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Message from the Chair

The Honourable Tracy MacCharles
Minister of Government and Consumer Services
Minister Responsible for Accessibility
Mowat Block, 6th Floor, 900 Bay Street,
Toronto, ON M7A 1L2

Dear Minister MacCharles,

On behalf of the inaugu-
ral Board of Directors (“the 
Board”), of the Bereavement 
Authority of Ontario (BAO) I 
have the privilege of present-
ing our first Annual Report. 
The Annual Report details our 
operational activities and our 

financial standing for the fiscal year April 1, 2016 to 
March 31, 2017.  

The BAO assumed responsibility for the bereavement 
sector in Ontario in two stages. On January 16, 2016, 
the BAO became responsible for licensing and en-
forcement of the cemetery and crematorium sectors. 
On April 1, 2016, the BAO took on full responsibility for 
the bereavement sector, including funeral and transfer 
services.  

The responsibility of administering provisions of the 
Funeral, Burial and Cremation Services Act, 2002 on 
behalf of the Ministry of Government and Consumer 
Services (MGCS) places the BAO in the role of the sin-
gle regulator for the entire bereavement sector in On-
tario.  The BAO provides an effective one-window ap-
proach for both licensees and consumers. Consumers 
now have a single point of contact for any questions 
or complaints that they may have about funeral, trans-
fer, cemetery and crematorium services.

The 8-member inaugural Board met nine times be-
tween April 2016 and March 2017. I am pleased to re-
port that much was accomplished at both the opera-
tional and strategic level.  An important milestone for 
the Board was the development of a nomination and 
election process for establishing a permanent Board.

The inaugural Board also established several commit-
tees that oversee the nomination of future Board and 
Committee members, the management of the

Compensation Fund, and that ensure the voices of the 
industry are heard via three advisory committees; Fu-
neral and Transfer Services; Cemetery, Crematorium 
and Municipal; and Faith-based. There is a consumer 
representative on the Funeral and Transfer Services 
and Cemetery, Crematorium and Municipal Advisory 
Committees.

A further milestone was the development of the BAO’s 
permanent Corporate By-law which sets out the struc-
ture for the operation of the BAO’s permanent Board.  
The interim Board also approved several foundation-
al policies to oversee processes for procurement, ex-
pense reimbursement, remuneration, investment and 
access and privacy.     

I would like to thank the MGCS implementation unit, the 
Board of Funeral Services and Cemeteries Regulation 
Unit staff all of whom helped to facilitate the start-up 
of the BAO.  The early successes of the BAO are very 
much due to the hard work, talent and commitment of 
BAO staff under the leadership of the CEO/Registrar. 
The CEO/Registrar has brought a new openness and 
transparency to the regulatory activities of the BAO 
and how they are conducted. 

The BAO has benefitted greatly from the strong, col-
laborative working relationship that exists with MGCS. 
This positive relationship is integral to the future suc-
cesses of the BAO as it strives to successfully fulfill its 
mandate.

Finally, I’d like to thank all Directors for their hard work, 
wisdom and guidance. A solid foundation exists for the 
BAO to be an effective and responsive regulatory or-
ganization and to never stand still in its drive for contin-
uous improvement and protection of the public.

Yours truly,

Tom Wright
Chair of the Board of Directors 
Bereavement Authority of Ontario 
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Message from the CEO & Registrar

I am honoured to have been 
appointed by the interim 
Board of Directors as the Be-
reavement Authority of On-
tario’s (BAO) first CEO and 
Registrar. I am privileged to 
work with such a dedicated 
and knowledgeable Board, 
and with a strong and dy-
namic team of employees.  

Together we will ensure that the BAO addresses the 
challenges and opportunities ahead with a positive 
and productive approach for stakeholders, licensees 
and consumers – I assure you that each voice will be 
heard.

As the CEO, I am excited to be building the BAO from 
the ground up, and to be a part of the evolution of two 
sectors converging; cemetery/crematorium and funer-
al/transfer service.  Although some aspects of the two 
worlds are very different, there are many alignments 
and efficiencies that the BAO can capitalize upon to 
provide smoother, simpler services for licensees, and 
more efficient resources for consumers. 

