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Call for for Records Checklist

Division FOI Contact/MDO

As the designated point of contact for any FOls assigned to your program area, you assume
responsibility for the adequacy of search activities within your section

O Determine validity of request and/or clarify scope

O Isthere a clear and consistent understanding of what is being requested so the search can be
focused?
O Have |l requested clarification from IRMT on the interpretation and/or scope of this request where it is
unclear?
O Consider whether a fee estimate should be prepared before staff search for records
O Based on the current scope of the request, will a search for records place an unreasonable burden on
staff?
O Identify the appropriate staff to prepare a fee estimate / conduct a search for records
O Did I refer this request to experienced staff with knowledge of the subject matter?
O Did I notify administrative staff to assist with any searches in CLIFF* and/or CRMS* and/or the
retrieval of any offsite records?
O Did I consider whether there are any responsive records in my custody to be provided?
O Raise profile of request to Executive Director if contentious or especially complex
O Should the ED review our response to this request before ADM sign-off?
O Provide additional information to assist CITZ.FOIRequests@gov.bc.ca in their search

O Are there other divisions or offices within the ministry that may have responsive records?
O Are there other ministries or public bodies that may have responsive records?
O Are there any responsive materials available online or for purchase?

Program Staff (i.e. Analysts, Advisors, Specialists, Officers, etc.)
As the subject matter expert with first-hand knowledge of the requested information, you assume
responsibility for undertaking a thorough and accurate search to locate potential records

O If applicable, provide fee estimate information to your MDO/FOI Contact and await further
direction
O Will the search time exceed 3 hours and/or volume exceed 300 pages?
(If yes, refer to Guide to Fee Estimate for more information on this process)
O Confirm scope of request to define own search parameters
O Are my records within the specified date range for records search?
O Did I use relevant search terms to conduct my search?
O Do my responsive records reflect what the applicant has requested?
iL.e. communications, draft materials, all records. ..
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O Consider all possible search areas
O OQutlook (emails, meeting details, attachments, Lync messages, etc)

Shared drives (e.g. LANs) and personal drives (e.g. desktops)

Physical records located in offsite storage*

CLIFF*, CRMS*, TRIM, eApprovals

Text messages, phone logs

Notebooks, working files, loose documents, binders and boxes at workstation

Removable electronic storage decisions

SharePoint sites

Other information databases/applications (i.e. CAS, etc.)

O Gather all records (official and/or transitory) in my custody that are responsive to the request
O Even records that are half-finished, still in draft form, currently involved in ongoing arbitration, active

OOoO0ooooOooao

investigation, or contain sensitive/contentious information, it all must be submitted!
O Did I review search results, file numbers and/or content lists to confirm responsiveness?
O Complete an informative harms assessment on the records
O Did | provide enough information on potential harms and/or sensitivities for the ADM and/or DM to
make an informed decision on disclosure?
O Send responsive records with harms onto your MDO/FOI Contact
O send via email or eApproval
O Provide details of search strategy to via your MDO/FOI Contact
O Could | defend the adequacy of my search in the event of a complaint?

*CRMS is a records management system used for managing physical records. If you are unfamiliar
with completing a search in CRMS and/or retrieving records from offsite storage, please request
assistance from the administrative support within your program area or ask Information and Privacy
Coordinator.

*CLIFF is system used for logging and tracking correspondence and sometimes document
management. If you are unfamiliar with where correspondence records are filed in your program
area, please request assistance from the administrative support

within your program area.

 September 10,2019
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Call for Records: Guide to Completing an Information Harms

Assessment

Overview

The Freedom of Information and Protection of Privacy Act (FOIPPA) compels the provincial
government to make records in its possession publicly available upon request unless doing so
would be harmful to government or a third party.

FOIPPA contains provisions for certain types of ‘harmful’ information to be withheld - these
provisions are referred to as Exceptions to Disclosure. In providing the public with access to as
much information as possible, FOIPPA requires public bodies to sever from a record any information
that is subject to an exception, and to release the rest of the information which does not qualify for
an exception.

What are Harms?

In the context of FOIPPA, harms are understood to have a real and negative effect, such as causing
injury or damage, impeding achievement of a desired outcome, or undermining success by creating
additional challenges. Harms must be concrete and specific to the subject matter and represent a
probable outcome of release.

Who Identifies Harms?

Harms are best to be completed by the “knowledgeable owners’ of the records (e.g. program staff
who are familiar with the subject matter and understand what consequences/implications may
occur upon disclosure).

IAO will complete a line-by-line review of the records to identify any obvious exceptions to
disclosure (i.e. personal harms, cabinet documents, etc.); however, |AO relies on you - the experts in
your field — to provide context and a program perspective on disclosure.

Role of a Harms Assessor

When assessing harms, you must identify any information contained within the records that could
attract harms or attention upon release. This involves flagging any information for IAO that may
qualify for an exception under FOIPPA and flagging any information for ministry executive and
communications staff that does not qualify for an exception but may still be contentious. The
information you provide here is information that will inform your ADM/DM when signing off on the
release.
Harms and/sensitivities can be identified using any of the following methods:

1. Using Adobe’s Comment & Markup Tool

2. Completing the harms section in the Call for Records Form

3. Sending us an email that details your concerns
*Please note that you are not required to apply FOIPPA sections - simply let us know if any of the
following harms might apply

T
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What is considered ‘harmful’ Information?

e Cabinet confidences (s.12)
o i.e.Draft or final information prepared for cabinet where a decision has yet to be reached on the
issue
e Third party business interests (s.21)
o i.e.Proprietary information about a third party that was supplied to the public body in
confidence
e Third party personal privacy (s.22)
o i.e.Personal information about an identifiable individual
¢ Policy advice or recommendations (s.13)
o i.e.Information containing a suggested course of action or plan that has not yet been
implemented
e Legal advice (s.14)
o i.e. Discussions subject to client-solicitor privilege or where there are pending court
actions/litigation concerned
¢ Law enforcement matters (s.15)
o i.e.Information related to ongoing investigations, specialized investigative tactics, or
confidential sources of information
¢ Intergovernmental relations (s.16)
o i.e.Information received in confidence from another local, provincial, federal or aboriginal
government, or information related to the conduct of negotiations
e Economic/ financial interests of a public body (s.17)
o i.e.0Ongoing negotiations for contracted services, management/administration of government
personnel, investing strategies, etc.
¢ Conservation of protected sites or endangered species (s.18)
o i.e.Information that would interfere with the protection/conservation of heritage sites and/or
endangered, threatened or rare living resources
¢ Safety of an individual or the public (s.19)
o i.e.Information which if disclosed would threaten the public safety or an individual's safety,
mental or physical health
o Isorwill be released in 60 days (s.20)
o i.e.Information currently available online for free or for purchase, or information that will be
made public in 60 days Note: you must make the 60-day deadline for publication of record's or
the FOI request will be reopened.

What is considered ‘sensitive’ Information?

Records that are not explicitly harmful may nonetheless contain contentious information related to the
following issues:

e |mpacts to relations with First Nations or other key stakeholders

High interest to media or the public

Comments that could bring the public service into disrepute

Comments that may require clarification on government policies or direction

Any other information of interest to elected officials or ministry executive

er 10,2019
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RPD OPEN DATA TOOLKIT

Context

Context

This toolkit will help you understand what open data is, its importance and how you can
create and release an open data set.

Check out the sections below to get a better understanding of Open Data and start
creating your data set.

Policy — get started by learning about open data and reviewing the BC Open Information
Open Data Policy.

Planning — learn the importance of Open Data at RPD and begin preparing your data set.

Publishing your data — Learn the final steps to publish your data set for everyone to see.

Resources — Use the resources provided to help and complete your data set.

Data BC - enables the strategic management and sharing of data across the government
and with the public. It is responsible for the BC Data Catalogue, the Open Data initiative,
and the B.C. Spatial Data Infrastructure.

BC Data Catalogue - Is the place to find, explore and access data, services and
applications that have been published by BC Government and Broader Public Sector
organizations.

If you are looking for technical or other support, please contact Data BC or check out
their website.

Policy
What is open Open data is data or content that is open to anyone, it is free to use, reuse, and
data redistribute. It is structured machine-readable data which exists in many forms such

as datasets, survey results, and metadata. Open government data is produced and
commissioned by government or government-controlled entities, it allows for
governments to be transparent, efficient and promote economic and social growth.
It does not include personal data or is sensitive or private government information.

Why data is Governments collect significant amounts of data. This data has intrinsic economic
important and social value. With consideration of commercial, privacy and security
sensitivities, there are studies showing that releasing government data publicly in
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easily shared and readable formats, can fuel business activity, increase public sector
efficiency, and provide better support for evidence-based policy development.

There are many benefits to open data such as providing opportunities to
collaborate, promote future research and growth, and strengthen the economy.

Some key benefits include:

e Open Data supports public oversight of governments and helps reduce
corruption.

e It provides new opportunities for governments to collaborate with citizens
and allows them to engage with their governments and contribute to the
improvement of public services.

e It can help empower citizens to make informed decisions, to build and grow
their business and to better understand issues.

e Governments are the biggest re-users of open government data, and open
data makes it easier and less costly for government ministries to discover
and access their own data or data from other jurisdictions.

CTZ-2023-33079 , Page 9 of 256




LIGLIGLIERTT I Making government data available online invites individuals, businesses, and

I BRI [TERM organizations in BC to innovate and collaborate with the government.

Open

DETEVA (1N ETGIN Data BC is responsible for the BC Data Catalogue, which is BC’s portal to access the
policy governments release of open data. There are over 3000 datasets in the B.C. Data
Catalogue and are free for anyone to use or re-purpose under the Open
Government Licence for British Columbia.

Not all data can be open data, sometimes the government is unable to release
certain data because of certain restrictions, such as:

e Privacy: A dataset or information that contains personal information or
information that could identify an individual must not be released.

o Security: Information or data that may pose security risks to the
government, or to vulnerable or targeted individuals or organizations

e Confidentiality: Information or data that impairs the government’s ability to
make some decisions cannot be released.

e Legacy information or data: Sometimes there is a substantive cost to
making the resource eligible for release and there may not be a huge
demand from the public to justify the cost.

e Legal and contractual limitations: A dataset may be subject to legal or
contractual agreements that prevent it from being released

The British Columbia Open Data Open Information Policy has a set of standards that
must be followed before releasing this data set to the public. The key topics include
Privacy, Copyright, Legal, Security, Financial and Sources. Here are the key topics in
detail:

Privacy

e |sthe Data free of Personal Information that may directly identify an
individual (e.g., name, phone number, photo, address, driver’s license
number or any similar identification number)?

e [sthe Data free of information that may indirectly identify an individual
(e.g., through the use of data based on small numbers, limited geographic
distribution or that could reasonably be combined with other data to
identify individuals)?

Copyright

CTZ-2023-33079 , Page 10 of 256



Have you contacted the Intellectual Property Program?

Is the material created solely by B.C. government employees?

Do the materials include only content owned by the B.C. Government (i.e.,
have you ensured that there is no third-party content included in the
materials)?

Have you ensured that there is no exclusive license for another party to use
or access the materials?

Legal, Contractual or Policy Constraints

Is the public release and use of the Data permitted under law, contract or
policy? (e.g., have you ensured that there are no relevant legal, contractual
or policy restrictions or limitations)

If there are legal, contractual or policy restrictions or limitations to the
public release or use of the Data, have they been addressed?

Security Controls

Have you contacted your ministry information security officer (MISO) to
ensure that all necessary security controls have been implemented?
Has the material been labelled as ‘Public’ using the Information Security
Classification Framework?

Pricing Frameworks

Is the Data available to the public without collecting a fee?
If a fee is required, does the program area have the authority to waive any
fees associated with the release of the Data?

Data Source

Does your ministry have primary responsibility for the Data (i.e., assigned
Data Custodian)?
Is the Data complete (i.e., a subset of the Data has not been excluded)?

Can the Data be provided in a machine-processable format (e.g., CSV)? Refer to the
Open Data Physical Format Standard.
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SUNELET SN RPD only shares information about locations owned and leased by RPD.

FOIPPA exclusion categories are:
» section 15 - disclosure harmful to law enforcement

e,

» section 19 - disclosure harmful to individual or public safety
RPD has four categories of locations to be excluded from the open data set:
1. Stand-alone shelters
2. Personal residences
3. Stand-alone locations whose identification poses a security risk, e.g. RCMP —
Combined Forces Special Enforcement Unit, Correctional Centers,
Courthouses and Juvenile Centers.
4. Locations where a Customer occupies 100% of the government of British

Columbia presence in the building and whose identification poses a security
risk

Check out the Open Information and Open Data Policy

Planning
o[- IETERLI M Open Real estate data can be useful to contractors, city planners and the construction
RPD industry for accessing open land use information and permits.

At RPD we currently release open data information about our owned and leased
properties predominantly for occupancy by ministries. We follow FOIPPA (Freedom of
information and Protection of privacy act) exclusion categories.

The specific information we release is the:
Town and Address

Area (m2/ha)

Tenure (owned/leased)

- Latitude and Longitude

- Energy Data
(o[ L EIENI Use the Open Data Risk Checklist as a risk assessment to check if your data follows BC’s
Risk Standards on Privacy, Copyright, Legal, Security and Financial aspects.

Assessment

CTZ-2023-33079 , Page 12 of 256



Creating Data Publication Channels
open data
set The DataBC Program makes data available through a combination of several different
channels:
« BC Geographic Warehouse
« BC Data Catalogue
e iMapBC
« BC Map Services (WMS and WFS)
« BC Map Hub
« Data Distribution Services (coming soon)

Refer to the Data Publication Channel section on the DataBC Publication website.

Financial Obligations

DataBC operates on a cost-recovery basis, so there may be a charge to your branch for
making your data available through the DataBC program. This one-time charge covers
the initial loading of the dataset and ongoing maintenance and refreshing of the data
set.

Here are some guidelines:

« Depending on DataBC resources, datasets that are considered foundational
might be loaded at no charge.

« Data to be made available only to The BC Data Catalogue will be loaded at no
charge.

If there is a charge it will generally be between $1500 and $7000, depending on:
« The number of datasets.
« The complexity of the datasets.
» The security requirements.
o The access channels to be used.
In certain circumstances there may be additional charges for the following:
o The dataset is extremely large.
« The load requires extensive manipulation and transformation of the input data.

« DataBC is heavily involved in operational planning.
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« The data source is nonstandard.

The amount of the charge will be discussed at the Discovery Whiteboard, held at the
beginning of the publication process.

When creating and releasing an open data set please consider the following:

e The data should be standardized and exhaustive.

¢ Include data contextualization, data inclusiveness, data interoperability, and
data marketability.

e Ensure the quality of data is at its highest.

e Make sure the data and data set are complete.

Data Publication Request

To request a data publication using DataBC’s services, complete and submit the Before
You Start form.

Next Steps

Once you have submitted the Before You Start form to DataBC, you will receive a
response from one of our team members outlining next steps.

Please review DataBC Standards and Guidelines for File-Based Contents, Metadata
and Roles and Responsibilities:

o File-Based Content: identifies the file formats which must be used when
publishing Open Datasets and provides guidelines for specific physical file
formats. It provides examples for:

Comma Separated Variable (CSV)
Delimiter Separated Values (DSV)
Extensible Markup Language (XML)

o Metadata Standards: describes recommended metadata standards and provides
a high-level summary of metadata requirements for data objects when
publishing data to the BC Data Catalogue.

o Metadata is data which describes some of the aspects of data.

o Some benefits of metadata: It provides a business context and helps bring
an understanding to the data, facilitates data re-use and sharing, defines
data structure, and facilitates data design discussions.

10
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o Roles and Responsibilities: describes why the roles and responsibilities of the
Data Custodians, Managers and Stewards are important and the obligations of
each of these.

Data Owner (Assistant Deputy Minister)
Approve exclusion criteria for open data

Data Custodian (Executive Director)

As a Data Custodian your responsibilities are managing the data as a valuable business
asset through its entire lifecycle. Share approved exclusion criteria with Data Stewards
and where possible, making data accessible to the public (approver of RPD Branch open
data)

Data Steward (Manager/SME)

As a Data Steward your responsibilities are managing the data/metadata storage, quality
assurance, update open data set as per approved exclusion criteria and use the open
data toolkit to assess what data is eligible as open data.

Data Manager (Data Governance Team)

As a Data Manager your responsibilities are to provide guidance and tools for
identification of open data (open data toolkit, links to relevant policies and other
information)

Supporting DataBC guidance

DataBC steps on creating a dataset and metadata set for the BC Data catalogue.

DataBC steps and restrictions on creating a dataset and metadata for the B.C.
Geographic Warehouse (BCGW)

DataBC Data Distribution rules and regulations.

DataBC Location Services.

DataBC Web-Based Mapping.

DataBC Common Data Standards and Guidelines.

11
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Publishing

Process to
release

Use Toolkit to understand Open Data Policy and Data sets.

Notify the Data Governance team when updating the criteria list.

ADM approve exclusion criteria for the data (if the criteria has changed).
Share approved exclusion criteria to stakeholders.

Complete documentation.

Create an E-approval with all documentation for ED approval.

Notify the Data Governance team when creating E-approval.

Approval from owner and impacted Executive Directors.

Update division about release (relevant staff).

Notify relevant stakeholders.

Notify the Service Provider (CBRE).

Submit forms and data to DataBC.

Publish Open data set and risk assessment checklist and form to the DataBC
Catalogue.

Publishing Workflow

Approval Use the E- Approval system to approve Criteria lists and data sets.

Resources

Open Information and Open Data Policy (can download pdf)
« https://www2.gov.bc.ca/assets/gov/british-columbians-our-governments/services-policies-for-
government/information-management-technology/information-privacy/resources/policies-
guidelines/open-information-open-data-policy.pdf

British Columbia- Open Government Licence
o htips://www2.gov.bc.ca/gov/content/data/open-data/open-government-licence-bc

AP| Terms of Use for Information
https://www?2.gov.bc.ca/gov/content/data/open-data/api-terms-of-use-for-ogl-information

Open Data Physical Dataset Format Standard

12
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« https://www?2.gov.bc.ca/assets/gov/government/services-for-government-and-broader-public-
sector/information-technology-services/standards-
files/open data physical dataset extract.pdf

Actual DataBC Assessment and Checklist
o Open Data Assessment and Checklist - Blank (DOCX, 30 KB)

Before You Start Form
e Before You Start

e DataBC Office

General mailbox: data@gov.bc.ca
Director: Alexander.Ritchie@gov.bc.ca

e Privacy, Compliance and Training Branch

Email: Privacy.Helpline@gov.bc.ca
Ph. (250) 356-1851
Website: https://www?2.gov.bc.ca/gov/content/home/privacy

e Intellectual Property Program

Email: QPIPPCopyright@gov.bc.ca

Ph. (250) 216-8935
Website: https://www?2.gov.bc.ca/gov/content/governments/services-for-government/policies-
procedures/intellectual-property/intellectual-property-program/intellectual-property-disposals

e Legal Services Branch

List of ministries client service coordinators
http://gww.legalservices.qov.bc.ca/clientassistance/clientservicecoordinators.aspx

Website: https://www?2.gov.bc.ca/gov/content/governments/services-for-government/be-bid-
resources/support-services/legal-support-guidance

e Ministries Information Security Officers

https://www2.gov.bc.ca/gov/content/governments/services-for-government/policies-
procedures/information-security-policy/role-of-miso

e Open Data Physical Dataset Format Standard

http://www2.gov.bc.ca/assets/gov/government/services-for-government-and-broader-public-
sector/information-technology-services/standards-files/open_data physical dataset extract.pdf

13
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e Information Security Classification Framework

https://www2.gov.bc.ca/gov/content/governments/services-for-government/information-

management-technology/information-security/defensible-security/security-embedding-dna-

controls/information-security-classification

Glossary

Term

Definition

Anonymization

A de-identification process that removes or transforms all direct
and indirect identifiers in a record for which there is a reasonable
expectation that the identifiers could be used, either alone or with
other information, to identify an individual.

Data

The smallest meaningful units of recorded information generated
by an organization, which gain significance when stored in a
structured manner that enables them to be synthesized and
interpreted.

Data Classification

The process of organizing data by relevant categories so that it
may be used and protected more efficiently to make data easier
to locate, retrieve and protect.

Data Transformation

Data transformation is the process of changing the format,
structure, or values of data.

De-identification

A process that removes, or transforms, direct and indirect
identifiers

in a record using methods that can include generalization,
suppression, aggregation, and randomization, and for
unstructured data can include redacting or severing, with
deidentification processes resulting in partial de-identification or
anonymization.

Direct Identifier

Information that directly identifies an individual (e.g., name,
address, social security number or other identifying number or
code, telephone number, email address, etc.)

Disposition

The process which enables government to dispose of records
which no longer have operational value, either by permitting their
destruction, by requiring their transfer to the government

14
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archives, or by agreeing to their alienation from control of
government.

Freedom of Information (FOI)

The right to access information, by the public, held by public
bodies.

Harm

Damaging consequences resulting from information incidents,
which can originate from malicious to accidental.

Indirect Identifier

The ability to identify specific individuals in conjunction with other
data elements, i.e., indirect identification (these data elements
may include a combination of gender, race, birth date, geographic
indicator, and other descriptors) indirect identifiers being
considered personal information if they can be

combined together to identify an individual.

Information

Any collection of data that is processed, analyzed, interpreted,
classified, recorded, or communicated to serve a useful purpose,
present fact, or represent knowledge in any medium or

form. Information includes both data and records.

Information Incident

Is a single or a series of unwanted or unexpected events that
threaten privacy or information security.

Information Management
Security Classification

A standard describing four levels of security classification to be
applied to government information based on the degree of harm
that could reasonably be expected to result from unauthorized
disclosure.

Information Schedule

Approved under the Information Management Act, an
information schedule provides a timetable that governs the
lifecycle of government information. Information schedules
specify how records are managed to ensure that government
information is kept for as long as required and authorize the
holding, transfer, and disposal of records/data.

Integrity

The characteristic of information being accurate and complete
and the

preservation of accuracy and completeness by protecting the
information from

unauthorized, unanticipated, or unintentional modification.

15
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Master Data

A subset of Reference Data which is platform agnostic data and is
extracted, transformed, and loaded into master data sets for
purpose of conducting business, improving accuracy, consistency,
accountability, and stewardship.

Open Data

Data that has undergone an Open Data Assessment, meets the
requirements included in this Policy, and is listed in the Open Data
Catalogue.

Personal Information

Means recorded information about an identifiable individual other
than Contact Information.

Reference Data

All data within the RPD portfolio including platforms, adhoc,
reports, analysis, and metadata that is generated and maintained
to support business processes.

Retention

The rules and activities aimed at prolonging the existence of
information by maintaining it in a condition suitable for use, either
in its original format or in a more persistent format, while leaving
intact the information’s intellectual form.

Source Data

Source Data may be a database, a flat file, live measurements
from physical devices, scraped web data, or any of the myriad
static and streaming data services which abound across the
internet.

Structured Data

Data that has been divided into standardized pieces that
are clearly defined, searchable and quantitative. Structured data is
often stored in data warehouses and exists in predefined formats.

16
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Open Information Re-Crawl and Index new, deleted or
updated documents

Occasionally Open Info will make a urgent request to update their index. Likely such a request is to remove a search result of for a record that has been
published but not correctly redacted.

Confirm the record has been deleted from the Open Info web server and the link has been removed from the masterlist S. 17
Likely the record will be at the bottom of the masterlist page. Request from the Open Info contact the record ID and an exampie or a searcn returning ine
record in the results. Search the Open Information Catalogue

In the Mindbreeze producer appliance 5. 15 make a modification change to the Open Info index that will have
no effect on the indexed content s, 15

You can check or uncheck Enable Default ACLs for example, since it has no real effect in most cases.
Then the Save button is going to be displayed and you can perform Apply changes and restart on save.

The crawler should re-crawl and index Open Information records. You can verify this in the telemetry. = 15

~ 1C
Since the 2018 Sprint Release, such a configuration change restarts only the connector involved, nothing else.
There are two other methods you can use if SSH command line is available.

You can identify the crawler process and stop it then the mesnode core process starts it again:
g 15

You can run this command to pretend a configuration change from the command line:
s 1R
Sync the index from the producer to the consumer s. 17

Verify the record has been deleted from the index and no results are returned for the record. Search the Open Information Catalogue
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Routine Release
Wednesday, July 18, 2018 1:40 PM

Background

All public bodies are required to establish an Routine Release (RR) list as per s71 of FOIPPA

Routine Release comes through FOI because the MSD employee who sent the client to FOI does
not know what they can RR or because the ministry client doesn't know they can call 1866 and get
this information themselves

We recognize that in some instances applicants are getting turned in circles but it is essential that
FOI is not used to fix a lack of training within district offices and IAO needs a consistent practice

MSD has the authority to determine what is RR not IAO, read the Access to Personal
Information by a Client tab on the MSD website for more information

As of March 2020, MSD has informed IAO they are working on expanding their RR list and know
to keep us in the loop so the FOI process is consistent with theirs

If the applicant is an inmate, we cannot follow this process because we have to assume that
personal records that would normally be full disclosure could still require severing for the safety
of the applicant if they are incarcerated because we have to assume they won't be able to keep
the records from landing in other inmates' hands

March 2021 update: see below for release options for T5007 of deceased clients (not a true
routine release but it's an option and easier than FOI)

Procedure

L]

Consolidated Intake will open the shell of the file and assign it to the group queue

Team Intake will determine if it is RR. This is what is approved for RR:

o a copy of a record that was submitted by the client to the ministry, for example, a
doctor's letter, a pay stub, a Monthly Report (HR0081) form (AKA check stubs for IA and
Disability)

o a copy of a record that was previously provided by the ministry to the client, for
example, a letter from an Employment and Assistance Worker

o calculation of assistance in a tax year (T5007 information) - ie: applicant requesting
income assistance payments, records, and statement.

Here are additional examples of RR:
o When the applicant asks for "all addresses on my file since XXXX"
» the DO can RR their Intent to Rent and/or Tenancy Agreement as they are forms the
client submits to the DO
o From an individual requesting just their PWD application and approval documents
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? « If you are unsure if the request is RR, ask another FOI Analyst, Team Lead or Manager. ONLY
contact via Skype Kerry Ast or email at SDSI.OPS.Support.RecordsManagement@gov.bc.ca if
it is going sideways.

If the applicant states they have been pushed to FOI from MSD then use the email template 'P -
Routine release notification' in AXIS so MSD can use it as a training opportunity

Ifitisan RR
o Finish updating AXIS with the relevant information (enter request description, subject code,
etc.)
o Send the MSD 'P - Response - Routine Release' letter
o Close the file with Final Action - Routine Release

.

If it is not RR, then process this as an FOI

Please Note
« FOIs for 'PWD application and supporting documentation' submitted by a third party have to go
through the FOI process
o If they provide the right authorization form to act on behalf of the client
* Process as normal
o If they don't provide the right authorization form to act on behalf of the client
» Get the right authorization from the advocate and process as normal

T5007s of deceased Ministry clients can be released by Ministry to
appropriate individuals instead of via FOI

* Usually MSD requests for records of the deceased are just for the T5007 so the Executor can file
the last year of taxes and settle the estate.

» T5 will be sent out to the last known address on file when they are ready and can't be created any
earlier.

» If duplicate T5 needs to be issued, requestor can call the Ministry at 1-866-866-0800 & ask to have
a service request started.

* Then their Finance Branch will send the duplicate T5 end of February.

T5007 information of the deceased may be obtained from the Ministry by providing one of
the following:

a. Letter of Appointment or Executor Document

b. Next of Kin on Funeral Documentation
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c. Power of Attorney
d. Consenton file

M

RE_T5007
tax histor...
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HIBC (Health Insurance BC) - MSP

June 30, 2023 2:20FPM

Health Insurance BC (HIBC - an agency of the Ministry of Health) administers the Medical Services Plan and the records you are seeking are in the custody
and control of Health Insurance BC. They routinely release these types of records outside of the FOI process. You will need to submit your request to them
directly. For your convenience, I have provided the contact information:

Health Insurance BC

PO Box 9035 Stn Prov Gov
Victoria, BC V8W 9E3

Toll-free: 1-800-663-7100
Lower Mainland: 604-683-7151

Forms that get sent to us by mistake, email to:
hith.mspgroup@hibc.gov.bc.ca

Or

You may request that your drug history be sent to you by completing HLTH form 2942 -Authorization to release medical records and submitting it to the
address indicated at the bottom of the form. This form may be downloaded from website:

https://www2.gov.bc.ca/gov/content/health/health-forms/msp/forms-for-be-residents

Or

For the attached request you do not need to submit a Freedom of Information Request to Information Access Operations. You may request that your client's
drug history be sent to you by completing HLTH form 2942 -Authorization to release medical records and submitting it to the address indicated at the bottom
of the form. This form may be downloaded from website: https://www2.gov.bc.ca/gov/content/health/health-forms/msp/forms-for-bc-residents
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Routine Release process

Friday, May 12, 2017 2:58 AM

» Asof May 10, 2017, Lori Halls approved the following process for FOI requests where PSA may respond by informing the applicant that
the records they've requested are routinely/publicly available through channels other than FOI.

« Typical workflow:
o IAO sends out CFR
o During records gathering, PSA determines that the requested records are publicly/routinely available and do not need to be
provided through FOI
PSA will send back a completed CFR stating this and including any additional wording/explanation specific to the file for example,
= this information can be publicly accessed at [hyperlink] or
= Current/Past BC public service employees can obtain this information by submitting a MyHR Service Request, etc.
o PSA will also provide DM approval with this CFR for IAO to proceed with responding directly to the applicant using a standard
template and the explanation provided.
= This is similar to the process for NRR responses, except where the DM signs-off on NRR’s in the NRR signature block on the
CFR form, for these request approval will likely need to be transmitted by email.
o File is closed with a Routine Release disposition

o
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Workflow - Withdrawals and Routine Releases

September 6, 2023 7:46 AM

When the Ministry comes back and requests that you contact the applicant for a withdraw or suggests connecting the applicant
with the Ministry for a Routine Release, you should not automatically pursue either unless the logic is completely plain as to
why the request should not have been opened or if the material can or should be provided outside of FOL If you are unsure,
discuss with your fellow analysts, or escalate to the Team Lead.

