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MINISTRY OF CITIZENS' SERVICES

The mission of the Ministry of Citizens' Services is to enable cost-effective, accessible, and responsive
service delivery to the public through multiple access points and provide efficient services to

government.
MINISTRY SUMMARY
($000)
Estimates Estimates
2022/23" 2023/24
VOTED APPROPRIATION
VOE 19 — MINISIY OPEIAHONS. . cceaercnrsarear s msssamesanessnes s s s o a2t ot a2t a5 656,727 682,770
OPERATING EXPENSES 656,727 682,770
CAPITAL EXPENDITURES 2 464,010 425,022
LOANS, INVESTMENTS AND OTHER REQUIREMENTS 3 1,500 1,600,
REVENUE COLLECTED FOR, AND TRANSFERRED TO, OTHER ENTITIES 4 — -

NOTES

' For comparative purposes, figures shown for the 2022/23 operating expenses; capital expenditures; loans, investments and other requirements; and
revenue collected for, and transferred to, other entities are restated to be consistent with the presentation of the 2023/24 Estimates. A reconciliation of
restated operating expenses and capital expenditures is presented in Schedule A.

2 A listing of estimated capital expenditures by ministry is presented in Schedule C.

3 A summary of loans, investments and other requirements by ministry is presented in Schedule D.

4 A summary of revenue collected for, and transferred to, other entities by minjstry is presented in Schedule E.
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54
MINISTRY OF CITIZENS' SERVICES

SUMMARY BY CORE BUSINESS

($000)
2022/23 2023/24 ESTIMATES
External

OPERATING EXPENSES Net Gross Recoveries Net
Core Business
Services to Citizens and Businesses.. 31,528 47,306 (12,530) 34,776
Office of the Chief Information Officer, 1,640 5717 (3,694) 2,023
BC Data Service........c.uummmmsasnsnns 24 477 29,231 (478) 28,753
Connectivity.... - R84 8482000 13,705 23,983 2) 23,981
Procurement and Supply Semces £ 8,753 61,515 (51,191) 10,324
Real Property.. 362,596 470,759 (105,862) 364,897
Enterprise Se_r_\nces. 173,393 196,841 (22,963) 173,878
Corporate Information and Records Management Office.... - 22,646 25,987 (1,343) 24,644
Government Digital EXPEHIBNCE. .....covwnir s ienssss s nsssss s s s ensss s 8,561 9,486 2) 9,484
Executive and SUPPOrt SEIVICES..........ceurrurmeassassacesacesaeeasesmssensssassensssacesans 9,428 10,045 (35) 10,010

TOTAL OPERATING EXPENSES .o oo, 656,727 880,870 (198,100) 682,770

Capital Capital Receipts and

CAPITAL EXPENDITURES Expenditures  Expenditures  P3 Liabilities Net
Core Business
BC Data Service... - 110,000 110,000 - 110,000
Procurement and Supply Semces 480 753 - 753
REAI PrOPEIMY. ..cvoovonsnsnssessasssiessisssssas s ssnsssssasssseas s asss s st s 305,718 259,610 - 259,610
ENLEIPIISE SEIVICES.....oeveroeeeeecesceseeaseemssensssasssasssa s smsssansaenn 47,476 54,449 - 54,449
Executive and Support Serwces 336 210 - 210

TOTAL oo 464,010 425,022 - 425,022
LOANS, INVESTMENTS AND OTHER REQUIREMENTS Net Disbursements Receipts Net
Core Business
REAI PIOPBIMY...vvvvovevevevsseensssssses s ssssssssses e 1,500 2,300 (700) 1,600

TOTAL LOANS INVESTMENTS AND OTH ER

REQUIREMENTS 1,500 2,300 (700) 1,600
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55
MINISTRY OF CITIZENS' SERVICES

VOTE DESCRIPTIONS
($000)
Estimates Estimates
2022/23 2023/24

VOTE 19 — MINISTRY OPERATIONS

This vote provides for the programs, operations, and other activities described in the voted appropriations under the following core businesses: Services fo
Citizens and Businesses, Office of the Chief Information Officer, BC Data Service, Connectivity, Procurement and Supply Services, Real Property,
Enterprise Services, Corporate Information and Records Management Office, Government Digital Experience, and Executive and Support Services.

SERVICES TO CITIZENS AND BUSINESSES

Voted Appropriations

Service BC Operations.... 30,737 33,985

BC Online.......cocnne.. 790 790

B REGISIY SOIVICES. ...oussnssnsssnas snss snsssmss s s s soss s s s 50 50 5 s s i i 1 1
31,528 34,776

Voted Appropriations Description:  This sub-vote provides for service delivery to the public through multiple access points, including in-person,
telephone, online and virtual; and implementation of cross-government initiatives o improve service delivery to citizens and businesses. In addition,
this sub-vote provides for corporate, personal property, manufactured home, and business registry services for citizens and the business community,
as well as identity and credential management. Costs may be recovered from ministries, Crown agencies, boards and commissions, the federal
government, other public sector organizations, public and private organizations, and the public for products and activities described within this
sub-vote.

OFFICE OF THE CHIEF INFORMATION OFFICER

Voted Appropriation
Office of the Chief INFOMMALION OFfICEN.............uwwsssensscesne st s asss s ssnsssss s s s s s s s s s s s 1,640 2,023

Voted Appropriation Description:  This sub-vote provides for strategic planning and technology governance and direction for government. This
includes the development of strategy, standards, policies, and programs to support government information management and information technology_
initiatives; as well as the planning, sourcing, policies, and strategies. for telecommunications infrastructure across all levels of government, agencies,
organizations, private sector partners, and other jurisdictions on behalf of the Province. Costs may be recovered from ministries, Crown agencies,
boards and commissions, and other parties both intemal and external to government for activities described within this sub-vote.

BC DATA SERVICE

Voted Appropriation
BC Data ServiCe. ...

24477 28,753

Voted Appropriation Description:  This sub-vote provides. for strategic planning, governance, and leadership for digital initiatives across
government, including both technology and data. This scope includes the development of strategy, standards, enterprise architecture, policies, and
programs to support government information management and information technology initiatives; review, pr|0r|t|zat|0n and support for government
information management and information technology initiatives and investments; and the promotion and integration of information management and
information technology to improve citizen-centred service delivery and public sector modernization. This sub-vote also includes services, advice, and
support to government in relation to digital services, infrastructure and the transformation of information management, information technology and
business processes. Funding may be provided to orgamzahons to support initiatives described in this sub-vote, as well as other related activities. This
sub-vote includes the Province's suite of corporate data services, including advice, technology, support, planning, and capacity building for data-driven
policy, initiatives, and programming across government and among key external partners. This sub-vote also. provides for the production of economic,
social, business, and demographic statistical information along with data dissemination, survey, and analytic. services for government under the
Statistics Act. Costs may be recovered from ministries, Crown agencies, boards and commissions, and other parties both internal and external to
government for activities described within this sub-vote.

Page 8 of 620 2023 Estimate Notes



56

MINISTRY OF CITIZENS' SERVICES

VOTE DESCRIPTIONS
($000)
Estimates Estimates
2022123 2023/24
CONNECTIVITY
Voted Appropriation
CONMECIVIY ... vvecrsissnsii s

13,705 23,981

Voted Appropriation Description:  This sub-vote provides leadership and expertise for the planning, development, funding, and coordination of
programs, initiatives, and investments related to the access. to, and expansion of, internet connectivity, cellular services, and other telecommunication
services throughout British Columbia, including rural, remote, and Indigenous communities. Project funding may be supplemented by other levels of
government, the private sector, and other parties. Costs may be recovered from ministries, Crown agencies, boards and commissions, and other
parties both internal and external to government for activities described within this sub-vote.

PROCUREMENT AND SUPPLY SERVICES

Voted Appropriation

Procurement and SUPPIY SEIVICES. .........vuruurmrirrrresenesisessssensssssssssssasse s ssssssessesssnsessessssssnssssssssessassesssssnssss 8,753 10,324
Voted Appropriation Description:  This sub-vote provides for procurement and supply services as outlined under the Procurement Services Act,
including warehousing, product distribution, asset disposition services, mail distribution and financial payment processing, print and publications, and
intellectual property services to ministries and certain external customers, This sub-vote also provides for procurement transformation and ad\ﬂsory
services to government ministries as well as support to a portfolio of strategic contracts and other complex, high-value service contracts across
government and, as applicable, broader public sector entities. Costs may be recovered from ministries, Crown agencies, boards and commissions,
other public sector organizations, public and private organizations, and the public for products and activities described within this sub-vote.

REAL PROPERTY

Voted Appropriation
REAI PrOPEIY. ... vovvovvvrssesssessessesssnssssssssessessensssssssessesssssssessssssnssssssssessessessessssssessesss sanssessesssnssssssssessessensassssssnes 362,596 364,897

Voted Appropriation Description:  This sub-vote provides for the delivery of property and real estate services, accommodation, client services,
strategic infrastructure planning, supply management, and project coordination services related to facilities, lncludlng property management,
construction, development, environmental, _and technical services. Activities may include the acquisition of land on behalf of government, disposal of or
making available land, and provision of services to public agencies in relation to land, as set out in the Public Agency Accommodation Act. This
sub-vote also provides for directly-related accommodation to Indigenous Peoples resulting from the rental, lease, or disposal of Crown land or other
related property. Costs associated with the successful disposal of property are recovered from the proceeds of disposal. Costs may be recovered from
revenues from the rental, lease, or disposal of Crown land or other related property. Costs may also be recovered from ministries, public agencies, and
other public or private sector organizations or other parties for activities described within this sub-vote.

ENTERPRISE SERVICES

Voted Appropriation
ENBIDIISE SEIVICES.. ... vuuvusereeieessees et et arssebs et aes s s a8 4 8 488 173,393 173,878

Voted Appropriation Description:  This sub-vote provides for strategic infrastructure planning, supply management, operational support and
governance; programs in support of digital government and project coordination services related to information management and information
technology; corporate business application management; and information technology infrastructure, including network services, device services,
security policy and operations, voice and data communications, application hosting, data services, and technical stewardship and standards. Costs
may be recovered from ministries, Crown agencies, boards and commissions, and other parties both internal and external to government for products
and activities described within this sub-vote.
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MINISTRY OF CITIZENS' SERVICES

VOTE DESCRIPTIONS
($000)
Estimates Estimates.
2022123 2023/24
CORPORATE INFORMATION AND RECORDS MANAGEMENT OFFICE
Voted Appropriation
Corporate. Information and Records Management OffiCe...... ..o 22,646 24,644

Voted Appropriation Description:  This sub-vofe provides for strategic corporate informafion management governance, including access fo
information, records management, privacy protection, and the development of information management policy; the general operations of the Corporate
Information and Records Management Office, including the administration of the Freedom of Information and Protection of Privacy Act, the Personal
Information Protection Act, the Information Management Act, and related standards, policies, and operational tools; the development of new legislation
and administrative. tools to, support government's sirategic initiatives in information management; records management services, privacy profection,
and information access services to government and government organizations, as well as activities to assure compliance with legislation, standards,
policies, programs, and practices; and the establishment and operation of digital identity and trust policies, programs, services, and technologies..
Costs may be recovered from ministries, Crown agencies, boards and commissions, other levels of government, and other parties both internal and
external to government for activities described within this sub-vote.

GOVERNMENT DIGITAL EXPERIENCE

Voted Appropriation
Government DIGHaAl EXDEIENCE. ......civ e sseess s s sasesassare st st asssssesasssssesasssssesanssssesnsensesase 8,561 9,484

Voted Appropriation Description:  This sub-vote provides for corporate leadership, cross-government planning, policy development, and
innovation in the delivery of common web services for government; service and content design; and citizen engagement activities. Costs may be
recovered from ministries, organizations within the government reporting entity, and parties external to government for activities described within this
sub-vote.

EXECUTIVE AND SUPPORT SERVICES

Voted Appropriations
591 710
Corporate. SEIVICES........crmemusemnsenseransenssensen 8,837 9,300
9,428 10,010

Voted Appropriations Description:  This sub-vote provides for the office of the Minister of Citizens' Services and for executive direction of the
ministry and administrative support services, including legislative and policy support, corporate planning, performance management, corporate human
resource sirategies, including employee engagement and employee communications; and other administrative services, including financial, facility, and
security management. Costs may be recovered from ministries, Crown agencies, boards and commissions, and other parties both internal and
external to government for activities described within this sub-vote.

VOTE 19 — MINISTRY OPERATIONS 656,727 682,770

MINISTRY GROUP ACCOUNT CLASSIFICATION SUMMARY
GROUP ACCOUNT CLASSIFICATION

Salaries AN BENEMILS ... sasssssss s ssss s asb s b0 181,631 201,705
OPETAIING COSES ...vvusevusrrnsrnsenissnsssasssasssussssessssessssass bbb 01888818001 725911 722,963
GOVErNMENT TIANSTETS ...ovvvsivsrissressres s s s 10,000 20,000
Other Expenses .......... 123,796 122,716
Internal Recoveries . . (186,513) (186,514)
EXIEINAI RECOVETIES ...vuuucvuuesusrsnssinssesssinsssasssssssassssssssssssss s st ss 000888 b (198,098) (198,100)
TOTAL OPERATING EXPENSES........covcummmmsusussssaransusnsrsnsssnssussssasssnssansssssssassssasansssnstsnsssnssassssossssaranssassasassssas, 656,727 682,770
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MINISTRY OF CITIZENS' SERVICES
LOANS, INVESTMENTS AND OTHER REQUIREMENTS BY CORE BUSINESS
($000)

Estimates Estimates
2022/23 2023/24

REAL PROPERTY

STRATEGIC REAL ESTATE SERVICES — Disbursements represent expenditures associated with the development and sale of surplus properties
and/or.buildings on behalf of the Province. Receipts represent a portion of the proceeds of the sale of the properties and/or. buildings applied to costs.

Administration costs are funded through the ministry's voted appropriations.

Disbursements............coconne 2,500 2,300
RECEIDES. ...unnsensnicenmsesanessnsa (1,000) (700)
Net Cash Requirement (Source)... 1,500 1,600

).

Page 11 of 620 2023 Estimate Notes



VOTE 19 Ministry Operations

Description

Services to Citizens and Businesses
Service BC Operations
BC Online
BC Registry Services
Office of the Chief Information Officer
BC Data Service
Connectivity
Procurement and Supply Services
Real Property
Enterprise Services

Corporate Information and Records Management Office

Government Digital Experience
Executive and Support Services
Minister's Office
Corporate Services

Total

Page 12 of 620 2023 Estimate Notes

Total
2022123

Operating
Expenses
31,528
30,737
790
1
1,640
24,417
13,705
8,753
362,596
173,393
22,646
8,561
9,428
591
8,837

656,727

MINISTRY OF CITIZENS' SERVICES
($000)

50

27,810

23,310
2,286
2214
2,993

15,885
2,221

25,810

17,377

34,392

19,382
7,008
6,523

439
6,084

159,401

51

207

173
2
32
6
89
597
34
163
44
55
13
7

6

1,208

52

7,145

6,002
581
562
760

4,035
564

6,556

4,414

9,170

4,923

1,781

1,690
136

1,554

41,038

54

30

Total
Salaries and

Benefits

35,162
29,485
2,869
2,808
3,759
20,009
2,785
32,963
21,825
43,725
24,349
8,344
8,284
640
7,644

201,705

55

57

390

347
10
33
77
98
40

129

234
80
39
43
78
38
40

1,208

59

183

87
85
11
K|
in
62
934
286
916
768

299

299

3,868

60

961

529
432

699
2,582
223
3,503
454
3,183
4,425
182
264

264

16,476

63

11,423

7,622
2,999
802
2,490
7,724
830
6,427
177
192,130
1,504
1,046
49

10

39

223,890

63

1,036

545
109
382

354

1,107
363
759
337

62
179
20
159

4,325

67

68

20

69

26,786
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4,349
315,515
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Total
Operating
Costs

17,323

10,970
3877
2,476
3,381

15,422
1,199
25,750

428,218

221,808
7,318
1,624

920
70
850

722,963

I

79

80

20,000

20,000

Total
Govt
Transfers

20,000

81

83

KY

85

892
801

9

82

4

12
75,514
45,066
304

45

15

864

864

122,716

Total
Other

Expenses

892
801

9

82

4

12
75,514
45,066
304
45

15

864

864

122,716

86

(6,071)
(6,071)
(1,427)
(6,212)

(1)

(72,712)

(24,350)

(68,996)
(5,725)

(997)
(23)

(23)

(186,514)

Total

Internal
88 Recoveries

(6,071)
(6,071)

(1,427)
(6,212)
(1)
(12,712)
(24,350)
(68,996)
(5,725)
(997)
(23)

(23)

(186,514)

Total

Total 2023/24

External | Operating

89 90 Recoveries Expenses
(400)  (12,130) (12,530) 34,776
(400) (800} (1,000 33985
— (5965  (5.965) 790

— (5365  (5,365) 1
(665) (3,029) (3,694) 2,023
1) (477) (478) 28,753

(1) (1) (2) 23,981
(17,092)  (34,099) (51,191) 10,324
(66,932)  (38,930) (105862) 364,897
(13,871)  (9,092) (22,963) 173,878
(913) (430) (1,343 24,644

(1) (1) 2) 9,484
@) (31) (35) 10,010
- - - 710
4 (31) (35 9.300

(99,880)  (98,220) (198,100) 682,770



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title:

Ministry Profile

Revised: Date of last revision, February 22, 2023

Key Messages

We are 2,500+ dedicated employees spread across British Columbia in
65 communities delivering over 300 services in partnership with 40
ministries and agencies throughout the province through Service BC
offices.

The ministry’s vision is to bring innovation, value and service
excellence to the public service and citizens of British Columbia and
our mission is to work with our partners to create opportunities, find
innovative solutions, and implement the changes that support and
enable government to achieve its priorities for British Columbians.

In support of this, we provide cost-effective, accessible, and
responsive service delivery to the public through multiple access
points and provide efficient services to government.

Giving people the power to access the information and services they
need, when they need it, is a primary focus of the ministry, as we
work every day to make life better for British Columbians.

CITZ provides strategic direction across government to modernize
information-management and technology and improve transparency
and access for British Columbians. This includes responding to
Freedom of Information (FOI) requests, providing trusted data and

This material will be proactively released Page 1 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

digital services, and statistical and economic research and analysis
to businesses and the public sector.

e The ministry also manages government'’s real estate assets and
facilities-related services, technology systems and equipment,
including the procurement of high value contracts critical to
delivering technology to government and the broader public sector.

e With a goal of creating more opportunity for businesses of all sizes to
engage in government procurement, including increased
participation by Indigenous businesses and communities, the
ministry is working to support a resilient vendor marketplace and
increased business opportunities to create rewarding jobs to benefit
individuals, families, and communities across the province.

e The ministry also provides leadership, management, facilitation, and
support for the expansion of high-speed internet connectivity to
every corner of the province by 2027. Internet connectivity supports
job growth, a strong and diversified economy, health care, and
stronger communities.

This material will be proactively released Page 2 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Workforce Profile Divisional Breakdown

Staff with a
Division Headcount* telework / remote
work agreement*
Citizens' Services 2,585 1,688
Deputy Ministers Office 11 9
BC Data Service 129 128
Connectivity 36 28
Corporate Services Division 63 60
Deal Management Office 18 18
Government Digital Experience 131 129
OCIO Corporate Information & Records Management Office 296 258
OCIO Enterprise Services 421 323
Office of the Government Chief Information Officer 143 143
Procurement & Supply 456 132
Real Property Division 288 285
Service BC 593 175

In previous years, it was noted that CITZ had approximately 2,200 staff. The above-noted headcount includes
those on various leaves and has increased from previous years due to new hires.
*Figures are as of February, 2023.

Contact:
Gover Govern ADM Corporate Services 778 698-0400
Division
This material will be proactively released Page 3 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Budget Overview

Revised: Date of last revision, February 14, 2023

Key Messages:

e The Ministry of Citizens" Services 2023/24 operating budget has
been tabled at $682.770 million (net), which represents an
increase of $26.043 million, or 3.9%, compared to the 2022/23
restated budget of $656.727 million (net).

e The ministry’s capital budget for 2023/24 is $425.022 million,

which is a net decrease of $38.988 million, or (8.4%) compared
to the 2022/23 budget of $464 million.

Questions and Answers:

1) How much did your Ministry’'s operating budget change this
year and why?

e My Ministry's operating budget increased by $26.043 million (or
3.9%) this year, primarily due to:

o Increase of $17.163 million to support salaries and
benefits lifts stemming from the Shared Recovery
Mandate (BCGEU Collective Agreement and Excluded
Management Compensation).

o Increase of $2.350 million to support implementation of
the Anti-Racism Data Act (ARDA).

Page 1 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o Increase of $0.120 million for facilities support associated
with BC's Housing Strategy.

o Increase of $0.119 million to support cross-gov't Minister’s
Office lifts for staff wages and operating costs.

e Netincrease of $6.300 million resulting from Budget 2022 and
Budget 2021 decisions:

o $10.000 million increase for the “Connecting British Columbia”
program, $0.397 million for IT Security and Cloud applications,
$0.241m to cover amortization and operating shortfalls from
capital budget lifts, $3.034 million decrease for government
wide FTE-growth related IT costs, $1.000 million decrease in
BC Bid related costs, and $0.313 million decrease for
miscellaneous adjustments, primarily CleanBC reduced facility
project costs.

2) How much did your Ministry’s capital budget change this year
and why?

e The Ministry's capital budget decreased by $38.988 million (or -
8.4%) this year, primarily due to reductions in:

o Nanaimo Correctional Centre ($19.093m)

o BC Corrections Segregation Strategy Renovations
($13.674m)

o Kamloops Option to Purchase (land/buildings)
($9.950m)

o Port Coquitlam Law Courts Renovation ($5.472m)

Page 2 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o Camosun Lab Relocation ($5.340m)

o Various Routine Capital projects that completed in FY23
($4.928m)

e Main increases in the plan include:
o Legislative Precinct District Energy System ($12.000m)
o Courthouse Improvements ($6.302m)
o Workstation Refresh ($5.000m)

e These changes are primarily due to staging and timing of multi-
year projects.

Contact: Government Financia|
Gover Govern ADM & EFO Corporate InformatiGovernmen

Services Division

Page 3 of 3
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2023/24 Estimates
Note Advice to the
Minister

Ministry: Ministry of Citizens’ Services Minister
Responsible: Hon. Lisa Beare

Title: Budget Details

Revised: February 8, 2023

Questions and Answers:

1) What are the Budget 2023 operating budget changes per core
business area for your ministry?

e See table on next page for all key changes by core
business (division)

This material will be proactively released Page 1 0of 6
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Ministry of Citizens' Services
2023/24 Explanation of Changes in Estimates (Core Business)

($ in Millions)
Estimates| Estimates
Core Business 22!;3 2;!24 Variance Explanation
of Changes
Restated
Services to Budget increase of $3.2m due to BCGEU and excluded staff
Citizens and $31.528 $34.776 $3.248 wage increases
Businesses,
Office of the Chief Budget increase of $0.4m due to BCGEU and excluded staff
Information Officer $1.640 $2.023 $0.383 |\wage increases’
Budget increase is primarily due to $2.4m for Anti-Racism
BC Data Service $24 477 $28.753 $4.276 [Data Act (ARDA) implementation and $1.9m for BCGEU and
excluded staff wage increases’
Budget increase of $10.0m to support Connecting BC
Connecitivity $13.705 $23.981 $10.276 Progra_m, and $0.3m due to BCGEU and excluded staff wage
increases’
Budget increase of $2.6m due to BCGEU and excluded staff
Procuremen.t and $8.753 $10.324 $1.571 wage increases’ offset by a decrease of $1.0m for BC Bid
Supply Services incremental costs
Budget increases primarily due to $2.0m for BCGEU and
excluded staff wage increases', $0.6m for operating costs
Real Property $362.596 $364.897 $2.301 |and amortization for primarily prior approved capital
' projects, reduction of $0.3m for Clean BC — Government
Fleet program
Budget increases is primarily due to BCGEU and excluded
. . staff wage increases' for $3.3m offset by reduction in FTE
Enterprise Services | $173.393 $173.878 $0.485 |Growth related IT costs of $3.0m, plus $0.2m of other
miscellaneous increases
Corporate Budaet i
. udget increase of $2.0m due to BCGEU and excluded staff
Information Records $22.646 $24.644 $1.998 wage increases'
Management Office :
(Da;;\;g}nment $8.561 $9.484 $0.923 [Budget increase of $0.9m due to BCGEU and excluded staff
. wage increases’
Experience
Budget increase of $0.1m due to BCGEU and excluded staff
Minister's Office $0.591 $0.710 $0.119 wage increases’
. $8.837 $9.300 $0.463 Budget increase of $0.5m due to BCGEU and excluded staff
Corporate Services ) ) o wage increases’
CITZ Total $656.727 $682.770 $26.043

Page 21 of 620 2023 Estimate Notes
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2) What are the Budget 2023 operating budget changes per
expenditure category for your ministry?

e See table on next page for all key changes by
expenditure category
(Group Account Classification - GAC)

This material will be proactively released Page 3 of 6
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Ministry of Citizens' Services

23/24 Explanation of Changes in Estimates (Group Account Classification (GAC) Level)

($ in Millions)
. Estimates .
E:{J:nglture STOB 22/23 Es;ng;;:es Variance Explanation of Changes
gory Restated
Budget increases primarily due to $13.7m
Base Pay & Shared Recovery Mandate for BCGEU and
Overtime 50 $143.405 $159.401 $15.996 excluded staff wage increases' and $1.4m of
Anti Racism Legislation support.
Budget increases due to Shared Recovery
g;{:ﬁ:g;nental 51 $1.201 $1.208 $0.007 | Mandate for BCGEU and excluded staff wage
increases’
Budget increases primarily due to $3.5m
Employee Shared Recovery Mandate for BCGEU and
Benefits 52 $36.969 $41.038 $4.069 excluded staff wage increases' and $0.4m of
Anti Racism Legislation support.
Legislative
Salaries 54 $0.056 $0.058 $0.002
Salary &
Benefits Sub- $181.631 $201.705 $20.074
Total
. i Budget decreases primarily due to reduction in
Operating Costs. | 55-75 $725.911 $722.963 ($2.948) contract services in STOB 63.
?overnment 77 - 80 $10.000 $20.000 $10.000 Budget increases due to Connectivity
ransfers enhancements
i Budget decrease costs associated with facility
Other Expenses | 84 -85 $123.796 $122.716 ($1.080) capital asset projects.
Gross
Expenditure $1,067.384 | $1,041.338 $26.046
Total
Internal
Recoveries 88 ($186.513) (186.514) ($0.001)
External
Recoveries 89-90 | ($198.098) | ($198.100) ($0.002)
Recoveries
Total ($384.611) ($384.614) ($0.003)
CITZ Net
Expenditure $656.727 $682.770 $26.043
Total

"Wage increases as per the Shared Recovery Mandate (19" BCGEU Collective Agreement) include BCGEU and excluded management compensation

This material will be proactively released
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3) What are the Budget 2023 capital budget changes for your
ministry?

e See table below and next page for all key changes by core

business (division) and by project.

CITZ 10-YEAR CAPITAL PLAN - BUDGET 2023 (ESTIMATES)

Page 24 of 620 2023 Estimate Notes

($ millions) Bzuzégit Bzusézit Change
Real Property
Nanaimo Correctional Centre $80.03 $60.94 ($19.09)
Legislative Precinct District Energy System $7.00 $19.00 $12.00
Strategic Acquisition of Buildings $8.01 $8.01 $0.00
;I(_;sqfu_c?;ittaigirlic;ings purchased under Strategic. $8.00 $7.92 ($0.08)
Energy Smart Program $16.53 $15.53 ($1.00)
EV Charging Stations $0.99 $0.48 ($0.51)
Courthouse Improvements $7.56 $13.86 $6.30
Vancouver Law Courts Inn Renovation $12.66 $12.56 ($0.10)
Port Coquitlam Law Courts Renovation $25.00 $19.53 ($5.47)
BC Corrections Segregation Strategy Renovations $16.60 $2.93 ($13.67)
BC Corrections Accommodation Strategy $8.08 $8.72 $0.65
MCFD Multi-Year Action Plan (MYAP) - Duncan $2.20 $0.46 ($1.75)
SDPR Risk Review related Tl's $7.82 $5.59 ($2.23)
Camosun Lab Relocation $5.34 $0.00 ($5.34)
PSSG Land Acquisition $1.46 $0.68 ($0.77)
Kamloops Option to Purchase $11.50 $1.55 ($9.95)
Office Furniture $1.67 $1.50 ($0.17)
Routine Capital Envelope $85.27 $80.35 ($4.93)
Subtotal $305.72 $259.61 ($46.11)
Digital Platforms and Data
Transformation & Technology Funding $110.00 $110.00 $0.00
Subtotal $110.00 $110.00 $0.00
This material will be proactively released Page 5 of 6




OCIO ENTERPRISE SERVICES

Workstation Refresh $24 47 $29.47 $5.00
Strategic Transformation & Mainframe Services $13.25 $15.24 $1.99
Maintenance and Rehabilitation $9.75 $9.74 ($0.01)
Subtotal $47.48 $54.45 $6.97

PROCUREMENT AND SUPPLY SERVICES
Special Equipment $0.48 $0.75 $0.27
Subtotal $0.48 $0.75 $0.27

MINISTRY OPERATIONS,

Office Equipment $0.01 $0.01 $0.00
Vehicles $0.33 $0.20 ($0.13)
Subtotal $0.34 $0.21 ($0.13)
CITZ TOTAL ESTIMATES CAPITAL BUDGET | s464.01 | $42502 ($38.99) |
Contact: Government Financial
. . Informatirr
Gover Govern Assistant Deputy ~ Corporate Services Governmen

Minister/ Executive Division
Financial Officer

This material will be proactively released Page 6 of 6
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens” Services
Minister Responsible: Hon. Lisa Beare

Title: Minister’'s Office Budget
Revised: February 23, 2023
Key Messages:

e The operating budget for my office is $710,000 for 2023/24,
which is an increase of $119,000 from last year’s budget of
$591,000.

e The budget for my office operations increased by $109,000
for support staff salaries and benefits as well as $10,000
received in Budget 2021 for operating expenses.

Questions and Answers:

1. What are the types of costs paid for out of the Minister’s
Office, and are there any costs funded from other sources?

e Salaries and benefits for my staff, travel, IT costs, and general
office and business expenses are all funded from my office
budget.

e My annual basic compensation as a Member of the Legislative
Assembly under the Member's Remuneration and Pensions Act
is paid for through the Legislative Assembly ($115,046 annually),
while my additional compensation as a Cabinet Minister is
funded from my Office budget ($57,523).

e Pursuant to the Balanced Budget and Ministerial Accountability
Act (BBMAA) 10% of my additional compensation ($57,523 x 10%

This material will be proactively released Page 1 of 3
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2023/24 Estimates Note
Adyvice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

= $5,752) as a Cabinet Minister is held back until individual
responsibilities are met.

e Budget 2022 included an amendment to the BBMAA which
repealed the collective 10% salary holdback provision applicable
to a minister in respect of Cabinet’s collective responsibilities. This
resulted in $5,752 of my additional compensation not being
subject to the holdback provision.

e Additionally, Capital City Allowance for meals, travel, and
certain eligible living expenses is funded by the Ministry of
Finance.

2. What is the largest cost annually within your office budget?

e Salaries and benefits of my staff is the single largest annual cost;
in 2023/24 the budget for this is $558,000.

e Travel, general office expenses, IT related costs and tech support
for my staff and I are the other types of costs covered within my
budget (see table below for budget detail).

This material will be proactively released Page 2 of 3
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2023/24 Estimates Note
Advice to the Minister

Ministry:

Minister Responsible: Hon. Lisa Beare

Ministry of Citizens' Services

Base Salaries & OT
Supplemental Salaries
Employee Benefits

Legislative Salaries

Salaries & Benefits Sub Total

Public Servant Travel
Information Systems

Office & Business Expenses
Amortization Expense
Operating Expenses Sub Total

Other Expenses
Other Expenses Sub Total

NET TOTAL

Average FTEs

Contact:

Gover Govern

ADM & EFO

This material will be proactively released

Page 28 of 620 2023 Estimate Notes

Ministry of Citizens” Services

Fiscal Fiscal C?r::,r:ge
2022/23 2023/24 FY23
Estimates Estimates | to FY24
357,000 439,000 82,000
0 7,000 7,000
113,000 136,000 23,000
56,000 58,000 2,000
526,000 640,000 114,000
38,000 38,000 0
10,000 10,000 0
15,000 20,000 5,000
2,000 2,000 0
65,000 70,000 5,000
0 0 0
0 0 0
$591,000 $710,000 | $119,000
5.0
Government Financial
Corporate InformatiGovernmen

Services Division
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Budget Tracking ($ millions)
Revised: February 27, 2023

Key Messages:

e The Ministry of Citizens’ Services’ 2023/24 net operating budget
has been tabled at $682.770 million (six hundred and eighty-two
million and seven hundred and seventy thousand).

e This represents an increase of $26.043 million (twenty-six million
and forty-three thousand), or 3.9 percent, compared to the
2022/23 restated net budget of $656.727 million (six hundred and
fifty-six million and seven hundred and twenty-seven thousand).

¢ The ministry’s capital budget for 2023/24 is $425.022 million (four
hundred and twenty-five million and twenty-two thousand). This
is a reduction of $38.988 million (thirty-eight million and nine
hundred and eighty-eight thousand), or 8.4 per cent, compared to
the ministry’'s 2022/23 budget of $464 million (four hundred and
sixty-four million).

Questions and Answers:

How did the Ministry’s Estimates Budget change year over year?
¢ Please see the table on the next page.

This material will be proactively released Page 1 0of 4
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

($ millions)
2022/23 Estimates $656.645
Restatements:
e Increase for building lease transfer associated with Ministry of Attorney General $0.082
2022/23 Restated Estimates. $656.727
Adjustments:
e Increase to support salaries and benefits lifts stemming from the Shared Recovery $17.163
Mandate (19" BCGEU Collective Agreement) and excluded management o

e Increase to support implementation of the Anti-Racism Data Act (ARDA) $2.350
+ Increase for facility support associated with BC’s Housing Strategy (Ministry of

: $0.120

Attorney General)

¢ Increase to support cross-gov't Minister's Office lifts for staff wages and operating $0.119
costs ($0.119m includes $0.010m impact from Budget 2021 decisions) )
Budget 2022 and Budget 2021 Decisions (impacting Budget 2023)
* Increase to support “Connecting British Columbia” program $10.000
e Increase to support Security and Cloud applications $0.397
* Increase to operating and amortization for prior capital budget lifts $0.241
o Decrease in FTE growth related IT costs ($3.034)
e Decrease in BC Bid related costs ($1.000)
e Miscellaneous minor adjustments, primarily adjustments for CleanBC facility project ($0.313)
cost changes )
Total Net Adjustments $26.043
2023/24 Estimates $682.770

OPERATING FUNDING

1) How much did your Ministry’s operating budget change this
year and why?

e My Ministry's operating budget increased by $26.043 million this
year, or a 3.9 percent increase, primarily due to:

This material will be proactively released Page 2 of 4

Page 30 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o Anincrease of $17.163 million to support salaries and
benefits lifts stemming from the Shared Recovery Mandate
(BCGEU Collective Agreement and Excluded Management
Compensation).

o Anincrease of $2.350 million to support implementation of
the Anti-Racism Data Act (ARDA).

o A netincrease of $6.300 million resulting from Budget 2022
and Budget 2021 decisions:

= In particular, a $10.000 million increase for the
“Connecting British Columbia” program, a $1.000
million decrease in BC Bid related costs together with
other miscellaneous budget decreases.

CAPITAL FUNDING

2) How much did your Ministry’s capital budget change this year
and why?

e The Ministry’s capital budget reduced by $38.988 million this
year, or 8.4 percent less, primarily due to lower required funding
amounts for:

o Nanaimo Correctional Centre ($19.093 million reduction)

o BC Corrections Segregation Strategy Renovations ($13.674
million reduction)

o Kamloops land/buildings purchase ($9.950 million
reduction)

This material will be proactively released Page 3 of 4
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o Port Coquitlam Law Courts Renovation ($5.472 million
reduction)

o Camosun Lab Relocation ($5.340 million reduction)

o Various Routine Capital projects that completed in FY23
($4.928 million reduction)

o These reductions in needed budgets are primarily due to
the staging and timing of multi-year projects.

e The main increases in the plan include:

o The Legislative Precinct District Energy System ($12.000
million)

o Courthouse Improvements ($6.302 million)

o Workstation Refresh ($5.000 million) (replacing of employee

laptops)
Contact:
Government Financial
Gover Govern ADM and EFO Corporate Services Division  M°™M3Governmen
This material will be proactively released Page 4 of 4
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Minister's Mandate Letter Achievements

Revised: Date of last revision, February 14, 2023

Over the last five years, the ministry has undertaken key activities in alignment with
government'’s priorities, including the foundational principles and identified action items in
the July 2017, February 2020, November 2020, and December 2022 Minister's mandate
letters. Below is a summary of the status updates for the February 2023 Mandate Letter.

Minister’'s Mandate Letter (December 2022)

Mandate Letter Item

Status

Milestones

Continue to expand the
use of cross-government
data to increase evidence-
based decision making
and better inform policy
and programs for our key
priorities, building on
government’s Data
Innovation Program.
(BCDS)

In progress

More than 50 core data sets
available for population-level
analysis in the Data Innovation
Program.

Data available to government and
academic researchers; working on
an approach to enabling non-
profits to use the program.

Major projects have supported
greater evidence for decisions
related to youth mental health,
basic income and homelessness.

Work with partners and
the public to modernize
government services and
leverage best-in-class
digital tools that enhance
cross-sector coordination,
and provide services that
are efficient, equitable,
and prioritize user
experience.

In progress

Delivering best-in-class application
hosting services in government
data centres that allow ministries
to quickly create, modernize and
continuously improve services.
These approaches are now
embedded as Digital Principles in
Core Policy.

Published the draft Digital Code of
Practice for consultation with the

This material will be proactively released
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Ministry:

2023/24 Estimates Note
Advice to the Minister

Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item

Status

Milestones

(GDX, OCIO-ICT, OCIO-
ES, OCIO-CIRMO, DO,
SBC)

public sector and B.C. tech sector
to provide in depth guidance for
public servants on implementing
the Digital Principles to provide
services that are efficient,
equitable, accessible and prioritize
user experience.

e Reduced time to procure a digital

team to modernize or deliver new
services to 20 days.

e To date, ministries have procured

172 opportunities valued at $34M
through the Digital Marketplace.

e Developing new Team with us’

procurement path.

e Providing best-in-class digital
components that enable rapid
response to emergent service
needs, like pandemic response,
health care services and disaster
relief.

e Developing a program to support
expansion of the use of time-
saving components across
government.

e Supported ministries’ service
modernization initiatives through
investments in the IM/IT Minor
Capital Envelope. In 2022/23, the
IM/IT Minor Capital budget stands
at $110M and is supporting 70
digital projects from across
government.

Page 34 of 620 2023 Estimate Notes
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens" Services

Minister Responsible: Hon. Lisa Beare

Mandate Letter Item

Status

Milestones

Beyond COVID and vaccines, GDX
is leading work - including hearing
from people directly - to expand
how and when government offers
services and information in
multiple languages, with the next
focus on supports for people
newly arriving in B.C.

Continue delivering government’s
public engagements and
supporting ministries with a focus
on improving and testing digital
tools.

The FOI Modernization project is a
multiyear initiative to improve FOI
timeliness, service delivery, and
modernize technology. Seven
ministries are onboarded to the
new FOI system, with 4 more
planned by the end of FY 2022/23.
Participating ministries that
piloted the new system decreased
the average days to complete an
FOI request by almost 7 days.
Progress was made on
establishing digital archives by
completing a Request for
Information on digital archiving
solutions, a jurisdictional scan of
policy, systems, and best practices,
and posting a Request for

Page 35 of 620 2023 Estimate Notes
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item

Status

Milestones

Proposals to procure a digital
archiving system.

» Toenhance equity of access to

digital government services using
the BC Services Card online, the BC
Token was launched for the
population demographic that do
not have access to a smart phone
or tablet.

e People with Canadian

government-issued identity
documents can now set up the BC
Services Card app to access
government services online.
People who will benefit from this
include those who are not eligible
for the BC Medical Services Plan
(MSP) but wish to access BC
government services online, such
as medical professionals from
other provinces, BC students
studying out of province, military
members, new arrivals to BC, and
some federal employees.

procurement processes

and businesses in
communities across the
province.

(PSD)

deliver benefits for people

Continue to improve how | In progress

e Released the BC Procurement
Strategy in 2018 and an update in
2020.

e Launched the new BC Bid system
in May 2022.

e The External Advisory Committee
on Indigenous Procurement
Initiative (EAC) held its inaugural

Page 36 of 620 2023 Estimate Notes
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Ministry:

2023/24 Estimates Note

Advice to the Minister

Ministry of Citizens’ Services

Minister Responsible: Hon. Lisa Beare

Mandate Letter Item

Status

Milestones

meeting in November 2022 and
meets on an ongoing basis.

e The EAC will make
recommendations and advise the
Province on the preparation of a
plan to increase Indigenous
Peoples’ participation in the
Province’s procurement
opportunities.

With support from the
Parliamentary Secretary
for Anti-Racism Initiatives,
continue work to help
dismantle systemic racism
and improve access to
government programs
and services for
Indigenous, Black, and
other people of colour by
implementing the Anti-
Racism Data Act.

(BCDS)

In progress

e Currently working with Indigenous
Governing Entities and the Anti-
Racism Data Committee to
establish anti-racism research
priorities that will help identify and
eliminate systemic racism and
improve access to government
programs and services. Anti-
racism research priorities will be
released by government in June
2023.

e Working with Indigenous Peoples
and the committee to co-design
the BC Demographic Survey, a
voluntary population survey which
will collect demographic data from
the people of BC.

e This data will be used alongside
existing program data to identify
and dismantle systemic racism.

Begin the work to address
barriers to effective use of
data in delivering services
to British Columbians

In progress

e The Ministry released a new BC
Data Catalogue that ensures
better sightlines for all ministries

This material will be proactively released
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item Status Milestones

more efficiently and on the data held by other
effectively. ministries.

(BCDS)

e Developed Gender and Sex Data
Standard to guide collection of this
data in a consistent and accurate
way to inform policy and program
decisions with data that properly
represents our gender-diverse
population.

e Developed Metadata Standards to
guide ministries in cataloging their
data in a consistent way and to
make data more interoperable
when sharing.

Contact:
Gover Govern Assistant Deputy Corporate Services 778 698-0400
Minister Division
This material will be proactively released Page 6 of 6
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Minister's Mandate Letter Achievements

Revised: Date of last revision, February 14, 2023

Over the last five years, the ministry has undertaken key activities in alignment with
government’s priorities, including the foundational principles and identified action items in
the July 2017, February 2020, November 2020, and December 2022 Minister’'s mandate
letters. Below is a summary of the status updates for the November 2020 Mandate Letter.

Minister’s Mandate Letter (November 2020)

Mandate Letter Item Status Milestones

Work to ensure In progress e Supported digital proof of
government services vaccinations via Health Gateway
remain responsive and mobile BC Services Card.
through the COVID-19 o Delivered information in-person,
pandemic and recovery. online via 12 languages, by phone
(All Divisions) in 140+ languages.

» Upgraded government networks
and provided technical support to
meet the needs of a remote
workforce.

e Introduced a temporary
Ministerial Order under FOIPPA to
modify data residency
requirements and enable the
broader use of communications
tools for health-care workers and
other public-sector staff.

e As part the COVID-19 Supply Hub,
led the sourcing, warehousing
and distribution of Personal
Protective Equipment (PPE) and
cleaning supplies for sale to non-

This material will be proactively released Page 1 of 7
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Mandate Letter Item

Status Milestones

health sectors.

e Based off our work on the COVID-
19 Supply Hub, which closed as of
September 30, 2021, provided
technical and logistical support to
the Ministry of Health to ensure
health-care providers have the
PPE they require to maintain
operations.

o Continue to ensure there is plain-
language, easy to find, translated
information about COVID-19 and
vaccination on gov.bc.ca.

e 2022: Transitioned Health
Gateway onto API Gateway to
enable efficient ongoing API
management and substantial cost
savings for HLTH.

speed connectivity

until all regions are
connected to the high-
speed network.
(CONN)

throughout the province

Lead work to deliver high- | In Progress « The Ministry signed an $830M

joint funding MOU with the
federal government in March
2022.

e The Ministry established the
new Connecting Communities
BC program, with a first intake
opening in September 2022.

e To date, completed and approved
projects through connectivity
programming since 2017 has or
will benefit more than 72,000
homes in more than 630
communities. It will also provide
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Mandate Letter Item

Status

Milestones

cellular services to more than 530
kms of highway province wide.

Continue to expand the
use of cross-government
data to increase evidence-
based decision making
and better inform public
policy, and assume
responsibility for BC Stats.
(BCDS)

In progress

e The Ministry re-assumed
responsibility for BC Stats
in December 2020.

e In December 2021, the
Provincial Data Plan was
established to support the
Data Innovation Program
and expanded the
program to academic
researchers.