The BAO is responsible for effective and efficient li-
censing and consumer protection for the bereave-
ment industry in order to fulfill its obligations under 
its Administrative Agreement with the Ministry of 
Government and Consumer Services (MGCS).  It is 
also responsible for ensuring licensee compliance with 
the Funeral, Burial and Cremation Services Act, 2002. 
As Registrar, I take the responsibilities conferred upon 
that position seriously and I look forward to working 
with the bereavement industry sector and with con-
sumers in an open, accessible, accountable, and re-
sponsive manner.

The BAO staff and Board appreciate the planning 
and execution done by the MGCS implementation 
team prior to the BAO’s delegation.  Their thorough 
research and consultation resulted in a seamless tran-
sition from the Cemetery Regulations Unit (CRU) and 
the Board of Funeral Services (BOFS) organizations 
to the BAO, and revealed some inconsistencies that 
have been (and are still being) addressed. We were 
well positioned to overcome challenges that are inher-
ent in a start-up organization,

be they technological, human resources, customer 
service or regulatory in nature.

In its first year of operations, the BAO has celebrated 
several accomplishments, among them:

• A strong financial momentum has been 
set and the BAO has maintained an early
course of fiscal discipline.

• The transition from an outdated database, 
to a new system that will handle all of
the BAOs operations. This project will
continue throughout 2017 and we look
forward to the efficiencies that this new
system will bring to the BAO and
its licensees.

• The new and improved online license
renewal system is only the first step towards
simplifying licensee interactions with the
BAO. We will continue to expand our
online services.

• Licencees and consumers alike will enjoy the 
new content and modern design of the
Consumer Information Guide.

• The delivery of the internship program
has been placed in the capable hands of the 
colleges.

• The development of three Advisory
Committees, consisting of 23 committee
members/industry experts, who will advise
me on matters that impact the two sectors.

As we look ahead, we will continue to forge bonds 
with other established administrative authorities and 
collaborate with them for best practices, to find ap-
proaches that better engage our stakeholders and to 
provide accessible, informative and user-friendly infor-
mation to consumers.

Above all, we look forward to exploring, expanding 
and implementing the BAO’s mandate throughout 
2017!

Carey Smith
CEO and Registrar
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Organizational Overview

The BAO is an independent, not-for-profit corporation 
which administers provisions of the Funeral, Burial and 
Cremation Services Act, 2002 (FBCSA), and which 
governs the bereavement sector in the province of 
Ontario.   

Mandate

The BAO’s mandate is to serve and protect the public 
interest by administering the FBCSA and the associat-
ed regulations.

The BAO is responsible for:

• Licencing of funeral establishments, transfer
service operators, cemetery operators,
crematorium operators, funeral directors, fu- 

   neral preplanners, transfer service sales repre 
  sentatives, cemetery sales representatives,  
  and crematorium sales representatives.  
• Promoting and enhancing public

information, education, confidence and
awareness in the bereavement industry
in Ontario through licensing, inspections,
investigations, responding to complaints
and public education activities.

• Engaging the public, stakeholders and
government to enhance consumer
protection and foster constructive dialogue.

The BAO supports the Ministry of Government and 
Consumer Services’ mission of protecting the public 
interest and advancing the principle of ensuring a fair, 
safe and informed sector as it relates to the FBCSA.

Mission

The BAO’s mission is to ensure consumer protection 
by regulating funeral, transfer, cemetery and cremato-
rium services in accordance with the FBCSA.

Vision

The BAO’s vision is a safe, secure and professional be-
reavement sector.

Objectives

The BAO’s objectives include: 

• Ensuring licensee compliance with the
FBCSA.

• Protecting the interests of the consumers of 
Ontario by establishing, implementing and
maintaining high standards of practice,
professional expertise and ethics in the
provision of funeral, transfer, cemetery and
crematorium services.

• Informing consumers about their rights, as
related to bereavement.

• Maintaining a high level of educational
standards/requirements for licensees.

