D'Argi’s, Julie SDSI:EX

From: s.22

Sent: Friday, May 27, 2016 11:38 AM
To: Taytor, Sheila A SDSLEX
Subject: request for more informaticn

Goad Morning Deputy Minister
I had sent you an email as per your suggestion we had my meetirig on the 18th with Minister Stilwell. I
emailed you earlier this week but was not sure if you got so I thought I would fe-send with a few
additiona! questions that have come up.
Here are some follow up regarding the OTC (over the counter) meds that those on PWD find costly when
having to use them frequently. I have heard from numerous people that things as simple as Tylencl extra
strength or analgesic creams efc. s.22 are just some affected by this. Not all meds are allowed on &
scripts as the Minister indicated that we should ask the Dr. to do. These eat into their PWD budget
drastically.
I am writing to you to find out what can be done to minimize these cosis and your suggestions of what to
do.
Secondly, when we spoke about reaching out to those in areas where there was no public transit, you
mentioned there had been an online survey that was done with respect to transportation. You also
indicated that there were thousands that had replied. I had mentioned that I would like to see those
numbers how many replied/what areas etc. so with that in mind I am following up on this. I would like the
following info:
1-When was the survey conline (from when-when)?
2-Was it solely for the purpose of finding out what the 45,000 who did not utilize the STS or bus pass
pfrogram?
3-If not, what was done to reach out tojust the 45,000 to find out what their neads are for transportation
and why
they had not accessed any of the excessing programs for transportation? When?
4-What all did the survey encompass?
5-Was there a paper based sent out as well fer those that may not have computer access?
6-Can you please send me a copy of the survey?
7-You mentioned during our meeting that thousand had replied so could you please send me the stats on
how many
replied, what area are the replies from, the bieakdown on regions vs replies?
8-How soon can 1 get this information?
9-Why is it that those in areas that did not have public transit were not informed of other avenues if any
of what they '
could access for?
10-Where are you pulling the stats with respects to the 1-866 response times from and how can I access
those stats?
11-When in June is the information coming out about opting out?
12-How can one opt out one mth and in another? How is the opting in and out suppose to work if the
cheques come out 1 mth in advance? {July comes out in June)
13-Are those hetween 60-65 who are on PWD or assistance be affected by the change in the disability bus
pass cost? Will theirs remain the same at $45 a year or will it go up as well. What about those on STS for
same age group?
I appreciate your offer to answer these quastions and trust T will get the answers shortly,
Regards
s.22
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D'Argis, Julie SDSLEX

From: s.22 . .
Sent: Monday, May 23, 2016 12:18 PM
To: Taylar, Sheila A SDSLEX

Subject: Follow up

Hello Ms. Taylor
When we had my meeting on the 18th with Minister Stilwell you indicated that I could email you with
some follow up regarding the OTC (over the counter) meds that those on PWD find costly when having to
use them freguently. I have heard from numerous people that things as simple as Tylenol extra strength
or analgesic creams etc. .22 are just some affected by this. Not all meds are allowed on a scripts as
the Minister indicated that we should ask the Dr, to do. These eat into their PWD budget drastically. So, I
am writing to you to find out what can ba done to minimize these costs and your sugdestions of what to
do.
Secondly, when we spoke abaout reaching out to those in areas where there was no public transit, you
mentioned there had been an online survey that was done with respect to transportation. You also
indicated that there were thousands that had replied. I had mentioned that T would like to see those
numbers how many replied/what areas etc. so with that in mind I am following up on this. I would like the
following info:
1-When was the survey online (from when-when)?
2-Was it solely for the purpose of finding cut what the 45,000 who did Aot utilize the STS or bus pass
program? _
3-1f not, what was done te reach out to just the 45,000 to find out what their needs are for transportation
and why

they had not accessed ariy of the excessing programs for transportation? When?
4-What all did the survey encompass?
5-Was there a paper based sent out as well for those that may not have computer access?
6-Can you please send me a copy of the survey?
7-You mentioned during our meeting that thousand had replied so could you please send me the stats on
how many

replied, what area are the.replies from, the breakdown on regions vs replies?
8-How soon can I get this information?
S-Why is it that these in areas that did not have public transit were not infermed of other avenues if any
of what they

could access for?
10-Where are you pulling the stats with respects to the 1-866 response times from and how can I access
those stats?
11-When in June is the information coming out about opting out?
12-How can one opt out one mth and in another? How is the opting in and out suppose to work if the
cheques come out 1 mth in advance? (July comes.out in June)
1 appreciate your offer to answer these questions and trust I will get the answers shortly.
Regards
s.22
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D'Argis, Julie SDSLEX

From: Collins, Alison J SDSEEX on behalf of Minister, SDSI SDSEEX
Sent: Monday, May 30, 2016.2:18 PM

To: s 722 _

Subject: 180065 1g 22  SDSI Correspondence

Ref: 190065

s.22

Dear 5.22

Thank you for meeting with the Honourable Michelle Stilwell, Minister of Social Development and
Social Innovation, and me on May 18, 2016, to discuss your concerns regarding the recently
announced Persons with Disabilities (PWD) rate increase,

During the meeting you mentioned you were not aware of the disability consultation the ministry had
conducted so I thought [ would provide you with some information about that process.

From December 3, 2013, to March 11, 2014, the B.C. government consulted with British Columbians
to better understand how government, businesses and communities can increase accessibility and
decrease barriers for people living with disabilities. Peaple participated in a number of ways, including
in-person consultations, submissions, stakeholder meetings, and online discussion.

During the consultation, the government conducted 23 in-person sessions in 15 communities, which
were attended by 1,149 people and 116 community champions (volunteers who helped facilitate at
in-person sessions). Attendees provided more than 4,500 in-person suggestions and 1,650 solutions
wall posts (ideas for cutting red tape submitted at in-person sessions).

The disability consultation website was visited 27,965 times, resulting in 698 toolkit downloads and
1,103 online comments. The government aiso received 405 other submissions, including 65
submissions from organizations, and there were 1,281 mentions on Twitter.

The Disability Consultation Report, released in May 2014, is a reflection of what was heard during the
consultation. The report includes twelve dominant themes that emerged. Transportation was one of
the themes. Here are a couple of examples of comments received during the consultation about
transportation supports. “l live in rural areas with no bus service. | don't receive any assistance for
transportation. How does the government expect me to get around? | live 45 minutes away from
town.™ Another said, "Why do you think it's important that we reduce barriers and increase
accessibility for persons with disabilities in B.C.? Obviously, accessibility includes transportation
options, which are often not available in rural communities and not affordable in cities.”

1
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Accessibility 2024: Making B.C. the most progressive place for people with disabilities in Canada by
2024 is the 10-year action plan released at the Accessibility Summit in June 2014 that is designed
around 12 building blocks that represent the themes that emerged through the consultation.

Through Accessibility 2024, the government has outlined its strategic plan to become the most
progressive jurisdiction in Canada for persons with disabilities, including 53 commitments over the
next ten years. To view Accessibility 2024 and the disability consultation report “Moving Together
toward an Accessible B.C.” please visit www.gov.bc.ca/accessibility.

As noted above, one of the concerns we heard through the disability consultation was from people
living in rural areas about their issues with transportation and their ability to get around in their
communities. As discussed, beginning September 1, 2016, everyone with the Persons with the
Disabilities (PWD) designation will receive a rate increase of $25 to their monthly support alfowance.
They will also receive a $52 transportation support allowance. The transportatiocn support allowance
witl either be added to the monthly assistance payment or be provided in the form of a bus pass.

Those who currently have a bus pass can continue to use it for the remainder of 20186 if they choose.
Qr, if they prefer, they may choose to have the $52 transportation allowance added to their monthly
assistance payment effective September 1, 2016. Those who wish ta keep their bus pass for
September 2016 will have the option to change their mind at a later time. { would like to reiterate no
one is losing their bus pass. In fact 45,000 people who did not previously receive any form of
transportation support will now receive it.

In June, a letter will be sent to disability assistance recipients who have a current bus pass with maore
details around updates and options available to them. Individuals receiving disability assistance who
have a current bus pass may notify the ministry anytime between June and early August if they want
to opt out of the bus pass program and have a transportation allowance added to their monthly
assistance payment effective September 1, 2016.

There is no change to the BC Bus Pass Program for low-income seniors. The ministry will continue to
provide a subsidized bus pass to eligible seniors for the annual $45 administration fee.

The Ministry of Health provides premium-assisted medical coverage to residents of British Columbia
through the Medical Services Pian (MSP) and PharmaCare. The MSP program ensures that British
Columbians are covered for medically-required services provided by physicians and supplementary
heaith-care practitioners, laboratory services and diagnostic procedures. PharmaCare provides
coverage for the cost of prescription drugs and designated medical supplies.

The BC Employment and Assistance program assists eligible clients and their families in accessing
MSP and PharmaCare. BCEA program clients are not required to pay any premiums or deductibles
for these programs. You may have misunderstood the information discussed but the ministry does
not provide coverage for over-the-counter medications.
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In relation to your question around the ministry’s 1-866 phaone ling, 1 can tell you that our telephone
technology has been enhanced. Through the 1-866-866-08C0 line, clients can now access
information and services, leave a call back humber and keep their place in line, and get an up-front
message of the expected wait time.

QOver the period of April 18 to May 20 the average wait time was 17 minutes. Cailers may experience
longer than normal wait times on the days leading up to and including cheque-issue day. Times with
lowest call volumes are between 10:30 am to 11:30 am and 2:45 pm to 4.00 pm, Monday through
Friday.

Thank you again for bringing your concerns to our attention and for your advocacy on behalf of
persons with disabilities.

