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As an independent officer of the legislature, the Ombudsperson
investigates complaints of unfair or unreasonable treatment by
provincial and local public bodies and provides general oversight
of the administrative fairness of government processes under

the Ombudsperson Act. The Ombudsperson conducts three
types of investigations: investigations into individual complaints,
investigations that are commenced on the Ombudsperson’s own
initiative, and investigations referred to the Ombudsperson by the
Legislative Assembly or one of its committees.

Under the Public Interest Disclosure Act (PIDA) the Ombudsperson
investigates allegations from current and former public sector
employees of wrongdoing in or relating to a public body covered by
the Act as well as complaints of reprisal.

The Ombudsperson has a broad mandate to investigate allegations
of wrongdoing or complaints of reprisal involving provincial
ministries, provincial boards and commissions, Crown corporations,
health authorities, schools and school boards, and colleges and
universities. A full list of the public bodies covered by PIDA can be
found on our office’s website. The Office of the Ombudsperson also
provides advice to those public bodies and their employees about
the Act and the conduct of wrongdoing investigations.

We offer educational webinars, workshops and individual
consultation with public bodies to support fairness and continuous
improvement across the broader provincial and local public sector.

For more information about the Office of the Ombudsperson
and for copies of published reports, visit bcombudsperson.ca.

Our office is located on the traditional lands of the Lal,(War]an
(Lekwungen) People and ancestors and our work extends across
the homelands of the First Nations Peoples within what we now
call British Columbia. We honour the many territorial keepers of
the lands and waters where we work.
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November 2025

The Honourable Raj Chouhan
Speaker of the Legislative Assembly
Parliament Buildings

Victoria, BC V8V 1X4

Dear Mr. Speaker,

It is my pleasure to present the Ombudsperson’s 2024/25 Annual Report to the
Legislative Assembly.

The report covers the period April 1, 2024 to March 31, 2025 and has been prepared
in accordance with section 31(1) of the Ombudsperson Act and section 40(1) of the
Public Interest Disclosure Act.

Yours sincerely,

ﬂﬂk AL

Jay Chalke
Ombudsperson
Province of British Columbia

Mailing address: PO Box 9039 Stn Prov Govt ¢ Victoria, BC V8W 9A5
Phone in Victoria: 250-387-5855 e Toll-Free: 1-800-567-3247 ¢ Fax: 250-387-0198 e bcombudsperson.ca
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MESSAGE FROM

%4 | THEOMBUDSPERSON

For more than 45 years, the Office of the Ombudsperson has been
the independent voice for fair and accountable public services in
British Columbia.

In times of change, when public systems can feel unpredictable or difficult to

navigate, our role has remained the same: to ensure people in British Columbia have
somewhere to turn if they have been treated unfairly by provincial and local public
bodies. We are there to provide information, carry out impartial investigations, identify
instances of public administration unfairness, propose remedies and redress, and thus
ensure accountability across British Columbia’s provincial and local public sector.

This past year has shown just how vital that role is. The challenges people face are
increasingly complex. Rising costs continue to stretch household budgets, housing
remains scarce and expensive, and health care systems are under strain. Newer
forces — from the aftermath of COVID-19 and the shift to remote work, to the rise of
Al and automated decision-making — are adding instability and uncertainty to the
public systems people rely on every day. Too often, people are left navigating unclear
services or inconsistent decisions at moments when they are most in need of help.

And in these moments, people in BC come to us. One family contacted us after going
weeks without heat or hot water because of a miscommunication about an emergency
benefit. Another woman living with food insecurity was told her income assistance
cheque would be withheld until she produced a new identification card — a card she
didn’t have. And a person in custody was kept in segregation without legal authority.
In each case, our intervention made the difference between hardship and relief.

More and more people are seeking our help. This year, we received 7,307 enquiries
and complaints — almost 350 more than last year. Use of our online Complaint Checker
increased by 60%. This online resource provides people with 24/7 guidance and

allows our staff to focus on the most complex cases. Together, these numbers show
the demand for our services is even greater than traditional complaint volumes alone
would suggest. Meeting this need requires more than resolving unfairness in individual
cases. It requires addressing the root causes of unfairness in public administration — so
people don'’t face the same barriers from public bodies again and again.

That is why our systemic work is so important. I'm grateful that many public bodies and
their employees are committed to fairness and act on the recommendations we make.
But too often we see the opposite: recommendations rejected without explanation or
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agreed to in principle but left unimplemented. | urge public bodies to remember that
the work of an ombudsperson is not about assigning blame — instead, it's about finding
solutions that make public services work better for everyone.

To strengthen this accountability, | have long called for our public reports to be
automatically referred to a legislative committee for hearing, as already occurs for the
reports of the Auditor General and the Representative for Children and Youth. Such
hearings would give legislators the opportunity to examine our findings, hear directly
from affected ministries or public bodies, and ensure that recommendations receive the
attention they deserve. This practical, cost-effective step would bring increased rigour
to public bodies’ responses to our oversight system, increase transparency, and help
ensure that when problems are identified, solutions are followed through.

Especially now, when pressures on the public sector are so acute, the people who turn
to us need public bodies to engage meaningfully with our recommendations — and for
legislators to have the tools to hold them accountable. By strengthening legislative over-
sight in this way, we can help ensure that improvements are practical, lasting, and fair.