• Consulting with stakeholders in order to
ensure their needs and interests are
recognized.

• Developing recommendations to
Government on legislation, regulation,
policy and practices.

• Developing, implementing and
evaluating an ongoing plan to
effectively accomplish the goals
and objectives of the BAO.

Mission

Vision Objectives





9
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Organization Chart

The BAO employed 21 full time equivalent employees (March 31, 2017):

Education & 
Outreach

Coordinator

Complaints Officer
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Corporate Governance

The Role of the Board

The Board of Directors has the authority to direct the 
BAO in accordance with its Administrative Agreement 
with MGCS and all applicable statutes. The Board is 
accountable to the Minister through the Chair, for the 
performance of the BAO.  

Director Qualifications

The Bereavement Authority of Ontario (BAO) has 
been governed (from September 2014 to March 2017), 
by an eight-member interim Board of Directors. These 
Directors include representatives from industry asso-
ciations, a religious organization, a municipality, gov-
ernment, the former Board of Funeral Services, a con-
sumer representative, and an individual with extensive 
DAA experience.  The Board of Directors are required 
to possess the following skills, core competencies and 
attributes:

Category Skill/Competency

Governance

Board and Governance
Experience
Financial Literacy 
Risk Management
Strategic Direction and
Planning

Regulatory
Government and Regulatory 
Environment
Stakeholder Relations

Committees

The following standing committees have been ap-
pointed by the Board of Directors.  Combined, they 
are comprised of 28 committee members who partic-
ipated in nine meetings, held between April 1, 2016 to 
March 31, 2017.

• Compensation Fund Committee

• Nominations Committee

• Funeral and Transfer Service
Advisory Committee

• Cemetery, Crematorium and Municipal
Advisory Committee

• Faith-based Advisory Committee

Board of Director Biographies

Tom Wright was elected Chair 
of the Interim Board of Direc-
tors of the BAO in September 
2014. He is also Chair of the ini-
tial Boards of Directors of the 
Ontario Film Authority and 
the Condominium Authority 
of Ontario and Vice-Chair of 
the initial Board of Directors 
of the Resource Productivi-
ty and Recovery Authority. In 
November 1997 Tom became 

Registrar under the Real Estate and Business Brokers 
Act and in January 2002 became CEO at the Real Es-
tate Council of Ontario until his retirement in Septem-
ber 2014.  From 1991 to 1997 Tom was Information and 
Privacy Commissioner for the Province of Ontario.  A 
graduate of Queen’s Law School, Tom was called to 
the Ontario Bar in 1975 and practiced law for 10 years 
prior to joining the Ontario Public Service in 1985 
where he held various legal positions.

Tom Wright
Board Chair

Aubrey works as Chief Admin-
istrative Officer of the Ontario 
Building Officials Association, 
an industry association repre-
senting, training and certifying 
Ontario’s municipal building 
officials.  He is also Chair of the 
Condominium Management 
Regulatory Authority of On-
tario. Aubrey is Past-President 
of the Consumers Council of 
Canada.  For a decade, he was 

President and Registrar of what is now the Tarion War-
ranty Corporation, another consumer-protection del-
egated authority of the Ontario Government. He has 
also been a senior executive in several provincial gov-
ernment ministries, and was most recently the Chief 
Building Official for Ontario.  He has a M.Sc. degree 
from the University of Wisconsin, and an MBA from 
York University’s Schulich School of Business.

Aubrey LeBlanc
Vice-Chair
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Renu Kulendran is the Assis-
tant Deputy Minister of the 
Consumer Services Opera-
tions Division in the Ministry of 
Government and Consumer 
Services. Renu is responsible 
for delivering the ministry’s 
consumer complaint, regula-
tory compliance and enforce-
ment programs; implementing 
modernized data and risk-
based awareness, prevention 

and enhanced compliance and enforcement strategies 
for the ministry; transforming ministry program deliv-
ery; and, developing regulatory partnerships with oth-
er ministries, governments and enforcement entities 
to achieve consumer protection objectives. Renu has 
extensive experience in social and economic resource 
policy development; issues management; stakeholder 
relations; and, experience managing complex enforce-
ment and compliance issues in an operational con-
text.  Renu has held senior leadership positions at the 
Ministry of Labour, Ministry of Community Safety and 
Correctional Services, the Ministry of Education, and 
Cabinet Office. She has worked in the Ontario Public 
Service for over 28 years.