Sincerely,

Sheila Taylor
Deputy Minister
Ministry of Social Development and Social Innovation
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April 22

9:30 AM - 10:30 AM

Briefing re Bus Pass Folicy

invitees: §.22 Robin Loxton, 18.22 . Molly Harrington, tan Ross, Stacey
McGaghey Jones, Raymond Fieltsch

April 27

11:00 AM - 12:00 PV

Pre-Brief: Bus Pass

[nvitees: Molly Harrington, lan Ross, Shannon Pendergast, Stacey McGaghey lones, Raymaond Fieltsch,
Debi Upton, Robert Bruce

Apri} 27

3:00PM - 4:00 PM

CLBC Critic Briefing on Bus Pass

tnvitees: Nicholas Simons, Sheila Taylor, Molly Harrington, Debi Upton, Seonag Macrae, Lynn Davies

May 5

2:00 PM - 2:30 PM

Pre-Brief Update Re: Bus Pass Policy

Invitees: Molly Harrington, lan Ross, Shannon Pendergast, Stacey McGaghey Jones, Raymond Fieltsch,
Bebi Upton

May &

9:30 AM - 10:30 AM

Update Re: Bus Pass Policy

Invitees g 22 Rohin Loxton, g 22 Volly Harrington, lan Ross, Stacey
McGaghey Jones, Raymond Fieltsch

May 27

3:00-PM - 3:15 PM

Pre-Brief re Bus Pass

Invitees: Molly Harrington, lan Ross, Stacey McGaghey Jones, Raymond Fieltsch

May-27

3:15PM - 4:15 PM

Update: Bus Pass Policy

invitees: . g 29 “Robin Loxton, 5. 22 . Molly Harrington, lan Rass, Stacey
McGaghey Jones, Raymend Fieltsch
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mae Regilatony  pogulatory Criteria Checklist

COLUMBLA ¢

The purpose of the checidist is to demonstrate that legislative and regulatory changes have been developed
according to the Regulatory Reform Policy, while still protecting public healih, safely and the environment,

Name of authorizing legislation: E
Name of réegulation, If applicable’

Purpose

Regulatory Criteria
s I certify that the following Regulatory Reform Principies were considered for this legislation or requlation:
1. Is needed and efficlent
2, s outcome based and will be regularly reviewed
3. Was transparently developed and will be clearly communicated
4. Is cost effective and evidence based

5. is supperiive of BC's economy and small husiness

Floase provide ar expianaiiaon § any of the cdleria above were not consicered (cortinued on pags 2

Number of Regulatory Requirements to be added:

MNumber of Regulatory Requirements to be eliminated:

NET CHANGE: O

[P

Date:

Signature, Responsible Minister of Head of Regulatory Authority

Sighator Name: T¥ Hon iraph

Mirastry/Agency Name: M

Contact Name: Michael ]
la st Revised October 2015
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Evans Locker, Ann SDSLEX

From:
Sent:
To:

Subject:
Attachmenis:

Ruel, Janis M SDSLEX

Monday, April 25, 2016 9:29 AM

LaHue, Anita SDSLEX; Kelly, Georgina SDSLEX; Archer, Terri SDSLEX; Maclean, Amber
SDSLEX

1st Drafts June Update Letters to Transtink and BC Transit Clients

BC Bus Pass Program - Client Letter - June Update Translink- Draft 1.do¢; BC Bus Pass
Program - Client Letter - June Update BC Transit Draft 1.doc

Hi there, | drafted the two letters for clients {Translink and BC Transit} for the June update. There is information on the
PWD rate increase and the changes to the BC Bus Pass Program in both letters. The stakehotder letters can match what
is in the client letters once the client lefters are approved.

With the approvals coming so quick and what we know so far | wanted to put something together for consideration for
review and edits. | think I've captured what the purpose of this communication in June is. Yet my detailed knowledge is
limited. Let me know what you think, Janis

Janis M Ruel

Manager Community Relations and Service Quality
Ministry of Social Development and Social Innovation
Operations Support, Service Delivery Division

Cell: 250-415-5144
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_BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changes to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 ali clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.
e Clients who do not receive transportation supports will receive an increase of $77.

s Clients on disability assistance who access a subsidized annual BC Bus Pass wil}
see a rate increase of $25 per month, in addition to the bus pass.

s Clients who choose to opt out of receiving transportation supports through the BC
Bus Program can contact the BC Bus Pass Program to update their information and
receive the full increase of $77.

BC Bus Pass Program Contact information

Phone

Call 1 866 866-0800 and choose the appropriate option:
« Option 1: If you are receiving Ministry services, input your Personal Identification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1
« Option 2: If you are receiving Ministry services and do not have a Personal dentification
Number or Social Insurance Number, or for all general inquiries, enter your 10 digit.
phone number, then press option 3, and then press option 1
Phone service is available Monday to Friday between 9 am —4 pm.
Emaii

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

Please Note - There is no need to return your BC Bus Pass at this time. Your BC
Bus Pass is still valid for the month of August 2016.

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Telephone: 1-866-886-0800
Social Davelopmerit PO BOX 8950 STN PROV GOVT
and Social Innovation \ictoria, BC V8 9R3

2 of 467



_BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changés to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016,

Beginning September 1, 2016 ali clients with the PWD designation will receive a
monthly rate increase. This applies to all aduits in a family unit with a PWD designation.
» Clients who do nof receive transportation supports will receive an increase of $77.

s Clients on disability assistance who access a subsidized annual BC Bus Pass will
see a rate increase of $25 per month, in addition to the bus pass.

s Clients who choose to opt out of receiving transportation supports through the BC
Bus Program can contact the BC Bus Pass Program to update their information and
receive the full increase of $77.

BC Bus Pass Program Contact Information

Phone

Cali 1 866 866-0800 and choose the appropriate option:
» Option 1: If you are receiving Ministry services, input your Persohal |dentification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1
e Option 2; If you are receiving Ministry services and do not have a Personatl Identification
Number or Social insurance Number, or for all general inquiries, enter your 10 digit
phone number, then press option 3, and then press option 1
Phone service is available Monday to Friday between 9 am — 4 pm.
Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

Please Note - There is no need to return your BC Bus Pass at this time. Your BC
Bus Pass is still valid for the month of August 20186,

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Telephone:1-866-866-0800
Social Development PO BOX 9950 STN PROV GOVT
and Social Innovation Victorjia, BC V8W 9R3
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Evans Locker, Ann SDSLEX
L

From:

Sent:

To:

Cc:

Subject:
Attachments:

Hi Stacey,

Archer, Terri SDSLEX

Tuesday, May 10, 2016 12:26 PM

McGaghey Jones, Stacey SDSLEX

Fieltsch, Raymond SDSLEX

BC Bus Pass Client Letter {draft in a_ppr'oval - awaiting feedback)
BC Bus Pass Client Letter{V2 - GCPE input).docx

attached is the draft letter we Intend to send to PWD Bus Pass clients end of May/early June:te advise them of what to
do at this point if they are planning to opt out of the bus pass program for September.

Maore information will be provided to ¢lients as process details are finalized. We will continue to update the BC Bus Pass
Program website and Disability Rate Increases website as required.

Can you please share this draft letter with your contact at the Disability Alliance for feedback (unfortunately with a

quick turnaround requested).

Thank you.

Terri Archer, v | Stakeholder Relations & Engagement
Manager, Strategic Transformaticn Branch
Ministry of Social Development and Social Innovation

SERVICE DELIVERY |+
(250) 356-6718
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Evans Locker, Ann SDSEEX

From:

Sent:

To:

Subject:.
Attachments:

Hello Caitlyn,

Archer, Terri SDSLEX

Tuesday, May 10, 2016 12:38 PM

Sassaman, Caitlyn A CLBCEX

BC Bus Pass Client Letter (draft with a request for CLBC feedback)
BC Bus Pass Client Letter{Draft for feedback).docx

attached is a draft letter we are planning to send to PWD Bus Pass ¢lients end of May/early June to advise them of what
to do at this point if they are planning to opt out of the bus pass program for September when the PWD rate increase

becomes effective.

We would apprecfate CLBC's review of this draft letter (is there an Editorial Board?) to ensure clarity and to try to
address any anticipated ¢oncerns. This particular notice is predominantly to remind clients they will have a choice and if
they are planning to opt out, they keep their card at this time because they can still use it to September.

More information will be provided to clients as process details are finalized and we will continue to update the BC Bus
Pass Program website and Disability Rate Increases website as required.

Thank you'in advance for your feedback. Unfortunately timing is tight so if possible, may | have your feedback by Friday,
May 13 er is more time required? Thanks again.

Terri Archer, x| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development

SERVICE DELIVERY .4
(250) 356-6718

and Social Innovation
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Evans Locker, Ann SDSLEX

_
From: Archer, Terri SDSLEX
Sent: Wednesday, April 27, 2016 2:25 PM
To: MacLean, Amber SDSEEX
Subject: BC Bus Pass Program - Client Letter - June Update - Draft 1-2
Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-2.doc

—
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Evans Locker, Ann SDSEEX'

From: Archer, Terri SDSTEX

Sent: Wednesday, April 27, 2016 2:25 PM

To: ‘Maclean, Amber SDSLEX

Subject: BC Bus Pass Progfam - Client Letter - June Update - Draft 1-2
Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-2.doc

Any comments on the latest version of the draft letter? | appreciate your input and {'m hoping ¥m capturing it but
truthfully, 'm not sure I’m getting is all. it’s a biur.

Thanks.
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» - BRITISH
date] COLUMBIA

Dear [client name],

You are receiving this letter as an update regarding the BC Bus Program and the monthly
rate increase effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer/fall of 2016.