This past year also marked the completion of the seven-phase implementation of the
Public Interest Disclosure Act (PIDA) that started in 2019. With nearly 200 provincial
public bodies now covered, more than 325,000 current employees and thousands of
former employees have whistleblower protection in British Columbia. In an environment
where rapid change, new technologies, and shifting workplaces can increase risks of
wrongdoing, PIDA provides a safe and reliable way for public employees to speak up —
strengthening accountability across the public sector at a time when it matters most.

This report reflects both the challenges people in BC are facing and the real
improvements that can be made when fairness guides decision-making. In an era of
constant change and uncertainty, the safeguards our office provides offer stability for
both the public and public sector employees. Like carefully stacked stones that stand
firm despite shifting conditions, fairness provides the balance people can rely on.

Thank you to the people of British Columbia for placing your trust in this office

by bringing your concerns about the fairness of public administration to us for
investigation. And thank you to the members and staff of the legislature for your
ongoing support. To public bodies and public sector employees, thank you for your
commitment to fairness. To the dedicated staff of this office, thank you so very much
for your commitment to assisting those who need us, to upholding our key values of
independence and impartiality and to holding public bodies to high standards of service
excellence. The work of the office will continue with integrity and independence.

ﬂ/~>\ O S

Jay Chalke
Ombudsperson
Province of British Columbia
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Who we are and what we do

OUR ROLE

Everyone has the right to be treated fairly and equitably by their
government and the public services they rely on. We provide
people in BC with a way to raise their concerns when public
systems aren’t working as they should.

Our work is grounded in two provincial laws:

= The Ombudsperson Act, which empowers us to investigate complaints from
the public about unfair treatment by provincial and local public bodies, conduct
systemic investigations, and make recommendations to improve services

m The Public Interest Disclosure Act (PIDA), which protects current and former
public sector employees covered under the Act who report serious wrongdoing
in their workplaces

Together, these mandates ensure that everyone in BC — whether they are
members of the public or public sector employees — has somewhere impartial and
independent to turn when fairness is at stake.

HOW WE HELP

Each year, thousands of people contact us for help — seeking
answers, solutions, and accountability from provincial and local
public bodies. Through listening, early resolution, and impatrtial
investigations, we make sure public services are delivered fairly
and help public bodies fix problems before they grow.

Here’s how we do that:

Listen and assess: We hear every enquiry and complaint, and help people
understand their options.

Refer or resolve: If another organization is better placed to help, we
connect people directly. If an issue can be resolved quickly, we work toward
an early resolution.

Investigate: For complex or systemic concerns, we conduct impartial, in-depth
investigations. We gather evidence, hear from everyone involved, and identify
unfair practices.

Recommend change: When we find unfairness, we recommend solutions and
monitor public bodies to make sure improvements are made.

Annual Report 2024/25



Who we are and what we do

2024/25: YEAR AT A GLANCE

fairness fairness
resolutions workshops
’ accepted by delivered

.. public bodies to 1,272
enquiries and following our public sector
complaints under the recommendations employees

Ombudsperson Act

3 most complained about public bodies:

Ministry of Social Development ICBC Ministry of Children and
and Poverty Reduction Family Development

enquiries, advice
requests, and

employees new public
newly protected sector bodies
y under PIDA covered by PIDA
disclosure reports

received under Over 5 years of PIDA:
the Public Interest

S 325500

current public sector employees public bodies
now have rights under PIDA covered by the Act
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Fairness in action: Ombudsperson Act

This past year, our work under the Ombudsperson Act continued
to be guided by the seven strategic goals outlined in our 2021/26

Strategic Plan:

Deepen our connection with the public
Enhance and modernize our services

Expand our investigative impact on fairness in
public services

Help public authorities to prevent unfairness before
complaints arise

Support implementation of whistleblower protections across

the broader public sector

Advance and support Reconciliation through our
work with Indigenous Peoples

Be an inclusive, supportive and engaged workplace

These goals keep us focused on outcomes that matter to people in British

Columbia: better access to fair public services, stronger accountability, and lasting

improvements to the way public bodies serve the people of this province.

Now in the final year of this plan, we are building on what we've achieved and are
looking ahead to the next strategic framework. The following pages show how we
put these goals into action in 2024/25, delivering results that respond to today’s

challenges while preparing us for the work still to come.

BC Ombudsperson



Fairness in action: Ombudsperson Act

Listening and resolving quickly

Our Intake team is the first point of contact for anyone seeking help. Every call,
online form, or letter is a chance to make sure people feel heard, understand
their options, receive helpful referral information, or have their matter assessed
for investigation.

In 2024/25, we:

handled 12,000+ calls from people across BC

heard and referred 1,416 enquiries to other services or resources

handled 3,890 complaints about unfair public services

resolved 14% of jurisdictional complaints through early resolution, helping
people get answers quickly

= heard from people in a variety of ways: phone (65%), online complaint form
(26%), mail (9%), and in person (1%)

Many people also start their journey with us online through our Complaint Checker,
an interactive tool on our website that helps people determine if their issue is within
our authority and provides guidance on next steps. In 2024/25, the Complaint
Checker was used nearly 60% more often than the year before. For many people,
it offers immediate answers without needing to call, and it helps our staff focus
their time on the most complex complaints. The growing use of the Complaint
Checker reflects a growing interest among the public in using digital tools to
pursue fairness in public services.

Digging deeper to ensure fairness

When a complaint can’t be resolved quickly, or a deeper look is needed, it's
assigned to one of our three complaint investigation teams. Our investigators
gather evidence, interview witnesses, review policies and procedures, and assess
whether public bodies have met administrative fairness standards.