Yves Berthiaume is the Pres-
ident and CEO of Salon 
Funéraire Familial Berthiaume 
Family Funeral Home Inc., a 
family business established 
in 1896 with operations in 
both Ontario and Quebec. 
Yves was Chair of the Board 
of Funeral Service of Ontar-
io, and Vice President of the 
group Professional en Rituals 
Funéraire.  At the age of 40, 
Yves was the youngest Pres-
ident of Optimist Internation-

al, one of the four largest service club organizations 
in the world. He was President-elect of the Canadian 
Children’s Optimist Foundation for 2015-2016.  Yves 
was also the initiator of the “Loss, Grief, and Growth 
Program”, which offers educational material to stu-
dents starting from Kindergarten through grade 12 in 
schools across Canada.

Yves Berthiaume
Director

A seasoned professional with 
almost 30 years of munici-
pal government experience, 
Steve is currently the Direc-
tor of Recreation and Facility 
Services for the Corporation 
of the City of Waterloo. With-
in this role, Steve has been 
responsible for overall facility 
operations, business services, 
programming and event man-
agement including manage-

ment of the City’s Cemetery Services division. Steve is 
also proud to have served on the Board for the Ontar-
io Association of Cemetery and Funeral Professionals 
for several years where he held the position of Presi-
dent in 2006.

Steve Helman
Director

John J. O’Brien has held the 
position of Episcopal Dele-
gate for Cemeteries and In-
surance for the Roman Cath-
olic Diocese of Hamilton since 
January 1, 2014. He previously 
served as the Diocese’s Busi-
ness Administrator from 1999 
to 2013 and Director of The 
Catholic Cemeteries of the Di-
ocese of Hamilton from 1987 
to 2013.  Mr. O’Brien served 
on the Board of the Catholic 

Cemetery Conference, Chicago, Illinois from 1993 to 
2006 including a term as President from 2002-2004. 
He is currently President of the Ontario Catholic Cem-
etery Conference. In July of 2014, he became one of 
the incorporating Directors of the Bereavement Au-
thority of Ontario. In September of 2016, he was ap-
pointed to the Board of Carpenter Hospice, a ten-bed 
hospice in Burlington, Ontario.  Mr. O’Brien is the third 
generation of his family to be actively involved in Cath-
olic cemetery management, and this year is celebrat-
ing the 100th anniversary of his family’s service to the 
Diocese of Hamilton.

John O’Brien
Director

Renu Kulendran
Secretary-Treasurer
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Brian Parent is a past Presi-
dent and for many years the 
Legislative Co-Chair for the 
Ontario Funeral Service Asso-
ciation, of which he has been 
a member since 1982. He is 
the President of Families First 
Funeral Home & Tribute Cen-
tre in Windsor, Ontario and 
has been a licensed funer-
al director for over 35 years. 
Brian received the Entrepre-

neur of the Year Award in 2006 and Business of the 
Year Award in 2011 from the Windsor & Essex District 
Chamber of Commerce. Brian serves as a Director in 
a number of organizations. He is currently a Board 
Member and a past President of the Victim Services 
Board of Management, a current Board Member and 
past President of the Victorian Order of Nurses, and a 
Director for the Essex Regional Conservation Authori-
ty. Brian is also very active as a Member of the National 
Funeral Directors Association, and the Windsor & Es-
sex District Chamber of Commerce.

Brian Parent
Director

Glen Timney is Vice President 
of Corporate Development at 
Mount Pleasant Group. Glen 
was appointed to the BAO’s 
Interim Board of Directors in 
2014 and was elected to con-
tinue on the ‘permanent’ BAO 
Board of Directors in 2016, 
currently serving as Ceme-
tery, Crematorium and Mu-
nicipal Advisory Committee 
Chair. Glen has worked in On-

tario’s bereavement industry for over 45 years and is 
past president of the Ontario Association of Cemetery 
and Funeral Professionals.