Beginning September 1, 2016 all clients with the PWD designation will receive a monthly
rate increase. This applies to all adults in a family unit with a PWD designation.

¢ Clients in receipt of disability assistance who access a subsidized annual BC Bus Pass will
see a rate increase of $25 per manth, in addition to the bus pass.

» Clients who choose to opt out of receiving a subsidized bus pass through the BC Bus Pass
Program can contact the Program to update their information and receive the-full-inerease

ot $77-in-September—the Transportation Support as $52 (instead of the subsidized bus

pass) pius the $25 increase, totalling $77 monthly,

Please Note:

If you want to keep your bus pass and continue receiving the subsidized pass, you don't
need to do anything. There is no change to the renewal process for the annual bus pass.
BC bus pass clients will receive their renewal package in late summer/fall 20186,

If you are planning to opt out of the Bus Pass Program in September when the rate
increase begms there |s noneed to return your BC Bus Pass at this time. Your BC Bus
hrar ' 648, You can contact the ministry by phone or

We will continue to update information on the Bus Pass Program website at
www2.gov.bc.ca/buspassprogam, including updating the Frequently Asked Questions as
more details become available.

BC Bus Pass Program Contact Information

Phone

Call 1 866 866-0800 and choose the appropriate option:

Ministry of Mailing Address: Telephone: 1-866-8686-0800
Social Development PO BOX 8850 3TN PROV GOVT
and Social Innovation Victoria, BC V8W 9R3.
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s Option 1: If you are receiving Ministry services, input your Personal |dentification (PID)
number and PIN, or your Social Insurance Number, then press option 3, and then press
option 1

« Option 2: I you are receiving Minisiry services and do not have a Personal
ldentification (PID) number or Social Insurance Number, or for all general inquiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phone service is available Monday fo Friday between 9 am — 4 pm.

Email

You can emait the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

If you have any questions, please contact the ministry at 1-866-866-0800.
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Evans Locker, Ann SDSLEX
_________ -

From: Ruel, Janis M SDSLEX

Sent: Tuesday, April 26, 2016 8:59 AM

To: Archer, Terri SDSLEX

Ce: LaHue, Anita SDSI'EX

Subject: Budget 2016 Summary - Idea for Key Message updates for Bus Pass Program to Cross
Reference for Client Stakeholder Letters - Previous Stakeholder Message Attached

Attachments; Bus Pass Compass Cards - Key Messages for Stakeholders.docx; PWD_rate_increases.

2016_SAMPLE (2) February Letter to Clients.pdf

Hi Terri, thought | would send this on for our next call with the Bus Pass Program Group to approve. Can we not insert
this previously approved messaging that went to stakeholders for the June letter and June key messaging for staff and
stakeholders again for the web? The information that needs to be repeated to our clients and stakeholders-again in the
lune update is below.

When | was looking at the hulleis below | think we may want to insert this somewhere in the letter to all clients and
stakeholders:
» However, In some communities, a bus pass costs less than $52 a month and people may be better off
purchasing a pass directly from BC Transit.
» lattached the February letter and what information was shared with clients then. Do you think that the wording
in the letter needs to get into great detail on the $ 52.00 and $ 25.007 Clients will want to know more about the
$77.

| believe that the staff agreed that we have the phone and email process down {What we are waiting for now are the
dates and final on the procedures to share with clients and stakeholders from the Design committee).

Let me know what you think, lanis

From: Bousquet, Jeannine M SDSI:EX

Sent: Thursday, February 18, 2016 8:49 AM

To: Rose, Julia S MCF:EX; "Lundmark, Sandy'; Alison; Archer, Terri SDSL:EX; Bousquet, Jeannine M SDSI:EX; Brenda;
Cindy; Debbie; Don; Eileen; Elia; Emily; Erin Pritchard; Grace Elliot Nielson; Haixia; Harriett; Janet Hanuse; Janice;
Jennifer; Jim Brennan; Joyce; Kari; Kelly; Michael; Neil Belanger; Peter; Rim; Ruel, Janis M SDSL:EX; Stephen; Thuy Sin;
Truswell, Brad SDSI:EX; Vivienne Gorringe; Zoe MacMillan '
Subject: Budget 2016 Summary

Good morning commiunity stakeholders. Yesterday the 2016/17 Provincial Budget was tabled. This is government’s
direction for the coming year.

Effective September 2016, all Persons with Disability (PWD) clients will receive a rate increase of up to $77 a month,

The rate increase includes changes to realign transportation supports and provides greater equity and choice for all
PWD clients.
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There are approximately 100,000 people with the PWD designation. About 55,000 receive funding for transpartation
costs, through either a subsidized bus pass or a Special Transportation Subsidy. About another 45,000 people do not
receive transportation assistance, many because they do not five in communities served by public transit.

Starting September 1, 2016, the rate increase will come into effect and PWD clients will be able to choose how they
receive transporiation support.

e PWD clients who do not have & BC Bus Pass or Special Transportation Supplement will receive a $77 per month
increase to their support allowance.

¢ PWD clients who access the BC Bus Pass Program will receive a $25 per month increase to their support allowance
plus the subsidized bus pass. After September 1, clients will have the option to turn in their bus pass at any time and

receive the full $77 in the following months,

e PWOD clients receiving the Special Transportation Subsidy {which is equivalent to $66 a month) will see this included

within the monthly $77 rate increase effective September 1; this provides an additiona! $11 per month to their
support allowance. The 2016 lump-sum payment for STS that will be included with Aprit's Disability Assistance
payment will be pra-rated for 5 months (April - August).

The BC Bus-Pass program remains in place. Currently, BC Bus Pass holders receive $52 in value a month in the form of a

bus pass. Once the changes are effective, all people with the PWD designation will receive up to $77 cash per month,
and they can decide how to spend it.

People on disability assistance will still have access to a subsidized bus pass for $52 per month plus the annual $45
administration fee. However, in some communities, a bus pass costs less than $52 a month and people may be better
off purchasing a pass directly from BC Transit.

There is no change to the BC Bus Pass Program for low-income seniars. The ministry will continue to provide a
subsidized pass to eligible seniors for the annual $45 administration fee.

In summary, Budget 2016 provides an extra $170 million over the next three years to support rate increase and an
‘additional $250 million over the next three years to address caseload pressure for temporary income assistance,
disability assistance and related supplementary benefits.

Regards,

Jeannine Bousguet

Manager Community Relations and Service Quality
Ministry of $ocial Development and Social innovation
Service Delivery Division

‘108 Richards Street

Nanaimo, VIR 258

250-619-2811

Minisery of
Bririsy Seaal Devclopmens
COLUMBIA - and Sogksl lnnevation
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Minisery of
Buirisy | Sociat Development
COLUMBEA  and Sacial Innovarian

Disability Assistance Rate Increases

CURRENT UNEVEN RATES NEW EVEN RATES”

curreritly rece
et anmidl bus

*8C Bus Pass. Hoiders currently pay an antual $45 administration fee, They witl continue fo pay the 545 administration fee.
**(Effective Sepramber 1, 2016)

SUMMARY OF THE RATE INCREASE EFFECTIVE SEPTEMBER 2016 FOR EACH DIFFERENT GROUP:
» The 45,000 people who do not receive transportation supports will realize the full $77 increase
to their monthly cheque.

+ People on disability assistance who access a subsidized annual bus pass will see an increase of
$25 per manth.

« Those who get the Special Transportation Subsidy will stili receive that financial support on a
monthly basis rather than as an annual payment, plus an- additional $11 per month, totalling
$77 per month,

Ministry of Mailing Address: Telephone: 1-866-866-0800
Soclal Develapment PO BOX 9950 STN PROV. GOVT
and Social Innovation Victaria, BC V8W 9R3
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Evans Locker, Ann SDST:EX

From:

Sent;

To:

Subject:
Attachments:

Archer, Terri SDSLEX

Tuesday, April 5, 2016 4:09 PM
Jensen, Dana SDSEEX

Bus Pass - Key Messages

Bus Pass - Key Messages.docx
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Bus Pass

Who is eligible to receive a bus pass from the ministry?

* The ministry provides subsidized annual bus passes to individuals
receiving disability assistance and low-income seniors to help them
participate more fully in their communities.

* Approximately 100,000 individuals benefit from the ministry’s Bus Pass
Program; 35,000 of those are Persons with a Disability; 85,000 are Seniors.

s BC is the only province that offers a discounted bus pass program for
those receiving disability assistance.

Has the eligibility for the Bus Pass Program changed?

No. Eligibility for the Bus Pass Program is unchanged.

» The annual subsidized bus pass will continue and the application
process will not change.

o EXisting bus pass clients will receive their 2017 bus pass renewal
notification from the ministry in late summer 2016

What are the changes with the BC Bus Pass and Compass Card?

« BC Bus Pass Program clients who have a BC Transit card will receive a new
Compass Card in early April that will replace their existing bus pass card.

* All BC Bus Pass Program clients who currently hold a BC Transit card will receive a
new Compass Card in early April to replace their existing bus pass card.

« This is simply a card change and will not affect the client's ability to access public
transit. The cards are being replaced at no cost to the client.

Why are these changes being made?

e This change is being made so that everyone with an annual BC bus pass will have
continued access to travel in TranslLink and BC Transit areas.

Why are clients receiving a Compass Card?
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A BC Transit bus pass only works in BC Transit areas while the BC Bus Pass
Program Compass Card can be used to access both BC Transit and TransLink
services across the province. (Note that HandyDART is not inciuded in these
services.)

Clients received a Compass Card to replace thier existing BC Bus Pass because
TransLink is closing fair gates on all it's Sky Train stations. Once those gates close,
BC Bus Pass Holders will not be able to access Translink services with their current
card.