In 2024/25:

= 39% of complaints (1,318 in total) were assigned to investigations

= When, following our impartial investigations, unfairness was identified, we
worked with public bodies to propose solutions — often resolving issues without
needing formal recommendations

= We also commenced two systemic investigations, published three report
updates, and are currently tracking 92 recommendations arising from 12
public reports to ensure that public bodies follow through on their commitments
(further details on each report are included in the ‘Fairness across sectors’
section of this report, starting on page 15)
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Fairness in action: Ombudsperson Act

Connecting communities to fairness

Unfair services can be resolved by us only if people know we exist and trust our
work. Our outreach and engagement efforts seek to ensure that people across BC
— especially those who face barriers to accessing public services — know where to
turn when something goes wrong.

In 2024/25, we focused on building out our sustainable outreach strategy, guided
by community input and research. We:

= sought input from community-serving organizations to help assess the accessibility
of our Complaint Checker, brochures, website, and other public-facing resources

= connected with key audiences at events like Inclusion BC’s Everybody Belongs!
conference and the Housing Central Conference

= hired a dedicated community liaison to strengthen relationships and create an
ongoing presence, especially in underserved communities

= engaged a social evaluation expert to help measure our impact and find ways to
best reach the people who need us

Safeguarding fairness for people and families helps strengthen
communities across BC.




Fairness in action: Ombudsperson Act

In March 2025, we surveyed 1,503 people in BC about their awareness of our
office. The survey results help us to better understand who knows about our
services, how familiar they are with what we do, and where we need to raise
awareness so people can access help when public systems fail.

The results show that our outreach efforts are moving awareness in the right
direction. But there’s more we can do to make sure people in BC — particularly
those most affected by unfair decisions — know where to turn for help. Continued
outreach will help to close those gaps.

Know where to 33%
go if they are
treated unfairly 3|7

Aware of
our office

Familiar with IB%
what we do | 4%

Likely to use
our office

N
o
N
(6)]
N
o
N
N

Awareness is the first step toward fairness. If people don’t
know their rights or where to turn, they can’t access help when
systems fail.

Annual Report 2024/25
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Fairness in action: Ombudsperson Act

Removing barriers to fairness

We are committed to making our services accessible to all people in BC. Building
on our outreach efforts and guided by our Accessibility Plan, we work to identify
and remove barriers so people living with disabilities can fully and equitably engage
with our office. This means improving both how we deliver our services and how we
design the spaces, materials, and policies that support them.

A few examples from this past year include:

= building relationships with disability-serving organizations to better understand
service gaps and barriers

= delivering internal training to our staff and updating internal policies to strengthen
trauma-informed service delivery for the public

= improving physical access to our office building based on recommendations from
an accessibility audit

= when investigating complaints about access to public services, we consider
whether the public body is subject to the Accessible BC Act, and any standards,
commitments, or human rights considerations that are relevant in assessing
whether the person has been treated fairly



https://bcombudsperson.ca/accessibility-plan

Fairness in action: Ombudsperson Act

Advancing Reconciliation through our work

Building trust with Indigenous Peoples, First Nations communities, and Indigenous-
serving organizations is central to our mandate. Guided by our multi-phase
Indigenous Communities Service Plan (ICSP), we move at the speed of trust in
relationship-building and are focused on ensuring that our services are culturally
safe, trauma-informed, and distinctions-based.

In 2024/25, we:

= published Phase 2 of the ICSP, outlining steps to deepen collaboration with
Indigenous Peoples

m strengthened relationships by connecting with 50+ First Nations and 45+
Indigenous-serving organizations, including the First Nations Health Authority,
First Nations Justice Council, BC Association of Aboriginal Friendship Centres,
and First Nations Public Service Secretariat

= attended community events, including the Seabird Island Festival, Indigenous
Disability and Wellness Gathering, Gathering Our Voices Conference, and First
Nations Leadership Gathering

= expanded Indigenous cultural competency training across our office, ensuring
culturally safe and trauma-informed services from staff

= heard 481 enquiries and complaints about public services from Indigenous
people, with 81% of complaints about public bodies we can help with (compared
with 66% overall)

= collaborated with the Nisga’a Lisims Government, at its request, to help enhance
fairness when it receives complaints about its services or those of Nisga'a
village governments

I
Our responsibility is to approach every connection with humility,
respect and openness — ensuring that First Nations and
Indigenous Peoples know they are heard and supported when
seeking fairness.

Annual Report 2024/25
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Fairness in action: Ombudsperson Act

Guiding public bodies toward fair practices

Preventing unfairness before it happens is a core part of our work. Through
training, resources, and consultations, we help public bodies integrate fairness into
their policies and practices.

In 2024/25, we:

designed and delivered four post-secondary workshops to 200 faculty and staff
across BC

hosted 22 Fairness in Practice workshops, attended by 929 participants, with
14 workshops tailored to specific public bodies

published seven updated fairness resources for use across the public sector

managed 16 consultations, helping public bodies strengthen fairness in their
practices

"Your handouts and resources are in a league of their own. | refer
to them daily to improve our procedures, communications and
mindset and approach to interacting with the people we serve."

— Public sector employee




Fairness in action: Ombudsperson Act

Fairness concerns can arise anywhere people interact with
public services. Each year, our office reviews the enquiries and
complaints we receive to identify trends and opportunities for
improvement across sectors — from housing and health care to
education and local government.

By categorizing and analyzing emerging themes, we can see where people
most often experience unfairness and what those patterns may reveal about
how public systems are functioning. This helps us focus our investigative work,
share insights with public bodies, and recommend practical solutions that make
a lasting difference.

