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The BAO is responsible for the

protection of the public interest




Corporate Overview

The Bereavement Authority of Ontario
(BAO) was established in 2016 to
promote the rights and safety of
consumers purchasing funeral and
burial or cremation services.

Prior to 2016, the bereavement

industry in Ontario was regulated by

two separate entities, the Board of
Funeral Services, also an administrative
authority, which regulated funeral and
transfer services, and the Ministry of
Government and Consumer Services’
Cemeteries Regulation Unit, which
regulated cemeteries and crematoriums.

The Ministry of Government and
Consumer Services changed its name in
July 2022 to the Ministry of Public and
Business Service Delivery (MPBSD).

Government Delegated

The BAO is a government delegated
authority administering provisions of the
Funeral, Burial and Cremation Services
Act, 2022 (FBCSA).

The BAO is not a government entity. It
is governed by an independent board
of directors. Like other Delegated
Administrative Authorities (DAAs), the
BAO is wholly financed through fees
paid by the sector it oversees.
MPBSD is responsible for oversight of
the BAO and continues to be responsible
for policy decisions under the FBCSA and
retains responsibility for cemetery
closures, abandonments and burial sites
as defined by the FBCSA.

The governance of the BAO is
established through the Safety and
Consumer Statutes Administration Act,
1996, Not-for-Profit Corporations Act,
2010, the FBCSA, their respective
regulations, by-laws, policies as well as
an Administrative Agreement with the
government through the Minister of
Public and Business Service Delivery.

Public Interest

Responsible for the protection of the
public interest, the BAO regulates and
supports Ontario-based licensed:

Funeral establishment operators,
directors and preplanners;

Cemetery, crematorium and
alternative disposition' operators;

Transfer service operators; and

Bereavement sector sales
representatives.

The BAO spent its early years
establishing itself as a new regulator

by building and maintaining strong
working relationships with the operators
of licensees to promote greater
compliance. Its enforcement approach
has been to educate, train and coach
licensees about compliance, through
onsite inspections and financial audits
of annual submissions.

1Alternative disposition: Currently this relates to alkaline hydrolysis, a chemical process that uses a heated solution of water and potassium
hydroxide or sodium hydroxide under pressure and agitation to reduce a body to components of liquid and bone. In the future this may

include additional new disposition technologies.
Bereavement Authority of Ontario



Business Plan Process

The 2022-2025 Strategic Plan builds
on the foundation started in 2016
and shifts to a stronger

risk-based regulatory

approach informed by

evidence, to hold the

Plan describes how the success of the
Strategic Plan will be measured,
linking those metrics to the

strategic objectives and to

the mandate of the BAO.

Astronger, |, TreBurusruna
for compliance and to risk-based regulatory Y

rotect consuMers Board of Directors each
P ’ approaCh year, and adjusted if

This Business Plan

operationalizes the Strategic

Plan, describing the detailed strategic
objectives, strategies to achieve the
objectives, activities to support each
objective, and the key performance
outcomes and targets. The Business

T

changes are required.

Each year an annual report
is released which highlights
the organization’s activities and
achievements. Annual performance
reporting in comparison to the Business
Plan is available within the Annual
Report and posted at www.thebao.ca.



https://thebao.ca/wp-content/uploads/2022/06/BAO_Strategic_Plan_2022June9_2022.pdf
http://www.thebao.ca/

| Mandate

The BAO is an independent, not-for-profit
corporation that administers provisions
of the FBCSA. The BAO’s mandate is to
serve and protect public interest and
govern the bereavement sector in the
province of Ontario.

| Vision
A fair and safe bereavement
marketplace where Ontarians have

confidence in the dignified and
respectful treatment of the deceased.

| Mission

To effectively regulate Ontario’s
bereavement services by;

Using risk-based _regulato(rjy_ tools
to promote compliance and inspire

confidence in the sector;

Using evidence to inform decision
making;

Supporting the development of a
strong and diverse sector; and

Remaining responsive to the changing
needs of consumers and the sector.

Bereavement Authority of Ontario

| Values

We are proactive, respectful,
transparent, efficient, fair-minded and
team oriented.