Support innovation,
including in the B.C. tech
sector, through open data
initiatives.

(BCDS)

Substantially
completed

e The Ministry released a new BC
Data Catalogue that ensures
people, non-profits and
businesses have greater access to
open data.

e BC now makes over 1,600 data
sets available through open data.

e Worked with local tech companies
on a community information tool.

Continue to improve

Substantially

e C(Clients were introduced to the

government's public completed Ministry’s next-generation big
sector data security and data security analytics platform.
privacy practices to e Onboarded 110+ public sector
ensure that British organizations to external security
Columbians’ personal services as of December 2020.
information is o Completed findings from 2019
safeguarded. Internal Directory and 2020 IT
(OCIO-CIRMO, OCIO-ES) Asset Management Audits.
o Consulted with Ministry Privacy
Officers and privacy stakeholders
This material will be proactively released Page 3 of 7
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Mandate Letter Item

Status

Milestones

across government on the Privacy
Impact Assessment process and
identified areas for improvement.

Continue to improve how
procurement processes
deliver benefits for people
and businesses in
communities across the
province.

(PSD)

In progress

e New BC Bid system was
launched in May 2022.

e Released the BC Procurement
Strategy in 2018 and an update
in 2020.

e The External Advisory
Committee on Indigenous
Procurement Initiative actions is
in the final stages of formation
and had its inaugural meeting
in November 2022.

Continue to provide
British Columbians with
timely access to
information and ensure
the system provides
public accountability.
(OCIO-CIRMO)

In progress

e For 97% of requests, the
average processing time
continued to drop to 41 days.

e Changes made to the FOI system
reduced the FOI request backlog
by 22%, with a priority being
given to the oldest files and
requests from individuals
seeking personal information.

e Amended the Information
Management Act to
formalize a requirement
for employees to
document decisions.

This material will be proactively released Page 4 of 7
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Ministry of Citizens’ Services

Mandate Letter Item

Status

Milestones

Modernized FOI
legislation, system,
services, and
strengthening privacy
protections.

Improve access to
information rules to
provide greater public
accountability.
(OCIO-CIRMO)

In Progress

The Ministry continued to
facilitate efficient request
processing through standardized
practices, streamlined business
processes, and continuous
improvement methods.

Thirteen categories of proactively
disclosed records were available
to the public by December 2020.
Examples of categories include
Ministers’ and Corporate
Transition Binders as well as
Estimates Notes.

An additional category,
Summaries of Ministerial
Briefing Notes, was announced
by the end of FY21/22 bringing
the total to fourteen proactive
disclosure categories.

Ministries disclosed a great
deal of information through
online repositories and
interactive tools such as the
BC Data Catalogue, DriveBC,
and the BC Economic Atlas.
There are more than 3,000
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Mandate Letter Item

Status

Milestones

data sets on the BC Data
Catalogue, which increases
transparency relating to
government services.

Support the
Parliamentary Secretary
responsible for Anti-
Racism Initiatives in the
collection, housing and
analysis of race-based
data which will be
essential to modernizing
sectors like policing,
health care and
education.

(BCDS)

In progress

e CITZ worked with the Attorney

General and the
Parliamentary Secretary
responsible for Anti-Racism
Initiatives to support
Indigenous and community-
led engagement sessions on
the approach government
should take on implementing
anti-racism data legislation.
Engagement included:

o 70 community partner
organizations conducting
175+ community events,
with over 1,800 people
attending.

o More than 2,900 people
responding to an
anonymous online public
survey

o Adistinction-based process
enabling
recommendations from
200+ First Nations, Métis
Nation BC and BC
Association of Aboriginal
Friendship Centres

This material will be proactively released Page 6 of 7

Page 44 of 620 2023 Estimate Notes




2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item Status Milestones

e Supported the Attorney
General and the
Parliamentary Secretary
responsible for Anti-Racism
Initiatives in developing and
passing the Anti-Racism Data
Actin June 2022.

e Established the Anti-Racism
Data Committee in September
2022 to collaborate with
government and ensure that
the implementation of the
Anti-Racism Data Act is
informed by the expertise and
lived experience of racialized
people, including Indigenous

Peoples.
Contact:
Gover Govern Assistant Deputy ~ Corporate Services 778 698-0400
Minister Division
This material will be proactively released Page 7 of 7
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Revised: Date of last revision, February 14, 2023

Over the last five years, the ministry has undertaken key activities in alignment with
government’s priorities, including the foundational principles and identified action items in
the July 2017, February 2020, November 2020, and December 2022 Minister's mandate
letters. Below is a summary of the status updates for the February 2020 Mandate Letter.

Minister’s Mandate Letter (February 2020)

Mandate Letter Item Status Milestones
Continue to expand In progress
connectivity to
communities throughout
the province to support

e The Ministry has signed an
$830M joint funding MoU with
Canada in March 2022.

new economic e The Ministry established the
opportunities and new Connecting Communities
improved access to BC program, administered by
government services. the Ministry with a first intake
(CONN) opening in September 2022.

e To date, completed and
approved projects through
connectivity programming
since 2017 has or will benefit
more than 72,000 homes in
more than 630 communities,
and bring cellular services to
more than 530 kms of highway
province wide.

Build on thetlsuccess of SUbSthIg”y e The Ministry published the B.C.
governments new complete Procurement Strategy Update
2020, outlining the work
This material will be proactively released Page 1 of 6
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Mandate Letter Item

Status

Milestones

ensure that more

sized companies can do
business with
government more

public funds are spent
wisely.
(PSD)

procurement processes to

local, small, and medium-

efficiently while ensuring

government has been doing in

collaboration with businesses
and communities, as well as
Indigenous peoples, to
modernize its procurement
system.

We launched Discovery
Days to create a new,
collaborative way for
vendors to engage with the
B.C. Government.

In partnership with the
Ministry of Indigenous
Relations and
Reconciliation, the
Indigenous Procurement
Initiative published a Report
presenting the results of
engagement with more
than 300 Indigenous
partners and businesses on
how to better support
Indigenous businesses and
communities to participate
in B.C. government
procurement opportunities.

Continue to improve
government's public
sector data security and
privacy practices to
ensure that British
Columbians personal

Substantially
completed

The Information Management Act
was amended to formalize the

obligation for all government
employees to document their
decisions.

Mandatory information
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Mandate Letter Item

Status

Milestones

information is
safeguarded.
(OCIO-CIRMO, OCIO-ES)

management training was
updated to provide public service
employees with essential
learning and resources. The
update introduced new content
on the requirement to document
government decisions, an
expanded information security
section, refreshed information
management content, an
updated look and feel, and a
more interactive user
experience.

e The Ministry completed an
Information Management
practice review to assess
Ministry practices in relation
to legislation and policy
requirements.

Work with your cabinet

Substantially

e The Ministry Privacy Officers and

colleagues to ensure that | completed privacy stakeholders across
public agencies gathering government were consulted on
personal information or the Privacy Impact Assessment
working with private process and identified areas for
service providers who improvement.
gather public information e The Ministry conducted privacy
of behalf of government training sessions to over 500
employ the best possible participants from government,
security and privacy the broader public sector, and the
practices. private sector.
(OCIO-CIRMO, OCIO-ES) e The Ministry reviewed all
contracts between government
This material will be proactively released Page 3 0f 6

Page 48 of 620 2023 Estimate Notes




2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item Status Milestones

ministries and service providers
that involve personal information,
to ensure FOIPPA standards are
upheld and personal privacy is
protected.

Ensure that your ministry | In progress
makes timely progress on
the implementation of the
Declaration of the Rights of
Indigenous Peoples Act,

e The Ministry continued to
implement the Declaration on
the Rights of Indigenous Peoples
Act, in all aspects of daily

both in identifying priority operations.

legislative areas for e MIRR and CITZ are co-leading
inclusion in the action the Indigenous Procurement
plan, and in ensuring that Initiative, actively undertaking
future ministry actions engagement with Indigenous
are consistent with the partners, organizations,
principles set out in the businesses, and communities to
Act. gather experiences and

(CONN, OCIO-CIRMO, recommendations to inform
BCDS, PSD) how best to increase Indigenous

participation in government’s
procurement opportunities.

e Established and committed to
DRIPA action 4.36, to ensure
every First Nations community
in B.C. has high-speed internet
services by 2027.

e Fall 2019: Inclusive BC Sans font
launched and adopted across
government websites and
workstations.

e Summer 2022: First Nations

This material will be proactively released Page 4 of 6
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Mandate Letter Item

Status

Milestones

Leadership Council and Métis
Nation BC—Received positive
feedback on draft Indigenous
data priorities identified and
collaborative approach to the
work to enable use of
Indigenous language data.

e July 2022: Received cross
ministry endorsement of
approach to the work to enable
use of Indigenous language
data.

Ensure that the process of
vetting and awarding
government IT contracts
is conducted in a manner
that saves money,
increases innovation,
improves competition,
and helps our technology
sector grow and ensure
that government IT and
software development
procurement work better
for companies that hire
locally, operate
sustainably, and have a
local supply chain.

(PSD)

Substantially
completed

e The Ministry issued over 85
contracts to dozens of small to
medium-sized tech companies
through the new Sprint With Us
and Code With Us programs,
which are faster, easier and
more transparent than
traditional procurement
processes.

e The Ministry began supporting
the Province's COVID-19 Supply
Hub with technology,
procurement, and supply
delivery to triage vendor offers
related to personal protective
equipment (PPE) and other vital
supplies.

Work to maintain
government's successful

In Progress

o The Ministry facilitated
efficient request

This material will be proactively released Page 5 of 6
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Mandate Letter Item Status Milestones

record of providing British processing through
Columbians with standardized practices,
timely access to streamlined business
information and ensure processes and

the system provides continuous-

public accountability. improvement
(OCIO-CIRMO) methods.

Improve access to In Progress

e The Ministry amended FOI
disclosure guidelines, after
introducing a secure file transfer
delivery system and
implementing a BC Services Card
verification process, to enable
individuals seeking their own
information from government to
do so in a more secure and
efficient manner.

information rules to
provide greater public
accountability.
(OCIO-CIRMO)

e The Ministry improved access
to information by identifying
additional types of
government records that can
be made available to people
without a freedom of
information request.

Contact:
Gover Govern Assistant Deputy Corporate Services 778 698-0400
Minister Division
This material will be proactively released Page 6 of 6
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Over the last five years, the ministry has undertaken key activities in alignment with
government’s priorities, including the foundational principles and identified action items in
the July 2017, February 2020, November 2020, and December 2022 Minister's mandate
letters. Below is a summary of the status updates for the July 2017 Mandate Letter.

Minister’s Mandate Letter (July 2017)

Mandate Letter Item Status Milestones
Institute a cap on the Substantially
value and the length of completed
government IT contracts
to save money, increase
innovation, improve
competition, and help our

technology sector grow.
(PSD) e The Ministry started the Sprint

With Us program, which makes it
easier for tech companies of all
sizes to work with government
by reducing the time and effort
required to bid on a project.

e The Ministry released the BC
Procurement Strategy. The
strategy sets strategic goals and
identifies specific actions to
modernize BC's procurement
system.

e The ‘'Code With Us’ program was
launched and offers developers a
fixed price for developing
software code that meets specific
criteria.

e A’Strategic Sourcing Framework'’
has been developed as part of
the new approach for strategic

This material will be proactively released Page 1 of 3

Page 52 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Mandate Letter Item

Status

Milestones

contracts. The framework
embeds government values into
strategic procurement planning,
including opportunities for small
and medium-sized business,
building alignment across the
portfolio, and bundling services
to best meet citizen and
government needs.

Ensure government IT and
software development
procurement work better
for companies that hire
locally and have a local
supply chain.

(PSD)

Substantially
completed

e The Social and Environmental
Procurement Guidelines was
introduced and provides
instruction to buyers on how
to evaluate social and
environmental impact within
government procurements.

e The Ministry awarded a
contract to replace the BC Bid
application in December 2017
and launched the first public
pilot to test the new system.

Improve access to
information rules to
provide greater public
accountability.
(OCIO-CIRMO)

Substantially
completed

e The Ministry completed public
engagement on Access to
Information and Protection of
Privacy and publicly reported
the results.

e The Ministry completed user-
centred “Service Design”
analysis of the freedom of
information request process and
publicly reported the results.

This material will be proactively released Page 2 of 3
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Mandate Letter Item Status Milestones

e The Ministry began a
Digital Archives project to
plan a new, modern
system that supports the
long-term preservation of
historically important
government information.

e The Ministry updated and
delivered mandatory
information management
training to over 90% of the
BC Public Service.

Improve response and Substantially | e The Ministry facilitated efficient
processing times for completed request processing through
freedom of information standardized practices,
requests. streamlined business processes
(OCIO-CIRMO) and continuous-improvement
methods.
Contact:
Gover Govern. Assistant Deputy Corporate Services 778 698-0400
Minister Division
This material will be proactively released Page 3 of 3
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Revised: Date of last revision, February 16, 2023

Key Messages:

e The Ministry is working to implement the Declaration on the
Rights of Indigenous Peoples Act (November 2019), in all
aspects of Ministry business.

Declaration Act Action Plan

o The first Declaration Act Action Plan is the next step in delivering
transformative change in government’s relationship with
Indigenous Peoples in B.C.

e Our goalis implementing the human rights of Indigenous
peoples into the very foundations of our province, through every
ministry and in every aspect of society - from schools to the legal
system, to children and families, to land stewardship and
everything in between.

e Through this work we are building a province where Indigenous
excellence, leadership, governance, and self-determination can
be recognized and respected.

e British Columbia is the first province to release an action plan
dedicated to implementing the United Nations Declaration on the
Rights of Indigenous People (UN Declaration) in Canada.

e The plan was developed with Indigenous Peoples, First Nations,
and organizations though intensive consultation. This significant
engagement ensures the plan aligns and reflects the priorities of
Indigenous Peoples - First Nations, Métis, and Inuit - living in
B.C.

This material will be proactively released Page 1 0of 13
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e Together, we're working to make this province a place where
First Nations, Métis and Inuit people have full enjoyment of their
inherent rights and can pursue their dreams and raise their
families without experiencing racism or discrimination.

e To build a better future, we must make the province a place
where the human rights of Indigenous Peoples are respected,
celebrated, and finally implemented.

e The work ahead of us won't be easy - but together, we can
change the trajectory of history, and address the harms done by
more than 150 years of colonialism.

e The plan outlines work each ministry in government is doing over
five years to implement the UN Declaration between 2022 and
2027.

o C(itizens' Services is the lead ministry on three of the actions:

o 3.14 Advance the collection and use of disaggregated
demographic data, guided by a distinctions-based approach
to Indigenous data sovereignty and self-determination,
including supporting the establishment of a First Nations-
governed and mandated regional data governance centre
in alignment with the First Nations Data Governance
Strategy.

« CITZis:

= supporting the establishment of a First
Nations-governed and mandated regional
data governance centre in alignment with the
First Nations Data Governance Strategy

This material will be proactively released Page 2 of 13
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= working collaboratively with Indigenous
partners by establishing an Indigenous data
advisory group

o 3.15 Adopt an inclusive digital font that allows for
Indigenous languages to be included in communication,
sighage, services, and official records.

« BC Sans is a new typeface for government. It was
developed to create an Open Font License set of
fonts for improved readability and delivery of our
digital services, and contain support for multiple
languages including Indigenous languages in B.C.

» Supporting inclusion and reconciliation, this will
remove technical barriers and make it easier for
program areas across government to include
Indigenous languages in communications, signage,
services, and official records.

« The fontis available for download and has been
deployed to all BC Public Service workstations and is
the standard for provincial government websites
and online public engagements.

« Planning has focused on increasing awareness of
the inclusive font within government and
understanding the dependencies and challenges for
program areas in its adoption.

o 4.36 Ensure every First Nations community in B.C. has high-
speed internet services.

« Connectivity is essential to addressing the
fundamental rights and needs of First Nations and

This material will be proactively released Page 3 of 13
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communities.

« Quality, reliable and equitable high-speed internet,
and telecommunications services are critical to
advancing meaningful reconciliation, supporting
Indigenous self-determination, and enabling
sustainable, inclusive, and innovative Indigenous
economies.

« Connecting all First Nations reserves with high-
speed internet is vital to reconciliation efforts and is
a commitment in the Declaration Act Draft Action
Plan.

« Lastyear, the federal government announced a
funding partnership that will support expansion of
internet services to the remaining underserved First
Nations reserves by 2027.

e The action plan does not include all initiatives to advance
reconciliation in B.C. Actions proposed do not replace, limit, change
or stop existing initiatives or related commitments. These efforts
will continue alongside the development and implementation of the
action plan.

e Our Ministry has a table that will be overseeing implementation of
the commitments and supporting the broader changes in culture
and skills of our employees needed to make reconciliation efforts
successful.

This material will be proactively released Page 4 of 13
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Indigenous Community Connectivity

Bridging the digital divide is a critical part of British Columbia'’s
Declaration on the Rights of Indigenous Peoples and our
commitment to reconciliation and the UN Declaration on the
Rights of Indigenous Peoples (UNDRIP).

Connectivity is represented directly in the Declaration Act Action
Plan and indirectly supports many actions in the plan, including
Indigenous language revitalization, education and training,
healthcare, and economic development.

Working together with Indigenous communities, service
providers and other organizations, we're seeing steady progress.

Since 2017, funding has been approved for projects to improve
internet access for households in 206 First Nations reserves in
B.C.

We expanded high-speed internet services to rural, remote, and
Indigenous communities throughout B.C. to increase
opportunities to learn, do business, access services, respond to
emergencies and stay connected as part of the Connecting
British Columbia program.

The provincial and federal governments are supporting a Rogers
project to provide continuous cellular coverage between Prince
Rupert and Smithers on Highway 16 - the Highway of Tears.

This fulfils a critical recommendation from the Highway of Tears
Symposium Report’'s 33 recommendations aimed at enhancing
safety for Indigenous women and girls.

This material will be proactively released Page 5 of 13
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Connected Coast

Connected Coast is an innovative project that is bringing high-
speed internet capacity to 139 B.C. rural and remote
communities, including 48 Indigenous communities representing
44 First Nations.

A subsea fibre is laid along the ocean floor to key landing sites,
bringing high-speed fibre to remote coastal communities.

So far 52 landing sites have been built and over 1,000 km of
submarine cable has been laid. The project should complete in
2024.

Connecting Communities BC Program

On March 8, 2022, the Governments of British Columbia and
Canada announced an agreement to invest up to $830 million
($415 million each) to support expanding broadband
infrastructure in the province to all under-served households.

These investments ensure that people and businesses in
communities throughout B.C. have the connectivity services they
need to thrive.

Connecting Communities BC is the next generation of our
Provincial funding program for connectivity.

The program will fund applicants to build connectivity
infrastructure, using multiple technologies - for example, fibre,
cable, and fixed wireless.

Two application intakes have been open so far for this program,
and there will be more to come, until we reach our goal of
connecting all corners of the province to high-speed internet
services.

This material will be proactively released Page 6 of 13
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Data Plan

Reliable, timely, quality data is needed to understand and identify
real workable solutions to big issues in B.C., like homelessness,
systemic violence against women and girls, the impact of climate
change and reconciliation.

Government collects lots of data in all interactions with citizens and
through service delivery. The challenge is not the quantity of data,
but how we use that data and make the most of it to help people.

We need a coordinated approach to Indigenous data, and guided
by the Declaration Act and working with Indigenous peoples, we
will develop an Indigenous data plan.

Government has made transformative commitments with respect
to the rights of Indigenous Peoples in the Declaration on the Rights
of Indigenous Peoples Act (Declaration Act) and Anti-Racism Data Act.
Under BC's Declaration Act commitments, we are working to
support the establishment of First Nations governed and mandated
regional data governance centre to support data sovereignty and
enable new data management arrangements.

In addition, we are consulting and collaborating with Indigenous
governments on data initiatives under the Anti-Racism Data Act and
prioritizing data actions they identify as most important.

In addition to ongoing partnerships with Indigenous leadership
organizations, we began holding monthly virtual discussion circles
with Indigenous governing entities since Fall 2022.

This material will be proactively released Page 7 of 13
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Anti-racism Initiatives

We know there are policy gaps and barriers to accessing programs,
and this disproportionately impacts Indigenous and other
racialized people.

The Anti-Racism Data Act, which became law in June 2022, is an
important tool to help the Province dismantle systemic racism.

The legislation enables government to collect and use
demographic information such as race, gender and ancestry to
identify and eliminate systemic racism.

With this information, the Province can identify where there are
barriers and improve access to government programs and services
for Indigenous, Black, and other racialized people.

The legislation was informed by the thoughts of more than 13,000
British Columbians through engagement with Indigenous Peoples
and racialized communities, as well as key partners such as the B.C.
Human Rights Commissioner, First Nations Leadership Council, the
BC Association of Aboriginal Friendship Centres and Métis Nation
BC.

It is one of the first pieces of legislation to be co-developed with
Indigenous Peoples under the Declaration on the Rights of
Indigenous Peoples Act (Declaration Act)

The legislation prioritizes CITZ ongoing alignment with UNDRIP and
the Declaration Act by:

o establishing a government-to-government approach for
Indigenous data governance,

o requiring the Director of Statistics to consult Indigenous
peoples, and

o ensuring Indigenous involvement on the anti-racism
provincial data committee.
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Procurement Strategy

e Together with Indigenous partners, government is working to
develop an approach that will support more Indigenous businesses
in B.C. to participate in government procurement opportunities.

e Inrecentyears, we rolled out cultural competency training to B.C.
Government employees who deliver procurement and contract
management.

e Social impact procurement guidelines:

o The social impact guidelines provide clarity on how
government ministries can consider social value when
purchasing services with a total value under $75,000.

o Social impact elements that may be considered, on a
case-by- case basis in a procurement and measured
through a contract, include supplier diversity and
workforce development.

o This means creating opportunities for Indigenous
Peoples, employment equity seeking groups, people
with disabilities and offering apprenticeships, skills
training and other developmental support to
employees, contractors, or volunteers, including diverse
supplier groups.

o After seeking the input and advice of Indigenous partners, an
external advisory committee has now been formed. committee has
been formed to make recommendations and advise the Province
on the preparation of an Action Plan to increase Indigenous
Peoples’ participation in the Province’s procurement opportunities.
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Indigenous Procurement Initiative

e Together with Indigenous partners, we're working to develop an
approach that will support more Indigenous people in B.C. to
participate in government procurement opportunities.

e The people we engaged with and the report on what we heard
were clear that continued engagement and collaboration between
the Province and Indigenous People should be a foundation for the
work ahead. And so, we committed in that strategy update to
establish an external advisory committee.

e The committee and the report on what we heard will inform and
guide our work to co-develop recommended short, medium, and
long-term actions to help the province develop a coordinated
approach to procurement with Indigenous businesses and to
increase Indigenous Peoples’ participation in government’s
procurement opportunities.

e Insupport of that goal, we have also:

o Created a dedicated project office and hired staff to assist the
committee and this work.

o Rolled out Indigenous cultural competency training and
content to B.C. Government staff who deliver procurement
and contract management.

o Established a streamlined process for ministries to contract
with qualified Indigenous facilitators to help ensure
government's engagements with Indigenous Peoples are
culturally safe.
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Freedom of Information and Protection of Privacy Act
Amendments

o We are demonstrating the province’'s commitment to
diversity, inclusion, reconciliation, and equity by
increasing information sharing with Indigenous Peoples,
adding Indigenous cultural protections and removing
non-inclusive language.

e On November 25th 2021, amendments to the Freedom of
Information and Protection of Privacy Act received royal
assent.

e These amendments to FOIPPA included a suite of
measures to increase transparency and accountability
including:

o Increased public bodies’ ability to disclose to
Indigenous governing entities.

o Adding a requirement for public bodies to seek consent
from Indigenous governing entities to disclose
information that is culturally sensitive through FOL.

Indigenous Names in BC Registries

e Ensuring business and society names reflect Indigenous people’s
language and culture is an important part of reconciliation and
supporting the diversity of our province.

o We are committed to working with Indigenous peoples to
understand how best to collect and manage data in a culturally
appropriate way.

e This starts with having data standards that are built with
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Indigenous people, as well as technologies that work with
Indigenous characters.

e BC Registries is exploring changes that can be made to be more
inclusive of Indigenous languages in business name registration.

e We are committed to being more inclusive of Indigenous
languages and have introduced a font for government website
content, forms and services that supports Indigenous languages in
B.C.

e BCSans is available for download and has been deployed to all BC
Public Service workstations.

Provincial Properties
e Nanaimo Correctional Centre Project:

o The project team consulted with the City of Nanaimo and the
Snuneymuxw [Snah-nay-mo] and Snaw-Naw-As First Nations,
as well as a host of others with interest in the facility.

o Through collaboration with the Snuneymuxw [Snhah-nay-
mo] and Snaw-Naw-As First Nations on related
programming and design elements, the new facility also
provides a more therapeutic and normalized living
environment along with culturally responsive
programming and spaces.

e The Real Property Division (RPD) has developed the Social
Stewardship Policy and Barrier Free Program in cooperation with
the Rick Hansen Foundation to remove government buildings
barriers and increase inclusivity. RPD plans to continue to grow
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Social Stewardship work in government buildings with the
development of two new programs focusing on Indigenous
Reconciliation and Diversity & Inclusion.
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Title:

CITZ Support for Response to Provincial Flooding
and Forest Fires.

Revised: Date of last revision, February 15, 2023

Key Messages:

Every year, my Ministry plays a vital role in supporting the
public and other ministries in response to natural disasters
and emergencies, such as flooding events and wildfires.

For example, in November 2021, B.C. experienced
catastrophic flooding caused by heavy rains, resulting in
severe floods and mudslides, which blocked every major
highway connecting the Lower Mainland with the rest of the
province.

My ministry, in partnership with our service providers, has a
sophisticated framework and process to effectively respond
to and recover from emergencies.

First, immediately following an emergency, we assess
potential impacts to continuity of services by gathering
situational awareness details from many different
stakeholders, including the Ministry of Emergency
Management and Climate Readiness, federal partners, and
local governments.

Second, we activate our Emergency Operations Centre to
coordinate the emergency response and to support our
client’s business continuity plan requirements.
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e Finally, we transition from mitigation to recovery by
implementing the necessary project(s) required to restore
services to our clients.

e In addition, we work with the ministries to ensure that
appropriate Emergency Response Plans are in place,
including conducting preventive maintenance to emergency
equipment, to be ready for different scenarios.

Questions and Answers:

1) How can people expect to access information from the
government in the event of an extreme weather event or
other major emergency?

¢ C(Citizen-facing emergency response phone lines and online
information will always be available during an emergency.

e For example, when the atmospheric river event caused
flooding in late 2021:

o The Service BC flood support line received over 5,000
calls.

o The flood response information on
gov.bc.ca/floodresponse was viewed a total of 424,000
times.

o The travel restrictions page and materials on disaster
financial aid were translated into four languages. These
translated pages were viewed 2,900 times.
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2) What is the scope of translated web materials in the event of
an extreme weather event or other major emergency? How
do translation services play a role in supporting British
Columbians?

e The Service BC Provincial Contact Centre offers telephone
support in over 140 languages and emergency response
related website content is translated into multiple languages
as well.

e For example, when the atmospheric river event caused
flooding in late 2021:

o The flood support line offered support in over 140
languages, daily from 7:30 a.m. to 5:00 p.m.

o The flooding response main web page collated all
relevant information for people including essential travel,
supports available to farmers, those who required
financial aid and highway information.

o The travel restrictions page was translated into 4
languages and additional materials on disaster financial
aid were translated by request of EMCR.

3) Are there plans to expand the temporary disaster (flood
response) web presence, contact centre, and in-person
supports in future?

o C(Citizen-facing emergency response phone lines and online
information will always be available during an emergency. In
the event of a similar emergency, we would assess the
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available supports and services, including any additional
phone lines, web presence, and in-person supports that might
be required.

e Service BCis currently working with EMCR to develop
information and training material for front line teams to
enhance the delivery of disaster support services in the future.

e Service BC is also working with EMCR on mobile outreach
programs to better serve communities during natural
disasters and emergencies. In addition to community and
mobile outreach, Service BC has 65 geographically dispersed
service centres across the province.

4) Are there lessons learned or post-mortem planning around
bringing ministries and stakeholders together on this?

e My ministry is continuing to work with EMCR to discuss future
web needs to help ensure government remains prepared to
get people the information they need in a timely way during
an emergency.

e As EMCR is responsible for this program, I will defer these
guestions to the ministry responsible.

5) What actions are taken when a government building is
compromised by major flooding?

e Once flooding starts, Real Property Division’s service provider
enacts their emergency response procedures, and the building
is secured physically to prevent looting and theft.
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To prevent further damage, controlled shutdowns of the
building systems may be initiated.

For example, this process was followed when the atmospheric
river event caused flooding in late 2021 and, additionally,
generators were used to restore critical power (laboratory,
coolers, and freezers) and pumps were brought in to maintain
and prevent extended flooding.

6) What remediation is required at the Agriculture Centre?
What is the cost? Are there any outstanding issues at this
building?

The Plant and Animal Health Centre suffered significant
damage to the building systems, laboratories, lab equipment,
and staff areas due to the flooding.

Following the incident, site cleanup and disinfection, electrical
repairs (transfer switch and generator), Heating, Ventilation
and Air Conditioning (HVAC) repairs and additional security
were required.

The total estimated cost of the repair work and the feasibility
study to protect the site for the next 4 to 5 years, portions of
which are still underway, is approximately $6M.

Design and construction work at this site will commence
following the completion of the feasibility study.

The work has been partially funded by Citizens’ Services
(approximately $2M) and partially funded by the Ministry of
Agriculture and Food (approximately $4M).
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7) In 2022, how did the Ministry assist in the province’s response
to mass forest fires and flooding?

e The Office of the Chief Information Officer activated the
Information Technology Operations Centre (ITOC), which co-
ordinates and tracks all IT requests relating to emergency
event response, such as wildfire or flooding and addresses IT
and support requests from ministries 24/7.

o Divisions with emergency response responsibilities were well
integrated into the ITOC and ensured that any solutions and
workarounds for impacted services were addressed at the
highest priority.

e Notably, the Ministry’s IT responses in 2022 have been:

o Assisting EMCR in standing up new Provincial Regional
Emergency Operations Centers closer to the impacted

flood areas.
Contact:
Gover Govern: ADM Corporate Services 778 698-0400
Division
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Title: CITZ COVID Response and Recovery Summary

Revised: Date of last revision, March 1, 2023

Key Messages:

e Citizens’ Services has played a pivotal role in supporting
government's response to the COVID-19 pandemic.

e Over the course of the COVID-19 pandemic, we have provided
a number of supports to keep British Columbians and the BC
Public Service informed and safe.

e As we move forward, the Ministry is focused on supporting
recovery from the COVID-19 pandemic by improving the
services people count on and helping to build a strong and
sustainable economy.

Questions and Answers:

COVID-19 Pandemic Recovery

1) How is the Ministry of Citizens’ Services supporting British
Columbians in the economic recovery from the COVID-19
pandemic?

Connectivity and Cellular Coverage

¢ One of the ministry’s core commitments is to ensure every
British Columbian has equal access to high-speed internet by
2027. Internet connectivity supports job growth, a
strengthened and diversified economy, health care, and
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stronger communities.

e Strong telecommunications networks and connectivity are
critical components of economic recovery and growth. The
continued importance of providing funding to accelerate
capital investments by internet service providers is vital to
restarting the economy in rural B.C. during and post-
pandemic.

e The $15 million in dedicated funding for cellular coverage
expansion includes 252 km and two rest areas along Highway
16, known as the Highway of Tears, in northern B.C.
Construction has begun on this project and is expected to be
complete in Fall 2023.

e The Province is providing $75 million in new funding through
Budget 2023 to expand cellular coverage on highways that are
currently underserved.

e This is anticipated to provide connectivity along at least 550 km
of highways.

Better Access to Data and Digital Business Opportunities

e To date, government has made 173 procurement
opportunities valued at a total of almost $31 million available
to tech companies of all sizes through the Digital Marketplace.

e In 2022/23 alone, this included posting 38 procurement
opportunities valued at $9.8 million on the Digital Marketplace.

BC Bid Tool
e BCBid is the online marketplace tool that businesses use to
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gain access and insight to contract opportunities offered by
core government and hundreds of publicly funded
organizations, such as crown corporations, health authorities,
and municipalities.

e The new BC Bid tool is part of a strategy to transform
government procurement and make it easy for people to do
business with the province

Procurement Strategy

e B.C/sfirst-ever procurement strategy focused on providing
best value, while also creating social, environmental, and
economic benefits for people. Work continues to build on
initial successes of the strategy to improve how government
purchases goods and services.

¢ Achieving the goals of the BC Procurement Strategy is even
more important as the province takes steps to create a resilient
economy and a strong recovery after the global COVID-19
pandemic.

Improved BC Data Catalogue

e People, businesses, and organizations can access an improved
BC Data Catalogue to find provincial government data,
applications and web services that can be used to make
informed decisions and create opportunities for British
Columbians.

e The updated catalogue provides access to non-sensitive data,
helping B.C. tech firms create new products for people in B.C.

e There are more than 3,000 sets of data in the catalogue,
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allowing businesses to easily make knowledgeable decisions,
build new products or services, and develop new business
models. The creation of new datasets has increased by 35%
since improvements to the catalogue were made in fall 2021.

2) How is the Ministry of Citizens’ Services supporting the BC
Public Service in the recovery from the COVID-19 pandemic?

Enabling Public Service Renewal - Workplaces

e A Future Workplace Strategy was developed to modernize
government buildings, address a more than 50 percent office
vacancy due to a growing uptake in flexible work, and
accommodate a more distributed public service workforce
throughout British Columbia.

e Regional hiring as a default under “purpose driven flexibility”
and a “guided” approach to hybrid work is driving a significant
change.

e The Future Workplace Strategy calls for the consolidation of
office space, and investments in additional ShareSpace facilities
in strategic urban, suburban, and regional locations.

e Modernizing workspaces to support hybrid work requirements
includes limiting dedicated workpoints in favour of establishing
up to 70% of space to support mobile employees.

e The resounding success of a ShareSpace pilot in Langford has
confirmed the general viability and uptake of ShareSpace to
meet targeted government office space requirements based on
the following metrics:
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o 60% peak utilization. Industry headquarters locations are
currently seeing less than 17% utilization.

o Areduction of approximately 7,200 vehicle trips,
contributing to CleanBC commitments by decreasing an
estimated 65.4 tons of CO2 emissions.

o 98% of ShareSpace users feel they're productive when they
work at these locations.

o The ShareSpace Community Managers welcome on
average 30 new users per month.

o A 92% positive rating on office experiences reported
through the space booking software used at these
locations.

e A priority in upcoming years will be the installation of vehicle
charging infrastructure throughout the province for citizen,
employee, and government fleet vehicle use.

COVID-19 Pandemic Response

1) What are some examples of how the Ministry of Citizens’
Services supported British Columbians during the COVID-19
pandemic response?

Services to Residents of British Columbia

e The Ministry responded quickly to the public health emergency
by launching an Emergency Response intake of the Connecting
British Columbia program, which saw 47 projects funded to
improve high-speed internet reliability and performance for
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people throughout B.C. by September 2020.

e Service BC's 65 Service BC Centres, the Provincial Contact Centre
and BC Registries remained open throughout the pandemic,
supporting people and businesses in B.C. to connect to
government programs and services.

e Service BC launched the Book an Appointment app during the
pandemic, enabling residents to navigate the online application
to find the nearest Service BC location, select from the services
and time slots available to book an appointment and
authenticate their identity using the BC Services Card.

e British Columbians were able to authenticate their identity
online and significantly reduce the timeframe to receive the
federal Canada Emergency Response Benefit, Employment
Insurance, Old Age Security and Canada Pension Plan benefits.

e The integration of the BC Services Card with the Health Gateway
service has been critical to B.C.'s COVID-19 response allowing
individuals to access their COVID-19 test results and their proof
of vaccination.

COVID-19 Response on gov.bc.ca

e In 2022 COVID-19 related content was viewed 18.1 million
times and has been accessed over 135 million times since
2020.

e InJune 2020, in partnership with the Ministry of Health, GDX
launched the COVID-19 Chatbot. In 2022, it answered
approximately 403,000 questions and it has answered nearly
2.5 million questions since 2020.
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e Starting in April 2021, all COVID-19 and vaccine information was
translated into 12 languages: Arabic, Farsi, French, Hindi,
Japanese, Korean, Punjabi, Simplified Chinese, Spanish, Tagalog,
Traditional Chinese, and Viethnamese.

e Starting in 2022, COVID-19 and vaccination information was also
translated into Ukrainian and Russian.

2) What are some examples of how the Ministry of Citizens’
Services supported the BC Public Service during the COVID-19
pandemic response?

Workplace Technologies

e CITZ has provided support to partners across the Government
of B.C. in delivering modern, digital services. The COVID-19
pandemic accelerated demand for remote service delivery
across government.

e Teams within the Office of the Chief Information Officer play a
critical and growing role in supporting ministries in using
modern tools to address their business needs.

e This support includes guidance and tools on appropriately
managing data, resourcing, and guidance for delivering
solutions relating to information management and technology,
and access to tools to deliver technical solutions online.

Personal Protective Equipment (PPE) Distribution

e The Ministry supported the Province’s COVID-19 Supply
Hub until its wind-down in September 2021, with
technology support, procurement, warehousing, and
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supply delivery for personal protective equipment and
other vital supplies.

Government Facilities

e The Ministry helped keep employees safe and healthy during the
COVID-19 pandemic by providing clean and safe facilities.

Contact:
Hayden Lansdell ADM BCDS 250415-0118
Susan Stanford ADM CONN 778 698-2349
Jeff Groot ADM GDX Government Financia
Alex MacLennan ADM OCIO-ES
Charmaine Lowe ADM OCIO-CIRMO
Genevieve Lambert ED OCIO-DO 250 217-6296
Teri Spaven ADM PSD Government Financial
' : ' Information
Sunny Dhaliwal ADM RPD
Sheila Robinson ADM SBC 604 908-1401
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Revised: Date of last revision, February 10, 2023
Key Messages:

e As part of my mandate, I'm responsible to ensure we
continue adapting to the changing context of COVID so
that British Columbians have access to government
services, and that we help support ministries to deliver
these services in a way that maximizes benefits for British
Columbians.

e Throughout the pandemic we have seen the importance of
having accessible multi-channel services.

e My ministry helped ensure that COVID-related
government services are easy to find, easy to read and
inclusive of people’s needs.

e The Government Digital Experience Division (GDX)
developed and continues to manage the main web pages
and digital assistant/chat bot for COVID-19 and vaccine
information on gov.bc.ca.

e This web content is coordinated with the health
information provided by the BC Centre for Disease Control
(BCCDC), HealthLink BC, WorkSafeBC, Service BC call
centres, government social media channels and the
federal government.
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Questions and Answers:

1) What kind of information are you providing on the website?
Over time, the COVID-19 web pages have included:

o Vaccination information, including dedicated content for
children, youth, and booster eligibility

o Influenza vaccination information

o Proof of vaccination information for British Columbians and
business owners

o Restrictions and rules about masking and provincial travel
o Provincial economic recovery initiatives and grants

o Links to pertinent information about return to work and
return to school, as well as federal travel information.

2) How much did it cost to provide this service?

e In FY22/23, the Ministry of Health provided approximately
$700,000 to CITZ (GDX) for COVID related support and $830,000
for chatbot services for a total of approximately $1.53M.

3) What webpages still currently support British Columbians
throughout this stage of the COVID-19 pandemic:

e Current COVID-19 content includes information on boosters,
vaccine booking, vaccine and children, treatments, testing, proof
of vaccine, and information like posters.
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e Translated materials of all of the above are available in

Traditional Chinese, Simplified Chinese, French, Punjabi, Tagalog,
Arabic, Farsi, Japanese, Korean, Spanish, Vietnamese, Hindi.
Select pages also available in Russian, Ukrainian.

4) What are you doing to support British Columbians whose first

language is not English to ensure everyone is able to access the
information and services they need?

e Starting in April 2021, all COVID-19 and vaccine information was

translated into 12 languages: Arabic, Farsi, French, Hindi,
Japanese, Korean, Punjabi, Simplified Chinese, Spanish, Tagalog,
Traditional Chinese, and Vietnamese.

Starting in 2022, COVID-19 and vaccination information was also
translated into Ukrainian and Russian.

As well, people can access interpreters over the phone in 140
languages through Service BC,

5) How do you ensure the information is easily accessible and
understandable?

e Applying web standards, like plain language, to ensure people

can easily find, understand, and access information.

Conducting research with people to understand their needs and
challenges as they try to navigate government services. The
research findings are used to make improvements to services,
forms, web content and social media communications. For
example, research focused on the vaccination experience and
hesitancy by parents/ guardians of children between the ages of
six months- to four-year. Findings were used to improve content,
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inform digital communications and social media and to develop
and distribute printed materials to parents.

e Ongoing collaboration to ensure connection of information
across the multiple agencies involved in communicating with the
public, including BCCDC, HealthLink BC, Ministry of Health and
GCPE.

e Implementing new technologies like a virtual assistant/chatbot to
make it easier for people to find information they are looking for.
This work includes providing a common chatbot experience that
is used by gov.bc.ca, BCCDC, HealthLink BC, BC Cancer and
Interior Health websites.

Contact:

o Government Financial
Jeff Groot ADM Government Digital  Information

Experience Division
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Title: Facts and Figures (Connectivity)

Revised: Date of last revision, January 13, 2023

Connectivity in BC

Status of connectivity as of October 2022

Status of broadband connectivity

e The BC and federal governments have committed to invest up to $830
million to support the expansion of high-speed internet services to all
remaining rural and Indigenous households in B.C. by 2027.

e The goalis to provide all households with a minimum speed of 50/10
Megabits per second, the universal service objective set by the federal
regulator, the Canadian Radio-television and Telecommunications
Commission.

e When this funding was announced, there were 115,000 under-served
households in B.C. There is now an estimated 93,500 under-served
households, and approximately a third of these have a project pending
that is approved or in progress. These figures mark important progress
toward meeting the goal of connecting all households in B.C. to high-
speed internet services.

e Figures below show the status of broadband connectivity and how the
government is tracking towards 100 per cent of households served with
high-speed internet services. Note: Figures below are based on analysis
from the Connectivity Division.
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Total households | Rural households (includes Households on First
in B.C. households on rural First Nation reserves
Nations reserves)
Total 2,063,417 325,015 36,961
# Served 1,969,874 237,180 28,084
% Served 95% (95.5%) 73% 76%
# Currently under- 93,543 87,835 8,877
served
# In progress* 31,161 29,941 3,937
% In progress* 2% (1.5%) 9% (9.2%) 11% (10.6%)
# Remaining under- 62,382 57,894 4,940
served when current
projects complete**
% Remaining under- 3% 18% (17.8%) 13% (13.4%)
served when current
projects complete**

*In progress means there is a project approved or in progress for these households.
**The remaining under-served households when all current Provincially funded projects are complete.

Status of highway cellular connectivity

e The BC Government is committed to supporting connectivity on B.C.
highways for public safety. Of the 15,000 kms of primary and secondary
highways in the province, 4,200 kms, or just over 28%, is without cellular
coverage. Of these 4,200 kms, 3,100 kms of highway are without power
necessary for cell towers.

Totals

Total kms of primary and secondary highways. 15,000 km
# Highway kms served 10,800 km
% Highway kms served 72%

# Highway kms with no cellular coverage and no power, 3,100 km
# Highway kms with no coverage, but with power 1,100 km
% Highway kms with no coverage, but with power 7%

# Total number of MoTI rest areas 213

# Total number of MoTI rest areas with cellular and/or Wi- 131

Fi coverage

% MoTI rest areas served with cellular or Wi-Fi coverage 61%
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Connectivity program update (as of October 2022)
Since 2017:

e 184 projects selected:
o 86 projects are approved and in progress
o 98 projects are complete
e 49 projects are co-funded with federal funding programs.

Households and communities benefiting:

e 72,430 households to be connected from all projects.
e 630 rural and remote communities, including 206 First Nation reserves
will benefit from these projects.
Other benefits:
e 532 kms of highway cellular, including 252 kms and two rest areas along
Highway 16 (Highway of Tears).

¢ 30 highway rest areas, ferry terminals and campgrounds with improved
connectivity including cellular coverage and/or Wi-Fi.

e 5emergency call boxes.
Funding disbursement breakdown:

e $557 million total connectivity investments in B.C. partially covered by the
provincial connectivity programming:
o $188 million of provincial funding has been allocated to projects

o $171 million in federal funding has been allocated to provincial
projects.
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o $198 million in funding from service providers and other sources.