In the pages ahead, we break down complaints from 2024/25 across
eight key sectors:

Housing and affordability

Health and health care

Transportation, infrastructure, and the environment
Local government

Justice

Services for children, youth, and vulnerable adults
Employment and professional regulation

Education

Each section highlights the proportion of total enquiries and complaints received,
key trends in our data, and examples of how our investigations and resolutions
helped resolve issues of unfairness.

Names have been changed to protect people's privacy.
Photos are for illustrative purposes only.
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Fairness in action: Ombudsperson Act

I\

BC Ombudsperson

Access to housing and essential
supports is critical for people in British
Columbia, especially for those living

on low or fixed incomes. Many of the
complaints we receive are from people
who rely on government programs for
food, shelter and basic needs. In these
circumstances, even small administrative
errors, like a miscalculated subsidy

or a delayed payment, can create
serious disruptions, putting people at
risk of losing housing or going without
essentials. Responding to these issues —
often in urgent situations — remains one
of our highest priorities, ensuring that
people who depend on these programs
are treated fairly and can count on public
systems to work as they should.



Fairness in action: Ombudsperson Act

Highlights from 2024/25

= |In December 2024, we launched an investigation into how the Ministry of Social
Development and Poverty Reduction (MSDPR) distributed income and disability
assistance cheques during the Canada Post strike (which began on November
15, 2024), after hearing concerns that vulnerable ministry clients could be left
without funds for food and shelter.

= We offered feedback to BC Housing on its draft guidance document to help non-
profit housing providers develop fair complaint-handling policies and procedures.

= We participated in the Housing Central Conference in Vancouver, connecting
with community organizations, sharing information about our services,
and learning more about the issues people face navigating housing and
affordability programs.

Trends and data

In 2024/25, we received nearly 1,000 enquiries and complaints about housing and
affordability. The four most complained-about public bodies were:

= Ministry of Social Development and Poverty Reduction: 481
= Ministry of Housing and Municipal Affairs: 192

= Ministry of Finance: 113

= BC Housing: 101

All four ranked among the 20 most complained-about public bodies last year, with
the Ministry of Social Development and Poverty Reduction (MSDPR) being the
single most complained-about public body overall.

Looking more closely:

= Most (189) housing-specific complaints we heard about involved the Residential
Tenancy Branch, with 132 complaints from tenants and 49 from landlords.

= Complaints about BC Housing involved its registry and waiting list, as well as its
rent subsidy program, particularly around how subsidies were calculated.

= MSDPR complaints reflected its role in serving the province’s most vulnerable
people. The most common issues involved:

o crisis and employment supplements

o applications and eligibility for income assistance, Persons with Disabilities
benefits, and Persons with Persistent Multiple Barriers assistance

o shelter allowance disputes

third-party administration issues, including service restrictions and bans

O
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Fairness in action: Ombudsperson Act

CASE SUMMARIES

The following are examples of complaints we handled in 2024/25
related to housing and affordability.

A crisis in the making
Ministry of Social Development and Poverty Reduction

The complaint: Abi, who received income assistance from the Ministry of
Social Development and Poverty Reduction (MSDPR) contacted us for help when
MSDPR decided to hold her income assistance cheque until she was able to
provide BCelD. Abi had been receiving income assistance for several years, and
believed this new requirement was unfair.

The investigation: Because Abi was unhoused and experiencing food
insecurity, we considered her complaint urgent and contacted MSDPR. We were
told Abi had an appointment for her BCelD in four days and MSDPR would release
her cheque at that time. We raised fairness concerns with this response, noting the
delay would leave Abi without money for food. We proposed instead that MSDPR
provide her with emergency funds, called a crisis supplement, to cover the

cost of food until her BCelD appointment and her full cheque was released.

The outcome: MSDPR agreed with our proposal and issued Abi a
crisis supplement.

Why it matters: Administrative processes should never create
unnecessary hardship. For people already struggling to meet basic needs,
a small delay can mean going hungry. This case shows how flexible,
reasonable solutions can prevent further harm.

BC Ombudsperson
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Fairness in action: Ombudsperson Act

When incomplete advice blocks fairness
Ministry of Finance

The complaint: Hal received a letter from the Ministry of Finance stating he was
not entitled to a homeowner grant and owed $5,000. In disagreement, Hal asked
the ministry if he could submit an appeal by fax or email. He never received a clear
answer from the ministry and, as a result, missed the deadline to appeal.

Later, the ministry told Hal he could apply for a refund for one-year’s worth of
the homeowner grant. But when he tried, the ministry told Hal the refund was no
longer available. Frustrated, Hal complained to our office.

The investigation: We looked into whether the ministry responded reasonably
to Hal. The ministry said its letter to Hal included instructions on how to appeal by
mail. But we found that when Hal asked about his options, the ministry only told
him that sending his appeal by mail likely would not arrive in time. The ministry
did not tell Hal he could also fax or courier his appeal. By not sharing all relevant
appeal options, the ministry impacted Hal's ability to appeal the decision on time.

The outcome: The ministry agreed to train staff about how appeals can be
submitted. It also issued Hal a one-year refund.

Why it matters: When people want to appeal a government decision,
they must be given clear and consistent information about how to do so. If
staff provide incomplete advice, people can lose their right to challenge a
decision — even when they are entitled to do so. Ensuring appeal processes
are clear and accessible protects fairness and accountability.