Some BC Bus Pass holders travel to Greater Vancouver to visit family or go to
medical appointments. With the new Compass Card they can continue to access
TransLink services.

What does this change mean for clients?

This change is simply a card change and will not impact client's ridership. Clients
card are being replaced at no cost to them.

The new Compass Card is ready to use immediately for both BC Transit and
Translink service areas and is valid until December 31, 2016.

The existing annual bus pass cards will expire on April 16, 2016 and can no longer
be used to access transit.

Is there any change to the renewal process for the annual bus pass?

There is no change to the renewal process for the annual bus pass.

BC bus pass clients will receive their renewal package in late summer 2016.

Will seniors that are not on PWD assistance still have access to an
annual bus pass?

All BC Bus Pass clients who currently hold a BC Transit card will receive a new
Compass Card in the mail. There is no change to the cost of the pass or how to
make payments. This is simply a card change and will not affect your ridership and
your card is being replaced at no cost.
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PWD Rate Increase:

» Peopie on Disability Assistance who have a BC Bus Pass will continue to
be able to use their bus pass if they choose and they will get a $25 monthly
rate increase starting in September.

» Clients who do not want to renew their pass in 2017 don't have to do
anything; they will automatically receive the $77 monthly rate increase
starting January 2017.

e |f someone does want to renew, the ministry will follow the usual process
where a client pays a $45 annual administration fee, either online/ by
telephone with their bank or by mail. They will receive their annual
subsidized Bus Pass and a $25 rate increase.

e Clients can choose 1o return their passes before September 1 and receive
the $77 rate increase.

« [n many small communities the price of a monthly bus pass is less than
$52/mo.
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Evans Locker, Ann SDSLEX
.

From: Archer, Terri SDSLEX

Sent: Tuesday, May 10, 2016 4:38 PM

To: Leslie, Sean GCPE:EX

Cc: Anderson, Maryann GCPEEX

Subject: Bus Pass Program website review and Promo box limit

Attachments: BC Bus Pass Program. (Opt cut info) May update.docx; Services for People with a

Disability - Disability Assistance - Rate Increase {opting cut).docx; Transportation - BC
Bus Pass FAQs (Opt out update).docx

Importance: High

Hi Sean, before these go too far along in approvals, please review and make any edits GCPE wants to see using track
changes and | will upload those versions inte e-approvals.

This was supposed to be an easy update but with the character limits (which now.seem to be confirmed at 1024
characters, not 300 as indicated), and other pending decisions, this has been delayed and the goal is to get the main
message around not returning the bus pass now, out publicly as soon as possible. Anything vou can ¢do to assist with
that would be much appreciated. Thank you.

Also, V've removed the client letter from this package as we are awaiting feedback from CLBCand Disability Alliance on
the draft letter and it's not necessary for this particular update,

Only these 3 website docs are going into this e-approval. Thanks again.

Terri Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch
Ministry of Social Development and Social Innovation

SERVICE DELIVERY [
(250) 356-6718

From: SDSI Web Manager SDSI:EX

Sent: Tuesday, May 10, 2016 4:26 PM

To: Archer, Terri SDSL:EX; SDSI Web Manager SDSI:EX

Cc: Johns, Kimberlee SDSI:EX

Subject: RE: Bus Pass Program website and Promo box limit

Alas the promo box does allow for 1024
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Settings Tople  Carguse!  Right Column Metadata Tags

Right-column Boxes

- * heading: BC Bus Pass anxl PWD Rate Increases

: intFo;

Rate incréases for people on disabilify agsistance weré announced on February 16, 2018,
P The annual subsidized hus pass will continue and the application process will not change.

People on Disability Assistance who have a BC Bus Pass will continue 1o be able fo use their bi
will geta $25 monthly rate increase starting in September.

Existing bus pass clents will receive their 2017 bus pass renewal notification fram the ministry

1o « Getmore information on the rate increases

Lirks { min: 0, max:. 10, currenc: 0}

i talked to GCPE and they said they had to update the specific “Updated Links” box to accommodate specific business
areas, | would still definitely advocate for sticking as ciose to 300 characters as possible, as is the limit for all other and
was set up to ensure readability.

Hope this helps!

John Paul Johnson

Web Content Strategist

Communications & Ehgagemen‘t-] Ministry of Social Develepment and Social Innovatien
Tel: 604 398-2381 Cel: 504 648-2455

From: Archer, Terri SDSI:EX
Sent: Tuesday, May 10, 2016 12:59 PM

To: SDSI Web Manager SDSI:EX

Cc: Johns, Kimberiee SDSI:EX

Subject: Bus Pass Program website and Promo box limit
Importance: High

Hi John Paul,
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we are in the process of updating and getting approval for, the BC Bus Pass Program wehbsite info with preliminary PWD

Bus Pass Opt Out info and | need to confirm what will fit into the highlight boxes. GCPE would fike to see this update in

the Promo box, as would we. it cuts down what’s needed and is a new key update.

Thanks.

Promo Box

Heading BC Bus Pass and PWD Rate increases

{max 40 characters)

“Text (max 300 | Rate increases for people on disability assistance were announced on February
characters) 16, 201€. The annual subsidized bus pass will continue and the application

process will not change.

People on Disability Assistance who have a BC Bus Pass will continue to be
able to use their bus pass if they choose and they will get a $25 monthly rate
mcrease stamng m September.

Your'BCaBus:Pass rem.ams:'vahd through- ta ;.September-_201 g

Al PWDbus pass clients will be sent a letter in June with more details. Please
contm-ue;to visit this website' for updates‘

Existing bus pass clients will receive their 2017 bus pass renewal notification
from the ministry in late summer 2016,
» (et more inforration on the rate increases

Terri Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch
Ministry of Social Deve]opment and Social Innovation

SERVICE DELIVERY

(250) 356-6718

BRITISH .
cwuntsr  Where ideas work

S TOP

» BEST
EPlaces
¥ to wWork
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SDSI CMS Life Content — BC Bus Pass Program

‘Page Detaiis; _
Theme/Sub- Driving & Transporiation / Passenger Trave! / Public Transit, Buses, Taxis &
themel/Topic timousines

Sub-Topic/level 5

BC Bus Pass Program

Title

BC Bus Pass Program

Navigation Title

BC Bus Pass Program

‘Parent Page

Public Transif, Buses, Taxis & Limousines:

hitp: /w2 gov.be.calgovicontentitransportation/passenger-travel/buses-

Path tax is-limos_fbusepass _ _
GUID URL gté;::‘.ﬁwww2-.gov. bc.cafgovicontent?id=3953BFAQ4C7249EABA92015ABC5A8
Shortened URL rprogress www.qov.be.calbuspassprogram

Division sDD

Branch '

Lifecycle Ongoing )
‘Metadata:

Content Type - Geheral content

Keywords. bus pass program, compass card

Description

Low-income seniors or those receiving disability assistance may be eligitle
for areduced cost annual TransLink or BC Transil bus pass.

Language English
Creator Ministry of Social Development and Sodial Innovation
Subject Category Transport Society and Culture
‘Subject Disahility assistance, Seniors, Public transit
Security Classification | Low
Security Label Public
Audience Persons with Disabiliies  Seniors Chaose an item,
Choose an iter. Choose an item, Chooée an iem.

Introduction {maximum 350 characters—appears In search and populates topic):

The BC Bus Pass Program offers a reduced-cost, annual bus pass for low income senicrs and
individuals receiving disability assistance from the Province of British Columbia. Passes are
vaiid in communities serviced by BC Transit or TransLink.

Body {mandatory, no character limit):

The pass is only valid for the eligible rider and is nen-transferable. Handy Dart is not included in

this program.

<h2>Eligibility
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SDSI CMS Lite Content — BC Bus Pass Program

To be eligible for the BC-Bus Pass Program, the applicant must be living in a transit service
areawhere the annual pass is available and meet one of the following criteria:

« Receiving Federal Guaranteed Income Supplement (GIS), or the Federal Allowance, or
the Allowance for the Survivor

« 18— 64 years of age and receiving Persons with Disability (PWD) assistance from the
Ministry of Social Develapment and Social Innovatian

« 60— 64 years of age and receiving Income Assistance from the Province of British
Columbia

« Qver 65 yaars of age and would qualify far GIS but does not meet the Canadian 10 year
residency recuirement

« 18— 64 years of age, living on a First Nations reserve and receiving disability assistance
from the band office, or

« 60— 64 years of age, living on a First Nations reserve and receiving assistance from the
band office

The Acts, Regulations, and Policy that guide BC Bus Pass Program eligibility can be found on
the-Online-Resource BCEA Policy and Procedure Manual.

<h2>Cost

‘The bus pass is provided far an administrative fee of $45 per year and is valid for one calendar
year from January 1 — December 31. The fee is not prorated for applicants applying or
cancelling part way through the year: and it is non-refundable.

<h2>Request Service

Requests for new applications, address changes, and replacement passes can now be
submitied online.

<h3>Instructions

1. Access the Online Request for Service

2. Fill in each of the required fields so that the program has enough information to complete
your request

3. Click the submit buttori

Next year renewal applications are mailed to you automatically. If you have not received your
renewal application by mid October, please email or phone the Bus Pass Program. Do not
submit an online request for service.