Routine Release is IAO-speak for any response to a request that is informal or outside of the usual processes for responding to
requests. This can be as simple as providing the applicant with contact information for a Ministry contact who will provide the
information, to facilitating the transfer of the records to the applicant. In either case, however, responding to a file with a
routine release is a Processing Team action. Instructions for Routine Release can be found at bottom of this workflow.

A Withdrawal, on the other hand, is an agreement by the applicant to no longer pursue a request - and where the applicant
agrees that they will not be receiving any further response from the Ministry, Withdrawals should be pursued only when there
is not a more appropriate or more applicable response. If their request can be better responded to with a transfer, with an
NRR, a routine release, etc., please advise the Ministry of that fact. Request and processing a withdrawal is a Intake Team
action.

If the Ministry asks for a withdrawal stating records are available online, confirm with the Ministry (on MOD) that this will
completely respond to their FOI with the following blurb:

Thank you for advising that there are publicly available records relating to this request. Can you please confirm that
there are no additional records held by the ministry which would also be responsive to this FOI request?

Once the Ministry has confirmed, process the withdrawal using the workflow below. If it is unclear or they have confirmed the
records are routine release instead, process the routine release using the instructions below, assigning to the processing team.

In cases when it is plainly obvious that the request should be withdrawn, Intake Team analysts are free to pursue a withdrawal
with the applicant right away. If you are unsure, check with the AO24 or your TL.

Processing a Withdrawal

Requests only in AXIS:

1. Log withdrawal request email from the Ministry into the CL as Call - Withdrawal Requested
a. Request should clearly outline why IAO should pursue a withdraw with the applicant.
b. If the Intake Team Analyst is unclear about whether the request should be withdrawn, check with AO24 or your TL.
2. Contact the applicant (via email through IAOIntakeTeam@gov.bc.ca) providing the rationale for why the request should be
withdrawn. Only provide information that would be appropriate to send to the applicant. Example:

The Ministry is currently gathering records and reached out to IAO to follow-up with you. The records you are
seeking are publicly available here XXX. Would you like to withdraw the request?

3. Wait for an email response.
a. Ifthe applicant denies
i. Advise the Ministry of the applicant's response (via email). They will likely have to proceed with their CFR. Load
this email into the CL once sent. Also load the email from the applicant into the CL as App- Withdrawal Denied
b. If the applicant consents/approves
i. Advise the Ministry of the applicant's response (via email). We will close the request on our end and no further
action is required by them. Load this email into the CL once sent. Also load the email from the applicant into the
CL as App- Withdrawal Approved
ii. Send Correspondence - Select Letter Template: A-Response-Confirm Request Withdrawn -> Customize for
Pending
iii. Delete Task Reminders
iv. Request for Documents -> Take Action -> Status -> Other (action date and completed date should be the date
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the withdrawal was approved by the applicant, not the day you are processing it)
v. Final Actions -> double click TBD -> select Withdrawn from the drop down menu -> Save -> Save (again)
1) Status should read "Disposition Accepted"
vi. Set Publication Status in the Request Information Tab

1) Publication Status: Do Not Publish

2) Set Do Not Publish Reason: Outside Scope of Publication Policy

3) Select Save at the top or bottom of the page

vii. Close Request
1) Perform Action -> Select Close Date -> Current Action: change to Closed -> Save -> click No to fees -> Close
Request Confirmation -> Yes.
viii. Application Fee Refund

1) Correspondence -> Send Correspondence ->
a) Email Template: G - Fees - Refund Request
b) To: Arielle. Andrews@gov.bc.ca
c) Delete: All the purple text and "I approve as QR"
d) Keep: Name of Payee, Request #, Amount and Mailing address. These will auto populate except for

Amount, change to $10.00
e) Above the pre populated information create a note with the reasoning for the refund. "Hi Arielle,
Please approve this application fee refund as the applicant withdrew the request"

f) Send Email

Requests In AXIS & MOD:

MOD
1. Review notification/comment in MOD from the Ministry requesting the withdrawal
a. Request should clearly outline why IAO should pursue a withdraw with the applicant.
b. If the Intake Team Analyst is unclear about whether the request should be withdrawn, check with AO24 or your TL
2. Reply to the comment letting the Ministry contact know you have reached out/will be reaching out.
3. No further action required on MOD, leave in CFR state until you receive a response from the applicant.

Contact the applicant (via email through IAOIntakeTeam@gov.bc.ca) providing the rationale for why the request should be
withdrawn. Only provide information that would be appropriate to send to the applicant. Example:

The Ministry is currently gathering records and reached out to IAO to follow-up with you. The records you are seeking are
publicly available here XXX. Would you like to withdraw the request?

MOD
4. Once the applicant has replied:
a. If the applicant denies your withdrawal request, let the Ministry know via MOD comments. Ask them how they want
to proceed (likely a NRR.)
b. If the applicant consents/approves accepts your withdrawal request, let the Ministry know via MOD comments. No
further action is required by them. Remove any watchers on the file and close on MOD as "Withdrawn".

AXIS
5. If the applicant denies your withdrawal request, load the email from the applicant into the CL as App- Withdrawal Denied.
The request will stay as "Call - CFR Sent" in as the current action and you will leave as is until you hear back from the
Ministry on how they want to proceed.
6. If the applicant consents/approves to the withdrawal, or if an applicant contacts you to withdraw their request without
being asked, load email from applicant to the CL as App- Withdrawal Approved.
a. Complete the following steps:
i. Send Correspondence - Select Letter Template: A-Response-Confirm Request Withdrawn -> Customize for
Pending
ii. Delete Task Reminders
iii. Request for Documents —> Take Action -> Status -> Other (action date and completed date should be the date
the withdrawal was approved by the applicant, not the day you are processing it)
iv. Final Actions -> double click TBD -> select Withdrawn from the drop down menu -> Save -> Save (again)
1) Status should read "Disposition Accepted"
v. Set Publication Status in the Request Information Tab
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1) Publication Status: Do Not Publish
2) Set Do Not Publish Reason: Outside Scope of Publication Policy
3) Select Save at the top or bottom of the page
vi. Close Request
1) Perform Action -> Select Close Date -> Current Action: change to Closed -> Save -> click No to fees -> Close
Request Confirmation -> Yes.
vii. Application Fee Refund
1) Correspondence -> Send Correspondence ->
a) Email Template: G - Fees - Refund Request
b) To: Arielle. Andrews@gov.bc.ca
c) Delete: All the purple text and "I approve as QR"
d) Keep: Name of Payee, Request #, Amount and Mailing address. These will auto populate except for
Amount, change to $10.00
e) Above the pre populated information create a note with the reasoning for the refund. "Hi Arielle,
Please approve this application fee refund as the applicant withdrew the request"
f) Send Email

Processing a Routine Release

Requests only in AXIS:

1

Uk unN

Correspondence Log - Log email request into the CL as Call - Routine Release
a. Request should clearly identify how access will be given, to allow the processing team to facilitate. This should
include at minimum the contact information from the individual at the Ministry who will be providing access, or a link
to where the requested information exists online, or the records which will be provided to the applicant.
b. If the Intake Analyst is unclear about whether the request meets the standard for a Routine Release, check with
AO24 or your TL.
Notes - Add in any pertinent instructions to the team regarding instructions for the routine release.
Request for Documents -> Take Action -> Status -> Routinely Releasable
Delete Task reminders
Current Action - Call - Team to Review
Assign Users - Assign to the processing team queue to finalize and complete the request.

Requests In AXIS & MOD:

MOD

. Review notification/comment in MOD from the Ministry requesting the routine release response.

a. Request should clearly identify how access will be given, to allow the processing team to facilitate. This should
include at minimum the contact information from the individual at the Ministry who will be providing access, or a link
to where the requested information exists online, or the records which will be provided to the applicant.

b. If the Intake Analyst is unclear about whether the request meets the standard for a Routine Release, check with
AO24 or your TL.

Reply to the comment letting the Ministry contact know you will be assigning over to the processing team to action.
Remove any watchers and assign over to the processing team queue.

AXIS

Complete all of the same steps listed above for "Only in AXIS" requests.

Correspondence Log - Log email request into the CL as Call - Routine Release

Notes - Add in any pertinent instructions to the team regarding instructions for the routine release.
Request for Documents -> Take Action -> Status -> Routinely Releasable

Delete Task reminders

Current Action - Call - Team to Review

Assign Users - Assign to the processing team queue to finalize and complete the request.

-0 OonTo
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Records that can be obtained by clients directly fromm MCFD Offices
(routine release)

March 24, 2023 2:35 PM Memo for MCFD Social Workers - Information Policy and Privacy Last Updated January 27, 2022

Please see the list of records that can be provided directly to an applicant by the DO below. Once you have
clarified with the applicant that the record they are seeking is one of the ones on this list, you may close the
request and send a modified closing letter to the applicant.

Reportable disposition should be set to "routinely releasable” and current action should be set to "closed".

Wording you may use in the closing letter to the applicant:
Copies of [description of records from list below] is routinely available and can be obtained from the Ministry
without a formal request for access under FOIPPA. Please contact your District Office to obtain these.

The District Office can refer to the Ministry Policy regarding “Records That Can Be Obtained by Clients Directly from
MCFD of DAA Offices” and they can also reach out to the Information Policy and Disclosure Office for further
guidance.

Your file with this office is now closed.

When we get an FOI request for records that should be routinely releasable and the applicant indicates that they
attempted to obtain it directly and was told they need to submit an FOI request, redirect the applicant back and let
them know that if they have issues they can let us know. If the applicant still gets push back on a DO providing an
applicant with something that is routinely releasable, let Pearl Best know so that she can speak to the DO and
reassure them that it is OK to provide what is being asked for.

Manager, Information Policy & Disclosure Office

Ministry of Children and Family Development

PO Box 9714 STN PROV GOVT

Victoria BC V8W 951

Telephone: 778 698-3400 Fax: 250 953-4815

The following is taken from the MCFD policy on Records That Can Be Obtained by Clients Directly from
MCFD or DAA Offices.This information was sent out in a memo to all District Offices in January of 2022. The
policy provides clarity on what records staff can provide directly to clients and what staff must do before releasing
copies of those records. The purpose is to decrease the number of clients being directed to make Freedom of
Information requests when requesting copies of their own personal information.

This direction is intended to support citizens in getting their personal information as quickly as possible while at
the same time reducing the pressure on the FOI process. Staff are not expected to call in inactive records from
offsite in order to provide records directly. However, staff could go into ICM to pull some records if required (e.g.
closing letters). Requests for information contained in closed files stored offsite should continue to be directed to
the FOI process.

Routine Releases
Did you know that some documents found in MCFD case files can be given directly to the requestor without the
need for a formal request under the Freedom of Information process?

When individuals seek access to government held information, including their own personal information, that
process generally falls under the Freedom of Information and Protection of Privacy Act (FOIPPA). A Freedom of
Information (FOI) request is made in writing. Records are gathered, reviewed and vetted as appropriate under all
applicable legislation and then released to the requestor. This process can take up to 30 business days, or in some
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cases much longer.

There are some documents contained within MCFD case files that can be provided directly to individuals as they do
not contain third-party information (personal information of any other individual) and are not subject to any other
exceptions to disclosure under FOIPPA and CFCSA.

Copies of the following records can be provided directly to a client:

e Originals of a Client's own identification on file (BCID, birth certificate, etc.) will be released to the parent or
the youth as required (e.g. when identification is needed to apply for a driver’s licence or passport). All
original identification will be released to the parent or youth when the child/youth leaves care and the CS file
is closed (see MCFD Returning Child in Care Identification Policy). Before releasing original identification, staff
must ensure that a copy of the identification is scanned and attached to the CS Case in ICM.

« Any forms completed by the Client that they have supplied to the Ministry (example - a form the Social
Worker asks a Client to complete)

« Copies of information that a client has voluntarily provided and it is clear that client supplied the item
(example - letters from a character reference, Landlord, Doctor or counsellor)

« Printouts of Affordable Child Care Benefit Plans already in place; (Requestor could be the Child Care Provider
or a Ministry Client receiving Benefits) - these requests can go directly to Affordable Child Care Benefits - For
more information on accessing Affordable Child Care Benefits individuals can call 1 888 338-6622.

+ Ministry correspondence addressed to and previously provided to the Client

+ Any MCFD originating document signed by the Client and/or previously provided to the Client (e.g. Plan of
Care)

* Requests for any other Records types should be directed to the FOI process (see below)

Before to releasing any copies of records directly to Clients staff must:

« Verify the identity of the Client -we still must ensure we only provide records to the RIGHT individual - Staff
must verify the identity of anyone requesting records by viewing their photo identification

» Ensure that no other third party information is being released - i.e. information you are giving does not
contain anyone else’s personal information, including that of parents or siblings

« Never give out the only copy of a document - always provide a copy and return the original to the
file(exception: provision of original identification to former children and youth in care)

For more information on submitting an FOI request, or information on the FOI process visit:
Submit a Personal Freedom of Information Request

If you have any questions please email: MCFDOCMT®@Victorial.gov.bc.ca
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Routinely releasable records - (CFD & MSD files)

September 9, 2021 1:27 PM

I am pleased to inform you that a copy of the record you are seeking can be obtained directly with the [INSERT MINISTRY] without
needing to come through the FOI process. Please see the attached information sheet.

Examples:
-dates of when they were in and out of care

Routinely Releasable Records - Records that can be obtained by clients directly from MCFD and DAA Offices
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Weinrich, Jonelle MTIC:EX

From: Alexander, Janice E MTIC.EX

Sent: Tuesday, October 27, 2015 10:01 AM
To: Schulte, Leanne A MTIC:EX

Subject: routine releases for MSD

Excerpts from my routine release response letters in case helpful to you...

copies of SD81 Monthly Income Reports (AKA stubs) you provided to the Ministry of Social Development and
Sacial Innovation are routinely releaseable to you hy the District Office at which you currently receive service.

copies of identification documents you provided to the Ministry of Social Development and Social Innovation
are routinely releaseable to you by the District Office at which you currently receive service.

clients wanting only a calculation of benefits or what is also referred to as the T5007, can obtain them directly
from the Ministry.

* Clients requesting the current year can call the general line at 1-866-866-0800

» Clients requesting previous and/or current years can call the T5007 line at 1-877-815-2363.

Policy: Access to Personal Information By a Client - March 29, 2011
http://www.gov.bc.ca/meia/online_resource/program_administration/foipp/policy.html#5nd
Release of Information by the Employment and Assistance Office or Health Assistance Branch

Once a client's identity is clearly established, his or her personal information can be released to the client by the
Employment and Assistance Office (EAO) or Health Assistance Branch (HAB) only if the request is for any of the
following:

e a copy of a record that was submitted by the client to the ministry, for example, a doctor's letter, a pay stub, a
Monthly Report (HR0081) form

e a copy of a record that was previously provided by the ministry to the client, for example, a letter from an
Employment and Assistance Worker

e calculation of assistance in a tax year (T5007 information)

Janice

Janice Alexander | Intake Analyst, Personals Access Services | Information Access Operations | Shared Services BC
Phone: 250.356.2583 | Fax:250.387.9843 | e:Janice.Alexander@gov.bc.ca| m: PO Box 9569, Stn Prov Gov,
Victoria BC VBW 9K1
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Team Lead Team Lead Team Lead
112-0103 112-0103 112-0103
Sonia Denninger L lennifer Sitar Marilyn Doe (TA)
AD24 AD24 AD 24
[ FOI Specialist FOI Specialist . Sr. FOI Analyst
112-0103 112-0103 112-0103
Gerry De Smet L Jessie Shull Roberta Woodcock
AD21 AD24 AD 21
[ Sr. FOI Analyst Sr. FOI Analyst | Sr. FOI Analyst
112-0103 112-0103 112-0103
Emily Simon Shaina Schmidt [TA) Julia Burton
[ AD21 AD 24 AD 21
Sr. FOI Analyst N FOI Specialist | Sr. FOI Analyst
112-0103 112-0103 112.0103
Cayley Zaharia L Zane Wulff Kyle Hull
[ AD21 AD21 AD21
Sr. FOI Analyst 5r. FOI Analyst ] Sr, FOI Analyst
112-0103 112-0103 112-0103
Jessica Cameron Katie Innes AUX Debbie Kangas
AD21 | | ADZ1 AD 21
[ Sr. FOI Analyst Sr.FOI Analyst I Sr. FOI Analyst
112-0103 112-0103 112-0103
Claire Joseph 157514 L Lisa Johanson AUX Stephen Mulley
[ AD1E AD21 AD 21
FOI Anakyst Sr. FOI Analyst | Sr. FOI Analyst
112-0103 1120103 112-0103
Elise Forslund Katrina Greer Tara-Lynn Erichuk
AD1B L AD1E AD 18
B FOI Anakyst FOI Anakyst R FOI Analyst
112-0103 112-0103 112-0103

CTZ-2023-33079

AUX Nina Amarante
Clk 3
scanning Technician
112-0103

Band 3
Manager
112-0103
[ —L 1
Jonelle Weinrich Leala Bull Rhiannon Hamdi
AD 27 AD 2T AD 27
Team Lead Team Lead Team Lead
112-0103 112-0103 112-0103
Sean Eggleston (TA) Steven Whibley Evan Swift [TA)
AD24 AD 24 AD24
FOI Specialist FOI Specialist FOI Specialist
112-0103 112-0103 112-0103
Kyle Eriksen David Hughes Cameron Wulff
AD21 AD21
Sr. FOI Analyst FOI Specialist Sr. FOI Analyst
112-0103 112-0103 112-0103
Alphonso Davis Kathleen Anderson (TA) Mark Redgwell
ADZ21 AD 24 ADZ1
Sr. FOI Analyst FOI Specialist Sr. FOI Analyst
112-0103 112-0103 112-0103
Munawar Mohammed Lauren Waight Bryan Beck
AD21 AD 21 AD21
Sr. FOI Analyst sr, FOI Analbyst 5r. FOI Analyst
112-0103 1120103 112-0103
Adrian Miguez Andrea Leies Melissa Kerr
20721 #0221 AD 18
Sr. FOI Analyst Sr. FOI Analyst FOI Analyst
112-0103 112-0103 112-0103
Donna Du Melissa Page Nataliya Zaporozhets
AD21 AD 21 AD1B
Sr, FOI Analyst sr. FOI Analyst FOI Analyst
112-0103 112-0103 112-0103
Jacob Wong AUX Terri Clark Ryan Bal
AD 18 AD 21 AD 1B
FOl Anakyst Sr. FOI Analyst FOl Analyst
112-0103 112-0103 112-0103
Mark White
AD 15
Ir. FOI Analyst
112-0103
October 2023
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Cindy Kukucska
Band 4
Senior Director
112-0103

Cindy Elbahir
Band 3
Manager
112-0103

Eric Shiplack
AD 27
Team Lead
112-0103

John Flatman
AO 27
Team Lead
112-0103

Michelle White
AO 24
FOI Specialist
112-0103

Toyoko Doyle (TA)
AO 24
FOI Specialist
112-0103

Pablo Frederick
AO 21
Sr. FOI Analyst
112-0103

Corporate Information and Records Management Office — Information Access Operations

Iva Barisic
AO 18
FOI Analyst
112-0103
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Nicola Lutte (TA)
AO 27
Team Lead
112-0103

Rosemary Deacon
AOD 24
FOI Specialist
112-0103

Tom Clements
AOC 18
FOI Analyst
112-0103

Alexandra Limoges
AO 18
FOI Analyst
112-0103

Jessie Stolz
AOC 18
FOI Analyst
112-0103

Sascha Pannwitz
AO 21
Sr. FOI Analyst
112-0103
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Jennifer Cobham
AO 18
FOI Analyst
112-0103
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Cindy Kukucska
Band 4
Senior Director
112-0103

Arielle Andrews
Band 3
Manager

112-0103

Gitta Fekete
AO 27
Team Lead
112-0103

Nicole Forward Kristin Kane
AO 21 AO 18
Sr. FOI Analyst FOI Analyst
112-0103 112-0103
Jazmine Anderson Peter Raskovsky
AO 15 AO 15
Jr. FOI Analyst Jr. FOI Analyst
112-0103 112-0103
Tayler Balmer Sarah Ehle
AO 15 AO 15
Ir. FOI Analyst Ir. FOI Analyst
112-0103 112-0103

AUX Aiyana Martens

Clk9

Scanning Technician

112-0103

Liz Babecy
AO 27
Team Lead
112-0103

Nick Pinheiro
AD 24
FOI Specialist
112-0103

Debby Schlutter
AO 15
Jr. FOI Analyst
112-0103

Kathy Coutts
AO 21
Sr. FOI Analyst
112-0103

Katrina Feracini
AD 24

Learning & Development

Lead
112-0103

Monica 5aeni
AO 15
Ir. FOI Analyst
112-0103

Tanya James
AO 15
Jr. FOI Analyst
112-0103

Garth Banda
AD 15
Jr. FOI Analyst
112-0103

Heather Watt
AO 15
Ir. FOI Analyst
112-0103
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Cindy Kukucska
Band 4
Senior Director
112-0103

Patrick Craib
Band 3
Manager
112-0103

Nina MacKenzie
AO 27
Team Lead
112-0103

Ryan Schumm (TA)

AO 24
FOI Specialist
112-0103

Kelly Morita
AO 24
FOI Specialist
112-0103
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Andrew Bonneau
1524
Tech Bus Analyst
112-0103

Chris Hodgson
AO 21
Sr. FOI Analyst
112-0103

r
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Rhianna Begley
Band 5
Executive Director, Information
Access Operations
112-0103
| |
Loren Mullane (TA) Matt Prodan (TA)
Band 4 Band 3
Director, FOI Modernization Product Owner, FOI Modernization
112-0103 112-0103
Kyle Eggleston (TA) Lise Mino (TA)
1527 AD 27
Business Analyst Team Lead
112-0103 112-0103
Aman Hundal (TA)
1524
Business Analyst
112-0103
Corporate Information and Records Management Office — FOI Modernization Team October 2023
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Vacant
TA: Cathy Stock
Band 5
Executive Director
Open Information & Special Projects
00117413 112-0103

Corporate Information and Records Management Office — Open Information Team October 2023
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Brittany Rhyndress
Clerk 15
Office Manager
00045379 112-0104

Kanika Sharma
Clerk 9
Records Clerk
00084878 112-0104

Mary LaBoucane
Band 5
Executive Director, Information
Management Innovation
00110813 112-0104

Elizabeth Vander Beesen
Band 4
Senior Director, Information
Solutions andTransformation
00099309 112-0105

Mario Miniaci
Band 4

Senior Director, Archival and

Records Initiatives
00045064 112-0104

Alexandra Khan
Band 3
Senior Product Manager
00131097 112-0104

Trevor Youdale
Band 3
Manager, Client Service
00115732 112-0105

Vacant
AO 27

Corporate Archives and Records

Planning Manager
00102425 112-0104

Terrell Les Strange
Band 4
Senior Director, Infrastructure and
Strategy
00083801 112-0104

Vacant
AD 24
Sr. Project Manager
0010079 112- 0104

Jeff Barber
Band 3
Manager, Client Service
000115733 112-0105

Vacant
1S 27
Scrum Master
00127633 112-0104

Jennifer Yuhasz
AO 27

Corporate Archives and Records

Planning Manager
00102423 112-0104

Linda Nobrega
AO 27
Business Services Manager
000102424 112-0104

Bruce Schinkelwitz
Band 2
Integrated Teams Manager
00112849 112-0105

Corporate Information and Records Management Office — Government Records Services

Bruce Smith
Archivist 24
Digital Archivist
00044783 112-0104

Roxanne Weeds
AD 24
Records Centre Services Manager
00045065 112-0104

Sachin Shinde
Contractor
Business Analyst
112-0104

Jacques Levesque
Contractor
Solutions Architect
112-0104
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Elizabeth Vander Beesen
Senior Director, Information

Solutions and

Transformation
Band 4
00099309 112-0105

Apurva Dubey
AD 15
Training Coordinator
00086200 112-0105

Vacant

CARES Coordinator
00036639 112-0105

Trevor Youdale
Sophia Faust Band 3 LeAnne Feldman
. Client Service Manager, e
Govt Records Advisor 000115732 112-0105 Gowt Records Advisor
00056558 112-0105 00025805 112-0105
|
Patrick Klassen Terrence McKenny Wendy deMontmorency
AD 27 AD 27 AD 27
Govt Records Officer, —1| Govt Records Officer, Govt Records Officer
Social Education Justice BPS Health Finance

00036102 112-0105

00045050 112-0105

00010176 112-0105

Judith Lawson
AD 21
Sr. Govt Records
Analyst
00101300 112-0105

Kent Tran
AD 21
— Sr Govt Records
Analyst
00065359 112-0105

Danielle Appleby
AD 21
Sr. Govt Records Analyst
00063192 112-0105

Magdalena Allison-Lee Michael Stevens Betty Cote
AC 21 A0 21 AO 21
Sr. Gﬂ;ﬁifoms 5r Govt Records Analyst Sr. G:"l Fef'ords
y nalys
00107674 112-0105 000116995 112-0105 000116994 112-0105
Tyson Leies Richard Webster(TA)
AD 21 y
Sr. Govt Records |_||Base - Brandy Dickson
Analyst AO 18

00102527 112-0105

Govt Records Analyst
000102525 112-0105

Integrated Te
0011284

Bruce Schinkelwitz
Band 2

ams Manager
112-0106

—

Jeff Barber
Band 3
Client Service Manager
00115733 112-0105

Denise Burden
AD 1S
Govt Records Advisor
000101857 112-0105

1
Theresa McDonald Vacant Sarah Johnson Richelle Wright Scott Thompson
AD 24 AO 27 AO 27 AOQ 27 AD 27
Team Lead, —i| Govt Records Officer, — | Govt Records Officer, Gowt Records Officer,
RM Learning Nﬁgﬁgz;??;_gféc;r Matural Resource Stewardship Transport Economy
0003927 112-0105 00115939 112-0105 00035239 112-0105 000115940 112-0105
o |
Hannah Reland
Christine Silver Beverly Qualizza AD 21 Karen Kohl Vacant
021 AD 27 Sr. Govt Records AO 21 (Sara Blake on TA)
Learning Specialist GRO, Consumption Mgmt Analyst — Sr Govt Records AO18
000119519 112-0105 Initiative 00007603 112-0105 Analyst Govt Records Analyst
00044830 112-0105 00065426 112-0105 00081981 112-0105

TA - Tanya Garneau
(Base Vacant)
AD 21
Learning Specialist
00039575 112-0105

Fiona Hoenmans
AD 21
Sr, Govt Records
Analyst
00002351 112-0105

Angela Oram
AO 21
Sr. Govt Records
Analyst
00054834 112-0105

Vacant
AD 18
Sr Govt Records
Analyst
00107674 112-0105

Corporate Information and Records Management Office — Government Records Services
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Mario Miniaci
Band 4

Senior Director, Archival and

Records Initiatives
00045064 112-0104

Julie Staven
A0 21

Information Schedule Developer
and Reporting
00091798 112-0104

Jennifer Yuhasz
AD 27
Corporate Archives and Records
Planning Manager
00102423 112-0104

Vacant
ARCH 24
Archivist

00044783 112-0104

David Shively
ARCH 24
Archivist

00124826 112-0104

Vacant
AOQ 27
Corporate Archives and Records
Planning Manager
000102425 112-0104

Hannah Monkman
ARCH 24
Archivist

000104322 112-0104

Sarah Shea
ARCH 24
Archivist

00028510 112-0104

Sabrina Schoch
ARCH 24
Archivist

000104323 112-0104

Cheryl Linstead
ARCH 24
Archivist

00120442 112-0104

Angela Ruscoff
ARCH 24
Archivist

00044995 112-0104

Adrian Bogdan
ARCH 24
Archivist

00104321 112-0104

Vacant
ARCH 24
Archivist

00061552 112-0104

Vacant
(TA-David Coppard)
ARCH 24
Archivist
00045088 112-0104

Elise Polkinghorne
ARCH 24
Archivist

000135135 112-0104

Vacant
ARCH 24
Archivist

00062875 112-0104

Jessica Nichol
ARCH 24
Archivist

000119122 112-0104

Corporate Information and Records Management Office — Government Records Services
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Terrell Les Strange
Band 4
Senior Director, Infrastructure
and Strategy
00083801 112-0104

Linda Nobrega

Business Services Manager
000102424 112-0104

Vacant

AO 18
Project Coordinator
00127859 112-0104

Roxanne Weeds
AO 24
Records Centre Services
Manager
00045065 112-0104

Joanna Thompson
AO 21
RM App Advisor
00096723 112- 0104

Zoe Drakos
AO 21
EDRMS Configuration Analyst
00042422 112-0104

Alysha Joo
AO 21
Senior Records Management
Systems Advisor
00034278 112-0104

Miranda Fattore
AD 18
RCS Administrator
00085153 112-0104

Laura Neil
Clerk 15
Records Transfer Coordinator
00045055 112-0104

Grant McLachlan
Clerk 15
Records Transfer Coordinator
00092101 112-0104

Kaitlyn Forth
AO 18
RMS Advisor
00091903 112-0104

Lori Wilson-Trent
AO 18
RMS Advisor
00015517 112-0104

Vanessa Gowe
AO 18
RMS Advisor
00094871 112-0104

Christina Cruickshank
Clerk 15
Records Transfer Coordinator
00069762 112-0104

Corporate Information and Records Management Office — Government Records Services
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David Padgett
Band 5
A/Executive Director
00089309 112-0106

Lara Berglund
Clerk 15

Office Manager
00090413 112-0106

Robyn Andrew (TA)
Band 4
Director, Strategic Privacy and
Training
000113476 112- 0106

Dayna Beuthin
Band 3
Sr. Advisor
00104752 112-0106

Corporate Information and Records Management Office — Corporate Privacy Office
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Kirsten Nicholson
Band 4
Director, Operations & Privacy
Mgmt
00089886 112-0106
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Band 4
Director, Investigations
00113475 112-0106
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Robyn Andrew (TA)
Band 4

Director, Strategic Privacy and

Training
000113476 112- 0106

Dayna Beuthin
Band 3
Sr. Advisor
00104752 112-0106

Jennifer Pereira
AO24
Privacy Advisor
000114473 112-0106

Kirsten Nicholson
Band 4

Director, Operations & Privacy

Mgmt
00089886 112-0106

Alyssa Sherbinin
AO24
Privacy Advisor
000114523 112-0106

Wynne MacAlpine (TA)