Contact:
Jeanne Holliss ED, Connected Communities  Connectivity Division  250-516-3848
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Title: Indigenous Community Connectivity

Revised: Date of last revision, February 15, 2023
Key Messages:

e Bridging the digital divide is a critical part of British
Columbia’s Declaration on the Rights of Indigenous Peoples
and our commitment to reconciliation and the UN
Declaration on the Rights of Indigenous Peoples (UNDRIP).

e The Province's commitment to connect all First Nations
communities to high-speed internet is outlined in action 4.36
of the Declaration Act Action Plan.

e Working together with Indigenous communities, service
providers and other organizations, we're seeing steady
progress.

e Since 2017, funding has been approved for projects to
improve internet access for households in 206 First Nations

reserves in B.C.

e With record investments we are making in connectivity, this
number will continue to grow.

e Internet connectivity improves access to education, health
care services, economic development, and training
opportunities.
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e The provincial and federal governments are supporting a
Rogers project to provide continuous cellular coverage
between Prince Rupert and Smithers on Highway 16 - the
Highway of Tears.

e This fulfils a critical recommendation from the Highway of
Tears Symposium Report’s 33 recommendations aimed at

enhancing safety for Indigenous women and girls.

e Construction started on the cellular build at the end of 2021
and is due to complete later this year.

Questions and Answers:

1) How many First Nations households are without high-speed
internet services?

e We estimate 24% of households on First Nations reserves
currently do not have access to high-speed internet. When all
current Provincially-funded projects are complete, this figure
will drop to approximately 13% of households on First Nations
reserves that still require a project to have access to high-
speed internet services.

2) What has been the progress to date?

e Connectivity funding since 2017 has supported many
Indigenous communities to achieve their connectivity goals.

e In 2017, we estimated 25% of rural Indigenous communities
were fully connected with access to 50/10 Megabits per second
internet speeds.
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e Today we measure households served to give a more detailed
analysis of connectivity in an area. Provincial funding has
contributed to the 76% of First Nations households on reserve
with access to high-speed internet services. When current
projects in-flight are complete, that number will grow to 87%.

e For example, the $45-million Connected Coast project will
bring high-speed internet capacity capability to 139 rural and
remote communities (159 landing sites), including 48
Indigenous communities representing 44 First Nations. The
cable reached Haida Gwaii in June and construction of a last-
mile project to bring high-speed internet to over 700 homes to
the community is currently underway.

e In addition, the Connecting British Columbia
program provided funding for the expansion of cellular
networks in B.C., with $15 million allocated so far to improve
cellular connectivity on highways. This will include 252 kms
and two rest areas along Highway 16 - the Highway of Tears.

3) How does connectivity support reconciliation?

e Supporting connectivity for all First Nations is a foundational
government strategy for reconciliation and self-determination.

e Connectivity is represented directly in action 4.36 in the
Declaration Act Action Plan ‘to ensure every First Nations
community in B.C. has high-speed internet services,’ and
indirectly supports many actions in the Plan, including
Indigenous language revitalization, education and training,
healthcare, and economic development.
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4) How do the Provincial funding programs support a First
Nation and their right to self-determination?

First Nation communities are requested to provide a Council
Resolution to confirm community support. As part of the
Connecting Communities BC funding program, these are
mandatory for all last-mile projects, giving communities an
important voice in projects in their areas.

Contact:
Jeanne Holliss Executive Director Connectivity 250-516-3848
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Title

Cellular Coverage on Highways and Communities

Revised: Date of last revision, March 7, 2023

Key Messages:

Cellular connectivity along highways is critical for public
safety and access to emergency services - especially along
rural and remote stretches.

program’s $90 million Stronger BC Economic Recovery intake
was dedicated to support expansion of highway cellular
service and connectivity at rest areas.

We exceeded our goal of supporting an additional 140 km of
highway cellular service by contributing funding to projects
that will provide cellular connectivity to an additional 532 km
of highway.

And we more than doubled our goal of connecting 14 rest
areas, with connectivity in progress for 30 rest areas,
campgrounds, and ferry terminals in the province.

Funding for cellular coverage expansion includes 252 km and
two rest areas along Highway 16, known as the Highway of
Tears, in northern B.C. Construction has begun on this project
and is expected to be complete in Fall 2023.

This investment is key to ensuring women, especially
Indigenous women, who are not safe can call for help and
receive the services they need in a timely manner. Closing
cellular gaps along Highway 16 was a recommendation in the
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Highway of Tears Symposium Report.
If Pressed:

e Alternate technologies such as roadside emergency call
boxes - an emergency telephone service - are being installed
along Highway 97 (Alaska Highway) where cell coverage is
currently unavailable due to a lack of available power. This
will provide critical access to 911 services on this route.

installation of seven new towers to bring cellular coverage to
70 km of highway between Sooke and Port Renfrew. As of
January 2023, five of seven towers have been installed and
are providing continuous cellular coverage from Sooke to
Bear Beach. Rogers Communications expects to install the
remaining two towers by Spring 2023.

New Cellular Funding - Supplemental Estimates for last fiscal 2022/23:

o Expanding cellular coverage has been identified as a key
priority for local governments and Indigenous nations, as it
improves personal safety and natural disaster response
capacity.

e The new investment of $75 million for cellular projects will

expand highway cellular connectivity to over 550 kms of
highway that are underserved.

o This expanded cellular coverage along highways will improve
public safety and the ability to call for help, as well as
aligning with the StrongerBC economic plan and action 4.36
of the Declaration Act Action Plan.
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Questions and Answers:

1) How many highway kilometres in B.C. do not have access to
cellular connectivity?

e B.C. has approximately 15,000 kms of highway throughout the
province, approximately 4,200 kms (28%) of which are without
cellular services. Of these 4,200 kms, about 3,100 kms are also
without access to the electric power necessary for cell towers
to operate.

e B.C/svast areas, rugged terrain and topography can make
expansion of this type of infrastructure challenging and costly
for service providers.

2) If the $15 million from StongerBC funding will achieve 532 km
of new cellular coverage, why will $75 million only achieve
550 kms?

e Of the $90 million StrongerBC funding announced in 2020, $15
million was allocated to highway cellular projects including
connectivity to rest areas and call boxes.

e The $15 million estimated 140 kms of new highway cellular
coverage based on an average cost per cellular tower and
average coverage distance estimated at the time.

e The Province’s StrongerBC funding was announced and
available before Innovation, Science and Economic
Development announced $50 million nationally as part of the
new Universal Broadband Fund.
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Funding from NDIT, plus $2.25 million from the Universal
Broadband Fund and service providers realized almost $41
million in total project value.

An estimated 550 kms will be achieved with the new $75
million in funding. This funding assumes approved projects,
which will expand cellular to very remote and challenging
areas will maximize eligible funds per criteria which has
already been established by the Universal Broadband Fund.

The $75 million for 550 kms is an estimate of cost based on the
average cost of a cellular tower times the average number of
kms of service.

550 kms is the minimum kms expected to be achieved from
the funding.

The combination of more challenging and remote locales and
the increased cost of construction have also contributed to the
estimated kms achievable with the $75 million.

If pressed on how much funding NDIT contributed:

The Province allocated $15 million toward highway cellular and
$75 million to internet to the home in 2020 under StrongerBC
funding.

In the spring of 2021, NDIT redirected $7 million from within
the $90 million toward highway cellular given broadband
internet targets would be exceeded and they had an
opportunity to approve high quality highway cellular projects.
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e NDIT ultimately allocated approximately $22 million toward
projects contributing to 532 kms of new highway cellular
coverage.

e Based on approved projects by NDIT, total project value of
nine projects is almost $41 million meaning provincial funds
are anticipated to achieve an almost 1:1 funding ratio.

e Our target of 550 kms for the $75 million is based on current
programming allowable funding levels up to 90% of project
costs and considered the higher cost and more remote and
challenging locations of construction than three years ago.

e Where possible, other funding will be leveraged to increase
the number of kilometers of cellular coverage.

3) Why can’t the BC Government direct service providers to
build on certain highways?

e Telecommunications companies are regulated by the
Canadian Radio-television and Telecommunications
Commission (CRTCQ).

e The Province cannot direct service providers as to where and
when they expand their networks, however we are in regular
dialogue with them to talk about how to overcome gaps in
cellular on highways.

4) Is this new cellular funding part of the Connecting
Communities BC program?

e No, the funding would be provided to the Northern
Development Initiative Trust (NDIT) to administer a new

This material will be proactively released Page 5 of 7
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program to advance cellular along underserved highway
segments.

e NDIT has administered connectivity programs, including
highway cellular for a number of years.

e The direct nature of cellular projects, with fewer eligible
applicants and less complexity than broadband internet
projects make NDIT an ideal program partner.

5) Recent tech outages have shown that networks are not as
resilient as they could be. What is government doing to
ensure people can safely connect with first responders, or an
ambulance?

e Everyone in B.C. should be able to call 911 when they need to.

e Telecommunications companies in Canada are regulated by
the Canadian Radio-television and Telecommunications
Commission (CRTC); however, large outages raise concern
around the need for a backup network, especially for people
who may be in medical distress, or need to call 911.

e On September 8, the Federal Minister for Innovation, Science
and Economic Development announced that the 13 largest
telecommunication companies in Canada signed a
Memorandum of Understanding (MoU) to ensure and
guarantee emergency roaming, mutual assistance, and a
communications protocol for advising the public and
governments during major outages and other emergencies.

e As of September 9, should one of these providers face a major
network outage, the other companies have committed to
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provide the support and assistance necessary so that
Canadians can reach loved ones, access 911, and conduct
business transactions.

e Based on this agreement, the provincial government through
the Ministry of Emergency Management and Climate
Readiness, the Ministry of Public Safety and Solicitor General,
and the Ministry of Citizens’ Services have engaged with
telecommunications providers to define provincial protocols for
ensuring the proper response for British Columbians in case of

an outage.
Contact:
Rachel Greenspan Executive Director Connectivity Division  250-880-7603
Network BC
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Title

Connectivity Funding Programs

Revised: Date of last revision, March 7, 2023

Key Messages:

Everyone, everywhere in B.C. needs access to reliable, high-
speed internet to be able to work, learn and stay in touch
with friends and family.

On March 8, 2022, the Governments of British Columbia and
Canada announced an agreement to invest up to $830 million
($415 million each) to support expanding broadband
infrastructure in the province to all under-served households
by 2027.

These investments will ensure that people and businesses in
communities throughout B.C. can have the connectivity they
need to access all the personal and economic opportunities
that come with reliable, quality internet service.

Connecting Communities BC, the next generation of our
funding program for connectivity, has offered two funding
intakes so far and is actively reviewing applications. Further
intakes may open to serve the remaining gaps.

I encourage internet service providers in the province to
apply for funding, if they have not already, to help bring
high-speed internet services to our under-served rural and
Indigenous communities.

First Nation Council Resolutions and/or letters of support are
mandatory for all last-mile projects, giving communities an
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important voice in projects in their areas.

o Applications from unincorporated areas require a regional
district board resolution or letter.

Questions and Answers:

1) How much has the government invested in connectivity?

e Since 2017, the Provincial government has invested over $500
million into expanding high-speed internet and cellular
connectivity. B.C.'s objective is to connect all remaining
underserved households to high-speed internet services by
2027.

2) What funding programs are available?

e Since 2017, the Provincial government has allocated funds to
two connectivity funding programs.

e The Connecting British Columbia program is administered by
the Northern Development Initiative Trust. Funding intakes for
this program are now closed, however many projects funded
by this program are still in the process of being built. 184
projects have been approved so far through this program,
benefiting over 72,000 households in B.C.

e The Connecting Communities BC is the next generation of
Provincial connectivity funding programs and was created to
support expanding access to high-speed internet services to
all remaining underserved households in B.C. by 2027.
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e Funding through this program will support projects to improve
high-speed internet access through fibre, cable and fixed
wireless technologies.

e The second application intake closed on February 16, 2023,
and assessments are currently underway.

e Future intakes will continue to be opened until program
targets have been met.

3) How is funding allocated?

o Eligible applicants, including larger and smaller service
providers, can apply to the Connecting Communities BC
program for project funding in areas that do not have
consistent 50/10 Mbps internet service.

e The first intake for the Connecting Communities BC program
opened on September 7, 2022, and closed December 15, 2022.
The second intake opened December 16, 2022, and closed on
February 16, 2023.

e Applications for funding are currently being assessed.

e Full details are on the Connecting Communities BC web pages.

4) Is cellular funding available?

e We recognize the importance of cellular connectivity along B.C.
highways and in rural and remote communities, especially for
public safety.

¢ The new Connecting Communities BC funding program will be
supporting internet connectivity, which includes
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transportation projects that will provide some of the
infrastructure to expand cellular services.

e $15 million was allocated for cellular projects through the
Connecting British Columbia program.

e Atotal amount of $22 million was allocated to highway cellular
projects by NDIT.

e This funding has supported new cellular services for 532
highway kilometers and 30 rest areas, including 252
kilometers and two rest areas along Highway 16 (Highway of
Tears).

How is funding allocated?

e The Connecting Communities BC funding program is
administered by the Ministry of Citizens' Services in partnership
with the federal government.

e Project eligibility and selection criteria have been established that
are consistent with the federal Universal Broadband fund.

o Criteria for the program are described in full detail on the
Connecting Communities BC web pages.

Contact:
Rachel Greenspan  Executive Director Connectivity Division 250 880-7603
Network BC
This material will be proactively released Page 4 of 4
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Title: Connecting Communities BC Program

Revised: Date of last revision, Feb 3, 2023

Key Messages:

e Everyone in British Columbia deserves to have access to
reliable high-speed internet.

e That's why we’re making significant investments toward our
goal of connecting all rural and Indigenous households to
high-speed internet services by 2027.

e On March 8, 2022, the Governments of British Columbia and
Canada announced an agreement to invest up to $830 million
($415 million each) to support expanding broadband
infrastructure in the province to all under-served households.

e These investments ensure that people and businesses in
communities throughout B.C. have the connectivity services
they need to thrive.

e Connecting Communities BC is the next generation of our
Provincial funding program for connectivity.

e Two application intakes have been open so far for this
program, and there will be more to come, until we reach our

goal of connecting all corners of the province to high-speed
internet services.
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e The program funds applicants to build connectivity
infrastructure, using multiple technologies - for example,
fibre, cable, and fixed wireless.

e This is an exciting time to bring connectivity to people and
communities in B.C., and I am eager to finish the job we
started.

Questions and Answers:

1) What are the goals of Connecting Communities BC?

e The Connecting Communities BC funding program supports
the expansion of high-speed internet services to all remaining
under-served rural and indigenous households in B.C.

The goal aligns with Canada’s federal connectivity strategy, as
well as B.C.'s commitment to connecting all households by
2027.

e [t also aligns with action 4.36 in the Declaration Act Action Plan
to connect all First Nations communities to high-speed
internet services by 2027.

e Currently 62,380 rural and remote households are under-
served or don't have an approved project pending
construction to bring high-speed internet services in the
province.

e The program has completed two application intakes for
funding. Assessments of these applications are now taking
place.
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e The program will run subsequent intakes until program
objectives have been met.

2) Will this program replace existing connectivity funding
programs?

e Connecting Communities BC is the next generation of the
government’s funding program which will help fund the
expansion of internet services to every corner of B.C.

e Projects in progress with the Connecting British Columbia
program, administered by Northern Development Initiative
Trust, will continue to progress and be monitored under that
program.

3) What are the application criteria for this program?

e The Province is partnering with Innovation, Science, and
Economic Development Canada to fund the Connecting
Communities BC program. Application criteria builds on
existing requirements for the federal government’s Universal
Broadband Fund.

e Full details on eligibility and how to apply are on the
Connecting Communities BC web pages:
www.gov.bc.ca/connectingcommunitiesbc

4) What should communities do if they appear served on the
ISED National Broadband Service Availability Map (Map), but
do not believe they have access to 50/10?

o Ifthere are discrepancies reported between internet speeds
reported on the Map and those experienced in communities,
there are a few steps communities can take:
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1. Talk to your service provider and see if there is a reason
you might be experiencing slower speeds. If there are no
technical reasons, talk to the service provider about
reporting the discrepancy to ISED.

2. The community can also independently report the
discrepancy to ISED through their website.

3. Talk to your service provider about submitting an
application to the Connecting Communities BC program
and including evidence that the community is under-
served. See the Application Guide - Annex 4.

Contact:
Rachel Greenspan ED, Network BC Connectivity Division ~ 250-880-7603
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Title:  Connected Coast Project

Revised: Date of last revision, January 26, 2023

Key Messages:

e Connected Coast is an innovative project that is bringing high-
speed internet capacity to 139 B.C. rural and remote
communities, including 48 Indigenous communities.

e The subsea fibre is laid along the ocean floor to key landing
sites, bringing high-speed fibre to remote coastal communities.

e The project will serve communities along the B.C. coast from
north of Prince Rupert, to Haida Gwaii, south to Vancouver, and
around Vancouver Island.

e So far 52 landing sites have been built and over 1,000 km of
submarine cable has been laid. The project should complete in
2024.

Questions and Answers:

1) How many people and businesses are getting connected?

e This project will bring high-speed internet capacity to 139 rural
and remote communities (159 landing sites), including 48
Indigenous communities representing 44 First Nations.

This material will be proactively released Page 10of 5

Page 110 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Communities with existing infrastructure to the home will
benefit from increased capacity to their community when the
fibre is connected.

e Where last-mile infrastructure does not already exist, there is
potential funding available for under-served areas through the
Connecting Communities BC funding program.

e Approximately 90,000 underserved homes in total are
anticipated to benefit from the Connected Coast network.

2) Internet access is important but so is cellular coverage, which
many parts of the province currently lack. Why are we
prioritizing getting these communities internet access before
they can use a cellphone?

e We recognize the importance of cellular connectivity along B.C,
highways and in rural and remote communities, especially for
public safety.

e The new Connecting Communities BC funding program will be
supporting internet connectivity, which includes transport
projects that provide some of the infrastructure needed to
expand cellular services.

e Nearly $15 million has been allocated to cellular projects
through the Connecting British Columbia program. This has
supported new cellular services for 532 highway kilometers
and 30 rest areas, including 252 kilometers and two rest areas
along Highway 16 (Highway of Tears).

3) So, you're not actually connecting these communities - they still
must build their own networks?
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e Some communities will have last-mile infrastructure in place
and will benefit from higher speeds as soon as the last-mile
network is connected to the Connected Coast fibre. Other
communities will need upgraded or new last-mile
infrastructure that will connect the fibre to homes and
businesses in the community.

e Funding may be available through the Connecting
Communities BC program for last-mile projects in areas that
are underserved.

e As the Connected Coast project is funded by the provincial and
federal governments, any service provider is able to access the
network for a last-mile project to the home.

4) What is the status of the Connected Coast Network project
since it was announced in 2018?

e Construction of vaults and conduits on landing sites in
northern coastal communities of British Columbia where the

undersea cable comes ashore has been underway since the
fall of 2021.

e A cable-laying vessel called the CanPac Valour arrived from the
Gulf of Mexico and left Campbell River in January 2022 to
begin laying cable on the ocean floor in the Haida Gwaii area.
It was accompanied by the Gitga'at Transporter, a smaller 55-
foot vessel that was deployed in the Prince Rupert area.

e As of December 2022, 52 landing sites have been built and
over 1,000 km of submarine cable has been laid.
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e The project is divided into segments with construction
activities, permitting and consultations progressing at
different speeds.

e The projectis slated to be completed in 2024.

5) Connected Coast was scheduled to be completed in 2023. Why is
the project delayed?

e Connectivity projects like these are complex and can take
many years to complete.

e The Connected Coast project is the first of its kind in Canada. It
involves installing submarine fibre optic cable along the
seabed and will serve some of the most remote coastal
communities in B.C. The project requires extensive permitting
and consultation to ensure that natural habitats are protected
and that communities are consulted and represented in
decision-making.

e In addition to this, harsh weather and supply chain issues have
impacted some project timelines.

e This project is now well into construction and is expected to be
completed in 2024. Once complete, the project will bring high-
speed internet capacity to many coastal communities for the
first time.

6) In light of the natural disasters in the Province, are there any
safeguards in the project that will prevent network disruptions?

e The festooned network design of the Connected Coast
network offers high reliability and redundancy.
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e The network also provides redundant paths in the province
which can carry data traffic in case a segment of the network
experiences failure.

e The additional network capacity will also be capable of
supporting cellular technology in the future that can be used
for emergency earthquake and tsunami alerting.

e The network also provides additional public safety benefits
such as providing alternative routes for data traffic for some of
Natural Resources Canada’s Early Earthquake Warning System.

Contact:
Rachel Greenspan Executive  Connectivity Division 250-880-7603
Director
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Title: Connectivity Project Timelines and Permitting

Revised: Date of last revision, February 7, 2023

Key Messages:

Everyone in British Columbia should have access to affordable
and reliable broadband and cellular services.

Due to factors like B.C.’s rugged and diverse terrain, extreme
weather events and supply chain issues, connectivity projects
are complex, often require extensive permitting, and can take
years for service providers to plan and complete.

Many areas require multiple projects to achieve connectivity.
This includes expanding backbone infrastructure to bring
capacity to regions and communities, as well as last-mile
projects to connect homes.

A total of 184 projects have been approved for funding since
2017 under the Connecting British Columbia program. Of these,
86 projects are in progress, and 98 projects are complete.

And new projects are being submitted and considered through
the new connectivity funding program, Connecting
Communities BC, to support completion of the work to expand
high-speed internet services in B.C . The first intake closed on
December 15, 2022 and a second intake closes February 16,
2023.

On March 8, 2022, the Governments of British Columbia and
Canada announced an agreement to invest up to $830 million
($415 million each) to support expanding broadband
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Page 115 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

infrastructure in the province to all underserved households by
2027.

e When this funding was announced, there were 115,000
underserved households in B.C. There are now 93,500, marking
important progress in meeting that goal.

Questions and Answers:

1) How will the Province ensure permitting does not unduly
delay the Province’s goal of connecting all households by
2027?

e The Province is looking at the end-to-end permitting process
and has established teams within multiple ministries that
enhance education and training for staff and internet service
providers, track connectivity projects, and that will be able to
identify any permitting challenges early in the process. These
teams will provide ongoing support and coordination until
projects are complete.

2) How is the Ministry of Citizens' Services collaborating with
other Ministries to ensure permitting goes smoothly for
connectivity projects?

e The Ministry has established open lines of communication with
permit-issuing Ministries across government and is
establishing processes that will expedite permitting resolution.
This will help to maximize efficiency in the permitting process,
including permitting for access to rights-of-way, Crown land,
and passive infrastructure, such as utility poles.

This material will be proactively released Page 2 of 3
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o Specifically, the Connectivity Division in the Ministry of Citizens’
Services also has a Memorandum of Understanding with the
Ministry of Water, Land and Resource Stewardship to work
collaboratively on permitting for connectivity projects.

3) Will these new supports for permitting apply to projects from
the Connecting Communities BC program as well as previous
funding rounds?

e Permitting experts in the Connectivity Division have been
established to address permitting challenges relating to
connectivity projects across the two provincially funding
programs.

e The team works directly with service providers to facilitate the
permitting process and identify and resolve challenges that
impact project timelines.

e The Connectivity Division has also funded new positions with
the Ministry of Water, Lands, and Resource Stewardship, to
specifically focus on receiving and tracking connectivity
permitting applications.

Contact: ADM, ED, or Director
Rachel Greenspan Executive Director Connectivity Division  250-880-7603
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Key Messages:

e Connecting all communities - particularly rural, remote and
Indigenous communities - in the province to high-speed
internet is an ambitious goal, which will take all levels of
government working with service providers to achieve.

e Local governments are ideally placed to advise service
providers on their community needs and have an important
role in championing local interests.

e Every application to the Connecting Communities BC
program requires a letter of support from the local
government before a project is approved. This ensures that
community needs are considered.

e The Province has partnered with the Union of BC
Municipalities (UBCM) to support a Regional Connectivity
Knowledge Network for local and First Nations governments.

e The goal is for participants to provide peer support for
connectivity planning in their communities.

e We have also worked with UBCM on research for issues
important to local governments, like the Internet Speed
Study completed in 2022.
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Questions and Answers:

1) What role do local governments have in connectivity funding
programs?

e Every application to the Connecting Communities BC program
is required to have a First Nation Council Resolution and/or a
letter of support from the local government.

e This ensures that projects being submitted to the program
have community support and the voice of the community is
considered.

2) What value does the letter of support or a First Nation
Council Resolution provide?

e The letter of support from a local government, or a First
Nation Council Resolution, demonstrates the community has
been consulted on a project and that community needs are
considered.

e Every application to the Connecting Communities BC program
is required to have a letter of support and/or a First Nation
Council Resolution for any area that impacts a community.

3) What if a service provider does not want to expand services
into a community that is under-served?

e B.C.isalarge province and the areas that remain underserved
are some of the more challenging remote and difficult-to-
reach areas.
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o It will take a mix of technologies to reach every household in
the province and this could include fibre, cable, fixed wireless
and potentially satellite solutions.

e For many areas it may take time and multiple projects to serve
a community, but we have committed to support the
expansion of internet services to every corner of the province.

e Communities that are having challenges getting service
provider support can contact ministry staff in the Connectivity
Division for assistance.

4) How can local governments find out more about connectivity
and get support for their connectivity needs?

e The Province supports local governments in B.C. in a number of
ways:

i. The Province partners with UBCM to support a local
government led peer-to-peer learning forum on
connectivity called the Regional Connectivity
Knowledge Network (RCKN). The group frequently
meets to share experiences, identify topics of interest,
and invite experts to the table to inform discussions.

ii. The Province has developed a suite of learning
resources available on the government website to
learn more about connectivity. These resources were
developed in response to first-hand experiences
discussed at the RCKN.

iii. Staff from the Connectivity Division participate in
regional broadband committees as requested,
providing a provincial perspective and support to the
discussion.

This material will be proactively released Page 3 of 4

Page 120 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Contact:
Jeanne Holliss Executive Director Connectivity 250 516-3848
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Revised: Date of last revision, February 3, 2023

Key Messages:
Internet speeds

e Communities across British Columbia voiced concerns that
internet speeds used to determine eligibility for connectivity
funding may not accurately reflect speeds experienced at the
community level.

e A study on internet speeds aimed to understand the
differences in available versus experienced internet speeds in
selected B.C. rural communities with those reported on the
National Broadband Internet Service Availability Map.

e In 2021, the Province and the Union of BC Municipalities
(UBCM) and Northern Development Initiative Trust
collaborated on this independent speed study to understand
the nature of the concern, magnitude, scope and factors
contributing to the differences.

o Communities and regional districts participated in the
report, which highlighted areas of B.C. that may be

experiencing internet speeds that are inconsistent with the
national map, and possible reasons for the difference.

This material will be proactively released Page 1 of 10
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e The subsequent report Understanding Internet Speed
Discrepancies was released in February 2022. It provides an
objective analysis and a factual foundation to inform
dialogue on matters related to internet speeds in rural B.C.
communities with local governments, internet service
providers, the province, and the Federal Government.

e Conversations with the federal government, local
governments and service providers are ongoing in areas
where speed discrepancies remain.

e There s also an opportunity in the new Connecting
Communities BC funding program for a service provider to
submit evidence of lower speeds with an application for
communities shown as served on the Map.

Community Information Tool and Community Investment Opportunities
Tool

e As more services are offered online, communities need to
integrate digital capabilities and capacity into their plans -
especially if they are rural.

e We recognize the need for communities to have the
information to do this planning at their fingertips.

e People now have access to two online community planning
tools, offering easy access to data-driven insights and
investment opportunities for communities across B.C.

e The Community Information Tool and Community
Investment Opportunities Tool provide a central access point
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for community data and connect interested investors with
available investment opportunities in communities.

o Both tools are part of a suite of data-driven planning tools
being developed to provide communities with accessible
resources for economic and community growth.

e The tools will assist economic planners to promote
investment and plan infrastructure; helping level the
economic development playing field between larger, well-
resourced communities and smaller communities that might
not have similar market access.

e We've heard from communities that are trying to take
advantage of economic opportunities, whether resource-
based or through tourism or the growth of technology
companies.

e The tools bring data together that allows users to search
information by community or filtered to understand deeper
socio-economic trends.

e What tools bring together rich data sources that will provide
helpful information in a visual or map format that can inform
investment and policy decisions.

Map of funded projects by community

e Since 2017, the Provincial government has allocated over
$500 million into expanding connectivity to underserved
rural and Indigenous communities in B.C.
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e So far, the program has funded 184 approved projects
benefitting more than 72,000 households in the province.

e To see a complete list of all approved and announced projects
supported by the Connecting British Columbia program, the
Province has a new interactive map on their Connectivity in
BC webpages to see completed and in-flight (in progress)
projects by community.

Questions and Answers:

1) Why did the province undertake a study into internet speeds?

e Following an update to the National Broadband Internet
Service Availability Map (the Map) in January 2021,
communities across British Columbia voiced concerns that
federal data on broadband internet speeds, which is used as
one criteria to determine eligibility for connectivity funding
programs, may not accurately reflect the speeds being
experienced in homes, businesses, and other locations at the
community level.

e Connected Communities, UBCM, and Northern Development
Initiative Trust responded collaboratively to these concerns
with an independent study of potential differences between
the broadband internet speeds experienced in some B.C.
communities, and the 50/10 Mbps speeds identified on the
map. This was released in February 2022.
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2) What did the study find?

e The study looked at 940 rural locales — communities and/or
clusters of homes — that were marked on the map as having
50/10-Megabit per second (Mbps) service. These locales
represent different community types such as incorporated
municipalities, non-incorporated, rural locales, and Indigenous
communities.

e The study found that potential discrepancies between service
speeds reflected on the map and speeds experienced and
available at the local level may exist in some locales.

3) Why are some locales experiencing slower internet speeds?

e The factors that contribute to slower internet speeds can be
complex and multifaceted, but fall into three general
categories:

o Technical or network challenges, including the quality of
the network;

o Consumer preference and/or whether internet service in
their home or business is optimized; and

o Inconsistent ways of measuring internet speeds.
4) What is the province doing in response to the findings in the
study?

e The study found the reasons for any discrepancies are
complex, multifaceted, and likely differ from place to place. In
some locations, further analysis will be required to confirm the
causes and determine an effective solution or remediation
path for the community or locale.
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¢ In general, to address the findings of the study and help
communities better understand the results, several initiatives
have been undertaken:

O
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The Ministry has reached out to service providers with
the findings from the report to advise on any technical,
network or other issues that would impact speeds to
communities experiencing discrepancies.

A partnership with Canadian Internet Registration
Authority (CIRA) looked at the speed testing done in
locales with a possible discrepancy. The Province also
worked with CIRA on educational resources to help
consumers optimize available speeds. These are
available on the government’s website.

The Ministry has produced a summary document to
accompany the TANEXx report to explain the report
findings in plain language.

Work is ongoing with the federal government and service
providers to discuss the ways speeds are reported and
what we can do to support communities.

There is a mechanism in the Connecting Communities BC
funding program for applicants to submit evidence of
possible discrepancies with applications. Details are
available in the Application Guide - Annex 4.
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5) How will the Community Information Tool support
communities?

e The Community Information Tool combines over 40 public
datasets, including Census information, Data BC, the B.C. Data
Catalogue, and industrial lands information, into one visual
resource,

e The tool allows people to collect location-based data that they
would typically need to search for on several websites.
Categories include population, median household income,
labour force, key sectors, and connectivity.

e Community and regional profiles in the Community
Information Tool include socio-economic data, infrastructure,
and community assets to provide a sense of a community.

e Users can also discover insights and patterns among B.C.
communities using search filters for specific characteristics -
such as economic health, access to education and health care,
connectivity, infrastructure, or emergency management.

6) What is the Community Investment Opportunities Tool?

e The Community Investment Opportunities Tool connects
investors with industrial, commercial, and agricultural
properties available for investment throughout the province.

e Community representatives can post properties available for
sale or lease to investors. Interested investors can search for,
available opportunities by filtering based on various criteria.
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7) Who are these resources intended for?

e These tools are available to the public and local governments
(municipalities, regional districts, provincial).

e Local governments and their economic development and
community planning staff, as well as emergency management,
health, and social planners, will be able to use the Community
Information Tool to access data-driven insights to assist with
better community and economic development.

e Commercial and industrial land developers, realtors, industry,
and business owners can explore economic and investment
opportunities in communities.

e Students and people curious about data in municipalities can
explore community data insights and opportunities using the
tools.

8) Why was the Community Investment Opportunities Tool
developed?

e We heard from communities and local government planners
that they wanted a mechanism where they could post their
investment opportunities.

¢ The Community Investment Opportunities Tool is powered by
the same database as the Community Information Tool. Using
this platform, we were able to develop the two tools.

9) How much did it cost to develop the tools?

e The Community Information Tool was created by Ministry staff
in 2019 as a comprehensive visual tool designed to support
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connectivity investment decisions by incorporating community
asset information with digital and other infrastructure data.

e Under Stronger BC, the Ministry was provided $700,000 to
expand the Community Information Tool to support
investment decisions by incorporating industrial land (and
other land use) data to support investment decisions
throughout the province.

10) How will the tools support investments in the province?

e The tools will assist economic planners to promote investment
and plan infrastructure; helping level the economic
development playing field between larger, well-resourced
communities and smaller communities that might not have
similar market access.

e With the use of this tool, we can better target, align and
leverage connectivity, investments, and community well-being
needs with a more comprehensive view of the landscape.

e In addition, the data brought together within the tool allows
users, including local governments and investors, to access
information through an advanced query function to inform
decisions and provide insights to socio-economic trends.

11) When were the tools released?

e The Community Information Tool and the Community
Investment Opportunities Tool were launched on January 28,
2022,
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12) What does it mean if there is no project showing on the
Province’'s interactive web map?

The map shows all approved and announced projects supported
by the Connecting British Columbia program. These projects are
either completed or in progress.

If there is not a project in a specific area, it does not mean that
there are no connectivity projects in-flight rather, it may indicate
that the area is already served, or there may be private sector
investment going into the area.

Contact: ADM, ED, or Director

Jeanne Holliss ED, Connected Connectivity 250 516-3848
Communities Branch Division
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Title: Facts and Figures (Digital and Data)

Revised: Date of last revision, February 22, 2023

Overall web analytics on the main government website gov.bc.ca
In 2020:

e Content on gov.bc.ca was viewed 146 million times.

e Traffic peaked in December, with 20.7 million views as traffic on
COVID-19 related content increased significantly.

e Despite launching in March 2020, pages in the COVID-19 theme
were viewed more often compared to all other themes that year.

e Non-mobile (desktop) devices accounted for the most government
page views every month.

In 2021
e Traffic on the main government site increased to 222.9 million views.

e Traffic was highest in April with 27.7 million views, driven by the
third COVID-19 wave.

e COVID-19 related content was the busiest throughout the year,
except during wildfire season in July and August, when Public Safety
and Emergency Services content was viewed more.

e InJuly, August, September, and December, pages were viewed more
on mobile devices than on non-mobile devices. September 2021 had
the largest monthly share of pages viewed on mobile devices.
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In 2022

e Content on the main government site was viewed 142.2 million
times.

e Traffic was highest in January with 15 million views, driven by COVID-
19 related content.

e COVID-19 related content had the highest traffic among all themes
in the early months of the year (January through April 2022).

e From May 2022 through December 2022, other themes had the
highest monthly page views including health, tax and tax credits,
Public safety and emergency services.

e Mobile and non-mobile (desktop) devices accessing gov.bc.ca every
month in 2022, was split approximately 42% to 58% respectively, a
change from 2021 where mobile usage out-paced desktop use for
one-third of the year.

Top on-site search terms

NOTE: This year (2022) we updated the report to ignore capitalization in the top
search terms (e.qg., treat "FOI" and "foi" as the same search). We've made a small
update to the 2021 numbers to reflect this.

e In 2020 there were 5.2 million searches made on gov.bc.ca.

e The 2020 top 5 search terms made on government pages, by term
and search count:

o "special needs": 19,000

o "behaviour consultant": 17,000
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o "FOI": 14,000
o "current job postings": 13,000
o "covid": 9,000
e In 2021 there were 5.9 million searches made on Government sites.

e The 2021 Top 5 Search Terms made on Government pages, by term
and search count:

o "behaviour consultant": 21,000
o "special needs": 21,000
o "covid": 17,000
o "foi": 15,000
o "current job postings": 12,000
e In 2022 there were 4.7 million searches made on Government sites.

e The 2022 top 5 search terms made on Government pages, by term
and search count:

o "behaviour consultant": 22,000
o "special needs": 19,000

o "foi": 16,000

o "current job postings": 13,000

o "msp": 12,000
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COVID-19 related content

e In 2020 COVID-19 related content was viewed 34 million times.
o The busiest month was December 2020 with 12.2 million views.

e In 2021 COVID-19 related content was viewed 84.5 million times.
o The busiest month was April 2021 with 16.5 million views, likely
related to vaccination roll-out that started at this time.

e In 2022 COVID-19 related content was viewed 18.1 million times.
o The busiest month was January 2022 with 4.8 million views
which was likely due to changing restrictions with a new variant.

Translated COVID-19 content
e A project to translate COVID-19 content began in February 2021.

e In 2021, there were 2.6 million page views on COVID-19 translated
content, peaking in September 2021 with 404,000 page views that
month.

e In 2021, the top 5 languages by page views in that language were:
o Simplified Chinese: 610,000
o Traditional Chinese: 512,000
o Hindi: 510,000
o Korean: 224,000
o French: 171,000
e In 2022, Ukrainian and Russian translations were added.
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e In 2022, there were 1.3 million page views on COVID-19 translated

content, peaking in January 2022 with 340,000 page views that
month.

e In 2022, the top 5 languages by page views in that language were:
o Hindi: 315,000
o Simplified Chinese: 286,000
o Traditional Chinese: 235,000
o Japanese: 125,000
o Korean: 76,000

e Most of the traffic for Hindi content came from India, whereas the
other languages were primarily viewed domestically.

Flood response related content

A new section of the site was created for the response to the floods in November
2021:

e Page views for flood response pages totaled 407,000 page views in
2021.

o November 2021: 260,000
o December 2021: 147,000

e Translated content for the flood response pages totalled 2,800 page
views in 2021.

o November 2021: 1,700
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o December 2021: 1,100

o Before the pages were unpublished in March 2022, there were
13,000 additional page views, including 100 views of translated
content.

Google Search results on www2.gov.bc.ca

We track click-throughs from Google searches to the main government website.

In 2020:
o Google searches resulted in 15.4 million click-throughs to
government pages.

o The section of the site that received the most Google searches
was “Employment, business and economic development”
theme, with 2.4 million click-throughs.

o In 2020, the top 5 search terms from Google by clicks were:
* "bc government jobs": 156,000

* "bc government": 148,000

» "bc emergency benefit for workers": 148,000
= "gov.bc.ca/spectax": 139,000

= "msp": 137,000

In 2021:
o Clicks from Google Searches rose to 40.3 million in 2021.
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o In 2021, COVID-19 content received by far the most Google
search traffic through most of the year, totaling 14.9 million
clicks.

o July and August were the only months when COVID-19 content
was not the most searched. In the summer, public safety
searches related to wildfires were highest.

o In 2021, the top 5 search terms from Google by clicks were:
* "bc wildfire map™: 528,000

= "bc vaccine card": 502,000

= "bcvaccine passport": 479,000
= "bc covid restrictions": 428,000
= "vaccine passport bc": 339,000

In 2022:
o There were 25.5 million clicks from Google searches in 2022.

o In 2022, COVID-19 content received by far the most Google
search traffic through most of the year, totalling 4.5 million
clicks.

o COVID-19 content was the top searched area for the first part of
the year from January through May, and then again in October
2022.

o Other themes that were most popular in 2022:
» June: Taxes and tax credits
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» July, August, and September: Public safety and emergency
services (related to wildfires)

* November and December: Employment, business, and
economic development

o In 2022, the top 5 search terms from Google by clicks were:
» "bc stat holidays 2022": 170,000

» "bc government jobs": 152,000

= "msp": 131,000

* "health gateway": 118,000

* "bc covid restrictions": 99,000
Overall web analytics for Engage.gov.bc.ca

In 2020:
e Content on the site was viewed 648,000 times

e Traffic was highest in December with 106,000 page views.

In 2021:
e Content on the site was viewed 625,000 times

o Traffic was highest in September with 120,000 views and October
with 116,000 views.

In 2022:
e Overall traffic on engage.gov.bc.ca was down from 2021.

e Content on the site was viewed 490,000 times.
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e Traffic was highest in March with 85,000 views and April with 64,000
views.

Chatbot

e InJune 2020, in partnership with the Ministry of Health, GDX
launched the COVID-19 Chatbot.

e In 2020, the chatbot answered 368,000 questions.

e Overall in 2020, the top categories of COVID-19 answers were:
o Individuals & Families: 31,000

o Ministry of Transportation: 23,000
o Financial Support: 20,000
o Finance: 17,000
o Travel & Transport: 16,000
e In 2021, the chatbot answered 1.7 million questions.

e Overall, the top categories of COVID-19 answers given in 2021 were:
o Vaccines: 881,000 answers

o Travel: 147,000 answers

o Government Services: 119,000 answers
o Health and Care: 95,000 answers

o About COVID-19: 69,000 answers

e In 2022, the chatbot answered 403,000 questions.
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e Overall, in 2022 the top categories of COVID-19 answers given were:
o Vaccines: 154,000 answers

o Health and Care: 78,000 answers

o Government Services: 28,000 answers

o Travel: 27,000 answers

o COVID-19 Self assessment: 19,000 answers
Cyber Security

Security Awareness
e In 2022, OCIO Information Security refreshed the Corporate Supply
Arrangement for Security Services to help all 2,400 public sector
organizations access skilled security resources.

e OCIO Security continues to onboard public sector organizations to
our external security services, including more than 120 public sector
organizations as of December 2021.

e Over $25 million annually is spent directly on IT security across
government every year and OCIO enhances security posture with
updated technical controls each year.

e The B.C. government faced a near tenfold increase in unauthorized
access attempts in 2021 over 2015, with 496 million per day or 5741
per second.
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Modernization of digital and data services for people in B.C.

BC Data Catalogue expands
e A newly designed version of the BC Data Catalogue was launched in
fall 2021 with 3,217 datasets available to public and 3,434 to
government users.

e The BC Data Catalogue provides access to data from 23 ministries
and more than 27 public bodies.

New Data Standards created
e A New Gender and Sex Data Standard was launched January 2023
that establishes consistent gender and sex terminology, and
guidance to ministries on collection of gender and sex data that
recognizes gender diversity, minimizes harm, and meets
requirements under the BC Human Rights Code.

e A New Metadata Standard was launched in fall 2022 to bring
consistency to how government describes its data and to make it
interoperable, easier to share, and easier to reuse.

Data-informed decision making to support better service delivery

e Arecent study linked multiple administrative datasets to produce a
repeatable method of quantifying homelessness in BC. The initial
findings reveal that the homeless cohort estimate is larger than
expected from previous point-in-time studies, while demographic
information aligns closely with historical knowledge. Additionally,
geospatial summaries provide insight into the location and
movement of the homeless population.
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e 13 integrated data projects were initiated in the Data Innovation
Program (DIP) seeking insights and trends into complex issues such
as homelessness, health care attachment, road safety, mental and
physical health outcomes for children and youth.

Driving innovation and economic recovery

Better access to data and digital business opportunities
e To date, government has made 173 procurement opportunities
valued at a total of almost $31 million available to tech companies of
all sizes through the Digital Marketplace.

e In 2022/23 alone, this included posting 38 procurement
opportunities valued at $9.8 million on the Digital Marketplace.

Increasing digital and data knowledge, skills, and capacity

e 540 people from 18 organizations participated in the Data Science
Community of Practice and Training.

e 56 leaders and executives were provided with the knowledge and
skills required to lead a modern digital and data driven government.

e 562 public servants were trained in modern digital and data skills
through the Province's Digital Academy in 2022/23.

e 48 datasets from eight ministries and five public bodies are
integrated and made available to support research across
government and academia.
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Digital Transformation and Pandemic Response

e Public Cloud technology, including platforms provided by
commercial cloud providers, represents the next great shift in
supporting government to deliver better services to people in British
Columbia.

e 18 applications are using commercial cloud platforms through the
federal government’s Cloud Brokering Service, including the
redesigned day pass system for BC Parks.

e Ministries can now develop new digital services in days rather than
months or years using the Province's private cloud platform. This
platform now supports 348 applications supporting programs and
services across the B.C. Government.

e Government's critical cloud applications include the BC Health
Gateway, Wildfire Predictive Services, and Emergency Support
Services.

Attracting and retaining digital talent

Improving hiring services and practices and investing in retention strategies
e The Ministry of Citizens' Services launched a digital talent attraction
and recruitment pilot program in 2022/23 to bring talented
technologists into government. So far, this pilot program has helped
ministries hire 39 new digital professionals, including software
developers and service designers.

e Competitions have yielded resources for multiple ministries and

have been successful in recruiting hard to attract external talent.

This material will be proactively released Page 13 of 15

Page 144 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Managing government'’s technology investments

Digital Investment Portfolio
e The Digital Investment Portfolio has grown from $30 million in

2012/13 to $110 million today. As of January 2023, the portfolio has
70 projects slated for funding.

o For 2023/24, the portfolio’s objectives will be to support key ministry
priorities, modernize legacy systems and keep ministries delivering
services more quickly and cost-effectively through shared
investments.

e These investments help support many of government’s essential
services. For example, investments in the Provincial Health Gateway
are empowering patients across the Province with easy access to
their health information online. Information available to patients
through the Health Gateway includes lab results, medication history,
immunisation records and health visits.