<h4>Note

« The onfine request PDF is optimized for use with Internet Explorer version 7.0 ar néwer.
It is recommended that you download the newest version of Internet Explarer for free if
you are experiencing problems using this service

« To submit an online request your computer must have Adobe Reader versicn 9 or
newer. Download the latest Adobe Reader free from the Adobe website
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SDSI CMS Lite Content — BC Bus Pass Program

« Online requests are transmitted using Secure Sockets Layer (SSL) 2048-hit encryption.
Your web browser should automatically activate the appropriate security features when
initiating a transaction. On most browsers, an unbroken key or locked padlock icon at the
bottom of the browser screen indicates that a secure connection is established. in some
cases, depending on your browser settings, you are also notified via a pop-up window
when entering or leaving a secure website

« Access the Erequently Asked Questions for more information and troubleshooting advice

| <h2>Persons with Disability (PWD) Opting Qut / Canceling Your Bus Pass

Forindividuals receiving disability assistance fror the Province of British Columbi .
planning to opt out of the Bus Pass Program starting September 2016 when the PWD rate

increase becomes effective, there is no need to return your BC Bus Pass at this time. Your
BC Bus Pass remains valid throuah to September 20186,

Clients choesing to opt-out of the Bus Pass Program for September can contact the miniskry by

phone (1 866 866-0800), or email (SDSIBUSPA®gov.be.cal. up to August 5th, 2015, to let the
ministry know they would like to opt out and cancel their pass as of September.

All PWD bus pass clients will be sent a letfer in June with more details. Please continue to visit
this website for updates.

<h2>Contact Us

<h3>Email’

General guestions and documents can be submitted via email. Emails that de not include the
Bus Pass General Enguiry Form (PI3F) may cause processing delay.

Ingtructions

1. Download the Bus Pass General Enquiry Form (PDF)

2. Open the form and fill out the required fields

3. Save and attach the completed form to your email and send it to
SOSIBUSPA@gov.be.ca

4. Allow up to five business days for processing. You will receive an email response to your

request

<h3>Phone
Call 1 866 866-0800 and choose the appropriate option:

= Option 1: if you are receiving Mindstry services, input your Personal Identification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1

¢ Option 2: If you are receiving Ministry services and do not have a Personal Identification
Number or Social Insurance Number, or for all generzal inquiries, enter your 10 digit
phone number, then press option 3, and then press option 1
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Phone service is availabie Monday to Friday between 9 am ~ 4 pm. Please note that peak call
volume occurs between ¢ am —9:30 am and 1 pm — 2 pm each day.

We are required to speak with people directly. If you are calling on behalf of someone, we
require the individual's verbal or written consent. Please use the Bus Pass Consent fo
Disclosure Form (PDF) and submit via email, fax or mail. For information on how to fill out this
form, please see this example form (PDF).

<h3>Mail

1. Download the Bus Pass General Enquiry Form (PDF)
2. Open the form and fill out the required fields

3. Print the completed farm and send to:

BC Bus Pass Program
PO Box 8985, STN PROV GOVT
Victoria, BC V8W 8R6

<h3>Fax

You may submit faxed documentation to 1 855 771-8788. [f you are advocating on behalf of
multiple individuals, please ensure each persan's documnentation is faxed separately for privacy

reasons.

Right Hand Sidebar:

‘Promo Box.. . o0

Heading
(max 40 characters) |

BC Bus Pass and the Compass Card

Image (browse to

femsiitefassets/assetidownlaac/B2F395135A4048D1A091 1800FDESE492

{max 40 characters) |

Lassets) S

Image Link URL

Image _ .

Déscription compass card ingo

Text (max 300 BC Bus Pass Program clients who have-held a BC Transit card will-received a
characters) new Gompass Card irearly April that wilkrepiaces their existing-original bus

pass card. The new Compass Card is valid until De¢ember 31, 2016,
® Find out more about the Compass Card
PromoBox: .- e e o o
Heading BC Bus Pass and PWD Rate increases

Text (max 3031024
characters)

Ralte increases for people on disability agsistance were announced on February
16, 2016. The annual subsidizad bus pass will continue and the application
process will not change.

People on Disability Assistance who have a BC Bus Pass will continue tobe
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“able to use theif bus pass i they choose and they will get a $25 monthly rate
increase starting in September.

| b8 sgnt - Jung with-Biis Pass'detailsin
gase and the optioh-io opt out. Plgase continug tovigw

Existing bus pass chents will receive their 2017 bus pass renewal notification
from the ministry in late summer 20486.

o (el more information on the rate increases

Author ,

Editor Terri Archer 5 May 20186
Program Area | |, i ti5ton (SDD ADM)

Approver _
GCPE Maryann Anderson
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Page Details:

Theme/Sub-theme/Topic

Family & Social Suppoetis / Services for People with Disabilities /
Disability Assistance

Sub-Topic/level 5

On Disability Assistance / Disability Assistance Rate Increases

Title

Disability Assistance Rate Increases

Navigation Title

Rate Increases

Parent Page

On Disability Assistance

Path

hitp://www2.gov.be.cafgavicententifamily-social-supportsiservices-for-
people-with-disabilities/disability-assistance/on-disability-
assistance/rate-increases '

Shortened URL

Division -SDD

Branch Strategic Transformation

Lifecycle Transitory

Metadata: _ . .

Content Type | General content

Keywords 2616 increase, pwd increase, db2 increase, more money

Description

Beginning September 1, 2018, all clients on disability assistance will
receive a monthly rate increase.

Language English
I Creator Ministry of Social Development and Sccial innovation
Subject Category Heaith and Safety Society and Culture
Subject Disability assistance, public transit
Security Classification | Low
Security Label Public
Audience | Persans with Disabilites  Seniors General Public

Choose an item. Choose an itent. Choose an item.

Introduction (maximum 350 characters—appears in search and populates topic):
Disability Assistance Rate increases

Beginning September 1, 2016, all clients who have the Persons with Disabilities Designation will
receive a monthly rate increase. The increase provides fairness and more choice for people on

disability assistance.

Body:

If you are on disability assistance (and have the PWD designation), you have these options:
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1. If you don't receive a subsidized annual pass through the BC Bus Pass Program or the

2.

Special Transportation Subsidy, then beginning September 1, 2018, you wili receive a
$77 monthly rate increase to spend as you chogse.

If you aiready have a subsidized annual bus pass you can continue to use your pass and
get a $25 monthly increase starting in September. The 2017 bus pass renewal
notification from the ministry will be sent out in late summer. There is no change to the
application process. If you choose not to renew the annual bus pass you don't have to do
anything. You will automatically receive the full $77 monthly rate increase beginning with
the January 2017 payment.

3. If you were receiveing the Special Transportation Subsidy (8TS), worth $66 per month,

you wilkwould have received an STS payment of $32¢ in April to cover the five month
period from April to August 2016, Starting in September, you will automatically receive a
monthly rate increase of $77, which includes the STS and an additional $11 a month rate
increase.

Read the Factsheet,

Frequently Asked Questions

What's changing?

How do these changes impact clients who are not receiving the Special Transpertation
Subsidy (STS) or annual BC Bus Pass?

Will people in subsidized housing see their rent go up as a result of the rate increase?

If | am a bus pass holder or choose to get 2 bus pass. in the future, why am | only getting
a $25 rate increase?

Bus Pass changes:

How do these changes impact clients who have a subsidized annual bus pass now?
Do | now have to apply every month for the bus pass?

What do | da if | plan to opt out of the Bus Pass Program in September 2016 and take the
full rate increase instead?

If | have a bus pass now or chaose to get one in 2017, can | change my mind {ater in the
year and get the $77 increase?

I'm a senior on PWD. what do the changes mean for me?

Are seniors impacted by this change?

How do | apply for the BC Bus Pass?

Special Transportation Subsidy (STS) changes:

How do these changes impact clients with STS?

Can | still apply for STS?
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« lam currently an STS client. Can | choose to apply for a BC Bus Pass?

What's changing?

Beginning September 1, 2016 clients wili receive a $77 rate increase or they can choose to
receive a subsidized annual BC Bus Pass and an increase of $25 per month. Couples, where
both are PWD, will receive up to $154 a month. This. increase provides fairness in the system
and more choice for peopie on disability assistance, Now everyone on disability assistance will
receive the same level of assistance across the province.

Overview of the Rate Changes:

» Clients who do not receive transportation supports will receive the full rate increase of
$77.

o Clients on disability assistance who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.

» Clients who get the Special Transportation Subsidy (STS) will receive a $77 per month
rate increase, which includes the STS plus an additional $11 per month.

How do these changes impact clients who are not receiving the Special
Transportation Subsidy (STS) or annual BC Bus Pass?

Approximately 45,000 people who do not receive STS or an annual BC Bus Pass, will recsive an
increase of the full $77 in their monthly rate starting September 1, 2016.

Will people in subsidized housing see their rent go up as a result of the rate
increase?

The disability assistance rate increase provided in Budget 2016 will have no effect on the rent
tenants pay in provincially subsidized housing.

if 1 am a bus pass holder or choose to get a bus pass in the future, why am | only
getting a $25 rate increase?

Previously, only people in communities with public transit were eligible to apply for transportation
supports. The rate increase brings fairness to the current system and provides more choice for
people on disability assistance.

Beginning September 1, 2016, all clients who have the Persons with Disabilities Designation will
receive a monthly rate increase to use as they choose. Everyone has the option to:

e Getthe full $77 increase:

or
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+ Get a subsidized annual bus pass plus a $25 monthiy rate increase.
or

= If you live in a community where a bus pass costs less than the annual subsidized bus,
you may be better off purchasing your bus pass directly from BC Transit with your
monthly rate increase of $77.

The changes mearn that everyone gets an increase to their monthly payment and everyone will
receive the same monthly benefits.

Bus Pass changes

How do these changes impact clients who have a subsidized annual bus pass
now?

The annual subsidized bus pass will continue and the application process will not change. Clients
with an existing bus pass will receive a $25 monthly rate increase starting on September 1, 2016.