Nick Workman
AO024
Privacy Advisor
000116730 112-0106

Gaby Girard (TA)
TA: Elizabeth Throp
CLK11
Training Administrator
000100815 112-0106

: Andrea Fox (TA) Peggy King (TA
Megan:et:egrmgtan LV: Chris Quon gg;ran dg3{ ) Base: Dwayne McCowan
an g .
. . Mgr, Privacy Operations
Mer, Privacy Policy s B::d_3 Sr. Advisor, Priv Mgmt gr Ba:d 3P
00088059 112-0106 . Advisor 00119289 112-0106 082028 112-0106
00112704 112-0106 =
Vacant Vacant Vacant Katie Nieminen (TA)
Band 3 TA: Andrea Fox POL SIH27R TA: Wynne MacAlpine
Privacy Advisor - Priv:(::?ndvisor Privacy Advisor Prival:y?::visnr
000112237 112-0106 B 000112328 112-0106
00114245 112-0106 000112847 112-0106
Vacant Vacant
TA: lliana Turner TA: Peggy King Arun Lagah
AO24 AO24 AO021
Privacy Advisor Privacy Advisor Privacy Analyst
000101375 112-0106 00114246 112-0106 00083972 112-0106
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Elizabeth Throp (TA)
AO21
Privacy Analyst
000104754 112-0106

Joann Berekoff

Cheryl-Lyn Robinson

AO24 AD21
Privacy Advisor Privacy Analyst
0097507 112-0106 000115684 112-0106
Vacant Vacant
F.‘n—op Lvl 2 A021
Privacy Analyst Privacy Analyst

114477 112-0106
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Len Statz
Band 4
Director, Investigations
000113475 112-0106

Vacant
TA: Megan Hetherington
Band 2
Senior Investigator
00045321 112-0106

Vacant
Band 2
Senior Investigator
000111247 112-0106

Scott Carroll
Band 3
Manager, Investigations
00112891 112-0106

Vacant
Co-op Lvl1
Privacy Analyst
120109 112-0106

Corporate Information and Records Management Office — Corporate Privacy Office
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Andrew Lynch (TA)
Base: Chelsea Fern
Band 2
Senijor Investigator
000114311 112-0106

Nassim Nowshadi (TA)
Base: Vacant
AO24
Privacy Advisor
0082843 112-0106

Kaitlin Der (TA)
TA: Janice Creuzot
AO21
Investigative Analyst
000102188 112-0106

Liam Irving
Base: Lindsay Mason
AO21
Investigative Analyst
00026972 112-0106

Meghan Crowther (TA)
AO21
Investigative Analyst
000114351 112-0106

Mohamed Boukhouali (TA)
LV: Kaitlin Martin
AD21
Investigative Analyst
000112490 112-0106
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Brandie Youell (TA)

VACANT
Base: Michelle Sullivan Band 1
Clerk 15 Manager, Divisional
Office Manager Operations

00089961 112-0101

00112160 112-0102

Melissa Sexsmith
Band 5
Executive Director
00110985 112-0102

Jena Rayner
Clerk 15

Vacant
EXEC ADMIN
Executive Administrative
Assistant
00112160 112-0102

Office Manager

00114350 112-0102

Natalie Appleton
Band 4

Director, Strategic Initiatives
00116522 112-0102

—| Manager, Internal Comms &

Sandra Wyllie
Band 3

Change Mngmnt
00074010 112-0102

Rebecca Westle
AO 24R
Project Analyst
00123657 112-0102

Corey Bowness
Band 4
Director, Strategic Initiatives
00116522 112-0102

Vacant
Band 4
Director, Strategic Initiatives
00116522 112-0102

Ray Schuttinga
Band 3
Manager, Information
Management Training
00074010 112-0102

Vacant
Base: Kristy McKamey
AD 18
Project Coordinator
00085160 112-0102

Corporate Information and Records Management Office — Planning, Engagement and Corporate Operations
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Executive Director, Strategic

00045318 112-0107

Colleen Rice
Band 5

Projects

l

Vacant
TA: Meghan Kane
Band 3
a/Director, Open Information
000127608 112-0103

Carmelina Plater
Band 4
Project Director
000113720 112-0107

Kjerstine Holmes
Band 4
Project Director
000112235 112-0107

Caitlin Buck
Band 4
Project Director
00045150 112-0107

Meghan Jezewski
Band 3
Manager, Policy and Legislation
000103445 112-0107

Vacant
POLSI 27R
Sr. Leg and Policy Analyst
000117325 112-0107

Neal Yonson
POLSI 27R
Sr Leg and Policy Analyst
000114289 112-0107

Vacant
TA: Andrea Bingham
POL SI 27R
Sr. Leg and Policy Analyst
00097508 112-0107

Vacant
POLSI 27R
Sr. Leg and Policy Analyst
000114288 112-0107

Vacant
Band 3

Director, Transformation
000112160 112-0102

Dean Sutton
Band 3
Manager, Policy and Legislation
0001120570 112-0107

Vacant
TA: Neil Edgington
POLSI 27R
Sr. Legislation and Policy Analyst
000117327 112-0107

Corporate Information and Records Management Office — Strategic Policy and Legislation
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Jillian Carruthers
Band 6
Senior. Executive Director

00132489 112-0295

Jodie McKinney (TA)
Base: lan McLellan
Clerk 15
Office Manager
00089961 112-0295

Vacant
Band 4
Director, Digital Credential
Services
00137942 112-0295

John Jordan
Band 5
Executive Director
00119478 112-0295

Oliver Jones
Band 3
Senior Manager, Digital
Identity & Trust Policy &
Governance
00134825 112-0295

Charles Macpherson
Band 3
Senior Product Manager
00127863 112-0295

lan McLellan (TA)
AO21
Program Coordinator
00089961 112-0295

Aaron Unger
Band 4

Director, Client Relationship

Management
00089048 112-0295

Band 5

Kevin Conn (TA)

Executive Director
00119478 112-0295

Vacant

TA: Darise Janke

ISL 24R

Technology Business Analyst
130047 112-0295

Iris Israel (TA)
ISL 30R
Product Manager
00107416 112-0295

lliana Turner (TA)
POL 27

Vacant

ISL 27R
Full Stack Developer
00133396 112-0295

Clecio Varjao
ISL 30R
Product Manager
00129615 112-0295

Rajpal Chauhan
ISL 27R
Site Reliability Specialist
00129616 112-0295

Senior Policy Analyst
103154 112-0295

Kimberley Nguyen
ISL 27R
Sr. UX Designer
00125616 112-0295

Hannah Sloat
ISL 24R
Service Design Specialist
00131112 112-0295

Corporate Information and Records Management Office — Digital Identity & Trust
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Vacant
ISL 27R
Senior Scrum Master
Technical
00115135 112-0295

Kevin Butto (TA)
ISL27R
Dev Ops Specialist
00134571 112-0295

Gini Choi (TA)
AC 27
Senior UX Researcher
00134634 112-0285
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Executive Summary

Project Overview
- Logic Structure and phasing: An overview the problem statement, and the approach taken to break the problem down into research components and project phases
- Data and Analysis: A summary of pre-existing work in this area, and additional data analysis to refine the focus of research

External Insights

- Approach: An outline of the trauma-informed approach to contacting and interviewing children and adults with lived-experience
- Personas: A collection of four user personas that captures common experiences and issues amongst different types of requestor
- Customer Journey Map: An outline of the steps of the FOI request journey, from the perspective of the requestor

- Insight Themes: A summation of external interview findings into three themes, with observations, insights and implications

Internal Insights
Approach: An outline of the approach taken to engage stakeholders from IAO, MCFD and ISD, including a list of those engaged in the process
- Process Maps & Pain Points: An overview of detailed process maps and pain points captured across internal interviews (full details in Appendix)
- Internal Journey Map: An outline of the steps taken internally to process an FOI request
- Insight Themes: A summation of internal interview findings into three themes, with observations, insights and implications
Recommendations
- In-depth presentation of recommendations: A single slide summary of each priority recommendation including next steps and owners
- Long-list of potential solutions: A summary of all ideas considered before prioritization
Metrics & Potential Impact
- Summary of the potential impact of our recommendations: A summary of calculated projections for potential impact of recommendations
- Metrics: Primary metrics to measure the success of recommendations, along with rationale to explain why these are critical to measuring the success of initiatives
Appendix

- Process Maps & Pain Points: An extensive overview of all steps in the process and associated pain points
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Executive Summary

Ministry of

We set out to solve the problem statement by breaking it down into component parts ) il sty
that could be influenced by recommendations

How might MCFD and IAO sustainably reduce the time and effort to process FOI requests while also gathering and delivering

PROBLEM
STATEMENT the information that users / applicants require in a time-compliant, accurate, accessible and efficient manner?
Improved satisfaction with the FOI Experience
REICRMES (Applicant-focused)
Number of Scope of each Processing Speed & Effort Experience of the Contents of the FOI
DRIVERS FOI Applications FOI Application per FOI Application end-to-end process package itself
LEVERS Refining intake Focusing scope Faster and more efficient Creating a human- Improving readability of
of FOI applications of FOI applications processing of... centered experience FOI packages
..existing ..future
requests requests

BC Ministry of Children and Family Development (MCFD) C 'I' Z e 2 O 2 3 QIBD!E\IO&L? 9R IN'I;ERNAPIéLEjIé\I ONB 8 O f 2 5 6 4



Executive Summary

Ministry of

We identified six pain point themes from research with internal and external parties that ) il sty
informed the identification of potential solutions

External (Applicant)

The understanding and adoption of policies & It is difficult to gain a clear, concise and ‘plain terms’
procedures varies between practitioners, creating understanding of what information is available
inconsistencies through FOI, how to articulate this, and the nature of

the process

Limitations in the design of the service creates both Requestors are disheartened by negative expectation
challenges for requestors and increases processing setting from social workers, peers and analysts
time for staff

Content management systems and processes create Requestors sometimes feel that the process lacks
additional challenges for staff compassion and support during what is an
emotionally challenging time

BC Ministry of Children and Family Development (MCFD) C 'I' Z e 2 O 2 3 QIBD!E\IO&L? 9“ IN';ERNAPIg[LEfIé\I ONB 9 O f 2 5 6



Recommendations

From a list of 30 potential solutions (outlined in the recommendations section), we

identified 12 priority recommendations based on an impact and effort analysis

Ministry of
BRITISH Children and Family
COLUMBIA | Development

Recommendation Impact Effort Duration (Fiscal Quarters)
1A. s 13 Medium Medium Short (1 -2 FQs)
1B. High Medium Medium (3 — 6 FQs)
1C. Embed Pre-qualification Assessment in FOI Form Low Medium Short (1 -2 FQs)
2A. Specify Types of FOI Info Available & Estimated Timelines High Medium Short (1 -2 FQs)
3A. s.13 High Medium Short (1 -2 FQs)
3B. Optimize Workflows between DDM & IAO Low Medium Short (1 -2 FQs)
3C. Streamline Communications with Applicants Medium Medium Medium (3 — 6 FQs)
4A s.13 High Medium Medium (3 — 6 FQs)
4B High High Medium (3 — 6 FQs)
4Cc Low Low Short (1 -2 FQs)
5A. User-Friendly Guides & Resources’ High Low Short (1 -2 FQs)
5B. .13 High Medium Medium (3 — 6 FQs)

Notes: (1) Due to each recommendation sharing a KPI metric, our analysis was unable to determine the duration of recommendations 5A & 5B
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Executive Summary

. . . i) ,\jl'ulmisr.r_y of o
Priority Recommendations (1 of 4) gt | Chidren and il
Refining intake Focusing scope
of FOIl applications of FOI applications
Recommendati | Description (Key) Next Steps Involved Dependencies

on Parties
1A, 18 * Requires approval from MCFD Practice MCFD Training approval;
Division and Information Policy to (Owner) Change
incorparate into trainings Management
- support
1B. * Requires approval from MCFD Practice MCFD Approval by MCFD
Division and Information Policy (Owner), Executive
* 5. 13 IAQ, Committee
. ISD (creation of

working group for
process creation)

1C. Embed Pre- Update FOI request form with a pre-assessment survey to help * Approval required by IAO IAO (Owner), FOI modernization
qualification applicants determine if an FOI request is the right type of request * Work with FOI modernization team to MCFD (SME) scope: potential
Assessmentin  for information (e.g., on-demand disclosure process as an incorporate this into their project funding required
FOI Form alternative) and / or if they are entitled to that information (e.g., * Seek additional input and guidance from
due to third party info implications). the Behavioural Insights Group
2A. Specify Types Update FOI application form to specify, clearly explain and provide * Approval required by IAO IAO (Owner), FOI modernization
of FOI Info applicants the option to select the different types of information * Work with FOI modernization team MCFD (SME) scope: potential
Available & available from MCFD (e.g., CSfile, FS file, Resource File). Providean  * SME support required by MCFD funding required
Estimated estimated timeline based on the file(s) selected (prior to Information Policy team
Timelines submission), suggestions for which files they may find most useful * Seek additional input and guidance from
and visual examples of each. the Behavioural Insights Group

BC Ministry of Children and Family Developme
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Executive Summary

Ministry of

Priority Recommendations (2 of 4) By | Sl nd ity

I )l'\-‘L"(’rl]l‘Ik‘nl

Faster and more efficient processing

of existing requests
Recommendation Description (Key) Next Steps Involved Dependencies
Parties
3A. s. 13 * Work with ISD to further articulate the MCFD-Info ICM enhancements
imperative (e.g., impact to staff and Mgmt. and backlog
clients), define business requirements (Owner), prioritization
and prioritize requests ISD,
MCFD-Change
Mgmt.
3B. Optimize Reduce the number of emails and steps required for DDM » Coordinate with the FOI Modernization IAO (Owner), FOI modernization
Workflows staff to update and share files with IAO analysts by Team to ensure DDM staff have access MCFD (DDM) scope
between DDM & providing them access (i.e., licenses) to IAO’s document to new case management system once
IAO management system. implemented

* Explore potential interim solutions to
resolve DDM pain points until new case
management system is implemented
(e.g., expand AXIS licenses)

3C. Streamline Use automated workflows to provide applicants status » Coordinate with the FOI Modernization IAO (Owner), FOI modernization
Communications updates to save analysts time (who are often managing an Team to explore ways to implement this  ISD scope
with Applicants average of 20 applications at once that require clarification feature in the new, soon-to-be-
call reminders and status updates). This may also improve implemented case management system
the applicant’s overall experience. for FOI requests

BC Ministry of Children and Family Developme
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Executive Summary

Priority Recommendations (3 of 4)

Faster and more efficient processing
of future requests

Recommendation

(Key) Next Steps

Description

Involved
Parties

Ministry of
Children and Family

BRITISH
|)t'w|npmcnr

COLUMBIA

Dependencies

4A. s.13 * Approval required from Strategic MCFD- Approval by FOI
Services and Practice to incorporate Strategic Project Steering
Change Management services as a Services Committee,
regular practice (Owner), Approval by MCFD
* s5.13 MCFD-Change  Executive Committee
Mgmt., ISD (creation of working
. group for project)
4B. * Seek approval from MCFD Practice MCFD- Approval by FOI
Division and Information Policy to Learning Project Steering
incorporate into training for social (Owner), Committee,
workers and admin, respectively MCFD-Change  Approval by MCFD
* 513 Mgmt., Info Executive Committee
Mgmt., (creation of working
Practice group for project)
4C. » Seek approvals from Practice and Policy = MCFD- Approval by FOI
to communicate changes to offices Learning, Project Steering
* <13 Policy Committee,
(Owner), Approval by MCFD
* Develop change management strategy MCFD-Change Executive Committee
to raise awareness Mgmt.; IAO (creation of working

CTz-2023-33079 ,

MDISCUSSIBNONT . ~F DB &
LL—:L“-j‘-.—- S AL = A

group for project)
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Executive Summary
Ministry of

Priority Recommendations (4 of 4) B, | G ity

COLUMBIA |)t'w|npmcnr

Creating a human-centered experience

Recommendation Description (Key) Next Steps Involved Dependencies
Parties
5A. User-Friendly Develop guides and resources to assist * Approval required by IAO in order to move IAO (Owner), Project funding
Guides & applicants with the FOI submission process recommendation forward MCFD (SME) potentially required
Resources in various formats (e.g., video, one-pagers) * |dentify communication resources and teams that can
that are widely-available (e.g., online, support with development of new guides

embedded in the application form, available
at MCFD district offices). Have resources
cover on-demand disclosures, qualification
guidelines and showcase samples

5B. s. 13 * Requires approval from MCFD Practice Division and MCFD - Approval by FOI
Information Policy to incorporate into training for Learning Project Steering
social workers and admin, respectively (Owner), Committee,
* 513 Change Approval by MCFD
Mgmt., Executive Committee
. Practice & (creation of working
Info Policy group for project)

BC Ministry of Children and Fa
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Executive Summary

Ministry of

In addition to the priority initiatives, the following ongoing actions should ensure the ) il sty
successful implementation of recommendations

e @

Secure buy-in from Create ongoing forum Identify and Create and implement
critical stakeholders for collaboration monitor key KPIs feedback loops
Work with Service Delivery |dentity and stand-up a Select metrics by which the |dentify and establish feedback
Division and Practice areas to working group between MCFD, success of initiatives can be loops for 1) staff processing
share findings and hence the IAO and ISD to monitor monitored in order to ensure requests, 2) frontline staff, and
need for proposed ongoing implementation of that the problem statement is 3) requestors for qualitative
recommendations, ensuring initiatives, ensuring being addressed data on initiative impact and
that the implementation meets  collaboration of teams that also continuous improvement
the needs of these groups include MCFD’s Service
Delivery Division and Practice
areas

BC Ministry of Children and Family Development (MCFD) C 'I' Z iy 2 O 2 3 Qng{Oﬁl? 9“ IN';ERNAPIngﬂgJ 0“6 5 O f 2 5 6 11



Executive Summary

Ministry of

A phased approach, sequencing the implementation of prioritized recommendations based on (.Illju;;'l]\lﬁgllk i d Fuily
dependencies, can be leveraged to kick-start change

Start Now (High Priority)

Start Later (Lower Priority)

FY2021/22 (Q3) FY2023/24
Phase 1 Phase 2 Phase 3
s.13 Complete revamped online application form, website ~ S+ 13

and user-friendly guides / resources. s. 13 s. 13 Optimize
s. 13 and streamline processes to process existing FOI requests with

Levers the implementation of IAO’s new case management system.

1A s. 13
T 13
Refining intake S Milestone:

of FOI applications

9 Focusing scope
of FOI applications

e @®s. 13
3A

Faster / more
efficient processing of
existing requests

Faster / more |4A_T

efficient processing of s 13
future requests
Creating a human-
centered experience

Notes: Roadmap does not reflect estimated duration

BC Ministry of Children and Family Development (MCFD)

lF]__a Embed Pre-qualification

t——! Assessment in FOI Form

Completion of
revamped online
application form

rz_;i Specify Types of FOI Info and website
L __ 1 Available & Estimated Timelines
@s. 13 il s. 13
4B 14c !
User-Friendly Guides & irs_;i
Resources -——— s 13
5B

CTZ—2 (2 3oraompis) GRinreapeoiiaot e of 256

i_331: Optimize Workflows
L__! petween DDM and IAQ
! 3C1: Streamline Communications

c——1 with Applicants
Legend

MCFD Primary
IAO initiative owner

@ ISD involvernent
D Key funding
requirement
== Potential funding
I

-1 requirement
Core dependency



Executive Summary

Summary of the potential impact of our recommendations (steady-state)

DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

BRITISH Children and Family

COLUMBIA | Development

A highly preliminary analysis of the potential impact of each recommendation (once implemented), suggests that MCFD and |IAO could save a total of s- 12

s.13  working days! per year (steady-state?), which equates to the work done by s. 13

FTEs3 each year (which can process s. 13

Number of days saved

Lever Recommendation (Conservative vs. Aggressive Estimates) Impact by Lever
o (1As. 13 s. 13
Refining intake
gf (1B) s. 13
of FOI applications
(1C) Pre-qualification Assessment Total FTE workload
saved per year:
Focusing scope (2A) Process to Explain & s.13 FTEs3
of FOI app"cations Select Available Information
per year
& (equates to
Faster and more processing
efficient processing of (3B) Optimize Workflows between DDM & IAO s. 13 FOIS
L (3C) Streamline Communications with Applicants r4
per year?)
o s. 13
Faster and more
efficient processing of
future requests
Notes: (1.) Working Days is calculated based on the estimated number of productive work hours per FTE per day (i.e., 6); (2.) This analysis uses 2019-21 MCFD FOI data as its baseline and assumes that all recommendations are implemented and
benefits are realized simultaneously; overlapping benefits are not accounted for; (3.) FTE workload calculation is based on the estimated number of working days per FTE per annum (i.e., 230); (4.) Calculated by dividing the average number of
FOIs processed between 2019-20 by the number of staff (across MCFD and IAQ) that process MCFD FOl-related requests. (*) Due to each recommendation sharing a KPI metric, our analysis was unable to disaggregate the singular impact each

one of these recommendations would have.

BC Ministry of Children and Family Development (MCFD)

CTZ—2 (02 3Cmemippc] GRINTERNADI(USTBNONE T of 256

FOIs each year?).




Executive Summary

DRAFT, HIGHLY PRELIMINARY ANALYSIS

: . B o X w }\{li[liisrr_y of o
Summary of the potential impact, priority and effort of our recommendations (steady-state) Bumist | Coldren and Family
A highly preliminary analysis of the potential impact of each recommendation (once implemented), suggests that MCFD and |IAO could save a total of s-1°

s.13  working days! per year (steady-state?), which equates to the work done by s. 13 FTEs3 each year (which can process s. 13 FOIs each year).
Summary Of Recommendations Effort (the size of the bubble) is

(1A) 5. 13
+(1B) .13
{4A] s. 13
5. 13
{43) s 13
(3C) Streamline
Impact measures the Communications
number of (steady- with Applicants
state) working days
saved once the RIEERSEIRS
recommendation is ‘_'Hj (3B) Optimize (4C) < 13
implemented 1AO Workflows between - :
DDM & IAO 5
» Low Effort 5. 13
@ High Effort B,
g g
1=
Priority

Priority reflects the proposed sequencing of priority recommendations and the

degree of direct and indirect dependencies on one another

Notes: (*) Due to each recommendation sharing a KPI metric, our analysis was unable to disaggregate the singular impact each one of these recommen

CTZ=2023 é@“@‘@@ DR INTERADIRIETRY NS o f

BC Ministry of Children and Family Development (MCFD)

256

a function of our preliminary
assessment on the “duration”
to implement each

recommendation (i.e., the
estimated number of fiscal
guarters required to implement
the recommendation)

(3A) s 13
5. 13

(2A) Process to
Explain & Select
Available Info.

(1C) Pre-qualification
Assessment

dations would have.
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Project Overview

We created a simple logic structure to arrive at
recommendations clearly linked to our observations

Define the problem
statement

What is the challenge that we are

1

trying to overcome?

4 Identify the drivers and
associated levers
What are the factors driving the
problem, and what are the associated

levers that we can pull to address the
problem?

2 Investigate what’s 3
happening today
What are the pain points that need to

be addressed for both MCFD and I1AO
staff, and FOI applicants?

5 Identify 6
recommendations

What actions can we take to address
these themes, grouped by the lever
that they pull on?

CTZ—2 (2 3oraommic] GRNTERApRIER M0 of 256

Ministry of
BRITISH Children and Family
COLUMBIA |)t'vn'|n|1n1cnr

Cluster pain points into
themes

What are the emerging themes from
the investigation?

Sequence recommendations
into a roadmap
How might we sequence these actions

in a work plan to deliver the change
required?



Project Overview
Ministry of

Defining the problem statement o [ Cithen o ity

Lasting, rather than
one-time fixes, that
are fiscally sustainable

Across 3 levers: (1.) number of requests, (2.)
pages per request, and (3.) time spent
processing per page

How might MCFD and IAO sustainably reduce the time and effort to process FOI
requests while also gathering and delivering the information that users /

applicants require in a time-compliant, accurate, accessible and efficient manner?

Understanding what it \Q Improving the overall

is that users / experience of the process
applicants are actually for users / applicants and
trying to find out ensuring our compliance

to legislative requirements

BC Ministry of Children and Family Development (MCFD) C 'I' Z e 2 O 2 3 C_OIBDB\IORT 9“ IN;ERNAP!&L&I@ ONT7 l O f 2 5 6



Project Overview

Ministry of

Identifying the drivers and associated levers to address the problem statement ) il sty

How might MCFD and IAO sustainably reduce the time and effort to process FOI requests while also gathering and delivering

PROBLEM
STATEMENT the information that users / applicants require in a time-compliant, accurate, accessible and efficient manner?
Improved satisfaction with the FOI Experience
RETEQMES (Applicant-focused)
"
Number of Scope of each Processing Speed & Effort Experience of the Contents of the FOI
DRIVERS FOI Applications FOI Application per FOI Application end-to-end process package itself
LEVERS Refining intake Focusing scope Faster and more efficient Creating a human- Improving readability of
of FOI applications of FOI applications processing of... centered experience FOI packages
...existing ...future
requests requests

BC Ministry of Children and Family Development (MCFD) C 'I' Z e 2 O 2 3 C_OIBD!E\IOM_? 9!! IN';ERNAPIéLEjIé\I 0N1:7 2 O f 2 5 6



Project Overview

Ministry of

To address our problem statement, we went through four phases to develop a list of prioritized ) Ghildrn nd sty
recommendations and high-level roadmap

Defining personas and 4 Creating recommendations and

Defining the focus Conducting research . . .
a journey map HL implementation roadmap

* Reviewed and consolidated prior * Developed user interview plan and * Arranged for and conducted * Develop recommendations for
analysis and docs guide stakeholder interviews prioritized pain points
* Conducted quantitative analysis to * Arranged for and conduct user * Created integrated user journey * Create high-level implementation
understand and prioritize key drivers interviews maps and MCFD-IAO process maps roadmap
of MCFD FOI requests * Summarized interview insights * Documented user and MCFD-IAQ pain
points
* Developed user personas (based on
e o eodctout oo soa, ghen 2= user / applicant and MCFD-IAO

the inherent sensitivities invohved? (1/2) sta keh0|der | nterVieWS)

P o i ) T : e e
- ST e ey o o LT Lol S o
———p . o rcpurn et ke A pain pat analysi of the stages of the FE jeurney (1 of 2)
o 111 TT . . . v e T pair pa 4 " k . .
MCFD DDM: e : S R 3 = e Somoe S o
Opportunities identified P " £, I8 and 150 ot

BC Ministry of Children and Family Development (MCFD) C 'I' Z iy 2 O 2 3 QgD@IO&L? 9“ IN;ERNAPlﬁlﬁng ONT7 3 O f 2 5 6 19



Project Overview

Ministry of

We have a foundational understanding of the FOI process from work completed thus far ) Chiden ad Farily

Costing review for
FOIl requests

N

MEDUN DIRECT COST OVERVIEW BY REDUEST TYPE

SPRING 2019

Key Takeaways

* Across the IAO and all ministries, the
FOI costs between $23-33M annually

* The 3 most costly steps of the process
are ‘Review Records’, ‘Ministry Review
and Sign-off’, and ‘Gather Records’

* Requests are most costly when
unspecific, unclear, too broad, require
complex harms assessments, and
involve multiple ministries

* A set of 10 recommendations was
proposed across ‘technology’ and
‘people and policy’ (detailed in the
Appendix)

BC Ministry of Children and Family Development (MCFD)

MCFD DDM
Discovery

MCFD DDM.
Opportunities identified

- S, 13

JANUARY 2021

* 14 tactical recommendations put
forward specific to MCFD DDM
internal processes, prioritized on
impact and feasibility (focused on ICM)

Highest priority recommendations:

5. 13

CTZ—2 (2 3 comomimpc] GriNTeanappisqssgnony 4 of 256

Existing DDM
Process Mapping

DOM Information Request Flow-Chart

& 13

UNKNOWN

FOI Service
Design Project

Froodom of informanon Servion Design Froect | Aosdmap

SEPTEMBER 2018

Three key themes for improvement:

Improving application form and
support resources for applicants

Consistency and efficiency of
application processing

Transparent communication and
partnership between MCFD and IAO



Project Overview

Ministry of

Our analysis reveals that Individual Child Protection FOIs drive MCFD’s FOI requests and delays (._'y"";;gm i d Fuily

FOI requests from Individuals, regarding Child
Protection, make up ~71% of MCFD’s FOIs

* There were 1,100+ outstanding FOI requests for
MCFD, as of May 28, 2021

* The majority of MCFD FOI requests are from
Individuals (~96%)

Individual 1,080
Law Firm [l 37
Interest Group | 6
Other Public Body | 6
Other Gov't |2

Number of Outstanding FOI Requests by
Applicant Type (FY19-21)

* The majority of Individual MCFD FOI requests are
related to Child Protection (73%+) and Personal
Information (16%+)

Child Protection 789
Personal Info 175
Adoption 65
Class Action 40
Foster/Resource |9

CYSN |1
Medical/Health
Records

Number of Outstanding Individual FO!
Requests by Subject (FY19-21)

Child Protection FOI requests have a large
number of pages and often experience delays

* On average, a Child Protection FOI request is

1,420+ pages long and is delayed by 112 days Delays

(in Days)
Child Protection 12

Personal Info -239
Adoption

Class Action
Foster/Resource

CYSN
Medical/Health
Records

Average Number of Pages per FOI Request
from Individuals by Subject (FY19-21)

* Asignificant amount (~47%) of Child Protection-related

FOI requests have a page range of 1,000 — 5,999
232

# of FOI Requests

0-249
250-499
500-749
750-999

1000-1499
1500-1999
000-2499
2500-2999
3000-4499
4500-5999
6000-7499 | 00
7500-8999 |
9000-10499 | ro

2
10500-11999 | N

n
=7

(-]
m
L
m
=

@
o0

Number of Individual Child Protection FO!
Request by Page Length Range (FY19-21)

Source: Data provided from IAO on June 2021 as it relates to MCFD FOI requests from FY 2019/20 and FY2021/21

BC Ministry of Children and Family Development (MCFD)
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Children in care and parents make up most of
these FOI requests and have large scope

Our preliminary analysis of common occurring phrases
for FOI “Request Descriptions”, for Individual Child
Protection FOI requests, uncovered that at least 39% of
them were from child in care and 37% were parents

As a child As a parent

39.1%

23.8%
Unidentified

Persona Type Percentages of Individual Child
Protection FOI Requests (FY19-21)

Approximately 88% of individual, child protection FOI
requests contained the phrase “all information” or
“any information”

Between 2019 and 2020, there was a 6.3% increase in
the number of FOI applications from individuals
compared to a 0% increase from other types of
applicants



External Insights

e 76 of 256



External Insights

What are the objectives of conducting research with requestors?