BC Ombudsperson



Fairness in action: Ombudsperson Act

Crisis connected
Ministry of Social Development and Poverty Reduction

EARLY RESOLUTION

The complaint: Cheyanne applied to the Ministry of Social Development

and Poverty Reduction (MSDPR) for urgent financial support, called a crisis
supplement, to cover the cost of reconnecting her FortisBC natural gas service. At
first, she was told her application was approved. But due to a miscommunication
between MSDPR and FortisBC, she later learned it had been denied. After a week
without heat or hot water, Cheyanne reached out to our office for help.

The investigation: Because Cheyanne was living with her daughter and four
grandchildren — and the family had no heat or hot water — we asked MSDPR to
urgently review her file. We also asked MSDPR to contact Cheyanne directly to
explain her eligibility and discuss immediate options for reconnecting her utilities.

The outcome: MSDPR reassessed Cheyanne's application and confirmed she was
eligible for the crisis supplement. MSDPR issued the requested funds to FortisBC, and
Cheyanne's natural gas was reconnected and her heat and hot water was restored.

Why it matters: In urgent situations, delays or mixed messages can have
serious consequences. Clear communication and timely action are essential
to ensure people in crisis are treated fairly and can access the supports they
are entitled to.

Accommodations are a part of fairness
Residential Tenancy Branch

The complaint: Vigo, who lives with disabilities and has low literacy, struggled
to use the Residential Tenancy Branch’s (RTB) website to submit evidence and
web forms. He also found it difficult to understand the dispute resolution process.
When he called the RTB for help preparing for his hearing, he felt his accessibility
concerns weren’t addressed.

The investigation: We reminded the RTB that it has an obligation to accommodate
people with disabilities and to make sure everyone can fully participate in hearings.

The outcome: The RTB agreed to write Vigo an apology for his negative
experience. It also updated its website to make the information about requesting
accommodations more accessible and created a new policy on accessibility and
reducing barriers to participation.

Why it matters: Fairness means recognizing that not everyone has the
same needs or abilities. Public bodies must work to eliminate barriers so that
people with disabilities, low literacy, or experiencing other barriers can fully
participate and have their voices heard.

Annual Report 2024/25
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Fairness in action: Ombudsperson Act

Delays in moving assistance put safety at risk
Ministry of Social Development and Poverty Reduction

EARLY RESOLUTION

The complaint: Meesha left an abusive relationship and was worried about
the safety of her pets and the belongings she had to leave behind. She applied to
the Ministry of Social Development and Poverty Reduction (MSDPR) for moving
assistance but her application was delayed. Even when an advocacy agency
followed up on her behalf, they did not receive a response.

The investigation: Because of the urgency of Meesha’s situation, we
immediately contacted MSDPR to make sure her request was reviewed.

The outcome: MSDPR reviewed and approved Meesha'’s request and provided
her with moving assistance.

Why it matters: When people are leaving unsafe situations, delays
in support can put them at further risk. Timely responses to urgent
requests help people secure safe housing and move forward without
additional hardship.

Setting the jurisdiction straight

BC Financial Services Authority

The complaint: Farid complained to the BC Financial Services Authority
(BCFSA) about the developer and listing agent of a property he purchased.
One of his concerns was about the listing agent’s behaviour, which he said
was inappropriate.

Ten months after Farid made his complaint, the BCFSA sent him a letter declining
to investigate. Farid felt the BCFSA had not adequately considered the evidence
he provided. He also found their explanation for not investigating to be confusing;
the BCFSA had told Farid it did not investigate complaints about agents' behaviour,
which Farid did not think was correct.

BC Ombudsperson



Fairness in action: Ombudsperson Act

The investigation: We looked at whether the BCFSA's 10-month delay was
reasonable and whether it gave Farid adequate reasons for its decision not to
investigate. The BCFSA told us that, since Farid’s complaint, it had taken steps
to reduce its complaint processing times. It also explained that while it does
oversee complaints about agents' behaviour, the behaviour must reach a level
that is considered “unbecoming.” In this case, it said the agent’s behaviour did not
meet that threshold. This clarification was helpful but we shared our concern that it
had incorrectly told Farid it could not investigate complaints about behaviour at all.

The outcome: The BCFSA agreed to remind staff of their ability to investigate
complaints about “conduct unbecoming” to ensure accurate responses in the future.

Why it matters: People rely on regulatory bodies to give clear and correct
information. If staff of those regulatory bodies misunderstand their own
authority, complaints risk being dismissed unfairly. Making sure staff know
and accurately communicate their jurisdiction protects fairness for everyone
who raises a concern.
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BC Ombudsperson
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Health care remains one of the top
areas we hear about. Many of the
complaints we receive involve gaps in
communication, unclear decisions about
care, or problems with the way policies
are applied in hospitals and mental
health services. Our goal is to make sure
people get clear answers, resolve issues
quickly, and have confidence that health
authorities and ministries are treating
them fairly.
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Highlights from 2024/25

= In November 2024, we visited the Forensic Psychiatric Hospital in Coquitlam
and St. Paul’s Hospital in Vancouver to build relationships with service providers
and raise awareness about how our office can help patients.

= In March 2025, we met with the Independent Rights Advisor Service (IRAS),
an organization created so people detained and experiencing involuntary
treatment under BC’s Mental Health Act, understand their legal rights and how
to exercise them. IRAS was established by provincial law in response to a key
recommendation from our 2019 report, Committed to Change. Since its creation,
we have built and maintained a strong, collaborative relationship with IRAS so
people receiving involuntary care have access to the information and support
they need.