Clients who have the annual pass will receive their renewal package starting in late summer:

» If someone does not want to renew their annual bus pass for 2017 they don't have to do
anything, they will automatically recsive the full $77 manthly rate increase beginning with
the January 2017 payment.

¢ |f someone does want to renew, the ministry will follow the usual process where a.client
pays a $45 annual administration fee, either online/telephone with their bank or by mail.
They will receive their annual subsidized Bus Pass and a $25 rate increase.

Do | now have to apply every month for the bus pass?
No, you will not need to reapply each month. The subsidized bus pass is still an annual pass.

What do 1 do if | plan to opt out of the Bus Pass Program in September 2016 and
take the full rate increase instead?

If you are planning to opt out of the Bus Pass Program in September 2016 when the PWD rate

increase becomes effective, there is no need to return your BC Bus Pass at this time. Your
BC Bus Pass remains valid to September 2016.

You can contact the ministry by phone (1 8656 866-0800) or email (SDSIBUSPA@aqov.be.ca)
up to August 5, 2016, to let the ministry know you would like to opt out and cancel your
pass as of September.

Al PWD bus pass clients will be sent a letter in Jung with more. details and updates will be
posted to the Bus Pass Program website as details are finalized.
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i | have a bus pass now or choose to get one in 2017, can | change my mind later
in the year and get the $77 increase?

Yes, you will havé the option to turn in your bus pass at any time after September 1, 2016 and
receive the full $77 increase in the following months. This is the added flexibility that comes with
the monthly increase — clients have a choice. This process is being finalized and more
information.will be available shortly.

'm a senior on PWD, what do the changes mean for me?

if you are a PWD and in receipt of disability assistance then the rate increase will apply to you.
You can receive the full $77 increase or you can choose to receive a subsidized annua! BC Bus
Pass and a rate increase of $25 per month.

If you are a senior who has the PWD designation and are no longer in receipt of disability
assistance, you may still be eligible for the BC Bus Pass Program. You can get more information

on eligibility.

Are seniors impacted by this change?

No, there is no change to the BC Bus Pass Program for low-income seniors. This only applies to
persons in receipt of disability assistance. The ministry will continue to provide a subsidized bus
pass to eligible seniors for the annual $45 administration fee.

How do [ apply for the BC Bus Pass?

Information on eligibility and how to apply is available.

The subsidized bus pass is a significant savings to people in communities such as Victoria or
Vancouver where a monthly pass can cost anywhere from $85 to $170 per month.

In some communities, a bus pass costs less than the annual subsidized pass and people may be
better off purchasing a bus pass directly from BC Transit with the monthly rate increase of $77.
{For example, a bus pass currently costs $40 a month in Fort. St. John, $35 in Quesnel and $44
in Chilliwack).

* You can find bus pass rates in your community through the BC Transit website

¢ If you live in the Greater Vancouver Area, you can find fare rate information
through Translink or by phoning 604 853-3333.

Special Transportation Subsidy (STS) changes
How do these changes impact clients with STS?

Starting on the September 2016 chegue, people receiving the STS subsidy worth $66 per month
will stifl receive this support, plus an additional $11 per month.
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Traditionally STS recipients receive a one-time payment each year in April. This year, existing
STS recipients willreseivewere sent a prorated cheque on April 20, 2016 for $329.40. This
represents five months of STS (April to August). Starting in September, their STS amount wili be
included in their monthly rate.

Can | still apply for STS?

Yes, up until August 2016. Anyone approved for STS will receive a prorate amount until
September 2016 when the STS will start to be included in their monthly rate.

l.am currently an STS client. Can [ choose to apply for a BC Bus Pass?

Yes, as of September 1, 2016, anyone with the Persons with the Disability Designation living in a
transit area will still be able to apply for an annual BC Bus Pass-and will still pay the $45 annual
administration fes.

Right Hand Sidebar:

*see gov.bc.ca Web Style Guide Formatting: Right Column Boxes for more details.

o B
Heading
(max 40 Useful Contacts
characters}) _
Text (max 300 1 If you are planning to opt out of the Bus Pass Program in September 2016 when
characters) the PWD rate increase becomes effective, there is no need to return your BC

Bus Pass af this time. Your BC Bus Pass remains valid {o Septemnber 20186.

You can conta_ct the ministry by phone {1 866 866-0800} or email
{SDSIBUSPA@gov bo.ca) up to August 5" 20186, to let the ministry know
1 you would like to opt out and cancel your pass as of September.

All PWD bus pass clients will be sent a letter in June with more details and
| updates will be posted fo the Bus Pass Program website as details are finalized.

Get help and answers to your questions:
o Find an office near you
¢ Call toll-free 1 866 866-0800 from anywhere in B.C.
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Page Details:

Theme/Sub-themel/Topic | Transporiation / Passenger Travel / Buses, Tékis & Limousines

Sub-Topic/level 5

Bus Pass / Bus Pass Freguently Asked Questions:

Title

| Bus Pass Freguently Asked Questions

Navigation Title

Bus Pass FAGs

Parent Pagg_

BC Bus Pass

http:;‘/wwwz.gov.bc...calgowcontenwtransport'atiom‘ péssen ger-

Path _ travel/buses-taxis-imos/bus-pass/bus-pass-fag
-Shortened URL
Division | SDD
Branch
Lifecycle Ongoing
Metadata:
Content Type General content
Keywords BC bus pass, faq, transport

Description

Frequently asked questions and answers about the BC Bus Pass program.

Language English

Creator Ministry of Social Development and Sogial Innovation

Subject Category Transport Choose an item.

Subject - Accessible transport

Security Classification | Low

Security Label Public _

Audience Persons with Disabilities  Seniors Choose an item.
Chogse an item, Choose an item. Choose an item.

Introduction (maximum 350 characters— appears in search and populates topic):
Bus Pass Frequently Asked Questions

General Questions
Bedy:

1. My bus pass wasg lost or stolen. How do | request a replacement bus pass?
2. How long is my pass valid?

3. What de | do if | am receiving disability assistance and want to opt out of the Bus Pass

Program in September 2016 and take the full rate increase instead?
4. English is my second language; can | speak to someone in my native lanquage?

w

Can | call on behalf of a client, friend or family member?

t paid for my bus pass but | haven’t received it yet. What shouid | do?
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7. I want to mail a cheque or money order rather than pay at the bank or online. Where do |

mait my cheque or money order?
8. Can i pay for my bus pass with a credit card?
9. | was just approved for Persons with Disability designation, How do | get my bus pass?
10.1 am receiving Canadian Pension Plan Disgbi'litv (CPPD) benefits, am | eligible for the
bug pass?
11.My child is under 18 and has a disability. Do they quailify for a bus pass?
12.Where can | find transit information, including schedule and route information?

Compass Card Questions

Why am | receiving a Compass Card?

What do | do with my old BC Transit Card?

How do | use a Compass Card?

What does this change mean to me?

Will seniors that are not on PWD assistance stili have access to an annuai bus pass?
| never use the TransLink system, why do [ need a Compass Card?

Hokwp -

Renewal Questions

1, | did not recsive my renewal application or have lost it, what do [ do?
2. | have paid for my renewal application, when will my new pass arrive?

Online and Telephone Banking Payments Questions

1. How do [ make an online or telephone banking payment?

Bus Pass Online Self Service Questions

1. The online self service system is not functioning onroperty. what can | do?

General Questions
Q: My bus pass was lost or stolen. How do [ request a replacement bus pass?

A: You can now request a replacement bus pass anline or by phone.

¢ Online: Go to Request Service, fill out the anline form and click submit
» Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone fines are open from 9 am to 4 pm. Please note that during the bus pass reneveal season
(October to February) our phone lines experience heavy call volumes.

Q: How iong is my bus pass valid?
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A: Each annual bus pass is valid from the date issued until December 31 of the same year. This
includes the Compass Card.

Q: What do | do if | am receiving disability assistance and want to opt out of the Bus Pass
Program in September 2018 and take the full rate increase instead?

A: For Bus Pass Program clients who receive Persons with Disability (PWD) assistance that are
planning to opt out of the Bus Pass Program in September 2016 when the PWD rate
increase becomes effective, there is no need to return your BC Bus Pass at this time. Your
BC Bus Pass remains valid to September 2018.

Clients choosing to opt out of the Bus Pass Program for September can contact the ministry

by phone (1 866 866-0800). or email (SDSIBUSPA@gov.bc.ca), up to August 5th, 2016, to

let the ministry know they would like to opt out and cancel their pass as of September.

PWD bus pass clients will be sent a letter in June with more details around the choice to
opt out. Updates will be posted to the Bus Pass Program website as details are finalized.

Q: English is:my second language; can | speak to someone in my hative language?

A: We offer interpretive services over the phone in many languages. Please call 1 866 865-
0800 and press option 2, then option 3 and then aption 1. When the phone is answered, please
state your language and hold for an interpreter.

Q: Can ! call on behalf of a client, friend or family member?

A: Yes, but due to the Freedom. of Information and Protection of Privacy Act, we are required to
obtain verbal or written permission from the applicant before working with a third party.

Verbal consent is only valid for the duration of the phone call. If the applicant you are assisting
would like to provide tong term written consent, please submit a Bus Pass Program Consent to
Disclosure of Information Form (PDF).

Q: | paid for my hus pass but | haven’t received it yet, What shouid | do?

A: If you paid online you can expect to receive your bus pass within 3 weeks of your payment
date. If you have not received your bus pass within 4 weeks, please email or cali the BC Bus
Pass Program.