The objective of the semi-structured
interviews was to gain a deeper
understanding of requestors’
experience of the Freedom of
Information (FOI) request process.
This informed recommendations
that sustainably reduce the time and
effort to process FOI requests,
meeting legislated requirements
under FOIPPA, while also gathering
and delivering the information that
requestors require in a time-
compliant, accurate, accessible and
efficient manner.

BC Ministry of Children and Family Development (MCFD)

We explored the following themes in our interviews:

Q,

Information needs

* What type of information is most

commonly required?
* What motivates requestors’
desire to collect information?
* How does this differ across

different types of requestor? E.g.

Parent vs. self

* How do requestors get directed
to submitting an FOI?

* Is an FOI request the most
effective way to gather the
information that they require?

@

Experience of the FOI
request process

* |s the FOI process easy to
understand?

* |s the process accessible?

* Do requestors understand how
to frame their request specifically
to meet their information need?

* Do they understand the names of
documents that they want access
to?

* Do applicants want to be
informed on the progress of their
request?

* |f so, what information is
important?

CTZ=22 35V Srmampetiaomw 1 of 256

Ministry of
BriTisty | Children and Family
COLUMBIA | Development

©,

Resolution of needs

* Does the information meet the
needs of the requestor?

* |s it easy to understand and sort
through?

* Do requestors typically have any
follow-up questions on the
information that they received?

* Are the channels for receiving
that information well
understood?

23



External Insights

Why is gathering insights to inform personas and journey maps valuable?

o
—
~

Validate ideas
earlier

Personas and journey maps
help stakeholders evaluate new
initiatives. This can help
eliminate wasting time, effort
and money building things that
requestors and staff do not
want.

BC Ministry of Children and Family Development (MCFD)

AoO

JIj

Make better
decisions, faster

Does the design or feature
further the goals or the
requestor, or eliminate a pain
point? If not, it may not be
worth pursuing.

Empathize with
requestors

Personas are the ‘face’ behind
each request. Understanding
the needs of these individuals
helps to ensure that design and
features meets real user needs
and behaviours.

CTZ—2 (2 3 momimpc] GrRiNTeRnappisqssgnony 8 of 256

Ministry of
BRITISH Children and Family
COLUMBIA | Development

1%
)

Create common
understanding

Personas and journey maps
make stories more compelling,
creating a common and
explicitly stated understanding
amongst the team of who the
service is being designed for.

24



External Insights

Ministry of

How did we conduct our research? B, | G ity

COLUMBIA | Development

—— Our Primary Research — In any research we conduct, we use trauma-informed approaches, pulling from the methods

. and teachings of leading government researchers.
10 ‘External’ Interviews = 28

* Social workers (5)
* Past FOIl applicants (5) * Eliminate power dynamics
* Submitted within 2 years of

aging into adulthood (2)
* Submitted later in life (3) * Reframe tough decisions and situations

We used three guiding principles for structuring safety in interviews and other engagement:

* Confidentiality & creating a safe space

Surveys

* Survey feedback from MCFD
Alumni of Care Community (6
responses) * Gave option to have support from Youth Advisory Council Mental Health Co-Ordinator

» Survey feedback from Youth
Advisory Council (pending)

Furthermore, we took practical steps to ensure the comfort of interviewees:

* Conducted pre-calls to outline what to expect and answer any questions

* Ensured all information was anonymous and gave interviewees opportunity to redact any
information shared during the interview

* Followed-up with interviewees to show how their input fed into recommendations

SC it ofChiren and i Devepmens (VCTD) CTZ—2 02 3 QBN GRNTERADISGEIBNONT O £ D 5



External Insights

This deliverable contains three key documents related to external insights

WHAT IS IT

* Four individual personas that represent
the user groups identified in data analysis
at the beginning of the project, drawing
from insights across our interviews

PURPOSE

* To create a common understanding of the
most numerous requestors

* To highlight common needs and pain
points among these different groups

— 1:User Personas ——

BC Ministry of Children and Family Development (MCFD)

2: Customer

WHAT IS IT

* A framework that outline ‘what is
happening today’ both from an applicant’s
perspective and internally within IAO and
MCFD

PURPOSE

* To build a common understanding of the
process

* Toidentify pain points from the
perspective of the requestor and internal
actors

CTZ—2 (02 3Cmemippc] GRINTERNADIUSSBNONG ) of 256

Ministry of

BRITISH Children and Family

COLUMBIA | Development

—  3:Insight themes —

WHAT IS IT

* A collection of six insight themes (three
internal, three external) that summarize
our findings

PURPOSE

* To summarize the outputs of our research
in a digestible format

* Toinform the development of
recommendations

26



External Insights

PINOIFIILE

Age: 21
Employment: College student

MCEFD relationship: Active AYA program

CHARACTERISTICS

Technology Literacy

Extent of support network (outside of MCFD)

Level of trust in MCFD

Understanding of MCFD proce

NOTE:

commo

Rachelle

Ministry of
Brrtisti | Children and Family
COLUMBIA | Development

Former CYIC recently aged into independence making a personal FOI request

66

| was moved between many different homes and living situations throughout my childhood. | want to understand what
really happened during traumatic events, and what was written about me by my social workers, so that | can begin to
process it and seek closure. | tried to speak to my foster parents and social workers about what happened, but they don’t

have the answers that I’'m looking for. I'm hopeful but anxious about going through the FOI process.

79

BACKGROUND

Rachelle was taken into the care of the Ministry at the age of 4 after MCFD deemed
her living conditions unsafe (substance abuse and violence in the home). She has
lived in and out of foster care throughout her childhood and had a short period
couch-surfing. She is currently studying in college and being financially supported by
the AYA program. Having found more stability in her life, Rachelle feels ready to seek
closure on traumatic events that happened during her childhood and have been
linked to her mental health struggles. She has (unsuccessfully) tried to find some of
the information from previous social workers, school principals, and foster parents.
Her AYA social worker has recommended submitting a personal FOI request.

PRIMARY NEEDS

* Documentation proving special
developmental needs to access
additional supports at college

* Address history for background
checks on a new job

EMOTIONAL NEEDS

* Understanding the reasoning
behind certain decisions that
MCFD made, such as removing her
from a foster home

* Filling memory gaps to seek
closure on traumatic events that
occurred

CTZ—2 (02 3Cmemippr] GRINTERNADIUSSBNONG 1 of 256

PAIN POINTS

Feels like she has always had to
fight hard for herself to get the
supports that she deserves from
MCFD, which has led to a lack of
trust in starting the FOI process

Found it very hard to articulate
what information was required
from FOI due to lack of knowledge
on what is available, and the
names of specific documents. She
just wanted to explain herself to a
person

Told by multiple parties that
receiving the information would be
challenging, but not offered any
supports to process and deal with
this. AYA worker is far too
stretched in workload to support



External Insights

PINOIFIILE

Age: 41

Nurse Practitioner

Employment:

MCEFD relationship: Former CYIC

CHARACTERISTICS

Technology Literacy

Extent of support network (outside of MCFD)

Level of trust in MCFD

Understanding of MCFD proce

NOTE:

commo

Claudia

Former CYIC making FOI request later in life

66

Ministry of
Brrtisti | Children and Family
COLUMBIA | Development

| have two children, 9 and 6, who have started asking lots of questions about my history. It made me realize that there
are still lots of things that | don’t understand properly from my childhood — medical history, address history, the reasons
why | was moved into different homes. | want to understand these things so that my children can have the certainty that

| never did.

79

BACKGROUND

Claudia spent 10 years of her childhood in foster placements, after which, she
trained to become a nurse practitioner. She later had two children with her
husband, Mark. As her children have grown older, she has found herself wanting to
understand some of the context around flashbacks and triggers that she still has, in
addition to some specific documentation on medical, address and placement
history. She has a stable and supportive network around her, but no longer
understands MCFD processes as it has been so long since she engaged with the
ministry. She struggled to find information about the process, until she found
support from a colleague who had been through the process before.

PRIMARY NEEDS EMOTIONAL NEEDS
* Wanting to provide children with * Understand additional context of
information about herself flashbacks and triggers that have

* Aclear understanding of the FOI shaped who she is today

process given current lack of * Understand what social workers
involvement with the Ministry and others thought and wrote
about her

CTZ—2 (2 3 0momimpc] GRINTERNADISQEIBNONG 2 of 256

PAIN POINTS

* Not knowing what files are
available through the FOI process,
and how to access them,
particularly the vagueness of the
‘describe your request’ box

* Kept expectations low which was
reinforced by the Ministry in my
call to clarify what | wanted

* Not updated throughout the
process

* Little consideration to how or
where | wanted to receive the files

* Feeling like MCFD assumed that |
couldn’t handle the information

* Poor quality physical files with lots
of short-hand notation that made
the package difficult to piece
together

28
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Biological parent of child taken into care, making a personal FOI request

66

| was going through a really challenging time in my life and my child was taken away by the Ministry. | didn’t agree with
their decision making process so | want to know the reasons that my child was taken away, what was said about me by
social workers, and what happened to my child while they weren’t in my custody.

79

PROFILE BACKGROUND PAIN POINTS

_ Aaron has a history of substance abuse and, during a particularly unstable period in * Challenging to find information on
Age: 38 his life, was evicted from his accommodation. Aaron, his wife, and their 5 year old the FOI process — lacking trust in
Employment: Labourer child had to move into temporary motel accommodation. MCFD intervened to MCFD

remove the child. Aaron felt extremely angry, and that the Ministry made very little
effort to support them as a family before taking their child into care. He wants to
child taken into care understand the decision-making process that occurred during this time, and what was
written about him. They now live in more stable accommodation, and the child has
returned home, but Aaron wants to understand what happened to their child while in

* Timelines extended multiple times
despite some documentation
being prioritized for court
proceedings

MCEFD relationship: Biological parent of

CHARACTERISTICS

- care. He doesn’t trust that the FOI process will give him what he’s looking for. * Hard to understand the package —
Technology Literacy large quantity of materials and
PRIMARY NEEDS EMOTIONAL NEEDS correspondence but limited write-
Extent of support network (outside of MCFD) up of the decision making process
* Documentation to support * Understanding the decision- that occurred behind the scenes
Level of o CED ongoing court proceedings against making process in the Ministry
evel of trust in MCFD .
ce o st in ME MCFD when child was removed from
e P * Documentation of address history home
Understanding of MCFD proce . . . . .
for his child to support a passport * Filling the gaps in understanding of
application decisions made about child while
in care

NOTE:
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Social worker who sometimes supports youth and families in making FOI requests

66

| believe that it is every youth’s right to have access to their own information, either through direct sharing, or the FOI
process. | would love to better support youth with this, but I’'m unclear on what documents or information | can and
can’t share. My caseload, and minimal resources & training on the FOI process limits the support | can provide.

79

PROFILE BACKGROUND PAIN POINTS
_ Claire has been a Children & Youth Social Worker for 15 years, most recently * Unclear documentation and record
Age: supporting youth in their transition into adulthood. She commonly advises youth keeping practices
Employment: MCFD f’;\nd thelr families to explpre the FOI process as a means to éccess historical « Lack of understanding of the FOI
_ - : information, some of which she does not have access to or is not allowed to share. process itself

MCEFD relationship: Social worker Sometimes she supports youth in completing the application form when they come
to the office for support, but her involvement ends beyond the point of submission. * Heavy caseload that limits the
When the youth that she advises receive their package, her relationship with that amount of time that can be spent

CHARACTERISTICS individual has usually ended. explaining the FOI process to youth

* Unclear on what documentation
and information can be shared

Technology Literacy

— PRIMARY NEEDS EMOTIONAL NEEDS with youth without having to go

Extent of support network (outside of MCFD) ‘ : . ‘ ‘ throueh the FOI process
- e * Readily accessible information and * Afeeling of unease about whether g P
Level of o CED resources to explain the FOI the youth she works with have the * Lack of support for clarification
evel of trust in MCFD . .

=VE Of trust in Vi process to the youth that she supports around them when they questions with respect to

— works with receive their package to process information sharing and FOI

Understanding of MCFD proce and understand the information

* A contact in the Ministry to ask :
contained

specific questions or clarifications

NOTE:
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Ministry of
Children and Family
Development

FOI Request
Customer
Journey Map

What’s
happening
today?

APPLICANT FACING

What are the
moments that
matter the
most?

Pain Points

Channels

AWARENESS

Identifies information need

The requestor typically receives a trigger prompting
the desire to gather information and / or
documentation

Researches how to gather
information

The requestor explores different routes to fill
information gaps, either supported or un-
supported, and researches the FOI process

Commaonly triggered by the need for a specific
document or information (e.g., birth certificate or
address history, medical records, record of
adoption), that triggers broader emotional drivers
such as:

Filling information gaps

Understanding traumatic events — details of what
happened and how it was written about in case
notes

The “why’ behind certain events such as being
removed from the family home

Critical Moment

Less Critical Moment

Alternative information Common referral

sources are often unable to sources:

provide sufficient answers + Social workers

through lack of knowledge, + Family / friends

permission or severed + Advocacy groups

relationships. E.g.,:

+ School teachers /
principal

= Foster parents

* Biological parents

+ Social workers

FOI process rarely
discovered through
organic web search

Learning about the FOI
process offers hope for
reguestors looking to fill
information gaps

ENTER

ENGAGE

EXIT

Submits FOI request

The requestor collects required documentation,
defines the scope of request, and submits the
request, either on paper or digitally

Two common scenarios:

2) The requestor has
limited guidance and
struggles to articulate
their request,
commonly requesting
‘anything and
everything” (typically
digital submission)

1) The requestor is
guided through the
process by someone with
previous experience
(social worker, advocate,
colleague) allowing them
to be more specific in
their request (typically
paper submission)

Submitting a request is a
significant moment with
mixed emotions — hope and
excitement coupled with

trepidation and uncertainty

Receives confirmation and
clarifications

The requestor receives confirmation that the request
has been received, and may receive a call to clarify or
narrow the scope of the request

The requestor receives an email
(online application) or letter (paper
application) to acknowledge receipt
of their application, and may
receive a phane call to clarify /
narrow the scope of their request,

Updated on progress

The requestor receives an update on the status of
their request, either by proactively reaching out, or
receiving notification of deadline extension

The requestor typically
receives email or phone
notification of extension of
legislated deadline

Requestors reported that these
notifications were inconsistent,
often going significant periods of
time (3+ months) with no update
on the progress of the request

Receives package

The requestor is natified of completion and either
receives a digital package, or visits their local MCFD
office to collect and speak to an MCFD employee

The applicants collects their
package from a specified MCFD
office. At the office, they attend a
mandatory meeting with MCFD
staff who educates about
redactions, and advises them to
have a strong support network
around when opening and
digesting the package

A

Receiving the package is the
most significant moment in the
process where uncertainty
about the nature and content of
files are revealed, often
accentuated by extended waits
of up to multiple years

Accessible documentation and conversations
with social workers often provide inadequate
coverage of the ‘stary of one's life’

ACCESSIBILITY OF INFO

"There isn't a youth-in-care that I've met who

doesn’t have significant memory gaps” -
Social worker , ,

QUOTE

Q Conversations with

&B support network

Difficult to gain a clear, concise and ‘plain terms’
understanding of what information is available
through FOI, and an understanding of what is
involved in the process of making a request.

ACCESSIBILITY OF INFO

Requestors report being discouraged from
starting the request process by social workers
and peers for some of the following reasons:

* It takes forever”

* “Don't expect much in your package”

* "It will be re-traumatizing”

EXPECTATIONS MGMT.

“| like every interaction with the Ministry in
writing, | don't trust alternatives like a
conversation” — Former CYIC

QUOTE

Internet Q Conversation with support

O\ search &B network or social workers

Ease of navigating the application process is highly
dependent upon the extent of support around the
individual, such as through social workers, other
former CYIC, and advocacy groups. Where these
supports are not present, individuals struggle
with language used in the form, knowledge of
document names, and articulating what
information is required

COMPASSION & SUPPORT

Proof documentation can be both challenging to
acquire and triggering (2.g., proof of being in
care, written consent from related parties)

ACCESSIBILITY OF INFO

“I didn’t know what was
available, so | asked for

"l was apprehensive

absolutely everything” about the
, , uncertainty”
Quote QUOTE

Physical form submission at Online
U office ar with social warker submission

Rare consideration to what information is the
priority, or required by certain dates (e.g., for
court proceedings and could be expedited

ACCESSIBILITY OF INFO

Lack of trust for unknown / Gov of BC Caller 1D7s,
so clarification calls are often missed

ACCESSIBILITY OF INFO

Some requestors felt that the clarification call

required more empathy:

= “Ifelt like | was being 2 burden to these people
and the Ministry”

* “The initial call was traumatizing, | was pushed to
refine my ask and age range but | wanted
everything”

* “The call felt rushed, | didn’t have time to think
through guestions | wanted to ask”

= "I felt like they were dissuading from reguesting so
much information. | felt so upset. I'm entitled to
learn about myself”

COMPASSION & SUPPORT

Email

@ Phone call

LINE OF REQUESTOR VISIBILITY
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Requestors find it challenging to understand why
the process takes so long

EXPECTATIONS MGMT.
Social worker is sometimes perceived as the first

point of contact for follow-up on progress, but they
don't have the relevant information

ACCESSIBILITY OF INFO

“I'wasn't updated throughout the process, Next
thing | knew, it arrived 10 months later” , ,

QUOTE

“I feel like I'm at the whim of when they want
to update and speak to me, not the other way

around” — Former CYIC , ,
@ Phone call

QUOTE

Email

Package can be overwhelming and hard to
understand. Applicants often want a chronologically
structured, well documented history. Package did
not meet these expectations nor have this info (e.g.,
explaining traumatic incidents)

. “The more challenging the situation, the more

limited the write-up was”

Some requestors feel that the support available
when receiving the package is insufficient:

* "l kept being told how hard it was going to be to
read these files but wasn't given the support to
deal with that”

“| feel comfortable and able to be vulnerable at
my MCFD office, but not the one they wanted me
to go to”

COMPASSION & SUPPORT

ACCESSIBILITY OF INFO

“There was volume in paperwork, but not in content”

QUOTE
Digital Q In-person meeting
download &_Q& at MCFD office



// EXTERNAL INSIGHT THEMES

0 1 Accessibility of information

OBSERVATIONS

“I wouldn't have known at the time what different kinds of
files were available to me through the FOI process”

“I got conflicting information about the process from
different sources”

"The process is entirely misunderstood; | still don't really
understand after 3 years of working here”

“The language on the online form was tough to understand.
Too much at once, hard to deal with because of my ADHD”

“I'didn't know how to explain in the application form what |
wanted. | just wanted to fill the gaps in my life”

“I didn’t answer the phone at first because it was from a
random Caller ID — there was no message, so | nearly missed
the deadline to confirm I still wanted my files”

“I went to my social worker to get an update on progress,
but they didn’t have the information | was looking for”

BC Ministry of Children and Family Development (MCFD)

INSIGHTS

Accessible documentation, conversations with social workers
and others in the support network often provide inadequate
coverage of the ‘story of one’s life’

It is difficult to gain a clear, concise and ‘plain terms’
understanding of what information is available through FOI,
and an understanding of what is involved in the process of
making a request

Applicants often struggle to articulate their needs in the
description box of the request form, either through lack of
clarity in what they want, or lack of understanding of what
documents this information would be contained within. As a
result, ‘all my files’ is commonly stated

There is commonly a lack of trust in the government from
requestors which can make communication and clarification
challenging. Il.e., not picking up phone calls

\
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IMPLICATIONS

How might we empower social workers and individuals to
access their information where appropriate and compliant?

How might we improve understanding in the community of
what the FOI process is, how it works, and the
documentation available to individuals?

How might we assist applicants in clearly articulating the
information that they need to ensure that the package
meets their specific needs?

How might we make communication regarding ones request
simpler and trusting?

32



// EXTERNAL INSIGHT THEMES

0 2 Management of expectations

OBSERVATIONS

"I kept my expectations low, and this was re-inforced by
messaging from the government”

“My social worker said — ‘don't expect much, it takes
forever”

“I wasn't updated throughout the process, next thing you
know, it [the file package] appeared”

“I stopped getting letters saying that it was still being
processed so had to follow-up directly”

“I was apprehensive about the uncertainty”

“I feel like I'm at the whim of when they want to update and
speak to me, not the other way around”

“It was frustrating — | didn’t know if it would have the
answers | was looking for after so long waiting”

“I'built up expectations for so long and it didn't deliver”

“There was volume in paperwork, but not in content”

BC Ministry of Children and Family Development (MCFD)

INSIGHTS

Requestors are often discouraged from starting the process ‘
by negative expectation setting with respect to the length of
the process, and the quality of information contained in the
document package. This can be from social workers, friends /
family with experience of the process, or intake analysts

Status updates on the progress of the request are
inconsistently received

Some requestors have high expectations of the information
that they will receive in their package, which is often not
met, exacerbated by the extended timelines that build
anticipation

CTZ—2 (02 3Cmreippc] GRINTERNADIS(USTBNONG 7 of 256

IMPLICATIONS

How might we set realistic yet positive expectations for
individuals before they begin the FOI process, with respect
to the nature of the process, the time it takes, and what they
can expect to receive?

How might we most efficiently and effectively give timely
updates to applicants on the status of their request?

33



// EXTERNAL INSIGHT THEMES

03 Compassion & support

OBSERVATIONS

*  “Ifelt like | was being a burden to these people and the
Ministry”

*  “Theinitial call was traumatizing, | was pushed to refine my
ask and age range but | wanted everything”

* "I felt like they were dissuading from requesting so much
information. | felt so upset. I'm entitled to learn about
myself”

*  “|'wish someone had sat down with me to read and answer
questions | had about my application”

*  “ljust wanted to explain myself and what | wanted to a
person”

*  “I'kept being told how hard it was going to be to read these
files but wasn’t given the support to deal with that”

+ "I feel comfortable and able to be vulnerable at my MCFD
office, but not the one they wanted me to go to”

BC Ministry of Children and Family Development (MCFD)

INSIGHTS

Calls from analysts to refine and / or narrow scope of the ‘
request can be perceived as working against, rather than
with the requestor

Ease of navigating the application process is highly
dependent upon the extent of support around the
individual, such as through social workers, other former
CYIC, and advocacy groups. Where these supports are not
present, individuals struggle with language used in the form,
knowledge of document names, and articulating what
information is required

Some requestors want support in receiving their FOI
packages, both in understanding what it contains (i.e.,
jargon, chronology), and processing the implications of
receiving this new information

It is important for the requestor to feel in-control of the
process, particularly in receiving the package. For example,
being able to specify where they would like to pick the
package up from

CTZ—2 (02 3Cmemippc] GRINTERNADIUSSBNONG 8 of 256

IMPLICATIONS

How might we frame clarification / scoping calls to ensure
that requestors feel the purpose is to support them in
receiving more specific information and documentation in a
timely manner?

How might we ensure that requestors feel supported in
making their request, and that this support is equally
accessible to all?

How might we ensure that requestors receive necessary
support during and after receiving their FOI packages?

How might we better cater to individual needs in receiving
FOI packages without introducing unnecessary complexity?

34
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Internal Insights

Internal insights were informed by four activities

The purpose of gathering internal
insights was to collect insights, data
and experiences from staff who
collect, store and disclose
information throughout the FOI
process. This was informed by four
key activities:

BC Ministry of Children and Family Development (MCFD)

CTZ—2 (02 3Cmemippr] GRINTERNADIUSSBNONG ) of 256

Review and validate FOI and
information collection processes

Gather insights from stakeholders and
leverage previous Deloitte projects around
FOI and disclosure processes to summarize,
review and validate current state processes
with staff members.

Catalogue documentation and
knowledge management

Index sources of truth for how staff
determine definitions, categories, and policies
for information collection processes.

Ministry of
Brrtisti | Children and Family
COLUMBIA | Development

Map systems, files and
communication channels

Conduct a deeper analysis into behavioural
patterns around storage and collection of
information, file types, systems, and the
communication channels used between IAQ,
MCFD, and ISD.

Elicit perspectives of staff on
processes

Interview staff to hear their experiences with
FOI processes to highlight pain points and
possible areas of improvement.



Internal Insights

Ministry of

We spoke to staff involved in each phase of the FOI process across MCFD, IAO and ISD in order (“' il g
to create process maps, pain points and create the internal journey map

FOI Input High-level FOI Process

Records Prod. & Mgmt.2 M Scanning / Tagging m Approval & Release

Meghan Kane, IAO
Kelly MacKinnon, MCFD
Naila Dharshi, ISD

RE: Policies

Adrian Miguez, MCFD
Angela Power, MCFD
Pearl Best, MCFD

Ray Larson, ISD

RE: Systems and training

Sherri Thomas, MCFD
Document management

Melissa Page, IAO
Gitta Fekete, IAO
RE: Request validation

David Hughes, IAO
Rosemary Deacon, I1AO
Elise Forslund, IAO
Jennifer Sitar, IAO

RE: Data request

Meghan Kane, IAO
Jennifer Sitar, IAO
Letter templates and

Kyle Ericksen, MCFD Meghan Kane, IAO

Sherri Thomas, MCFD Jonelle Weinrich, IAO

RE: Call for records Gitta Fekete, IAO
Jason Guest, IAO

Kelly MacKinnon, MCFD
Pearl Best, MCFD
IcMm

Social Worker Focus
Group (3x social
workers)

Melissa Page, IAO
Rosemary Deacon, IAO
RE: Ministry consultation

David Hughes, IAO
Jennifer Sitar, IAO
RE: QA and checklist

Our Primary Research

Meghan Kane, IAO
Jonelle Weinrich, IAO
Elise Forslund, I1AO
RE: Approval protocols

questions for clarification

13 ‘Internal’ Interviews

* |AO Analysts and Reviewers (8)

* MCFD Admins and Technicians (5)
* MCFD Social Workers (3)

* |SD Business Analysts (2)

BC Ministry of Children and Family Development (MCFD)
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Internal Insights

. - - N 2 Ministry of
The research allowed us to create three key documents related to internal insights B, | i il

—— 1: Business Process ——
Maps

WHAT IS IT

* Adetailed set of process maps that
outlines each stage of the journey with
associated pain points, actors and systems

PURPOSE

* To create a common understanding the
details of the process, including which
parties are responsible for each step

* To highlight common needs and pain
points among these different internal
groups

BC Ministry of Children and Family Development (MCFD)

2: Internal
Journey Maps

WHAT IS IT
* A framework that outline ‘what is

happening today’ internally within IAO and
MCFD

PURPOSE

* To build a common understanding of the
process

* Toidentify pain points from the
perspective of the requestor and internal
actors

CTZ—2 (2 3 Cmompc] GRINTERNADISQEIBNONG D of 256

WHAT IS IT

* A collection of six insight themes (three
internal, three external) that summarize
our findings

PURPOSE

* To summarize the outputs of our research
in a digestible format

* Toinform the development of
recommendations

—  3:Insight themes —

38
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Our staff interviews produced process maps to outline key phases of the FOI process C%;:g%},\ =

END
Applicant natified
not applicable
under Section 5

Applicant 1AD Intake Analyst CFD Personals Analyst
& Analy . v o
ot R S " . " " Na
Submit request to ] ! 1 atrie a5 e Clarification e Section 5
IAQ intake e E ‘ N required? "N applicable? [
- 2 Yes
e —F ; Receive |etter of
: i [ Yes :

acknowledgement MCFD DDM

Applicant
authorization
required?