Bereavement Environment

-,

The bereavement sector has seen
more change in the past several
years than any other period in
recent history.

These changes have been fueled by the
COVID pandemic, new technological
developments, the impact of
international immigration, and ultimately
changes in the preferences of many
consumers.

The impact of COVID on the
bereavement sector has been
significant: it has changed
the size of in-person
gatherings, raised new

health concerns and
accelerated the pace

of virtual and online

service offerings.

A longer-term trend

that has accelerated in

recent years is a shift from

burial to cremation. According to
the BAO'’s own statistics, cremation

A longer-term trend
that has accelerated
in recent years is a
shift from burial to
cremation.

now accounts for 70% of disposition in
Ontario. Coupled with this is a trend of
families choosing to place the cremated
remains of their loved ones outside of
the traditional cemetery environment.
Beyond traditional cremation, is an
increased interest in new technologies
(e.g., alkaline hydrolysis (AH) and
composting).

Ontario’s traditional funeral, cemetery,
and crematorium sector developed
largely in response to the
Christian beliefs of Canada’s
early immigrants.

As globalization,
immigration and
religious beliefs
continue to change
the face of Canada,
these trends are also

impacting bereavement

practices. Funeral homes,
cemeteries and crematoriums
are evolving in response to the
trends. Itis incumbent upon the BAO to



remain at the forefront of this evolution
to effectively regulate the industry and
to protect the interests of consumers.

Key Strengths

Key strengths in the
current bereavement
industry include a
robust regulatory
framework and the
professional orientation
of bereavement
practitioners. Funeral
operators, cemeteries,
crematoriums, AH and transfer
service providers are required to
be licensed by the BAO, and funeral
professionals must have completed
a certification program through a
recognized educational faculty.

The current weaknesses in the industry
include a dominant focus on traditional
Christian-based practices, industry
consolidation, and challenging sector
succession issues with an apparent
reduced interest in the sector as a
career. Another change impacting the
stability of the sector is the emergence

Bereavement Authority of Ontario

It is incumbent upon

the BAO to remain at  and with some faith-

the forefront of this
evolution.

of new unregulated niche providers for
some bereavement-related services.
The sector also includes incidents of

regulatory non-compliance with

some licensees, particularly
with smaller cemeteries

with limited or no active

burials taking place,

based organizations
unknowingly providing
unlicensed services to
their congregation.

Preparing
for the Future

The recent Auditor General Report
(Report) highlighted deficiencies in
the BAO’s operations. Responding to
these issues has been a primary focus
since receipt of the Report’s findings in
late 2020. This responsive activity will
continue throughout the BAO’s 2022-
2025 Strategic Plan, as will a focus on
proactively preparing for future issues
as they emerge.



Financial Compliance 6

Corporate Structure

The BAO and its leaders on the Board and Management Team are well-positioned
to respond to the emerging issues within the sector with risk-based strategies and

oversight.

The BAO is governed by a 10-member
Board of Directors and is
accountable to the Minister

for the performance of

the BAO. The Board

is responsible for

Committees is available at
www.thebao.ca).

The BAO uses a skills and

competency matrix to
ensure the recruitment

corporate governance, Skills and of qualified and diverse
regulatory oversight com petency :,::iz?;y;on::;se:ssk
EZSe?;J;I)dI*:1n5n:hoe1’ the matrix strategic, stakeholder,

, . regulatory and financial
BAO’s strategic plan and acumen.
priorities.

The Board is comprised of:

4 skills-based Directors with
regulatory and governance experience

and who have no direct interest in the
bereavement sector;

3 Directors aé)pointed by the Minister,
MPBSD; an

3 Directors who represent the industry
and who are also the Chairs of the 3

Advisory Committees (information
about each of the Advisory

Financeand IT 5

Inspection 5

To achieve its mandate

and strategic goals, the BAO
maintains a lean, efficient, and effective
team of employees including licensing,
inspection, financial compliance, and
complaints officers, communications,
HR, Board, legal, finance IT and
education staff. Since 2020 the BAO
has expanded its staff significantly,
in response to the Auditor General’s
Report. As of March 2023, the BAO team
consisted of 34 employees.