If you made a payment at your bank, you can expect to receive your bus pass within 4 weeks of
your payment date. If you have not received your bus pass within 5 weeks, please email or call
the BC Bus Pass Programi.

If you mailed a cheque or money order, you can expect to receive your bus pass within 5 weeks
of date you mailed your payment. If you have not received your bus pass within 8 weeks, please
email or call the BC Bus Pass Program.
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e Email: Follow the email instructions on the Bus Pass Program page
« Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone lines are open from 8 am to 4 pm. Please note that during the bus pass renewal season
(October to February) our phone lines experience heavy calf volumes.

Q: | want to mail a cheque or money order rather than pay at the bank or online. Where
do | mail my cheque or money order?

A: Please mail your cheque or money order to:

BC Bus Pass Program
PO Box 9985, STN PROV GOVT
Victoria, BC V8W 9R6

Q: Can | pay for my bus pass with a credit card?

A: No, we are unable to process credit card payments at this time. For the fastest processing
times, please make an online payment. Instructions for making an online payment are listed on
your application.

Q: | was just approved for Persons with Disability designation. How do | get my bus
pass?

A: You can now reguest a bus pass application online or by phone.

« Online: Go to Request Service, fill out the online form and click submit
« Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1.

Phane lines are open from 9 am to 4 pm. Please note that during the bus pass renewal season
(QOctober to February) our phone lines experience heavy call volumes

Q: f am receiving Canadian Pension Plan Disability {CPPD} benefits, am | eligible for the
bus pass?

A: Unfortunately Federal CPPD clients do not qualify for the BC Bus Pass Program. If you are
aged 18-59 vears old, you must be receiving Persons with Disability (PWD} assistance from the
Ministry of Social Development to qualify for the BC Bus Pass Program.

Q: My child is under 18 and has a disability. Do they qualify for a bus pass?

A: No, applicants must be at least 18 years of age and receiving Income Assistance for Persons
with Disabilities from the Province of British Columbia, orliving on a First Nations reserve and
recelving disability assistance from the band office to be eligible for the BC Bus Pass Program.

Q: Where can | find transit information, including scheduie and route information?
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A: For transit information in Greater Vancouver, visit the TransiLink website. For communities
outside the Transllink service area visit the BC Transit website.

Compass Card Questions

Q: Why am-lreceivingdid | receive a Compass Card?

A: BC Transit bus pass only works in BC Transit areas while the BC Bus Pass Program
Compass Card can be used to access both BC Transit and TransLink services across the
province. {Note that HandyDART is not included in these services.)

You received a Compass Card to replace your existing BC Bus Pass because Transkink is
clesingclosed its fare gates on all #s-Sky Train stations. Onee-thoseWhen the gates closed, BC

~ Bus Pass Holders willnetbewere no longer able to access TransiLink services with their current
card.

Some BC Bus Pass holders travel to Greater Vancouver to visit family or go to medical
appointments. With the new Compass Card they can continue to access TransLink services.

Q: What do | do with my old BC Transit Card?

A; Once you have reseive-your new Compass Card, you can throw out your existing BC Transit
Pass. Do not return the eard-pass to the ministry or mail it back to the BC Bus Pass Program.

Compass Card is a secure transit card that allows access to bus, sky train and sea bus where
applicable across the province. This card is reloadable/reusable so don't throw it out at the end
of the year. You will use the same Compass Card if you apply for the annual discounted pass in
2017.

With your new card, you wilk-still have full access to public transit services in your community.
You will-are also-be-able to use your new Compass Card on both BC Transit and TransLink
systems,

This card is for your personal use only. it is NOT transferable and must not be used by anybody
else,

Q: How do | use a Compass Card?
A:

On BC Transit - |In BC Transit areas, clients-you will use theiryour new Compass Card as 4
‘fiash pass’ by showing the BC Transit bus driver theiyour Compass Card.

Vancouver,yo

= ey o =y 2t~
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Transkink-area-simply tap in when you start your journey and tap out when exiting or
transferring. Remember, buses are tap in only, so there's na need to tap out when exiting.

Q: What does this change mean to me?

A: This change is simply a card change and will-does not impact your ridership. Your card is
beingwas replaced at no cost to you.

Q: Will seniors that are not on PWD assistance still have access to an annual bus pass?

A: All BC Bus Pass clients who currently hold a BC Transit card will receive a new Compass
Card in the mail. There is no change to the cost of the pass or how fo make payments. This is
simply a card change and will not affect your ridership and your card is being replaced-at no
cost.

Q: | never use the TransLink system, why do [ need a Compass Card?

A: The Compass Card will-beis functional in both BC Transit areas and TransLink in the Metro
Vancouver areas. By giving everyone the Compass Card, all users wil-have access to BC
Transit and TransLink services across the province. (HandyDART is not included in these
services.)

Renewal Questiions
Q: | did not receive my renewal application or have lost it, what do [ do?

A: Four months prior to pass expiry, active bus pass clients that are still eligible for a bus pass
should receive a renewal application by mail. If you have moved but did not update your
address with the BC Bus Pass Program, if possible, please check for your application at your
old address before requesting a replacement. If you still require a re-print of your renewal
application, you can request one by email or phone. Please allow up to 15 business days for
your renewal application re-print to arrive.

« Email: Follow the email instructions on the Bus Pass Program page
« Phone: Call 1 866 866-0800, press option 2, then option 3 and then option. 1

Phone lines are open from 9 am to 4 pm. Please note that during the bus pass reriewal season
{October to February) our phone lines experience heavy call volumes.

@G: | have paid for my renewal application, when will my new pass arrive?

A: The first mail out of renewal bus passes will start at the end of November. If your payment
was received before the end of October, you should receive your renewal bus pass before
January 1. Please pay early to ensure you receive your new pass before your current pass
expires,
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Online and Telephone Banking Payments

Q: How do | make an enline or telephone banki‘n_g payment?

A: To make a payment using your financial institutions website or telephone banking system,
follow these steps:

1. Choose the payee name your financial institution uses for BC-BUS PASS PROGRAM

2. Enter your nine-digit Bus Pass Program Account Number as found at the top right corner
of your bus pass application or on your existing bus pass

3. Make a bill payment for the total amount to be paid

Note: Do not submit the paper portion of your application when making online or telephone
payments.

Bus Pass Online Self Service Questions
Q: The online self service system is not functioning properly, what can | do?

A: There are a number of steps you can take te resolve online request issues:

s Always launch the online request form from the website. Downloaded copies will cause
errors

e Allow pop-ups fromthe BC Bus Pass Program website

+ Make sure you are running Adche Acrobat version @ or newer. You can download the
latest version of Adobe Acrobat for free

« Make sure you only have one version of Adobe Reader on your computer. For security
reasons, non-Adcbe PDF readers are not compatible with this form

» If your session is open for longer than 30 minutes, the form will automatically
clear. Please re-laurich the form from the website if this happens

s Try deleting the cookies and clearing your web browser cache
= Try closing your web browser and then {aunch the chling request form again
e Try restarting your computer and then launch the online request form again

e If you are not successful at subimitting your request online, please email or phone the BC
Bus Pass Program

Right Hand Sidebar:

*see gov.be.ca Web Style Guide Formatting: Right Column Boxes for more details.

PromoBox

Heading

(max 40 characters) Service Advisory
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Image (browse o
asseis)

MABIE BIRST LAST

EXP 00/00/00 rease

':‘s }

[emslite/assets/assetidownload/B2F 3951 35A4D458D1ADI11890F DESEA92

Text (max 300
characters)

All BC Bus Pass Program clients who sumenily-beld-held a BC Transit card wil
received a new Compass Card in-early April to replace their exisiing-original bus
pass card.

| This wasis simply a card change and will-does not affect your ability to access
' public transit. The cards are-beingwere repiaced at no cost to the client.

This change is-beingwas made so that everyone with an annual BC Bus Pass
willwould have continued access to {ravet in Transbink and BC Transif areas.

The new Compass Card is ready to use immediately for both BC Transit and
TransLiink service areas and is valid until December 31, 2016. Clients do not

need to activate the card, it-has already been activated.

The existing-original annuai bus pass cards will-expired on April 16, 2016

and esn no longer be used to access transit.

There is no change to the renéwal process for the annual bus pass. BC bus pass
clients will receive their renewal package in late summer 2616.
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Evans Locker, Ann SDSIEX
I

Subject: Bus Pass Return/Cancellation Process and Cormm Plan

Location: Online & Conf Call 'g 17

Start: Mon 2016-04-18 1:00 PM

End: Mon 2016-04-18 1:30 PM

Show Time As: Tentative

Recurrence: (none)

Meeting Status: Not yet responded

Organizer: Archer, Terri SDSLEX

Required Attendees: LaHue, Anita SDSLEX: Ruel, Janis M SDSLEX; MaclLean, Amber SDSLEX; Receveur,
Cameron SDSLEX; Kelly, Georgina SDSLEX

Optional Attendees: Fieltsch, Raymond SDSLEX

Working group meeting to nai! down the process for bus pass canceflations and comm plan details:
» Process for bus pass cancellations {renewal process remains status quo)

o Stakeholder notification — timing and requirements:
o Clients {i.e. letter?, IVR msg)
o Advocates, MLA/CAs, and community partners {i.e. MFSC, geo calls, email via CRSQs)
o Staff {Field Comm —ETA is Thurs. April 21%)

a  Update to FAQs — Bus Pass website (and PWD Rate Increase FAQs?)

Mainly conf call discussion, no wosries if you can’t join online.