Provide clarification

Gain autharization
fram record holder

CFD Personals Analyst Applicant

CFD Personals Analyst

CFD Personals Analyst

lllustrative example
See appendix for links to
extensive process maps
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Ministry of

Our interviews also revealed key pain points that contributed to the large volume of and delay e} CHls Gy
in processing FOI requests

npect Pan Powm Typen
Process Map Pain Points Analysis e W Waitrg (1 e s o

B vecium A Smue intorrmen | sy, ik ppe no s
Intake | I 5+ TR G371 e, S e e

s

"I Pary T e, redn T

CURRENT - - P t e —
] K A P e
\ - / e pacatio) i
. — Wi el
o e
Arars FOIrsauest
I Cotomming if i s i Bemeve roues o Claicatioen ey
o #prurrequest mace d miew e e e [ sutnarization torm B
. Senain (FO Peesarams 10 5and 19 speani u =
BC Gav poorn
Welsite G Aas AXIS -
i
. 0651 e customer
o = Fain Point ool P P | wirwriitiog: Theme o g
o - Tyws Type pt pe 1t o
[ appilic | 20 B H
S ! ] . | g Illustrative example
Defficesit for W0 anabyst to get ST L)
ahold af applicant for 5.13 | e 0085 T e CLSTON H
e IF .
el N clarification = a critical touch | see a ppend Ix for fu' I pro cess
21 charification | Narrow focus w (1] Service Design
regquired point ta narrow Information - - - -
it 10 msing it maps and pain point analysis
ata
Cuaidication pracess for third
nd guardians as a
Determine(f | Parties and g |
o separate step in the apalicstion | Determine i they have Impact
. thord
e ::W:::at'm process adds time and delay in | a right to records. - Service Design
determining f applicant has 1
rights to sccess documents
The user interface of the ardne |
Applicant form crestes confusion inits |
subamats navigation, presentation of | Submit a request for
23 request 101D | infarmation, and structwe of | information > 2 e e
intake questions. This requires a
follow up to clarify the request.
i | . w Contant Managemant
pro files 1march eng)) 1] ques 5 13
DRAFT I COMPOENTIAL (30 MOT SR ARE | 18 INTERRAL CRACUSIAIN DMLY 5
T ! Ll 3 | e AR o | T P ——
26 :n::mm.m e g [ G s. 13 Organiaation Erablomant
moorsstenties sndroom for human phases
lm
DRAFT I COMPIOENTIAL (30 MOT 4R ARE | 18 INTERRAL CEACUSIAIN DMLY =
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AWARENESS

ENGAGE

EXIT
Ministry of I e e —
giTisH | Children and Family i . . ) ) ) .
R Identifies information need Researches Submits Receives confirmation and Updated on progress Receives package
FOI Request how to FOI clarifications
The requestor receives confirmation that the request has been  The requestor receives an update on the status of their request, either by proactively reaching out, or The requestor is notified of completion and either
CUStomer gather request received, and may receive a call to clarify or narrow the scope  receiving notification of deadline extension receives a digital package, or visits their local MCFD
i i f th fi Il k MCF I
journev Map information of the request office to collect and speak to an MCFD employee
LINE OF REQUESTOR VISIBILITY
’ i - - . .
What's going Records production & Intake Gather Scanning / Tagging Review Approval & Release

on behind the
scenes?

o
[FE]
e

Systems

People

Metrics

Pain Points

management

MCFD documents and files notes, forms, plans, and
correspondence in relation to children in care and
parents / guardians

1A0 processes requests for information submitted

via paper or online form

physical and digital files

140 sends call for records to the Ministry to locate

140 receives, then severs, redacts, scans and tags all
files sent by the Ministry

1A0 conducts QA of entire package for applicant

140 approves package and sends to district office
for pick up or shares with applicant via SFTS

[}

—— LAN (Local Area Network)
ooo

E Physical filing

E AXIS

Phys.
filing

RRT

AXIS

| OneMote

{mm]
g%. Front-line services

FEE

Ia Icm OneNote SharePaint SFTS
: . 1AD CFD 140 Citizen Services
MCFD Adrnin 140 CFD Personals Analyst MCFD Admin |AC CFD Personals Scanner 140 CFD Personals Analyst Personals QA . Desk Staff
: MCFD District
MCFD Social Worker MCFD DDM Analyst 140 CFD Personals QA Analyst Office Staff

Physical
filing
system has

~135
Attachment
types over 9

file types

33M

Electronic
files created
in ICM in
2021

Almost
42%
of FOI requests
are submitted by
paper

On average,
clarification
calls take
15-45

minutes

FOIl requests
comprise
~40%
of MCFD's

requests for

records

Approximately
75%
of files require
scanning

Analysts average

350

pages per day
reviewing
documents

The average
caseload is

26

files per analyst

A 1000-page
document takes
~7
days to complete
(scan, review,
redact)

About

26%

of files are
released via STFS

Practitioners unable to override or update files in
ICM s a driver to poor d it it

Online forms are often filled out incorrectly or
inf ion. The user interface creates

practices in duplication of files (e.g., e-mail,
CYSN Support Plan)

ORGANIZATION ENABLEMENT

Administrative staff often cite difficulty
communicating policies to practitioners. Working
within an hierarchy does not empower
admini ive staff to effectively impl and

evaluate filing practices working with positions
“ahove” them, or in a “different office”

ORGANIZATION ENABLEMENT

“There's a lack of understanding that if [a file]
exists in ICM that it doesn’t need to [also] be
printed...this has always been a struggle.” —
MCFD Admin

QUOTE

confusion in its navigation, presentation of
information, and structure of questions. This
requires a follow up to clarify the reguest

SERVICE DESIGN

Applicants continue to fill out physical forms that
are often outdated, leading to missing /
inaccurate information. MCFD offices are one of
sources of these outdated forms — they are
printad, and rarely pulled from the Intranet site
to view updates to the FOI process

SERVICE DESIGN

“Even with the online form, which is great,
people may not understand the forms or miss
certain descriptions.” — CFD Perzonals Anala?

QUOTE

Qualification process for third parties and
guardians as a step in the licati

Physical files face sheets lack context / a
| to help 140 analyst determine if a file

process adds time and delay in determining if
applicant has rights to access documents

SERVICE DESIGN

Difficult for IAD analyst to get ahold of applicant
for clarification - a eritical touch point to narrow
information - due to missing / inaccurate data

SERVICE DESIGN

Not all practitioners have been effectively
trained in note-taking and documentation
practices, creating inconsistencies in files (e.g.,
still including sticky notes as part of physical file)

ORGANIZATION ENABLEMENT

DL IVITNSLTY U1 Cinaren a

- Famity-Bevefopment e

CONTENT MANAGMENT

is responsive to request

Current queries and lack of subcategories in ICM
do not allow MCFD Analyst to narrow focus of

search for electronic files

"Even with the types of extension we're allowed,
the process doesn’t allow us to meet our
timelines. The time it takes to take the files in
and scan them and the time it takes to get the
file read three times are the time blockages, " =
CFD Personals Scanner ,,

QUOTE

CONTENT MANAGMENT

IACY analysts often depend on former MCFD staff
or social workers to get context of a file and / or
determine if responsive.

ORG. ENABLEMENT

Lack of tracking system for physical documents
means they are delivered to 1AO office in a
non-sequential order.

ORG. ENABLEMENT

g system isn't larl
updated to train and update 140 staff on
reviewing guidelines produces inconsistencies in

approach and silos in work,

ORG. ENABLEMENT

District office staff aren’t provided with the

ining / key ing to support i
when releasing FOI packages. (e.g., why
information is missing / redacted, document types,
what certain terminologies mean, why decisions
ORG. ENABLEMENT

were made, etc.)

“Part of the process involves making sure records
get to right people in the district office. In the past
packages have gone missing or ended up in hands
of someone who doesn’t know what FOI requests
are."— CFD Personals Analyst , ,

QUOTE

CTZ=202 IR QriNermapiesiavoNng 5 o5 256



// INTERNAL INSIGHT THEMES

0 1 Organization Enablement

OBSERVATIONS

“Admin don't feel like they affect much change. They feel ‘
like they've been handed a stack of paper. There's a constant
rub all the time when we're communicating these changes
..what we almost always see is a team leader say, ‘| don't
agree with this’ or ‘I wasn't told about this way."”

“] can pass on and communicate all | want but | don't have
the power to change much.”

“It's been challenging to get everyone to use ICM for care
plans, case notes, etc. My team are experienced, and a bit
set in their ways...we're working on it!”

“We're a paper-loving ministry and people can't let it go. |
was so excited the idea of ICM. But I'd be surprised if we get
to being paper-less. There's a fear of letting go the paper.”

“I think a lot of the weird things that happen are fear-based
on losing info. There's a mistrust of tech in the system. |
suspect this is one of the root causes of it.”

“I document everything - | have a black book. Because I'm
travelling, | don't have access to physical files. | transcribe ‘
everything from my one black book into ICM.

BC Ministry of Children and Family Development (MCFD)

INSIGHTS

* Admin experience difficulties implementing policies and
procedures. They do not feel empowered to go against the
wishes of practitioners.

* Fear of losing work is a large contributor to duplication of
files in ICM. Practitioners have either been advised to
duplicate or have personally experienced losing work,
influencing their habits to go against best practices.

* District offices differ in their approach to training
practitioners, communicating policies, and evaluating best
practices, resulting in inconsistencies with regards to note
taking, documentation, and sharing information.

* Knowledge management systems lack tracking, evaluation,
and compliance components to ensure consistency in

policies and procedures

* Difficult to gain a clear understanding on what information
can be released through FOI and what MCFD can directly
release to the applicant.

CTZ—2 (02 3Cmemippr] QRINTERNADIUSSBNONG 5 of 256

\

IMPLICATIONS

How might we effectively communicate and implement
policy and procedure changes for practitioners?

How might we ensure note taking and document
management is consistently practiced from practitioner to
practitioner?

How might we develop a mechanism for knowledge
management to ensure it is up to date and includes
evaluation / compliance components?
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// INTERNAL INSIGHT THEMES

0 2 Service Design

OBSERVATIONS

* “[The] people we're engaging with are usually facing
numerous barriers (e.g., mental health barriers). So, no
matter how much you improve the form, you typically have
to engage with the applicant during the process.”

*  “Even with the online form, which is great, people may not
understand the forms or miss certain descriptions, etc. As
much as we'd love to go through [applications] super-fast we
do often have to reach out and clarify to see if we can
narrow the request.”

*  “The challenge is getting a hold of them and chasing them
down. Sometimes we just give up (since people don't answer
their phones if they don't know who it is). And then, at the
end of the day, you have to move forward and just put
together the best thing you can.”

*  “Alot of people have negative interactions with the Ministry.
If it was someone neutral to help them go through it, that
would be great. A lot of people don't want to get help from
the Ministry, a lot of people interpret it as your bias and
you're supporting what the Ministry has done.”

BC Ministry of Children and Family Development (MCFD)

INSIGHTS

* Applicants continue to fill out physical forms that are
outdated, which doesn’t fulfill the information needs of IAO
to effectively complete the intake process.

* Online form is difficult to navigate — the user interface guides
applicants down an unclear path, information is presented in
a confusing manner, applicants are unsure what to ask for.

* Established process not in place to make certain types of
documents easily accessible (e.g., Care Plans, identification,
decisions)

* Some manual operations are creating inconsistencies in
processes and clarity in communications

* Staff manage many manual processes including

communication between teams, updating status of
application, and contacting applicant

CTZ—2 (02 3CmOmippc] GRINTERNADIUSSBNONG 7 of 256

IMPLICATIONS

*  How might we empower MCFD staff with accurate and up to
date knowledge of the FOI process?

* How might we incorporate service design principles to
ensure applicants understand the FOI process, are
empowered to make informed decisions, and are provided
with support, when required?

*  How might we update the FOI intake phase to proactively
authorize applicants and narrow their requests?

* How might we make disclosure of certain types of
information easily accessible for applicants?

* How might we incorporate service design principles to make
the customer journey as easy and accessible as possible?
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// INTERNAL INSIGHT THEMES

03 Content Management

OBSERVATIONS

*  “There is minimal categorization of attachments within ICM.
There's a bit (e.g., ‘Assessment’, ‘Legal’). There are a few
things but it's not sufficient to find what you're looking for
since you're working with a system and have to keep
opening up things to see what it actually is then it's not more
convenient than flipping through an actual binder to find
things.”

* “But another area where we're seeing this is in email
management. The volume of emails are enormous, and we
don't have a solution.”

*  “I'regularly hear of things getting lost, and the help desk
can't do anything about it.”

*  “Inthe 2012/13 period, when ICM was new, we had MIS. All
we had was paper files, etc. So, moving to this trust to digital
/ data was tough especially with the early day glitches, etc.”

BC Ministry of Children and Family Development (MCFD)

‘

INSIGHTS

* The current queries and production reports in ICM are not ‘
responsive to the needs of DDM staff to locate files.

* Subcategories of attachments in ICM would help staff to
narrow requests.

* The face sheets on physical files do not have a description
box to help staff determine the context of the file.

CTZ—2 (02 3Cmreippc] GRINTERNADIUSSBNONG S of 256

IMPLICATIONS

* How might we update ICM search practices to allow DDM
staff to effectively search for and locate files responsive to
the requests of applicants?

* How might we incorporate subcategories to for more
context or specification of files uploaded to ICM?

* How might we update content management structures to
allow DDM staff to easily pull demographic information of
applicants?

* How might we update content management practices to
instill confidence in files and systems, and prevent habits of
duplication driven by fear?




Recommendations

e 99 of 256



Recommendations

Our approach to identifying priority recommendations

Created long-list of potential solutions

Assessed and prioritized

Ministry of
Brrtisti | Children and Family
COLUMBIA | Development

Conducted additional
research and validation

* Firstly, we created a long-list of recommendations
by addressing the pain-points uncovered in our
research, and using our six levers for improvement
as a framework

* The full list of potential solutions can be found in
Appendix 2

513

BC Ministry of Children and Family Development (MCFD)

* We hosted a workshop with representation from
MCFD, IAO and ISD to review the initial list of
recommendations, adjusting where necessary, and
adding completely new recommendations

* We then conducted a voting exercise based on
impact and ease of implementation in order to
identify the most impactful recommendations

""" s. 13
= = s. 13
o
Ease of
Implementation
IMPACT EASE OF IMPLEMENT..ATION
===*s13 [NAAEA > DEAOH -
s. 13 (]2 ]s]+]s BECHEN |z]s]+]s JEE
[ [2]s]+] s BEENEN |2]s]+]s JEE
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* We took forward our prioritized recommendations
and conducted additional research with relevant
stakeholders (Deloitte SMEs and gov experts) to
identify owners, involved parties and next steps

* The detailed investigation of each
recommendation can be found in the following
section

1C | Embed Pre-qualification Assessment in
FOI Form

2A | Specify Types of FOI Info Available &
Estimated Timelin

High Medium

46



Recommendations

Ministry of

Implementing a mix of priority recommendations from across levers should yield the greatest ) il sty
impact on our problem statement

PROBLEM How might MCFD and IAO sustainably reduce the time and effort to process FOI requests while also gathering and delivering

STATEMENT the information that users / applicants require in a time-compliant, accurate, accessible and efficient manner?

v v

Improved satisfaction with the FOI Experience

OUTCOMES

(Applicant-focused)
Number of Scope of each Processing Speed & Effort Experience of the Contents of the FOI
DRIVERS FOI Applications FOI Application per FOI Application end-to-end process package itself
Refining intake Focusing scope Faster and more efficient Creating a human- Improving readability of
LEVERS . o A . R
of FOI applications of FOI applications processing of... centered experience FOI packages
..existing ..future
requests requests
PRIORITY . (1A) * o (3As. 13 * (5A) User-friendly Guides & resources
* (1B) (3B) Optimize Workflows between DDM and IAO * (5B)s. 13

RECOMMENDATIONS

¢ (1C) Pre-qualification Assessment (3C) Streamline Communications with Applicants

* (2A) Process to Explain & Select Available (4As.13
Information s. 13
* (4C)s. 13
* (4D)s. 13
5. 13

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _coglgcﬂm} |90R |I:TERI'~? %S@%ON O'_EI.O l 0 f 2 5 6



1A |

5. 13

RATIONALE

e .13

NEXT STEPS

ASSUMPTIONS / UNKNOWNS

5. 13

SUGGESTED PARTIES INVOLVED

Owner: MCFD (Info Policy)
Technical support: MCFD (Change Mgmt.)
SME input: MCFD (Info Policy)

Approval: MCFD Executive Committee

* Requires engagement and approval from MCFD Service Delivery to incorporate into training for social workers and

admin, respectively
* 513

BC Ministry of Children and Family Development (MCFD)

CTZ—202 3% gorvemg seussonen > £ 25

RELEVANT LEVER

Reducing intake of FOI applications
PAIN POINT THEMES ADDRESSED

|Z| Accessibility of information

Management of expectations

&
|2| Organization Enablement
V1

Service Design

INITIAL PRIORITY SCORING

Medium Medium

IMPACT EFFORT

DEPENDENCIES

* Training approval
* Change management support




1B I ke RELEVANT LEVER
1§ 2 [J3faf 5 | 6 |

5. 13
Reducing intake of FOI applications
PAIN POINT THEMES ADDRESSED
|Z| Accessibility of information
RATIONALE ASSUMPTIONS / UNKNOWNS
- | s 513
|2, Organization Enablement
* |2| Service Design
. SUGGESTED PARTIES INVOLVED INITIAL PRIORITY SCORING
Owner: MCFD (Info Policy) Hi h Med i u m
Technical support: MCFD (Change Mgmt.), ISD g
IMPACT EFFORT
SME input: IAO
Approval: MCFD Executive Committee
NEXT STEPS

DEPENDENCIES
* Requires engagement and approval from MCFD Service Delivery to incorporate into training for social workers and
admin, respectively * Process creation, training and
* s.13 communication approvals
* Funding required

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _COS%UIA} |90R I?TERH? EisaSéON G'_EI.O 3 O f 2 5 6



RELEVANT LEVER

1C | Embed Pre-qualification Assessment in — e —
FOI Form Reducing intake of FOI applications

PAIN POINT THEMES ADDRESSED
Update FOI request form with a pre-assessment survey to help applicants determine if an FOI request is

the right type of request for information (e.g., on-demand disclosure process as an alternative) and / or E] Accessibility of information
if they are entitled to that information (e.g., due to third party information implications).

|Zl Management of expectations

RATIONALE ASSUMPTIONS / UNKNOWNS
* Internal interviews with staff validate that applicants are unsure if they * N/A
will get the information they require during the application process and
/ or if FOl is the best process to get information they require. IAO |Z| Service Design

analysts will often spend 15-60 min with applicants to clarify an
applicant’s request and manage their expectations on their package

* |tis difficult to gain a clear, concise and ‘plain terms’ understanding of
what information is available through FOI, and an understanding of SUGGESTED PARTIES INVOLVED INITIAL PRIORITY SCORING
what is involved in the process of making a request

Owner: 1AO
* Best practices in approval processes emphasize the importance of _ o
clearly stating the number of steps involved in the process, the criteria Technical support: IAO Low M ed ium
for approval and the actions that happen as a result of a decision made SME input: MCED IMPACT EFFORT
NEXT STEPS
* Approval required by IAO in order to move recommendation forward DEPENDENCIES

Confirmation from the FOI modernization that they can incorporate this recommendation into their project
» List identified aspects of the application process that can be moved from internal qualification process to pre-
qualification phase
* Determine approach for testing and implementation
* Estimate timing to incorporate into roadmap and, if necessary, recommendation’s cost
Seek additional input and guidance from the Government of BC’s Behavioural Insights Group

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _COS%GIR} |90R IﬁTERH? EfaSéON G'_EI.O 4 O f 2 5 6

Addition to the FOI modernization
team’s project scope

Potential funding required for expanded
FOI modernization team scope




2A | Specify Types of FOI Info Available &
Estimated Timelines

Update FOI application form to specify, clearly explain and provide applicants the option to select the
different types of information available from MCFD (e.g., CS file, FS file, Resource File). Provide an

estimated timeline based on the file(s) selected (prior to submission), suggestions for which files they
may find most useful and visual examples of each.

RATIONALE

Applicants often struggle to articulate their needs in the description
box of the request form, either through lack of clarity in what they
want, or lack of understanding of what documents this information
would be contained within. As a result, ~88% of individual, child
protection FOI applications request “all / any information” which
lengthens the time it takes to process application

Applicants find it difficult to have a clear, concise and ‘plain terms’
understanding of what information is available through FOI, and an
understanding of what is involved in the process of making a request
Some requestors have high expectations of the information that they
will receive in their package, which is often not met, exacerbated by
the uncertain and extended timelines that build anticipation

NEXT STEPS

BC Minis

Approval required by IAO in order to move recommendation forward

ASSUMPTIONS / UNKNOWNS

* Unclear to what extent the types of
information available to applicants have
evolved and / or had different names
over time; this may complicate
implementation

SUGGESTED PARTIES INVOLVED

Owner: IAO
Technical support: IAO
SME input: MCFD

Confirmation from the FOI modernization that they can incorporate this recommendation into their project

SME support required by MCFD Information Policy team to create a centralized document, as source of truth, for
document hierarchy (e.g., subcomponents of CS, FS and Resource files) and shareable file samples

Develop timeline estimates for an applicant requesting a specific type of, number of, or all file type(s)

Seek additional input and guidance from the Government of BC’s Behavioural Insights Group

try of Children and Family Development (MCFD)

CTZ—202 3% GorNemg sussonein 5 £ 2 5.

RELEVANT LEVER

Refining the scope of FOI applications

PAIN POINT THEMES ADDRESSED

|Z| Accessibility of information

EI Management of expectations

INITIAL PRIORITY SCORING

High

Medium

IMPACT EFFORT

DEPENDENCIES

Addition to the FOI modernization
team’s project scope

Potential funding required for expanded
FOI modernization team scope




3A I s.13 RELEVANT LEVER
IEE N X BN R O

s. 13 Faster and more efficient processing of
existing requests

PAIN POINT THEMES ADDRESSED

RATIONALE ASSUMPTIONS / UNKNOWNS

e .13 * N/A
|2, Organization Enablement

SUGGESTED PARTIES INVOLVED

|2l Content Management

. Owner: MCFD (Info Policy)

Technical support: ISD INITIAL PRIORITY SCORING

MCFD (Change Mgmt.)
SME input: MCFD (Info Policy) H |gh MEd ium
IMPACT EFFORT
NEXT STEPS
o 313
DEPENDENCIES

. * |SD enhancements and backlog

prioritization

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _COS%UIA} Igon II;IITERP\? EisaSéON TI.O 6 O f 2 5 6



3B | Optimize Workflows between DDM &
IAO

Reduce the number of emails and steps required for DDM staff to update and share files with IAO
analysts by providing them access (i.e., licenses) to IAO’s document management system.

RATIONALE ASSUMPTIONS / UNKNOWNS

«  MCFD DDM Analysts have a number of manual emails and steps in * N/A
gathering and providing digital documents to IAO (e.g., update status
in RRT, send e-mail communication through Outlook, provide
Sharepoint link to IAO for documents)

* Having one centralized system will reduce manual processes, room for
error, and system touchpoints, ultimately accelerating the time it takes

to process existing applications
SUGGESTED PARTIES INVOLVED

Owner: 1AO
Technical support: IAO
SME input: IAO, MCFD (Info Policy)

NEXT STEPS

* Approval required by IAO in order to move recommendation forward

* Coordinate with the FOI Modernization Team to ensure DDM staff have access to new case management system once
implemented

* Explore potential interim solutions to resolve DDM pain points until new case management system is implemented
(e.g., expand AXIS licenses)

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _COS%GIR} |90R IﬁTERH? EfaSéON G'_EI.O '7 O f 2 5 6

RELEVANT LEVER

Faster and more efficient processing of
existing applications

PAIN POINT THEMES ADDRESSED

|Z| Accessibility of information

EI Management of expectations

|Z| Service Design

INITIAL PRIORITY SCORING

Low Medium

IMPACT EFFORT

DEPENDENCIES

* Adding to scope of FOI modernization
project




3C | Streamline Communications with
Applicants

Use automated workflows to provide applicants status updates to save analysts time (who are often
managing an average of 20 applications at once that require clarification call reminders and status
updates). This may also improve the applicant’s overall experience.

RATIONALE ASSUMPTIONS / UNKNOWNS
* From our research, FOIl applicants often found status updates on the * Number of applicants reached
progress of their FOI request inconsistently received compared with those who have not

¢ There is commonly a lack of trust in the government from FOI been reached

requestors which can make communications and clarification follow-
ups challenging (i.e., not picking up phone calls)

* Some requestors have high expectations of the information that they SUGGESTED PARTIES INVOLVED
will receive in their package, which is often not met
» Staff manage many manual processes including updating status of Owner: IAO
application and contacting applicant Technical support: IAO
SME input: IAQ, ISD
NEXT STEPS

* Approval required by IAO in order to move recommendation forward
* Coordinate with the FOI Modernization Team to explore ways to implement this feature in the new, soon-to-be-
implemented case management system for FOI requests
* Identify points in customer journey to incorporate structure
* Determine approach for testing and implementation, timing and (if necessary) costing

BC Ministry of Children and Family Development (MCFD) C T Z - 2 O 2 3 _COS%GIR} |90R IﬁTERH? EfaSéON G'_EI.O 8 O f 2 5 6

RELEVANT LEVER

Faster and more efficient processing of
existing applications

PAIN POINT THEMES ADDRESSED

|Z| Accessibility of information

EI Management of expectations

|Z| Service Design

INITIAL PRIORITY SCORING

Medium Medium

IMPACT EFFORT

DEPENDENCIES

* Addition to the FOI modernization
team’s project scope




4aA |

4. 13

RATIONALE

o =13

NEXT STEPS

ASSUMPTIONS / UNKNOWNS

* Existing structure to identify, report
and prioritize ICM bugs to ISD for
remediation

* Number of tickets raised through
ServiceNow, disaggregated to
enhancements, bugs, priority

SUGGESTED PARTIES INVOLVED

Owner: MCFD (Strategic Services)
Technical support: MCFD (Change Mgmt.)

ISD
SME input: MCFD (Change Mgmt.)

* Approval required from Strategic Services and Practice to incorporate Change Management services as a regular
practice including frameworks, consultation of stakeholders, incorporation of data and evaluation mechanisms

* 513

BC Ministry of Children and Family Development (MCFD)
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RELEVANT LEVER

L1 ] 2 J31a] s ] 6

Faster and more efficient processing of
future requests

PAIN POINT THEMES ADDRESSED

|2, Organization Enablement

|2, Content Management

INITIAL PRIORITY SCORING

High Medium

IMPACT EFFORT

DEPENDENCIES

* Training approval
* Additional funding potentially required
(e.g., FTE resourcing)




RELEVANT LEVER

4B | 1 L1 1

Faster and more efficient processing of
future requests

s. 13
PAIN POINT THEMES ADDRESSED

RATIONALE ASSUMPTIONS / UNKNOWNS

I S - s 5 13

* |2, Organization Enablement

¢ |2, Content Management
SUGGESTED PARTIES INVOLVED INITIAL PRIORITY SCORING

. Owner: MCFD (Learning) . -
Technical support: MCFD (Change Mgmt.) ngh ngh
SME input: MCED (Info Policy) IMPACT EFFORT
Approval: MCFD Executive Committee

NEXT STEPS DEPENDENCIES

* Seek approval from MCFD Practice Division and Information Policy to incorporate into training for social workers and
admin, respectively

* Develop training materials by first establishing a centralized inventory of current state training materials / docs

* Garner support from Change Management to build engagement to raise awareness and gather feedback

* Training approval
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4C |

s. 13

RATIONALE

¢« 5.13

NEXT STEPS

ASSUMPTIONS / UNKNOWNS

* Trainings available for MCFD staff to
learn about FOI

SUGGESTED PARTIES INVOLVED

Owner: MCFD (Learning, Policy)
Technical support: MCFD (Change Mgmt.)
SME input: 1IAO

Approval: MCFD Executive Committee

* Seek approvals from Practice and Policy to communicate changes to offices

Rl i .

* Garner support rrom Lhange IVlanagement to build engagement 10 raise awareness and gather reedback

BC Ministry of Children and Family Development (MCFD)

Identify opportunities in Service Delivery and Information Policy to disseminate information
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RELEVANT LEVER

L1 ] 2 J31a] s ] 6

Faster and more efficient processing of
future requests

PAIN POINT THEMES ADDRESSED

|2, Organization Enablement

|2, Service Design

INITIAL PRIORITY SCORING

Low Low

IMPACT EFFORT

DEPENDENCIES

* Change management support
* Project funding potentially required




S5A |

s 13

RATIONALE

s 513

NEXT STEPS

* Approval required by IAO in order to move recommendation forward
* s5.13

ASSUMPTIONS / UNKNOWNS

e 5.13

SUGGESTED PARTIES INVOLVED

Owner: IAO (FOI Modernization)
Technical support: IAO (Business Manager)
SME input: MCFD

IAO (Knowledge Management)

» Coordinate with the FOI Modernization Team to explore ways to implement this feature (e.g., embed resources in FOI

application)

BC Ministry of Children and Family Development (MCFD)
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RELEVANT LEVER

Creating a human-centered experience
PAIN POINT THEMES ADDRESSED

|Z| Accessibility of information

|Z| Management of expectations

|Z| Service Design

INITIAL PRIORITY SCORING

High Low

IMPACT EFFORT

DEPENDENCIES

* Project funding potentially required




RELEVANT LEVER

5B | IS ENN [N N N

Creating a human-centered experience

s. 13
PAIN POINT THEMES ADDRESSED
|Z| Accessibility of information
RATIONALE ASSUMPTIONS / UNKNOWNS
¢ 513

* Training and communication channels
available to disseminate information |2| Organization Enablement

SUGGESTED PARTIES INVOLVED

Owner: MCFD (Learning) INITIAL PRIORITY SCORING

Technical support: MCFD (Change Mgmt.) . :
. SME input: IAO ngh Medlum

Approval: MCFD Executive Committee IMPACT EFFORT

NEXT STEPS DEPENDENCIES

* Requires approval from MCFD Practice Division and Information Policy to incorporate into training for social workers .
and admin, respectively * Training approval

* s5.13 * Change management support

* Determine best channels and training opportunities to disseminate information to front-line MCFD staff
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Long-list of potential solutions

N o . N . . . Ministry of
We prioritized the recommendations in dark blue from a longer list of potential solutions ) il g
Reducing intake Dark blue text indicates prioritized solutions

of FOI applications

s. 13

c. Embed Pre-qualification Assessment in FOI Form: Update FOI request form with a pre-assessment to help applicants determine if an FOI request is

the right type of request for information and / or if they are entitled to that information.
ds 13

e

Focusing scope
of FOI application

a. Specify Types of FOI Info Available & Estimated Timelines: Update FOI application form to specify, clearly explain and provide applicants the option
to select the different types of information available from MCFD (e.g., CS file, FS file, Resource File). Provide an estimated timeline based on the
file(s) selected (prior to submission), suggestions for which files they may find most useful and visual examples of each.

b.s. 13
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Long-list of potential solutions

. “. . . . . . . il Ministry of
We prioritized the recommendations in dark blue from a longer list of potential solutions T
Faster and more efficient Dark blue text indicates prioritized solutions
processing of the existing
backlog
s 13
d.

b. Optimize Workflows between DDM & IAO: Reduce the number of emails and steps required for DDM staff to update and share files with IAO analysts by
providing them access (i.e., licenses) to IAO’s document management system.

c. Streamline Communications with Applicants: Use automated workflows to provide applicants status updates to save analysts time (who are often managing
an average of 20 applications at once that require clarification call reminders and status updates). This may also improve the applicant’s overall experience.

d.s 13
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Long-list of potential solutions

Ministry of

We prioritized the recommendations in dark blue from a longer list of potential solutions ) il g

Faster and more efficient
processing of
future requests

Dark blue text indicates prioritized solutions

s. 13
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Long-list of potential solutions

. “. . . . . . . il Ministry of
We prioritized the recommendations in dark blue from a longer list of potential solutions st | Chidren and Family
Creating a human-centered Dark blue text indicates prioritized solutions

experience

a. User Friendly Guides & Resources: Develop guides and resources to assist applicants through the FOI process (i.e., embed an approachable

video [in the FOI form] walking applicants through the application’s process)
b. s 13
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Long-list of potential solutions

. “. . . . . . . il Ministry of
We prioritized the recommendations in dark blue from a longer list of potential solutions T
s.13 Dark blue text indicates prioritized solutions
a s. 13
b
C
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DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Summary of the potential impact of our recommendations (steady-state) ) il g

Metrics & Potential Impact

A highly preliminary analysis of the potential impact of each recommendation (once implemented), suggests that MCFD and IAO could save a total of s. 13

s.13  working days?! per year (steady-state?), which equates to the work done by s. 13 FTEs3 each year (which can process s. 13 FOls each year?).
Number of days saved
Lever Recommendation (Conservative vs. Aggressive Estimates) Impact by Lever
0 (1A)s. 13 s.13
Refining intake (18)

of FOI applications
(1C) Pre-gualification Assessment Total FTE workload

saved per year:

Focusing scope (2A) Process to Explain & s. 13 FTEs3
of FOI applications Select Available Information
per year
iy (equates to
3A S A
Faster and more : processing

efficient processing of (3B) Optimize Workflows between DDM & IAO
existing requests

. 13 FOls

3C) Streamline Communications with Applicants
: Be per year?)
o (4A) s. 13
Faster and more s.13

efficient processing of (48) s. 13

future requests
(4C)

Notes: (1.) Working Days is calculated based on the estimated number of productive work hours per FTE per day (i.e., 6); (2.) This analysis uses 2019-21 MCFD FOI data as its baseline and assumes that all recommendations are implemented and
based on the estimated number of working days per FTE per annum (i.e.

benefits are realiz 230); (4.) Calculated by dividing the average number of

FOIs processed between 2019-20 by the number of staff (across MCFD and IAQ) that process MCFD FOl-related requests. (*) Due to each recommendation sharing a KPI metric, our analysis was unable to disaggregate the singular impact each

i simultaneously; overlapping benefits are not accounted for; (3.) FTE workload calculation is

one of these recommendations would have.
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DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Summary of the potential impact of our recommendations (steady-state) ) Gl Fariy

Metrics & Potential Impact

A highly preliminary analysis of the potential impact of each recommendation (once implemented), suggests that MCFD and IAO could save a total of s. 13
s.13  working days?! per year (steady-state?), which equates to the work done by s. 13 FTEs3 each year (which can process s. 13 FOls each year?).

