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How We Dealt with Inquiries and Complaints in 2015/2016

Files opened and Requests for
information or

sent to investigation
23% assistance
24%

Files opened and
assigned to an early ——

resolution officer
4%

Files opened,
processed and closed
by a complaints analyst

49%

Complaints and Inquiries received

5,994 phone calls
1,247 web forms
483 letters
125 in person

Intake

Collect information, provide assistance and open files

1,847 requests for information or assistance handled by a call coordinator
3,834 files closed by a complaints analyst

File sent to File closed at

Investigation intake (referrals,
non-jurisdictional, etc.)

File assigned
to an early
resolution officer

! !

Early Resolution

Investigate complaints suitable
for the early resolution process 409 files were waiting on the FAA list as of April 1, 2015
1,987 files were sent to the FAA list in 2015/2016
(including 45 transferred early resolution files)
498 files remained on the FAA list as of March 31, 2016

Files Awaiting Assignment List

346 files assignedto [ _____
an early resolution officer

303 files closed by
an early resolution officer

Investigation

Investigate complaints

1,913 files assigned to
an ombudsperson officer
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Complaints and Inquiries Received — By Region

35%

30%

25%

20%

15%

10%

5%

0%

Lower City of Interior North Vancouver Other

Mainland Vancouver Island/Sunshine
Coast

North
615

L&

Vancouver Island/
Sunshine Coast
1,979

Interior

/ 1,526

City of Lower Mainland
Vancouver 2,559
734

Note: The category “Other” includes complaints/inquiries from people outside BC (251), and from people within BC who did not provide a
postal code or city (185).
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Complaints and Inquiries Received — By Electoral District

# ELECTORAL DISTRICT RECEIVED # ELECTORAL DISTRICT RECEIVED

1 | Abbotsford-Mission 96 44 | Parksville-Qualicum 94
2 | Abbotsford-South 78 45 | Peace River North 66
3 | Abbotsford West 40 46 | Peace River South 72
4 | Alberni-Pacific Rim 12 47 |Penticton 17
5 |Boundary-Silmilkameen 94 48 | Port Coquitlam 106
6 |Burnaby-Deer Lake 42 49 | Port Moody-Coquitlam 36
7 |Burnaby-Edmonds 59 50 |Powell River-Sunshine Coast 130
8 |Burnaby-Lougheed 41 51 | Prince George-Mackenzie 78
9 |Burnaby North 51 52 | Prince George-Valemount 136
10 | Cariboo-Chilcotin 87 53 |Richmond Centre 39
11 | Cariboo North 65 54 |Richmond East 46
12 | Chilliwack 124 55 | Richmond-Steveston 27
13 | Chilliwack-Hope 93 56 | Saanich North and the Islands 16
14 | Columbia River-Revelstoke 55 57 |Saanich South 95
15 | Comox Valley 123 58 | Shuswap 125
16 | Coquitlam-Burke Mountain 23 59 | Skeena 57
17 | Coquitlam-Maillardville 82 60 |Stikine 41
18 | Cowichan Valley na 61 |Surrey-Cloverdale 78
19 |Delta North 59 62 |Surrey-Fleetwood 64
20 |Delta South 34 63 | Surrey-Green Timbers 59
21 | Esquimalt-Royal Roads 129 64 | Surrey-Newton 54
22 |Fort Langley-Aldergrove 73 65 | Surrey-Panorama 100
23 |Fraser-Nicola 75 66 |Surrey-Tynehead 86
24 |Juan de Fuca 122 67 | Surrey-Whalley 164
25 |Kamloops-North Thompson 148 68 |Surrey-White Rock 77
26 |Kamloops-South Thompson 19 69 | Vancouver-Fairview 83
27 | Kelowna-Lake Country 140 70 |Vancouver-False Creek 87
28 | Kelowna-Mission 98 71 | Vancouver-Fraserview 47
29 |Kootenay East 82 72 | Vancouver-Hastings 97
30 | Kootenay West 94 73 | Vancouver-Kensington 40
31 |Langley 79 74 | Vancouver-Kingsway 26
32 |Maple Ridge-Mission 93 75 |Vancouver-Langara 42
33 |Maple Ridge-Pitt Meadows 90 76 | Vancouver-Mount Pleasant 139
34 |Nanaimo 140 77 | Vancouver-Point Grey 28
35 |Nanaimo-North Cowichan 126 78 | Vancouver-Quilchena 21
36 | Nechako Lakes 46 79 |Vancouver-West End 65
37 |Nelson-Creston 105 80 | Vernon-Monashee 134
38 |New Westminster 102 81 | Victoria-Beacon Hill 224
39 |North Coast 40 82 | Victoria-Swan Lake 14
40 | North Island 143 83 | West Vancouver-Capilano 32
41 | North Vancouver-Lonsdale 51 84 | West Vancouver-Sea to Sky 63
42 | North Vancouver-Seymour 41 85 | Westside-Kelowna 98
43 |Oak Bay-Gordon Head o7

Note: These numbers do not include complaints/inquiries from outside BC (251), or from people who did not provide a postal code or city
from which the electoral district could be determined (490).
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Files Opened — Significant Authorities