Corporate 9

Sector Support and Consumer 9

Total 34 Staff



Core Services

The core services of the BAO are:

Licensing of establishments and
individuals, including new applications

and renewals

Ensuring compliance with legislation
Oversight of internships

Approval of education programs

Consumer protection:
Complaint handling

Mediation
Inspections
Investigations

Compliance Actions (Registrar’s
Actions)

Public Education & Outreach
Trust Fund Oversight

Compensation Fund Administration

Liaison with Government

Liaison with Stakeholders

Bereavement Authority of Ontario

| French Language
Services

The BAO employs four bilingual
individuals. These employees provide
bilingual support to consumers,
stakeholders and licensees via phone
and written correspondence, upon
request. The BAO also provides bilingual
funeral service education through
Collége Boréal, which offers the program
in French. Of the total of 2,021 inquiries
by phone or email, 26 were received and
responded to by the BAO in the French
language in 2022/23. BAO publications
are offered in French and English.



Stakeholders

In support of its mandate and strategic aims, the BAO maintains productive and positive

relationships with key stakeholders including:
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Consumers
Licensees

Ministry of Public & Business Service
Delivery

Ontario Association of Cemetery and
Funeral Professionals

Ontario Funeral Service Association

Humber College

College Boreéal
Consumers Council of Canada

Ontario Monument Builders
Association

Natural Burial Association

Community Deathcare Canada




Complaints Resolution Process

The BAO handles complaints against
bereavement licensees pursuant to
the FBCSA, its regulations, and Code
of Ethics. The complaints resolution
process involves the following steps:

1. Complaint received via phone,
email, regular mail or online
complaint form

. Complaint acknowledged and
additional information/documentation
requested from the complainant

. Applicable licensee contacted
regarding complaint and
clarification, documentation and
response requested

. Complaint documentation
thoroughly reviewed by BAO
Management and Complaint Unit

. Licensee and complainant kept
apprised of the process throughout
the investigation

. Final written response provided to
both the licensee and the complainant

Bereavement Authority of Ontario

Pursuant to the FBCSA, the Registrar
may take any of the following actions
in response to a complaint or finding
of non-compliance, as appropriate:

@ Attempt to mediate or resolve the
complaint

® Give the licensee a written warning
that if the licensee continues with

the activity that led to the complaint,
action may be taken against the
licensee

® Require the licensee to take further
educational courses

® Refer the matter, in whole or in part,
to the Discipline Committee

® Refer the matter to the Licence
Appeal Tribunal

® Approve a licence or the renewal of
a licence with conditions

® Apply conditions to a licence at any
time

® Take further enforcement actions
as is appropriate in accordance with

the FBCSA




Implementation of Auditor
General Recommendations

Ontario’s Auditor General (AG)
began a review of several Delegated
Administrative Authorities in January
2020.

In December 2020, the Office of the
AG released a Value-For-Money audit
of the BAO. The audit outlined a series
of recommendation and process
improvement opportunities to enhance
the fulfillment of the BAO’s mandate
through improving consumer protection,
bereavement sector support, internal
efficiencies, and digital enhancements.

| Efficient and Timely

The BAO is committed to execute the
AG recommendations in an efficient and
timely manner.

The AG’s report features 11
recommendations and 36 action items
for which the BAO is responsible, plus
8 recommendations and 15 action
items that the BAO is responsible for
in collaboration with MPBSD and other
provincial ministries.

The AG recommendations and action
items fall into three distinct themes,
aligned with three of the strategic
objectives:

Risk Based: Protecting consumers
when making bereavement related

purchases. This includes reviews
of pricing and licensing, analyzing
industry trends and providing
oversight.
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Strong Sector: Aiding the =
bereavement sector in providing

dignified and professional services,
through contingency planning,
licensing, and environmental
protection.

Evidence Informed: Streamlining
data collection, tracking systems and
internal policy.