Potential Annual Savings (in Working Days) by Recommendation(s)

s. 13
MCFD & IAD
\’1LI I:
AO
[__i £ /e Estimate
11 Aggressive Estimate
8 Conservative Estimate
Recommendations 1A+1B* 1C 9 2A e 3A 3B 3C AA+AB* 4C TOTAL
s Focusing scope e . A
Levers Refining intake of FgOI Faster and more efficient processing of Faster and more efficient
of FOI applications e existing requests rocessing of future requests
PP applications 9 P g 9
s. 13 days saved s.13  days saved s. 13 days saved s. 13 days saved
* (1A) s.13 * (2A) Process to * (3A) ICM Updates to Improve File Gathering * (4A) s.13
* (1B) s.13 Explain & Select * (3B)s. 13 s. 13
+ (1C) Pre-qualification Assessment Available * (3C
Information * (4B) s.13
* (4C) s.13

plemented and
number of

f alculated bv dividir

counted for; (3.) FTE workload calculation ic
d 1AO]) that proc FD FOl-re
endation sharing a KPI metric, our analy " impact each on
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DRAFT, HIGHLY PRELIMINARY ANALYSIS
Metrics & Potential Impact

. . - - . u Ministry of
Summary of the potential impact, priority and effort of our recommendations (steady-state) prrier | Chidren and Fumily

COLUMBIA | Development

A highly preliminary analysis of the potential impact of each recommendation (once implemented), suggests that MCFD and IAO could save a total of s. 13
s.13  working days?! per year (steady-state?), which equates to the work done by s. 13 FTEs3 each year (which can process s. 13 FOIs each year).

Summary Of Recommendations Effort (the size of the bubble) is

a function of our preliminary
assessment on the “duration”

to implement each

(1A) s 13 recommendation (i.e., the

+(1B) s.13 estimated number of fiscal
guarters required to implement
the recommendation)
{4A] 5. 13
s 13
{43) 5. 13 (3A) 5. 13
5. 13
(3C) Streamline
Impact measures the Communications (2A) Process to
e g : Explain & Select
number of (steady- with Applicants .
, Available Info.
state) working days
saved once the MEECERIIAR
recommendation is e (3B) Optimize (4C) < 1
implemented 1AQ Workflows between -
o DDM & IAO s.13
e - (1C) Pre-qualification
= High Effort Assessment
E
Priority
Priority reflects the proposed sequencing of priority recommendations and the
degree of direct and indirect dependencies on one another
Notes: |: * :I Due to each recommendation "i"l:']l""]_E:;_ a KPI met I' our ana "_\-"":,..‘{ was unaple to iIi"Lr']_-'TT_,-'__"‘"f‘_E:j_;]H‘ the sin gular ir‘m;!f‘.: each one of these recommendations would have.
BC Ministry of Children and Family Development (MCFD)
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DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Identification and tracking of primary metrics is critical to measuring the success of initiatives e e

Metrics & Potential Impact

LEVER PRIMARY METRIC RATIONALE
o The recommendations below work to reduce the number of applications submitted by increasing awareness of
Refining intake .. alternative disclosure processes that take less time. They also incorporate behavioural nudging of the user
B Number of applications A . : : : :
of FOI applications through a pre-qualification assessment to determine if the FOI process is appropriate for their request, while
keeping in mind all users have a legislative right to this avenue. These all will contribute to an intake decrease.

ASSOCIATED RECOMMENDATIONS

Recommendation Potential Metrics Rationale Potential Annual Core Assumptions
Saving
(working days)

1A, .13
1B.
1C. Embed Pre- Primary metric: Number of Providing applicants with the knowledge to confidently determine if an FOI s. 13
qualification FOI application classified as application is the appropriate avenue to make a request for information will
Assessment in “disqualified” optimize the intake process. The assessment will continue to remain cognizant ofa ~ S- 13
FOI Form applicant’s legislative right to information. Implementation of this recommendation
Number of on-demand will impact the number of applications submitted.
disclosures

Note: A comprehensive explanation of assumptions and
calculations can be found in the supporting Excel document -
‘Potential Impact of Recommendations’
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Metrics & Potential Impact

DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Identification and tracking of primary metrics is critical to measuring the success of initiatives (qg""';;mﬁglg i d Fuily

LEVER
(2]

Focusing scope
of FOI applications

PRIMARY METRIC RATIONALE

Pages per application

The recommendation below works to narrow the scope of applications submitted. Focusing the scope will allow
users to make well-informed decisions about the types of information that will fulfill their information needs.

ASSOCIATED RECOMMENDATIONS

Recommendation

Potential Metrics

Rationale Potential Annual Core Assumptions
Saving
(working days)

2A. Specify Types of
FOI Info
Available &
Estimated
Timelines

BC Ministry of Children and Family Develo

Primary metric: Average
page per processed FOI
application

Number of applications
requesting “all / any
information”

Disaggregated data for
attachment types requested

pment (MCFD)

Providing applicants with information to clearly explain attachment and file types s.13
related to their information request will encourage a narrowing of scope for FOI

packages. This, in turn will allow MCFD staff to gather specific files, which will

therefore have an impact on the average page count of FOI packages.

5. 13

Because applicants are able to clearly articulate their asks through a menu of
options, ministries can further disaggregate their data to determine trends in the
types of requests for information made, rather than relying on anecdotal evidence
to make data-informed decisions.

Note: A comprehensive explanation of assumptions and
calculations can be found in the supporting Excel document -
‘Potential Impact of Recommendations’
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Metrics & Potential Impact

DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Identification and tracking of primary metrics is critical to measuring the success of initiatives cl*;:{?ﬁ:.g Chtilren Sl Rty

LEVER

©

Faster and more efficient

Development

PRIMARY METRIC RATIONALE

processing of existing

requests

Processing time per of time spent gathering information. Improving workflows, search queries, training, and communication will
application ensure consistency in the implementation of policies, therefore reducing error and deviation that results in time

The recommendations below work to elevate processes and work aids to improve efficiency and effectiveness

wastes to process applications.

ASSOCIATED RECOMMENDATIONS

Recommendation

Potential Metrics

Rationale Potential Annual Core Assumptions
Saving
(working days)

3A. s.13

3B. Optimize
Workflows
between DDM
& IAD

3C. Streamline
Communicatio
ns with
Applicants

BC Ministry of Children and Family Deve

Average days spent by DDM
analysts gathering files per
FOI application

Average clarification call time
of IAO Analysts with
applicants

Average days spent during
intake phase of application
(Day received by MCFD — Day
application received)

opment (MCFD)

Communication times between IAO and DDM are dependent on the accuracy of s, 13
information and the channels used to clarify requests. Optimizing workflows will
have an impact on communication times and, as a result, gathering

Clarification and status calls to inform applicants of status of request comprise a
large part of the scanning and review phases. Incorporating triggers and
automation, along with improving communication methods will have an impact on
days spent during intake phase and time spent on clarification calls

Note: A comprehensive explanation of assumptions and
calculations can be found in the supporting Excel document -
‘Potential Impact of Recommendations’

CTZ—2 02 3O¥TNTAY GORNTERNS BSEISON WD 5 5 £ D 5 5



DRAFT, HIGHLY PRELIMINARY ANALYSIS

Ministry of

Identification and tracking of primary metrics is critical to measuring the success of initiatives e e

Metrics & Potential Impact

LEVER PRIMARY METRIC RATIONALE

4)

Faster and more efficient
processing of future
requests

The recommendations below work to elevate processes and work aids to improve efficiency and effectiveness
Processing time per of time spent gathering information. Improving workflows, search queries, training, and communication will

application ensure consistency in the implementation of policies, therefore reducing error and deviation that results in time
wastes to process applications.

ASSOCIATED RECOMMENDATIONS

Recommendation Potential Metrics Rationale Potential Annual Core Assumptions
Saving
(working days)

4A 5. 13

48

ac

Note: A comprehensive explanation of assumptions and
calculations can be found in the supporting Excel document -
‘Potential Impact of Recommendations’
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Metrics & Potential Impact

Ministry of

Identification and tracking of primary metrics is critical to measuring the success of initiatives i, e s

COLUMBIA | Development

LEVER PRIMARY METRIC RATIONALE
Creating a human- The recommendations below work to create a feedback loop around the impact and effectiveness of services
centered experience & Customer Satisfaction provided. A well-structured customer satisfaction score will provide ministries with direct, timely feedback from
Improving readability of Score (CSAT) applicants. Rather than relying on anecdotal evidence that can tend to be dated and static, this structure will
FOI packages help ministries to make dynamic, data-informed decisions about service delivery.

ASSOCIATED RECOMMENDATIONS

Recommendation Potential Metrics Rationale
5A. User-Friendly Guides & Average time spent by IAO analysts on follow-up Providing applicants with the knowledge to confidently determine if an FOI application is the appropriate
Resources communication with applicants avenue to make a request for information will optimize the intake process. The assessment will continue to

remain cognizant of a applicant’s legislative right to information

Average number of follow-up interaction IAO analysts have Customer experiences best practices show a direct correlation between the number of interactions with an
with FOI applicants applicant and the client satisfaction score — as the interactions increase, the score decreases. Fewer
interactions that require less clarification will demonstrate a client satisfied with their experience

Number of online authentications through FOI form Providing a clear, accessible explanation of how applicants are able to authenticate their identity will be
reflected in the number of applicants who authenticate with their BCID through the online form

5B. s.13
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Appendix 1 | Process Map Pain Points Analysis

The chevrons below are links to provide in-depth process maps for each phase

Scanning /
Tagging

Adobe Acrobat Adobe Acrobat Adobe Acrobat
Document Document Document

Approval & Release

Adobe Acrobat
Document
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Appendix 1 | Process Map Pain Points Analysis

Intake

CURRENT PROCESS
] 8]

R R

Submit request to
IAQ intake

BC Gov

IAQ Intake Analyst

Review FOI request
Determine if routine release
or if prior request made
Send to CFD Personals

R

CFD Personals Analyst

Applicant
authorization
required?

Clarification
required?

Retrieve request
and review

Impact

B High
. Medium

. Low

Prepare
S dFc il gt ———  E — Excess work, materials, redoing, re-entering, duplication

Y

Yes

to send to applicant

&
£ Ministry of
BRITISH Children and Fami]y
COLUMBIA | Development

Pain Point Types

W — Waiting (for information, approvals)

A - Absent information (missing, skipped, not visible)

S —Systems (don't have interface, don't have definitions)

T-Too many cooks (too many approvers, need to consult)

D - Defects (inaccurate information, change orders, doesn’t
—— meet customer expectations)

Website AXIS AXIS AXIS
Secondary
ID Step Pain Point Goal FAIN oM. | Al Eoilt Recommendation Theme Impact
Type Type
(if applic.)
Difficult for IAO analyst to get s 13
- ahold of applicant for '
Determine if L T
L clarification — a critical touch . .
2.1 clarification . ) _ Narrow focus w D Service Design
. point to narrow information -
required s .
due to missing / inaccurate
data
Qualification process for third
T parties and guardians as a
Determine if . .. i
. separate step in the application | Determine if they have ] .
2.2 authorization . : ) w Service Design
. process adds time and delay in | a right to records
required R :
determining if applicant has
rights to access documents
The user interface of the online
Applicant form creates confusion in its
submits navigation, presentation of Submit a request for ) :
2.3 . : : . D Service Design
request to IAO | information, and structure of | information A g
intake questions. This requires a
follow up to clarify the request.

BC Ministry of Children and Family Development (MCFD)
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Impact

Appendix 1 | Process Map Pain Points Analysis B High

&y, .
B Medium Ministry of
I nta ke BRITISH Children and Family
B ow COLUMBIA | Development
CURRENT PROCESS
L L L Pain Point Types
W —Waiting (for information, approvals)
@ A — Absent information (missing, skipped, not visible)
IAO Intake Analyst CFD Personals Analyst S — Systems (don't have interface, don't have definitions)
Review FOI request T=Too many cooks (too many approvers, need to consult)
Submit request to Determine if routine release Retrieve request Clarification E — Excess work, materials, redoing, re-entering, duplication
IAQ intake or if prior request made and review required? D - Defects (inaccurate information, change orders, doesn’t meet customer
Send to CFD Personals expectations)
BC Gov
. AXIS AXIS
Website
Secondary
i i Pain Point | Pain Point .
ID Step Pain Point Goal Recommendation Theme Impact
Type Type
(if applic.)
5. 13
Applicant Forms are often filled out incorrectly or | Obtain accurate
2.4 submits request | missing information, triggering the need | information and D A Service Design
to |AO intake for clarification call. clear request
Applicants continue to fill out physical
forms that are often outdated, leading to
Applicant missing / inaccurate information. MCFD | Obtain accurate
2.5 submits request | offices are one of sources of these information and D A Organization Enablement
to IAO intake outdated forms — they are printed, and | clear request
rarely pulled from the Intranet site to
view updates to the FOI process
Manual tracking and updating of status
CFD Intake of application places responsibility on Clarity between
analyst to develop own scheduling and offices on status of geue
2.6 creates request : . S E Organization Enablement
in AXIS reminder system, creating request, through
inconsistencies and room for human phases
error
|

BC Ministry of Children and Family Development (MCFD)
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Appendix 1 | Process Map Pain Points Analysis

Gather

CURRENT PROCESS

Conduct search for
records and

determine relevant

R -

MCFD Information Analyst

Electronic >

Multiple
Systems

Collect and batch

print files

MCFD Information Analyst

Upload

MCFD Information Analyst

°® Share

R Point

Impact
B High
. Medium

. Low

Notify CFD
Scanning Team
files have been

END

uploaded

® E-mail

R

MCFD Information Analyst

Pl

st Ministry of

BRITISH Children and Fami]y
COLUMBIA | Development

Pain Point Types

W —Waiting (for information, approvals)

A — Absent information (missing, skipped, not visible)

S - Systems (don’t have interface, don’t have definitions)
T-Too many cooks (too many approvers, need to consult)
E - Excess work, materials, redoing, re-entering, duplication

D - Defects (inaccurate information, change orders, doesn’t meet customer
expectations)

Impact

print files

search engine for index cards

with requestor

Secondary
ID Step Pain Point Goal fain Felt | Faln Polin Recommendation Theme
Type Type
(if applic.)
s. 13
Files aren't clearly marked/categorized; -
e . Narrow focus of files
Collect and batch [current categorization practices do not L
31 : p . . when searching in A Content Management
print files provide enough information to narrow M
focus
ICM production is time consuming - have
32 Collect and batch [to go in to attachments of attachments Clearly know what is £ Content Management
) print files (e.g. file with 200 attachments); Lack of  |in each file
content management system
33 Collect and batch [ICM search times are long; lack a proper  |Locate files associated W Content Management

BC Ministry of Children and Family Development (MCFD)
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Impact

Appendix 1 | Process Map Pain Points Analysis B High -
B Medium St Ministry of
G at h er Britisii | Children and Family
o e o o B ow COLUMBIA | Development
CURRENT PROCESS
Pain Point Types
MCFD Information Analyst MCFD Information Analyst MCFD Information Analyst MCFD Information Analyst W — Waiting (for information, approvals)
A — Absent information (missing, skipped, not visible)
S - Systems (don’t have interface, don’t have definitions)
Notify CFD T-Too many cooks (too many approvers, need to consult)
Conduct search for . . ) ) . s
" Send call for Receive records, Scanning Team E - Excess work, materials, redoing, re-entering, duplication
records and —Physical®> END
5 records scan and upload files have been . . ) ,
determine relevant D - Defects (inaccurate information, change orders, doesn’t meet customer
uploaded expectations)
Multiple E-mail Share E-mail
Systems Point
&
Secondary
i i Pain Point | Pain Point .
ID Step Pain Point Goal Recommendation Theme Impact
Type Type
(if applic.)
G . . Optimize Workflows between DDM & IAO: Reduce the number of emails
Unable to determine if office received Clarity between i . .
Send call for . . and steps required for DDM staff to update and share files with IAO analysts -
3.4 request or at what stage they are in offices on status of A e . . s Organization Enablement
records . by providing them access (i.e., licenses) to IAO’s document management
gathering records request
system.
s. 13

3.5

Receive records,
scan and upload

Physical files aren't organized in a format
that is easy to process

of boxes

Understand contents W

3.6

Receive records,
scan and upload

Physical file descriptions do not provide
enough context to determine if a file is
responsive or not

of boxes

Understand contents

Organization Enablement

Organization Enablement

BC Ministry of Children and Family Development (MCFD)
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Appendix 1 | Process Map Pain Points Analysis

Scanning / Tagging

) R

Impact

B High
. Medium

. Low

Pl

st Ministry of
BRITISH Children and Fami]y

COLUMBIA | Development

CURRENT PROCESS CFD Scanner CFD Scanner
@ Pain Point Types
W —Waiting (for information, approvals)
Receive records A - Absent information (missing, skipped, not visible)
and ensure files 4 . 3 File requires Electronic
mmmmm g Create file structure in Axis = . . . "
w3 T r 1 ructure in Axi tagging? record? S - Systems (don’t have interface, don’t have definitions)
of files to be sent T-Too many cooks (too many approvers, need to consult)
E - Excess work, materials, redoing, re-entering, duplication
Share D - Defects (inaccurate information, change orders, doesn’t meet customer
Point expectations)
Notify review
analyst to tag files
e  AXS
CFD Scanner
Secondary
i i Pain Point | Pain Point i
ID Step Pain Point Goal Recommendation Theme Impact
Type Type
(if applic.)
s. 13

4.1

Receive records
and ensure files
received match list
of files to be sent

Information provided in random order;
not by date - analysts have to develop
lown tracking system

Clear chronology on
: D
files

4.2

Tag records and
send back to CFD
Scanner

Multiple copies of the same incident,
analysts will often look at the date, rather
than the record/uploading date

One source of truth
for each file type

Organization Enablement

Organization Enablement

BC Ministry of Children and Family Development (MCFD)
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Appendix 1 | Process Map Pain Points Analysis

Scanning / Tagging

Impact

B High
. Medium

. Low

Ministry of
BRITISH Children and Fami]y
COLUMBIA | Development

CURRENT PROCESS
Pain Point Types
W —Waiting (for information, approvals)
Upload files from e ﬂl_es and Scan files and A — Absent information (missing, skipped, not visible)
SharePoint to Axis RYEEE o] upload to AXIS
. scanning S - Systems (don’t have interface, don’t have definitions)
T-Too many cooks (too many approvers, need to consult)
°® AXIS ® AXIS ® AXIS E - Excess work, materials, redoing, re-entering, duplication
D - Defects (inaccurate information, change orders, doesn’t meet customer
expectations)
CFD Scanner CFD Scanner CFD Scanner
Secondary
i i Pain Point | Pain Point .
ID Step Pain Point Goal Recommendation Theme Impact
Type Type
(if applic.)
Hard to differentiate between what is s. 13
: harmful to relase and what isn't; often rel :
Clean files and 5 S v Clarity on what to
on MCFD, who relies on social workers. .
4.3 prepare for : : ., |release and what not |4.3 A Organization Enablement
: IAO will sometimes reach out to the social
scanning ; i . to release
worker mentioned (if still working) to
determine.
) More training required on MCFD for IAQ L .
Clean files and ! . g q P Determine if applicant
staff in addition to FOIPPA in order to . B
4.4 prepare for : . actually requires 4.4 A Organization Enablement
) understand files and context; long review |, .
scanning . information
times
n fil n Records aren' nn n tim Meet legis| i
4s Scan files and ecords aren't scanned on time due to eet legislated 45 D Organization Enablement

upload to AXIS

volume of request timelines

BC Ministry of Children and Family Development (MCFD)
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Appendix 1 | Process Map Pain Points Analysis
Review

Impact

B High
. Medium

W ow

Ministry of
Britist | Children and Family
COLUMBIA | Development

[ ] [ ]
CURRENT PROCESS
Pain Point Types
° W = Waiting (for information, approvals)
CFD Personals Analyst CFD Personals Analyst A - Absent information (missing, skipped, not visible)
S — Systems (don't have interface, don't have definitions)
CFD Personals Supervisor T=Too many cooks (too many approvers, need to consult)
Extension Consultations Perform E — Excess work, materials, redoing, re-entering, duplication
Review records = 5 No § o :
required? required? consultations D - Defects (inaccurate information, change orders, doesn’t meet customer
expectations)
Share
Point
No > Peer Review
AXIS
Secondary
: i Pain Point | Pain Point "
ID Step Pain Point Goal Recommendation Theme Impact
Type Type
(if applic.)
Confidently and s.13
: IGuidelines on reviewing, but each analyst [consistentl s
5.1 Review records p ‘g, ¥ . Y D Organization Enablement
develops their own unique approach determine rules for
redaction and review

BC Ministry of Children and Family Development (MCFD)
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Impact

Appendix 1 | Process Map Pain Points Analysis B High -
A Y )
: Ministry of

& Medium Brrtisti | Children and Family

Re | ease B ow COLUMBIA | Development

CURRENT PROCESS

Pain Point Types

W —Waiting (for information, approvals)

A — Absent information (missing, skipped, not visible)

S - Systems (don’t have interface, don’t have definitions)

District Office Staff District Office Staff
T-Too many cooks (too many approvers, need to consult)

E - Excess work, materials, redoing, re-entering, duplication

Hands off package > END D - Defects (inaccurate information, change orders, doesn’t meet customer
expectations)

Receive package to applicant

Secondary
ID Step Pain Point Goal FARIEQIn: | EHIECmL Recommendation Theme Impact
Type Type
(if applic.)
i & 13
District office staff are sometimes not the Clea.r messsging-far
District office staff |best people to release FOI packages ERRicanESo ey
6.1 . N . : . know what is in the D Organization Enablement
receives package |because of their limited interaction with
package, who to
the process.
contact
1
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DIRECTIVE:

SUBJECT:

AUTHORITY:

APPLICATION:

EFFECTIVE DATE:

06-2016

Disclosure of Records Released in Response to a Freedom
of Information (FOI) Request

This directive is issued under section 71.1 of the Freedom of
Information and Protection of Privacy Act.

This directive applies to ali Ministries.

May 30, 2016
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Minister of Finance

Birective to all Ministries
issued under section 71.1 of
the Freedom of Information and Protection of Privacy Act

Under section 71.1 (1) of the Freedom of information and Protection of Privacy Act,
R.S.B.C. 1996, c.165 (FOIPPA), |, Michae! de Jong, Q.C., Minister of Finance, establish the
following as a category of records that is available to the public without a request under that Act:

Records released as responsive to an FOI Request, where an FOI Request is a
request made under FOIPPA for access to a record, excluding the following:

» Records released in response to a personal information request (which is a
request made by an individual or their representative for access to their
own personal information); or

¢ Records exempted from disclosure based on one or more of the attached
exemption criteria.

Under section 71.1 (4} and (5) of FOIPPA, these records must contain the following information
and must be disclosed in the manner and by the timelines set cut below:

1) Records released as responsive {0 an FOI Request must be posted with a copy of the
response letter to the applicant, subject to the redaction of any personal information in
the response letter which if disclosed would constitute an unreasonable invasion of an

individual’s privacy.

2) The responsive records and the response letter must be posted to the Open
Information website no saoner than 5 business days after their release to the applicant.

This Directive is effective as of May 30, 2016.

T R A IR | I
:__a? -f«g/f.ifr.-{’ .-’:llJ Al (f/'f /‘-" . ,,\”'t !-_ 'LP\""’ \K.:m;‘:'\ :;’ﬁ..‘.'f)
Daie ’ Minister of Finance
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EXEMPTION CRITERIA FOR DIRECTIVE (06-2016

Records released as responsive fo an FOI Request may be exempted from disclosure on the
Open Information website, either in whole or in part, if they contain any of the following:

a)

Personal information, if the disclosure would constitute an unreasonable invasion of an
individual’s privacy.

Information that may harm reiations with a First Nation;
Information that may harm relations with another government;
Information that may harm a third party's business interests;

Information that may threaten the safety of a person or harm the security of any property
or system; or

Information which should not be disclosed on the Open information website for other
tegal or compeiling public interest reasons.

ClA-F0ZA-2A20T79 . Page 147 of 256




Publication Process

NOTE: Team is currently reviewing processes so these may change in the future.
February 2, 2022

14:37

e ASD Contracts are Published to OI via CMS Lite
o Licence holders are:
o Ann-Marie
o Jennifer Peddle
e Current Process:
o Check the ASD folder to ensure the previous version has been saved
« K:\Open Information\1. Proactive Release\Alternative Service
Delivery Contracts\Previous FY Reports
« If not found, save the currently online version to this folder
© Remove the currently published FY report
o Upload the new FY report
e Utilize the following naming convention
* Jao_-_spo_deal_overview_report_FY##-##
e E.g.iao_-_spo_deal_overview report_FY19-20
e Navigate to: this link and log in.
e Click on Assets in the top ribbon
e On the left hand side dropdown tree navigate to Province of British
Columbia a British Columbians & Our Governments a Initiatives
Plans & Strategies a Open Government a Open Information
aAlternative Service Delivery Contracts
e Click on Alternative Service Delivery Contract
e Near the top left, click on Action a Upload File(s)
+ Upload the approved Alternative Service Delivery Contract.

m Province of British Columbia > British Columbians & Our Governments > Initiatives Plans & Strategies > Open
Government
Aevee Open Information
= Folder
- o1 d * Folder Cpen Informaton Maodified 20160107 0139 PM
ot e st
- Foldes 1D JC24AL DSCSESAIISETTIBAD I 06278012 Modified By IO .
B "
S : it

Results Per Page

od: B

erc 1.3 M8

R 3ot vne [ i [ vkt [ evbir coron i [l o [l o [ cond Jf o |

Delete Current Folder
e Select the file from the list on the right side of the screen and click publish.
e Click publish now and confirm.
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= | Optn Gevernenent * Folder Open Infonmation Modified 20160107 01:39 PM

- EI® Openinformation | - -
& Archive Falder ID- TCACDSCSESAIISETT 78D D62 THO T2 Modiied By Do at
& Calendary

& Diwctly Awarded Contracts -
Ve

e o - FdeFolder Name Sure Status Modified Modified Date Modified By Type
v oghn ol regue " BL1NB PUBLSHED N 0170426 1147 1D ASSET
ol A 2. 15,
o ! s BLINE PUBLSHED N 201704090107 D6 ASSET m

P

11 pubis, SI9KE PUBLISHED N 2070412113 D6 ASSET m
A

bt aprdS.abe 7598 PUBLISHED N 01700051156 DB ASSET m

Total fily sire selocted: 841 KB
Total rurmber of fles selected: 1

Total file sive for 58 sasiets shown on (Fe soreen: 1.3 MO

e nos o [ o o e e

Delete Current Fokder

¢ From the top black ribbon click on Content.

e Inthe left hand tree navigate to Province of British Columbia a Initiatives, Plans &
Strategies a Open Government a Open Information a Select Alternative Service
Delivery Contracts

e Inthe right hand section of the screen, click the Topic Tab

P I B R ——
Action - i
e 1L Prevn of Muich Chnmt i rousel  Alerts  RightColumn  Search  Usage  Metadata  Tags  Histery
- B Brimsh Columbians & Our Governmants
I inaives, Plns & Strateges Open Freedom of information Requests 2016-04-28 01:20 PM
» || IN Regulsory Reform n "
= || I Opon Government * Nav Tithe: Opren Freedom of information Requests
~ | I Open informaton Created By: TN < 1E
I About Open Information * Page pen-Treedam-of S,
P, Mus: PUBLISHED
W Frequently Asked Questons Pathe age St 3
Open inf aalogue

oeahom D Fage Type: Tope: Pubiisfod 201704-26 1151 AM
I Search the Dpsers Inforemanon Catalogue Dat
Wvowen infermation Relsesss FOF Sequa) 0 3STTADEGEETGAEIDODEFSADSEAEALO5D
I Search for information Beloaes (FOU Published AR T S

Ry Modified 20170426 11:51 AM By:
I Sedith Inforrmaton Redeaies detads page Date: od
I Browse Traed Eapermes Lack :
I Search for Travel Expenses Moddfied By: 1DIR, Lo Datee
I Search Tor Open informasion Docurments < Locked By:
¥ Engln -
I Catalopoe decaiby pape age
I Search Traved Experaes detads page g
* B Browse Calendan Hicle from navigation?
I Search for Cabendars
Production URLs

N Browse Directly Awarded Contradts
B Search for Directly-Awarded Contracs

Prod URL: hatp Aawen2 gavbe calgovicontent/ government s/ about the - be-government/open-

W Search Directly Amarded-Contracts detaly

S Prod GUID It w2 v B Cadgovieontent Md= X577 ADEGEE THSEIDSOEFSADSBBEAES52

e Scroll down to the body section, highlight the hyperlinked text “Alternative Service
Delivery Contracts” then click the break link button. Confirm file size in Open Report
folder and change in the hyper Link body.

e With the text still highlighted, click the hyperlink button.
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* Body:

XD @G ® G|« ~|[Qat: W[[B I 5|x »x L]
sl ke fulceaywEe |mE-=0Z3% 88

| Fomat - || 32 0]

Explanation of Summaries of Open Freedom of Information (FOI) requests

Updates to the summary of open FOI requests posted on the Open Information website occur on a weekly basis. The =
information is drawn from the government’s request tracking system and active requests are included no sooner than 30
calendar days after they are received. Because the requests are active, the updates provided are subject to change

VGCVR e LIF reedom of Information Requesi.