2014/2015 2015/2016
% OF TOTAL % OF TOTAL
AUTHORITY JURISDICTIONAL JURISDICTIONAL
FILES OPENED FILES OPENED
1 Ministry of Social Development and Social Innovation 21.0% 20.1%
2 Ministry of Children and Family Development 12.3% 12.4%

Ministry of Justice and Attorney General
3 NIstry af Just ey sener 10.3% 9.2%

Ministry of Public Safety and Solicitor General

4 Insurance Corporation of British Columbia 6.6% 6.1%
5 BC Hydro and Power Authority 71% 4.4%
6** Ministry of Health 2.9% 4.2%
7 Workers’ Compensation Board 4.5% 4.2%
8 Fraser Health 1.8% 2.4%
9 BC Housing 1.8% 2.2%

Ministry of Natural Gas Development and Minister
Responsible for Housing

10 1.5% 2.0%

* Until December 11, 2015, the Ministry of Justice was responsible for the programs now divided between these two ministries,
including Adult Corrections (4.1% of jurisdictional files) and the Family Maintenance Enforcement Program (2.1% of jurisdictional files).

** Ministry of Health file numbers do not include Health Authorities. Ministry of Health files combined with Health Authority files
total 11.9% of jurisdictional files.

** Includes the Residential Tenancy Branch, which represents 99.1% of this ministry’s files.
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Files Opened — By Authority Category

Schools and Boards of Education
2%
All Others
Professional Associations 29
2%

Health Authorities
8%

Commissions
and Boards \

9%
Local T Ministries
Government —— 53%
10%
Crown /
Corporations

14%

MINISTRIES (53%) CROWN CORPORATIONS (14%)

S et aan | oaa || canemi |
Children and Family Development 23% 667 BC Hydro and Power Authority 31% 235
Justice 17% 496 BC Housing 15% 19
Health 8% 225 Community Living BC 4% 29
Natural Gas Development 4% 106 BC Assessment 2% 17
(responsible for Housing) Transportation Investment 2% 16
Finance 3% 99 Corporation

Forest, Lands and Natural 2% 49 Other Crown Corporations 3% 22
Resource Operations

Jobs, Tourism and Skills Training 1% 31

Environment 1% 24

Transportation and Infrastructure 1% 23

Other Ministries 2% 74
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LOCAL GOVERNMENT (10%) HEALTH AUTHORITIES (8%)

City of Vancouver 7% 34 Fraser Health 31% 131
City of Surrey 6% 33 Interior Health 19% 80
Town of Gibsons 6% 29 Island Health 18% 75
Regional District of North Okanagan | 4% 23 Provincial Health Services Authority | 14% 59
Thompson-Nicola Regional District 3% 16 Vancouver Coastal Health 13% 56
City of White Rock 3% 15 Northern Health 4% 17
City of Victoria 2% 1

Regional District of o ” Law Society of British Columbia 45% 59
Central Okanagan College of Physicians and 30% | 39
City of Kelowna 2% 10 Surgeons of BC

City of Nanaimo 2% 10 College of Dental Surgeons of BC 7% 9
City of New Westminster 2% 10 College of Registered Nurses of BC 5% 6
City of Penticton 2% 10 Other Professional Associations 24% 27
Other Local Government 57% 296

SCHOOLS AND BOARDS OF EDUCATION (2%)

COMMISSIONS AND BOARDS (9%) School District 67 (Okanagan Skaha) | 17% 15

Workers' Compensation Board 45% 228 School District 39 (Vancouver) 9% 8

Public Guardian and Trustee 14% 70 School District 68 8% 2

Workers' Compensation 6% 31 (Nanaimo-Ladysmith)

Appeal Tribunal Other School Districts 66% 59

TransLink 4% 22

BC Utilities Commission 4% 19 ALL OTHERS (2%)

Labour Relations Board 3% 17 Universities 53% 41

Human Rights Tribunal 3% 13 Colleges 37% 29

Other Commissions and Boards 21% | 108 Libraries 6% 5
Parks Boards 4% 3
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Files Closed — By Closing Status

Findings Made
(s.22,5.23)
2%

Settled (s.13(i)) Assistance
8% and/or Referral
/ 30%

Dischoenctli:j:do(rs.‘B) —
48%
\ Non-Jurisdictional
12%
Assistance and/or Referral 1,832
Non-Jurisdictional 712
Declined or Discontinued (s.13) 2,860
More than one year between event and complaint (s.13(a)) 7
Insufficient personal interest (s.13(b)) 6
Available remedy (s.13(c)) 1,379
Frivolous/vexatious/trivial matter (s.13(d)) 0
Can consider without further investigation (s.13(e)) 844
No benefit to complainant or person aggrieved (s13(f)) 271
Complaint abandoned (s.13(g)) 189
Complaint withdrawn (s13(h)) 164
Settled (s13(j) 508
Findings Made (s.22, s.23) 107
Total Matters Closed 6,019
Total Files Closed* 5,956

* Some files closed have more than one matter of administration identified. Each matter is closed separately. Therefore the number
of matters closed during a period may be greater than the number of files closed. A file is considered closed when all of its matters

of administration are closed.
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Files Closed — Length of Time to Close