Creating safe, secure, and reliable digital and data services

Public and Private Cloud services

e The Ministry's Cloud platforms leverage industry leading security
toolsets, frameworks and best practices that enable the province to
protect data and applications.

e Ministries are supported to build and launch applications using
commercial cloud services with the necessary due diligence.

e Commercial cloud services ordered through the federal government
have been vetted for compliance with British Columbia's legislation
and policy.
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Service Plan Measurement
e Objective 2.2: Improve the use, management, sharing and
protection of data for all British Columbians.

e Performance Measure 2b: Number of net new datasets in B.C. Data

Catalogue per fiscal year.

Fiscal Forecast or Actual
Target
2021/22 145 145
2022/23 167
2023/24 184
2024/25 200
2025/26 220
Contacts:
Jeff Groot Assistant Deputy ~ Government Digital ~ Sovernment Financial

Gary Perkins
Hayden Lansdell
Eowynn

Bosomworth

Genevieve
Lambert
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Title: Anti-Racism Data Act Implementation, Data Use for
Identifying and Eliminating Systemic
Racism/Demographic Survey

Revised: Date of last revision, February 8, 2023

Key Messages:

e Government has a moral and ethical responsibility to tackle
systemic racism in all its forms in the province.

e We know there are policy gaps and barriers to accessing
programs, and this disproportionately impacts Indigenous
and other racialized people.

e The Anti-Racism Data Act, which became law in June 2022, is
an important tool to help the Province dismantle systemic
racism.

e The legislation enables government to collect and use
demographic information such as race, gender, and ancestry
to identify and eliminate systemic racism.

e With this information, the Province can identify where there
are barriers and improve access to government programs
and services for Indigenous, Black, and other racialized
people.

e The legislation was informed by the thoughts of more than
13,000 British Columbians through engagement with
Indigenous Peoples and racialized communities, as well as
key partners such as the B.C. Human Rights Commissioner,
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First Nations Leadership Council, the BC Association of
Aboriginal Friendship Centres, and Métis Nation BC.

o Itis one of the first pieces of legislation to be co-developed
with Indigenous Peoples under the Declaration on the Rights
of Indigenous Peoples Act.

o The implementation of the legislation is also being informed
by the expertise and lived experience of racialized people,
including Indigenous People.

If asked about what action has been taken since the introduction of the
Anti-Racism Data Act:

o We have established processes for ongoing consultation and
cooperation with Indigenous Governing Entities (IGEs) -
working respectfully and closely on anti-racism data
initiatives.

o I have also appointed the Anti-Racism Data Committee,
which is made up of 11 members that represent a wide cross-
section of racialized communities and geographic regions of
B.C.

o Both the Committee and IGEs are collaborating with
government on setting anti-racism research priorities, as
well as reviewing statistics and other information before
their release to prevent any community harms.
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e They are also helping to develop data standards and data
directives to guide how government collects and uses data to
dismantle systemic racism.

e In collaboration with IGEs and the Committee, on June 1,
2023, government will release a list of anti-racism research
priorities.

e Through this research, we will gain valuable insight into
systemic racism in government programs and services, and
be able to turn those insights into actions and solutions to
make life better for people in British Columbia.

e OnJune 1, 2023, government will also release statistics and
other information that is relevant to our anti-racism efforts.

If asked about the urgent need to collect data now:

e Government has data about how people use government
services, but not clear information about who these people
are - such as their race, gender, culture and other aspects of
identity that matter to lived experience.

e Without this data, we cannot see where people experience
barriers within a program OR where they may experience
discrimination that they're never even aware of - for
example, if they aren’t eligible for a program.

e Population-level demographic/identity data is critical to
helping us see racism in the system.

This material will be proactively released Page 3 of 10

Page 149 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o We know that this is sensitive information and Indigenous
people and other racialized communities don’t trust
government to collect and use data in a safe way.

e That's why it's essential that we are transparent and focus on
building trust.

e We are working quickly, but cautiously, in partnership with
Indigenous leaders and community groups including the
Anti-Racism Data Committee to co-develop solutions such as
the voluntary demographic survey.

e This is just one of the ways Government is taking action
against racism.

If asked about how we are consulting Indigenous communities:

e Through B.C.’s Declaration on the Rights of Indigenous Peoples
Act, we are committed to ensuring that Indigenous Peoples
are partners in our approach to collecting and using
demographic data.

e We have been consulting with both Indigenous leaders and
Indigenous communities on appropriate ways to ensure we
have agreement on how government can collect and use this
data.

e Work is underway to create an Indigenous advisory network
and working groups, with representatives from Indigenous
partners to develop specific short, medium, and long-term
actions to support Indigenous communities' control over
their data and how it is used.
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Questions and Answers:

1) Why was the Anti-Racism Data Act needed?

e Most ministries don't collect information on race, ethnicity,
ancestry, or similar identity factors in their program data, so
the extent of systemic racism in government programs and
services is unknown.

¢ The demand for race-based data was heightened by the
pandemic. Government has been challenged to identify how
racialized groups have fared in terms of both health and
employment.

e The BC Human Rights Commissioner, the BC Representative
for Children and Youth as well as the B.C.'s Multicultural
Advisory Council, have all called for disaggregated
demographic data to better understand racism and inequity in
B.C.

e The Anti-Racism Data Act authorizes the collection and use of
personal information for the purposes of identifying systemic
racism. It also commits government to develop standards and
directives that ensure that demographic data is collected and
used in a respectful and culturally safe way while community
harms are prevented.

¢ With this information, we can identify where systemic racism is
taking place, helping us improve how programs and services
are delivered to racialized communities, including Indigenous
People.
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2) What action has been taken since the legislation was
introduced in June 2022?

We established the Anti-Racism Data Committee in September
2022 to collaborate with government and ensure that the
implementation of the Anti-Racism Data Act is informed by the
expertise and lived experience of racialized people, including
Indigenous Peoples.

We have been working towards creating an Indigenous
advisory network and working groups, with representatives
from Indigenous partners to develop specific short, medium,
and long-term actions to support Indigenous communities'
control over their data and how it is used.

We have been consulting and cooperating with Indigenous
Governing Entities (IGEs) and collaborating with the Anti-
Racism Data Committee (ARdC) to determine anti-racism
research priorities that will help identify and eliminate
systemic racism and improve access to government programs
and services for Indigenous Peoples and other racialized
people.

We are also working with the Committee and IGEs to co-design
the BC Demographic Survey, a voluntary population survey
which will collect demographic data from the people of BC.

This data will be housed securely in the Data Innovation
Program and will support anti-racism research, including
examining and understanding how government programs and
services are being experienced by people from different
racialized groups.
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3) Why has the government not yet started collecting race-
based data, as recommended by the Office of the Human
Rights Commissioner?

e Collecting this data isn't straightforward. The nature of this
data means there are differing perspectives on what identity
markers should be collected and differing levels of comfort
across communities in providing this data.

e The Human Rights Commissioner has called for the
meaningful involvement of marginalized communities and
inclusive, equitable consultation on anti-racism data
legislation. More than 13,000 people and over 70 community
organizations participated in an engagement on how
government can safely and thoughtfully collect and use
demographic data to address systemic racism. The
information collected through engagement informed the
legislation and will continue to inform its implementation. The
Anti-Racism Data Act allows for the collection of race-based and
other demographic data to identify and eliminate systemic
racism.

e Under the Declaration on the Rights of Indigenous Peoples Act,
the Province is drafting new laws in consultation and
cooperation with the Indigenous Peoples of British Columbia.

e We need a comprehensive framework to ensure that when
new personal data is collected from British Columbians, we
have agreement on how the data will be used, how it will be
kept safe and secure, how we will protect people’s privacy and
who will be able to access the data, under what circumstances.
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e We are developing this framework in consultation with
Indigenous leaders and in collaboration with the Anti-Racism
Data Committee.

4) The BC Human Rights Commissioner recommended aligning
with principles from the Data Innovation Program. What is
this program?

e The Data Innovation Program is managed by the Ministry of
Citizens’ Services. It is a data integration and analytics
program, meaning it can link data from different ministries
across government, de-identify this data and make it available
in a secure environment for population-level research projects.

e The program is based on the Five Safes, world-leading best
practices for managing safe access to confidential or sensitive
data.

5) The BC Human Rights Commissioner recommended the
establishment of a community governance board to work
with the government. How has the government responded to
this recommendation?

e The Anti-Racism Data Act requires the establishment of a
committee to advise government on how to safely collect and
use data to identify and eliminate systemic racism.

e The Anti-Racism Data Committee was established in
September 2022 and has held four meetings since then.
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¢ Committee members represent a wide cross-section of
racialized communities and geographic regions of B.C.

e The committee is an important aspect of ensuring that the
implementation of the Anti-Racism Data Act is informed by the
lived experience and expertise of racialized people. The
Committee is supporting the work to determine research
priorities, data directives and standards, as well as reviewing
statistics and other information before their release to prevent
any community harms.

Race-Based Data Use

6) Who will have access to race-based data?

e First and foremost, we need to consult with Indigenous
leaders and other racialized communities, and more broadly
with the public, to hear their perspectives and priorities and
to achieve agreement on this question.

7) How will racialized communities be protected from harm?

e We know that collecting race-based data must be done with
great care to avoid further discrimination and bias, while
maximizing the power of data to drive much-needed
systemic change.

e That's why we are consulting with Indigenous leaders and
racialized communities, as well as the BC Human Rights
Commissioner and Information and Privacy Commissioner,
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to identify and address any potential for harm at every stage
of research, including collection.

e We are also collaborating with the Anti-Racism Data
Committee and IGEs on how government can safely collect
and use data to identify and eliminate systemic racism. A key
focus is to consider cultural safety and community harms
when doing their work.

e The Anti-Racism Data Committee will review relevant
statistics and other information prior its release to prevent
community harms. The first release of statistics and other
information will be on June 1, 2023.

Contact:
Beth Collins ED, Policy and BC Data Service 250-361-5378
Legislation
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Title: B.C. Data Catalogue

Revised: Date of last revision, February 10, 2023

Key Messages:

Accessing government data is critical to helping find
solutions for pressing challenges.

e The B.C. Data Catalogue is where people can go to find and
access government data to inform decision-making and
improve policy, services and programs.

e Government uses the B.C. Data Catalogue to proactively
release data to improve transparency, making information
readily available to people in the province.

e The B.C. Data Catalogue makes more than 3,200 datasets
available to government and public users—some through

open data, some by licensed use.

e The Catalogue provides access to data from all of core
government as well as 27 public agencies.

e Users can find a variety of information such as housing needs
and supply data, COVID-19 statistics, and data that helps
people understand the state of the environment.
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e In 2023/24, the Ministry of Citizens’ Services will coordinate
engagement with government ministries, broader public
sector users, and public companies and organizations, to
identify opportunities to improve access and use of open and
managed data through the Catalogue.

Questions and Answers:

1) What data is available in the B.C. Data Catalogue?

e The B.C. Data Catalogue makes data available from all
ministries and more than 27 public agencies. This includes
data on natural resources, finance, the economy, health,
justice, education, transportation, and social services.

e The catalogue has data licensed under the Open
Government License - British Columbia that enables free
and open use of the data with a few conditions to protect
government and users.

e There are also datasets licensed under similar open
licenses from Crown agencies.

2) How will government meet the target increases of 184 net
new datasets in the catalogue in 2023/24; 200 net new
datasets in 2024/25, and 220 net new datasets in 2025/26?

e The Ministry is engaging the BC Behavioral Insights
group (a unit in the BC Public Service Agency that works
with ministries across government to co-design citizen-
centred program solutions that are rooted in evidence-
based research of human behaviour) to better
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understand barriers Ministries and agencies may have
to making more of their data available in the catalogue,
and design and test new ways to overcome these
barriers.

e The ministry is developing new tools and services and
working with ministries and public bodies to help
program areas share datasets that are not yet available
in the catalogue.

3) How does privacy and data security get managed?

e The B.C. Data Catalogue only hosts datasets that have
been de-identified, where data is stripped of any
information that could potentially identify individuals.

e Datasets are reviewed by Ministry privacy and security
officers before being loaded into the catalogue for access.

e Reviews take place to ensure that data doesn’t have
personal information and that appropriate security
controls are in place.

Contact:
Eowynn A/Executive BC Data Service 778 698-5070
Bosomworth Director
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Title: DataInnovation Program and Data Science Partnerships
Program

Revised: Date of last revision, February 5, 2023

Key Messages:

e Data is a critical part of finding solutions to pressing
challenges.

o Data analysis from programs across government tells us
whether our programs are helping people.

e Inthe past, data was shared on an ad-hoc basis between
ministries and it could take years to sign information
sharing agreements.

e The Data Innovation Program (DI Program) puts public
sector data to work for people by providing a trusted
approach for safe analysis.

e The DI Program improves privacy protection and empowers
data-driven decision making and policy innovation.

e This includes applying privacy and security protections,
such as:

o Applying transparent, consistent rules about
who can access data and for what research
purposes.

o Removing or de-identifying sensitive
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information like names, birthdates, and street
addresses.

o Ensuring all analysis takes place inside a secure
environment that has strong technology,
process, and legal controls.

e The program is being delivered in partnership with UBC's
Population Data BC.

e The Data Science Partnerships Program (DSP) helps
ministries analyze data to better understand complex
challenges.

o Data Science Partnerships can evaluate how government
programs impact British Columbians, such as supports for
people with mental health or substance use challenges and
services for children with special needs.

e This program adds data science capacity to government and
supports data projects on challenges facing British
Columbians.

e The province has also launched a Data Science Fellowship
program to recruit new talent with high-demand skills.

Questions and Answers:

1) What data is the program using?

e The DI Program uses data provided by B.C. ministries and
agencies.
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¢ This includes labour market program and work data; social
development data; children and families data; health data;
justice data; housing data; and education data.

2) How is government using this integrated data?

e Government and academic researchers can apply to the
DI Program to begin a population-level research project.

e To be approved, projects must have a clear benefit to the
public, a valid statistical purpose, sound study design and
methodology.

e Integrated data projects typically explore complex issues

3) Who can access data through the DIP?

e Only approved government analysts and academic
researchers can access the data.

4) How does government decide what projects to undertake?

e Data projects must be in the public interest, meaning there
is an opportunity to improve wellbeing or reduce harm for
people.

o BC Stats’ Director of Statistics reviews all project
proposals.
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e To be approved, projects must have a clear benefit to the
public, a valid statistical purpose, sound study design and
methodology.

5) How does this program benefit British Columbians?

e Through both the DI Program and Data Science
Partnerships program, researchers can access the data
they need to develop better policies and programs for,
British Columbians.

e To be approved, their projects must demonstrate clear.
public benefit and have executive-level ministry
support.

e This ensures all projects are based on government priorities.

6) How are vulnerable populations of British Columbians
protected from harms at the individual or community
level?

e Protection of privacy for all populations is considered at each
step. As the Anti-Racism Data Act is implemented and
government undertakes an examination of racism in its
programs and services, new protections for cultural safety
will be developed with Indigenous Governing Entities and the
Anti-Racism Data Committee.

e The criteria for data access and other controls and
protections reduce any risk of data misuse, while
promoting access to data to maximize benefits for British
Columbians.

e Harms reduction measures are part of the program criteria
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and controls. For example, project teams must
demonstrate community engagement in the development
of their objectives and how outputs will be shared back.

7) Are you using cloud services? How much of this data is
stored online?

e No. The data is stored in a secure facility located in B.C. It is
only accessible through a secure platform.

Contact:
Hayden Lansdell ~ADM BC Data Service 250 415-0118
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Title: B.C. Progress Indicators

Revised: Date of last revision, February 9, 2023

Key Messages:

e We need to do more to understand how British Columbians are
doing by establishing effective measures of progress in all areas
of well-being.

e GDP or measuring economic progress alone does not paint a
true picture of how people in British Columbia are doing.

e The pandemic showed us that people and communities
throughout the province feel changes in the economy
differently and we need to be able to understand those
differences.

e Government's approach ensures we are properly measuring
how British Columbians are doing.

e Today, BC Stats provides government with a more holistic view
of progress - how life has changed for people in British
Columbia on a variety of fronts.

o This is the role of a statistics organization, and one that is
critical for us to better understand the impacts of the
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Questions and Answers:

1) Why are you not putting in place the genuine progress
indicators that were required under the 2017 Confidence and
Supply Agreement between the BC Green Caucus and the BC
New Democrat Caucus?

e In 2019, my ministry began work to develop progress
indicators for British Columbia covering a range of topics.

e We spoke with several experts and reviewed best practices
from other jurisdictions - what we heard repeatedly is that this
work can't be rushed.

e While this work was put on hold during the pandemic, my
ministry, and specifically BC Stats, continues to ensure that
government has access to the data and analysis it needs to
make informed decisions.

Contact:
Kathleen Assaf Executive Director, BC Data Service 250-208-1979
BC Stats
This material will be proactively released Page 2 of 2
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Title: Including Indigenous Languages in Government Systems
and Services

Revised: Date of last revision, January 27, 2023

Key Messages:

e Action 3.15 of the Declaration Act Action Plan commits
government to adopt an inclusive font that enables use of
Indigenous languages across government systems and
services like driver’s licences and birth certificates.

e Denying Indigenous People an Indigenous name is part of
Canada’s colonial legacy. Indigenous Peoples still live with
that legacy today, unable to use Indigenous names on official
government records, such as birth certificates, driver’s
licenses, or business licenses.

e Fixing this issue is a vital step towards reconciliation, and
government is committed to taking action.

e There are significant technical, policy and legislative changes
needed, along with co-ordination of changes as many
systems have interdependencies. The scale of this change is
significant and will span multiple years.

e Since official records are interconnected, this is no small task.
If we accommodate an Indigenous name in one system but
not the others, we risk cutting individuals off from crucial
services. We must proceed carefully to ensure
interdependencies are accounted for.
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e Priority areas for initial scoping include birth certificates,
business registries and geographic place names. We need to
understand risks and options, both short and longer term, to
put forward possible solutions to Indigenous Peoples to
make decisions together.

e There s a risk that implementing changes without
engagement with Indigenous Peoples, or in a way that
doesn’t meet expectations, could cause harm (e.g., a person
receiving a birth certificate with their Indigenous name but
then not being able to use that identification to access other
critical services such as passports, school registration, or
health care).

Questions and Answers:

1) The Province already has an inclusive font. Why can’t you
include Indigenous languages in government records and
systems today?

e Changing or downloading a font that can recognize the
characters used for different Indigenous languages is one
small step in the process. The more complex changes involve
government services that rely on each other, and the
underlying records and data systems are interconnected.

2) How long will this take?

e This is a complex project and will require cross-government
co-ordination and ongoing engagement with Indigenous
Peoples. A plan is required to ensure any changes to
government systems minimize harm and do not disrupt access
to critical dependent services.
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e There are significant technical, policy and legislative changes
needed, along with co-ordination of changes as many systems
have interdependencies. The scale of this change is significant
and will span multiple years.

Contact: ADM, ED, or Director

Eowynn A/Executive BC Data Service, Data 778 698-5070
Bosomworth Director Systems and Services
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Title: Provincial Data Plan

Revised: Date of last revision, January 23, 2023

Key Messages:

e The Provincial Data Plan is the first cross-government
provincial data strategy that identifies data initiatives to
support reconciliation, advance equity, enable evidence-
based decision making, deliver the modern services
government and citizens need, and strengthen our data
competency and governance.

e Reliable, timely, quality data is needed to understand and
identify real workable solutions to big issues in B.C., like
homelessness, systemic violence against women and girls,
the impact of climate change and reconciliation.

e Government collects a lot of data in its interactions with
citizens and through service delivery. The challenge is not the
quantity of data, but how we use that data and make the
most of it to help people.

e Right now, government collects data in a way that fails to
represent B.C.’s population. For example, we collect gender
data as male/female, and often confuse gender with sex - we
are implementing a new gender and sex data standard that
recognizes gender diversity.

o Better data-sharing practices help us understand what,
when, and how to provide services to people in need.
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Questions and Answers:

1) How are you working with Indigenous Peoples on data?

e Under BC's Declaration Act commitments, we are working to
support the establishment of First Nations governed and
mandated regional data governance centre, support data
sovereignty, and enable new data management
arrangements.

e In addition, we are consulting and collaborating with
Indigenous governments on data initiatives under the Anti-
Racism Data Act and prioritizing data actions they identify as
most important.

¢ In addition to ongoing partnerships with Indigenous
leadership organizations, since Fall 2022 we began holding
monthly virtual discussion circles with Indigenous governing
entities.

2) Are we going to allow the private sector to access sensitive
data?

e No; Citizens’ Services delivers programs internally to
government and academics that support analysis on de-
identified data; it does not permit access by the private sector.

o C(Citizens' Services provides government’s open data and
licensed data through the B.C Data Catalogue where the
private sector can access non-sensitive government data (e.g.,
natural resources, statistics on government programs).

3) How is the plan addressing the issue of data sharing across
ministries while still respecting privacy?

This material will be proactively released Page 2 of 3

Page 171 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Privacy considerations are always critical when sharing data.
The Five Safes model for privacy will continue to guide how
integrated de-identified data is used. Cultural safety practices
will be developed, guided by the recommendations in the BC
Human Right's Commissioner's Summary of recommendations
to prevent harm to communities and using processes for
consultation and cooperation with Indigenous Governing
Entities and the Anti-Racism Data Committee as set out in the
Anti-Racism Data Act (ARDA).

e The data plan includes data governance, policy, and
technology initiatives to overcome barriers that currently exist
for managing and sharing data and will be guided by
directives developed under ARDA, and government privacy
and security policies.

Contact:
Eowynn A/Executive Director BC Data Service 778 698-5070

Bosomworth
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Title: Alpha Launch of gov.bc.ca

Revised: Date of last revision, February 7, 2023

Key Messages:

¢ My mandate letter sets out an expectation that we work with
the public to “modernize government services” and
“prioritize user experience.”

e That's exactly what we’re doing with alpha.gov.bc.ca, a public
test version of government’s flagship website, gov.bc.ca.

e The Alpha website offers a new look and feel, making
government's online information and services easier to find,
understand and access for people in B.C.

e As part of this test phase, we are listening to people about
how we can further improve the design. So far, this has
meant analyzing nearly 2,100 responses gathered to date
from in-person research and an online survey as well as web
analytics data.

e We expect to continue testing and iterating the Alpha design
for about six months and switching gov.bc.ca to the new look
and feel in the Fall of 2023.

e Improving the look and feel of the site is just the beginning.
Over the next few years, government will continue working
to improve the website’s content functionality and user
experience.
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Questions and Answers:

1. Who is doing this work?

e The work is being done by internal staff who support the
existing platform.

e The user testing phase will also help us establish a new
baseline as we add more multi-language content. An internal
staff team is working on this user testing phase as well.

2. What is happening to the B.C. government’s main website?

e My ministry is working on updating the B.C. government’s
website’s look and feel, making information easier to find.

e Since gov.bc.ca was first launched around 1996, it has kept
pace with the ongoing evolution of people’s needs and
expectations for accessing information online.

e The new design is more streamlined, has a simpler layout and
is optimized for mobile devices.

e While the content has remained mainly the same, you will
continue to see plain language improvements over time. It's
the look and feel that has changed already.

e The redesigned site has been live since October 2022 and will
undergo another six months of user-testing. The Alpha site
runs in parallel to the current gov.bc.ca site, allowing users to
toggle between the two.
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3. Why another six months? That seems like a long time to user-
test a new design.

e My mandate letter expects that we prioritize user experience
and hearing from users directly is the best way to do that.

e British Columbians have many different perspectives and
expectations when it comes to accessing government'’s online
information. As technology becomes more ubiquitous along
with government’s investments in improving high-speed
internet access for British Columbians, more and more people
depend on government's online information in their daily lives.

e Another six months of user testing allows us to gather enough
feedback to ensure we get this right.

e The test cycle includes both public and internal government
ministry inputs through a feedback survey as well as public
interviews through a tour of Service BC offices in Terrace,
Kelowna, Nelson, Victoria and Maple Ridge.

4. Why are you making these changes?

e It'simportant that government’s online information be as
accessible as possible - and that information is easy to find,
read, understand and act upon.

e This was underscored during the COVID-19 pandemic which
showed that having clear, timely and relevant online
information helped people take action to keep themselves
healthy and safe.
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o Italso reduced the volume of calls to overloaded call centres
and eased the burden on frontline staff serving the public.

5. What's wrong with the current gov.bc.ca site?

e Our research suggests that users find the current website to
be cluttered, overloaded with information, and repetitive -
sometimes offering multiple ways to find the same
information.

e Also, even though mobile device users now make up nearly
half of all users of gov.bc.ca, the current experience is not
optimized for mobile.

e The update to the website's look and feel will address some of
these issues.

6. How long will it take for the new website to be fully
implemented?

e The website’s new look and feel should be ready around Fall
2023.

e Beyond that, any changes to content and functionality will be
part of a new cycle of continuous improvement.

7. Will the new website be available in Indigenous languages?

e Government has introduced a font, BC Sans, for government
websites that better supports Indigenous languages.
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e It has been deployed to all BC Public Service workstations and
is being used increasingly across government’s websites,
including both gov.bc.ca and alpha.gov.bc.ca.

8. What about other languages?

e Using BC Sans, both gov.bc.ca and alpha.gov.bc.ca support
virtually all modern languages including those that read right-
to-left such as Arabic and Farsi.

e For example, Covid-19 information is available in 14 languages
in addition to English at gov.bc.ca/covid.

9. What are you doing to improve the site’s accessibility
features?

e The B.C. government continues to grow its Accessibility
Community of Practice, which provides information to
ministries on how to make their pages more accessible.

e The Alpha site was designed with accessibility in mind, to be
compliant with international (WCAG 2.1 AA) standards. It was
also designed to be mobile first to improve accessibility on any
device.

Contact:

. . . G t Financial
Jeff Groot ADM  Government Digital Experience Division o oroe
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Title: Supporting Government Priorities: CleanBC Web Presence

Revised: Date of last revision, February 3, 2023

Key Messages:

e Clear and easily accessible public information is fundamental to
supporting citizens in lowering their own carbon footprint
through rebates and incentives, and conveying the Province's
plan to lower climate-changing emissions by 2030.

e The CleanBC Digital Experience team, part of the Government
Digital Experience Division (GDX), was created to support partner
ministries and deliver a cohesive digital experience between the
multiple websites containing CleanBC information.

e In 2022, several websites that provide information about CleanBC
programs, rebates and strategies were re-designed, tested with
the public and launched to provide a better user experience for
British Columbians.

e In 2022, there were 1.9 million page views across
BetterHomesBC.ca, BetterBuildingsBC.ca, CleanBC.ca, and
GoElectricBC.ca.

Questions and Answers:

1) What is the purpose of the work being done to support the
CleanBC digital experience?
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e CleanBC is a cross-government initiative, and one that requires
coordination across digital products and program
communications.

e Prior to the team’s creation, websites under the CleanBC
umbrella had been built and managed by separate program
areas in various ministries, including the ministries of
Environment and Climate Change Strategy; Energy, Mines and
Low Carbon Innovation; and Finance.

e This work has delivered a cohesive digital experience and
linkages between the CleanBC, Better Homes and Go Electric
websites to help make sure that British Columbians can more
easily access the information they need about CleanBC
programs, rebates, and strategies.

e Each of the sites will be regularly updated, informed by user
research and testing, and continually improved to meet
desired outcomes for participating program partners and the
public.

2) What kind of information are you providing on the websites?

e The available information includes:

o Climate change information, including the drivers and
impacts of climate change in British Columbia.

o GoElectric program information, including rebates for
electric vehicles for individuals and businesses as well as
charging station rebates.
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o Better Homes program information, including rebates

for energy efficient home retrofits such as heat pumps.

3) How do you ensure the information is easily accessible and
understandable?

e My ministry’s role in this work is to help ensure people can find
and understand the information and services they need. The
key strategies to manage this work include:

O
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Applying web standards, like plain language writing, to
make sure people can easily find, understand and access
information and supports.

Establishing a high-performing centralized web team
that works with multiple ministry program areas and
Government Communications and Public Engagement
staff to meet the established standards.

Continuous research and public testing of information
and services to understand people’s needs and
challenges as they try to navigate government web
presences. These findings are used to make
improvements to web content. For example, five
different rounds of user research and findings have been
used by the GDX web team to improve content and
develop the architecture to ensure users are able to
access and find relevant information.

Ongoing collaboration to ensure alignment with multiple
ministries involved in communicating about CleanBC
programs, including the Ministries of Energy, Mines and
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Low Carbon Innovation; Environment and Climate
Change Strategy; Finance; and Jobs, Economic
Development and Innovation.

4) When did the work begin and what are the timelines for the
work?

e The work started in September 2021 with extensive user
research and jurisdictional scans of other related web
properties.

e By November 2022, each of the three websites within the
scope of the CleanBC had been re-launched after thorough
user testing, re-design and considering additional
information.

e Going forward, the work continues to both maintain and
improve each of the sites as new strategies are launched
and new functionalities to improve user journeys are
explored.

5) Was there any marketing or advertising associated with
CleanBC?

e A paid media information campaign to expand public
awareness of government’s CleanBC climate plan and
demonstrate how the government is taking action on climate
change and making cleaner energy choices more affordable,
ran from September through November 2022.

e Asimilar CleanBC Better Homes campaign to increase
awareness of the Clean BC program, educate homeowners on
the benefits of heat pumps, and the rebates available to them,
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began in January 2023 and will run through mid-February
2023.

e These campaigns were led by Government Communications
and Public Engagement and I would defer to my colleague
responsible for further detail about them.

6) What is the budget for this work and how is it funded?

» The CleanBC Digital experience is funded through two MOUs,
with the ministries of Environment and Climate Change
Strategy, and Energy, Mines and Low Carbon Innovation, with
a total value of $805,000 for 2022-2023.

« GDX's contribution was received from Treasury Board for
$250,000 per year for three years for integrated web work.

Contact:
: - G t Financial
Jeff Groot Assistant Deputy ~ Government Digital ~ ZeVeTem Financia
Minister Experience Division
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Title: Multi-language Program

Revised: Date of last revision, February 24, 2023

Key Messages:

e« My mandate from the Premier is to help ensure services are
delivered efficiently, effectively, and in a way that maximizes
benefits for British Columbians.

e Among other things, this means supporting ministries to
provide information and services to people in the languages
they expect to receive them.

o For example, as the pandemic moved out of its first year,
government began significantly increasing our translation
efforts led by my ministry’s Government Digital Experience
division and Government Communications and Public
Engagement.

e In preparation for the initial vaccine roll-out, government
began translating all COVID-19 information and vaccination
information into 12 languages in addition to English: Arabic,
Farsi, French, Hindi, Japanese, Korean, Punjabi, Simplified
Chinese, Spanish, Tagalog, and Traditional Chinese. Russian
and Ukrainian translations were added in the last year.

e Beyond simply translating web content, we tested its
effectiveness with people in B.C. who spoke languages other
than English and we used what they told us to make
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improvements to Government'’s website and translation
process.

e For example, research showed that people trusted translated
information online more when it mirrored to the exact
design and layout of English information. As well people
reported they could not find the translated content when
buried at the bottom of the page. In both cases changes were
made as a result.

e We are now in the process of expanding the Multi-language
Program in order to better serve and inform more and more
people in British Columbia. Specifically, over the next 18
months, we'll be working to improve multi-language content
for people newly arriving in B.C.

If asked why the vaccine registration system wasn’t translated:
o It was decided that the vaccine registration system would
not be translated due to the complexity of the system’s
development and the rapid roll out that was required.

Translation statistics:

e COVID-19 and vaccine information has been viewed on
gov.bc.ca 136.6 million times from the start of the pandemic
through the end of 2022. Translated COVID-19 information on
gov.bc.ca has been viewed 3.9 million times.

o The most commonly accessed languages are Hindi, Simplified
Chinese, Traditional Chinese, Korean and Japanese. The large
majority of traffic for Hindi content is coming from India,
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whereas the other languages are primarily viewed
domestically.

e Five languages are translated in-house, and nine languages
are translated by external vendors/companies.

e An Ipsos panel was conducted in June 2021 asking 1,200
people if they used the translated COVID-19 and vaccination
content and how they would rate the quality. Seven percent
of the panel indicated they had used the content and 83% of
those reported that the content was of high quality and
useful.

Questions and Answers:

1) How did you decide on 14 languages?

e Twelve languages were selected based on Statistics Canada
data and research completed by CITZ in 2019.

e The 12 translated languages represent 98% of all Service BC
requests for verbal translation and are among the top
languages for translation support on 8-1-1 (HealthlinkBC).

e Languages were chosen based on population size, as well as
the high needs of specific language communities.

e For example, Traditional and Simplified Chinese readers form
a large percentage of the multi-language community.

e Arabic-speaking refugees were identified as a high-need
population during interviews with community organizations
and settlement agencies.
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e During B.C.'s vaccine rollout, Japanese was also identified as a
priority language considering community needs.

e Russian and Ukrainian were most recently added to support
people arriving from Ukraine.

2) How is the program influencing other government products?

e GCPE now creates social media posts in four additional
languages: French, Punjabi, Simplified Chinese, and Traditional
Chinese for all major topics for release.

e Other communications products like news releases are
increasingly being translated into multiple languages. The
number of translated news releases grew from 516 in 2020 to
2,773in 2021 and 1,924 in 2022.

e There is a growing number of requests from Ministries to
gather feedback from citizens on public engagements in
multiple languages.

e The Multi-language Program also supports numerous non-
COVID translations when capacity allows for critical events and
topics like flooding, paid sick leave, decriminalization, anti-
racism etc.

3) How are responsibilities divided between GCPE and CITZ?

e Responsibility for delivery of multi-language information is

split between GCPE and CITZ.

o CITZis responsible for ensuring that policies and
procedures are written in plain language on gov.bc.ca,
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and that the technology for publishing the information
can support multiple languages.

o GCPE is responsible for managing translations and
coordinating media products like social media posts,
news releases, marketing etc.

e CITZ is supporting the expansion of the multi-language
program to continue to provide COVID communications in 12+
languages, and a second theme - focused on arriving in B.C. -

in four languages (French, Punjabi, Traditional and Simplified
Chinese).

4) If Pressed - How is this work funded and how much does it cost?

e CITZ is working with the Ministry of Finance to ensure
adequate funding is available as this program is established.

Contact: ) .
Government Financial
Jeff Groot ADM Government Digital Experience Information
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Title: Prioritizing User Experience to Build Best-in-Class Digital
Experiences

Revised: Date of last revision, February 7, 2023

Key Messages:

e Delivering inclusive digital, over-the-phone and in-person
services and creating connected service experiences is key to
meeting the needs of people in B.C.

e Government's main website, gov.bc.ca, gets around 200,000
views a day - and that continues to grow. Digital is our
widest reaching, fastest way to connect with people.

o Itis important to match our efforts to provide safe and
affordable connectivity, with our efforts to make our digital
experience accessible and easy to use.

e We use service design, public engagement, user experience
testing, behavioral insights and other human-centered
approaches, with direct input from users to best understand
people’s needs. Examples include:

o We worked with the Ministry of Health to deploy a
virtual chatbot available 24/7, for people to access
information on vaccines and COVID-19.

o We are testing a new design for government’s main web
presence, gov.bc.ca, now that more than 50% of people
access our content with a mobile device. So far, we have
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received over 1,700 survey responses and we continue
to gather in-person feedback throughout B.C.

o We received close to 300,000 inputs from people
throughout B.C. during public engagements in 2021/22,
including almost 24,000 telephone townhall
participants.

Questions and Answers:

1) How does B.C.’s Service Reputation compare to the rest of
Canada?

e British Columbia’s service reputation score is identical to the
jurisdictional average and is lower than the Best in Class.

e Last Citizens First survey was conducted in 2020, which gives
jurisdictions across Canada a comprehensive look at how
people view government services.

e This survey is sponsored by the Institute of Citizen-Centred
Service.

2) Where in B.C. and with whom do we engage, co-design and
test our services?

e We co-design and test with people around B.C., including in
rural and remote regions, the lower mainland, and Vancouver
Island.

e We work with all ministries to help audit, review, and improve
their service delivery processes.
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e We meet with people around the province both virtually and at
places like ServiceBC Centres, local libraries, recreation
centres, and local businesses.

3) How do we make sure our services are inclusive and
accessible?

e We ensure widely accessed services are provided in multiple
languages.

e We support programs to create inclusive and accessible web
content with a plain language writing course, web writing
guides, and the Writing Guide for Indigenous Content.

e We support ministry clients to understand the diverse needs
and lived experiences of the people they serve by engaging
with them through interviews, focus groups, surveys, town
halls, virtual sessions and workshops.

e We perform accessibility audits on government digital services
to make sure there are no digital barriers, and they meet
accessibility standards.

Contact:
Jeff Groot ADM Government Digital ~ Sovernment Financial
Experience Division
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Title: BC Cloud Initiative

Revised: Date of last revision, January 11, 2023

Key Messages:

e Cloud technology represents the next great shift in
supporting government to deliver better services to
people in British Columbia.

e Adopting the cloud allows government to use modern
tools and systems to improve how we deliver the supports
and services British Columbians count on.

e The COVID-19 pandemic resulted in an increase in the use
of cloud services due to the urgent need for online
services.

e Many of the most common tools we use for communicating
with people and for improving and streamlining
government processes have already moved to cloud, or
soon will.

e The province is taking a coordinated approach to cloud,
empowering ministries, and organizations to work
together.

o This will help us explore cloud solutions, when appropriate,
with the necessary due diligence, and always with the needs

of people at the core.
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Questions and Answers:

1) How is the BC government enabling the use of cloud?

e The B.C. government is implementing a service model that
enables ministries to build and launch applications using
cloud services.

e The B.C. government worked with the federal government
to order cloud services that comply with British Columbia’s
legislation and policy.

2) Why is the B.C. government working with the
federal government?

e The B.C. government is using the federal government’s
existing compliance and contract work and learned from
their experience of developing a Cloud Brokerage.

e Joining the federal Cloud Brokerage enabled the province to
benefit from the procurement process and technical, privacy
and security protections provided by the Government of
Canada.

3) What cloud vendors are being used in the B.C. government?

e Ministries access cloud on a case-by-case basis and are
engaging with a variety of cloud vendors.

e The B.C. government is widely using cloud-based
collaboration tools such as Microsoft Teams.

e The B.C. government is also implementing a service model
to enable access to cloud services for hosting applications.
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e The first service order to support this was with Amazon
Web Services (AWS), and further service orders with other
cloud vendors are anticipated to be completed in the
coming months.

4) How is the B.C. government ensuring the security and
privacy protection of information when using cloud?
e Protecting people’s personal information is a top priority.
e The province has rigorous privacy and security

assessment processes and policies to ensure data is
protected.

e This includes the processes to adopt cloud services.
5) When is cloud going to be available for all ministries?

e Ministries can access cloud on a case-by-case basis if their
use is compliant with B.C.’s legislation and policy.

e The province worked with the federal government to order
cloud services for hosting applications using a service
model that complies with British Columbia’s legislation and

policy.

e Through learnings from early adopters, the province aims to
increase corporate access to cloud services in the coming
months.
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6) How do the November 2021 FOIPPA amendments
protect British Columbians’ personal information in
the cloud?

e The amendment to FOIPPA's data residency provisions enable
public bodies to keep pace with new technology and provide
services people expect in a modern age.

e The amendment also brings B.C. in line with other jurisdictions
by removing restrictions that could present barriers to using
some digital tools and technologies.

e To ensure personal information that people entrust to
government continues to be protected, public bodies must
complete an additional assessment when sensitive
personal information is disclosed to be stored outside
Canada.

e The rigorous privacy management in ministries support
keeping the personal information of British Columbians

secure.
Contacts:
Genevieve Lambert  Chief Digital Officer E'ngtgf' ggce’- 250 217-6296
Irene Guglielmi Executive Director P 250 216.7038
Services
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Title: Digital Investment Portfolio

Revised: Date of last revision, February 06, 2023

Key Messages:

e People and businesses expect government to deliver services
digitally.

e Whether it is improving access to primary care or addressing
housing affordability, we use digital channels to deliver many
of our services.

e Each year, government makes significant investments in
information management and information technology
(IM/IT).

e These investments support the services and programs that
British Columbians count on.

e The IM/IT capital budget for government is managed by our
Committee on Digital and Data.

e The Committee on Digital and Data is a committee of Deputy
Ministers, chaired by the Deputy Minister of Citizens’
Services, with representation from across government.

e Digital investments enable government to replace aging
systems with improved technology.

e These systems help ministries deliver the services people
need.
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e The IM/IT capital investment budget is roughly $110 million
per year.

o This budget funds diverse digital solutions to address
government priorities. Examples include:

o The Comprehensive Disclosure Solution, an integrated
solution that addresses the current high cost, delays
and inefficiencies of collecting, managing and disclosing
digital evidence in the criminal justice system.

o The Wildfire Program Modernization and Systems
Consolidation, through the implementation of
applications that support BC Wildfire System business
processes and integrate decision-making across all
emergency management pillars.

o The Internationally Educated Nurse (IEN) project,
creating a recruitment application that will complement

the Health Employers Association of BC process.

Questions and Answers:

1) How does government decide on the right value for the
envelope?

e The size of the envelope is established through an annual
intake process.

e This process identifies demand for IM/IT capital from
across government.
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e Based on this demand, the Deputy Minister's Committee
on Digital and Data provides a recommendation on the
size of the envelope that is then set by Treasury Board.

2) Are all IM/IT investments funded through this
envelope?

e All IM/IT investments under $10 million in a single year
and under $20 million in total require the approval of the
Deputy Minister’'s Committee on Digital and Data.

e Larger IM/IT investments require Treasury Board approval.

3) How has the size of the IM/IT Capital envelope evolved
over time?

e The IM/IT Capital envelope has increased over the years.
The largest recent increase was in 2019/20 when an
additional $20 million per year was approved.

e Thatincrease reflected the growing number of new digital
priorities across government.

e The ministry expects demand for IM/IT capital to remain at
roughly $110 million per year, reflecting the ongoing
importance of digital services across government.

4) What is the status of the 2023/24 IM/IT Capital
envelope?

e As of January 20, 2023, the OCIO has 70 projects
slated for funding.

e Government is working to refine and potentially approve 49
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more projects that were submitted during this year’s project
intake.

5) How are you supporting government’s emerging
priorities with an envelope that is already mostly
allocated?

e The Deputy Minister's Committee on Digital and Data sets
annual investment objectives to invest in projects that
help make B.C. Government services more inclusive,
reliable, easy to use, and responsive to people’s modern
expectations.

e One of the investment categories is specifically to
support ministry priorities and investments that help
ministries transform their services and deliver on
mandate commitments and legislated requirements.
Ministries are able to prioritize their projects to respond
to emerging priorities, such as housing affordability and
primary care.

e The Deputy Ministers’ Committee on Digital and Data closely
monitors approved projects funded through the envelope
and can re-allocate funds that become available to other top
priority projects.

Contact:
Genevieve Lambert  Chief Digital Officer  Digital Office 250 217-6296
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Title: Digital Plan and Government Modernization

Revised: Date of last revision, February 7, 2023

Key Messages:

e Governments across Canada and around the world are
embracing digital tools to better serve citizens.

e In this digital age, people expect government to
provide fast and easy access to information and
services.

e For government, the pandemic, flooding, and wildfires
have reinforced the importance of providing simple,
easy to access and reliable digital services to the
people of British Columbia.

o Adigital government uses modern technology to
provide excellent services to people.

e It also incorporates the culture and practices of today
to deliver services that are deserving of people’s trust.

e The Government of British Columbia is investing indigital
government to improve the services that people counton.
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Questions and Answers:

1) What is the Government of B.C. doing to modernize its
services?

With support and leadership from the Ministry of Citizens'
Services (CITZ), the Government of B.C. is adopting digital
tools and practices to modernize its services.

We are making good progress. For example, we are
increasingly providing further services online and investing
in digital identity.

That said, we are working to continuously improve digital
services.

CITZ has worked with partners across government and the
broader technology ecosystem to develop principles for
digital change.

These principles are now embedded in policy and guide the
work of all public servants involved in improving and
delivering digital services.

CITZ is also developing a new cross-government digital plan,
which outlines measures government will take to modernize
services to better meet peoples’ needs.

The digital plan is the successor to 2019's Digital Framework
and represents our next step forward in service
modernization.
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2) Why is government interested in modernizing its
digital services?

Digital approaches are critical to the success of every
government initiative.

People expect to access services online, as well as in person.

With the Connecting BC program bringing high-speed
internet to over 67,000 households in rural and underserved
areas of BC, government can provide better access to
services to more people through online channels.

Using modern tools and ways of working allows
government to be more responsive, adaptable, and effective
in meeting the needs of the people of British Columbia as
we tackle today’s challenges.

For example, digital tools help ensure child protection
workers have the right information while working in the
field or help mine inspectors upload compliance data from
remote locations.

Similarly, new digital tools allow people to securely
access their own health records online.

They also helped people evacuated during emergency
events get the resources and support they need without
waiting in line at evacuation centres.

New digital tools are also strengthening the work of
public servants. For example, every public servant
now has access to modern digital tools to support
their work, like the Virtual Private Network (which can
support 40,000+ remote workers) and Microsoft 365
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(including Teams).

e There are many benefits associated with investing in
digital government.

e They include improving people’s experiences,
reducing costs, supporting an active technology
ecosystem within the B.C. economy, and managing
the risks that can be associated with major
technology projects.

