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1.

Overview of the Bereavement Authority of Ontario

The Bereavement Authority of Ontario (BAO) was estab-
lished as a Delegated Administrative Authority (DAA) on
January 16, 2016. The licensing and enforcement responsi-
bilities previously exercised by the Board of Funeral Services
(BOFS) and the Ministry of Government and Consumer Ser-
vices Cemetery and Crematorium Regulations Unit, were
transferred to the BAO.

The BAO administers provisions of the Funeral, Burial and
Cremation Services Act, 2002 (FBCSA) on behalf of the Min-
istry of Government and Consumer Services. The FBCSA
consolidated and modernized two statutes: the Cemeteries
Act (Revised) and the Board of Funeral Services Act
(formerly titled the Funeral Directors and Establishments
Act). The FBCSA and its regulations recognize that bereave-
ment related decisions are often made during stressful and
emotional times. The FBCSA requires that consumers are
clearly informed of their options and have necessary infor-
mation on hand when making bereavement related deci-
sions. The FBCSA generally applies to those significant fac-
ets of the bereavement sector, including funeral establish-
ments, transfer services, cemeteries, crematoriums, funeral
directors, sales representatives and funeral preplan-

ners. The FBCSA aims to create and provide consistent con-
sumer protection, as well as to promote high professional
standards for all bereavement related licensees and opera-
tors.

The BAO is responsible for consumer protection and
consideration of the public interest in its oversight of
bereavement services in Ontario. The BAO licenses and
regulates more than 5000 bereavement related profes-
sionals.



http://www.ontario.ca/laws/statute/02f33
http://www.ontario.ca/laws/statute/02f33
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Fair, safe and supportive funeral, burial and cremation services in @ntaric.
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1b.

Organizational Structure
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1c.

Governance

The BAO is governed by a ten-member Board.

The Board is comprised of:

(a) Four Directors who are selected based on their skills and governance experience (these individuals can have
no direct interest in the bereavement sector).

(b) Three Appointed Directors who are selected and appointed by the Minister of Government and Consumer
Services, for terms determined by the Minister.

(c) Three Elected Directors who are also the chairs of the three Advisory Committees.



Advisory Committees

As part of its governance structure, the BAO Board is supported by three Advisory Committees. These volunteer
committees are comprised of sector and consumer representatives who provide the Board and the Registrar with expert
advice on matters affecting the bereavementsector. The Chair of each committee also serves as a director on the Board
of Directors.

e Funeral & Transfer Services Advisory Committee
e Cemetery, Crematorium & Municipal Advisory Committee

e Faith-based Advisory Committee

More information on the Advisory Committees can be found here: https://thebao.ca/home/governance/committees/

Services

The core services that the BAO provides include:

e Licensing of establishments and individuals, includ-

. o Public Education & Outreach
ing new applications and renewals

. . . e Trust Fund Oversight
e Oversight of internships

L ) e Compensation Fund Administration
e Accreditation of education programs

: e Liaison with Government
e Consumer Protection:

e Complaint Handling e Liaison with Stakeholders
e Mediation

e Inspections

e Investigations

e Compliance Actions (Registrar’s Actions)



1 f.
Stakeholders

The BAO maintains a productive and positive relation-

ship with its key stakeholders, which include:

Consumers
Licensees
The Ministry of Government and Consumer Services

The Ontario Association of Cemetery and Funeral
Professionals

The Ontario Funeral Service Association

The Federation of Ontario Memorial Societies
Community Deathcare Canada

The Good Green Death Project

Alkaline Hydrolysis Coalition

Humber College

College Boréal

1g.
Relationship with the
Government of Ontario

The Minister of Government and Consumer Services has
delegated the authority to administer the FBCSA to the
BAO, but retains legislative oversight. Roles and respon-
sibilities of the Minister and the Authority are set out in
the Administrative Agreement. The Board is accountable
to the Minister for the performance of the Authority.




2.