100%

90%

80%

70%

60%

50%

40%

30% L

30 Days 90 Days

180 Days 1 Year 2 Years

3 Years

Performance Objective

Performance Achieved

Performance Including
Early Resolution

2011/2012* 2012/2013* 2013/2014* 2014/2015* 2015/2016*
Closed Within 30 Days™* 517 35% 600 37% 589 36% 684 45% 808 44%
Closed Within 90 Days 939 64% 1072 66% 129 68% 1140 75% 1390 76%
Closed Within 180 Days 1232 83% 1343 83% 1425 86% 1349 89% 1636 90%
Closed Within 1 Year 1403 95% 1526 94% 1574 95% 1462 97% 1760 97%
Closed Within 2 Years 1463  991% | 1605 993% | 1631 98.4% | 1500  991% 181 99.7%
Closed Within 3 Years 1474  998% | 1609 99.5% | 1650 99.5% | 1507 99.5% | 1814  99.8%

Performance Objectives™*
70% closed within 90 days
85% closed within 180 days
90% closed within one year
95% closed within two years

100% closed within three years

*

k%

nor are files associated with ongoing systemic investigations.
*** Does not include Early Resolution files that were closed within 30 days.

Elapsed time does not include time spent on the Files Awaiting Assignment list.
These performance objectives apply to files closed by the investigative teams. Files closed at intake are not included in these numbers,
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Open Files at Year End

1200
1000

Hl Open Files Assigned

800 Il Open Files Awaiting

Assignment
600
400
200
o}
2011/12 2012/13 2013/14 2014/15 2015/16
2011/2012 2012/2013 2013/2014 2014/2015 2015/2016

Open Files Awaiting Assignment 147 75 246 409 498

Open Files Assigned 609 565 473 648 606

Total Open Files 756 640 719 1,057 1,104
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Open Files — Age of Files at Year End

1000
M Less than 1year old

900

800 M 1-2 years old

700 W 2-3yearsold

600 [ More than 3 years old

500

400

300

200

100

2011/2012 2012/2013 2013/2014 2014/2015 2015/2016
2011/2012 2012/2013 2013/2014 2014/2015 2015/2016
Less Than 1 Year Old 523 69% 459 72% 559 78% 874 83% 852 77%
1-2 Years Old 107 98 72 100 144
2-3 Years Old 45 31% 39 28% 46 22% 35 17% 47 23%
More Than 3 Years Old 81 44 42 48 61
Total O Fil
ettt Al 756 640 719 1,057 1104

at Year End
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Office of the Ombudsperson Staff on March 31, 2016

Addis, Stephanie
Apland, Trisha
Bannister, Kathy
Barlow, Ross
Barnes, Adam
Bedwal, Serena
Bertram, Keir
Bertsch, Jennifer
Biscoe, Chris
Blackman, Linda
Bockus-Vanin, Alycia
Bond, Shirley
Brown, Rhonda
Burley, Teri
Cambrey, Brad
Cameron, Meganne
Campbell, Amy
Chapman, Matthew
Chunick, Carly
Clarke, Bruce
Densmore, Brad
Downs, Dustin
Elder, Jayne

Evans, Lisa

Fraser, Annette

Gaffney, Peter
Gardner, Victor
Giarraputo, Charisse
Gingras, Leoni
Graham, Rebecca
Green, Jaime
Hintz, Elissa
Horan, Anne
Jackson, Zoé
Jeakins, Katherine
Kirkaldy, Samantha
Krayenhoff, Luke
Liu, Su Ann

Mailey, Coralynn
Mather, Shannon
Matheson, Deidre
McMillan, Christina
McPherson, Colin
Mills, Diana
Morgan, Glenn
Morris, Christine
Murray, David
Paradiso, David
Paul, Nathan

Pearson, Heather
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Phillips, Lisa

Pye, Nancy

Rao, Robert
Rasmussen, Susan
Reid, John
Stanton, Rose

Van Swieten, Dave
Walter, Rochelle

Warren, Rachel

CO0-OP STUDENTS

Seven University of
Victoria law co-op
students joined the

office for a four-month

term in 2015/2016.
Gardner, Ashley
Greaves, Braden

Lyder, Roisin

MacKinnon, Emily

Placatka, Erin

Retzer-Bowman, Morgan

Tsao, Dora




In Memoriam

Jayne Elder
1961-2016

Ombudsperson Officer from 2006 to 2016

Jayne epitomized the values embraced by this office.
Her passion, persistence, courage and compassion had a
profound influence on her work and her colleagues.




MAILING ADDRESS:

The Office of the
Office of the Ombudsperson | PO Box 9039 Stn Prov Govt | Victoria BC V8W 9A5
mbudsperson '
TELEPHONE:

B.C's Independent Voice For Fairness

General Inquiries Victoria: 250.387.5855 | Toll Free: 1.800.567.3247

IN PERSON:
Second Floor | 947 Fort Street | Victoria BC

FAX: 250.387.0198
WEBSITE: www.bcombudsperson.ca