3) How has digital helped government improve
services?

e Over the past few years, the B.C. Government has
used modern digital approaches to improve many
services for the people of British Columbia.

e For example, when the COVID-19 pandemic hit in
2020, many people could no longer access
counselling and mental health supports. To address
this issue, government partnered with Foundry BC to
launch a new digital service that allows youth to
connect to mental health and substance use services
via mobile phones or computers. Available services
include virtual counselling sessions, drop-in peer
support sessions and informational guides.

e Previously, people who needed to register and
manage their businesses, co-operatives and not-for-
profit societies needed to use manual, paper-based
processes. Today, people in B.C. can register and
manage their organizations using modern, faster,
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and more convenient online services.

e To help people contribute to climate action and make
their homes and vehicles more efficient, government
launched a suite of connected digital services to help
people learn about and connect with all available
programs and supports.

Contact:
J-P Fournier Executive Director OCIO Digital Office 250-896-4702
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Title: Cyber Security

Revised: Date of last revision, February 14, 2023

Key Messages:

e Protection of government data and networks is a top priority
for this government, especially where it concerns British
Columbians’ personal information.

e Governments must take steps to protect themselves from
online attacks no matter the source or the strategy.

o Effective cyber security requires ongoing vigilance and
maintaining up-to-date technology.

o In 2021, we completed a significant modernization project
that improved the protection and reliability of our security
systems, and we continue to invest in improving security
controls.

e In British Columbia, we have the Office of the Chief
Information Officer, which provides government with
strategy and leadership in IT security and 24/7 network
protection.

o Itis important for us to be vigilant, as government records
hold sensitive information, including people’s personal
information.
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o While this ministry works hard to protect this information, all
British Columbians should be just as careful and aware of
cyber threats and protect their online information.

e We continue to work on awareness and training in cyber
security and information protection for all employees.

e By working together, we can help reduce cybercrime
throughout the province.

Questions and Answers:

1) How long has it been since the province experienced a
cyberattack?

e Government has people, processes, and technology in
place to prevent, detect, and respond to cyberattacks.

e Government prevents 496 million unauthorized access
attempts per day.

e Government continues to invest and upgrade our
cybersecurity tools to prevent, detect, and respond to
cyber attacks.
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2) Public and private sector bodies are targeted with
increasing scams and cyberattacks. What is government
doing to prevent cyberattacks?

e Government has a dedicated team of professionals to
combat cyberattacks.

e Each year the government invests and upgrades our.
cybersecurity tools to prevent, detect, and respond to
cyberattacks.

e Government offers training in Security Awareness to staff
and conducts regular security campaigns on the latest trends
and prevention methods.

3) What support is government providing to assist the
public sector and protect British Columbian’s data?

e Government shares significant tools and resources to assist
other organizations and individuals, so they know what to
do to prevent cybercrime.

e Government updated the “Defensible Security”
framework in 2022 to help organizations know what to
do and how to do it.

e In addition, government holds conferences, publishes
information and videos on the government website.

e Over $25 million is spent directly on IT security across

government every year.
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4) We have heard of other organizations in the province
being subject to cybersecurity attacks. Is the Province
at risk?

e Government has a dedicated team of professionals to
combat cyberattacks.

e Each year the government invests and upgrades
our cybersecurity tools to prevent, detect, and
respond to cyberattacks.

e Government has people, processes, and technology in
place to prevent, detect, and respond to cyberattacks.

e Government provides informational resources to public
and private sector organizations throughout the province
and provides access to additional resources for public
sector organizations.

e Government is available for public sector organizations to
call in the event of a breach for assistance and advice.

Contact:

Gary Perkins Executive Director, OCIO, Enterprise 250 387-7590
Information Security  Services
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Title: Supporting Remote Work for the Public Service

Revised: Date of last revision, February 23, 2023

Key Messages:

e Since March 2020, the ministry has been instrumental in
supporting the BC Public Service to work and deliver
services remotely.

e Prior to the pandemic, working remotely had not been
broadly adopted across the BC Public Service. Most
employees worked from a permanent office location.

e Prior to the pandemic, an average work week had fewer
than 4,000 people using VPN, and, anecdotally, fewer
than 1,000 people worked from home daily.

o After the BC Government declared a state of
emergency on March 18, 2020, VPN was expanded to
support secure connections for up to 35,000 employees
daily.

e The Office of the Chief Information Officer (OCIO)
continues to work with ministries to ensure that
employees have the tools they need to safely serve the
citizens of the province.

e Among others, this includes:
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o Ministry of Justice: The virtualization of courts so
citizens have safe access to courts during the
pandemic.

o Ministry of Health: Deployment of the Service BC Card
validation process to manage citizens’ secure access
to COVID-19 test results.

o Ministry of Children and Family Development: The
replacement of old equipment so child protection
workers can work virtually with Kids at risk.

Questions and Answers:

1) How much did government spend on enabling public
servants to work remotely?

¢ Asresult of the upgrade to the Virtual Private Network and
other technology requirements, the province incurred an
estimate of $1.77 million in additional costs to date.

e Existing infrastructure supported the province's ability to
quickly react to the evolving needs of an expanded remote
workforce.

e The province has, however, seen similar cost savings in
2022, due to employees working remotely and a significant
decrease in printing.

2) How is government ensuring that public servants are
accessing information securely while working remotely?

¢ The protection of government data and networks is a top
priority for this government, especially where it concerns
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British Columbians’ personal information.

e Government has a dedicated team of professionals to
combat cyber-attacks and additional staff in ministries.

e Government employees receive mandatory training on their
responsibilities to protect government information and have
access to secure remote access tools.

e Government has implemented additional technical controls
around strong multi-factor authentication practices and
enhanced email protection, to further increase security and
protect information.

3) What is this government doing to ensure public servants
can work remotely during the pandemic?

e Systems have the capacity to handle thousands of remote
workers at any given time.

e In May 2020, this service reached its peak of 24,000
connections in one week by employees.

e Employees use communication programs such as Microsoft
Teams, Skype, and teleconferencing for meetings.

e Government offices are being upgraded with video-
conferencing equipment so employees can better
collaborate with those working in the office and remotely.

Contact:
Natalie Branch  ED, Service Management Branch OCIO-ES 250 818-5763
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Title: Overview of New Deal Management Office

Revised: Date of last revision, January 3, 2023

Key Messages:

o In December 2021 CITZ established the Deal Management
Office (DLM) to lead procurement and end-of-term activities
for four high-value IT contracts.

e Under the direction of an Executive Lead, the DLM is
supported by a dedicated team that undertakes procurement
and contract renewal projects.

The goal of the DLM is to establish contracts that provide
value for government and modernize services.

e The office maintains a strong relationship with the OCIO’s
Enterprise Services (ES) Division, whose services to public
servants are directly impacted by the deals being procured
and negotiated.

Questions and Answers:

1) What are the four high-value IT contracts?

e Data Centre and Managed Hosting Services - approximately
$78 million per year

o Secure facilities and hosting services for the
infrastructure that supports government’s 1600+
business applications.
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e Managed Print Services - approximately $5 million per year

o Multi-function devices that support core government
offices and front-counter services.

e Service Desk Services - approximately $10 million per year

o A centralized single point of contact for all IT services
delivered by the OCIO'’s ES Division.

e Managed Workplace Technology Services - approximately $20
million per year

o A full suite of device management and support services,
from user account administration and software
management to field services and laptop
deployment/decommissioning.

2) What has the DLM accomplished so far?

e In November 2022, the DLM successfully completed the
negotiations for a five-year contract renewal, from 2024 to
2029, with ESIT Advanced Solutions for Data Centre and
Managed Hosting Services.

e Through a Negotiated Request for Proposal (NRFP) process,
Lead Proponents have been identified for Service Desk
Services and Managed Workplace Technology Services and
contract negotiations are underway.

3) What will be accomplished in 2023/24?
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e Procurement for Managed Print Services will be undertaken,
and a new contract will be negotiated and in place by the end
of the fiscal year.

e Contract negotiations for Service Desk Services and Managed
Workplace Technology Service will conclude and new contracts
will be in place by the end of the fiscal year.

Contact:
Stuart Restall Executive Lead Deal Management joyermment Financia
Office
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Title: Facts and Figures (Procurement)

Revised: Date of last revision, February 15, 2023

BC Bid

e The number of suppliers who are registered with BC Bid provides a
measure for the breadth of small, medium, and large suppliers who do
business with government in communities across British Columbia.

Fiscal Forecast or |Actual
Target
2019/20 | 4,800 6,816
2020/21 | 5,575 6,890
2021/22 |5,800 6,108*
2022/23 |6,000 5,832 as of Jan 30, 2023**. This is a count of

supplier users in the system. There are 4,574

active supplier companies registered in BC Bid.
2023/24 | 6,200 -
2024/24 | 6,400 -

* Note: There is a strong correlation between unique supplier subscriptions and the number

of opportunities that are posted to BC Bid annually. Since 2020/21 there has been a 22%
reduction in the number of opportunities. This is likely related to COVID-19.

**Note: The above numbers are for a portion of the current fiscal (missing two months of
data). The methodology for managing registrations and users in the new system is different
from the Legacy system and allows us to know the number of organizations and the
number of users in each organizational account.
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¢ Additional data points to be considered for BC Bid are:

Fiscal Number of Number of Number of Broader Public
Opportunities |Opportunities Posted | Sector Organizations that
Posted in BC Bid in BC Bid by the posted opportunities in
by Ministries [Broader Public Sector BC Bid
16/17 2,080 6,757 384
17/18 2,424 7,385 397
18/19 2,698 7,428 394
19/20 2,542 7,524 385
20/21 2,628 6,813 388
21/22 2,487 7,672 404
22/23* 1,654 5,187 395
*Note: The above numbers are for a portion of the current fiscal (missing two months of

data).

Discovery Days
e 18 Discovery Day Sessions have been held since January 2019.

e 305 vendors have registered to participate in Discovery Day sessions,
with 511 registrants in total.

e 29 Requests for Information (RFI) have been posted through this
program and 18 have moved to procurement.
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Sprint With Us and Code With Us

e The program offers companies opportunities to bid on contracts of up to
$2 million. These procurements take as little as 17 days from start to
finish.

e Issued more than 170 contracts to dozens of small- to medium-sized tech
companies through the Sprint With Us and Code With Us programs.

e 33 contracts valued at $17.6 million have been issued through Sprint With
Us.

e 141 contracts valued at $4.0 million have been issued through Code with
Us.

e The total amount offered through both is $21.6 million.

e The programs reduce the cost for businesses submitting a contract
proposal to government from about $15,000-$25,000 to $1,000-$2,000.

Supporting Government’s Response to COVID-19
Health PPE Portal

e As of January 23, 2023, 36,248 orders from 6,014 physicians have gone
through the Health PPE Portal.

Government Laws and Acts
In 2022

e 550 regulations and 242 statutes processed and posted to BC Laws.
e OIC: Posted 698
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e MO's: Posted 405

e Bills: 43 Third Reading Bills processed and passed

o Gazette I: 52 weekly Editions published in Print and Digitally

o Gazette II: 23 editions for the year 2022 published in Print and Digitally
e Proclamations: 218 (219 with 1 replacement)

e Corporate Registries: 52 weekly editions

e Bulletins: 48 editions

e Acts Ministers: 6 Historical Archivals and 1 current collection

Support to Citizens

e In 2022, the Product Distribution Centre supported 10,700 medically
fragile citizens with direct at home care supply of medical devices and
products.

Mail Payment and Document Processing

e Serving 36 programs across four ministries, the volumes processed over
the past calendar year are as follows:
o Keyed 59,112 Returns
o Created 761,733 Images

Processed 177,380 payments totaling $8.4 billion

Processed 609,450 pieces of return mail

Managed 304,406 boxes for off site storage

O O O

Contact: Government Financial
Teri Spaven ADM Procurement and Information
Supply Division
Genevieve Lambert Chief Digital Officer OCIO Digital Office 250-217-6296
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Title: BCBid System

Revised: Date of last revision, February 9, 2023

Key Messages:

¢ As part of our strategy to transform procurement we
created a new BC Bid system.

e BCBid is an online marketplace where public sector
organizations advertise contract opportunities for a wide
range of goods, services, and construction.

¢ Replacing a 25-year-old system has been a large, complex
task that involved many partners and stakeholders.

o It was critical that we got this right.

e We've taken time to test the new system with those who
use it and have adjusted it to meet their needs.

¢ I'm happy to say that the system has been launched.

o With a great deal of work behind us, we have
entered an exciting phase of working in the
production environment

o We have trained government buyers on using the new
tool

o We are hosted information sessions for suppliers and
the broader public sector
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o Buyers and suppliers have been registered and
onboarded, as have users.

e The new BC Bid makes it much easier for people and
businesses to work with government on a variety of
projects.

o A new public portal has improved navigation and
makes it easier to find and keep track of
opportunities.

o Itis also more secure, reliable, and will provide
increased transparency on available opportunities.

e The BC Government spends nearly $7 billion a yearon a
wide range of goods and services, supporting the delivery
of high-quality programs that people count on.

e More people will have the opportunity to share in the
economic benefits from over 420 BC public sector
organizations posting opportunities through BC Bid each
year.

Questions and Answers

1) When did the new BC Bid application go live?

e BC Bid was initially launched on May 30, 2022, followed by a
second release on October 1, 2022.

e BCBid is used by hundreds of publicly funded organizations,
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such as Crown corporations, health authorities and
municipalities.

e We have approximately 9,000 directly impacted users, as well
as a variety of policy and decision-makers throughout
government, broader public sector, and supplier communities.

e We chose to pace the project to ensure that those users would
be ready when the system went live and that all the supports
were in place to make going live a success.

e The old BC Bid system was retired on December 15, 2022 and
all procurements are now done through the new system.

2) What is the value of the contract with CGI?

e The total value of the 5-year contract, awarded to CG], is
$16.3 million.

3) What are some of the benefits with the new BC Bid?

e People are now able to access an open, transparent system and
share in economic benefits from hundreds of public sector
organizations posting opportunities through BC Bid each year.

e The new application improves the user experience for both
buyers and suppliers. At go-live, we had a product that delivers
the key benefits we targeted, including:

o Areliable, modern experience for public, buyers, and
suppliers.

o Updated security.
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o]

New dashboards for suppliers to better manage and
track opportunities.

Improved navigation and search features helping the
public to find opportunities.

Discussion forums for procurement teams and
suppliers to communicate within the application.

Consistency in the way opportunities from government
and broader public sector are posted.

e Although the initial scope of delivery for go-live does not
include all the components identified in the contract, we
made a thoughtful decision to release functions over a
period of time to allow users to gain experience with this
significant change and provide opportunity for feedback and
ongoing improvements.

4) How does the new system support the Service Plan goal of
increasing the number of suppliers registered with BC Bid?

e The new system includes many features that make it easier for
suppliers to do business with government, including:

O

Easier navigation and improved search functionality to find
opportunities that fit their business.

Online, self-serve access to subscribe to and renew
eBidding accounts and opportunity subscriptions.

The ability to submit eBids for certain opportunities, directly
within the system.

This material will be proactively released Page 4 of 5
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o A dashboard to manage contracting opportunities and
communication with government buyers.

e Prior to the go-live, all current registered suppliers received an
invitation and instructions to on-board to the new application.

e As we approached the go-live, we worked to ensure that
vendors, industry, and business associations across B.C. were
aware of the benefits and were encouraged to use the system.

Contact:

Nadeem Javeri A/Executive Director  Procurement and Supply  778-698-7459

This material will be proactively released Page 5 of 5
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Title: Indigenous Procurement Initiative

Revised: Date of last revision, January 27, 2023

Key Messages:

e Together with Indigenous partners, we are working to develop
an approach that will support more Indigenous people in B.C. to
participate in government procurement opportunities.

e In 2019, the ministries of Indigenous Relations and
Reconciliation and Citizens’ Services met with Indigenous
partners, businesses, communities and organizations to:

o Talk about the challenges they face.

o And ask for their insights into how government can
improve access to procurement opportunities.

e The province reviewed and compiled all the information
gathered and publicly released a report on what we heard on
March 6, 2020 along with the BC Procurement Strategy Update
2020.

e The people we engaged with and the report on what we heard
were clear that continued engagement and collaboration
between the Province and Indigenous People should be a
foundation for the work ahead. And so, we committed in that
strategy update to establishing an external advisory
committee.

This material will be proactively released Page 1 of 4
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e After seeking the input and advice of Indigenous partners, we
have now formed that committee.

e The committee and the report on what we heard will inform
and guide our work to co-develop recommended short,
medium, and long-term actions to help the province develop a
coordinated approach to procurement with Indigenous
businesses and to increase Indigenous Peoples’ participation in
government’s procurement opportunities.

o In support of that goal, we have also:

o Created a dedicated project office and hired staff to assist
the committee and this work.

o Rolled out Indigenous cultural competency training and
content to B.C. Government staff who deliver procurement
and contract management.

o Established a streamlined process for ministries to
contract with qualified Indigenous facilitators to help
ensure government’s engagements with Indigenous
Peoples are culturally safe.

Questions and Answers:

1) How many Indigenous businesses does the province currently
contract with?

e There is no comprehensive list of Indigenous businesses in B.C. and

¢ No commonly agreed upon definition of what an Indigenous
business is, although we know, for example, the Ministry of Children
and Family Development is using an interim definition while

This material will be proactively released Page 2 of 4
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consultations takes place to determine a government wide definition
for use in procurement.

e As aresult, itis not currently possible to know how many
Indigenous businesses currently have contracts with the province.

e The province will work with the external advisory committee to
determine if the province should have a definition of “Indigenous
business”, and, if so, what that definition should be, how it should
be used, and how a list of Indigenous businesses could be
gathered and maintained.

2) When will Indigenous businesses start seeing visible changes?

e Itis imperative that Indigenous voices and perspectives are
heard and involved in determining what changes the
province should make and how to make those changes in an
appropriate way.

e The formation of the external advisory committeewas
delayed to allow the Province and Indigenous partners to
respond to and work towards recovering from the impacts of
COVID-19.

e Now that the committee is formed, we are meeting
regularly and will be co-developing an action plan of
recommended short, medium, and long-term actions.

¢ The timeline for when those actions will result in visible
changes will depend on the actions included in the action
plan and the time necessary to appropriately implement
them.

This material will be proactively released Page 3 of 4
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Contact:
Geoff Haines Executive Director Procurement and 250-507-8739
Supply Division

This material will be proactively released Page 4 of 4
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Title: Procurement Strategy

Revised: Date of last revision, February 23, 2023

Key Messages:

e B.C/s first-ever procurement strategy focused on providing best
value, while also creating social, environmental, and economic
benefits for people.

e Work continues to build on initial successes of the strategy to
improve how government purchases goods and services.

e The strategy continues to ensure that all ministries conduct
open, fair, and transparent processes when purchasing goods
and services.

e Each ministry does their own purchasing and determines social
criteria on a case-by-case basis.

e My ministry’s procurement staff had training on how to put
social procurement principles into practice.

e We have rolled out cultural competency training to B.C.
government employees who deliver procurement and contract
management.

e Achieving the goals of the BC Procurement Strategy is even
more important as the province takes steps to create a resilient
economy and a strong recovery after the global COVID-19
pandemic.

e Arefresh of the strateqgy is planned for fiscal 2023/24.

This material will be proactively released Page 1 of 8
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e The refreshed strategy will:

o Evolve from transformation on four specific goals to a focus on
three missions;

o Address the impacts of public sector procurement on three key
groups — suppliers, buyers, and citizens of BC;

o Seek to collaboratively develop a suite of actions to advance
the missions in a measured and thoughtful way.

If asked how new contracts align with the strategy

e Ministries are encouraged to include social, Indigenous,
environmental and economic benefits where they make sense in
their procurement processes for new contracts.

e My ministry is involved in the planning processes for several
large re-procurements and advising how to apply the principles
under the strategy.

e We continue to talk with stakeholders to ensure B.C.'s
procurement approach works for businesses and organizations.

Social Impact Procurement Guidelines (see attachment)

e Government purchasing can have a range of impacts beyond
generating revenue for government suppliers and getting the
province what it needs to provide services for people.

e Social impact purchasing allows government to do more for
people and communities when it spends public dollars.

e Social impact purchasing is about re-evaluating how
government thinks about value for money - that is, basing

This material will be proactively released Page 2 of 8
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purchasing decisions on more than just cost.

e The province's social-impact guidelines provide clarity on how
government ministries can consider social value when
purchasing services with a total value under $75,000.

e For example, up to 10% of the score can be awarded to
proponents that propose social-impact enhancements like skills
training or new job opportunities for people who are
underrepresented in the workforce.

e We are working to provide additional supports to increase
opportunities for social procurement and for staff to implement
social purchasing goals.

Questions and Answers:

1) What is procurement?

e Procurement is the process by which government acquires
goods, services and construction from the vendor
marketplace. It is a critical tool for the delivery of
government services and fulfilling ministry mandate
objectives.

2) How is procurement conducted in the BC Government?

e Canadian public-sector procurement must be fair, open and
transparent. These requirements are created by a legal
framework that includes federal and provincial legislation,
national and international trade agreements, and Canadian
contract law and jurisprudence.

o All procurement opportunities are posted publicly on BC

This material will be proactively released Page 3 of 8
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Bid, the government’s online sourcing platform; vendors
may submit tenders in response to posted procurement
solicitations.

3) What are the goals of the current procurement strategy?

e To realize best value and increased benefit to British
Columbians by using procurement strategically and
promoting innovation.

e To make it easier to do business with government with
simpler, more intuitive processes.

e To create more opportunity for businesses of all sizes,
adapting practices towards supporting, growing and
sustaining a community of suppliers.

e To build greater capacity for procurement in the BC public
service through enhanced training and support for
practitioners.

4) How will the refreshed strategy differ from the current
strategy?

e The refreshed procurement strategy will address the impacts
of public sector procurement on three key groups -
suppliers, buyers, and the people of BC.

e Three new missions, supported by a suite of actions, will
guide this work and are aimed at:

o connecting procurement with government’s strategic
priorities;

This material will be proactively released Page 4 of 8
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o creating a strong and sustainable marketplace; and
o building greater internal capacity for procurement.

5) What progress have you made on the existing strategy so
far?

o After seeking the input and advice of Indigenous partners,
an external advisory committee has now been formed to
make recommendations and advise the Province on the
preparation of an Action Plan to increase Indigenous
Peoples' participation in the Province’s procurement
opportunities.

e Members have extensive background and experience in
promoting Indigenous People’s participation in the economy
and includes members from multiple Indigenous
businesses, sectors, and communities in B.C.

e Discovery Day sessions launched as part of Requests for
Information, to allow companies to gain a better
understanding of government’s needs and perspectives,
resulting in improved bids on future procurements. It also
allows government to become more informed of the
solutions available in the market.

e In May 2022, launched the new, modernized BC Bid
application with upgraded features and functions, including
better search functions, easier navigation, and updated
security.

o Refer to BC Bid Estimates Note for details

e Trained procurement staff in Citizens’ Services on how to put
social impact principles into practice.

This material will be proactively released Page 5 of 8

Page 231 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Rolled out cultural competency training to BC Government
employees who deliver procurement and contract
management.

e The Province's online marketplace platform includes two
programs, Code with Us and Sprint with Us, that have
helped build an ecosystem of innovation and collaboration
between technology entrepreneurs and government. Using
the marketplace, ministries have procured 172 opportunities
valued at $34M.

e Helped the Ministry of Agriculture expand the scope, scale
and reach of the Feed BC program; and,

e Working with Ministry of Children and Family Development
to improve social services procurement processes.

6) You say that the Province spends billions of dollars on goods
and services - what do you buy?

e Eachyear, the province spends billions of dollars on goods
and services.

e Procurement is an integral part of public sector service
delivery, supporting the provision of public services by all
B.C. Government ministries.

e These purchases occur. in every sector, and every ministry,
and range from telecommunications to office products, to
complex IT systems, to goods and services essential for
wildfire and flood relief efforts.

e This does not include capital expenditures such as building
new hospitals or schools.

This material will be proactively released Page 6 of 8
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7) What are the social impact procurement guidelines?

e Purchasing has a range of impacts beyond generating
revenue for government suppliers and getting the province
what it needs to provide services for people.

e Social impact purchasing allows us to do more for people
and communities when we spend public dollars.

e The province’s social-impact guidelines provide clarity on
how government ministries can consider social value when
purchasing services with a total value under $75,000.

e Social impact elements that may be considered, on a case-
by- case basis in a procurement and measured through a
contract, include supplier diversity and workforce
development.

e This means creating opportunities for Indigenous Peoples,
employment equity seeking groups, people with disabilities
and offering apprenticeships, skills training and other
developmental support to employees, contractors or
volunteers, including diverse supplier group

8) The current BC Procurement Strategy talks about using
procurement strategically to improve social and
environmental outcomes. What does this mean and how are
you measuring it?

e This is about making sure the money we are already
spending on the goods, services and IT that government
needs are being spent in ways that meet our business
needs, provide value, but also improves social and
environmental outcomes.

This material will be proactively released Page 7 of 8
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e My ministry developed social and environmental guidelines
to support ministries to embed these concepts into their
procurements.

e Our procurement specialists are trained to put social
procurement principles into practice and we have rolled out
cultural competency training to B.C. government employees
who deliver procurement and contract management.

e [ continue to meet with the vendor community to learn how
we are doing. We are not there yet - there is more we can
do.

Contact:

Geoff Haines Executive Director Procurement and 250-507-8739
Supply Division

This material will be proactively released Page 8 of 8

Page 234 of 620 2023 Estimate Notes



Attachment: Social Impact Procurement Guidance

Social purchasing

Social impact procurement guidance for BC Procurement Resources

This web page contains guidance for Province of BC Ministry purchasers to follow if
considering social impact in points-based solicitations services with a total value under
$75,000. Government purchasers may want to bookmark this page for ongoing reference
as itis subject to change as policy continues to develop in this area.

Purchasers wishing to consider social impact in any purchase of services over $75,000
should contact Legal Services Branch and Procurement Services Branch to obtain advice
regarding incorporating social impact elements into the specific procurement.

The Ministry of Citizens’ Services has developed the information on this webpage in
association with the Ministry of Social Development and Poverty Reduction and the
Ministry of Finance, Procurement Governance Office.

Social Impact Purchasing

Social impact purchasing can mean different things to different purchasers depending on
whether the purchaser, like the Province, has certain trade and policy compliance
obligations, or is a private sector purchaser that is not constrained in the same way.
Likewise, it can mean different things to the vendor community. Some vendors expressly
hold themselves out as social enterprises of various sorts while others may simply
incorporate social impact measures into their operations without adopting a special
designation or structure.

For the purposes of the Province, social impact purchasing, broadly described, is the use
of purchasing power to create social value and support social policy objectives. For the
guidance on this web page, social impact elements that may be considered, on a case-by-
case basis in a procurement and measured through a contract, include supplier diversity
and workforce development:

« Supplier diversity means creating opportunities for diverse suppliers such as
Indigenous peoples and employment equity seeking groups which could include
people with disabilities and other traditionally underrepresented groups.

« Workforce development means offering apprenticeships, skills training and other
developmental support to employees, contractors or volunteers, including diverse,
supplier groups.
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It is intended that, where appropriate, use of social impact purchasing will both reward
vendors for actions that add social value, and encourage vendors to look for new ways to
increase their social value to improve their ability to compete for future procurement
opportunities that may include social impact criteria.

The Connection between Purchasing and Social Policy Objectives

The BC Procurement Strategy was launched in June 2018 and recognizes that government
procurement in BC is based on principles that include value for money, transparency and
accountability. The Strategy provides high-level direction from government on
determining value for money:

Goal 1: To realize best value and increased benefit to British Columbians
by using procurement strategically to improve social and
environmental outcomes.

When including social impact criteria in an appropriate solicitation, in accordance with
these guidelines, an assessment of value for money will include evaluating the vendor’s
willingness or ability to comply with the specific social impact elements that have been
included in the procurement document and that become part of the resulting contract
obligations.

All procurements, whether they include social impact criteria or not, must follow the Core
Policy and Procedures Manual, including Chapter 6, which provides policy direction and
reflects government’s commitments to domestic and international Trade Agreements.
Contact your Ministry and Support Services Procurement Contacts with questions.

When to Use these Guidelines

These pages provide guidance on incorporating social impact criteria into commonly used
point-based solicitations for. purchases under $75,000. Point-based solicitations are
typically used for procurement of services; points are awarded for value attributes:
typically experience, price and approach, and may include, in accordance with these
guidelines, social impact value attributes.

Purchasers wishing to consider social impact in any purchase of services over $75,000
should contact Legal Services Branch and Procurement Services Branch to obtain advice
regarding incorporating social impact elements into the specific procurement.

How to Consider Social Impacts in Procurement

The Province’s standard government wide corporate solicitation templates that originate
contracts include a section that allows for purchasers to describe the requirements and
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desirable attributes that points may be awarded for in the evaluation process. Please note
that:

« Social impact criteria are properly applied as desirable, and not mandatory criteria.
« Itis recommended that no more than 5% of the total points be awarded to social
impact, to ensure that quality and price remain the most important criteria.

Some or all of the following criteria can be included in the appropriate section.

[copy and paste the following example criteria into procurement document, as appropriate to
the specifics of the procurement]

For the purposes of this procurement the following terminology applies:

« Supplier diversity means creating opportunities for diverse suppliers such as
Indigenous peoples and employment equity seeking groups which could include
people with disabilities and other traditionally underrepresented groups.

« Workforce development means offering apprenticeships, skills training and other
developmental support to employees, contractors or volunteers, including diverse
supplier groups.

To realize best value and increased benefits to British Columbians through this
procurement, the Province will award points [not to exceed 5 %] to vendors that
demonstrate that they have met or, if applicable, exceeded the social impact criteria to be
evaluated as set out in the specific procurement. This could include any or all, of the
following:

« The vendor can demonstrate a commitment to supplier diversity and workforce
development as described above (identify vendor practices and procedures that
support this criteria); or

« The vendor offers job skills training or employment opportunities in support of
supplier diversity (identify types of training and/or opportunities, groups
represented, current and planned activities); or

« The vendor purchases goods or services (such as janitorial services, catering, office
supplies, etc.) from vendors that support supplier diversity and workforce
development (identify types of goods or services purchased, and how the vendor's
supply chain supports supplier diversity and workforce development).

Instructions to Proponent/Respondent:

With respect to each of the bulleted points above, describe how the
Proponent/Respondent meets or exceeds the criteria.

Monitor and Measure
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Evaluators should keep detailed records of all evaluation scoring, including social impact
criteria, and be prepared to provide explanations for their rationale should they be
required to conduct a debriefing. Records should be filed in the procurement file with all
other documents.

Performance monitoring of all contracts is required by CPPM 6, Policy 52, 53 and 54.
Monitoring social impact purchasing obligations is important to ensure that in addition to
the satisfaction of deliverables generally, the social impact deliverables are also being
met. It is recommended that, in addition to information provided in proposals, contractors
provide a final report listing specific social impacts realized through the term of the
contract.
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Title: Impact Procurement

Revised: Date of last revision, January 26, 2023

Key Messages:

e All government purchases have the potential for social,
Indigenous, environmental, or economic impact.

e The BC Impact Procurement (BCIP) project is a multi-year
pilot project started in 2022 that will test a broadened scope
of government’s social impact purchasing guidelines.

e The pilot project is intended to help inform the policies,
standards, and guidance necessary to use purchasing power
to improve social, Indigenous, social, environmental, and
economic outcomes for British Columbians.

e By leveraging procurement to realize the best value for
taxpayers, we're working to support a resilient vendor
marketplace in BC and increase business opportunities to
benefit individuals, families, and communities across the
province.

Questions and Answers:

1) What is impact procurement?

e Impact Procurement, also called “value-added” or “social
impact” procurement, refers to prioritizing social, Indigenous,
environmental and economics values in purchasing activities.

This material will be proactively released Page 10of 3
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e By adding specific criteria to purchasing activities we can work
towards realizing best value and increasing benefit to British
Columbians by using procurement strategically to improve
social and environmental outcomes and promote innovation.

2) How is impact procurement different from the social impact
purchasing guidelines?

e This pilot project aims to broaden the scope of the current
social impact purchasing guidelines to include purchases of all
sizes and complexities.

e Current guidelines provide advice for adding social impact in
points-based solicitations services with a total value under
$75,000.

e The pilot provides support and advice to government buyers
who want to incorporate impact criteria into their
procurements of any value or level of complexity.

3) What progress have you made on impact procurement?
e My ministry is in the initial stages of this two-year pilot
program.

e Data collected through the pilots will contribute to the
development of procurement tools, refinement of specific
impact criteria, an improved understanding of the down-
stream effects of impact procurements, and reporting.

This material will be proactively released Page 2 of 3
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4) Why are you doing this? Won't it impact government'’s ability
to measure purchases based on price?

¢ Embedding government'’s values of anti-racism, equity, climate
accountability, and meaningful reconciliation into the ways we
do business is an important step toward a more sustainable
and inclusive economy that will help build resilience and foster
innovation.

e Impact Procurement is about additional value, not a
replacement or diminishing of the measurements of quality
and price.

¢ When we spend strategically, government dollars can be
leveraged to build a better British Columbia for everyone.

Contact:
Geoff Haines Executive Director Procurement and 250-507-8739
Supply
This material will be proactively released Page 3 of 3
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Title: Supply Services Overview

Revised: Date of last revision, February 3, 2023

Key Messages:

e Supply Services provides full-service inventory
management and product distribution to and on behalf
of ministries, Crown corporations and other government-
funded organizations.

Supply Services consists of five cost-recovery business lines:
o The King's Printer
o BC Mail Plus
o Distribution Centre Victoria
o Asset Investment Recovery
o Product Distribution Centre
e These business lines serve the Provincial
Government, the broader public sector, and the
public.

e Services include supply chain/logistics, mail,
scanning, office products, branded items, printing,
digital publishing, and surplus asset disposal.

e Products and services are provided while maintaining

government standards for procurement, privacy, and
security.

This material will be proactively released Page 10f 3
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e Supply Services is seen as a trusted partner by
ministries and other government sectors.

Questions and Answers:

1) Did Supply Services have to shut down any services due to
the pandemic?

e Approximately 75% of the staff in Supply Services
continued to come to work at their normal location
ensuring that the services they provide their customers
continued without interruption.

e The only change in service was to close the Cash and Carry
sales at Asset Investment Recovery operations due to
pandemic restrictions. Two of our three locations have re-
opened their Cash and Carry in 2022 and the third will re-
open in 2023.

2) Why don't you let the private sector do the work Supply
Services does?

e QOver the years, all the lines of business within Supply
Services have gone under review to ensure they provide
best overall value to government.

e Asthese lines of business are fully cost recoverable,
they are motivated to be innovative and provide best
value, often in partnership with the private sector.

This material will be proactively released Page 2 of 3
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e Asimple example would be how the King's Printer
uses its print and publishing expertise to coordinate
the purchase of printing on behalf of government
from the private sector.

3) What is Supply Services budget and how many staff
does it have?

e Supply Services is a full cost-recovery operation except for
a budget allocation ($702,000) to cover the publication of
legislative material on the BC Laws website.

e Operating on a cost-recovery basis, Supply Services had
total recoveries of $131.1 million (fiscal 2021/22) and a
staff count of 320 employees.

Contact:
Dawson Brenner ED, Supply Procurement & 250-217-3396
SerV]_Ce_S. Supply Division
This material will be proactively released Page 3 of 3
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Title: Workplace Support Services Contract

Revised: Date of last revision, February 10, 2023

Key Messages:

e OnJune 17, 2020, we issued a Notice of Intent (NOI) to
extend our current Workplace Technology Services
agreement with IBM until September 30, 2022, with the
option of two six-month extensions (September 30, 2023).
These extensions have been exercised.

e These extensions ensure there are no disruptions in
services for British Columbians.

e The Ministry issued two Requests for Qualification (RFQ)
on April 30, 2021.

e Vendors who successfully qualified through the RFQ
process were invited to participate in a Negotiated
Request for Proposal (NRFP) on January 7, 2022.

o The current contract has been separated into two
procurements:

o Service Desk services (SDS); and
o Managed Workplace Technology Services (MWTS).

This material will be proactively released Page 1 0of 5
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Alignment with BC’s Procurement Strategy

e Our approach to procurement, including the division
of the current contract into two bundles, aims to
attract companies of all sizes to work with
government.

e This approach will also help us better respond to the
everyday Information Technology (IT) needs of the
Public Service, providing them the services they need to
assist the citizens of B.C.

e We're focused on providing the best value, while also
creating inclusive, social, environmental, and economic
benefits for people and communities.

e We will also vet and award government IT contracts in a
way that achieves value for investment, increases
innovation, and improves competition.

Questions and Answers:

1) Why did the province split this procurement
into two procurements?

e Dividing the contract into two bundles promotes many
benefits, including:

o providing an opportunity for vendors who
specialize in the particular bundles to compete.

This material will be proactively released Page 2 of 5
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o increasing competition (could attract businesses of all
sizes) in terms of price, delivery models and
approaches.

e Service providers may participate in one or both
opportunities.

2) When will the new contracts be in place?

e Qualified vendors are currently negotiating contracts with
the Province with contract finalization planned before the
expiration of the current contract Sept 30, 2023.

e Managed Workplace Technology Services contract
finalization is scheduled for May 2023.

e The Lead Proponent for Service Desk services withdrew
on February 9, 2023, in the final stage of negotiations.

e Service Desk services will begin negotiations with the
Proponent in waiting late February 2023.

3) What is the impact to Information Systems
Management Corporation (ISM) employee
workforce?

e All participating respondents have been provided the
BCGEU schedule as well Memorandum of Understanding
5.

e Proponents are negotiating and connecting with BCGEU
regarding their proposed staffing plans.

e Throughout the process of the NRFP drafting, the BC
Public Service Agency and BCGEU have been and will be

This material will be proactively released Page 3 of 5
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kept informed.

o The Ministry of Citizens Services’ and the current
contract provider are very much aware of their
obligations to the BCGEU members and are
ensuring that all agreements are adhered to.

o Due to being in an active procurement for these
services, we are unable to comment further.

e The BC Public Service Agency is engaging the BCGEU
regarding these procurements and will apply policies
outlined in the collective agreement.

4) Who is the current provider of Workplace Support
Services?

e The current service provider is Kyndryl Canada Ltd.
(formerly IBM Canada Ltd). In 2021 IBM Canada Ltd.
restructured their organization and novated their contract
to Kyndryl Canada on November 4, 2021, without
disruption to services.

e Thecontract started December 2004 and was set to expire
on September 30, 2022; however, two extensions have
been exercised to accommodate procurement timelines
and the contract is now set to end in September 2023.

5) What is the current value of the contract?

e The cost of the current contract is estimated at $40 million
annually.

e The total value of the contract from 2004 to March 31,
2022, is $791 million.
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e Kyndryl uses a subsidiary workforce, Information Systems
Management (ISM), with partners such as Microserve and
Tecnet. In total, there are 44 B.C. companies engaged in
providing the services.

6) Is the cost of Hardware also included in the future
MWTS contract?

e In the future Managed Workplace Technology Service’s
contract hardware may be purchased from the service
provider.

e Being able to purchase hardware through this future
contract provides the flexibility required to meet
government’s business and financial needs.

Contact: .
. Lo Government Financial
Brad Boquist ED, Negotiations Deal Management Information

SDS Procurement  offjce

Kirsten McCaig ED, Negotiations Deal Management 250 415-5165
MWTS Office
Procurement
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Title: Facts and Figures (FOI)

Revised: Date of last revision, February 8, 2023

Access to Information

FOI Volumes

e In atypical year, the province receives approximately 10,000 - 12,000
Freedom of Information (FOI) requests.

o Definition of “general request”: A request that is for general government
information such as briefing notes, have continued to be the highest level
of request types being received by government.

o Definition of “personal request”: A request related to an individual's own
personal information. Personal requests include information such as
child in care records, income assistance records.

Number of FOI Request Received
Fiscal General Personal Total
Requests Requests
2016/17 4,905 4,405 9,310
2017/18 5,501 4,970 10,471
2018/19 7,622 4,633 12,255
2019/20 8,147 4,908 13,055
2020/21 6,467 3,798 10,265
2021/22 5,253 4,055 9,308

e B.C. has an active and informed stakeholder community that makes more
requests per capita than in the three western Canadian provinces (AB, SK,

MB) combined.
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Service Plan: Provide greater public accountability by improving access to
government information, while ensuring the protection of privacy

e Objective to enhance public access to government records.

e Measured through the percentage of on-time responses to Freedom of
Information (FOI) requests.

o Definition of “on time": A request is considered on time if the applicant
receives a response within the legislated time limit for responding. All
requests must be responded to within 30 days unless a time extension is
permitted. For more information, see Freedom of Information and
Protection of Privacy Act s.7 and s.10.

e Timeliness was significantly impacted by government’s ongoing
commitment to respond to overdue requests. Because a request is not
calculated into the timeliness measure until the request is closed, a focus
on closing overdue requests will negatively affect the timeliness
reporting for all requests closed in that fiscal year.

Percent of on-time Freedom of Information Requests
Fiscal Forecast Actual
2016/17 Baseline 80% 80%
2019/20 85% 83%
2020/21 85% 85%
2021/22 85% 81%
2022/23 90% TBD

Privacy Protection

Privacy Breach Reporting
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e A privacy breach is an information incident involving personal
information such as names, birth dates, financial information or health
information.

e The majority of reported privacy breaches are accidental, minor in nature,
and are quickly resolved.

e The reporting of privacy breaches has been steadily increasing since 2015
due to improved training, mandatory reporting requirements and the
implementation of new tools and technologies across government. At the
same time, the seriousness of privacy breaches has been declining.

e Breaches classified as moderate to serious accounted for 28% of the
reports in 2017, 17% in 2022.

Actual or Suspected Privacy Breaches and
Complaints Reported to Investigators
Fiscal Incidents Reported
2016/17 1,671
2017/18 1,803
2018/19 2,013
2019/20 2,234
2020/21 1,978
2021/22 2,487
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Privacy Impact Assessments (PIAs)

e Privacy impact assessments (PIAs) are used by public bodies to review the
level of privacy risk to a system, project, program, or activity. This step-
by-step review process ensures government protects the personal
information collected or used in accordance with the privacy
requirements outlined in FOIPPA.

e Conducting a PIA helps protect privacy and builds public trust by
ensuring government is collecting, using and storing personal
information appropriately.

Privacy Impact Assessments (PIAs) Conducted
Fiscal PIAs Conducted
2016/17 654
2017/18 648
2018/19 896
2019/20 1,171
2020/21 972
2021/22 1,056

Budget Summary

e Administration of access to information and privacy protection are
centralized through the Corporate Information and Records
Management Office (CIRMO).

e CIRMO is the central agency responsible for developing corporate
information management (IM) strategies, legislation, policies, and
standards; and for delivering IM operations, training, and compliance
reviews.
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Fiscal CIRMO Budget
2016/17 $15.307M
2017/18 $18.951M
2018/19 $21.451M
2019/20 $22.268M
2020/21 $21.862M
2021/22 $22.146M
2022/23 $22.146M
2023/24 $24.644M

e The Ministry of Citizens' Services committed over $5.3 million to a multi-
year project that will modernize the freedom of information process.

Contact:
Governmen1 Financial
Charmaine Lowe  ADM CIRMO Information
Rhianna Begley ED, Information Access CIRMO 778-698-5851
Operations
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Title: Improving Response and Processing Time for
Freedom of Information Requests

Revised: Date of last revision, February 8, 2023

Key Messages:

e My Ministry is committed to improving the Freedom of
Information (FOI) system so people in B.C. have timely
access to the information they need.

e This includes individuals who are requesting access to
their own personal information such as child in care
files, disability files and income assistance files.

e When it comes to improving our response times, this is
complex work that takes time.

e For example, improving our FOI system includes resolving a
backlog of complex, difficult files - frequently those of a
personal or sensitive nature.

 However, as those overdue requests are closed, it negatively
impacts the average processing days for closing all files.

e So, while we are making progress on resolving our backlog of
complex files, the statistics against which our performance is
measured does not reflect that progress.

Why do we have a backlog?

e The Province saw a more-than-40% increase in request
volumes over a two-year period that reached an all-time high
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of over 13,000 requests in 2019/20, declining slightly in
2020/21 to 10,265, and to about 9,300 in 2021/22.

e Processing times during these years were impacted as
requests also grew in size and complexity.

What we are doing about it?

e The improvements we have made to the FOI system have
freed up resources to focus on the backlog, and so far, the
Ministry has reduced the backlog by 22%.

o Even while focusing on reducing the backlog, the average
processing time to respond to 97% of FOI requests was 41
days for 2021/22, an improvement of four days over the
previous year.

e We are going to continue to look at how we can make further
improvements to get people the information they need.

o The Ministry has committed over $5.3 million over
three years to modernize the FOI process to manage
the large volume of FOI requests the Province receives
annually, resulting in faster, more secure delivery.

o The FOI Modernization Project will improve business
processes across government ministries and
implement new technologies to increase efficiencies
and improve the service experience for applicants.

o We are working to reduce the backlog of overdue
requests by focusing staff resources on the most
overdue files.
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o We are also working with ministries to find ways to
make more records proactively available to the public
without an FOI request.

