements to the website, we now have an opportunity to build 

on those enhancements. By doing so, we hope to transfer data between the Agency 

and our municipal clients more efficiently. In addition, we plan on creating an online 

portal that can be used by our municipal clients to submit information, such as 

supplementary requests and changes to property information directly on the website.  

 

A challenge the MAA is experiencing right now is a high employee vacancy rate, 

currently running between 16-18 per cent. This is primarily due to the inability to recruit 

skilled workers nationally in the property valuation field. The Agency has developed and 

implemented strategies to address this concern. We evaluated our total compensation 

package and compared it to similar organizations within Canada. Recommendations to 

enhance the MAA’s competitiveness and salary adjustment recommendations have 

been presented to the Department of Municipal and Provincial Affairs. Other initiatives 

to attract candidates include increasing web-based advertisement within and outside the 

province and search engine optimizations to our website. Further recruitment initiatives 

will continue in 2022-23 and we hope to get the results from our report at that time.  

2022-23 Objectives 
 

By March 31, 2023, the Agency will have evaluated the implemented communication 

strategies for improved transparency of the assessment process and enhanced 

communications with ratepayers. 

 

Indicators 

 

 The communication strategies improved the transparency and rate payers 

knowledge of the Agency’s mandate and processes; and 

 The communication strategies contributed to ratepayer engagement. 
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Financial Information  
 

Please see our financial report on the next page.  
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