To address these recommendations on
a timely basis, the BAO has developed
an operating framework that articulates
the guiding principles and regulatory
strategy behind how it will implement
the recommendations. This includes a
risk-based approach to first identify and
prioritize areas of regulatory oversight,
and then scale its efforts to address the
recommendations with a proportionate
response.

| On Track

In November 2022, the Auditor
General released a follow-up report
showing the BAQO'’s progress, noting
that the BAO has implemented, or was
in the process of implementing, 86%
of the Auditor General’'s
recommendations.



https://thebao.ca/bao-staff-and-board-score-an-86-for-the-public-on-the-auditor-generals-report-card/
https://thebao.ca/bao-staff-and-board-score-an-86-for-the-public-on-the-auditor-generals-report-card/

FORWARD
LOOKING

EVIDENCE
INFORMED

STRONG
SECTOR

Strategic Objectives
and Key Outcomes

The 2022-2025 Strategic Plan was
informed by Board deliberation,
Management recommendations and
stakeholder interviews, research, and
analysis of the current environment as
well as emerging issues and trends.
Through this process, four strategic
objectives were identified as the primary
areas of focus for the 2022-2025 period.

Bereavement Authority of Ontario

Each of the four objectives are
supported by strategies and activities
that will achieve the objectives. The
outcome of each strategy will be
measured to confirm that the objectives
are being met, illustrating that positive
performance is taking place.

13



Strategic Objective 1:

Risk Based

| Objective

We use risk-based regulatory tools to
promote compliance and inspire confidence
in the bereavement services sector.

| Strategies

The BAO will inform and educate the
sector on regulatory expectations and
hold licensees accountable to meet their
obligations, acting in response to the
risks that are presented.

| Activities

Implement Auditor General
recommendations

Implement an enhanced risk
management model that defines risk

categories, appetite, capacity, and
tolerances

Implement risk-based oversight and
inspection processes

Align resources with the risk-based
approach

Proactively provide information to
licensees regarding compliance

expectations

Strengthen compliance and
enforcement through increased
disciplinary action

Encourage identified at-risk cemetery
operators to consider voluntary
abandonment and transfer to
municipality

Preserve and protect cemeteries by
addressing cemetery boundary issues
and issuing certificates of consent,
when applicable

14

Implement regulatory changes

Conduct regular review of BAO
governance policies

Provide Board training/education
workshops

Continue to increase engagement and
strengthen relationships with current
stakeholders, government

Identify, correct, and verify all

missing cemetery licensing
information by

contacting the operators

Publicize policies regarding licensing
renewal obligations

Streamline licensing renewal process
for funeral and transfer service
operators

Expansion of complaints and
compliance response templates used
to ensure consistency and timeliness
of frequently asked questions by
consumers and licensees
Strengthen IT infrastructure (Cyber
Security / Management of corporate
assets)

Increased automation of processes
(e.g., new license applications and
renewal, complaints, inspections,
online submissions, etc.)



Strategic Objective 2:
Evidence Informed

| Objective

We use evidence to inform decision
making.

| Strategies

The BAO will invest in data gathering
processes, resources, and analytics
that enable cost-effective and timely
evidence-based decisions.

| Activities

Adopt a model of data-driven
predictive analytics for oversight

Align Board, Management and sector
reporting to trends that are evidence

informed

Refine the internal report card that
links the risk framework with the

regulatory mandate

Perform data cleansing exercises
to prepare for data migration and to

increase accuracy of analytics

Draft and implement policies related
to annual submissions (reporting) by

licensees

Enforce regulatory requirements
related to annual submissions of

licensure reports, licence renewals,

Bereavement Authority of Ontario

filing of care and maintenance funds
and prepaid funds reports

Engage with third parties for
information sharing

Provide education to ensure licensee
financial compliance

Refine reporting framework —
integration of data between the new

Customer Relationship Management
(CRM) and accounting software, while
incorporating other related metrics

Harness communications CRM
analytics to support Strategic Plan

Implement Dynamics 365 CRM

Provide functional CRM training for
staff

Leverage CRM for compliance and
revenue data modeling and reporting

Expand employee workload tracking
by leveraging new CRM

Implement organizational
performance report card — engage

Business analyst to assess BAO
operations

15



Strategic Objective 3:

Strong Sector

| Objective

We support a strong and sustainable
bereavement sector.