Questions and Answers:

1) What steps have you taken to improve timeliness
of FOI responses?

« Government has been hard at work to improve the system and
help people get their records faster.

« We are focused on reducing the backlog, and in particular for
applicants seeking their personal information from the
Ministry of Children and Family Development.

« This backlog contains larger, more difficult files - and
frequently those of a personal or sensitive nature.

« Despite challenges with the COVID-19 pandemic, we have
been able to provide excellent service to citizens.

« We are focused on closing the oldest and largest files in the
MCFD backlog, processing over 900,000 pages of overdue
material this fiscal year to date, prioritizing those who have
been waiting the longest.

« My Ministry is exploring new technologies to make responding
to FOI requests more efficient and secure.

Contact: . .
Government Financial

Charmaine Lowe ADM CIRMO Information
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Title: Digital Archives

Revised: Date of last revision, February 8, 2023

Key Messages:

e The Information Management Act (IMA) establishes
digital archives to preserve and make available
government’s digital records of permanent value.

e The digital archives will complement and coordinate
with the Royal BC Museum’s archives, which will
continue to hold and make available the permanent
physical archival records of the Government of British
Columbia.

» Digital archives holdings will be available to people and
researchers across B.C. and around the world over the
Internet.

e The digital archives are a key component of our work to
digitize government services, making them more
efficient and accessible.

o The digital archives will also help prevent electronic
degradation, hardware and software obsolescence and

the risk of natural and human-caused disaster.

e It will ensure that our heritage is preserved and made
available to the public, in an accessible format, far into
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the future.

e Once created, the digital archives will make British
Columbia a leading jurisdiction in preserving and
providing access to its digital heritage.

e We have developed expertise and gathered information
on the requirements for a successful digital archives.

e Starting in 2017 through to 2021, Ministry employees
consulted with digital archives experts in other leading
jurisdictions, including the United Kingdom, the
Netherlands, Australia, the United States, and other
Canadian provinces.

e Additional consultations have occurred with internal
stakeholders, including the Royal BC Museum.

e A Request for Information was posted in January 2022 to
explore the current technology market for digital
archives.

e A Request for Proposals was posted in January 2023 to
solicit a digital archives system.

Questions and Answers:

1) When will the Digital Archives be operational?

e CIRMO has done considerable research on modern
approaches, standards, and technology for creating a
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successful “trusteddigital repository,” and has completed
key planning and requirements documentation.

e We expect to procure a Cloud-based digital archives
systemthis fiscal year.

e Throughout the 2023/24 fiscal year, we will configure and
test the system, update policies and procedures, and will
start to work with pilot ministries to load archival
information into the system.

2) What is happening to these historically important records
now?

e Digital records of permanent historical value remain in the
custody of ministries at this time.

e Government’s records management policies and practices
direct that these records be fully retained (not destroyed).

e Physical records of permanent historical value continue to
be transferred to BC Archives (part of Royal BC Museum).

Contact:

. Government Financial
Charmaine Lowe ADM CIRMO Information
Emilie Hillier ED, Government CIRMO
Records Service
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Title: Digital Identity and Trust

Revised: Date of last revision, February 8, 2023

Key Messages:

e Canadians increasingly expect convenient and immediate
access to digital services. At the same time, cyber-attacks are
also increasing dramatically, and new digital tools are
needed to help combat these threats.

e Further, research shows that Canadians expect governments
to take the lead in protecting personal information in the
digital world.

o Digital credentials and trust services reduce fraud, increase
people’s online confidence, and streamline and simplify
service delivery.

o That makes digital trust a continuing priority for BC.

e The Ministers’ Symposium on Digital Trust and Cybersecurity
that BC hosted in January in Vancouver reinforced that
digital trust is a common priority for all jurisdictions.

e We are united in the goal of empowering people and
businesses to participate confidently and securely in the
digital world.
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Questions and Answers:

1) Why are we investing more in digital trust and digital
identity solutions? Don't we already have existing solutions
that work?

e BC has been delivering digital identity services to British
Columbians for over twenty years. However, the demand from
Canadians to do more impactful digital interactions, like
applying for a mortgage, is increasing.

e Cybersecurity threats are getting more sophisticated, and we
must evolve to combat them. We also need digital identities
that work in both the public and private sector, so that the
digital economy can benefit.

e Our new digital credentials and trust services leverage our
foundational identity services to make those interactions
possible.

e For example, people will be able to prove online they are who
they say they are, with a high level of assurance. They can
prove they're a lawyer, or a business owner, or the person with
power of attorney over their elderly relative.

e And they can do this by presenting data from different
credentials in their digital wallet, all in one simple step, in a
way that's privacy-preserving and secure.

e Over time we want to provide trustable digital versions of all
the things that government issues, unlocking new ways for
people and businesses to participate confidently and safely in
the digital economy.
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2) Will all British Columbians be required to have a digital
credential at some point?

e There are no plans to require digital credentials.

¢ Not everyone has the means or the desire to go digital, and we
will maintain alternative ways of accessing government
services or communicating with the government.

3) Why did you release a BC Wallet app? Why not use existing
solutions like Apple Wallet?

e The BC Wallet was developed to ensure that we can be
confident that government’s security, privacy, and usability
needs are met.

e All our code is open-source and available for both public and
private sectors to leverage.

e In the future, we would happily explore support for other
solutions that meet our security and ease-of-use
requirements.

Contact: o
Government Financial
Jillian Carruthers Senior Executive CIRMO Information
Director
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Title: Freedom of Information Fee Impacts

Revised: Date of last revision, February 8, 2023

Key Messages:

e B.C. is committed to providing timely and helpful FOI services
to the people of British Columbia.

e People requesting their own personal information will
continue to pay no fee at all, and Indigenous Governing
Entities are not required to pay an application fee.

e The $10 fee for non-personal FOI requests is in line with fees
charged in other jurisdictions in Canada.

e Since the introduction of the application fee, the Ministry has
been closely monitoring its impact.

o In January of 2022, the Office of the Information and Privacy
Commissioner (OIPC) released a report on the application fee.

e Government thanks the Commissioner for his report.
e As the Commissioner noted in his report, members of the

public continued to submit high volumes of requests, even
after the fee was introduced.

o While the fee does not appear to pose a barrier to making an
FOI request, we will continue to monitor its impact and make
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informed improvements to our services.

e The reduction of general requests can be strongly attributed
to two applicants, one media and one political party.

e The political party drop in requests made up 48% of the
overall decrease in general FOI requests.

e The single media applicant made up 24% of the overall
decrease.

Questions and Answers:

1. Will you implement the OIPC's five recommendations?

e Iwant to thank the Information and Privacy Commissioner for
his report

e For the most part, the B.C. government is already doing the
things the report recommends. However, there is always room
for improvement, and we will consider whether additional
measures should be implemented to improve our services.

e Our aim is to continually improve the FOI system in B.C. to
ensure people receive information as quickly as possible.

2. What conclusions do you draw from the OIPC’s report?
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e The OIPC's report supports some of our own preliminary
findings, as we noted in our FOIPPA Annual Report for 2021-
22.

e As the OIPC observed, individual applicants - the second-
largest group of users of the FOI system - continued to submit
high volumes of requests even after the fee was introduced.

3. Will you scrap the FOI application fee?

e We will continue to apply the fee for non-personal requests.

e The new FOI application fee for non-personal requests is
modest at only $10 and is in line with other jurisdictions.

e Asthe Commissioner stated in his report: “it would not be
prudent to draw definitive conclusions at this stage.”

e While the fee does not appear to pose a barrier to making an
FOI request, we will continue to monitor its impact and make
informed improvements to our services.

4. Doesn’t asking people to pay a $10 fee for public information
go against your claim to be an open and transparent
government?

e The feeisin line with what other jurisdictions charge.

e People requesting their own personal information continue to
pay no fee at all.

e Indigenous governing entities are not required to pay an
application fee.
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e With the implementation of the fee, we have seen a reduction
in broad, multi-ministry requests from a handful of high-
volume requesters.

e This reduction has freed up resources to focus on processing
requests from individual members of the public, many of
whom are waiting to receive their own personal information,
rather than disproportionately serving one or two high-volume
applicants.

e We are also able to put more resources into proactive
disclosures to increase the amount of information that's made
available to the public on an ongoing basis without an FOI
request.

5. Political requests have dropped significantly. Isn’t it clear
that the fee is preventing political parties from accessing
information?

e There was a substantial decrease in FOI requests by political
parties observed through all quarters of 2021-22, including the
quarters before the fee was introduced.

e So far this quarter, political parties have accounted for 30% of
general requests received, which indicates political parties
have continued to actively file FOI requests. This is a return to
a 2016 baseline when political parties similarly accounted for
32% of requests.

e [tistoo soon to draw any conclusions from this data. We need
to gather more information before we can identify any long-
term trends.
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6. Media requests have dropped significantly. Isn't it clear that
the fee is preventing reporters from accessing information?

e Media have continued to submit requests and remain the third
largest category by volume. It does not appear that the fee is
preventing media from accessing the FOI system.

e Itistoo soon to draw any conclusions from this data. We need
to gather more information before we can identify any long-
term trends.

e Alarge reduction in media requests can be attributed to one
applicant, who previously represented upwards of 76% of all
media requests. This applicant has now reduced their volume
to 23% of all media requests following the introduction of the
application fee.

Contact:

Rhianna Begley Executive Director, CIRMO 778 698-5851
Information
Access Operations
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Title: Children’s Online Privacy

Revised: Date of last revision, February 8, 2023

Key Messages:

e Children are spending more time online than ever before,
starting at younger ages, and may not understand how their
personal information is being used.

e Government takes children’s safety seriously and is
considering opportunities to enhance their privacy while
online.

e In B.C., the Personal Information Protection Act (PIPA) governs
the way businesses, non-profits, political parties, and other
organizations in B.C. use personal information.

o We are currently working across government to develop
solutions that will work for B.C. and align with federal and
international models.

Questions and Answers:

1) What recommendations have the PIPA Special Committee
and Office of the Information and Privacy Commissioner
made regarding children’s online privacy?

e The recent PIPA Special Committee discussed the issue of
special protections for sensitive categories of personal
information, including information related to children and
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youth, but there were no specific recommendations to address
children’s online privacy.

e The Information and Privacy Commissioner did not make
submissions to the PIPA Special Committee on children’s
online privacy, but since then has stated publicly that it is an
emerging concern and is advocating for B.C. to implement
‘codes of practice’ to create a set of rules for how children’s
data can be used online.

2) What is a ‘code of practice™?

e A’code of practice’is a tool that can be used to specify privacy
rules for a sector or clarify how organizations should treat
more sensitive types of personal information.

e Multiple jurisdictions, including the UK, have codes of practice
in their privacy laws.

e The UK introduced the Age Appropriate Design Code in 2020
for online services (e.g., apps, online games, social media sites)
likely to be used by children. The code sets out standards to
provide high default privacy settings and minimize data
collection from children.

3) What is the federal government doing with regards to
children’s online privacy?

e InJune 2022, the federal government introduced a bill to
amend the Personal Information Protection and Electronic
Documents Act (PIPEDA) that provides more protections for
children’s personal information and includes a framework for
“codes of practice” that can be used to protect children online.
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e The bill is expected to be debated in the 2023 session of
Parliament.

e The province looks forward to more information from the
federal government about ways to harmonize with their
framework for “codes of practice” and the protection of
children’s personal information.

e We will continue to monitor the progress of the federal privacy
legislation and assess how any changes may impact B.C. and

PIPA.
Contact: o
Government Financial
Charmaine Lowe  Assistant Deputy = CIRMO Information
Minister
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Title: Personal Information Protection Act

Revised: Date of last revision, February 2, 2023

Key Messages:

e Protecting the privacy rights of British Columbians is
important.

e Itis also important that people know there are rules and
guidelines that protect their personal information.

e The Personal Information Protection Act (PIPA) governs the
way businesses, non-profits, political parties, and other
organizations operating in B.C. collect and manage personal
information.

o If someone has a complaint about how an organization has
handled their personal information, they can contact the
Office of the Information and Privacy Commissioner.

If asked about the PIPA Special Committee:

e The Special Committee to review PIPA completed its review
and published its report on December 6, 2021.

e Government continues to carefully review their
recommendations as we consider improvements and
modernization of the legislation.
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If asked about federal changes:

e Injune 2022, the federal government introduced Bill C-27 to
amend the Personal Information Protection and Electronic
Documents Act.

o B.C. will continue to monitor the progress of Bill C-27 and
look for opportunities to harmonize with federal legislation,
where possible.

Questions and Answers:

1) What is the purpose of PIPA?

e It recognizes and aims to balance the right of individuals to
protect their personal information, and the need of
organizations to collect, use, or disclose personal information
for appropriate purposes.

2) When was PIPA last updated?
e Government has not made substantial changes to the Act

since it was first implemented in 2004.

3) Does PIPA need to remain substantially similar to the federal
act?

e The federal Personal Information Protection and Electronic
Documents Act (PIPEDA) sets national requirements for privacy
in the private sector.
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e The federal government has deemed PIPA to be substantially
similar to PIPEDA, meaning that PIPEDA does not apply to
personal information collected, used, and disclosed entirely
within British Columbia.

4) Recent and previous Special Committees of the Legislative
Assembly reviewing PIPA have made several
recommendations. What have you done to address these
recommendations?

e Previous Special Committees reviewed PIPA in 2008, 2015 and
most recently in 2021.

e The 2021 Special Committee made 34 recommendations, with
28 related to PIPA.

o Items not directly related to PIPA include
recommendations for the OIPC to take actions and for
government to develop legislation for managing health
information in BC, and to complete a review of the Strata
Property Act for issues of potential conflict or confusion
with the disclosure requirements of PIPA.

e Government is currently conducting an in-depth review of
these recommendations.

Contact: . .
Governmen1 Financial
Charmaine Lowe  ADM CIRMO Information
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Title: Office of the Information and Privacy Commissioner
(OIPC) Recent Reports, Orders and Recommendations

Revised: Date of last revision, February 24, 2023

Key Messages:

e The Information and Privacy Commissioner provides
independent oversight and enforcement of the Freedom of
Information and Protection of Privacy Act (FOIPPA) and the
Personal Information Protection Act (PIPA).

e We are appreciative of the work that the Office of the
Information and Privacy Commissioner has undertaken over
the last year.

o If asked about a specific issue, investigation or report,
please refer to the questions and answers below.

Questions and Answers:

1) Recommendations: Data Linking

e Data-linking is defined in FOIPPA as the temporary or permanent
linking of 2 or more data sets using one or more common keys,
for example, personal health numbers.

e The 2016 report of the Special Committee to Review FOIPPA,
primarily based on the advice of the Information and Privacy
Commissioner, recommended that FOIPPA’s data-linking
provisions be amended to add clarity and broaden their scope.

This material will be proactively released Page 10of 5
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Inresponse, Government amended the data-linking provisions in
2021 to simplify the definition.

e In his submission to the 2022 Special Committee to Review
FOIPPA, the Information and Privacy Commissioner
recommended that regulatory rules be put in place to address
transparency, privacy protections, and oversight for data-linking.

e Government is currently reviewing these recommendations and
my staff will be engaging ministries and the OIPC in discussions
as this work continues.

2) Recommendations: Children’s Privacy Codes of Practice

e Inrecent months, the Information and Privacy Commissioner has
acknowledged that children’s online privacy is an emerging
concern that needs to be addressed.

e The commissioner advocated for B.C. to implement ‘codes of
practice’ to create a set of rules for how children’s data can be
used.

e [See Children’s Online Privacy note for further information.]

3) Special Report: Artificial Intelligence (Automated Decision
Making)

e InJjune 2021, the B.C. and Yukon Privacy Commissioners and
Ombudspersons jointly published Getting Ahead of the Curve:
Meeting the challenges to privacy and fairness arising from the use
of artificial intelligence in the public sector.

This material will be proactively released Page 2 of 5
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

In June 2022, the federal government introduced Canada’s first
artificial intelligence legislation, if enacted it will establish
Canada-wide rules for the development and use of artificial
intelligence systems.

We will continue to monitor the progress of the federal law and
assess what needs to be done in B.C.

4) Investigation Report: FOI Application Fee Administration

In January 2023, the OIPC released a report investigating the
implementation of the FOI application fee and its effect on
request volumes.

The report encouraged public bodies to clearly define and
communicate their practices for application fees, and to offer a
variety of fee payment options.

The report did not draw any clear conclusions about the effect of
the fee on request volumes.

[See FOI Application Fee Impacts note for further information.]

5) Investigation Report: Provincial Public Health Information

System

In December 2022, the OIPC released a report investigating
security protections in place for the Provincial Public Health
Information System, also known as Panorama.

Panorama is administered by the Provincial Health Services
Authority (PHSA).

This material will be proactively released Page 3 of 5
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e The report recommended that the PHSA add more resources to
proactively monitor for breaches, suspicious activity, software
updates, and emerging cybersecurity threats.

o The PHSA is responsible for the management of Panorama and
has committed to carefully reviewing the OIPC’s findings.

6) Compliance Report: Review of private liquor and cannabis
retailers

e InJjune 2021, the OIPC issued an investigation report into the
privacy practices of private liquor and cannabis retailers, who are
subject to PIPA. The report included 18 recommendations.

e Six months after the initial report, the OIPC reviewed the
retailers’ progress on implementing the recommendations of the
previous report.

o Iam pleased that the compliance report was largely positive,
finding that 70% of the OIPC recommendations had been fully
implemented, and 22% had been partially implemented.

7) Special Report: FOI Timeliness

e The OIPC s currently conducting a review of the timeliness of
government responses to FOI requests.

e These are routine reports - the OIPC has conducted timeliness
reviews every 2-3 years since 2009 with the most recent being
published in September 2020.

e The OIPC was provided information to support this review in
October 2022.

This material will be proactively released Page 4 of 5
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Government is working hard to improve its FOI system and
services.

o We are cooperating fully with the OIPC’s review and will
carefully review and consider all recommendations from the
Commissioner in his forthcoming report.

Contact:

) ) . Government Financial
Charmaine Lowe  Assistant Deputy Minister CIRMO Information

This material will be proactively released Page 5 of 5
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Special Committee Recommendations

Revised: Date of last revision, February 8, 2023

Key Messages:

« My ministry is committed to improving the freedom of
information (FOI) system so people in B.C. have timely access
to information they need.

. We are dedicated to ensuring the freedom of information and
privacy law in B.C. keeps pace with emerging technologies
and enhances privacy protection - that’s why the work of the
Special Committees continues to be important.

. The legislation that was enacted in November 2021 was
informed by a number of the recommendations made by past
committees - as well as feedback gathered through
consultations over the course of three years.

. Recommendations by privacy experts, including the Office of
the Information and Privacy Commissioner (OIPC) and Special
Committee, are integral to our work.

. We are reviewing the 34 recommendations made by the
Special Committee as part of their June 2022 FIPPA for the
Future report as we continue to look for opportunities to
improve and modernize access to information and privacy
protection in B.C.

This material will be proactively released Page 1 of 4
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Questions and Answers:

1) What progress has government made on the 34
recommendations from the 2022 Special Committee report?

e Government continues to look for opportunities to improve
and modernize access to information and privacy protection in
B.C.

e For example, in alignment with recommendation 12 to
modernize the freedom of information system, we have
invested over $5.3 million in a multi-year project to modernize
and improve the FOI system across government to ensure
people get the information they need, faster.

e We are also committed to the practice of proactive disclosure
and will continue to work to identify other categories of
records that may be appropriate for proactive release.

e And we continue to look for opportunities to align our work
with the Declaration on the Rights of Indigenous Peoples Act.

2) Why did Government proceed with the 2021 amendments
before the Special Committee completed its review?

e Until last fall, the Act had not been updated since 2011, which
meant that not one, but two sets of Special Committee
recommendations had gone unaddressed.

e Updating the Act when we did, allowed the new Special
Committee to focus on forward-looking issues with an Act that
is more modern and responsive to the needs of people in B.C.

This material will be proactively released Page 2 of 4
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

3) What previous Special Committee recommendations were
addressed when FOIPPA was amended in 2021?

e The amendments made to the Freedom of Information and
Protection of Privacy Act (FOIPPA) in 2021 addressed several of
the Special Committee recommendations, including:

o making it mandatory to report a privacy breach,

o making it an offence to destroy documents to evade
access,

o making it mandatory to put in place a privacy
management program,

o increasing maximum penalties for privacy-related
offences, and

o enabling the addition of subsidiary corporations and
other entities as public bodies.

e Other recommendations were addressed through policy and
those related to records management were satisfied through
the introduction of the Information Management Act.

e (If asked) Of the thirty-nine recommendations contained in the
Special Committee’s 2016 report:

o Nine recommendations were addressed through the
2021 amendments.

o Eight recommendations were addressed through other
means such as the Information Management Act or
government policy.

This material will be proactively released Page 3 of 4
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Contact:
Charmaine Lowe Assistant Deputy Minister CIRMO ﬁ?:fnf:;';‘::‘ Financial
This material will be proactively released Page 4 of 4
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Report on the administration of
the Freedom of Information and
Protection of Privacy Act
2021/22



November 23, 2022

The Honourable Raj Chouhan
Speaker of the Legislative Assembly
Suite 207 Parliament Buildings
Victoria, B.C. V8V 1X4

Dear Mr. Speaker,

I am pleased to present this report on the administration of the Freedom of Information and Protection of Privacy Act for the 2021/22 fiscal
year. Outlined in this report are steps my ministry has taken in support of my November 2020 mandate letter:

» Continue to improve government's public sector data security and privacy practices to ensure that British Columbians’ personal
information is safeguarded.

» Continue to provide British Columbians with timely access to information and ensure the system provides public accountability.

» Continue to improve access to information rules to provide greater public accountability.

There has been considerable progress made in 2021/22 to improve government accountability and transparency through increased
privacy protections and the proactive disclosure of information. Government has also undertaken initiatives to modernize freedom of
information (FOI) processes and launched free, interactive online training to help B.C. public bodies understand their privacy and access to
information obligations.

This work would not be possible without the dedicated people across the public service who are committed to access to information and
the protection of privacy.

Sincerely,

o ffme

Honourable Lisa Beare
Minister of Citizens' Services

pc:  Kate Ryan-Lloyd
Clerk of the Legislative Assembly
Legislative Assembly of British Columbia
2 | 2021/22 Report on the administration of FOIPPA
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2021/22 FOIPPA Overview

Enacted in 1993, B.C.'s Freedom of Information and Protection of Privacy Act (FOIPPA) balances government’s accountability to the public
through access to information with a person’s right to privacy.

3

LN FOI requests received

@ Number of pages processed
\

On-time FOI request response rate

e

Increase in proactive disclosure directives since December 2020

[
e Number of privacy impact assessments conducted

Ministry employees completed Information Management training course
V4
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Modernizing the Freedom of Information and Protection of

Privacy Act

In November 2021, government modernized FOIPPA to help B.C. keep pace with technology, ensure timely access to information, and
strengthen privacy protections.

Highlights include:

»

»

»

»

»

New provisions that enable public bodies to use modern tools while continuing to protect the personal information people trust
government with.

New requirements for public bodies to conduct assessments of any sensitive personal information, such as personal health or
financial information, being disclosed for storage outside of Canada.

Strengthened privacy protections and increased accountability through the introduction of mandatory privacy breach reporting and
increased penalties for offences.

New protections for Indigenous peoples sensitive cultural information in support of government’s commitment to reconciliation.

Removal of non-inclusive and outdated language in support of diversity and inclusion.

Government also began work, in collaboration with the Office of the Information and Privacy Commissioner, to develop: 1) regulations on
how to notify individuals of privacy breaches that could cause significant harm; and 2) a ministerial directive on the essential components
of a privacy management program. These requirements are expected to be brought into force in early 2023.

5| 2021/22 Report on the administration of FOIPPA

Page 288 of 620 2023 Estimate Notes



Information Access

FOIPPA makes government open and transparent by providing a mechanism for the public to request information about themselves
(personal requests) and government business (general requests) from the more than 2,900 public bodies in B.C. FOIPPA also sets a
requirement for public bodies to make information available to the public through proactive disclosure.

2021/22 Highlights

FOI Modernization Project

Following establishment of the project team in April 2021, work began on the over $5.3M FOI Modernization Project to improve
government FOI processes. This three-year project will introduce new technology and business processes to support the large volume of
requests received each year while also improving the citizen experience by making processes more transparent and easier to use.

In July 2021, the project team delivered a software tool to facilitate the identification and removal of duplicate records in a FOI request.
This new tool is estimated to save over 500 hours annually for government teams as well as provide more streamlined packages for people
who submit FOI requests (applicants). Additionally, in November 2021, the project team improved the FOI request form to make it easier
for applicants to submit their requests to relevant ministry public bodies.

In the spring of 2022, a pilot of the new government FOI system was launched to enable five government ministries to manage FOI
requests within a unified electronic service in partnership with government’s FOI office (Information Access Operations - IAO). This new
unified electronic service decreased the average hours to process an FOI request, primarily by streamlining communications between IAO
and pilot ministries. The pilot is considered a success and additional ministries are planned to be onboarded over the next two years.

MCFD FOI Service Delivery Project
FOI requests to the Ministry of Children and Family Development (MCFD) are often for an individual’'s own personal records, such as for
information about former youth in care, and represent over 20 percent of all FOI requests.

In the spring of 2021, IAO partnered with MCFD to improve service delivery for personal FOI requests; ensuring applicants receive the
information they require in a timely, accessible, and efficient manner. MCFD and IAO are working collaboratively to improve user
experience, streamline communications, and modernize the FOI application form.
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Increasing Transparency
2021/22 improvements to government accountability and transparency include:

» Increased ministerial power to add subsidiary corporations or entities as new public bodies under the Act.
» Increased authority for public bodies to disclose information to Indigenous governing entities.

» New requirements for public bodies to seek consent from Indigenous governing entities before disclosing potentially culturally
sensitive information in response to an FOI request.

» New offences for wilfully evading FOI requests.

7 | 2021/22 Report on the administration of FOIPPA

Page 290 of 620 2023 Estimate Notes



Key Figures

FOI Requests by Year

An FOI request is a formal process to request records from a public body. Personal requests are when an individual requests their own
information held by government such as child in care records, income assistance records, B.C. government staff employment records, etc.
General requests are requests for all other government information such as briefing notes, reports, etc.

Since 2017/18, the average volume of personal requests has remained relatively steady with a slight decline in recent years. Where we see
some year over year variance is in the general requests with a peak in 2019/20 of 8,147 requests.

FOI Request Volume

10,000
7,622 8,147
0
2017/18 2018/19 2019/20 2020/21 2021/22
—8— General Personal
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Processing Time
FOIPPA states that a public body must respond to an applicant who makes a formal FOI request within 30 business days. The Act provides
for the ability to extend this time period if certain conditions apply, or with the permission of the Information and Privacy Commissioner.

Part of IAO’s commitment to improve service delivery was to prioritize British Columbians who were waiting for access to their personal
information. For example, IAO has undertaken a collaborative project to improve service delivery for MCFD clients which prioritizes
overdue personal FOI requests and has resulted in almost 600,000 additional pages of personal information processed for 2021/22.

The average processing time for responding to an FOI request in 2021/22 was significantly impacted by government’s ongoing
commitment to respond to overdue requests. Because the processing time for responding to a request is not calculated into the average
processing time measure until the request is closed, a focus on closing overdue requests will negatively affect the average processing time
for all requests closed in that fiscal year.

When complex requests that were overdue by a year (approximately 3% on average of all requests) are excluded from the total number of
requests closed, the average processing time to respond to 97% of FOI requests was 41 days for 2021/22. Continuing to modernize the FOI
process as well as processing the backlog remain key priorities to ensure people receive their personal information on time.

Average Processing Time (Days)

80 e 65
60 49 S —
39 41 ——
40 0= - 45
33 38 43 41
20
0
2017/18 2018/19 2019/20 2020/21 2021/22
—e—All requests (100%) 97% of requests, excluding requests 1 year or more overdue (3%)
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Proactive Disclosure
Proactive disclosure is the release of government information to the public without a formal FOI request. The practice of disclosing
information on a proactive basis is the best way for government to improve access to information, transparency, and accountability.

There have been 75% more proactive disclosure directives' since December 2020. As well, government continues to review opportunities
to make high-value records available to the public through Open Information.

Ministries disclose a great deal of information through online repositories and interactive tools such as BC Data Catalogue, DriveBC, and
the BC Economic Atlas. The more than 3,000 data sets on the BC Data Catalogue increases transparency on government services.

Section 71.1 FOIPPA allows the minister responsible for the Act to establish categories of records that ministries must proactively disclose
and to issue directions that detail those disclosures. One new ministerial directive came into effect March 1, 2022: Disclosure of Summaries
of Ministerial Briefing Notes, which brings the total to 14 categories of records that are proactively released to the public. Examples of
other categories include Ministers’ and Corporate Transition Binders as well as Estimates Notes.

Open Information Disclosures

1674
1,680

1,494
11533

0 500 1,000 1,500 2,000 2,500 3,000 3,500 4,000 4,500

m FOI Requests Other Directives

' There are two categories of proactive disclosure directives: FOI Requests and Other Directives.
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Privacy Protection

The government of B.C. is responsible for protecting privacy and personal information whenever citizens interact with us. The Privacy
Management and Accountability Policy (PMAP) supports ministry compliance with FOIPPA and strengthens government’s ability to protect
the privacy of individuals’ personal information. It includes direction on the Province's privacy management program, including privacy
management accountabilities, as well as privacy tools, agreements, and processes that support privacy protection in ministries.

There are 13 Ministry Privacy Officers (MPOs) who are accountable for privacy management programs within each ministry or sector.
MPOs have the necessary knowledge and experience with ministry portfolios and privacy expertise to support robust, tailored programs
for their ministries, which focus on supporting employee education and awareness, delivering sound privacy advice, and designing privacy
into new ministry initiatives.

2021/22 Highlights

Increasing Indigenous peoples information protection

In support of government’s commitment to reconciliation, new protections were added to Indigenous peoples sensitive cultural
information. Previously, FOIPPA did not sufficiently describe all aspects of information related to Indigenous knowledge or cultural
heritage - for example, information related to intangible aspects of Indigenous culture such as language, resource cultivation practices,
and traditional visual and performing arts.

In addition, the 15-year limitation for disclosing information related to Indigenous government relations or negotiations has been
removed to ensure the information is protected and the risk of harm is reduced for as long as necessary.
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FOIPPA Foundations

Launched in April 2022, FOIPPA Foundations is a new, free online course that supports learners to understand their privacy and access
obligations in B.C.

This engaging and interactive course provides learners with an overview of:
» The fundamentals of FOIPPA
» Their responsibilities under FOIPPA
» How FOIPPA applies to their work
» Their privacy and access obligations

Target audiences for the course include public body employees in the broader public sector, contracted service providers, and B.C.
government employees.
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Key Figures

Privacy Impact Assessments

Privacy Impact Assessments (PIAs) are used by public bodies to review the level of privacy risk to a system, project, program, or activity.
This step-by-step review process ensures government protects the personal information collected or used in accordance with the privacy
requirements outlined in FOIPPA.

Conducting a PIA helps protect privacy and builds public trust by being clear about what information government is collecting, who has
access to it, and how it is stored.

Privacy Impact Assessments Conducted

1400
1200
1000
800
600
400
200

2017/18 2018/19 2019/20 2020/21 2021/22
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Privacy Protection Training

Ensuring government employees are trained in information management is critical to managing and protecting the personal information
entrusted to government. This is done, in part, by requiring every government employee to take a comprehensijve information
management course which focuses on privacy, information security, access, and records management (Information Management 117 -
IM117).

The IM117 course was refreshed in April 2021 to include a wider range of teaching methods to support adult learning through quizzes,
scenario-based learning, and other interactive components.

92% of ministry employees completed IM 117 in 2021
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Looking Ahead

Digital Privacy Impact Assessment
A project will be launched in the fall of 2022 to create a new digital tool which will improve the PIA process and change from the current
linear, one-size-fits-all process to one where the privacy review is commensurate to the potential privacy impacts of the initiative.

Goals of the project include:

» Designing an approach for the development and review of PIAs that is flexible and proportionate to the potential privacy impacts of
the initiative.

» Rebuilding the Personal Information Directory to provide better service and transparency for the public while also allowing for a
better understanding of PIA patterns.

» Creating a system to better track performance measures and PIA trends, while supporting a responsive and timely PIA drafting and
review process.

» Improving the user’s experience by streamlining the PIA drafting processes.

FOI Modernization Project
In the coming year, the FOI Modernization project team will continue to enhance the new enterprise FOI system used by ministries and
IAO to manage government FOI requests. The project will also onboard more ministries to the new system over the next two years.

Additional enhancements underway include the development of:
» Improvements to the upload, deduplication, and storage of records responsive to requests.

» Improvements that speed up the review and redaction of records by IAO analysts, including making it easier for analysts to find and
consistently redact content within records packages.
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Freedom of Information

FOI Requests

Personal requests are when an individual requests their own information held by government such as child in care records, income assistance
records, B.C. government staff employment records, etc. General requests are requests for all other government information such as briefing
notes, reports, etc.

14,000 14,000
12,000 12,000
10,000 4,633 4,908 10,000
8,000 4,970 3,798 8,000
4,055
6,000 6,000
4,000 4,000
2,000 2,000
0 0
Received Closed Received Closed Received Closed Received Closed Received Closed
2017/18 2018/19 2019/20 2020/21 2021/2022
m General requests received Personal requests received W General requests closed m Personal requests closed

Cross-government Requests
A request is considered “cross-government” when it is made to four or more ministries. Cross-government requests can have significant impacts
on timeliness as searches must be conducted across multiple ministries.

2017/18 2018/19 2019/20 2020/21 2021/22
Total 2,117 3,129 2,933 2,323 1,371
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Requests Received by Ministry

2020/21 2021/22

General Personal General Personal
Advanced Education & Skills Training 144 8 137 2
Agriculture & Food* 190 0 187 0
Attorney General 251 80 220 80
Children & Family Development 189 1,852 160 2,058
Citizens' Services 254 3 191 0
Education & Child Care* 195 8 164 15
Energy, Mines & Low Carbon Innovation 202 0 145 1
Environment & Climate Change Strategy 334 10 243 6
Finance 1,061 286 610 307
Forests* 471 7 499 13
Health 632 56 919 39
Indigenous Relations & Reconciliation 168 0 %4 1
Jobs, Economic Recovery & Innovation 231 9 139
Labour 150 11 116 12
Land, Water & Resource Stewardship* - - 13
Mental Health & Addictions 149 0 67 !
Municipal Affairs 195 13 96 15
Office of the Premier 643 2 289 _
Public Safety & Solicitor General 408 655 462 662
Social Development & Poverty Reduction 163 800 95 832
Tourism, Arts, Culture & Sport 141 0 103 3
Transportation & Infrastructure 296 0 304 4
TOTAL 6,467 3,800 5,253 4,055

* Ministry changes in February 2022.
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General Information Requests by Applicant Type

- Political Law . Interest . Other Public Other Ind_lg_en.ous
Individual . Researcher Media Business , Governing
Party Firm Group Body Gov't .
Entity*

2017/18 838 1,652 274 1,143 971 272 325 21 5
2018/19 819 4,922 300 107 795 278 311 18 72
2019/20 946 5,836 213 68 536 195 302 17 34
2020/21 896 4,033 214 87 760 210 238 12 17 ~=
2021/22 1429 2,091** 243 91 908 163 286 15 19 8
* Indigenous governing entity applicant type was introduced in November 2021. Total reported reflects 4 months of reporting.
Personal Information Requests by Applicant Type

.- Political Law . Interest . Other Public Other I_ndlg_enfaus

Individual , Researcher Media Business Governing
Party Firm Group Body Gov't .
Entity*

2017/18 3,666 1 1,185 2 2 77 8 14 15 -
2018/19 3,607 0 913 0 5 81 7 11 9 ~=
2019/20 3,873 1 916 0 4 60 10 19 25 -
2020/21 2,854 0 864 0 0 52 7 19 2 -
2021/22 3,089 0 873 0 1 52 9 20 5 6

* Indigenous governing entity applicant type was introduced in November 2021. Total reported reflects 4 months of reporting.
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Open Information Disclosures

FOI Requests Other Directives Total
2017/18 1,788 1,674 3,462
2018/19 2,493 1,533 4,026
2019/20 2,570 1,494 4,064
2020/21 1,841 1,680 3,521
2021/22 1,631 1,674 3,305

Disposition Refusals

Applicants can be denied access to all or part of a record in accordance with mandatory or discretionary exceptions as outlined in FOIPPA. In
some circumstances, the mere knowledge that a record exists will cause harm to law enforcement or will unreasonably invade the personal
privacy of a third party. Therefore, the head of a public body may refuse to confirm or deny the existence of such a record, as outlined in section

8(2)(a) and (b).
Access Denied Refuse to Confirm or Deny
2017/18 255 20
2018/19 327 79
2019/20 271 59
2020/21 234 77
2021/22 182 62
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Disposition Other

No Responsive

Outside the Scope Records Exist /

Abandoned Withdrawn Correction Cancelled

of the Act Located
2017/18 637 516 1 38 9 1,224
2018/19 898 1,375 0 35 8 1,802
2019/20 1,199 480 3 64 25 3,108
2020/21 1,437 336 0 34 44 2,198
2021/22 739 330 0 31 12 1,311

Disposition Releases

Releases identify the extent to which information formally requested under FOI laws is released to an applicant. This includes FOI responses
where ministries respond by providing full disclosure; providing partial disclosure; indicating records may be routinely releasable; indicating
records are in another ministry or organization; transferring the request; or deferring access as the information is to be publicly released within

60 days.

Routinel Information to be Records in

Full disclosure Partial Disclosure utinely published within . Transferred
Releasable another Min/Org
60 days

2017/18 1,273 5,011 51 10 104 213
2018/19 1,291 5,567 46 7 213 141
2019/20 1,313 6,096 70 10 53 148
2020/21 1,056 5,114 85 28 60 138
2021/22 1,035 5,465 96 3 161 222
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Fees for Access to Information
Section 75 of FOIPPA enables a public body to charge a fee for some aspects of an FOI request.

Processing fees may include:
e |ocating and retrieving the record;
e producing the record;
e preparing the record for disclosure, except for time spent severing information from the record;
» shipping and handling the record;
* providing a copy of the record.

Starting in November 2021, a $10 application fee was applied to all general FOI requests. The fee must be paid before the request will be
processed and applies to every ministry public body included in a request. Indigenous governing entities are exempt from paying application

fees.

2017/18 2018/19 2019/20 2020/21 2021/22
Total FOI Requests 10,471 12,255 13,055 10,265 9,308
General Requests 5,501 7,622 8,147 6,467 5,253
N.umbe.l: of Req,ue.s'fs Where 157 151 145 144 143
Processing Fees Paid
Sum of Processing Fees Paid

$60,000 $63,000 $44,000 $51,000 $50,000
(nearest thousand)
Percent _of_G_en'er_aI Requests 3.49% 2 08% 1.74% 2 01% 2 70%
Where Fees Paid
Average Processing Fee for
all FOI Requests %6 %5 3 %5 %5
$10 application fees paid for 3 3 3 3 $11.950*

General Requests
* A $10 application fee for general requests was introduced in November 2021. The value reported reflects 4 months of reporting.
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Privacy Protection

Privacy Impact Assessments Conducted
Operational PIAs are conducted on any new or updated system, project, program, or activity. Legislative or Regulatory PIAs (LPIA/RPIA) are
conducted on new or amended legislation or regulations.

2017/18 2018/19 2019/20 2020/21 2021/22
Operational PIA 503 695 946 740 823
LPIA/RPIA 145 201 225 232 233
Total PIA 648 896 1,171 972 1,056

Privacy Breaches

The Information Incident Management Policy requires that any employee who becomes aware of an actual or suspected information incident
report the incident to the Ministry of Citizens’ Services. Investigators assess each report and determine whether an investigation is warranted. An
investigation may not be conducted if it can be quickly determined that no violation of FOIPPA has occurred or if the incident is outside of the
Ministry's investigative mandate or jurisdiction. Where an investigation is conducted, investigators seek to determine whether a violation of
FOIPPA has occurred and, if so, what factors may have contributed to the incident or privacy breach.

2017/18 2018/19 2019/20 2020/21 2021/22
Reported (Privacy 1,803 2,013 2,234 1,978 2,487
Breaches & Complaints) ' '
Investigations Conducted 1,638 1,736 1,889 1,621 2,043
Violations Occurred 1,528 1,615 1,405 1,455 1,897
o—— e
5 q (7.4%) (5.4%) (8.2%) (8.5%) (5.3%)

(% of violations)
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Privacy Breach Volume by Tier
Investigators assess and categorize each incident using a five-tier system, in which the assigned tier reflects the potential risk of harm, the
sensitivity of the information involved, and the type of investigative and/or other activities needed to respond.

» Tier 1 and 2: Minor to moderate incidents involving personal or confidential information with negligible risk of harm to individuals or
government.

» Tier 3: Moderate/major incidents (including complaints) involving sensitive personal or confidential information, inappropriate or wilful
conduct and potential jeopardy for the individuals involved. Usually require more in-depth investigations.

»  Tier 4: Major, complex and/or high-profile incidents involving highly sensitive personal or confidential information, may impact public
confidence in a ministry or government, notification likely due to high potential for a significant risk of harm.

» Tier 5: Major incidents requiring the involvement of an external investigator due to an actual or perceived conflict of interest for IAO, the
Investigations Unit, or its executive.

2017/18 2018/19 2019/20 2020/21 2021/22
Tier 1 1,138 1,384 1,519 1,369 1,825
Tier 2 386 255 241 247 254
Tier 3 107 97 129 113 84
Tier 4 7 0 0 0
Tier 5 0 0 0 0

Volume of Complaints Received

An individual can make a complaint about the handling of their personal information by government and is entitled to receive a response.
Government investigates privacy complaints to determine whether they can be substantiated and, where they are substantiated, issues

recommendations to program areas as to how to strengthen their information management practices and prevent similar privacy breaches from
occurring in the future.

2017/18 2018/19 2019/20 2020/21 2021/22
Complaints Reported 69 62 74 71 57
Complaints 44 43 24 29 27
Substantiated
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: Facts and Figures (Services to People in B.C.)

Revised: Date of last revision, January 30, 2023

All stats reflect January 1 - December 31, 2022

Service BC Centres
e 65 Centres throughout the Province.
o C(itizen Satisfaction Rate (2021 bi-annual survey results): 93%.
e Provides 300 services on behalf of 40 partner ministries and agencies.
e Average of two million transactions for 2022.
e New programs onboarded to Service Centres: 10.
o CITZ/IDIM - BCelD Email Triaging
o CITZ/IDIM - BC Token

o CITZ/REG - BC Registries Sole Proprietorship and General
Partnership Registrations & Filings

o CITZ/SBC - Mobile Outreach

o CITZ/SBC - Notary Services added in Valemount

o ENV - Rodenticide Exams

o FEDERAL - Service Canada Outreach

o HLTH - Vaccine Callback - Flu Shot/Booster Campaign
o MCFD - Admin Services in Hazelton

o MUNI - Community Gaming Grants

This material will be proactively released Page 1 of 6
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens" Services
Minister Responsible: Hon. Lisa Beare

BC Services Card

More than 5 million physical cards issued (5,025,464).

More than 1.8 million BC Services Card app activations, individuals
verifying their identity remotely via video (with less than 2% of individuals
verifying in-person)BC Services Card Apple App Store rating of 4.5 out of 5.

Number of programs onboarded as of December 31, 2022: 63.

The BC Services Card is the one of the most trusted forms of digital
identity in Canada, achieving level 3 assurance designation from the
Treasury Board Secretariat of Canada.

Contact Centre

Inquiries answered by Provincial Contact Centre: more than 3.3 million.
Citizen Satisfaction Rate 2022: 85%+.
Translation services: Over 140 languages.

Service channel offerings: telephone, email, webchat, and text channel
services and online and website.

Calls per month: 264,000.

Contact Centre program expansions to date: 33.

BC Registries

Bi-Annual Business Satisfaction 2020-2021 rating: 87%.
Corporate Registry transactions processed for 2022: 790,616.
Calls answered in 2022: 118,280 total.

o Registries:76,735.

This material will be proactively released Page 2 of 6
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Ministry:

2023/24 Estimates Note
Advice to the Minister

Ministry of Citizens’ Services

Minister Responsible: Hon. Lisa Beare

0]

0]

BC Online: 41,545.

Current number of entities supported in 2022: 1,462,131
Corporations: 547,328.

Societies: 1,119.

Cooperatives: 681.

Sole Proprietorships: 690,725
General Partnerships: 140,466.
Benefit Companies: 587

e BC Online Accounts: 44,868.
e Personal Property Reqistry Transactions in 2022: 945,844.

e Manufactured Home requests (including search requests) in 2022: 43,272.

e Total name requests received for examination: 298,361.

o Total name request transactions: 142,628.

e Modernization initiative programs launched:

o Cooperative Associations can now complete all filings online

making for a more seamless and secure service.

Businesses can request a business name using a modern program
that improves the service experience and assists businesses in
understanding business naming rules.

In January 2022, a new Personal Property Registry was launched
that provides an improved user experience and ensures greater
security for our users.