The following Prmsgre used in-the anes lo indicate what stage each request has reached in the FOI process

Characters: 1079 4

In the window that pops up, click the Asset Picker button.

Another window will pop up. Type the file name into the search assets field (hint you
can copy/paste the file name if you find it on the LAN). Hit the TAB key.

The asset should appear beneath the search field. Select it and click OK.

Click Publish.

Click View QA and check the link to ensure it worked.

Open an Edge browser and navigate to the Open Info website and check the link in
there too just to make sure the changes are live and working as intended. If they
don't work right away, clear the browser cache, wait a few minutes and try again.

Contact for ASD Contracts is Dan Cope -Director
March 27, 2023

2:07 PM
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Help with Dashboard and Workflow Actions
August 16, 2022
2:06 PM

e Making Changes to Publication Groups
o For use when updates to Ministries, Ministers, Deputy Ministers need to
occur
e How to Create a Workflow
o For making Calendar or other types of Proactive Disclosure Workflows
e Uploading Records to an individual Workflow
o How to upload records to a workflow and prep for publication
Publishing Process
o Info on publishing in bulk,
o Instructions are mostly related to publishing FOI requests each day, but the
same process can be applied to publishing batches of proactive disclosures.

Monthly Calendar Escalation Process

When we're reaching out to client ministries to follow up on a CFR, Records, or Sign Offs, try to get
the ministry to commit to a delivery date.

Call For Records

CFR - will send to Ministry on Day 1 of the month

CFR Reminder - will send to Ministry on Day 6 of the month

CFRs Due to IAO within 10 business day - call or skype individual ministry contacts on Day 10 to
ask them when they can commit to getting records to IAO.

CFR Escalation: provide Summary Email on Day 11 to Team Lead, for follow ups on Overdue CFRs

CFR Escalation Phase 2: Team Lead to Email Manager on Day 16 if any remaining overdue CFRs
* Assess #s for Day 16 and see if we want to push this out a bit

Sign Off Process

Send for Sign Off - IAO sends records for sign off, with a minimum of 10 Business Days
Remaining (2 weeks before the Sign Off Date)

Sign Off Reminder 1 - Once there's 5 Business Days Remaining (1 week away from the Sign Off
Date), Evan to send an email reminder to each individual ministry contact

Sign Off Reminder 2: 1 day before Sign Off Date (aka 3 days before LDD), Evan to call or skype

individual ministry contacts on this day to ask them when they can commit to getting records to
IAO.
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Sign Off Escalation: Evan to provide Summary Email on Sign Off Day (aka 2 days before LDD) to
Natalie, for follow ups on Overdue Sign Offs

Sign Off Escalation Phase 2: Natalie to Email CK on day before the LDD, if any remaining overdue
SOs

Note:
Sign Off Date = Day IAO Publishes records, which is 2 days before the actual LDD, in case of
technical challenges or sign off delays

LDD = Legislated Due Date, determined by the ministerial directive

Min. MoS, DM, ADM, PS 2023

June 14, 2023

11:00 AM

<<Ministries 2023 - Spreadsheet.xlsx>>

Portfalio -loffice -~ Minister - Mos - om - ADM 3| [
|Premier of British Columbia {=le ] Dawid Eby Shannon Salter Dorna Sanford
| Douglas Caul
| | Relations IGRS Silas
Attorney General of British Columbia MAG Hiki Sharma A/DM Barbara Carmichael
D56 Douglas Scott
Ariti-Racism [nitiatives | A-RI Mabie Eimaore
Minister of Agriculture and Food AGR Pam Alexis Peter Pokomy I
Minister of Children and Family D [ CFD Mitzi Dean Grace Lore Allison Bond
[Minister of Citizens' Services. oz Lisa Beare Shauna Brouwer 1
Minister of Education and Child Care ‘E:C Rachna Singh Christina Zacharuk
|Minister of Energy, Mines and Low Carbon Innovation EML Josie Qsbarne Shannon Baskerville
| Economy SE Adam Walker
Minister of Envirenment and Climate Change MOE George Heyman Kevin Jardine
Strategy (including TransLink)
Emdronmental Assessment Office EAQ Elenore Arend
| Emvironment ENV Amandeep Singh
|Minister of Emergency Management and Climate Readiness EMC Bowinn Ma Tara Richards Mary Maloughney
Minister of Finance FIN Katrine Conroy Heather Wood
Crown Agencles Secretarlat CAS Cheryl May
Public Sector Employer's Council PSEC lohn Davison
Public Service Agency PSA Deb Godfrey
‘Government Communication & Public Engagement GCPE Marie Della Mattia
Gender Equity GE welli Paddon
|Minister of Forests FOR Bruce Ralston | Rick Manwaring Eamon O'Donoghue
| Forests FOR |Doug Routley
Minister of Health HTH Adrian Dix Stephen Brown Teresa Dobmeier
Maureen O'Donnell
Jonathan Dube
Rural Health RH llennifer Rice
Seniors' Services & Long-Term Care SSLT Harwinder Sandhu
EMInIsterolHuuslng H3G Ravi Kahlon Teni Collins |
Rural Development RO Roly Russell
Minister of Indigenous Relations and Reconciliation |IRR___ [Murray Rankin Tom McCarthy Jessica Wood
Minister of jobs, Economic Development and Innovation ED Brenda Bailey lagrup Brar Fazil Mihlar |
Minister of Labour LBR Harry Bairs. Trevor Hughes
Labaur LER Jjanet
|Minister of Water, Land and Resource Stewardship (WLR Nathan Cullen Lori Halls
Fisheries & Aguaculture Fi Kelly Greene
| Watershed Restoration WR Fin Donnelly
Minister of Mental Health and Addictions MHA Jennifer Chwistine Massey
[Minister of Municipal Affairs MMA _ |Anne Kang Yuma Morisho |
Minister of Post-Secondary Education and Future Skills PSE Selina Robinson  [Andrew Mercier |Bobbi Plecas
|Minister of Public safery and Solicitor General and Deputy Premier  |PSS Mike Farnworth Douglas Scott ]
|Minister of Social Development and Poverty Reduction MSD Shella Malcolmson Dawid Galbraith
Accessibility ANY Susie Chant
‘Community Development & Non-profits CD&N Megan Dykeman
|Minister of Tourism, Arts, Culture and Sport TAC Lana Popham Mellane Mayhew
Arts & Film ALF Bob D'Eith
| Tourism TOUR Brittny Anderson
Minister of Transportation and Infrastructure TRA [Rob Fleming Dan Coulter Katheyn Krishna Kewin Richter |
[

Ministries 2022
May 26, 2023
10:01 AM
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<<Ministries 2022 - Spreadsheet.x|sx>>

Portfolio Minister Mos oM ADM
Premier of British Columbia oop David Eby Douglas Caul Donna Sanford
Mark Sieben
inter-Government Relations Secretary Silas Brownsey Pierrette Maranda
Attorney General of British Columbia MAG Niki Sharma DAG - Barbara
Carmichael
D5SG- Douglas Scott
HSG - Teri Collins
Minister of Agriculture and Food AGR Pam Alexis Peter Pokorny
Minister of Children and Family Development CFD Grace Lore Katrina Chen  Allison Bond
Minister of Citizens® Services cT2 Lisa Beare Shauna Brouwer €] Ritchie
Ministry of Advanced Education & Skills Training AEST Anne Kang Shannon Baskerville
Minister of Education and Child Care ECC Rachna Singh Katrina Chen  Christina Zacharuk
Minister of Energy, Mines and Low Carbon Innovation EML Josie Osborne Fazil Mihlar
Shannon Baskerville
Minister of Environment and Climate Change ENV George Heyman Kevin Jardine
Strategy (including TransLink)

Environmental Assessment Office EAD Elenore Arend
Minister of Emergency Management and Climate EMC Bowinn Ma Tara Richards Sue Maloughney
Readiness
Minister of Finance FIN Selina Robinson Heather Wood

Crown Agencies Secretariat CAS Cheryl May

Public Sector Employer's Council PSEC John Davison

Public Service Agency PSA Bobbi Sadler

Deb Godfrey

Government Communication & Public Engagement GCPE Don Zadravec

Marie Della Mattia

AJDM - Sage Aaron
Minister of Forests FOR Bruce Ralston Richard Manwaring Eamon Donoghue
Minister of Health {and Francophone Affairs) HTH Adrian Dix Stephen Brown Jonathan Dube

Teresa Dobmeier
Maureen O'Donnell
Minister of Housing HSG
Minister of Indigenous Relations and Reconciliation IRR Murray Rankin Tom McCarthy Jessica Dawn Wood
Minister of |Jobs, Economic Recovery and Innovation JED Ravi Kahlon George Chow Bobbi Plecas
Minister of Labour LER Harry Bains Trevor Hughes
Minister of Land, Water and Resource Stewardship WLR Josie Osborne Lori Halls
Minister of Mental Health and Addictions MHA Sheila Malcolmson Christine Massey
Minister of Municipal Affairs MA Nathan Cullen Yumo Morisho
Minister of Public Safety and Solicitor General P55 Mike Farnworth Douglas Scott
Minister of Social Development and Poverty Reduction SDPR Nicholas Simons David Galbraith
Minister of Tourism, Arts, Culture and Sport TAC Lisa Beare Neilane Mayhew
Minister of Transportation and Infrastructure TRA Rob Fleming Bowinn Ma Kathryn Krishna Kevin Richter
Dan Coulter

Minister of State for Transportation and Infrastructure Dan Coulter

Minister of State for Workforce Development

Andrew Mercier

Calendar Blurbs
March 8, 2022
13:48

Blurb Purpose Blurb

Sign off Thank you for sending your [MONTH] calendar to Open Information for
publication. Your calendar has been reviewed by an Open Information

analyst and any information that required redaction has been removed.
Please review and approve the attached redline version of your calendar(s).

Please reply to this email to Open.InfoGroup@gov.bc.ca by [DUE DATE]
indicating your approval for publication. If you identify any redaction
revisions, please indicate this in your email.

For your convenience, the attached approval form is available to you.
Alternatively, you may indicate your approval by replying directly to this
email.
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If you have any questions or concerns, please contact any member of the
Open Information team directly or through reply to this email address.

Sign off overdue | Good afternoon,

reminder
Just a friendly reminder of the request for Minister [NAME]'s [Month]
Calendar that was due on the [DATE], in order for us to complete processing
in time for publication on Open Information.

Please send as soon as you can, and do let us know if we missed a
communication, or there has been a change in Ministry calendar contact
information, or you have any questions or concerns.

Kind regards,

[insert team signature]

Calendar Processing Timeline
September 13, 2023
1:54 PM

Good morning,

Since we have so many people coming and going in all our offices these days, we wanted to take a
moment and touch base regarding monthly calendars published as part of our Ministerial
directives. A copy of the calendar directive can be found here.

Ministry Contact List

First, we wanted to confirm your contacts for CFRs and Approvals. Attached is list of our current
contacts for your ministry. Please respond to confirm or recommend changes.

In addition, we wanted to provide a list of important dates to help streamline the processing of
these monthly calendars.

Please note that clean calendars can be proactively provided on the first of every month and
proactively approved for release,

CALENDAR PROCESSING TIMELINE

*Calendars MUST be published no later than 45 calendar days after the end of the month to
which they relate. *

Call For Records

IAO will always send the ministry a call for records on the first business day AFTER the month being
requested.
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e.g. November Calendar CFR will be sent to the ministry on December 1 or can be proactively
provided by the Ministry on the 15

Gathering Records
As stated in the directive, “ministries must provide calendars to Information Access Operations

(IAO) in the Corporate Information and Records Management Office, not later than 10 calendar
days after the end of the month to which they relate”.

Therefore, ministries can send IAO their calendars any time on, or before, 10 calendar days (not
business days!) We will always include this date in the CFR, but we recommend setting up
reminders in your calendar to ensure you're meeting this legislated requirement.

We'd also like to take this opportunity to provided a Best Practice Guide (attached) for those who
manage monthly calendars. We strongly recommend updating calendar content BEFORE providing
them to our office.

Please Note: General harms such as locations will always be redacted by OI. This eliminates the
time-consuming task for ministry personnel to highlight these types of harms. However, we do
request that ministry specific harms or personal harms be indicated clearly.

T I

If your calendars do not have any recommended harms, you can send IAO the records AND advise
us that this month’s calendar has been pre-approved for release! This removes the need to go
back and forth for approval later on!

Approvals

IAO aims to provide you with 10 business days for final approval of records.

We really appreciate your help in this process! We are here to answer any questions you might
have!

Thanks very much,

The Open Information Team

INFORMATION

BRITISH ACCESS OPERATIONS
COLUMBIA | A BrRANCH SHARED SERVICES BC
Severing
August 15, 2022
5:28 PM

Find information regarding severing options here

New Confidential OOP email address
August 21, 2023
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Creating Dashboard Workflow
August 15, 2022
3:32 PM

If there are changes to Ministers of Deputy Ministers or Ministries than those changes need
to be added to the Publication Groups before the Workflow is created.

Instructions can be found here: How to Update Proactive Disclosure Publication Groups for
Workflows

Creating a Dashboard Workflow

e Go to the Dashboard: https:.//gww.openinfotracker.gov.bc.ca/
e« While these instructions talk about Calendars, they can be used to create any kind of

&« » O M & Adde it gww.cpennfatracker.gov.be.ca o ® * A G | &= D 4L 2
~) 20185P Project GewdiTech SharePeants 'WFH finks wosTest [E] 00CMSLte g DOJIRAIAD Service. () 02@Work «w 01405 [B 010ITracker e 0204 Catelog -Bro.. - 02 B Due Cal > ~| Ceher faverit
4
Dashboard —— Click
' Here

Workflow 1d: FO1 Request #: 0 Assigned to Group: Al ~ !Reset Filters
Content Type:| Estmates Notes - Name: Assigned to User: Feddle. Jennier CITZ EX ~

Review Type:| Al v Report Period: AT Y i.ﬂpoh-' Filters
Review Status:|in Frogress v Ministry: Al « | Limit results by created date:| 1 Week  +
Applind filter:

No workflows match the filter

e This will open the page where you will create the entire workflow for Calendars or
whatever Proactive workflow you are creating.

L - G @ Added security tips://gww.openinfotracker.gov.be.ca teWerkiiow 3 1 A Qlda O L 2
201652 Project GovliTech SrarePaints WFH links AosTest [ 00CMSUte [ 00RA O Service. () 02 @Work «w 01405 [ 0101 Tracker < 020l Catelog - Bro.. - 02 B Date Cal > Cther fave
Create Calendar Workflow
Content Type:| Calendar - * Assign to Group:[FOl Analysl v
* Report Period: lssklli to User:| Peddle Jennder CITZ EX -
Publication Due Date: |
Save Workflow | -Canr_el

Fields marked with * are required.

Fill in the various blanks:
e Content Type: Choose the type of Workflow you'd like to create, calendar or otherwise
e Report Period: Choose a date within the month of the Report Period.
o For example: if the month is July 2022. I choose July 1, 2022. I use the first of the
month as a rule of thumb.
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e Publication Date: we usually choose about 3 days before the actual due date. So for July that
would be September 12, 2022.
e Assign to Group: Choose FOI Analyst, we don't use the other options.
e Assign to User: Choose yourself, or whomever is going to be processing the file.
o This process will create all the workflows for all the calendars (or whatever
proactive) so you want to assign them to the person who will be doing them,
otherwise you will need to reassign each individual file.

« Now when you search for the particular workflow in the specific Report Period you
created, you will receive a list of files to choose from.

¢ You can select the workflow from the load each record into the individual
workflows.

Dashboard

1 F
Workflow Id: = "“"e:f og HTY : Assigned to Group: Al -

cn:::: Calendar _ | Name: Assigned to User: Al )| et F
eport- Apply Filters
Review Type: Al - | Jun-2022

R

Period.
Review o Limit results by -
Status: " ~. st D x created date:-

Applied filter:

4 Months_w |

Assigned to 3 2 Publication Due Last Published Exemption

Grous Date Datx Reason

" i 3 o Peddle, Jennifer Calendar Ohog- | o anae Malcolmson, - -
20669 Calendar |Mental Health and Addictions(FOT Analyst | Cros 0 i In Progress [y00, 12-Aug-2022 - Jun-2022
ae24 | . [catendar |Mental Health and Addictions|Fo1 Ansiyst |UYeWe: Evan —[Calendar |, o o TodAug a0 | . | sassev creistine [yun-2022

T |arzex Review . 2022 o =
30680 Calendar ;’:;da;;‘:::; and Resource oo anabvet ﬁ;;s_:'f' i g:!fi::" In Progress g:i’;""‘" 12-Aug-2022 Osbomne, Josie  |Jun-2022
20681 Calendar ;:‘;5'[:“‘::‘;?;: PACOYR) | o ahadyat |CRPRRRS, B i:::\‘i‘" tn Progress (2029  |12-aug-2022 Plocas. Bobbi  [Jun-2022
] | = | F—, |Levesque, Evan |Calendar | [04-Aug- .._,_. _anay | [ s . -._ g
20682 Calendar |Agriculture and Food FOL Analyst | o e In Progress |, 12-Aug-2022 Pokomy, Peter | Jun-2022
[ |Levesque, Evan Calendar | 'n-i-nuu- | | |
20683 Calendar |Agriculture and Food FOI Analyst |0 o S In Progress | 12-Aug-2022 Popham, Lana  |Jun-2022
7= g Environmental Assessment | |Millington, Ann-  |Calendar | 04-Aug- |, e | , )
20637 Calendar | oo FOL Analyst | e T7-Ex Raview Completed 2022 12-Aug-2022  (15-Aug-2022 arend, Elenon Jun-2022
30638 e FOI Analyst [Lovesque, Bvan  |Calendar |opyoreg  (04-AU9- 13 0052022 [12-Aug-2022 Bains, Harry  |lum-2022
CITZ:EX Review 2022 s 3 2
5 Advanced Education, Skills Levesque, Evan Calendar | |o4-aug- | , | | Baskerville, |E
e naly c 12-Aug- 12-Aug-202 Jun-202
.mlﬁ .Ca endar and Training .FUI Analyst |ermz:ex _Re-,ie\-.- . ompleted |2022 | 2-Aug-2022 | 2-Aug-2022 . _Sh_ar;'!o_n | un-2022
. Levesque, Evan Calendar 04-Aug- : 7 A 5 _
20640 .Calendar Citizens’ Services .FOI Analyst CITZoEX |Review .cum:deted |2022 12-Aug-2022 .12 -Aug-2022 . .m‘_ujj .Jun 2022

N Children and Family e Levesque, Evan Calendar e 04-Aug- |, . ay S on Jun-2

20641 Calendar |0 pment FOT Analyst | TR i Completed |50 12-Aug-2022  |12-Aug-2022 Bond, Allisor Jun-2022
[ | I T | [Levesque, Evan  |Calendar | |04-Aug- | | | | |
20642 Calendar |Citizens’ Services FOI Analyst CITZ:EX Review Completed 2022 12-Aug-2022  |12-Aug-2022 Brouwer, Shayna |Jun-2022

= ¥ ol Levesgue, Evan Calendar Y. A oo o anae 19 Aua-3037F Lo Tur 2
20643 Calendar |Health FOT analyst | TroR e Completed  [50- 12-Aug-2022  |12-Aug-2022 Brown, Stephen |Jun-2022
0644 Calendar [Office of the Premier FOL Analyst |LSvesaue. Evan |Calendar oo,y y 04800 145 4002022 |12-Aug-2022 Brownsey, Silas | Jun-2022

CITZ:EX Review
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Working in Workflows
August 16, 2022
1:44 PM

When you have searched for records in the dashboard related to the workflow you're interested in
or have just created. You should see a list of files:
¢ find the file you're interested in
e right click over the Workflow ID area,
e choose open in New Tab
o This will open that particular file in a new tab,
o This is the recommended method of navigation of individual files because it avoids
the process of having to reconduct a search if you just click on the file you would like
to open.

Dashboard

Workflow 1d:| Fox Reqne:t E Assigned to Group: A 3

& Type: Coendar v] Name:| Assigned to User:| & =

" Report;
T [ Al -

Review Type:|Al -~ Period: U202 |

) o : Limit results by, aa

slmmﬁn ! Ministry:[ Al ~ ted date: SMePS_v
Applied filter:

Publication Due Last Published Exemption
Date Date

| .105';,53 A | nght' alendar .Mental Health and A:dictions.FDI Analyst .;el_lqg-_es-xlerr-l or IFC{:::T" _[n Progress .g;;’;u- _12-.:uq-2:|22 Jun-2022
. | Cllck alendar IHennI Health and Mdininns.FDI Analyst g;;s:t;e =) I;::T::a' .[n Progress :;;;'u 12-Aug-2022 Jun-2022
boto | pppic| e [ R s G [ o (St
_m | Area alendar .::"3’}::::;?:: Sy _rm Analyst é'n"?:';' = _g::"i::" -[n Progress _g;';;"" _12-nug-zozz -Jul\-ZDZZ
30682 Calendar | Agriculture and Food FOI Analyst '\;el']‘_';s_:‘;" wvan ::_'j:_ia" In Progress g;-;;u- 12-Aug-2022 Jun-2022
30683 Calendar | Agriculture and Food FOI Analyst g:;‘:'f Spe :::?::" In Progress g;;;u 12-Aug-2022 Jun-2022
20637 I alendar IE’,‘,T'::’"'""'"“' Assessmant .ot analyst :"m“;"“;z“g"x' E:Lf::" Completed E;Z‘,‘“ 12-8ug-2022 I;s.a.u-znzz Jun-2022
-m . [ -Calendal -Labbur -FDIAnaJ\fst -g_r"::':f' el -’E::'i'::" -com:demd g;'z‘;"‘" -12-nug-2022 .12-,:;.9-2022 | -Jun-ZDH.
bose | . eatendar .::‘;"T’;f:::""a“"“ T S—— ETT?E‘;‘ ol g:'::d\a' | ST g;“;"" [12-aug-2022 |12-8ug-2022 | [nn-2022
20640 . lcatendar |crtizens services [For ansiyst éf_‘;:‘:‘f e .;:‘T::" [compieted g;;:'“ [12-aug-2022 j;z-m.u-znzz . sun-2022
20641 calendar g:i_'_:::;::::‘"‘i" FOI Analyst g;’:“ il E:_Lf::’“" Completed ;;;,'“ 12-8ug-2022  [12-Aug-2022 Jun-2022
30642 -Calendal .Cidzens' Services -FDI Analyst g_:;s:l;e G -:::ei::ar -Compdeled g;;‘;‘u -12-.\lug-2022 .12-,:\.;;-21122 | -Jun-znzz
20643 Calendar |Health FOL analyst |LSvesaue, Evan - (calendar fcorigred (0400 |17.u9-2022  [12-A0-2022 Jun-2022
laoges | . [catendar [office of the Premier |For analyst |Levesaue, Evan —Calendar [0y g;;:‘“ [12-au0-2022 [12-8ug-2022 | |1un-2022

CITZ:EX Review
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0 | | Cpenintormaton Trackes Dast: tJ [ ——— . l+

= o

€ c a - - " s [PANG I aE O L

201858 Froject GovhTecn SharsPoats WEH lieis A5 Test DOCMSLbe Loy DOJRALAD Senvce.. () (2 @Work < OGS [%) 00O Tracker suw 02 CH Cabelng - Bro. 028 CateCal s DMCLst <us POl RtporiDownlo..  sus 03 Act 3 Coer
Edit Calendar Workflow | s e

Workflow 14: 3

Partfalio:

i Haalth and Addictions

Croatod [ aug-2002 Assigmed to: FOI Analyst, Peddle, Jennifer CITZ:EX
Content Type: Calendar Last Date Published: Review Type/Status: Calndsr Review - In Progress
& workflow Files
& Workflow Issues (0)
& Comments (0)
& History
Naene: Malcodmson, Shaila
Review Type: Assign to Group: [F01 Ansyit
Review Status! Assign to User: [Lavesgm, Evan CITZ EX -
Publication Due Date: 12 4w 2
* Beport Period:
Exemption Reason: Exemption Comment:
Publish Workfiow... Save Workflow | | Cancel
Filds marked with * ang ro

e First assign the workflow to yourself if it isn't already and refresh the page.

e This allows you to Add Workflow File:

o Click on + near Workflow Files, then click add workflow file, it will open a pop
up

Publ

Tracker

Edit Calendar Workflow

Workflow Id: 30669 Portfolio: Mental Health and Addictions

Created Date: 04-Aug-2022
Content Type: Calendar Last Date Published:

Assigned to: FOI Analyst, Peddle, Jennifer CITZ:EX
Review Type/Status: Calendar Review - In Progress

i® Workflow Files <+ - CLICK THERI

® workflow Issues (0)
® Comments (0)

® History

Name: Malcolmson, Sheila
Review Type:|Calendar Review w Assign to Group:[FOI Analyst v

Review Status:|in Progress v Assign to User:|Peddie, Jennifer CITZ.EX v
Publication Due Date:|12-Aug-2022

* Report Period: Jun-2022

Exemption Reason:|Select an Exemption Reason v Exemption Comment:|

[Delete Workflow ] ISav.e WOrldiow] [Cancel]

Fields marked with * are required.
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T .
Edit Calendar Workflow

w00z

Workflow Id: 30669 Portfolio: Mental Health and Addictions Created Date: 04-Aug-2022 Assigned to: FOI Analyst, Peddle, Jennifer CITZ:EX
Content Type: Calendar  Last Date Published: Review Type/Status: Calendar Review - In Progress

= Workflow Files

[There are no files associated with this workflow.

«— CLICK THERE

& workflow Issues (0)
& Comments (0)
& History

Name: Malcolmson, Sheila

Review Type:|Calendar Review v Assign to Group:|FOI Analyst v
Review Status: Assign to User:|Peddie, Jennifer CITZ.EX -

* Report Period: Jun-2022

[Select an Exemption Reason v | Exemption Comment:| ]
o (pdee orow ) (Seve Workion] (Cancl

Add Workfiow File

Select a file to upload to this workfiow. The maximum file size allowed is 2GB.

Title: Minister of Mental Health and Addictions - Calendar - June 2022

Description: This document represents the calendar for Hon. Sheila Malcolmson, Minister of Mental Health and Addictions, for the time period of June 2022,
Ministry: Ministry of Mental Health and Addictions d .

I." . E
AR Pt g - Onc_e the |_JO)(ES are ticked;
Publishable Content: [ | File or files uploaded;

¥8| Tick these 2 boxes |
n?:::n:?::; Choose Upload

Ensure you choose a file | (ocad i)

Fields marked with * are required.

Note if you forget to:
e Tick these two boxes you will have to delete the entry, because editing them doesn't work.
¢ Choose a workflow, and hit upload file, the system will create a blank named version of the
file as a pretend upload, and when you go to publish the record will be blank.

o While the process seems really quick, it's important to remember to choose a
workflow file before you upload.

e Otherwise you end up with a blank entry, and you'll have to delete it as the
edit function doesn't work.
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Once you click Upload file it will take you to the following view:
e You will see the file you just uploaded, as well as the Publishable Content and Ready to
Publish options are both Yes, if you you've done it correctly.
e You can choose publish workflow from here if you want, or if there is a batch you can
publish using the Publish Option.

!Edit Calendar Workflow

Workflow Id: 20627 Portfolio: Environmental Assessment Office Created Date: 04-Aug-2022 Assigned to: FO Analyst, Milington, Ann-Marie CITZ:EX
Content Type: Calendar Last Date Published: 15-Aug-2022 Review Type/Status: Calendar Review - Completed

= Workflow Files

Description Document Fortiolio iy i
Content Fublish
30637 Arend, Associate Deputy Ministes, Environmental | This document represents the calendar for Elenore Arend, Associate Deputy Minister, | Environmental s s Edit ...
Elenore. odf _Mses;menl Office - Calendar - June 2022 E_Environmqnlal Assessment Office, for the time period of June 2022. _—\smsmqnl Office | | _Delete |

& Workflow Issues (0)
& Comments (0)
& History

Mame: Arend, Elencre
Review Type: w Assign to Group: [FOI Analyst »
Review Status: ~ Assign to User: [Milingion, Ann-Mare CITZEX ~
Publication Due Date: 12-Aug-2022
* Report Perbod: Jun-2022
Exemption Reason: - Exemption Comment:

o) v

Fields marked with * are required.
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Publication Process
May 4, 2023
12:44 PM

Publication Process

From the OI Dashboard choose the Publish Link at the top of the screen:

= -2 C ) & Added security | https://gww.openinfotracker.gov.bc.ca

) 2016SP Project [*) Gov&Tech [] SharePoints [~ ] WFH links [7] AXISTest .o 00JIRA CIRMO

Create Workflow Publish Publication Groups

T

Workflow Id: FOIF

Content Type:| Estimates Notes v
Review Type: Al v Rept
Review Status:|In Progress v |
Appﬁed filter: Content Type is 'Estimates Notes' and Assigned to User is 'Peddle, Jennifer CITZ:EX' and Limit F

No workflows match the filter.