Complaints Handling

The BAO will entertain complaints received via phone, letter, email or via our
online complaint form found here https://thebao.ca/for-

consumers/complaints/ The BAO reviews and handles complaints pursuantto %

the FBCSA. Parties are encouraged to discuss their concerns before proceed-
ing through the BAO’s complaint process.

Pursuant to section 66 of the FBCSA, in handling complaints, the Registrar
may do any of the following, as appropriate:

e Attempt to mediate or resolve the complaint.
e Give the licensee a written warning.

e Require the licensee or other persons to attend a specified educational
program.

e Refuse toissue or renew a licence, or suspend or revoke alicence.

e Take other appropriate actions in accordance with the FBCSA which may
include but is not limited to imposing Conditions of Licensure.

e The Registrar cannot award damages or require refunds or discounts
where services and/or merchandise have been provided.

e Consumer protection, in a marketplace that is safe, secure and profes-
sional is a priority for the BAO.

h


https://thebao.ca/for-consumers/complaints/
https://thebao.ca/for-consumers/complaints/
https://www.ontario.ca/laws/statute/02f33#BK73

3.

French Language Services

The bereavement sector employs many francophone licensees. Funeral
services education is offered at Collége Boréal — a fully French-speaking
college. The BAO employs 3 fully bilingual staff members and provides

French language services as required. Most BAO publications are produced
in both English and French.



Business Planning Overview and Early Insights

To guide the BAO toward achieving its vision and mission over the next three years, the board and management team of
the BAO participated in its first facilitated strategic planning process in the fall of 2017. The process included consul-
tation with a wide array of stakeholders. Several key insights have been identified during the first two years of the BAO’s
existence:

e Consumers and the sector are benefiting from funeral and cemetery professionals
working with one regulator.

e Some previously unknown consumer risks are being identified through initial assess-
ments of the sector.

e Some challenges caused by changing demographics, land use, and technology will
require innovation, cooperation and adaptation to resolve.

e Growth of the organization’s resources may be required to properly execute on its
mandate and strategic plan.

The strategic planning process identified five strategic priorities which will guide the BAO toward achieving its vision
and mission over the next three years.

Strategic Priorities

Inform and support stakeholders in matters related to the FBCSA.
Comply with regulatory obligations for administering and enforcing the FBCSA.
Adopt innovative methods for achieving compliance with the FBCSA.

Optimize operational economy, efficiency and effectiveness.

vk wNoe

Enhance corporate governance.

10



5a.

Strategic Priorities, Objectives, and Performance
Measures

1. Inform and support stakeholders in matters related to the FBCSA

Objectives Performance Measures Target

® Revise and enhance the organization’s online presence for ease |[® 2018
of access; website being redesigned in order to improve
navigation and usability, enhance the visitor experience, and
attract more users e.g. via mobile accessibility.

® Build BAO’s social media presence to reach a broader range of | o 2018
consumers; Engaging and informative content will be posted on
a monthly basis on Facebook, Twitter and LinkedIn; Various
social media advertising campaigns will be implemented to

A. Increase consumer awareness of boost followers and engagement; Social media links will be
the BAO and access to useful and included in employee signatures, in the Consumer Information
relevant regulatory information. Guide and incorporated into the BAO trade show booth

graphics.

® Develop additional ways of ensuring consumers are provided e 2019
with the BAQO's Consumer Information Guide, prior to their
entering into contracts when making purchases of
bereavement related supplies and services.

® Engage with licensees to include and promote the BAO in their | ¢ 2019
advertising.

® Participate in consumer events (Zoomer Show, 55+ Lifestyle e 2018
Show and other consumer-focused trade shows) and make
presentations to consumer groups (FOOMS, community
centers etc.) to promote the BAO. This is an opportunity to
inform consumers of the services the organization provides
and about their rights).

e 2019
® Provide consumer information on the choices available to

them indifferent preplanning arrangements.
e 2019
® |[nstitute requirements for Funeral Directors to approve

preneed contracts negotiated by funeral preplanners/sales
staff when consumers areentering into contracts.