Since October 2022, sole proprietorships and general partnerships
can now complete all filings online.
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Advice to the Minister

Minister Responsible: Hon. Lisa Beare

Service Plan

Ministry of Citizens” Services

Objective 3.2 - Government services are accessible, effective, and efficient

Perf o Manrs 2012/13 2021/22 2022/23 202324 2024/25

Baseline | Forecast Target Target Target
Biennial Biennial

3.2 Citizen satisfaction with Service 90 survey; next At least survey; next At least

L .
BC Centres and Contact Centre.' survey in 90% survey in 90%
2022/23 2024/25
J

Data source: BC Stats,

" The margin of error is £+ 1% at the 95% confidence level. Citizen satisfaction is calculated as a weighted average of
the in-person and telephone survey results based on the volume of citizens served by each channel

e The Citizen Satisfaction rate 2020/21 for Service BC Centres is 93%.

e The combined results, including the Service BC Provincial Contact Centre

are 85%.

e Service BC offers access to government services through multiple

channels - in-person, telephone, email, webchat, and text channel

services and online and website.

e Connecting British Columbians to 300 services on behalf of 40 partner
ministries and agencies.

Objective 1.2 - Enhance the experience for businesses when interacting with

government

Performance Measure 2011/12 2019/20 2020/21 2020/21 2021/22 2022/23
Baseline Actuals Target Actuals Target Target
1.2 Satisfaction with services to B;ﬁgiéi At least B::::]:]al At least

businesses provided by Service 89% SUVEY: uab 87% > _ ¥ 0.15

BC.! next survey 90% next survey 90%

in 2020/21 in 2022/23
e The 2020/21 Business Satisfaction rate was 87%
This material will be proactively released Page 4 of 6
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare
e Specific services were assessed:
o Corporate Online (Results 90%)
o Name Requests Online (Results 83%)

o OneStop Business Registry (Results 83%)

Citizen and Business Satisfaction Rates

e Services provided to British Columbians and businesses is a priority for
our Ministry and is especially important during these past two years.

e A biennial survey is conducted to help Service BC assess the quality of
their existing services as well as to focus future service delivery

improvements.

e The citizen satisfaction measure is the percent positive result for the
statement - “I was satisfied with the overall quality of the service delivery”.

e The most recent series of Service BC surveys conducted between January
and March 2021, focused on the satisfaction of when people access

government programs and information.

Service Improvements Introduced Since Last Satisfaction Survey

e Service Centres, our in-person channel for British Columbians, developed
multiple alternate channels to make is easier for British Columbians to

access government services:

o Developed Appointment Online for booking appointments in

advance, over 120,000 used the application.

This material will be proactively released
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

o Enhanced this service to include a text back option to notify
citizens of their upcoming appointments.

o Started a digital channel for providing feedback. Over 2,000
feedbacks received through this channel.

o Increased the use of telephone service, from 20,000 calls in 2019 to
480,000 calls in 2021.

o Increased use of online channels to communicate service impacts
due to staffing levels and severe weather.

o Provided outreach services for Ukrainian newcomers.

o Provided mobile outreach services for underserved communities
throughout the province.

o Created a virtual CSR service to support citizens’ where they are.

Contact:
Sheila Robinson ADM Service BC 604-908-1401
Geoffrey Wiggins ~ Executive Director  Service BC g""e”.‘mem .
inancial Information
Leanne Thain Director Service BC 778-835-8993
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2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title: BC Services Card

Revised: February 7, 2023

Key Messages:

e The BC Services Card ensures British Columbians can access
in-person and online services from government in a secure,
timely way.

e People can combine the BC Services Card with their B.C.
driver’s licence to reduce the number of cards in their wallet.

e There are approximately 5.02 million active cardholders, and
more than 1.81 million people have activated their BC
Services Card App as of December 2022.

e People can use the BC Services Card App to access a variety of
online government services, including health records - lab
results, medication and immunization records, Student
Financial Aid, ICBC for online auto insurance renewals and
claims, and federal services such as the Canada Revenue
Agency’s My Account portal.

e We are continually expanding the use of the BC Services Card
and App, so people can conveniently access a wider range of
government services in-person and online - all with one
secure card.

If asked about security and privacy:

e The BC Services Card has robust security features to protect
the data and personal information of British Columbians.

This material will be proactively released Page 1 0of 5
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e The BC Services Card and App have achieved level 3
assurance, which means they are among the most trusted
forms of identity in Canada.

e Each service provider only has access to the minimal
information needed to deliver their specific service.

Questions and Answers:

1) People can use the BC Services Card App to access a variety
of online government services - what are some of the new
services that British Columbians can access through this
app?

e Ministry of Health - Provider Identity Portal: Portal website
where health providers can create a trusted digital identity
with the BC Services Card app and enroll for access to
participating health systems across the sector.

e ICBC Online: ICBC customers have the convenience of quickly
and securely renewing their ICBC auto insurance online,
obtaining temporary operating permits, and submitting online
claims.

e Ministry of Attorney General - Court Services Online: Citizens
can access online services such as searching public
information from the Provincial and Supreme civil court, traffic
or criminal court files.

e Ministry of Attorney General - eFiling Hub: Supports BC
citizens to complete court forms electronically and submit
them for filing as well as update and retrieve them later.
Citizens can submit multiple forms without having to attend a

This material will be proactively released Page 2 of 5
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Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

counter in person.

e Ministry of Public Safety and Solicitor General - Emergency
Management Evacuation Registration & Assistance (ERA):
Evacuees impacted by an emergency crisis can self-register by
using their BC Services Card app to log into the ERA to apply
for and receive direct support from the Emergency
Management BC agency.

e Land Title and Survey Authority (LTSA) - MyLTSA: Provides
property owners access to LTSA's search, filing, and other
services.

e Ministry of Energy, Mines, and Low Carbon Innovation -
CleanBC Go Electric Vehicle Rebate Program: Applicants will
register and agree to consent to the disclosure of personal
information with the CRA to verify income to receive a rebate
on the purchase of a new electric vehicle.

e Ministry of Education - MyEducation BC: Access for students
and parents to high school educational records and the ability
to collaborate with schools, school staff and teachers in the
delivery of educational services.

e Ministry of Post-Secondary Education and Future Skills -
EducationPlanner BC: EducationPlanner BC allows students to
plan, search and apply for admission to all post-secondary
institutions in BC.

2) How secure is the BC Services Card?

e The BC Services Card has robust security features to protect

data and personal information.
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e The BC Services Card App is one of the most trusted forms of
digital identity in Canada, achieving level 3 assurance
designation from the Treasury Board Secretariat of Canada.

e The BC Services Card App requires a user to unlock their
mobile device using TouchID, PIN, FacelD or other standard
processes. This is known as two-factor authentication and
provides stronger security than common user ids and
passwords.

3) How do British Columbians activate their BC Services Card
app, to access online services?

e The Verify by Video service, launched in June 2019, eliminates
the need to visit a Service BC centre in person. British
Columbians can securely use the app on their iOS or Android
mobile device and interact with a Customer Service
Representative in real time or send a video at a time and
location that is convenient to them.

e With the launch of the BC Services Card app and remote
identity verification options, the number of in-person
verifications decreased significantly and remains at less than
2% of verifications. The Verify by Video feature which became
especially important during the pandemic continues to be a
desirable option for those who do not live near a Service BC
location.

e Approximately 1,810,000 people have activated their BC

Services Card App.
4) Why do you need to have a smart device to use the BC
Services Card App?
This material will be proactively released Page 4 of 5
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Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e Service BC is committed to ensuring all British Columbians
have equal access to government services both in-person and
online.

e People have growing expectations of being able to conduct
their personal business digitally. Government meets that
expectation with the BC Services Card App.

¢ Individuals that do not have access to a mobile device,
smartphone or tablet can now use the BC Token.

e Inlate 2022, the BC Token was launched for individuals that do
not have a smartphone or tablet but still wish to access
government services online with a personal computer. A small
device, available by visiting a Service BC centre, enables secure
access online along with a username and password.

e At this time in-person identity proofing is required to be issued
a BC Token, at a Service BC location. There is no option to
verify one’s identity for a BC Token or receive it remotely.

Contact:
; : Government Financial
Tyler Ganske A/Executive Service BC Information
Director, IDIM
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Page 318 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

Title:

Creating Accessible Multi-Channel Services

Revised: Date of last revision, February 6, 2023

Key Messages:

The province is committed to providing people in B.C. with
improved access to the supports and services they count on.

This includes looking at the various ways people interact
with us - by telephone, online and in-person - and seeing
where we can improve the quality of the overall service
experience.

For example, Service BC has implemented new
communication channels, including video chat and text at
the Provincial Contact Centre.

Service BC has also launched a convenient and easy-to-use
service for booking online appointments at any of our 65
Service BC Centres throughout the province.

With increased demand for online self-service, our
government is committed to building greater trust in online
interactions. We are doing this through online verification
of individual identity. The mobile BC Services Card, our most
advanced identity service, enables easy access to multiple
online services.

We expanded our identity verification channel - Verify by
Video mobile card activation service - with the launch of
Send Video to meet the increased demand of digital users
due to the COVID-19 pandemic.

This material will be proactively released Page 1 of 4

Page 319 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
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e Send Video allows you to submit a short video and photo to
Service BC at a time and place of your convenience.

e Insupport of businesses in our communities, BC Registries
and Online Services is undertaking a phased, multi-year,
modernization initiative to replace and improve the service
experience for businesses including moving away from
paper filings to online services.

e Registries is leveraging the investment already made in the
BC Services Card to verify and authenticate those accessing
our new online services.

e These continuous improvements and initiatives mean we
are well positioned to meet the expectations of the people
and businesses we serve well into the future.

Questions and Answers:

1) How has Service BC, through BC Registries, supported the
business community with self-service?

e The province is committed to providing people in B.C. with
improved access to the supports and services they count on.

e This includes looking at the various ways people interact with
us - by telephone, online and in-person - and seeing where
we can improve the quality of the overall service experience.

o BC Registries has supported the shift online through several
initiatives, including:
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O

Enabling businesses with electronic meeting attendance,
temporarily pausing companies’ dissolution status for
failure to file annual reports and supporting filing of
electronic affidavits.

Undertaking a phased, multi-year modernization initiative
to replace and improve the service experience for
businesses, including moving away from paper filings to
online self- service filings.

Cooperatives can now complete all filings quickly and
easily online, replacing paper-based and other manual
processes to manage their cooperative associations.

In January 2022, BC Registries also launched a new
Personal Property Registry. This service improves the
user experience for customers and provides a much
easier process for registering and searching on the
registry thereby creating greater transparency.

In October 2022, BC Registries released a new way for
small businesses to register and maintain a business
online. Previously they were able to register online but
making changes was done by paper. Now, businesses can
update their information online.

In October 2022, BC Registries launched a new Business
Search, providing self-serve access to filings, summaries
and registration documents.

2) What about people who cannot access services online?

e The province is committed to providing people in B.C. with
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improved access to the supports and services they count on.

e Service BC offers access to government services through
multiple channels. Our primary channel is in-person, through
our 65 Service BC Centres located in rural and urban
communities across our Province. We also provide telephone,
email, text and webchat channel services through our Service
BC Provincial Contact Centre, and online and website
channels.

e Over 300 government services can be accessed in-person at
our 65 Service BC Centres.

e The Service BC Provincial Contact Centre handled over 3.3
million enquiries over the last year, providing information
and navigation support for more than 300 government
services.

e Most government programs offering online services also
have other options for accessing the service in-person and
through contact centre channels.

Contact:
Government Financial

Kaine Sparks Executive Director, Service BC Information
BC Registries
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Title: Indigenous ID as a Secondary ID

Revised: Date of last revision, February 15, 2023

Key Messages:

e Ensuring every citizen has easy access to Provincial services,
both online and in-person, is central to our work at the
Ministry of Citizens’ Services.

e Indigenous peoples can currently use the Secure Certificate
of Indian Status card issued by the federal government of
Canada as primary ID and the Certificate of Indian Status
issued by the Federal Government as secondary ID.

e The Ministry of Citizens’ Services is working with its partners
in the Ministry of Health and ICBC, via the BC Services Card
Program, to build a framework to evaluate and approve
identity documents for acceptance as Secondary ID.

o The BC Services Card Program is working with BC Data
Service's Equity working group and Ministry of
Indigenous Relations and Reconciliation (MIRR), to
engage Indigenous Governing Entities to better
understand their ways of identity proofing, for
consideration within the framework.

e Once the framework is ready, the BC Services Card Program
will then invite Indigenous Nations that wish to have their
identity cards evaluated through the identity framework to
be accepted by the BC Services Card Program as Secondary
ID.
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o The inclusion of Indigenous Nation’s citizenship cards for
evaluation and approval as Secondary ID, in addition to the
Indian Status cards already accepted, advances the work
toward fulfilling our commitment to reconciliation under the
Declaration on the Rights of Indigenous Peoples Act (DRIPA).

e A longer-term outcome is to expand the framework to also
assess Primary ID.

o We are grateful to Indigenous Nations for working so closely
with the province to make this important step possible.

Questions and Answers:

1) Will citizenship cards from all Indigenous peoples in BC be
accepted as Secondary ID by the Province?

e Identity proofing requirements for the BC Services Card
Program are defined through CITZ Minister’s Directions to the
Provincial Identity Information Services Provider (PIISP), ICBC,
and the Medical Services Commission (MSC).

¢ Recognizing the scope and volume of this work, an ID
framework is in development to assess the attributes and
issuance process of each proposed additional secondary ID
document.

e Once the framework is established, CITZ will work with the BC
Data Service's Equity working group and MIRR on a phased
approach to secondary ID intake and assessments for
Indigenous ID cards. Nation have already had a successful
review of their identity documents as Secondary ID and expect
to be added to the list of acceptable Secondary ID in 2023.
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2) What if a community is not accepted as secondary ID? Is
there an appeal process?

e In some cases, recommendations could be made for
adjustments to the issuance processes or card security feature
enhancement to align with privacy and security practices.

3) How long does it take from start to finish to be assessed for
use of Secondary ID?

e Until the framework is in place and the evaluation process
clearly defined, the review process cannot be forecasted to a
specific length of time.

e Due to the varying ways that identity cards are issued and the
nuance of each practice of identity proofing and card
production, some may take longer than others.

4) Will Indigenous identity cards be accepted as Primary ID by
the Province?

¢ At this time, the Province is reviewing identity cards as
acceptable Secondary ID, as a first step in formalizing this
review process.

e Primary ID involves adoption of Pan Canadian identity
standards and is a more complex process given national and
international standards for issuing Primary ID that BC must
comply with, however, we remain committed to continuing to
work with other jurisdictions on this issue.

Contact:
Tyler Ganske A/Executive Director, IDIM Service BC ~ Government Financial
Information
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Title: Indigenous Names in BC Registries

Revised: Date of last revision, February 7, 2023

Key Messages:

e Ensuring business and society names reflect Indigenous
people’s language and culture is an important part of
reconciliation and supporting the diversity of our province.

e We are committed to working with Indigenous peoples to
understand how best to collect and manage data in a
culturally appropriate way.

e This starts with having data standards that are built with
Indigenous people, as well as technologies that work with
Indigenous characters.

e BC Registries is exploring changes that can be made to be
more inclusive of Indigenous languages in business name
registration.

o Corporate business registries are integrated with other
provinces' registries and private systems across Canada. This
integration limits our ability to expand on standard naming.

o BC Registry’'s system is currently limited in the kind of text
characters it can process.

e Any changes require in-depth discussion with other levels of
government and agencies across Canada, and with private
sector organizations like banks and legal firms.
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If asked why new BC Sans font isn't applied for all government systems:

e We are committed to being more inclusive of Indigenous
languages and have introduced a font for government
website content, forms and services that supports
Indigenous languages in B.C.

e The font is available for download and has been deployed to
all BC Public Service workstations.

Questions and Answers:

1) What is BC Registries doing to support Indigenous names for
companies?

e BC Registries is modernizing its applications to accept
Indigenous character names.

e A complicating factor that limits our ability to expand on
standard naming, is business registries are integrated with
other provinces' registries, national registries, and private
systems across Canada.

e Further conversations are required to support businesses that
need to engage with other programs/services as not all
programs recognize Indigenous characters, such as Canada
Revenue, and Provincial Sales Tax.

o BC Registries is working with other areas of the ministry at a
CITZ led cross-ministry and broader public sector equity
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working group to champion the implementation of data
standards and processes to support equity focused initiatives,
including the adoption of an inclusive digital font that allows
for Indigenous languages to be included in communication,
signage, services and official records.

Contact:

: o : Government Financial
Kaine Sparks ED, BC Registries Service BC Information
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Title: SBC Supporting Equity of Access

Revised: Date of last revision, February 7, 2023

Key Messages:

e Service BC is committed to ensuring government services
remain accessible to all people of British Columbia,
understanding the diverse accessibility needs of British
Columbians is a vital component of ensuring service
excellence.

e Our focus is to maximize satisfaction through modernization,
offering people choice and convenience, increasing
accessibility, and reducing efforts required to access
government services while keeping personal information
protected.

e Service BC employees receive diversity and inclusion training
to provide better services for all people of British Columbia.

e All 65 Service BC Centres are equipped with hearing loop
technology to serve the hard of hearing and hearing
impaired.

o Additionally, the Service BC Provincial Contact Centre utilizes
a relay service for people who are deaf, hard of hearing, or
have trouble with speech, and offers translation services in
over 140 languages to better serve the people of our province
and respond to the diverse communities we serve.
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e Service BC is supporting people in British Columbia to access
digital government services through online channels such as
verifying people’s identity via video through the BC Services
Card app, eliminating the need for an in-person office visit.

e These modern channels of service enable Service BC to
promote and inform the adoption of digital programs by
supporting and serving British Columbians through the
channel they choose or need.

e In circumstances where individuals do not have access to a
smartphone, or tablet to use the BC Services Card app to
access online services, they can now use the BC Token.

e The BC Token is for individuals that do not have a
smartphone or tablet but still wish to access government
services online with a personal computer. A small device,
available to obtain by visiting a Service BC centre, enables
secure access online along with a username and password.

Questions and Answers:

1) What is Service BC doing to ensure all British Columbians can
access services?

e Service BCis committed to providing all people with access to
excellent service by working to offer choice and convenience;
reducing the effort required to access government services;
and keeping personal information protected.
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e Service BC offers access to government services through
multiple channels. Our primary channel is in-person, through
our 65 Service BC Centres located in rural and urban
communities across our province. We also provide telephone,
email, and text channel services through our Service BC
Provincial Contact Centre, and online and website channels.

e Over 300 government services can be accessed in-person at
our 65 Service BC Centres.

e The Service BC Provincial Contact Centre handled more than
3.3 million enquiries over the last year, providing information
and navigation support for more than 300 government
services.

e People can use the BC Services Card App to access a variety of
online government services, including health records - lab
results, medication and immunization records, Student
Financial Aid, ICBC for online auto insurance renewals and
claims, and federal services such as the Canada Revenue
Agency’'s My Account portal.

e An important part of improving access is removing barriers
and addressing challenges to accessing services. For example,
Service BC is making it possible for people to get what they
need without visiting a government office in-person by
supporting access to digital services with the BC Services Card

app.

e Understanding the diverse and changing needs of the people
who look to us for assistance is key to Service BC's
commitment to providing service excellence.
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2) With the increased drive to online services, if residents don’t
have Internet, how do they access Service BC?

e People who cannot access services online, can visit one of our
65 Service BC Centres located in communities around our
province or call the Service BC Provincial Contact Centre for
assistance.

e Service BCis also developing a mobile service to meet the
needs of communities for which geography or circumstances
create barriers to service (i.e. wildfires, floods).

3) How can people who don’t have a smart phone or tablet set
up their BC Services Card app?

¢ Individuals do not have access to a smartphone or tablet can
now use the BC Token.

e Inlate 2022, the BC Token was launched for individuals that do
not have a smartphone or tablet but still wish to access
government services online with a personal computer. A small
device, available to obtain by visiting a Service BC centre,
enables secure access online along with a username and
password.

4) How can people that are not eligible for a BC Services Card,
access services online?

e Service BCis currently piloting a new feature within the BC
Services Card app, where individuals that are not eligible for
a BC Services Card can use the app to access online
services.
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e B.C.students who are studying in other provinces or.
countries, military members, and some federal employees,
can make use of this feature.

5) How does Service BC support people who are deaf or hard of
hearing to access government services?

e All 65 Service BC Centres are equipped with hearing loop
technology to serve people who are hard of hearing or hearing
impaired.

e The Service BC Provincial Contact Centre offers both
Telephone Device for the Deaf and Video Relay Service for
people who are deaf, hard of hearing or have difficulties with
speech.

e The BC Services Card identity verification process has
improved accessibility by accommodating the use of an
individual's handwritten communication, American Sign
Language, and the use of communication tools such as text to
voice devices and supports minimal third party (advocate)
assistance.

6) How does Service BC support people who do not speak
English who are trying to access government services?

e The Service BC Provincial Contact Centre offers translation
services in over 140 different languages.

e Service BC also makes every effort possible to assist British
Columbians who need a translator to help them during an in-
person visit to a Service Centre. This includes leveraging the
skills of employees who are fluent in other languages or by
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facilitating a connection to the Contact Centre for translation
services to support the in-person service request.

7) How is Service BC responding to the new Accessible BC Act
passed in June 2021?

e Service BC is committed to identifying barriers to service and
addressing them through continuous improvement.

e We undertake regular surveys to understand the overall
satisfaction with our services and key drivers for improvement
(i.e. issue resolution, going the extra mile, timely help, ease of

access)
Contact:
Adriana Poveda ED, Service Service BC ﬁ?:fnm?:: t Financial
Delivery
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Title: Mobile Outreach

Revised: Date of last revision, February 7, 2023

Key Messages:

e The province is committed to providing people in B.C. with
improved access to the supports and services they count on.

e This includes looking at the many ways people interact with
us - by telephone, online and in-person - and seeing where
we can improve the way we connect with the communities
we serve.

o For example, Service BC is exploring ways of transforming its
service delivery model to reach communities facing barriers
or that require a different, scalable, and flexible engagement
model to access government services through mobile
outreach.

e Service BC's goal is to provide services to those that are
underserved or may be facing barriers to service that range
from geography to natural disasters to cultural barriers.

e Mobile Outreach also aims to address service inequities faced
between rural and urban communities, and is designed to
meet people where they are and serve them in the channel
they want or need.

e Service BC frequently works with other service partners and
community organizations such as Service Canada and United
Way to provide comprehensive service delivery.
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Questions and Answers:

1) How many Mobile Outreach events have been held as of
December 31, 2023

e Answer: 30 Events (21 Ukrainian Newcomers, 4 Community
Outreach, 4 Mobile Outreach, 1 Disaster response)

2) Where have these events taken place?

e Events have been held in Kamloops, New Westminster,
Richmond, Victoria, Penticton, McBride, Fraser Lake, Macleod
Lake, Dawson Creek, Fort St. John, Vernon

3) How are locations and dates for Mobile Outreach services
determined?

e Events are determined by opportunities to work with service
partners such as Service Canada and local service groups.

e Service BC is working on developing a strategy on how to
determine the community, the frequency of the outreach, and
the operational requirements for future Mobile Outreach
events.

4) What services are delivered at Mobile Outreach events?

e Mobile Outreach aims to mirror services available at a Service
BC centre. The Mobile Outreach program is still under
development, including technical solutions needed to achieve
this goal.

e Service BC often works with community organizations and
government agencies to better address what services may be
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required in a community, examples of this are Service Canada
and United Way.

5) Can Mobile Outreach support disaster response?

e Yes, this model strengthens Service BC approach to business
continuity. In situations where people cannot access a Service
BC centre due to a natural disaster or extreme weather event,

Mobile Outreach can be set up to support people by providing
access to government services.

Contact:

Adriana Poveda Executive Director, Service BC 778-698-2090
Service Delivery
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Title: BC Registries Modernization
Revised: Date of last revision, February 3, 2023

Key Messages:

e We are updating our business registry services to keep pace
with technology and an increasing demand for online
programs and services.

e The modernization of these services will provide a more
seamless service experience, while improving the security
and privacy of our users.

e Moving more government services online safely and securely
provides people with improved response times, more service
selection and greater, more convenient access when needed.

e Users can leverage the BC Services Mobile App - one of the
most trusted forms of online identification. Users can also
provide a notarized affidavit with a BCelD login and a one-
time passcode.

e Users who have a BC Services Card and don’t have a mobile
device can set up a username and password with a BC token,
obtained free of charge at a Service BC Office.

e Our identification requirements help other businesses and

agencies, such as banks and other government programs,
trust the BC Registry’s information and the identities of those
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representing a business.

Questions and Answers:

1) What work has BC Registries completed to date in their
modernization journey?

e BC Registries has completed the following:

o Cooperative Associations can now complete all filings
online making for a more seamless and secure service.

o Businesses can request a business name using a modern
program that improves the service experience and
assists businesses in understanding business naming
rules.

o InJanuary 2022, a new Personal Property Registry was
launched that provides an improved user experience and
ensures greater security for our users.

o Since October 2022, sole proprietorships and general
partnerships can now complete all filings online.

o Users can search for businesses registered in B.C. and
purchase and download copies of business documents.

2) Why is verifying identity necessary?

e Online transactions can be used to fraudulently undermine a
person’s identity.

e Our government is committed to ensuring the integrity of
online filings.
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e For the corporate registry, verifying the identity of the person
improves corporate transparency and provides greater
assurances to the business community as to who the directors
of an organization are.

e The people of this Province have a right to know who owns a
business operating in this Province.

e That's why many businesses are required annually to file any
changes to the directors who have a controlling interest in a
company.

3) How can people who are not eligible for a BC Services Card
get access to BC Registries online services?

e The Province's Identity Information Management program is
responsible for providing identity and authentication services
to support British Columbia resident’s transactions with
government services.

e BC Registries, in collaboration with the Identity Information
Management program, has developed a solution for non-BC
residents.

e This solution includes having a notary provide a notarized
affidavit of the person. This solution continues to build and
support identity verification while meeting privacy and security
requirements.

e Users can also use the BC Services Card mobile app by
providing 2 pieces of appropriate government-issued ID.
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Contact:
Kaine Sparks ED, BC Registries  Service BC ﬁ?:fnzg??:r?t Financial
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Title: Beneficial Ownership Registry

Revised: Date of last revision, February 7, 2023

Key Messages:

e The requirements for private companies to hold, in their
records office, a list of beneficial owners came into force
October 1, 2020.

e Asrecommended by the Cullen Commission, BC Registries
will establish a Beneficial Ownership Registry for private
incorporated companies to mitigate the risk of money
laundering, tax evasion, and other illegitimate activity -
ultimately protecting the integrity of Canada's financial
system.

e Consulting on legislation for the Beneficial Ownership
Registry is currently underway.

e Leveraging existing investment for Registries Modernization
and Common Components, this will be a new registry and
expand capabilities to include regulatory oversight,
enforcement and multi-jurisdictional collaboration.

e As astrong advocate in addressing anti-money laundering
initiatives, BC would be a Canadian leader in the
development and implementation of a registry that could be
internationally recognized as a “best practices” beneficial
ownership registry.
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Questions and Answers:

1) Why is this a priority?
e More than 200 jurisdictions have signed up to implement the

40 recommendations on anti-money laundering and
protection against terrorist financing.

e This system meets the recommendation of the Cullen
Commission to address the risk of money laundering and
terrorist activity financing in British Columbia.

2) How many businesses will be impacted?

e Itis estimated that 1 million incorporated BC companies
(excluding sole proprietorships) will require registration via
the Beneficial Ownership Registry.

e Registries is targeting 80% compliance in year one, and 98%
compliance by the end of year 2, after release.

How much will it cost?

e Registries has secured $8M of capital funds from the Digital
Investment office over 36 months starting FY 22-23 to build a
Beneficial Ownership Registry, and thereby meet the
recommendations laid out in the Cullen Commission to
combat money laundering, tax evasion, and other illegitimate
activities.

e Costs will be minimized by building functionality into BC
Registries’ recently modernized platform.
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e Operating costs can be offset by Registries operating revenues
with no impact to government’s fiscal plan.

3) How much work has been done?

e BC Registries and the Ministry of Finance are working together
to identify the requirements and governance of a BC Beneficial

Ownership registry.

e The Ministry of Finance has submitted a request for legislation
and is developing a Beneficial Ownership policy.

e BC Registries is establishing a development team and has
started the service design process.

4) Will it be integrated with the federal registry or other
jurisdictions?
e BCis working with the Canadian Federal government to
ensure project alignment and future data sharing possibilities.

e BC's Beneficial Ownership Registry will include requirements
to allow for multi-jurisdictional data sharing, including Land
Title and Survey Authority and Ministry of Finance.

Contact:
Kaine Sparks Executive Director, Service BC Sovernment
BC Registries Information
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Title: Facts and Figures (Government Buildings)

Revised: Date of last revision, March 3, 2023

Real Property Division Portfolio

e Real Property Division (RPD) provides everything needed to design, set
up, and manage a government workplace.

e RPD’'s client base, as defined under the Public Agency Accommodations Act,
includes the ministries (mandated) as well as the broader public sector
(voluntary customers).

e RPD’'s portfolio of facilities includes government occupied office space,
Service BC front counters, and special purpose buildings such as
courthouses, laboratories, and correctional centres.

e School, post-secondary, municipal, and hospital facilities are not included
within the RPD portfolio.

e As of September 30, 2022, RPD’s real estate portfolio was comprised of:

Buildings (#) | Area (m?) | Proportion of Space (%)
Owned 460 757,978 47.9
Leased 590 583,788 36.9
Maintained 506 239,637 15.2
Total 1,556 1,581,403

e Additionally, RPD manages 229 land parcels, totaling 615.8 hectares.

e 93 percent of the total space with RPD'’s real estate portfolio is serviced by
CBRE Ltd.
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Budget Summary
e RPD’s capital plan directly supports government’s Budget 2023 priorities,
as follows:

o capital investments that support the province’s priority
commitments, such as CleanBC, ministry client programming
requirements (e.g. PSSG, MAG), Future Workplace Strategy
initiatives.

o maintaining infrastructure that supports the delivery of critical
government services.

o investments that provide a foundation for the economy, jobs, and
communities.

e Operating costs have been managed within the budget to an extremely
small difference (under one percent) between the allocated budget and
total expenditures.

o Total capital budget changes are outlined in the table on the next page.
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Real Property
(Smillions)

Nanaimo Correctional Centre

Legislative Precinct District Energy System
Strategic Acquisitions of Buildings

TI's for Buildings acquired under Strategic Acquisitions
Energy Smart Program (Clean BC)

Electric Vehicle (ZEV) Charging Stations
Courthouse Improvements

Vancouver Law Courts Renovation

Port Coquitlam Law Courts Renovation

BC Corrections Segregation Strategy Renovations
BC Corrections Accommodation Strategy

MCFD MYAP - Duncan

SDPR Risk Review Related Tl's

Camosun Lab Relocation

PSSG Land Acquisitions

Kamloops Option to Purchase

Office Furniture

Routine Capital

22/23 23/24
Budget | Budget | Change
$80.03| $60.94| (519.09)
$19.00| $19.00
$8.01 $8.01
$6.69 $7.92 $1.23
$8.88| $15.53 $6.65
$0.99 $0.48| (S0.51)
$1.83| $13.86| $12.03
$0.10f $12.56| $12.46
$0.05| $19.53| $19.48
$14.82 $2.93| ($11.89)
$6.41 $8.72 $2.32
$2.81 $0.46| (52.35)
$0.72 $5.59 $4.86
$5.82 ($5.82)
$0.80 $0.68| (50.12)
$9.95 $§1.55| ($8.40)
$1.67 $1.50| (S0.17)
$70.40| $80.35 $9.94
$211.97| $259.61| $47.64
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Priority Capital Projects

e Two significant priority capital projects have recently been constructed or
are under construction:

o Recently constructed: Abbotsford Law Courts ($152.3 million)

= A Public Private Partnership model was used to garner the
best value and leverage industry expertise.

» This project consolidated multiple justice-related program
areas into one location and provides the community with
easier access to a broad range of services.

= An emphasis was placed on technological innovation and
robust information management and information technology
infrastructure.

o Under construction: Nanaimo Correctional Centre ($180.6 million)

» A design-build model is being used to leverage design
innovation with cost and construction delivery effectiveness.

= Once complete, the new facility will provide enhanced safety
and security services to accommodate remanded individuals
from central and northern Vancouver Island.

= Setin a campus-style environment, the replacement facility
will support a more therapeutic and normalized living
environment within a culturally responsive design.
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Strategic Acquisitions

Properties acquired in the last five years are outlined in the table below:
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. Transaction
2018/2019 Accepted Offer ($M's) Closing Date
North Vancouver
902 W 16th Street 3.79 March 14, 2018
Williams Lake
280A North Third Ave 1.89 March 26, 2019
2019/2020
Surrey
13545 64th Ave 4.33 February 3, 2020
Vancouver
2810 Grandview Hwy 10.03 February 18, 2020
Prince George
490 Brunswick Street 1.50 March 5, 2020
2020/2021
Kelowna 2.00| November 30, 2020
West Kelowna 1.40 March 15, 2021
2021/2022
None
2022/2023
Kamloops
447 Columbia Street 9.95 April 18, 2022
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Nanaimo
3960 Biggs Road .76 | December 20, 2022
GRAND TOTAL 35.65

Enabling Public Service Renewal - Workplaces

e A Future Workplace Strategy (FWS) was developed to modernize
government buildings, address 50%+ office vacancy due to a growing
uptake in flexible work, and accommodate a more distributed public
service workforce throughout British Columbia.

e Regional hiring as a default under “purpose driven flexibility” and a
“guided” approach to hybrid work is driving a significant change

e The FWS calls for the consolidation of office space, and investments in
additional ShareSpace facilities in strategic urban, suburban, and regional
locations.

e Modernizing workspaces to support hybrid work requirements includes
limiting dedicated workpoints in favour of establishing up to 70% of
space to support mobile employees.

o The resounding success of a ShareSpace pilot in Langford has confirmed
the general viability and uptake of ShareSpace to meet targeted
government office space requirements based on the following metrics:

o 60% peak utilization. Industry headquarters locations are seeing
less than 17% utilization.

o A reduction of approximately 7,200 vehicle trips, contributing to
CleanBC commitments by decreasing an estimated 65.4 tons of CO2
emissions.
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o 98% of ShareSpace users feel they're productive when they work at
these locations.

o The ShareSpace Community Managers welcome on average 30 new
users per month.

o A 92% positive rating on office experiences reported through the
space booking software used at these locations.

Facilities Management Services

e In 2019, the province entered into a five-year agreement with
CBRE Ltd.

e Service commenced under the CBRE agreement in April 2020.

e The CBRE agreement is valued at $1.069 billion over five years, including
management and technician fees, project fees and costs, operations and
maintenance costs, and utilities costs.

Stewarding Government Building Assets (including Accessibility)

e A Facility Condition Assessment (FCA) is used to gauge the integrity of the
government real estate portfolio.

e The FCA generates a Facility Condition Index (FCI), a metric which
highlights the ratio of building needs to a building’s total replacement
cost that is used to inform short, medium, and long-term investments.

e Investments are prioritized under a Pairwise methodology that considers
multiple criteria to evaluate competing investment requirements
objectively and equitably.

e In 2022, the aggregate FCI for the building portfolio was 0.55, an increase
from 0.53 in 2021.
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Generally speaking, with current funding levels, we anticipate the
portfolio FCI to continue increasing year over year; ideally, this indicator
should be decreasing.

Accessibility is an integral consideration in investment planning and
scoping of routine capital projects. Over the past fiscal year and including
this upcoming fiscal year, approximately $20 million has been planned
for accessibility improvements.

Climate action investments under the CleanBC Government Buildings
Program in FY 2022/23 amounted to $8.9 million and an additional $15.5
million is earmarked for FY 2023/24.

The accelerated implementation of an Electric Vehicle Charging Station
network at government facilities is underway with a target of over 700
stations installed across the Province by the end of 2023/24.

Property Dispositions

Real estate that is surplus to government needs is sold at best value to
generate revenue for the province.

Gains from the previous seven years include:

Year Gains

2022/23 $27.4 million
2021/22 $46.7 million
2020/21 $39.4 million
2019/20 $42.3 million
2018/19 $26.7 million
2017/18 $45.8 million
2016/17 $61.7 million
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e Forecasted net proceeds for the next three years are:

Year Proceeds
Government Financial

2023/24 Information

2024/25

2025/26

Contact:
Sunny Dhaliwal Assistant Deputy ~ Real Property Division 250 380-8311
Minister
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Title: Nanaimo Correctional Centre Project

Revised: Date of last revision, February 14, 2023

Key Messages:

e I'm happy to see the Nanaimo Correctional Centre
replacement project move forward.

e The new correctional centre will have modern spaces for
education and vocational training, rehabilitative programs,
and specialized areas for food services, health care and
working with those with complex mental health and other
needs.

e This project also brings major economic benefits to the
region, including 1,000 direct and indirect jobs.

e Construction is underway and project completion is
anticipated for 2024.

If asked about the procurement process:

e Stuart Olson Construction Ltd. was awarded the contract
following a competitive process where the company met
all the requirements of our Request for Proposals.

e All phases of the procurement were competitive, open,
and fair, including the Requests for Qualifications and
Request for Proposals.
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If asked about community consultation:

e The project team consulted with the City of Nanaimo and
the Snuneymuxw [Snah-nay-mo] and Snaw-Naw-As First
Nations, as well as a host of others with interest in the
facility.

o Stakeholder engagement will continue
throughout the redevelopment of the Nanaimo
Correctional Centre.

Questions and Answers:

1) What is the total project cost and how much of that is

related to construction?

o Construction makes up $169 million of the total project cost
of $181 million.

2) What are some of the major improvements of the new
facility compared to the old one?

o The new facility maintains the capacity of the current
centre and adds a new 12-room unit, for short-term
custody for women from Vancouver Island.

e The new facility also includes a wider range of security
levels to accommodate individuals from central and
northern Vancouver Island who are being held on
remand while awaiting a court appearance.

o Safety and security are enhanced through purpose-built
and modernized spaces for educational, vocational,
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certified trades and rehabilitative programming. In
addition, specialized areas are provided for food services
and health care, and for working with those with complex
mental health and other needs.

e Through collaboration with the Snuneymuxw [Snah-nay-
mo] and Snaw-Naw-As First Nations on related
programming and design elements, the new facility also
provides a more therapeutic and normalized living
environment along with culturally responsive
programming and spaces.

3) What are the benefits of a correctional centre looking
more like a college campus, than a traditional prison
facility?

e A campus-style facility allows each space to be purpose-
built to offer unique and tailored programming to
individuals with various security clearances (open,
medium and secure/remanded).

e The design of the centre will also support a more
therapeutic and normalized living environment.

Contact:
Sunny Dhaliwal Assistant Deputy Real Property Division 250-380-8311
Minister
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Title: Modernization of Government Offices - Hybrid Work Model

Revised: Date of last revision, February 14, 2023

Key Messages:

e The uptake in remote working due to the global pandemic,
along with continued advancements in technology, has
created opportunity for workplace transformation.

e While the BC Public Service (BCPS) has been evolving over the
last decade with the adoption of Leading Workplace
Strategies (LWS) and an increasingly mobile workforce
supported by new tools, this moment with remote work
uptake, can be further leveraged to create new flexible
modern workplaces that support an engaged and productive
workforce, and we are planning to do the same by
modernizing our offices to meet the requirement of a hybrid
workforce, create more capacity in our regional offices and
right-size our portfolio.

e A"hybrid workplace model” that provides employees with a
choice of work location and flexible office workplaces has
become the new normal in large organizations, and offering
remote & hybrid working is becoming critical to attracting
and retaining talent.

e A newly endorsed Hybrid Workplace Strategy, developed by
my Ministry, aims to address the changes required in our
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workplace model and support the evolving function of the
future workplace.

e The primary focus of this new Hybrid Workplace Strategy is
not only to support the way work has changed for the BCPS,
but being more adaptable to new ways of working into the
future.

e The primary goals of the Hybrid Workplace Strategy are to:

o Upgrade and modernize our workspaces to better
support a hybrid workforce

o Modernize and consolidate space in across the province.

o Create new alternative shared coworking hubs in urban,
suburban and regional areas where our employees live.

o Implement workspace booking software.

e There are many benefits of shifting to this new model for the
BCPS, including:

o Firmly positions the BCPS as a modern, competitive
employer

o Supports employee attraction and retention.

o Decentralizes and effectively supports more remote
work allowing for regional hiring of a distributed
workforce

o Supports other government priorities including regional
housing affordability and reduced GHG emissions.

This material will be proactively released Page 2 of 6

Page 358 of 620 2023 Estimate Notes



2023/24 Estimates Note
Advice to the Minister

Ministry: Ministry of Citizens’ Services
Minister Responsible: Hon. Lisa Beare

e My Ministry is currently working on a comprehensive
implementation plan for rollout of this strategy under an
accelerated timeline.

o The strategy will deliver on citizens’ high expectations of the
public service while maintaining or improving productivity
and engagement and will take into consideration the best
interest of employees and BC taxpayers, ensuring a
continued focus on delivery of services to our citizens.

Questions and Answers:

1. Why are you not actively reducing your lease portfolio?

e We are quickly mobilizing to consolidate and modernize 21
office locations in 9 communities across the province in the
short-term. At the same time, we are also consolidating
some offices without major investments to improve the
utilization of these existing spaces.

Government Financial Information

o We are also actively partnering with ministries to re-
evaluate workspace requirements under a new hybrid
model and identify additional opportunities across the
province to consolidate and modernize the real estate
portfolio.
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2. Will there be savings to government with this change?

e While long-term lease savings will result, an initial capital
investment will be required to change office layouts to
better support hybrid work, ensure that the workplace is
well utilized, and support the activities of employees and
teams when they are at the workplace.

e Yes, there will be savings to the government on account of a
reduced portfolio.

e Government Financial Information

3. How is your ministry facilitating remote work with
supportive technologies?

o With widespread adoption of mobile devices and
technology, we have demonstrated government’s ability to
adapt to remote work with minimal impact. With these tools
and secure Virtual Private Network (VPN) connections
ministry staff can access government’s network and
conduct their business.

e With the successful adoption of MS Teams to keep
government connected, further IT tools will need to be
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developed or procured to support future work methods
including additional collaborative tools that support teams
with a distributed model.

e As part of the Hybrid Workplace Strategy, we will several
new workspace management technologies across the BCPS
that will help facilitate higher utilization of our spaces and a
better user experience for staff when working at the office.
These include items such as a corporate workspace
booking, occupancy sensor technology and centralized
access controls.

4. What other factors led to the decision to move forward with
Hybrid Work Model now?

e Thisis a policy decision for the PSA refer the question to
that Minister.
o If pressed:
= The positive effect on employee attraction and
retention.
= The significant opportunities to realize carbon and
financial savings and provide economic support for
rural and remote locations of BC through regional
hiring.

5. What are you doing with vacant space?

e We are actively working on a number of projects with the
aim of modernizing and consolidating our office portfolio.
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e Our aim is to maximize space utilization and also provide
flexible work options for our employees.

e Additionally, we will be modernizing our workplaces to
make them more suitable for the hybrid way of working.

Government Financial Information

Contact:
Sunny Assistant Deputy Real Property Division 250-380-8311
Dhaliwal Minister
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Title: CleanBC Government Buildings Program

Revised: Date of last revision, February 16, 2023

Key Messages:

e The province is working hard to build a low-carbon economy
by changing how we live, work and commute, via the
CleanBC Plan.

e To support this important work, my ministry launched the
CleanBC Government Buildings Program in 2019.

e Under the program, we're working to make government
buildings more energy efficient, and we’re reducing
greenhouse gas emissions through retrofits, innovative
building design, and by switching to clean energy sources.

e The CleanBC Government Buildings program has been a
catalyst for energy and greenhouse gas (GHG) reduction
projects across the ministry’s building portfolio.

o Under the guidance of this program, we have achieved a 44%
reduction in greenhouse gas emissions, as compared to 2010
standards and we are on track to achieve the 2030 reduction
targets.
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e Some of our work to date includes:

o Completing the first net-zero energy building of the
government portfolio in Williams Lake - an office space
for the Ministry of Children and Family Development.

o Installing 200 electric vehicle charging stations at
government buildings throughout the province, with

many more planned for coming years.

o Implementing energy upgrades at 52 government
buildings throughout the province, including lighting,
improved heating systems, and better insulation.

Examples include:

Building City Building Type Energy Project
800 Smithe St. | Vancouver Courthouse Low carbon
heating system
9000 17th St. Dawson Creek | Office High efficiency
heating system
2000 Ospika Prince George | Office High efficiency
Blvd. heating system
4780 Roger St. | Port Alberni Health Centre Lighting
upgrade
3793 Alfred Ave | Smithers Courthouse Improved
insulation

o Modernizing the building controls in more than 90
buildings, which allows for optimal energy consumption
and reduced energy waste. Examples include:
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Building City Type of Building
205 Industrial Rd. Cranbrook Office

640 Borland St. Williams Lake Office

1229 Oceanview Dr. | Queen Charlotte | Office

851 16" St NE Salmon Arm Health Unit

583 Fairview Rd Oliver Office

2455 Mansfield Dr. | Courtney Office

o Completing climate risk assessments at various
buildings throughout the province, which will be used to
inform future investments.

o Developing a three-year Climate Risk Management and
Adaptation Program to advance climate adaptation
initiatives by building capacity within the ministry,
adapting existing business processes to improve climate
resilience of the government building portfolio, and
planning how to prepare government buildings for
climate-change impacts.