When you are on the publishable content screen, if there are only 10 files listed, choose Select All,
and then Publish. IF there are more than 10 files displayed on this screen then you need to
select ONLY 10 files at a time and publish in batches (Fatal Errors occur otherwise)

Once you've chosen publish you need to wait on this page until a pop up window appears stating
files are published, select ok and carry on with your day
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Dashboard Create Workflow Publish Publication Groups

Publishable Content

Rapp——
PO0OU1

Publication Due Date:[ ]

Content Type:|[All v
Review Type:|All v |
Review Status:[Al v]
Content Type Portfolio Publication Due Date
29600 FOI General 13-Jun-2022
\ 29566 |FOI General 13-Jun-2022
29569 FOI General 13-Jun-2022
\ 21568 |FOI General 13-Jun-2022
29017 FOI General 13-Jun-2022
| 29556 FOI General 13-Jun-2022
29763 FOI General 13-Jun-2022
\ 20568 |FOI General 13-Jun-2022
29602 FOI General 13-Jun-2022
\ 20577 |FOI General 13-Jun-2022

|select all select none

| Publish Selected|

Ensure that after you choose OK to publish you see a Publication Message that looks like this:
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7
View Publication Messages

Message Type Message

Information |FOI Workflow 31063 : CTZ-2021-10277 Response_Letter_CTZ-2021-10277.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 31063 : CTZ-2021-10277 Response_Package_CTZ-2021-10277.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 26136 : EML-2021-11747 Response_Letter EML-2021-11747.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 26136 : EML-2021-11747 Response_Package_EML-2021-11747.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 21699 : FIN-2019-98215 Response_Letter_FIN-2019-98215.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 21699 : FIN-2019-98215 Response_Package_FIN-2019-98215.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 26774 : GCP-2021-13232 Response_Letter_GCP-2021-13232.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 26774 : GCP-2021-13232 Response_Package_GCP-2021-13232.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 24091 : HTH-2020-05640 Response_Letter_HTH-2020-05640.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 24091 : HTH-2020-05640 Response_Package_HTH-2020-05640_.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 25145 : JTT-2020-01435 Response_Letter_JTT-2020-01435.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 25145 : JTT-2020-01435 Response_Package_JTT-2020-01435.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 18228 : MOE-2019-95716 Response_Letter_ MOE-2019-95716.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 18228 : MOE-2019-95716 Response_Package_MOE-2019-95716.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 31089 : MOE-2021-11375 Response_Letter_MOE-2021-11375.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 31089 : MOE-2021-11375 Response_Package_MOE-2021-11375.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 22416 : TRA-2020-00831 Response_Letter_TRA-2020-00831.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 22416 : TRA-2020-00821 Response_Package_TRA-2020-00821.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 24804 : TRA-2020-06755 Response_Letter_TRA-2020-06755.pdf successfully published on : 19-Apr-2023
Information |FOI Workflow 24804 : TRA-2020-06755 Response_Package_TRA-2020-06755_.pdf successfully published on : 19-Apr-2023

—

If there are any Errors in the Publication message, take a screenshot and report it to your
supervisor, as it will likely need to be reported to IMB:

Example of an Error:

View Publication Messages

"% Message
Type

‘Workflow 32852: Workflow publication failed - system error occurred during processing of System. ArgumentException: Illegal characters in path. at System.[0.Path.CheckInvalidPathChars(String path, Boolean
checkAdditional) at System.l0.Path. thFlltNlmt\ern path) at System.[0.File.InternalWriteAllBytes{String path, Byte[] leﬂ Boolean checkHost) at

| Tracker.Data.Publi umentsToSiteMap(String sHTMLTemplate) in C:\Users\colin \source'\rep ite'\Tracker. Data\Publi tflow.cs:line 1953 at

lemor Tracker.Data flow.CreateSiteMap{String 1l ‘ode, String workflowRecordUID, String workflowTitle, String workf) iption, String workflowHigh , String wor

| String work ishDate, String ol String workfl String workflowRecordURL, String workflowMaonth, String workflowYear, String iflowAp) tType, String ofl s, String
workflowPositionTitle, String workflowIndividual in C:\Users\colin.anderson\sourc bsite' Tracker. Data'\Pub .cs:line 1494 at Tracker.Data, PublishWorldl blish riclow(Ints4
workflowlD, Ints4 1d) in C:\Users\colin, \ bite\Tracker.D W.CS3 line 487 at Tracker.Data. Publ iflows(List™ 1
Inté4 createUserld, String publicationType) in C:\Users\colin.anderson\source) { ive! Tracker. O cs:line 279
\workflow 32853: Workflow publication failed - system error occurred during p 9 of System Tiegal in path. at System.I0.Path.ChecknvalidPathChars(String path, Boolean
|checkAdditional ) at M!m 10.] Paln G!tFIeﬂam!lS!I’m path) at System.10.File. Inbemilmﬂytﬁ(sh'mn path, Byt![] bytes, Boolean ch!dcﬂnst)
Tracker.Data ish SHTML inC: Tracker.Dx li riflow.cs:line 1953 at

=i Tracker.Data C ri L rievalCode, String workf) ), String workflowTitle, String workdl string workflowHighLevelSubject, String workdl b
\String String String String String workf) th, String workflow'Year, String String ees, String

String In C: i ker. cs:line 1494 at Tracker.Data. Int64

I , Inte4 inC: li D dbsite\Tracker cstline 487 at Tracker.Data. List" 1
\Intg4 r1d, String Type) in C:\Users\colin, Tracker.D cs:line 279
Workflow 32854: Workflow publication failed - system error occurred during processing of System i Tlegal in path. at System.10.Path.CheckInvalidPathChars(String path, Boolean
checkAdditional) at System 10.Path.; G![FnleName(Stﬂnu path) at System.10.File.InternalWriteAllBytes(String path, Byte[] Irytes Boolean checkHost) at
Tracker. Data.Publi iteMap(String sHTMLTemplate) in C:\Users\colin ite\Tracker. Data\Publi kflow.cs:line 1953 at

leror Tracker.Data i flow.CreateSiteMap!String il alCode, String workflowRecordUID, String workflowTitle, string workflowDescription, String workflowHighL by String workfl

| String workflowPublishDate, String nukﬂml"mestamp String wnﬂcﬂon{omnhu(or String workflowRecordURL, String workﬂnwl\lnnrh String workflowYear, String il Tvoe Slf|ﬂ9 el . String
workfl itionTitle, String okl ) in C:\Users' rnlln derson), \website\ Tracker. } .cs:line 1494 at Trackel Dala blishWorkflow. PublishBriefinghoteWorkflow (Inté4
workflowlD, Inté4 1d) in C:\Users\colin, Ite\Tracker.D i .cs:line 487 at Tracker.Data.Publish | d ﬂonsrusr 1 selectedWorkflowlDs,
IntS4 createUserld, String publicationType) in C:\Usersicolin.. andelsoﬂ \source! \website'\ Tracker. D i .cs:line 279
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Calendar Severing and Consistency

July 21, 2022
9:13 AM

subject | NOTICE - Open Information update

From Pinske, James CITZ:EX

To

Cc CITZ OPEN INFOGROUP CITZ:EX; Pinske, James CITZ:EX; Beach, Kara CITZ:EX; Onciul, Jamie
CITZ:EX

Sent April 28,2023 11:29 AM

Good morning, please be advised of the following updates that are in effect as of May.

1. Parliamentary Secretary Calendars:

a. As per Ministerial Directive, 01-2023: Parliamentary Secretaries' Calendars,
these calendars are now required to be disclosed proactively. The first
effective reporting period under the new directive is for the April Calendars.
On May 1%, you can expect to receive the updated Calendar “call for records”
(CFR), which will now include Parliamentary Secretary Calendars as a
required record for disclosure. Records will be due May 10™, 2023. For
details on the process as well as Best Practices, please see the Client Guide
for Calendars on the Open Information SharePoint site. If you have any
additional questions or concerns, please do not hesitate to contact me
directly.

2 s. 14
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Thank you for your continued support. If you have any questions, concerns, or feedback,
please do not hesitate to contact me directly or the team at Open.InfoGroup@gov.bc.ca

Regards,
James Pinske, Manager
Innovation & Open Information

Information Access Operations
Ministry of Citizens' Services

Phone:  778.698.3023

Email: James.Pinske@gov.bc.ca

Web: Open Information

PO Box 9569, Stn Prov Gov, Victoria BC V8W 9K1

CTZ-2023-33079 , Page 161 of 256



OI Calendar Severing Guide

November 3, 2023
11:48 AM
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AppWorx Workflow

July 27, 2021
11:23 AM

AppWorx Workflow:
1. File the MTE summaries in OUTLOOK. Ol Team inbox receives workflow files on the 1st of each
month. Dump them all into the Outlook folder for the corresponding Month titled, "AppWorx"

Appears as this:

Favorites Al Unread ByDatev | 2022 01_03 Travel Expense data for KAHLON_RAVI
Inbox - Katherine Ritchie@gov.be.ca 32 * Earliar this Month =
CanT R —_— ) CASHelp <cashelp@gov.bcca>
P To FIN CAS CODE Admin FINEX; ' CITZ OPEN INFOGROUP CITZEX
Deleted Items 69 2022 01_03 Travel Expense d... 2021-07-02
Inbox - CITZ OPEM INFOGROLP CITZEX 8 E:' EU;& 01_03_KAHLON_RAV|_travel_expense_dataxls =
Froactive Estimates (Annual CASHelp []J sl
e - 2022 0103 Travel Expense d...  2021-07-02
« Proactive Open & Closed Reports 1
> Closed (Quarterly) Q\SHdp
Open (Every Wednesdsy) 2022 0103 Travel Expense d...  2021-07-02
* Proactive Transition Binders
_ - CASHelp
#Proactive Travel Expenses 3 2022 01,03 Travel Expense d...  2021-07-02
~ Deputy Minister - Monthly TE 2
*FIN CAS AppWond 4 CASHelp 1}
g 2022 01_03 Travel Expense d... 2021-07-02
> 02 FEBRUARY 2021 LDD March 30 20
»03 MARCH 2021 LDD APRIL 30 57
biven CASHelp
> 04 April 2021 LDD MAY 30 36 2022 01_03 Travel Expense d... 2021-07-02
> 05 MAY 2021 LDD June 30 20
+ 06 JUNE 2021 LDD July 30 21 CASHelp
R — 2022 01_03 Travel Expense d... 2021-07-02
APPWORX| 25

2. Identify which summaries are current Deputy Minister summaries. Open k drive file found
K:\Open Information\1. Proactive Release\Travel Expenses or quick link below - this is a Current
list of DMs. Also Open the MTE July Tracking sheet file found K:\Open Information\1. Proactive
Release\Travel Expenses\2021-07-JULY MTE or at the quick link below.

<<JULY2021 MTE TRACKING.xlsx>>

<<Ordered List of DMs.xlsx>>

Many DM files will be missing as we are only in the second quarter and if DMs do not have travel
expenses, there will be no AppWorx file generated by FINCAS for them, this is totally normal.
FINCAS sends us more files than necessary for ADMs, Ministers, ect., this is something we will
attempt to Lean Out in 2022.

e Open the AppWorx folder in Outlook

¢ Inthe search bar, look up each DM by last name according to the tracking sheet

¢ Ordered List of DMs is for reference only, and is updated when staffing changes in Government

3. Drag and Drop current DM AppWorx files into the "APPWORX FILES TO UPLOAD" folder on k
drive (snippet below)
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= | 2021-07-JULY MTE

Home Share View
— i | » This PC i K:) » Open Information > 1. Proactive Release Travel Expenses * 2021-07-JULY MTE
st Quick access .
APPROVED MTE SUMMARIES 2021-07-27 11:31 A
& OneDrive

APPWORX FILES TO UPLOAD
= This PC @5 JULY2021 MTE TRACKING D 32 AM Microsoft Excel W. 15 KB
# 3D Objects

The files you drag into APPWORX FILES TO UPLOAD will be drag and dropped into Sharepoint - we
cannot move items from Outlook into Sharepoint directly.

4. Upload AppWorx Files to Sharepoint
Here is the link to Sharepoint, you may need to log in with your IDIR.

https://citz.sp.gov.bc.ca/sites/CIRMO/IAO/OIRR/Shared%20Documents/Forms/Allltems.aspx
Locate July 2021 and click into it, looks like this:

s SharePoint Sites

Ritchie, Katherine CITZEX =

[+

Drag and Drop the AppWorkx files from the folder in k drive, to the month of July, looks like this:

# |  SharePoint Sites

Ritchie, Katherine CITZEX

@ w

I+
4]

You're Done!

Individual ministry contacts will collect their data from here. Then they will email us 1 page

summaries we convert to landscape PDf and save to k drive to "APPROVED MTE SUMMARIES" for
uploading in the Ol Tracker.
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How to Review Open Report

June 1, 2021
2:56 PM
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<<Open FOI Report Review.docx>>

Review Process for Weekly Open FOI Report
August 26, 2018
Updated June 2021
Katherine Ritchie

Once email is received from the BIAS Team with the Excel spreadsheet attached:

* Open excel and check that the date at the top of the list is the correct date for the current
reporting period, then go to the bottom of the report (hold Ctrl key and press the arrow down)
and ensure that it is a date in and around November 2, 2018.

* Go back to the top and select all:

“ Home m

X Cut

[ Copy -

Paste
- ¥ Format Painter

Clipboard

D5
—p A
1 Start Date
July 27, 2018
—
2 Then right click in the first date cell and select “Format Cells” selecting the

“Alignment” tab at the top.

MNumber Alignment For
Text alignment
Horizontal:

-  Left (Indent) v
Vertical:

- Center v

Ensure the Horizontal and Vertical are set as shown here then
click OK.

* Next select the entire “Request Number” column and hit Ctrl-F (Options, toggle “Match case”
on)
o Inthe “Find what” search-box select, one at a time, the following three file prefixes -
OBC, MGC, PSE, 110 and CLB - make completely sure none of those types of files have
made it to the open report. If one of those file types gets through, immediately advise
your supervisor or manager. (Supervisor/Manager will advise BIAS team)
® Once these steps are complete, go in to the following folder: K:\Open Information\1. Proactive
Release\Open FOI Requests\1. Reference Documents
* Open “Statuses for Open File Report.xlsx”
* Inthe Open Report, select the cell at the top of the column where “Status” is typed and then
click on Sort & Filter:
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Review Process for Weekly Open FOI Report
August 26, 2018
Updated June 2021
Katherine Ritchie

Sum - A p

Find &
Select -

Editing
then click on “Filter”

Copy “Approving” in the Statuses for Open FOI Requests list and then use the filter drop down in
the report column for Status and first deselect all the selections, then select all the items that
are listed in the reference document that fit with approving in the Report and past — text in to
replace:
o
$tatus x

Approwng
Approwng
Apprny

Approeng

Approwng

Approeng

Approvng

Aoprovieg

Do the same with each of the remaining statuses.
Once complete, unselect the Filter tab and Save with the same naming convention as the
previous reports found in the folder K:\Open Information\1. Proactive Release\Open FOI
Requests (save as, click on the previous week’s report, then advance each date by seven days
and save — for example “Open_FOI_Requests_Novemberl-December10_Publish_January9”
becomes “Open_FOI_Requests_Novemberl-December17_Publish_lanuaryl6” Leave
Novemberl alone. Then drag and drop last week’s report into the Past Reports folder)

o N.B. ordinarily, Blank spaces in the Status column are an anomaly requiring
investigation and correction, however, there is currently a s.43 review occurring with a
description of “All emails sent to or received from [specified email] including cc’s and
bec’s” = this status should be replaced with “Legislative Review”. In the case of other
blank Statuses, investigate in AXIS and bring any questions/concerns to your
supervisor or manager

Email supervisor/manager (cc other team members) to advise the report has been reviewed and
saved in usual spot. Supervisor/manager will quickly give the file a once over to search for
anything missed.
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Review Process for Weekly Open FOI Report
August 26, 2018
Updated June 2021
Katherine Ritchie

At this point, the file will be sanitized by going to the File tab and selecting Inspect Workbook, inspecting
it, and removing anything, inspecting it again to ensure nothing is missed:

LGCumen mepecion ¢ =

Protect Workbook To check e dacement 10r e seTEd conmem ck mape

i~ Control what types of changes people can
Protect || [camements

Workbook - PN the domest far coments

|- Dacymen Peogpartien and Parseal Intermanian
Inspect Tapact: N hidden matadats o parLonal Informanon 1aved wih the documest

Baon put

=] Dt Mhadai
mipects Dot ol for srmbacired dats that may nof e mkle o e shases

[] Coment Add ina
Manage Workbook mpecty ot Cortert skt e vaved m the dosurmemt Sy
o B - iionnnop S | R
Wonkhok - TDeCHs 104 Tash Bar s, savd o e dosiamant
zex
|| ivat T aisben. BivatCharts, Cubs Formules, Sicers, and Timslines
Browser View Options rapects for PuofTabies. PrestCharts. cuba formastas, shoars. and bemalines, which may nclede Sats
wG Pick WAL USBTS £ Bt Wi This werkhook Ex
Drerweser View = [ ——
pinge Ut fon erebeciied decuments, whh may mchadk isormation Tars st itk i he fle
(=) o
——

* Save once inspected and report is now ready for submission. Manager signs off and the record is
published online via CMS Lite.

IMPORTANT: There will be two files in the Open FOI Requests folder — the most recent report (which will
be migrated to the Past reports folder when the newest report is completed) and the past report, which
is the last report published under directive 05-2016 titled “Open_FOI_Requests_October14-
November30_Publish_lanuary2” — This report must be left alone and unopened. It part of the newest
ministerial directive that this report remain up for those wishing to go back before 2019 to have a place
to look.

This is a continuously evolving report, these instructions are meant as a guideline, and should not be
taken as inclusive — use your own best judgement.
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Overview

May 5, 2021
17:30

¢ Received from Andrew or Jamie every Thursday

¢ First reviewed and second review by Open Info Analysts following workflow
¢ Published to website following CMS Lite Procedures on Wednesday
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10. From the top black ribbon click on Content.
11. In the left hand tree navigate to Province of British Columbia > Initiatives, Plans & Strategies 2>
Open Government = Open Information = Select Open and Active Freedom of Information

Requests

12. In the right hand section of the screen, click the Topic Tab

Action «
Prvince of Brseh Cobambia
I Bty Cokumbeans & Our Gavernments
I intathers, Plans b Strategees
N Asgulatory Retorm
= ||| Open Gowesnment
= || I Open information
I Aot O i mation
W Frequently Asked Quastions
W Search the Open informatien Casoges
I Search the Open informaton Catslogus

W Browne information Reieanes (FOI Sequests)

W Search for Information Beleases (FOH
Bequesty)

W Search intor mation Rebeanes detass page

I Browse Travel Expenses

I Saarch for Travel Experass

W Search for Open Informaton Documents
W Catalogue cetads page

W Search Travel Expenses datas page

I Browss Darectly Awar ded Cortraces
) Search for Diecthy-Amarded Contratts

B Sesrch Dirsetly Amared-Contracts dutais
page

AR B AR A TR AT A M bt

Topic  arousel  Alerts  RightColumn  Search  Lsage  Metadata  Tags  Mistory

* Tithe: Open Fresdom of informition Requests Created ZONE-04-20 01:20 PM
Dt
“MavTite:  Open Freedom of information Requests
- CreatedBy:  DENLSKIBO
. opers derdorm ol itfarmation equests
iz, of - PageStatus  PURLISHID
Page Type: Topic Publizhed FONTO426 11:51 A
Date:
I5TTADEGEETEAE IDF0EFSADSERESETS]
L Published  IDENESCHLMM
Modified 01708261131 AM b
Oartec Lacked
Modified By MDETRSCHUMM -
Locked By:
Page Enghsh
Hide from navigation?
Production URLs
Prod UAL: o a0 be

Prod GLMD

URL:

13. Scroll down to the body section, highlight the hyperlinked text “View the currently open

Freedom of Information Requests” then click the break link button. Confirm file size in Open
Report folder and change in the hyper Link body.
14. With the text still highlighted, click the hyperlink button.

* Body:

(XD @@ @ « ~|Q' W[B IS5 x x L

el X E[-_E\F e

m@-= o=+ B &

[rome ][z 9]

E of 8

of Open F of Inf (Fon

Updates to the summary of open FOI requests posted on the Open Information website occur on a weekly basis. The
information is drawn from the government's request tracking system and active requests are included no sooner than 30
calendar days after they are received Because the requests are active, the updales provided are subject to change

e

15. In the window that pops up, click the Asset Picker button.
16. Another window will pop up. Type the file name into the search assets field (hint you can

copy/paste the file name if you find it on the LAN). Hit the TAB key.
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17.
18.
19.
20.

21.

The asset should appear beneath the search field. Select it and click OK.

Click Publish.

Click View QA and check the link to ensure it worked.

Open an IE browser and navigate to the Open Info website and check the link in there too just to
make sure the changes are live and working as intended. If they don’t work right away, clear the
browser cache, wait a few minutes and try again.

Go back to the Assets tab in CMS lite then un-publish and delete the file from the previous
week.
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Reference Docs
June 1, 2021
2:59 PM

<<Statuses for Open File Report.xlsx>>

CTZ-2023-33079 , Page 175 of 256



al Status

Amended
Assigned
Call - Awaiting Further Records

Call - CFR Sent

Call - Deduplication in Progress

Call - Fees Paid CFR Sent

Call - Narrowing/Clarifying

Call - Ready for CFR

Call - Reminder 1

Call - Reminder 2

Call - Team to Review

Closed

Consult - External

Consult - Internal

Consult - Third Party

Consult - With PA for Harms
Disposition Accepted

Ext - Sent

Fae - Balance - Awaiting Payment
Fee - Estimate - Awaiting Payment
Fee - Estimate - Deposit Received
Fee - Estimate - Narrowing

Fee - Estimate - Payment Received
Fee - Estimate - Received

Fee - Estimate - Revised - Sent

Fee - Estimate - Sent

Fee - Waiver - Advice Sent

Few - Waiver - Decision Sent

Fee - Walver - Preparing Advice Form
Fee - Waiver - Request Received
File - Sent for Print

1AD Preparing NRR

A0 Preparing Sign-Off

Intake - Awaiting Clarification
Intake - Awalting Processing

Intake - File Assigned to Team
Intake - Section 5 Pending
Intake - XGOV coordination underway
01 - Exemption Approved
Ol - Exemption Requested
DIPC Review

On Hold

On Hold - Fee Related

On Hold - other

Peer Review

Peer Review Complete
Perfected

Phased - Records Reviewing
Phased - Response Preparing
Phased - Sign Sent

Received

Records - Ready for Review
Records - Ready to Scan
Records - Reviewing
Records - Scanning

Records - Tagging

Request for Docs Sent
Response - NRR Required
Response - Preparing
Response - Sent - Electronic
Response - Sent - Hardcopy
Section 43 - Pending

Sign - Approved

Sign - Preparing

Sign - Reminder

Sign - Sent

Sign - Sent - Revised
Transfer - Full

Transfer - Partlal

Records - BC Mail

Fim started

GatherngConfinming records

Fie started

Respandng

Legsatve revew
Legsative review

Gatherng/Confimming records

Legakative review

‘Gathering'Confirming records
GatherngConfirming records
Gatherng'Confimming records

Respanding
Responding
Respandng
[Respondng
Legsktive review

Respanding
Legskative review

Gatherng/Coniming records
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1 Original Status

61 |OIPC Review

62 Perfected

63 Phased - Records Reviewin|
64 Received

65 Records - Ready for Review
66 Records - Reviewing

67 Section 43 - Pending

68 Transfer - Denied

69 Transfer - Partial

70 |Closed

71 Disposition Accepted

72 |Fee - Balance - Awaiting Pa'
73 Fee - Balance - Payment Re
74 [File - Sent for Print

75 |IAO Preparing NRR

76 |Phased - Response Preparir
77 |Response - NRR Required
78 |Response - Preparing

79 |Response - Sent - Electroni¢
80 Response - Sent - Hardcopy
81 |Transfer - Full

o9

~ Publishable status

60 |Ol - Exemption Requested- lﬂ SortAtoZ

Z| sortZtoA

Sort by Color

Text Filters

Search

[ (Select All)
--[¥| Approving
.|+ File started

i.-[#] Gathering/Confirming records

“.|vl Legislative review
-[¥I Responding
~.[#! (Blanks)

Publishing to CMS Lite

<<CMS Lite Open Report Publishing 20220720_115738-Meeting Recording.mp4>>
Video of CMS Lite publishing process - note in the video it will mention
under Content page going to "Open and Active Freedom of Information

Requests"

You need to click Records Released by Request instead

April 19, 2023
12:10 PM

Don't forget to email the inbox when it is published.

1. Peer Review the Open Report

1. Rename Excel Spreadsheet to "Open_FOI_Requests"
2. Open excel, and change the Sheet name to the Date you're

publishing the report on
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3. Check to ensure all information is correct per the "How to
Review" instructions,
4. Under File > Info
a. Choose Check for Issues - Inspect Document
i. Tick all options then Inspect
1. Clean up file based on recommendations
ii. Save File
If you don't already have it, download and install Firefox web browser.
Navigate to: this link and log in.
Click on Assets in the top ribbon
On the left hand side dropdown tree navigate to Province of British
Columbia > British Columbians & Our Governments - Initiatives
Plans & Strategies = Open Government = Open Information. _
m IE"—:L“‘\-I1;1::‘C" fln!nh Columbia > British Columbians & Our Governments > Initiatives Plans & Strategies > Open

Open Information

Sy b S I

C R 3 B T £ £ £ £
[ Oetete Corrus Fokie |
6. Click on Open Information

7. Near the top left, click on Action = Upload File(s)
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d D2 roject C v O nts st 0 ite @00 ice Desk @ @ 01 05107 G 01 01 Tracker

Lite - 2.9.6 (ETL) Province of British Columbia ~ Assets

Province of British Columbia > British Columbians & O

Open Information

Action -

New Folder N
Folder History

Upload File(s)
. : Open Information
Delete Folder Name P
Bulk Tag Assets in Current Folder and Their Children Folder ID: TC24ACDSC5ES4395877764D106278D12
* Publish Selected

Publish Selected With Children File/Folder Name

& Directly_Awarded_Contracts

& Icons and images

& Jan_2018_calendars

& Mar_2022_bnsummaries

v
< Icons and images

Upload the Open Info report set for publication on that day from

here.
1. Note it will warn you that it will overwrite a file in the folder

previously called that.

Upload File  Overwriting this file is intentional, it’s
ok to confirm

The following files already exist in this folder. Are you sure you want to overwrite the file(s)?
open_foi_requests.xlsx

Default tag collections will not be applied to these files.

File: Browse... | Open_FOI_Requests.xlsx

Upload
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2. This is ok, it is why we named the files the same thing.

9. Select the file from the list on the right side of the screen and click
publish.
Click publish now and confirm.

- EEEETTT = [E
€« O w A 3l §

Acressiaty Tacs GO B ooomsuee [ 006F0Rs O 00ARAWD Senice.. [ 01ANSINT aw 01 FOIMOD TEST wae 0100 Tmcker ) 02 SWork 02BOsteCol  se 02 FOITESTMOD [p. e 02 OfCoielog - Bro.. [} G2TESTANS aw 03 et

Lite - 2.9.6 (ETL) bia - sets Peddle, Jennifer CITZ:EX

“ Province of British Columbia > British Columbians & Our Governments > Initiatives Plans & Strategies > Open Government

Open Information

Fokder  Mistory

= " ot 10
- B & openormaton e SRR
:; Service Delvery Contracts fer I « 4 e 1
11. S . Tick file
- Ma Voujust m
uploaded . e |
¢ B
[ o |
. - |
[ serres |
|
CLICK { b 614 PUBLIEHED 20220714 1D ASSET I
THERE “::»mﬁnyvn P H B i

12.From the top black ribbon click on Content.

13.In the left hand tree navigate to Province of British Columbia =
Initiatives, Plans & Strategies - Open Government = Open
Information - Select Records Released by Request

14.1n the right hand section of the screen, click the Topic Tab

15. Scroll to the *Body section,
1. Clickinside the Area and update the Last Updated filed to Current Date.
2. Then scroll down within this window until you see the following view "Check the
status of requests for records"
a. Update the file number inside the button to reflect the size of the newly
uploaded file.
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et [ 200458 Prject

Lite - 2.9.6 (ETL)

('I"III.

laeawans

Province of British Columbia > British Columblans and our governments > Initiatives, plans and strategles > Open Government > Open
Information

Records released by request o

Settings  Topic  Corousel  Alerts  RightColumn  Search  Usage  Metadsts  Togs  Mistory  Analytics

BEPLICANT_TOMC

ntro FIEEC [ w|[e 1 8 = « z][= = IR
(oo mEe JEa 2 a0=% 8 & &8 nw-|[E]xa]
<
s l\|.|r-.- Craracters. lﬂﬁ']”‘
R [ ®|[e 7 6 = w z|[z= ==« =8 1w
[= = m g e EE-= o=% 8 8 E| oma-|[E][xJ]

*Check the status of requests for records

T L ———

[ viewan [ sove [ oo J§ rubeen | [ viewrsoo J§ concet Jf oeee |
6. Click Save, then confirm saved changes, then click Publish.

1. Tick the box for emailing when published (to receive an email that it's

published)
17. Click View QA

1. Check the publish date to ensure it's current to today

2. Check the link to ensure it worked and the correct file downloaded

3. Navigate to the Open Info website and check the link in there too just to make
sure the changes are live and working as intended. If they don’t work right

away, clear the browser cache, wait a few minutes and try again. Records
released by request - Province of British Columbia (gov.bc.ca)

Characiers: 2111

1. Unpublishing previous version is no longer necessary as we are now overwriting
the previous version.
19. Log out of CMSLite and close window
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a‘\% INFORMATION
Britisny  A\CCESS OPERATIONS PROACTIVE DISCLOSURE - APPROVAL FORM
COLUMBIA Ministry of Citizens’ Services

Please return approval form to Open.InfoGroup@gov.bc.ca

Select Ministerial Directive

Select Period , Select Fiscal Year

Select Public Body

Redactions applied to the subject records must reflect exceptions permitted under the Freedom of
Information and Protection of Privacy Act (FOIPPA). The below verbiage has been used where
information has been severed:

. . FOIPPA
Severing Verbiage .
Cabinet Confidences 12
Advice/Recommendations 13
Legal Communications 14
Security Concern 15

Intergovernmental Communications | 16
Government Financial Information | 17

Personal Security 19
Business Information 21
Personal Information 22
Ministry Executive Name: Signature: Date:
Comments:
Last Updated: December 2022 Page 1 of 1
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Quarterly Minister Travel Expenses Escalation Process
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