Trends and data

In 2024/25, we received 861 enquiries and complaints about health and health
care — the second most complained-about sector last year. Top public bodies
mentioned were:

= Provincial health authorities: 675

= Ministry of Health: 151

The most common issues involved:

hospital services, including acute care

mental health and substance use services, including access to treatment

quality of care concerns

involuntary admissions under the Mental Health Act
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CASE SUMMARIES

The following are examples of health and heath care-related
complaints we handled in 2024/25.

Right information, too late
Vancouver Island Health Authority

The complaint: Cindi’'s mother went to the emergency department with signs

of a stroke. She later received medication, but there was a dosage error. Her
condition worsened and she passed away a few weeks later. Cindi was concerned
about the care her mother received and complained to Vancouver Island Health
Authority’s (Island Health) Patient Care Quality Office (PCQO). She felt its response
did not adequately address her concerns and contacted our office for help.

The investigation: We looked into Island Health’s handling of Cindi’s
complaint. We learned that her mother’s care had been reviewed by Island
Health’s Safety Committee, but those findings were not shared with Cindi because
Island Health determined they were protected from disclosures under the Evidence
Act. About a month after she made her complaint, however, an Island Health staff
member informally told Cindi by email that she could take her concerns about
medical misconduct to the BC College of Physicians and Surgeons and the BC
College of Nurses and Midwives. Regardless of whether Island Health was able to
share the results of their review with Cindi, its staff should have provided her with
this referral information much earlier — and in a clear, formal way.

The outcome: Because of our investigation, the PCQO developed and
documented a process for referrals when complaints include medical practice
concerns. The PCQO now will:

= offer to forward the practice concern to appropriate leadership for follow up with
the health professional

= tell the person about Island Health's obligation to refer serious concerns to the
appropriate regulatory body for investigation

= ensure the person receives referral information early in the complaint process
Why it matters: When people raise serious concerns about medical care,
they need clear guidance on where to turn. Delays or informal communication

can leave families feeling dismissed at a time when they most need support.
Formal referral processes help ensure people know their options.

BC Ombudsperson



"Thank you for this invaluable information and your care and
consideration with our case. | know your office helps a lot

of citizens with issues of injustice and it is truly needed and
appreciated in these times of change."

— Member of the public
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Time is vital
Vital Statistics Agency

EARLY RESOLUTION

The complaint: Lian applied for a birth certificate through the BC Vital Statistics
Agency (Vital Statistics) after his daughter was born. Because of technical
difficulties with the online system, Lian had to submit a manual application in
person. Several weeks later, there was a medical emergency in Lian's family.

He needed to travel internationally but without his daughter’s birth certificate, he
couldn’t apply for her passport. Lian contacted Vital Statistics and discovered his
application had been misplaced. Although it was eventually found, he was told it
would still take weeks before the birth certificate could be issued. Frustrated, Lian
asked us for help.

The investigation: We contacted Vital Statistics and explained the urgency of
Lian's situation.

The outcome: Vital Statistics called Lian the next day to let him know that his
daughter’s birth certificate had been expedited and was ready for pickup.

Why it matters: For urgent, time-sensitive matters like travel for a family
emergency, delays in vital records can have serious impacts. Ensuring
applications are processed quickly and accurately gives families confidence
they can rely on these services when it matters most.

Finding a fair path to care
Ministry of Health — Health Insurance BC

The complaint: After moving back to BC, Darius applied for health insurance.
He provided his old BC health number, ID, and proof of heath care coverage
from another province. However, despite these documents, Health Insurance BC
(HIBC) declined to process Darius' application because he couldn’t provide proof
of his immigration status in Canada. Darius contacted Immigration, Refugees and
Citizenship Canada for confirmation of his permanent resident status but was told
the process could take nine months. In the meantime, Darius was in urgent need
of a prescription refill and a doctor’s care, so he contacted our office for help.

BC Ombudsperson
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The investigation: We reviewed Darius' file and determined that the
documents he submitted did not meet HIBC’s requirements, even though he had
previously held BC coverage. However, we also identified that HIBC can provide
up to six months of temporary coverage to people who need urgent medical
attention, like Darius. We asked HIBC to grant Darius interim coverage while he
waited for confirmation of his permanent resident status.

The outcome: HIBC agreed to provide Darius with temporary coverage so he
could access the medical care he needed.

Why it matters: When it comes to essential services like health care,
fairness means using all available tools to ensure people can access the
care they need. Temporary solutions can mean the difference between
someone getting treatment on time or going without.

Solving a problem up front
Fraser Health Authority

The complaint: Helena’'s husband, Mateo, was receiving treatment in a hospital
when his walker, dentures, and other personal belongings went missing. The
hospital told Helena that the Fraser Health Authority (Fraser Health) would replace
the walker if she contacted the Patient Care Quality Office (PCQO). Helena then
reported the lost items on several occasions but never received a formal response.

The investigation: We investigated Helena’s concern that Fraser Health had
not responded. During our investigation, Helena eventually heard back from Fraser
Health and was told about its reimbursement policy: the PCQO would not replace
items directly but would reimburse her if she bought replacements herself. We
found this “one size fits all” approach unfair, since it assumed everyone could
afford to pay upfront for expensive items.

The outcome: Fraser Health agreed to change its approach in Helena’s case. It
allowed her to submit a direct invoice for the dentures and either submit an invoice
for a new walker or have Fraser Health purchase one on her behalf. Helena was
also invited to submit receipts for the other lost items.

Why it matters: Policies that don’t account for people’s financial
circumstances can deepen hardship. By adapting its approach, Fraser
Health recognized that fairness means offering solutions that are equitable
and consider the distinct circumstances people might face.