Questions and Answers:

1) Is Citizens’ Services on track to achieve the legislated
greenhouse gas emissions targets?

e Yes, we are on track to achieve the legislated greenhouse gas
emissions targets.
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e The CleanBC Government Buildings Program is driven by the
Climate Change Accountability Act (CCAA), which replaced the
2007 Greenhouse Gas Reduction Targets Act.

e CCAA legislates provincial targets of 40% reduction in
greenhouse gas emissions from 2007 levels by 2030, a 60%
reduction from 2007 levels by 2040, and an 80% reduction in
emissions by 2050.

e The provincial CleanBC plan requires that public-sector
buildings achieve a 50% greenhouse gas emissions reduction
relative to 2010 by 2030.

e Through the work done under the direction of this program,
my Ministry’s government buildings have achieved a 44%
reduction in GHG emissions for the 2021 reporting year, as
compared to 2010 emissions, and are on track to meet the
2030 targets.

e The CleanBC Government Buildings Program uses six
pathways to reduce greenhouse gas emissions and energy
consumption in government buildings.

e Forthe 2022 reporting year, emissions are expected to be
measured, reported, and published in June 2023 as per the
Climate Change Accountability Act and the Carbon Neutral
Government Regulation.

2) What is the budget associated with the program?
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e Inearly 2019, CITZ was provided with $57.5 million over five
years (2019/20 to 2023/24) for the CleanBC Government
Buildings Program, which formally launched in June 2019.

e Investments are made from a triple bottom line lens to reduce
energy consumption and greenhouse gas emissions while also
encouraging a lifecycle return on investment and increased
occupant comfort.

e The type of projects includes lighting upgrades, Heating
Ventilation and Cooling upgrades, building automation system
upgrades, and building envelope upgrades, among others.

3) How does your ministry plan and prioritize projects for the
CleanBC Government Buildings program?

e My Ministry conducts several energy and greenhouse gas
emissions reduction studies every year to assess opportunities
across the provincial portfolio to implement energy projects.

e Opportunities are further assessed and prioritized using a
triple bottom line perspective.

e Pilot and demonstration projects are also included in the plan
to build capacity and knowledge, such as the Net Zero Energy
retrofit project in Williams Lake.

e We also work with our client ministries to determine the
requirement of investments, such as those required for
electrical vehicle charging stations.
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4) How does the ministry plan to spend the CleanBC budget in
the future?

e Since the program launch, my ministry has allocated funding
to projects such as energy retrofits, electric vehicle charging
stations, lighting upgrades, and building automation
upgrades, among others.

e Moving forward, we plan to not only continue with such
energy upgrades, but also continue to invest in preparing for
climate change by conducting climate risk assessments and
assessing opportunities for low carbon energy use at
provincial buildings.

5) How many electric vehicle charging stations has CITZ
installed?

e Electric Vehicle Charging Stations (EVCS) are identified as one
of the six pathways of the CleanBC Government Buildings
Program.

e CITZis continuing to install charging stations for both
government fleet use, as well as for employees and public that
visit government buildings.

e Installation of EVCS at CITZ managed buildings began in 2018.
Since then, approximately 200 charging stations have been
installed at 68 sites. 129 spaces have been designated for
employee and visitor use and 71 spaces for fleet vehicles.
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e These charging stations are deployed portfolio wide across

CITZ managed portfolio including government offices (41),
correctional centres (8), and courthouses (13).

6) How many EVCS does CITZ plan to install in the future?

e Currently, there are 66 employee and visitor stations at 19

sites, as well as an additional 120 fleet charging stations across
43 sites under construction.

For the upcoming fiscal year, CITZ is planning an additional 80
employee and visitor charging stations across 20 sites and 240
fleet charging stations across 67 sites. Through this work,
more than 700 charging stations would have been installed at
government buildings by the end of next fiscal year.

- Also, CITZ has secured a new end to end EV charging program
with its existing facilities management service providers, to
support the annual deployment of hundreds of charging
stations in coming years to support government’s fleet

greenhouse gas emission reduction targets.

EVCS Projects Employee/Visitor | Fleet | Total*
Installed To Date 129 71 200
Projects Underway 66| 120 186
Projects Planned for FY23/24 80| 240 320
Total 706
*Numbers last updated in Jan 31, 2023
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7) Does CITZ charge EVCS users for utilizing the stations?

e Currently, there is no additional fee to use the charging
stations. Users are only charged regular parking rates (if
applicable). The ministry reviews this decision annually based
on industry developments.

8) What is the budget for the Electric Vehicle Charging Stations
program?

¢ Since the launch of the CleanBC Government Buildings
program, CITZ has spent $3 million on all Electric Vehicle
Charging Station projects to date, including assessments,
procurement, and installations; or an average of
approximately $15,000 per charging station.

e The demand for Electric Vehicle Charging Stations is assessed
annually and ongoing funding is sought based on strategic
planning and client demand. For the upcoming year, CITZ has
allocated approximately $3.2 million for installing charging
stations.

10) Why was Williams Lake retrofitted to be a net zero energy
project?

¢ When we purchased the building at 280A 3rd Ave North,
Williams Lake, B.C., it provided a great opportunity to
showcase public sector leadership to demonstrate that
government is on the path to fight climate change and
support a low carbon economy.
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e The building was designed and built to be net-zero energy by
using technologies such as enhanced envelope upgrades,
geothermal heating and cooling, and solar photovoltaics.

e Construction for the energy measures began in the fall of 2020
and the project was completed in the fall of 2021.

e This building is sub-metered, so that individual building
systems such as lighting, heating, cooling, and solar panels
have a dedicated electrical meter. The meters gather real-time
power data that will allow us to gain understanding of the
effectiveness of the different technologies installed. Learnings
from this pilot project will be applied to future projects.

11) What is CITZ doing to make government buildings more
resilient to climate change?

e Climate change has major implications for provincial buildings;
advancing the resiliency of government buildings will help
protect both people and critical public infrastructure during
extreme weather events.

e In 2019, Citizens' Services launched the CleanBC Government
Buildings Program to support the government’s CleanBC
goals.

e This program outlines the government’s strategy to reduce
energy and greenhouse gas emissions from government
facilities and one of the pathways of this strategy is Climate
Adaptation.
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e Under the Government Buildings Program, we've completed
climate risk and vulnerability assessments at more than 50
buildings and more climate risk assessments are underway.

e As well, we're developing a three-year Climate Risk
Management and Adaptation Program to advance climate
adaptation initiatives by building capacity within the ministry,
adapting existing business processes to improve climate
resilience of the government building portfolio, and planning
how to prepare government buildings for climate-change
impacts.

e Part of this work includes the development of a geographic
information system (GIS) platform to screen buildings and
sites for climate hazards such as floods, extreme heat, wildfire
smoke.

e In 2021-22, CITZ also partnered with the B.C. Climate Action
Secretariat to develop minimum climate resilience standards,
including requirements for new and existing buildings to be
applied when systems are being renewed, repaired, or

replaced.
Contact:
Sunny Dhaliwal Assistant Deputy ~ Real Property Division 250-380-8311
Minister
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Title: Accessibility

Revised: Date of last revision, February 28, 2023

Key Messages:

e My ministry is committed to providing universal access,
diversity, equity, and inclusiveness in B.C. government
buildings.

e This includes working with the Parliamentary Secretary for
Accessibility to ensure government’s digital tools and
services are accessible.

e In addition, my ministry has developed a Social Stewardship
Policy which articulates how social stewardship is reflected in
real estate services through programs which support health
and safety, accessibility, diversity and inclusion, and
Indigenous reconciliation.

o We define a barrier as anything that stops people with
disabilities from being included. For example, some barriers
can stop people from independently accessing buildings or
using computer programs; even people’s attitudes towards
disability can be a barrier.

e For the last decade, my ministry has developed a Barrier Free
Program - focused on removing barriers to ensure public
sector employees and the public have better access to our
buildings.
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e Part of my ministry’s Barrier Free Program also includes
efforts to ensure universal and gender-inclusive access to
washrooms in government facilities. Public-facing
washrooms are being addressed as a priority.

e We partnered with the Rick Hansen Foundation to improve
building access to a standard beyond the BC Building Code.

e The Rick Hansen Foundation assessments have helped inform
improvements and changes to guidelines, standards, and
investment decisions to improve access to government
facilities and enhance services for citizens.

e Rick Hansen Foundation Accessibility Certification standards
are now incorporated in the technical standards the Ministry
uses for all new building construction and major retrofits. My
team has also created new guidelines for washroom
construction to make our spaces more accessible and
inclusive for the people who work in and visit our buildings.

Questions and Answers:

1) What has CITZ done to make government buildings more
accessible?

e My ministry is responsible for advancing health and safety,
accessibility, diversity and inclusion, innovation, customer
service, and Indigenous reconciliation in government
operations. This includes everything from real estate,
procurement, IM/IT, and front counter services.
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e CITZ has been working for many years to make government
buildings more inclusive and accessible. Since 2012, my
ministry has delivered the Barrier Free Program, which focuses
on removing barriers to ensure public sector employees and
the public have better access to our buildings.

e POLICY: To strengthen this work, my ministry has created and
applies a Social Stewardship Policy to all its work. We endorsed
the policy in 2020.

o This policy formalizes and enables our commitments to
advance Social Stewardship in government buildings. It
creates structure and oversight to address social
stewardship in balance with environmental and financial
responsibilities.

e PARTNERSHIP: In 2017, my ministry partnered with the Rick
Hansen Foundation so that we could improve building access
to a standard beyond the BC Building Code. The Rick Hansen
Foundation framework defines meaningful accessibility in
buildings in their entirety, not separate elements like doors or
washrooms.

o CITZ conducted Rick Hansen Foundation assessments in
73 government buildings. The assessment results are
applied to decision making criteria, investment plans,
and guidelines and standards for real estate projects in
CITZ.

e PROGRAM: In 2020, my Ministry took the Barrier Free Program
one step further and developed the Buildings for People
Strategy. It articulates our plan to improve accessibility beyond
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the BC Building Code and align with the Accessible British
Columbia Act (Accessible BC Act).

o The strategy is based on three pillars: building

improvements, developing standards, and verifying
performance, and culture change and awareness to
support the program goals.

e ACTIONS: Together, the Social Stewardship Policy and
Buildings for People Strategy structure decision-making
around real estate services. Specific outcomes include:

@]
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Formalizing accessibility as a strategic driver in our
investment plan for 2023/2024 (added to the existing
building condition driver), enabling the prioritization of
accessibility in real estate projects.

Collaborating with client ministries to apply Rick Hansen
Foundation information and support ministry-specific
plans for accessibility and inclusion.

Creating guides and strengthening the standards for
projects in government buildings, e.g., Real Property
Division’s Technical Standards, signage guidelines and
washroom facilities standards, so that all projects
consider accessibility, even if it is not a strategic driver.

Creating and applying accessibility evaluation criteria to
procure leased and owned spaces.

Including access to universal and gender-inclusive
washrooms in real estate projects, with public-facing
washrooms a priority.
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e PROJECTS: Examples of projects completed or underway under
the Buildings for People Strategy, include:

@]
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Wood Innovation and Design Centre in Prince George.
We increased signage, installed guardrails, and increased
visual contrast for navigation. The building received
Accessibility Certified Gold; the highest level of
certification available through the Rick Hansen
Foundation Accessibility Certification program.

North Vancouver Courthouse. We spent approximately
$1.2 million upgrading washrooms at the North
Vancouver Courthouse. Upgrades included one new
universal and accessible staff washroom, eight
washrooms upgraded to meet accessibility
requirements, and relocation of water fountains to more
accessible locations for all.

865 Hornby Street in Vancouver. We created a
designated area of refuge and installed an evacuation
chair for staff and citizens with mobility impairment to
evacuate safely in case of emergencies.

Victoria Courthouse. Approximately $1.2 million is being
invested in accessibility upgrades, including upgrading
the emergency systems (accessible pull stations, audio
and visual fire alarms, and smoke detectors), accessible
signage, and two accessible and gender-inclusive
washrooms - one for staff and one for citizens.
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o Similar accessibility projects and upgrades will also be
included when we are doing any major renovations to
our buildings.

2) How much has CITZ spent on building infrastructure to
support accessibility?

e Since 2012, my ministry has made ongoing investments to
improve the accessibility of our buildings in the owned and
leased portfolio.

e For the 2023/24 investment plan, $4.6 million has been
allocated to accessibility improvements in government
buildings.

e The funding is allocated to building element upgrades such as
doors, elevators, and railings ($1.8 million), washroom
upgrades ($1.7 million), emergency system upgrades ($815
thousand), and signage and wayfinding ($325 thousand),
aligning with the priority areas outlined in our Buildings for
People: Barrier Free Program.

e 76 percent of these improvements will be made in
courthouses and correctional facilities.

e Eight single stall universal washrooms will be created with this
plan - making the portfolio more inclusive and accessible.

e In 2022/23, my ministry invested approximately $16.9 million
in accessibility, with particular focus on emergency system
upgrades ($8.6 million), washroom upgrades ($2.4 million),
and signage and wayfinding ($1 million).
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o 55% of this investment was in courthouses and
correction facilities.

o 28 single-stall washrooms have been created with this
investment.

o Funding for these projects comes from our existing
budget.

3) What work is underway in CITZ to support accessibility?

e My ministry has several initiatives underway to support
accessibility:

o The Government Digital Experience Division:

» has an online Accessibility and Inclusion Toolkit that
shows public servants how to create accessible
digital content like websites, reports, and
presentations.

= offers digital accessibility audits for things like
websites and mobile apps, and offers digital
accessibility training for public servants.

= offers web style guidelines and plain language
training to help ministries plan, design and improve
their web content with universal access in mind.

= sets the digital accessibility standard for
government websites and online tools to meet
industry standard and the internationally
recognized guidelines for web accessibility.
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= offers accessible web platforms like gov.bc.ca and
engage.gov.bc.ca to all government.

In the Office of the Chief Information Officer, the
Connecting British Columbia program helps pay for
infrastructure required to deliver high-speed internet
connectivity to rural and remote areas of the province,
including supporting digital readiness, for local
governments, Indigenous and rural communities.

Service BC has improved accessibility of the BC Services
Card App with Send Video which enables people to verify
their identity without making an in-person visit.

The shift to video provides equitable access to those
from urban, rural, or remote areas and means we are
better able to accommodate more individuals.

We now offer additional communication options such as
screen readers, text-to-speech, sign language and
handwritten responses to assist those who have visual,
hearing or speech impairments, and caregivers are able
to provide assistance in order to complete the identity
verification.

The Procurement and Supply Division has several
initiatives underway. King's Printer can offer Braille
Printing for people with visual impairments. The BC Bid
Replacement Project ensures public-facing pages are
compliant with accessibility standards and guidelines. In
addition, our solicitation templates are now using BC
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Sans as a font which contains support for multiple
languages, including Indigenous languages in B.C.

o The Real Property Division (RPD) has developed the Social
Stewardship Policy and Barrier Free Program in
cooperation with the Rick Hansen Foundation to remove
barriers in government buildings and increase inclusivity.

o RPD continues to grow Social Stewardship work in
government buildings with the development of two new
programs focusing on Indigenous Reconciliation and
Diversity & Inclusion.

4) How do you plan for and prioritize accessibility projects?

e My ministry’'s Barrier Free Program identifies three pathways
to achieve accessibility objectives and move towards the long-
term vision of access for everyone to government buildings in
B.C.

o Building Improvements: Using technical standards to
ensure inclusive and accessible elements are
incorporated from building design to implementation.

o Standards and Verification of Performance: Partnering
with service providers and leaders like the Rick Hansen
Foundation to inventory accessibility opportunities.

o Culture Change: Educating staff and citizens with
awareness communications to support the goals of the
program such as implementing gender-inclusive
washrooms.

This material will be proactively released Page 9 of 14
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e While all government facilities are compliant with the BC
Building Code, there are several examples where government
spaces need to go beyond code requirements so that they
better meet the accessibility needs of employees and citizens.
These include front counter height adjustments, access to
gender-inclusive washrooms, and emergency systems that will
adequately notify all patrons in case of an emergency
evacuation.

e Based on research and a pilot project in partnership with the
Rick Hansen Foundation where a sample of government
buildings were assessed for accessibility, improvement efforts
currently focus on the following areas:

o Washrooms
o Signage, Wayfinding and Communications

o Emergency Systems

¢ My team is developing a methodology to prioritize accessibility
projects to ensure a coordinated and defensible approach to
improving access to government buildings.

e For the 2023/24 investment plan, $4.6 million has been
allocated to accessibility improvements in government
buildings.

e Most of the funding is allocated to building element upgrades
such as doors, elevators, and railings ($1.8 million) and
washroom upgrades ($1.7 million). The remainder is allocated
to emergency system upgrades ($815 thousand) and signage
and wayfinding ($325 thousand), aligning with the priority

This material will be proactively released Page 10 of 14
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areas outlined in our Buildings for People: Barrier Free
Program.

e 76 percent of these improvements will be made in
courthouses and correctional facilities.

e Eight single stall universal washrooms will be created with this
plan - making the portfolio more inclusive and accessible.

e The money for these projects comes from our existing budget.

5) How are funds used to improve accessibility allocated?

e The funds for accessibility projects come from our existing
budget. We advance accessibility across the building portfolio
using the routine capital budget and by incorporating
accessibility upgrades into existing facility improvement
projects.

e We work closely with its primary service provider, CBRE, and
Ministry clients to assess the current level of accessibility
across the building portfolio and to determine where
investments should be made.

e We determine how to allocate our funding to improve
accessibility in three ways:

o ONE - We determine which buildings are a high priority
for accessibility investments. We apply prioritization
criteria like building function, building condition, and
location to make this decision.

o TWO - We focus on investing in three priority areas
identified in the Rick Hansen Foundation assessments.

This material will be proactively released Page 11 of 14
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These are the elements of our buildings that frequently
require the most significant investment to improve
accessibility. The priority areas are: Sanitary Facilities
(e.g., washrooms, shower or change facilities), Signage
and Wayfinding, and Emergency Systems. We include
these elements in our building condition assessments.

o THREE - As a project develops, we identify opportunities
to improve accessibility outcomes within the existing
budget and project scope. We also direct project partners
to apply our building and design standards (e.g., RPD
Technical Standards, which incorporate the Rick Hansen
method to determine meaningful accessibility, Sanitary
Facilities Guidelines, design guidelines for signage). We
ensure project managers implement our priorities.

6) How much will this work cost? No budget has been allocated
for this work. How does the government plan to fund this
work?

e My ministry recognizes the importance of accessible
government services; while efforts are made to ensure a
baseline of accessibility across our service offerings, it is
anticipated that required funding to meet new legislated
accessibility requirements will be substantial, in the multi-
million-dollar range.

e In alignment with the Accessible BC Act and government'’s
accessibility plan, we will continue to advance prioritized
accessibility opportunities across the portfolio within existing
budget envelopes, and coordinate with other ministries to
seek additional funding to support this work in the years
ahead.

This material will be proactively released Page 12 of 14
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e My ministry will be investing $4.6 million in accessibility
upgrade projects over the 2023/2024 fiscal year.

7) How does the Accessible BC Act impact the Barrier Free
Program?

e The Ministry of Social Development and Poverty Reduction
directs the work associated with the Act via the Accessibility
Directorate. The Act is expected to set an even higher standard
for public buildings. Government's accessibility plan will assist
with the delivery of the Barrier Free Program and my ministry
will work closely with the Accessibility Directorate to ensure
our program reflects and leads the new standards.

e Planning is underway to determine the most efficient and
effective way to address areas of improvement identified by
the Rick Hansen Foundation Accessibility Certification pilot
across the portfolio. This plan will ensure we are ready to
implement additional requirements and targets set by the
legislation.

e Asoutlined in the Accessible BC Act, the Province is committed
to the identification, removal, and prevention of barriers that
hinder the full and equal participation of persons with
disabilities in society. The Barrier Free Program will be
updated every three years until we achieve this success.

e Improving accessibility and inclusivity is an ongoing and
continuous process. Working with partners and stakeholders,
the Barrier Free Program is an important first step to
acknowledge the rights of every British Columbian to have an

This material will be proactively released Page 13 of 14
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equitable, welcoming, and safe experience when they work in
or visit a government building.

e The Social Stewardship Policy and the Barrier Free Program
will be updated to align with government’s accessibility plan to
implement standards set out by the legislation and ensure we
are on track to be a truly accessible and inclusive province.

Contact:
Sunny Dhaliwal ~ ADM Real Property Division 250 380-8311
Shelia Robinson ADM Service BC 604 908-1401
Jeff Groot ADM Government Digital Government Financial
. Information
Experience
Teri Spaven ADM Procurement Supply Division
This material will be proactively released Page 14 of 14
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Title: Asset Management - Phase 1 Audit

Revised: February 6, 2023

Key Messages:

e The Internal Audit and Advisory Services branch, within the
Ministry of Finance, is conducting a multi-phase audit
focused on physical security and the safeguarding of cash
across government.

e Service BC was selected for Phase 1 of the audit given its
large geographically dispersed operations.

e Overall, the audit found that Service BC has well established
policies and procedures that align with Government’s Core

Policy and Procedures and other relevant standards.

e Audit recommendations focused on further strengthening
existing controls.

e The audit did not identify any significant deficiencies or areas
of non-compliance.

Questions and Answers:

1) What were the results of the audit?

e Overall, it was concluded that Service BC has a comprehensive
control framework around physical security and cash
management.

This material will be proactively released Page 1 of 2
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e The recommendations focused on opportunities to further
strengthen existing controls none of which were deemed as
significant deficiencies.

2) What are the next steps in the audit process?
e A detailed action plan has been developed to further strengthen
existing controls.
3) Why was an audit conducted? Were there any concerns that
drove the decision?

e This audit was part of a larger multi-phase audit focused on
physical security and the safequarding of cash across
government.

e The objectives were to assess the policy, procedures, and internal
controls of Service BC as they relate to cash management and
physical security at regional offices.

4) How many offices were reviewed?

o Five of the sixty-five offices were reviewed, the observations and
recommendations are being considered for all Service BC
locations.

Contact:
Keith Parker Executive Director Service BC 250-217-1807

This material will be proactively released Page 2 of 2
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Executive Summary and Overall Conclusion

The Government of British Columbia (Province or Government) owns assets in
excess of $100 billion, including financial assets such as public monies, accounts
receivable and inventories, as well as capital assets. Each ministry is responsible for
effectively managing the assets under its custody or control through robust
administration, accounting, and protection measures.

Internal Audit & Advisory Services (IAAS), Ministry of Finance, is conducting a
multi-phase audit of asset management practices across government. Service BC
Division (Service BC or Division), within the Ministry of Citizens’ Services was
selected for Phase I of this audit.

Service BC provides front line support for many programs and services such as
paying property taxes, obtaining a marriage certificate, or collecting disability
assistance. Services are provided via multiple channels, including online, over the
phone, or in-person. There are 65 Service BC centres (or offices) throughout British
Columbia where over one million transactions are conducted annually.

IAAS performed this audit to assess the policies, procedures, and internal controls of
Service BC as they relate to cash management and physical security at regional
offices. We selected five of Service BC’s centres for our audit.

Overall, we found that Service BC has well established policies and procedures that
align with Government’s Core Policy and Procedures Manual, and other relevant
standards. Our audit did not identify any significant deficiencies or areas of non-
compliance.

In the offices we visited, most of the processes and controls for cash management
and physical security were implemented and operating effectively. However, we did
identify instances where current practices did not follow Government or Service
BC’s internal policy. Additionally, there were instances where we identified
opportunities to strengthen existing controls to better align with good practice.
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Key themes and recommendations of the Report on Asset Management - Phase I

POLICIES AND PROCEDURES OVERSIGHT ACTIVITIES

1 recommendation to
maintain and communicate
internal policy and
procedure documentation

4 recommendations to
rove monitoring activities
assess the compliance
ectiveness of controls

PHYSICAL SECURITY © CASHMANAGEMENT
3 recommendations to '
improve the physical
security controls

2 recommendations to
improve the cash
management controls

While this review focused on a selection of Service BC centres, the applicability of
observations and recommendations in this report should be considered by all
Service BC centres. Where gaps in processes or controls are noted, centres should
consider making improvements based on their offices’ specific operational
circumstances.

Future phases of this audit may focus on the cash management and physical security
practices of other government organizations.

We would like to thank the management and staff of Service BC, who participated in
and contributed to this audit, for their cooperation and assistance.

Alex Kortum, CPA, CA
Executive Director

Internal Audit & Advisory Services
Ministry of Finance
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Introduction

Asset management is the process of creating, managing and sustaining assets in an
effective and cost-efficient manner. For the Government of British Columbia
(Province of Government), this requires each ministry to establish appropriate
safeguards based on asset value and susceptibility to loss.

Many government offices handle cash as part of
the services they provide to the public. Cash is an
inherently high-risk asset due to its susceptibility
to loss, including theft. Therefore, ezntities organization operate

handling cash must have sufficient internal efficiently and effectively to
controls in place to mitigate these risks as part of . pieve its objectives.

their overall asset management practices. Internal

controls for these offices may include specific cash

management processes such as dividing work duties among different people to
reduce the risk of error or inappropriate actions. There are also physical security
controls expected in offices, related to appropriate facility design and management,
to reduce exposure to accidental losses, malicious threats, and criminal acts.

Internal Controls are
processes put into place by
management to help an

Government’s Core Policy and Procedures Manual (CPPM) sets out broad policy
principles for asset management and physical security which is supported by
operational standards and guidelines. Each ministry and its staff are responsible to
ensure these policies and standards are being followed.

Service BC Division

Service BC Division (Service BC or Division), within the Ministry of Citizens’
Services, is the Government’s primary provider of services to people and businesses
in British Columbia via multiple channels, including online, over the phone and in-
person. While the Division is comprised of several branches, this audit focused on
the activities of the Service Delivery Branch and the Strategic Services Branch’s
Finance Team.

The Service Delivery Branch is a team of over 400 employees, responsible for
providing British Columbians access to over 300 government services on behalf of
more than 40 ministries and agencies through a provincial network of 65 in-person
Service BC centres (or offices). Centres collect payments on behalf of other
government organizations for fees such as property taxes, marriage, hunting or
driver’s licenses, among many others.

As shown in Figure 1 below, each of the centres is managed by a Government Agent
who is responsible for the operation of the office. Area Directors provide high-level
oversight for all the offices in their region. In addition, the Division’s central Finance
Team provides overall governance and administrative support to the centres.

TIAAS
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Figure 1: The Organizational Structure of Service BC Division

Service BC
Division

Strategic Services Service Delivery
Branch - Finance Team Branch

AREA Vancouver Fraser Sea to Thompson Kootenay Sonih Citat
DIRECTORS Island Sky Stikine Okanagan Peace Sedtai
responsible for Region Region Cariboo Region entral Interior
ch region . Region
each regiol Region

GOVERNMENT
AGENTS 11 local offices 14 local offices  121ocal offices 13 local offices 15 local offices
responsible for
each office

Source: IAAS, adapted from Service BC data
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Purpose, Scope and Approach

Internal Audit & Advisory Services (IAAS) is conducting a multi-phase project to
audit select asset management practices across Government. Service BC was
selected for Phase I of this audit.

The purpose of our work was to determine whether Service BC has appropriate cash
management and physical security controls in place to safeguard its assets. We
evaluated the Division’s compliance with relevant policies and standards and
identified areas for improvement.

Our audit approach involved:

° reviewing government and entity-specific policies, standards and
procedures;

»  site visits for five of the 65 Service BC centres to interview staff and perform
walkthroughs of processes and related internal controls; and

e  testing a sample of internal controls.

This audit was conducted by IAAS, Ministry of Finance and fieldwork was completed
in March 2022.

Service BC is required to develop and submit an action plan in response to the
recommendations provided, including the timeframe for implementation. IAAS will
conduct an annual follow-up process to assess Service BC’s progress to address its
action plan in response to the recommendations given.

IAAS
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1.0 Policy Administration

Government creates frameworks of policies and procedures to support the activities
of ministries and organizations. Clear, principle-based policy supports government
in carrying out its service objectives, contributes to effective management and
assists staff in making sound decisions. Effective communication of policy sets clear
expectations, creates consistency throughout the organization, and reduces
organizational risk.

Service BC has established the Government Agents Revenue Policies and Procedures
(GARPP) which outlines policies and procedures as they relate to revenue and cash
management within Service BC Centres, in addition to aspects of office security. The
GARPP is intended to reflect the underlying principles of the CPPM.

1.1 Service BC Policies and Procedures

We reviewed the GARPP to determine whether it aligns with the CPPM and assess
how it is maintained and communicated to staff. Overall, we found that the content
within the GARPP and the CPPM is generally consistent. However, we did identify
opportunities for more effective policy management of the GARPP.

During our review of the GARPP, we noted that it outlines detailed guidance for staff
to facilitate understanding and encourage adherence to policies and procedures.
Service BC has also provided additional support for staff through embedding links in
the GARPP for various templates, job aids, internal webpages and other relevant
policies and procedures.

In some instances, we found that:
e  templates were outdated;
° reference documents could not be accessed due to broken links; and

e templates did not align with the policy requirements stated within the
GARPP.

These could lead to centres following inconsistent or incorrect policies and

practices. To help prevent this, the GARPP, including any embedded links, should be
reviewed annually for accuracy and consistency, and updated when appropriate.

TIAAS
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Effectively notifying staff of policy changes is an important administrative
practice—methods of communication may include email, intranet, and discussion.
We found that Service BC typically notifies Government Agents of changes to the
GARPP through verbal communication at meetings. While this is good practice as it
allows for questions and open dialogue, it creates a risk that some staff may be
unaware of changes and therefore may be following incorrect or outdated practices.
Moreover, Government Agents we interviewed were unclear about recent GARPP
updates. To enhance their communication practices, Service BC should supplement
their verbal updates with written communication.

Furthermore, to support awareness of changes and reinforce their importance,
Service BC should track and document policy updates within the GARPP. This could
be accomplished through adding an amendments page to the GARPP that identifies
policy changes and the date of revisions.

Recommendations:
(1) Service BC should:
¢ periodically review the GARPP to ensure it is up to date;
* notify staff of policy updates through written communication; and

¢ create a formal record and timeline of policy updates within the GARPP.

IAAS
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2.0 Cash Management

Safeguarding cash is important to reduce the risk of theft, loss and misappropriation
of funds. Entities that process cash payments must have sufficient internal controls
in place to reduce this risk.

Service BC centres handle cash daily. While the amount of cash processed in the
centres has declined in recent years due to increased use of electronic payment
methods, there is still a considerable amount of cash handled in the offices,
particularly during the annual property tax season.

2.1 Cash Management Practices

We reviewed the cash management activities for five of Service BC’s 65 offices! for
2021. Using the GARPP standards, we selected and evaluated several cash
management controls.

Our sample testing focused on the effectiveness of controls in the following key
areas:

—=.  Cash administration processes: Cash is properly handled, tracked,
] deposited, and recorded, with accountability for each step.

@ Segregation of duties: The physical custody of cash, the record keeping,
@-o and the authorization to acquire or dispose of cash is split among
different people.

counting the daily collected cash amount, where applicable.

Cash security measures: Steps are taken to protect cash such as requiring

é Dual custody of cash: Two individuals perform a task together, such as
a a lockbox and transferring cash to a secure place at the end of day.

In small offices, it may not always be possible to ensure controls such as dual
custody of cash and segregation of duties. The GARPP provides flexibility in these
cases, permitting offices to vary procedures slightly for feasibility and operational
effectiveness. In these cases, the GARPP requires compensating measures, such as a
greater degree of presence by the Government Agent.

! While the Service BC internal policy establishes the operational controls for its centres, the application of
policy can vary by location. As a result, our observations for the five sampled offices may not be
representative and applicable to all Service BC centres.
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Overall, we found that most of the processes and controls for cash management
were implemented and operating effectively. In particular, Service BC’s controls
around the processing and refunding of cash as part of customer transactions and
payments were found to be effective.

We did identify instances where current practices did not follow the GARPP.
However, due the overall strength of Service BC’s control framework and other
compensating measures, these instances were not deemed significant deficiencies.

Our audit also identified opportunities for Service BC to strengthen its cash
management activities to better align with good practices.

Accountable Advances

Cashiers are provided a nominal amount of money (a “float”) for processing
transactions, collecting money from customers, and providing change.

Floats are classified more broadly as accountable Accountable advances

advances. Per the GARPP, these funds must be Accountable advances are
periodically verified through unannounced countsto  fynds issued temporarily,
confirm there are no discrepancies. We noted including petty cash and
instances in two offices where the surprise cash cashier floats, to facilitate
count was not completed as required. operational requirements.

To maintain accountability for these funds, each

float is assigned directly to a cashier who is responsible for maintaining the
appropriate float balance for the duration of their employment. When staff leave the
centre for either a short duration or permanently, the GARPP outlines steps for
floats to be formally transferred to another employee. We found that float transfer
procedures were generally completed as expected for these types of leaves.

GOOD
PRACTICE

 In addition to short duration or permanent leaves, Service BC centres should
complete float transfers for extended leaves, such as temporary assignments
and long-term disability.

* Inone office, we observed that float transfers were not completed for
extended leaves. As a result, floats were not recorded in the correct staff
members’ names. Consistently following this practice for all types of leave
will help maintain accurate records of floats and ensure accountability.
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Periodically, staff need to make change for floats to ensure they contain varied
denominations. To align with the practice of dual custody, a second person should
review this process to reduce the risk of error or misappropriation. While we found
that staff usually ensure there is a secondary review, we noted in three offices that
head cashiers make change for floats on their own.

Cash Outs

Service BC centre staff must complete a daily cash out process to reconcile cash,
debit, and credit transactions. This is a typical business process which properly
accounts for all transactions and helps avoid discrepancies.

The GARPP requires that all cash outs are verified by a second person to ensure
segregation of duties, and to reduce the risk of undetected mistakes or
misappropriation. In most of the cash outs that we sampled, this control was
effective. However, we observed instances in three offices where the head cashier’s
cash out did not receive a secondary review.

GOOD
PRACTICE

e When staff conduct their cash outs, the process includes counting all the
cash in their register. In one centre, we observed that cash outs are done
at workstations, while the centre is open to the public. While staff made
efforts to be discrete, cash outs should be done in an area not visible to
the public, to minimize risk of theft.

Bank Deposits

Service BC centre staff must prepare daily bank deposits. The GARPP requires that
all deposits are placed in a locked safe until taken to the bank to reduce the risk of
theft or misappropriation. In most offices, we found that deposits were safely
secured in lock boxes or safes within a vault room. Staff require access to this room
during the day, so it is open during business hours and locked in the evening. We
observed instances in one office where deposits were not appropriately secured
within a lock box or safe in the vault room, creating unnecessary risk.

The GARPP requires that offices record serial numbers for a selection of bills (“bait
bills”) for all floats and every deposit involving cash. This practice is important as it
allows money to be traced in the event of theft. While we found that all the sampled
cashier floats contained bait bills, we observed instances in two offices where bait
bills were not used for all bank deposits.
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Government Agents should conduct a monthly review of bank deposits to verify they
were completed properly and ensure discrepancies are identified in a timely
manner. We found that the monthly review was not completed consistently in three
offices, as required by the GARPP.

GOOD
PRACTICE

¢ For many Service BC centres, staff make bank deposits in-person.
However, if bank deposits are placed in the financial institution’s
overnight box, it takes a few days for the bank to process and confirm the
deposit. This creates a risk that discrepancies may not be promptly
identified. To mitigate risk, high dollar value deposits should be made
during regular business hours.

* After bank deposits are completed, they should be verified by a second
individual to align with the segregation of duties principle. In two offices,
we found that bank deposits were verified by the same individual who
delivered the deposit. While not inconsistent with policy, this is an
opportunity to enhance Service BC processes.

Each Service BC centre should review our observations and compare them to their
current processes and controls. Where gaps are noted, centres should consider
making improvements, based on their offices’ specific operational circumstances. As
described in Section 4, Service BC’s Area Directors and Finance team also conduct
annual compliance reviews. The results from this audit can help determine
potential areas of focus for future compliance reviews.

Recommendations:

(2) Service BC should ensure that centres’ day-to-day cash management processes
follow GARPP requirements to manage risks and maintain a high standard of
financial control and operational efficiency.

(3) Service BC should require centres to review, and where applicable, implement the
following good practices to enhance their cash management processes:

® cash out activities should not be visible to the public;

high dollar value bank deposits should be made during regular bank hours (if
done in-person); and

* bank deposits should be reviewed by a second individual.
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3.0 Physical Security

Security is a continuous and integrated process that uses layered defences to help
protect government assets. Physical security includes the external and internal
environment of facilities, coupled with specific physical safeguards that detect and
protect against unauthorized access.

Ministries are responsible for creating a comprehensive security program in
accordance with the CPPM and other operational standards and guidelines. There is
a collection of government security standards? available to guide ministries with the

development of their programs. In addition, Service BC has developed specific
physical security expectations for its centres in the GARPP.

3.1 Compliance with Physical Security Standards

Using the government and GARPP standards, we selected key physical security
controls (or features) and evaluated whether centres met the stated expectations.

We tested whether Service BC centres had, for example:

building intrusion alarm systems

LS

panic alarm systems for staff to signal for help without drawing attention

)

secure areas that are appropriately protected from unauthorized entry

processes for managing keys, alarm codes and safe combinations

LA4

Overall, the offices we visited met the minimum physical security requirements for
the areas tested. For instance, all offices had installed panic and intrusion alarms
and maintained a security log that records employee access to keys, and alarm
codes.

We only noted one area where some offices did not align with a physical security
requirement in the GARPP. Specifically, policy requires keys to entrance and exits,
secure storage, and cashier drawers to be stamped "do not copy". This feature is
designed to help prevent inappropriate copying of keys that could potentially lead to
unauthorized access to buildings. While a relatively minor detail, centres should
ensure this safeguard is in place. Alternatively, replacing keys with access cards is an
additional step that Service BC should consider to better align with good practices.

% Physical and Environmental Security Standard; Physical Security Standards (Ministry of Citizens’ Services);
Security Standards and Guidelines (Ministry of Finance)
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3.2 Enhancing Physical Security Processes

While we found Service BC generally compliant with the standards we tested, our
review identified opportunities for the Division to enhance its physical security
administration practices, as well as strengthen security features at some regional
offices.

Physical Security Administration

Updating security contacts: We found that Service BC has not established a process
for updating authorized contacts in the event of an alarm activation. The Division
uses a third-party provider to support and respond to the activation of an intrusion
or panic alarm. In two instances, we noted that the provider did not have an up to
date listing of authorized contacts. As a result, we were advised that office staff were
not able to nullify an accidental alarm trip. This also presents the risk that past
employees may still be authorized to respond and potentially cancel valid security
alarms.

Service BC should establish a policy on when contact information is required to be
updated. For example, outgoing employees should be removed by their last day with
the centre, while new employees should be added within a specified number of days
after their start date. This policy and the process to update information should be
included in the GARPP. Furthermore, Service BC should assess whether the
third-party provider can support compliance with any specific timeline
requirements it establishes in policy.

Training: When assessing the knowledge and training of Government Agents, we
found that they are generally well-informed about physical security policies and
their roles and responsibilities. However, the onboarding program does not include
detailed training on the particular security features of the office under their
responsibility, such as their centre’s security system. This may result in security
features not operating effectively or being adequately maintained. Government
Agents should receive training on any security features relevant to their office and
role during their onboarding program.

IAAS
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Enhancing Physical Security

While the Service BC centres we visited met government’s broad physical security
requirements, there are opportunities for enhancement.

Service BC centres have different risk profiles based on their unique location, layout
and security features. For example, some centres are remotely located within older
standalone buildings that use standard keys and locks, while other centres are in
larger cities within modern buildings that use access passes and have building
security staff.

The Division manages individual centres’ security concerns on an ongoing basis
through service requests and according to budget availability. Service BC is
currently planning improvements to 16 locations over the next two years.

In the offices we visited, we identified features that could be added or improved
during facility improvements to reduce the physical security risk, including:

e  replacing the low-height “pony” gates that separate staff and customer
spaces with secured access doors;

o ensuring that client and employee zones are separated when centres provide
exam oversight services for the public; and

°  pursuing options for video surveillance at higher risk locations.

Potential facility improvements should be assessed collectively across all offices as
part of Service BC’s process, with upgrades made based on budget availability and
the specific risks and priorities for each centre and the Service BC organization.

Recommendations:

(4) Service BC should include policies and procedures in the GARPP for maintaining
and updating authorized contacts in the event of alarm activations.

(5) Service BC should ensure that Government Agents receive training on core
security features as part of onboarding.

(6) Service BC should collectively review its service centres’ security features for gaps
and address areas of improvement based on risk and available budget.
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4.0 Oversight Activities

Monitoring operations across the Service BC centres helps to ensure staff
understand and adhere to current policies and procedures. Providing regular and
consistent oversight also allows the Division to assess whether controls are being
effectively implemented.

4.1 Annual monitoring and review process

We audited Service BC’s internal review activities to evaluate their monitoring
controls as they relate to cash management and physical security. We found that
Service BC has established a multi-level monitoring and review approach where
oversight is provided by the office Government Agents, the regional Area Directors
and the Division’s central Finance Team.

Government Agents are required to complete periodic reviews of their operations
and controls in their offices. This results in daily, monthly, quarterly, semi-annual

and annual review activities.

Area Directors complete an annual financial control

compliance review of each centre within their @'

designated region. This activity includes an office Annual financial

visit to review the financial and security controls, control compliance review

discuss operations and corporate initiatives, and is a good practice that

spot check compliance with GARPP. Service BC implemented
resulting from a 2006 IAAS

To provide an additional independent review, the audit recommendation.

Finance Team completes its own compliance reviews

for six offices per year. Due to the size of the Service BC Finance Team and the
number of offices, it takes an average of 10 years for Service BC Finance to review
each centre. To help improve the timeliness of secondary reviews, there is an
opportunity for Service BC to have Area Directors complete financial control
compliance reviews for a select number of centres outside their region.
Alternatively, Area Directors could conduct quality assurance checks on a selection
of compliance reviews for other offices to ensure completeness and accuracy. These
reciprocal reviews can also allow for increased idea-sharing between offices and
regions around good operational practices.

We also found that some of the annual compliance reviews were not completed in

recent years, partly due to disruptions related to the COVID-19 pandemic. We were
informed that these reviews have resumed and were underway during this audit.
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Review Checklist

The annual compliance reviews are completed using a checklist template with the
intention of promoting uniformity in the annual review process. However, in some
cases the template procedures are not sufficiently detailed to adequately guide the
reviewer. For example, when confirming whether controls are in place, there are not
clear instructions whether the reviewer should collect documentary evidence or
whether visual or verbal confirmation is adequate. This can lead to inconsistency in
office reviews or instances where the reviewer may not have gathered enough
information to confirm compliance.

To strengthen the quality of the review process, Service BC should specify the
procedures required to verify compliance with each item in the checklist. This may
include inquiry, observation, and inspection through sample testing.

Voided Transactions

As part of their monthly process, Government Agents review voided transactions in
their office to identify errors, anomalies, and indication of fraud. However, Service
BC does not conduct broader analysis across all its offices. As a result, the Division
may not identify broader issues or opportunities for improvement such as the need
for training, or operational inefficiencies.

Service BC can improve its current process by having its Finance Team conduct
analysis over voided transactions as part of its annual process. Examples can
include void analysis by reason, employee, office or the type of service and
transaction. Any trends can be followed up on at a staff, centre, regional or
organizational level, as appropriate.

Accountable Advances

As noted in Section 2.1, it is important for accountable advances to be accurately
recorded in the correct staff members’ names. If accurate records are not
maintained, this could limit accountability and the ability to recover missing funds.

In addition, we found that centres do not currently review float custody as part of
their annual or semi-annual processes. To help support accurate record keeping
and appropriate custody of funds, Service BC centres should periodically review
their accountable advances to ensure they are accurate and resolve any
discrepancies, as necessary.
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Recommendations:

(7)  Service BC should adopt a reciprocal review process between Area Directors as
part of the annual compliance review process.

(8) Service BC should ensure that the annual compliance review checklists require
specific, risk-based procedures to verify compliance.

(9) Service BC Finance Team should conduct periodic analyses of voided transactions
to identify trends or anomalies and provide recommendations for Area Directors

to follow up.
(10) Service BC should require centres to periodically review their accountable
advances for accuracy.
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Appendix A - Summary of Recommendations

Service BC should:

e periodically review the GARPP to ensure it is up to date;

e notify staff of policy updates through written communication; and

e create a formal record and timeline of policy updates within the
GARPP.

Service BC should ensure that centres’ day-to-day cash management
processes follow the GARPP requirements to manage risks and maintain a
high standard of financial control and operational efficiency.

Service BC should require centres to review, and where applicable, implement
the following good practices to enhance their cash management processes:

e cash out activities shou