| Strategies

The BAO will participate in the healthy
development of the sector to ensure
consumer choice and fair, safe, and
supportive bereavement services

for future generations of Ontario
consumers.

| Activities

Enhance inspection efficiency and
oversight by establishing risk-based
approach to inspection responses

Engage proactively with the sector,
government and consumers

Develop a consumer-friendly report
card for sector performance

Ali%n employee performance goals

with strategic plan objectives and
service standards

16

Continue to demonstrate value of
the BAO and the sector by increasing

outreach and expanding BAO
communications content

Formalize outreach programs and
education of cemetery operators

Enhance professional competency
requirements

Enforcement of continuing education
requirements through random audits

Assisting the provincial government
with burial locations associated with

residential schools

Licensing of cemeteries identified as
a result of new burial site discoveries



Strategic Objective 4:
Forward Looking

| Objective

We are responsive to the changing
needs of consumers and the evolving
requirements of the sector.

| Strategies

The BAO will plan for the future of the
sector and the future of its operations to
maintain effective regulatory oversight.

| Activities

Conduct research and engage with
stakeholders, including consumers,

to be ready to adapt operations to
respond to emerging issues and
trends

Align BAO staff competencies with
emerging issues and trends

Bereavement Authority of Ontario

Seek alternative revenue streams to
reduce reliance on annual fees

Succession planning for senior
management

Ensure employee satisfaction and
retention

Provide change management training
for staff

Develop diversity, equity and inclusion
plan

Develop Disconnecting from Work
Policy

17



Performance Measures

The success of the BAO’s Strategic Plan will be measured through a series of performance measures that are aligned with the
strategic objectives and actions. Setting these goals enables the BAO to maintain transparency and accountability to the public
and its stakeholders.

BAO Performance Measures 2023-2024

Strategic Business MPBSD Approved Actual 2022- Target 2023-

i Enabler Plan Activity peclopsster e Target 2023 2024

Handling of Complaints and Inquiries
Consumer Percentage of complaints processed within 30
U ClEEL S business days (from date of receipt to date of response %
card AND letter sent out)

SRR Average time to acknowledge Inquiries # 1 business day 1 1
demonstrate

70% complaints
processed

‘éi‘(‘)e SRUL | Average-time to process complaints

Licensing - Initial Application

Streamline Average time to process a new personal licence
licensing application (once all materials are submitted)
renewal

process for

funeral and

transfer service

el Average time to process a new operator application
Publicize (once all materials are submitted) includes inspection
policies

regarding

licensing

renewal

30 business days

4 # 10 business days 10 10

Risk Based
# 45 business days 33 45

Customer Satisfaction survey on complaints: overall 5-point Likert
satisfaction with the complaints process; timeliness of scale (0 not To be baselined in
setvice; fairness; knowledge and competency of staff; satisfied -5  2022-23 before targets
treated with dignity and respect (addressed to extremely set for 2023-24
complainant) satisfied)

Actual 2022- Target 2023-
2023 2024

Q1: I was satisfied with the overall service |
received from the BAO

Q2: Satisfied with the amount of time it took to

o, 0
address the complaint bl% 5%
Q3: | was treated fairly by the BAO in this process 65% 70%
Q4: Staff were petent and know 73% 78%

Q5: Staff treated me with dignity and respect

Adopt a model 5-point Likert
. Y . o point Like!
il - Sector Satisfaction survey on complaints: overall scale (0 not To be baselined in

L et o s o s s o it 5 20253 bt rgs
! . 9 petency i extremely set for 2023-24

S slesy B treated with dignity and respect (addressed to licensee :
Evidence Conduct hanky pect( ) satisfied)

Informed research and

Actual 2022- Target 2023-

2023 2024

Q1: | was satisfied with the overall service |

AND engage with N 96% 96%
Forward stakeholders received from the BAO
Looking 1o be ready to Q2: Satisfied with the amount of time it took to 81% 85%
ELET address the complaint 2 2
operations to
respond to Q3: | was treated fairly by the BAO in this process 96% 96%
Smerkg Q4: Staff were petent and knowledgabl 08% 96%

faos Q5: Staff treated me with dignity and respect

Sector Satisfaction survey on inspections: inspector's 5-point Likert

professionalism; inspector's knowledge of the Act and scale (0 not To be baselined in
regs; inspector explained deficiencies identified; the satisfied -5  2022-23 before targets
inspection was helpful to the licensee; other comments extremely set for 2023-24
(after a completed inspection) satisfied)

