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What is an Ombudsperson?
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OMBUDS-PERSON – Strange word, but an important service 

• We make sure provincial and local organizations that provide public 
services are following the rules and treating people fairly
 
• When they don’t and we find there’s something wrong, we help make 

it right



What does it mean?
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How we help
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We listen to public 
complaints

We investigate 
problems

We find fair solutions We recommend 
change



Key attributes
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Independent Impartial Confidential Free



Three sources of investigation
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Individual complaints

Own-motion systemic investigations

Referral from the Legislative Assembly 
or one of its committees



Who we can investigate
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Provincial 
Government 

Ministries

Crown 
Corporations

Provincial 
Government 

Boards & 
Commissions

Hospitals, 
Health 

Authorities & 
Health-Related 

Agencies
Schools & 

School 
Districts

Universities & 
Colleges

Local 
Governments

Professional 
Associations



Who we don’t investigate
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Federal 
government 
and agencies

Court decisions 
or Judge’s 
conduct

Police

Private 
disputes

Lawyers for 
public 

authorities

Legislative 
Assembly

First Nations 
Governments



How we investigate
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Systemic investigations
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• Ombudsperson initiated
• Wider impact
• Allows for broad consideration of policies and procedures



Case Summary  The cost of Rob’s wife, Lana’s, long-term care put 
Rob in financial hardship and he was told by two 
case managers that there was nothing they could 
do. 

 Our investigation found no record:
 Rob was provided with information about who 

their case manager was.
 of Rob’s enquiries about financial assistance or 

the Temporary Rate Reduction.
 The health authority agreed:

 to provide contact lists to clients and their 
families as soon as possible upon admission to 
a long-term care facility.

 to backdate Rob’s rate reduction application to 
the time of Lana’s admission 6 months earlier.
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Caring for his wife meant financial hardship
Interior Health Authority



 Jan was experiencing issues with balance 
following stroke.

 She applied to BC Housing for a Home 
Adaptation For Independence grant to have her 
bathtub replaced with a safer one.

 Due to several contractor-related delays, Jan 
was unable to complete the work within the 90-
day timeframe and asked for an extension.

 While the first extension was granted, the 
second one was not and when she complained 
to BC housing she already had two extensions.

 We spoke to BC Housing and after reviewing 
her file, Jan received the additional extension 
so she could complete the project.
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Case Summary
Extension granted
BC Housing



 Jo was denied essential visitor status at her 
mother’s long-term care home which told her it 
was not allowing essential visitors during the 
COVID-19 pandemic.

 We reviewed the Ministry of Health’s Essential 
Visits Policy and met with Fraser Health 
representatives. Both social and end of life visits 
were allowed, but not essential visits.

 In reviewing the policy, we noted that essential 
visits could assist residents with a range of care 
needs and asked the facility to review which 
residents might need that type of assistance.

 The facility granted essential visits to 25 
residents who would benefit from essential 
visits, including Jo’s mother.
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Case Summary
Ensuring policies are applied evenly
Fraser Health



The Best of Care: 
Getting it Right for Seniors in British Columbia (Part 2)

• Report released February 2012
• 143 findings
• 176 recommendations related to support, 

protection, consistency and choice for seniors 
receiving services

• After released, we monitored and publicly 
reported on steps taken by the ministry and 
health authorities to implement 
recommendations
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Final investigation update: 
February 2019
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• Typically monitor for 5 years
• Extended Best of Care (Part 2) monitoring to 7 

years due to report breadth
• We made 176 recommendations in total; less 

than half implemented at the time of our final 
update 

• Some key recommendations have been 
implemented since:
• Bill 16 regarding Assisted Living
• Health Care Consent and Care Facility Admission 

legislation



Key recommendation themes
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Improving access to information

Respecting seniors’ rights and 
protecting them from abuse and 
neglect

Improving standards of care



Implemented recommendations: key 
highlights
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Support and information
• Seniors assessed for home & community care services are provided with a copy of their 

assessment
• Information for seniors facing financial hardship on how to apply to have fees reduced

Oversight and complaints processes
• Assisted Living Registry has increased the number of ALR investigators and now ALR staff 

visit all new assisted living facilities before registration
• Health Authorities provide online access to summary inspection reports for all residential 

care facilities
• Ministry of Health safeguards to protect against adverse effects of large-scale staff 

replacements



Implemented recommendations: key 
highlights
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Strengthening standards of quality care
• Standardized performance management requirements developed by the Ministry 

of Health and Health Authorities
• Residential Care Regulation amended to clarify narrow circumstances where 

operators of residential care facilities can restrain residents without consent
• Ministry of Health reviewed use of antipsychotic drugs in residential care facilities; 

report is publicly available
• Ministry of Health policy requiring facilities providing publicly funded health care 

services to rely on visitor restrictions to individuals as a last resort
• During the pandemic we worked to ensure a fair process for essential visitors to 

residential care facilities



Outstanding recommendations: key 
highlights
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• Ensure that Patient Care Quality Offices (PCQOs) can 
respond to complaints from a broad range of 
complainants, including third parties such as family 
members

• Be transparent by making the Patient Care Quality 
Review Board policy on handling and prioritizing urgent 
review requests public

• Provide clear & consistent information on how PCQOs 
respond to complaints; and how seniors and their 
families can complain about home support

Health 
Authority 

complaints 
processes



Outstanding recommendations: key 
highlights
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• Require all health care assistants to register with the 
BC Care Aide and Community Health Worker Registry

• Criminal record checks for persons working with 
vulnerable adults in home support agencies & private 
hospitals

• Provide legal mechanism so that seniors receiving 
home support services or living in residences have the 
same level of protection from financial abuse as those 
in residential care facilities

Protecting 
seniors 

from abuse 
and neglect
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• Full evaluation of home 
support system still not 
complete

Home support

• Lack of tenancy protections Assisted living

Outstanding recommendations: key 
highlights
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• No regulatory standards 
related to key aspects of care

• Ongoing challenges in meeting 
standardized staffing care hour 
targets at individual facilities

Residential 
care

Outstanding recommendations: key 
highlights



Beyond Best of Care
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Seniors 
advocacy and 

support 
organizations 

have an 
important role 

in seeking 
further BOC 

implementatio
n

We’ve been 
active during 
the pandemic 

concerning 
seniors’ care 

Additional 
systemic issues 

impacting 
seniors may be 
focus of future 

reports



Online resources available
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• Online complaint checker: 
https://bcombudsperson.ca/jurisdictional-and-non-jurisdictional-aut
hority-list/

• Complaining 101 webinar: 
https://bcombudsperson.ca/complaints/know-your-rights/

• When we are unable to help, we are often able to refer you to 
someone who can

https://bcombudsperson.ca/jurisdictional-and-non-jurisdictional-authority-list/
https://bcombudsperson.ca/jurisdictional-and-non-jurisdictional-authority-list/
https://bcombudsperson.ca/complaints/know-your-rights/


It’s your right…
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To be treated 
with respect

To not be 
discriminated 

against

To be taken 
seriously

To be taken 
seriously



Subscribe to e-news: www.bcombudsperson.ca
Follow us on Twitter and Facebook @bcombudsperson

Questions?
CONTACT US:

1-800-567-FAIR (3247)

www.bcombudsperson.ca

947 Fort Street Victoria
PO Box 9039 Stn Prov Govt

Victoria BC  V8W 9A5

http://www.bcombudsperson.ca/
http://www.bcombudsperson.ca/
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