11



Continue to work closely with the BAO Advisory Committees. Ongoing
Continue to engage and work collaboratively with Ongoing
Associations and other stakeholders through various e-
blasts and social media posts.
B. Develop and maintain effective Develop effective understanding and support of consumer Ongoing
communications with key needs.
stakeholders. Work collaboratively with the Ministry to provide advice Ongoing
and insight on emerging trends and methods for the
disposition of dead humanbodies.
Develop recommendations with Government on legislation, Ongoing
regulation, policies and practices.
Continue to communicate with stakeholders. Ongoing
Provide ongoing training to BAO staff in effective complaint Ongoing
handling techniques.
C. Improve resolution of consumer Develop better methods for dealing with complaints that are 2019
complaints. non-regulatory in nature.
Administer Compensation Fund claims in a timely manner. 2018

12




2. Comply with regulatory obligations for administering and enforcing the FBCSA

Objectives Performance Measures Target
Establish, implement and maintain high standards of practice, Ongoing
and ethics in the provision of funeral, transfer, cemetery and
crematorium services.

Create a Code of Ethics and Discipline Regulation. 2019

Continue to maintain and update effective licensing of funeral Ongoing

establishments, cemetery operators, crematorium operators,

transfer service operators, funeral directors, funeral preplanners,

transfer service sales representatives, and cemetery sales

A. Oversee sector standards representatives.
and requirements. ; ; ; —

Continue to provide Entry to Practice Examinations. Ongoing

Review license reinstatement standards. 2018

Recommend and promote preneed contract changes to provide 2019

consumers with a clear description of the purchased supplies and

services to clarify which other supplies and services are not

included.

Maintain a high level of educational standards/requirements for Ongoing

licensees.

. Monitor and approve programs delivered by course providers. 2020
B. Enhance education PP prog y P
requirements and Restructure funeral preplanner and transfer service operator

education in Ontario. 2020
standards.

Define continuing education requirements. 2019

Maintain an effective inspection and compliance review program. Ongoing

Review proposed trustee agreements and financial statements Ongoing

for trust compliance.

Monitor trust (Care and Maintenance Trust Fund/Account and Ongoing

C. Complete inspections Pre- paid Trusts) compliance activities.
and reviews and . . :

Continue education for non-licensed employees ofcemetery/ Ongoi
resolve non- crematorium operators. ngoing
compliance findings. o , ) , . .

Initiate immediate Registrar’s actions or sanctions when

Ongoing

non- compliance is identified.

13




3. Adopt innovative methods for achieving compliance with the FBCSA

Objectives Performance Measures Target
® Develop and implement a risk-based compliance regime andassociated e 2020
A. Increase the effectiveness practices.
and efficiency of inspections ) ) )
) ® Develop an effective procedure to review and ensure compliance e 2020
and compliance methods.
related to preneed contracts.

® Coach “at risk” small cemeteries on proper trust and cemetery ® Ongoing

management.

® Encourage collaboration between funeral professionals, cemeteries and |® 2020
municipal operators to enhance the quality and sustainability of smaller
cemetery operators.

B. Coach for compliance. ® Provide direction on cemetery education requirements to sector e 2019
associations and encourage them to provide the necessary education to
their members.

® Jointly develop, brand, distribute and promote a cemeteryhandbook of | o 2020
regulatory requirements and best practices with sector associations.

4. Optimize operational economy, efficiency and effectiveness

Objectives Performance Measures Target
® Ensure careful management of resources. ® Ongoing
° i _ ® Ongoing
A Ensure financial Manage reserve funds to appropriately meet the long-term needsof the
. . BAO.
sustainability.
® Ensure that the Compensation Fund is adequately funded. ¢ Ongoing
® |mprove integration of processes and procedures for licensing. ® Ongoing
® |dentify and eliminate outdated and inefficient licensing processes and e 2019
requirements.
® Ensure licensing requirements are aligned with the FBCSA. ® Ongoing
B. Improve operational e Transform IT system to merge CATS into the OASIS database, with * 2018/
capabilities. design and reporting improvements. Ongoing
® Develop IT reporting systems to provide statistics and ensure staff e 2019
accountability.
® Maintain appropriate staff levels to meet the regulatory and strategic ® Ongoing

needs of the BAO.