Annual Report 2024/25
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Missing valuables, missing accountability
Forensic Psychiatric Services Commission

The complaint: When Andrej was transferred to the Forensic Psychiatric
Hospital, his belongings were sealed and stored in a secure place accessible only
by staff. Later, when Andrej asked to check his items, he discovered the sealed
package had been opened and some of his jewelry was missing. The hospital
investigated but was unable to locate the missing jewelry and offered Andrej $300
in compensation. Andrej was upset, believing the missing jewelry was worth much
more than $300. Following his discharge from the hospital, Andrej complained to
the Patient Care Quality Office (PCQO) about his experience. He contacted our
office because he felt neither the hospital nor the PCQO had made a real effort to
resolve the matter.

The investigation: We reviewed the hospital’s policies for storing personal
items and found they had not been followed when Andrej was transferred.

Staff failed to inspect, record, list and describe his list of items, and there was

no record of the jewelry he was wearing when admitted. The hospital could not
explain why the sealed package was opened and why no records were made. We
also found the $300 compensation offer to be arbitrary, as it was not based on
evidence or linked to the value of missing items Andrej described.

The outcome: The hospital followed up with its staff to ensure personal property
policies are applied consistently. It also apologized to Andrej and began discussions
with him to agree on a more reasonable compensation for his lost jewelry.

Why it matters: When people are admitted to hospitals or facilities,
they trust staff to safeguard their belongings. Clear policies and accurate
records are essential to protect that trust. If staff fail to follow procedures,
individuals risk losing not just their property but also confidence in the
fairness of the system.

BC Ombudsperson
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First, fix the mistake
Ministry of Health — Health Insurance BC

The complaint: Itsuki reached out to us after Health Insurance BC's (HIBC)
denied their application for BC's Medical Service Plan (MSP). HIBC first told Itsuki
they were ineligible because of an income-tax issue. ltuski resolved that issue with
the Canada Revenue Agency and sent the documents to HIBC. HIBC then denied
ltsuki's application again, this time saying there wasn't enough information —
without explaining what was missing. Confused and without coverage, Itsuki asked
us to review HIBC's decision to deny their application.

The investigation: We examined why HIBC had denied ltsuki's application

and if its reasons were fair. We found that ltsuki's previous MSP coverage had
been cancelled due to unpaid premiums, which created a debt. To deal with that
debt, ltsuki applied for Retroactive Premium Assistance (RPA), a program that can
reduce or eliminate past MSP premiums. HIBC told Itsuki it would not consider the
RPA request until they re-enrolled in MSP. That advice was incorrect: people can
be assessed for RPA before re-enrolling. We asked HIBC to reconsider its decision
based on the correct policy.

The outcome: HIBC acknowledged the error and reassessed the file. It
determined that Itsuki qualified for the maximum RPA and reimbursed them
$572.54. With the debt addressed, Itsuki was able to obtain MSP coverage.

Why it matters: Administrative mistakes and unclear instructions create
stress and can delay access to essential health coverage. Fairness means
owning errors, giving clear information, and fixing problems quickly so
people aren't left without the care or support they need.

BC Ombudsperson



The following case summary was reviewed by Darwyn's family. At their request,
we have used Darwyn's real name. We thank the family for working with us and
allowing us to share their story.

FEATURED CASE SUMMARY

Improving pediatric palliative care coordination:
Darwyn’s story

Ministry of Health, Ministry of Children and Family Development,
and Vancouver Island Health Authority

The complaint: Darwyn was born in May 2004 and passed away at home in
July 2020. Throughout his life, Darwyn experienced significant and complex health
care needs. He was autistic, had Trisomy 21 (Down syndrome) and a related heart
condition. He also suffered from an additional chronic heart condition requiring
multiple surgeries early in his life. By 2012, his doctors decided that further heart
surgery was no longer an option, and in 2018 Darwyn was referred to palliative care
because his life expectancy was likely to be shortened due to his health needs.

When Darwyn’s parents contacted our office in March 2022, they were deeply
concerned about how fragmented and unclear the palliative care system was
during the final years of Darwyn’s life, which led to a lack of adequate care

for Darwyn. They told us that Darwyn experienced barriers when accessing
appropriate palliative care because of his disabilities, and that the pediatric palliative
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care system was ill-equipped to respond when he went into medical decline.
Specifically, they told us that Darwyn was not seen or cared for in a timely manner
when he neared the end of his life, and that he experienced unnecessary delays
receiving the pain medication he needed. They felt they were left without clear
guidance or support — particularly around who was responsible for Darwyn’s care.

The investigation: We investigated whether a reasonable and coordinated
plan had been in place for Darwyn’s care from the time he was referred to pediatric
palliative care in 2018 until his death in 2020.

During this time, several public bodies and private agencies were responsible for
Darwyn’s care, including the Ministry of Health, Ministry of Children and Family
Development (MCFD), Vancouver Island Health Authority (Island Health), Canuck
Place Children’s Hospice (a non-profit hospice), Nursing Support Services (BC
Children’s Hospital), and various primary care providers and specialists. Our
investigation focused on the three overarching public bodies involved: Ministry of
Health, MCFD, and Island Health.

We reviewed extensive records, and analyzed the communication, accountability,
and clarity of roles among these public bodies.