Actual 2022- Target 2023-

2023 2024

Q1: The BAO inspector was p ional during

9, 0,
the inspection 95% 86%
Q2: The BAO inspector was knowledgable about 5 o
the FBCSA 100% 96%
Q3: The BAO inspector was helpful in explaining 95% 96%
the deficiencies that were identified i i
Q4: The BAO inspection was helpful to me as a 90% 93%

manager and/or to other members of the staff

18



Performance Measures

BAO Performance Measures 202

Strategic Business

Enabler Plan Activity Arex of Opemtion

it i Number of inspections by types (Cemetery/Funeral
based Establishment/Transfer Service/Akaline

LR R R L L LB Hydrolysis/Crematroium; proactive/reactive) (1)
inspection
processes
Enhance Average time spent per inspection (from assignment to
inspection inspection letter sent to licensee)
efficiency and
oversight by
establishing

4

MPBSD Approved Actual 2022-
Target 2023

420 inspections

Target 2023-
2024

differential Due to the new
inspection inspection
responses methodology 17.90 17.00
-1t Percentage of inspections without significant established in 2021-22,
based deficiencies/non-compliance (i.e. without infractions 2022-23 will be used
LE1E-ELEL BEVELELISEUT I rated risk level 6 or higher) as a baseline year
inspection before targets are set
processes for 2023-24 32% 40%
11+ Percentage of compliance achieved during follow up
based inspections (2)
Risk Based oversight and %
inspection
processes N/A N/A

Number of licensees in each risk ranking category
Enhance (monitoring change in risk levels)

inspection

efficiency and

oversight by

Actual 2022-23 Target 2023-24
Rank 1-13 Rank 1-13
Rank 2-119  Rank 2-120

To be baselined in Rank 3-227 Rank 3-230

establishing # 2022-23 before targets Rank 4-198  Rank 4-198
differential set for 2023-24 Rank 5-104  Rank 5-102
inspection Rank 6-22 Rank 6-21
responses Rank 7-7 Rank 7-6

Rank 8-0 Rank 8-0

' Average turnaround time (once all materials are
submitted) to approve a Care & Maintenance Fund or #

Provide ~ 15 business days T 15
0. Account transfer application
Evi
|n‘;l::::: :(::;:e Average turnaround time (once all materials are
financial submitted) to approve an application to borrow capital in
compliance Care & Maintenance Funds or Accounts 45 business days 36 45

Performance Metrics Notes
1. Two inspector postions are unfilled. The two jobs will be posted in January 2024.
2. Follow-up inspections occuring in 2023-2024

Row #14 — Risk ranking: Note that ‘1’ is the lowest risk level and ‘8’ is the highest.

Bereavement Authority of Ontario 19



Financial Projections

As a not-for-profit organization funded
by regulatory fees, the BAO will continue
to work to demonstrate value for money
while conducting its operations in
support of consumer protection. The
BAO will continue to be transparent
about its financial position by publishing

audited financial statements yearly in

its Annual Report. As in previous years,

the BAO will continue to ensure effective
utilization of its financial resources.

The following chart summarizes audited financial
results for FY2023 and forecasted financial
outlook for the next three years.

| 3-Year Forecast of Revenue and Expenses

Forecast
FY2025

Actuals
FY2023*

Forecast
FY2026

Forecast
FY2024%*

Funeral Revenue $3,084,354 $3,610,221 $4,340,504  $4,340,504
Cemetery and Crematorium Revenue $2,485,754 $3,546,231 $4,488,756 $4,488,756
Other Revenue - Non-Operational $131,799 $102,554 $84,863 $89,244
Total Revenue (3) $5,701,907 $7,259,006 $8,914,123  $8,918,504