14



5. Enhance corporate governance

Objectives Performance Measures Target

® Develop Board and committees, policies and procedures thatpro- e 2018
mote best practices applicable to the BAO.

® Develop and maintain a current StrategicPlan. ® Ongoing
® Develop and approve a Business Plan that aligns with the Strategic ® Ongoing
Plan.
A. Ensure effective Board ® Develop and implement appropriate performance metrics forthe e 2019

functioning and oversight organization.

of the BAO. ® Approve risk management plan. * 2019

15



5 b.
Key Outcomes, Outputs and Targets

The BAO has set strategic priorities, initiatives and a performance plan in its
FY2018/19-2020/21 business plan. The BAO reports on performance in its annual
report to ensure both transparency and accountability to its stakeholders and
the public.

The BAQ’s database and computer system, which combines two distinct systems
(data from the former Board of Funeral Services with data from the Ministry of
Consumer & Government Services) was launched in February 2018. As such, the
BAO is in early stages of developing data that will reliably enable year over year
comparisons against its first full year of operation (2017). Similarly, for the
FY2018/2019 business plan period, the initiatives identified have focused on the
build out of the BAO and may not readily lend themselves to quantifiable
measures, but instead may reflect activity-based measures to gauge progress
rather than outcomes. As the organization matures over this planning period,
performance measures will be updated and stabilized to allow for year-to-year
comparisons.




6.

Financial Forecast

3-Year Forecast of Revenue Actuals Budget Forecast Forecast Forecast
and Expenses 2017-18 2018-19 2018-19 2019-20 2020-21
Funeral Revenue S 2,468,522 S 2,492,476 $ 2,501,084 $ 2,499,394 $ 2,517,888
Cemetery and Crematorium Revenue 1,679,963 1,685,919 1,668,609 1,683,853 1,699,248
Other Revenue - Non-Operational 113,737 59,438 77,901 84,472 91,700
Total Revenues (1) S 4,262,222 $ 4,237,833 $ 4,247,594 $ 4,267,719 $ 4,308,836
Payroll Expenses (2) $ 1,861,150 $ 2,371,781 $ 2,362,881 $ 2,606,796 $ 2,691,737
Specialized Outsourced Expenses (3) 257,981 525,032 629,884 496,469 497,469
Communication and IT Expenses 179,443 327,476 336,080 333,048 321,548
Office and Other Expenses 730,025 762,553 721,915 725,340 740,449
Total Expenses $ 3,028598 $ 3,986,843 $ 4,050,760 S 4,161,653 $ 4,251,203
Operating Surplus/(Deficit) $ 1,233625 $§ 250,991 $ 196,834 $ 106,066 $ 57,633

Budget Notes:

1. The 2018-19 budget reflects a modestly flat and consistent death count as experienced over the

last decade.

2. Includes full time and contract employees in addition to associated benefit expenses. Increasein
head count further explained in Section 7.

3. Specialized Outsourced expenses reflect contingency funding with respect to outside legal
support as a result of recent litigation activity.

4. Other Revenue reflects interest income generated from investment holdings.

17



Resources Required

A number of the initiatives identified in this business plan will require the addition of new resources:

e Replacement for outsourced legal resources: A new Legal Counsel and Law Clerk will be hired early 2019.
Salaries will reduce outsourced legal expenses.

e Enhance management team: One new management position has been budgeted for, to be hired in 2019.

These new positions are accounted for in the financial forecast for fiscal years 2018/19, 2019/20, 2020/21.

18
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