Glen Timney
Director

Report on Performance
Performance Statistics

Licencing Measures

Subject to some exemptions, Ontario based funeral 
establishments, transfer service operators, cemetery 
operators, crematorium operators, funeral directors, 
funeral preplanners, transfer service sales represen-
tatives, cemetery sales representatives, and crema-
torium sales representatives require a license under 
the Funeral, Burial and Cremation Services Act, 2002 
(FBCSA).

Renewal letters for both personal and establishment 
licenses are sent out 60 days prior to a licensee’s ex-
piry date. Provided that all of the information on an 
application form is complete and correct, a license is 
issued within three business days.  All phone and/or 
email inquiries are answered within one business day.
Between April 1, 2016 – March 31, 2017 the BAO li-
cenced a total of 6,920 individuals and establishments 
throughout 10 categories (Sales Representatives are 
considered one category, but have been separated by 
sector below):

Performance



Licence Categories # Licencees 
April 1, 2016 to March 31, 2017

Funeral Establishment Operators (Class 1 - embalming) 574
Funeral Establishment Operators (Class 2) 9
Funeral Directors (Class 1 - embalming) 2,752
Funeral Directors (Class 2) 24
Funeral Preplanners 368

Transfer Service Operators (Class 1 – managed by a Funeral Director) 41
Transfer Service Operators (Class 2) 21

• Transfer Service Sales Representatives 19
Cemetery Operators 2,370
Crematorium Operators 53

• Cemetery and Crematorium Sales Representatives 689

Compliance Measures

The BAO strives to ensure licensee compliance by conducting inspections and investigations and by responding 
to complaints.

Compliance Actions April 1, 2016  to March 31, 2017

Inspections

Funeral Establishments     23
Transfer Services     4
Cemeteries     15
Crematoriums     0 
Total Inspections     42

Registrar’s Actions 

Orders     1
Terms & conditions issued     2
Proposals carried out (includes immediate suspension order)     2
Total Registrar's Actions     5

Investigations 

Total Investigations Conducted     14
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Inspections Conducted

Note: Crematorium inspections were not conducted during this period.

Funeral Homes
55%

Cemeteries
36%

Transfer
Services

9%

Complaint Handling Process and Measures

Consumer protection, in a sector that is safe, secure 
and professional, is a priority for the BAO.  Complaints 
are reviewed and adjudicated pursuant to the FBCSA.
While the BAO attempts to resolve disputes wherever 
possible, the parties related to the complaint are en-
couraged to discuss their concerns first before pro-
ceeding through the BAO’s complaint process.
The complaint handling process is offered by the BAO 
free of charge to facilitate a resolution.  
In handling complaints, the Registrar may do any of 
the following, as appropriate:

• Attempt to mediate or resolve the complaint

• Give the licencee a written warning

• Require the licensee to attend a specified
educational program

• Refer the matter to the discipline committee

• Take steps to suspend or revoke the licence

The BAO cannot compel a licensee or operator to re-
turn funds, provide services and/or offer compensa-
tion for services and merchandise already provided 
nor can it award damages. Complaints are actioned 
regardless of how they are received by the BAO; 

whether verbally or in writing by email, fax or online 
complaint form.  The length of time taken to resolve 
the complaint varies greatly and is dependent upon its 
nature and complexity.  Some complaints may be re-
solved in a matter of minutes while others may require 
a month or more.

An important part of the BAO’s complaints handling 
process is tracking complaint data.  Effective tracking 
helps to identify trends in the sector and habitual of-
fenders and to identify educational opportunities for 
licencees.