Board Compensation and Expenses $136,360 $146,909 $126,583 $132,032
Payroll Expenses (4) $4,117,515 $4,045,915 $4,605,424 $5,472,668
Specialized Outsourced Expenses (5), (6) $754,840 $808,912 $750,297 $837,964
Communication and IT Expenses $517,156 $568,888 $875,926 $841,144
Office and Other Expenses (7) $770,335 $858,811 $906,936  $1,132,216
Total Expenses $6,296,206 $6,429,435 $7,265,165  $8,416,024
Operating Surplus/(Deficit) ($594,299) $829,571 $1,648,958 $502,480
CRM Implementation (8) $ 816,806 $ 676,153 $- $-
Hardware and Equipment $11,657 $52,500 $52,500 $15,000
Total Capital Expenditures $828,463 $728,653 ($52,500) $15,000
Working Capital, Depreciation, and Investments $419,115 ($426,734) ($134,218) $179,729
Net Cash Inflow/(Outflow) ($1,003,648) ($325,816) $1,567,240  $667,206

20



CASH RESERVES and OPERATING CONTINGENCY

Cash Reserves, end of year (incl. Restricted $5,350,128 $5,024,311 $6,591,551  $7,258,757
Funds)

Operating Contingency (months) 10.2 9.4 10.9 10.3
*Operating Contingency — Fund Short-term 7.0 7.0 7.0 7.0
Obligations

**Effective Operating Contingency (months) 3.2 2.4 3.9 3.3
Operating Contingency—Target (6 months) 6.0 6.0 6.0 6.0
Operating Contingency — Target Variance (2.8) (3.6) (2.1) (2.7)
(months)

* Funds set aside to pay for operating expenses between April and October where revenue streams are limited due to timing of licensing renewals
and BAO's business cycle. Licence renewal cycles are concentrated in the months between November and March resulting in net cash flows in
the remaining 7 months.

** The BAO anticipates its effective operating contingency to improve over time and reach the 6-month target as a result of the
Fee Increase, as announced in our notice on May 1, 2023.

Forecast Assumptions and Notes:

1. *Audited Financials for FY2023 as approved by Board - June 21, 2023
2. **FY2024 forecast representative of unaudited financial results as of July 31, 2023.
3. The three-year forecast reflects a one-time fee increase to Internment and Call rates beginning in the 2024 licensing
year. This proposed fee structure harmonizes rates in the sector to $30 per activity and eliminates the administrative
portion of the licensing fee for all Operators and Establishments, with exception to those reporting less than 10
deaths in the prior year. All rates adjusted for an annual inflationary increase of 7.6% in FY2024 with no further
increases assumed in subsequent years,
4. Includes full-time and contract employees in addition to associated benefit and payroll tax expenses. Additional
resources budgeted in FY2025 and beyond to address Auditor General and KPMG staffing recommendations (Phase 1
& 2) including implementation of a new CRM system and administrative support roles. FY2025 assumes strategic
additions to staffing including the launch of an Education and Professional Development function, as well as filling in
the vacancies of two full-time inspectors. In FY2026, additional staff includes a Business Analyst, Graphic Designer
and 4 FTEs to support the expansion of the Cemetery-Burial function.
Outside legal support reserved for specialized litigation matters that may arise in the normal course of business.
Ministry oversight fees are reported in Specialized Outsourced Expenses and reflect a 4-year average annual increase of 30%.
Onsite field inspections under the direction of a new risk-based framework and supported by two additional inspectors in FY 2025
Contract for new CRM system awarded in FY2023 for $1.5 min with implementation anticipated for April 2024. Additional capital expenditure
of $105,000 between FY2024 & FY2025 to refresh computer hardware (laptops and monitors). (Previous refresh in 2019, taking hardware
refresh cycle to upper 5-year threshold as per IT best practice).
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Conclusion

Achievement of the Strategic Plan
and the Business Plan will be
measured by improvement in the risk
profile of the Ontario bereavement
sector, strengthening the quality and
relevance of reporting available for
BAO Management and Board decision-
making, increased effectiveness of
regulatory oversight, and enhanced
preparedness for emerging issues and
trends.

These metrics of success will confirm
that a fair and safe bereavement

marketplace exists, where Ontarians
have confidence in the dignified and
respectful treatment of the deceased.
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