The outcome: Our investigation confirmed what Darwyn’s parents told us: the
pediatric palliative care system in BC is fragmented and confusing in ways that
can adversely impact the quality of care families receive, particularly for children
with disabilities. In Darwyn's case, there was no clear understanding — by the
family or even the care providers themselves — of who was responsible for what,
or how the services were supposed to work together. During the last two years of
Darwyn’s life, this fragmentation of the palliative care system and the lack of clear
accountabilities denied Darwyn’s parents a clear understanding of:

= the scope of services they could expect
= how the services were integrated

= which organization they could contact if they had questions about Darwyn's end-
of-life care

= which organization held responsibility and accountability for Darwyn’s care

= which organization would take the lead to provide the necessary
end-of-life care

This fragmentation resulted in harmful gaps in health care for Darwyn and his family
when they needed it most and left his parents feeling completely abandoned.

The Ministry of Health agreed there were serious gaps with the way pediatric
palliative care had been organized and delivered. In response, it established a
multidisciplinary working group to review and re-examine pediatric palliative care
policies and processes across the province.

BC Ombudsperson
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The working group has:

= launched a pediatric palliative advanced-care-planning initiative to identify
gaps, challenges and barriers in pediatric care, which has led to a process to
standardize a province-wide approach

= conducted a comprehensive consultation and engagement process with First
Nations and Indigenous communities, BC Children’s Hospital and BC Women’s
Hospital and Health Centre, Provincial Health Services Authority, BC’s five
regional health authorities, BC First Nations Health Authority, MCFD, Canuck
Place and other public, private and contracted service providers

Although the working group’s activities continue, its work has already led to
proposals to change pediatric palliative care services, including changes to the
advance-care-planning policy framework. At the time our investigation concluded,
the Ministry of Health told us that it intends to implement this new framework
across BC to prevent the situation that Darwyn and his family experienced from
happening to others.

The Ministry of Health has also established clearer lines of communication
for families and is working to clarify how responsibility for care and overall
accountability are divided when multiple public and private organizations are
involved in patient care.

Why it matters: Darwyn’s family experienced unnecessary trauma at a
time when they most needed coordinated, timely support. Our investigation
showed that fragmented pediatric palliative care puts children and their
families at risk of significant harm, particularly at vulnerable moments.

All children requiring palliative care deserve clear, coordinated, and
responsive services that meet their complex needs. Darwyn’s parents
brought their concerns to us because they wanted to ensure that other
children with disabilities and their families would not experience what they
had. As a result, meaningful improvements were made in pediatric palliative
care across BC. While these changes cannot change the difficult and
traumatic experiences Darwyn and his family endured, they will help

ensure that future families receive better, more compassionate end-of-life
care and support.

We will continue to monitor and report on the Ministry of Health’s actions to
ensure the goal of reducing fragmentation and improving coordinated care
delivery is achieved.
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Highlights from 2024/25

= We continued to monitor implementation of the 20 recommendations from
our October 2023 report, Fairness in a Changing Climate, which found that
emergency support programs were outdated, under-resourced, inaccessible for
vulnerable evacuees and poorly communicated.

= The Ombudsperson presented to 300 emergency services professionals at the
Network of Emergency Support Services Teams conference on our Fairness in a
Changing Climate findings and recommendations.

= We continued to monitor seven recommendations from our March 2024 report,
On the Road Again, which highlighted problematic road-related legislation with
real-world consequences.

= We delivered a Fairness in Practice workshop to 44 staff responsible for mining
compliance with the Ministry of Energy, Mines and Low Carbon Innovation.

Trends and data

In 2024/25, we received 735 enquiries and complaints in this category; 618 related
to infrastructure and transportation; and 117 were about the environment.

Top infrastructure and transportation public bodies were:
= ICBC: 476

= BC Hydro: 52

= Ministry of Transportation and Transit: 49

More than three-quarters (77%) of infrastructure and transportation complaints
were about ICBC.

Of the ICBC specific complaints, more than half were about motor vehicle
accidents, a trend that has continued since 2023/24. These complaints account for
nearly half of all complaints about ICBC, followed by driver licensing complaints.

For the 177 environment-related complaints, the top public bodies mentioned were:

= Ministry of Forests: 29

= Ministry of Environment and Parks: 23

= Ministry of Water, Land and Resource Stewardship: 18
= Ministry of Energy and Climate Solutions: 17

Most environment-related complaints involved disagreements with decisions,
unfair processes, communication gaps, or delays in obtaining critical decisions.
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CASE SUMMARIES

The following are examples of complaints we handled in 2024/25
related to infrastructure, transportation, and the environment.

Keeping the lights on
BC Hydro

The complaint: Adrian asked BC Hydro for a payment plan to cover an overdue
bill, explaining they would be able to pay the full amount within six weeks. BC
Hydro denied their request, citing a late payment earlier in the year. Adrian felt this
was unfair — the reason they were late earlier in the year was because they were
applying for the Customer Crisis Fund, a financial assistance program that helps
people facing temporary financial crisis to pay their overdue electricity bills.

The investigation: We looked into whether BC Hydro followed a fair process
when it decided to disconnect Adrian's power. We contacted BC Hydro and it
promptly agreed to review Adrian's file.

The outcome: Within three days of receiving our notice of investigation, BC
Hydro contacted Adrian and agreed to a payment plan. It also confirmed that
Adrian's file should not have been flagged for late payment — when a person is
applying for crisis funds, any late payments should not be treated as overdue.

Why it matters: Electricity is an essential service. When payment
processes are applied too rigidly, people can be left without power even
when they are trying to pay what they owe. Flexible and fair approaches help
ensure people can keep vital services while meeting their obligations.

BC Ombudsperson



“| am profoundly grateful to the Office of
the Ombudsperson for your restorative justice."

— Member of the public