The following table summarizes complaints made by 
consumers throughout the reporting period:
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Outcome of Complaints April 1, 2016 to
March 31, 2017

Complaints Received      98
Complaints Cleared/Closed      81
Complaints Outstanding      17
$ Returned to Consumers $25,012 

41%

25%

16%

10%
8%

Unprofessional Behaviour/Conduct

Taking directions from the wrong person

Contract related/Interment right issues

Provided false or misleading information

Charged for services not provided

Top Complaint Issues

In response to the Office of the Auditor General Value-for-Money Audit (December 2020) 
Recommendation 7.1, the BAO has restated its inspection numbers for each of its five fiscal-year annual 
reports, ended on March 31 from 2017 to 2021. Click here to view them.

https://thebao.ca/wp-content/uploads/2022/03/BAO_AnnualReports_notationAG_Rec7.1.pdf


Applicants and licencees are entitled to appeal the 
Registrar’s administrative decisions to refuse, renew, 
suspend, revoke or apply conditions to a license (as 
applicable).  The hearing of appeals are brought be-
fore the License Appeal Tribunal in accordance with 
the applicable rules.  

There was 1 complaint against the BAO, made by 
a licensee (and therefore not included in the table 
above) which was related to the legislative authority/
legal framework.  

Review of Regulation 

There has been an ongoing review of the FBCSA since 
the delegation of the BAO.  Staff are tracking poten-
tial areas of ambiguity that may require future amend-
ment but no major issues have been identified to-date.  
Throughout the April 2016 – March 2017 time frame no 
changes were proposed to the Ministry.  

French Language Services

The BAO employs 3 bilingual individuals (an Inspector, 
Licensing Officer and Administrative Assistant).  These 
employees provide support to consumers, stakehold-
ers and licensees via phone and written communica-
tion as required.  During this period, there were few re-
quests for French language services (incoming calls = 
fewer than 10, incoming emails, fewer than 10). Exams, 
the Consumer Information Guide and the majority of 
the BAO’s forms are available in both French and En-
glish.

Compliance with Accessibility for Ontarians with
Disabilities Act (AODA)

Under the Accessibility for Ontarians with Disabilities 
Act, the BAO makes every reasonable effort to ensure 
that its policies, practices and procedures are consis-
tent with the principles of dignity, independence, inte-
gration and equal opportunity. 

Consumer Protection

Under the FBCSA, consumers have certain rights 
when planning a funeral, burial, cremation or scatter-
ing.  The BAO strives to inform consumers about these 
rights through education and outreach. 
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The Consumer Information Guide is a publication pro-
vided by the BAO that is mandated for distribution to 
every prospective purchaser.  

Financial Review
 
The BAO’s financial statements are based on a fiscal 
year from April 1st, 2016 to March 31, 2017 (see Appen-
dix I – Audited Financial Statements). The financials for 
the 2016/17 fiscal year consist of revenue and expens-
es relating to the BAO’s post-delegation operations in 
addition to the finalization of pre-delegation activities. 
The organization’s strong financial results at the end of 
the fiscal year is partially a result of timing of the devel-
opment and execution of a sound, long-term strategic 
plan. 

Final pre-delegation activities were funded by the Min-
istry of Government and Consumer Services. Expenses 
were commensurate with the start-up of the BAO as 
a new, not-for-profit corporation. The pre-delegation 
team implemented project deliverables against strict 
time lines to meet the BAO’s delegation date of Janu-
ary 16, 2016. As part of the delegation efforts, various 
consultations took place aiming to inform key sector 
stakeholders about the delegation and organizational 
design. The implementation team worked diligently to 
recruit staff; procure the necessary information tech-
nology and office furniture and equipment.

Post-delegation, the BAO relied on two main revenue 
streams: (1) Licensing fees from Cemetery and Cre-
matorium Operators and Sales Representatives (2) 
Licensing fees from Funeral Establishments, Transfer 
Service Operators, Transfer Service Sales Representa-
tives and Funeral Preplanners. Fees for both streams 
of revenue are in accordance with the Minister’s Order 
made under the FBCSA.

Post-delegation operational expenses were aligned 
with the administration of the FBCSA. Key post-del-
egation expenses included staff salaries and benefits, 
per diem for Board members, office lease costs, and 
outside legal and information technology costs.
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