Join online meeting
s.17

First online meeting?
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Evans Locker, Ann SDSLEX
I

From:

Sent:

To:

Subject:
Attachments:

Hi Raymond, as requested..,

Archer, Terri SDSLEX

Wednesday, April 27, 2016 12:28 PM

Fieltsch, Raymond SDSLEX

Bus Pass updates and documents

Bus Pass - Compass Card client letter (Approved FINAL).pdf; TransLink Insert -
{Final).pdf; Letter to PWD 2016 FINAL.DOCX

Attached is the Bus Pass/Compass Card letter that was sent to clients {17,711 of them) March 24/29th, and the
TransLink insert that was to accompany the Compass Card in follow up.

Stacey (RIPD) also requested the original PWD rate increase letter {for context) so | have attached that letter also. (It
was sent to 93,394 PWD clients Feb 25/26).

Here is a timelihe for the external communications regarding opting cut etc.

e Website updates —target is ASAP - April 28 ideally but may be to May 3rd: Includes Bus Pass Program, Bus Pass
FAQs, Disability Assistance Rate Increase webpage and FAQS.

s Client letter — in progress, target for distribution is end of May/first week of June
» External stakeholder notice — target distribution is early May {first week)
e VR messaging — early May advising of letter and highlights

A Field Communication has been drafted and will be distributed to staff soon in alignment with the website updates.

Please let me kriow if you and/or Debi require anything further. Thank you.

Terri Archer, ua| Stakeholder Relations & Engagement
Senior Manager, Strategic Transformation Branch
Ministry of Social Development and Social Innovation

SERVICE DELIVERY (1w

(250) 356-6718

N - Where ideas work

r10C
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;
N S
E Minisury of
BRITISH i Sociat Developmeni
COLUMBIA : and Social Innovation

Dear Client,

This letter is to inform you of the rate increase announced in the Budget on
February 16, 2016.

Beginning September 1, 20186, all clients who have the Persons with Disabilities
Designation will receive a monthly rate increase to use as you choose. Your options are
as follows:

1) If you don't receive a subsidized annual bus pass or the Special Transportation
Subsidy, then you will receive a $77 monthly rate increase to spend as you choose.

2) If you already have a subsidized annual bus pass you have the option of keeping
that bus pass and receiving a rate increase of $25 per month. If you choose this
option, you will receive a 2017 BC Bus Pass renewal notification in late summer,
2016. There has been no change to the application process.

3) If you are a PWD client receiving the Special Transportation Subsidy (STS) worth
$66 per month, you will receive an STS payment of $329 in April to cover the April to
August 2016 time period. Starting in September, you will automatically receive a
monthly rate increase of $77, which includes the STS and an additional $11 a month
rate increase.

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address. Telephone: 1-866-866-0800
Sacial Development PO BOX 8050 STN PROV GOVT
and Social Innovaiion Victoria, BC VEBW 9R3 49 of 467
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i Ministry of
Brrtisk | Social Development
COLUMBLA ! and Social Inngvation

Disability Assistance Rate Increases

CURRENT UNEVEN RATES NEW.EUT RATES"

T

*BC Bus Pass Holders currently pay an annual $45 adminisiratien fee. They will continue to pay the $45 administration fee.
*¥iEffective September 1,.2016)

SUMMARY OF THE RATE INCREASE EFFECTIVE SEPTEMBER 2016 FOR EACH DIFFERENT GROUP:

= The 45,000 people who do not receive transportation supports will realize the full $77 increase
to their monthly cheque.

« People on disability assistance who access a subsidized annual bus pass will se€ an increase of
$25 per manth.

« Those who get the Special Transportation Subsidy will still receive that financial support on a

monthly basis rather than as an annual payment, plus an additional $11 per month, totalling
$77 per month.

Ministry of Mailing Address: Telephone: 1-866-866-0800
Social Development PO BOX 9950 STN PROV GOVT
and Social Inngvation Victoria, BC VBW §R3
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Evans Locker, Ann SDSLEX

- e
From: Archer, Terri SDSLEX
Sent: Tuesday, May 31, 2016 12:1% PM
To: Leslie, Sean GCPE:EX
Subject: Comm Plan PWD Rate Increase V3
Attachments: Comm Plan PWD Rate Increase V3 docx

Hi Sean; | made some recommended edits for your review. Lt me know if you have any questions ar concerns. Thanks.

Terri

Terri Archer, x| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch
Ministry of Social Development and Socia! Innovation

SERVICE DELIVERY 0
(250} 356-6718

51 of 467



Page 052 to/a Page 056
Withheld pursuant to/removed as

s.13



Evans Locker, Ann SDSI:EX

From:
Sent:
To:
Subject:

Attachments:

Ruel, Janis M SDSLEX
Friday, May 6, 2016 8:38 AM
Archer, Terri SDSEEX

For Terri to Book RE: Bus Pass Communication Plan June Updates - Bus Pass Program’

Staff Consults and Edits
Bus Pass Communication Plan June Updates - Bus Pass Program Staff Consults and
Edits.ics

Hi Terri, I'm not sure if this meeting is needed today. ) thought | would send the time and information along for you to
send a new invite under your name so that the technology will work for sharing if we do. Thank you, Janis
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Evans Locker, Ann SDSLEX

Subject: Bus Pass Communication Plan June Updates - Bus Pass Program Staff Consults and
Edits

Location: On Line Meeting Dial in .17 ParticipantID $.17 - no Audio

Start: Fri 2016-05-06 3:30 PM

End: Fri 2016-05-06 4:00 PM

Show Time As: Tentative

Recurrence: {none)

Meeting Status: Not yet responded

Organizer: Ruel, Janis M SDSLEX

Hi All, since we have been given more time for final drafts for approval of documents we agreed to
continue meeting next week with Terri leading us through the editing. Please use the Conference Call
numbers on the location fine in this invite for our meetings and the on-line meeting link no audio. The link
to join the on-line meeting is at the bottom of this invite. Thank you, Janis

Continue to review documents for final drafts - FAQs Documents (Opting out-and returning Bus Passes)
Bus Pass and PWD Rate increase

1.  FAQfor Transportation — BC Bus Pass — Bus Pass FAQ's — Questions and Answers
2. Disability Assistance Rate Increéase FAQs — Questions and Answers

3. Review Client BC Bus Pass Letters for June update Translink and BC Transit on the opting out procedures
for returning Bus Passes

4. Review Communication Plan and update as needed
Continue to review Key Messages for final drafts -- New June Key Messages for_Internal for staff and

external for Stakeholders (agencies and families) that assist-our bus pass clients with the view of Opting out
and returning Bus Passes

Join online meeting

s 17

Join by Phone

Local - Victoria: +5 17
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Local -5.17
Local - Vancouver: -S.17
Toll-Free: S-17

Find a local number:

s 17

Conference ID;

Forgot your dial-in PIN? | First online meeting?
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Evans Locker, Ann SDSL:EX
.

A -
From: Fieltsch, Raymond SDSLEX
Sent: Tuesday, May 10, 2016 9:20 AM
To: Archer, Terri SDSLEX: Jensen, Dana SDSLEX
Subject: FW: BCRP Client Letter(v2)
Attachments: BCBP Client Letter{vV2).docx

Importance: High

Hi Terri and -Dana,
Can we provide this to the CLBC Editorial Board? ¥'m wondering if you have contact information. ! know the CLBC
representative was Jessica (Self advocate manager?) in Courtenay but | can’t remember her last name.

Raymond

From: Leslie, Sean GCPE:EX

Sent: Monday, May 9, 2016 3:06 PM

To: Archer, Terri SDSL:EX

Cc: Fisitsch, Raymond SDSI:EX; Jensen, Dana SDSI:EX; MaclLean, Amber SDSL:EX; Filion, Corinna GCPE:EX; Anderson,
Maryann GCPE:EX

Subject: BCEFP Client Letter(V2)

Hi Terti, we've made a few edits to the client letter-please see attached.
Thanks and cheers.

Sean Leslie

Senior Public Affairs Officer

Ministry of Social Development and Social Innovation
(250) 356-1670(c}

(250} 893-4403(m)
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Evans Locker, Annh SDSLEX

- s
From: Craigie, Shelly M SDSLEX
Sent: Thursday, April 21, 2016 12:52 PM
To: Archer, Terri SDSIEX
Subject: FW: Bus Pass as requested

From: Craigie, Shelly M SDSLEX

Sent: Wednesday, March 23, 2016 11:02 AM

To: Jensen, Dana SDSL:EX

Cc: MacLean, Amber SDSL:EX; Lewke, Sandy L SDSI:EX
Subject: Bus Pass as requested

Hi Dana, as per our discussion on Monday with regards to the transition period for bus pass clients wanting to
return their pass. | recommend if a client contacts the Ministry prior to August 19™ the EAW creates a service
request of the type Bus Pass, Sub type Cancellation with a due date of July 25" This is when the Sept benefit
plan will be available and the worker can then make the systems change. We just need to advise workers on
this and bus pass so they leave those SR types for the field. This will allow us to do a query at any time to
determine how many requests we have received.

Shelly Craigie | Manager, Business Modernization, 5TB | SDSI | Desk {250) 387-0968 Mobile {250) 507-7208
| Shelly.Craigie@gov.bc.ca
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Evans Locker, Ann SDSLEX
[

From: Archer, Terri SDSLEX

Sent: Monday, April 25, 2016 2:24 PM
To: Ruel, Janis M SDSLEX

Subject: FW: BUS pass FAQS april
Attachments: BUS pass FAQS april.docx

These appear to he drafts for communications outside of the FAQs. I'm not seeing FAQs. We can work on this as a group
this afternoon during the mieeting. | can propose a couple based on the Field Comm we developed here.

Terri

From: Dorey, Terri SDSI:EX
Sent: Monday, April 25, 2016 1:55 PM

To: Aco, Myleen SDSI:EX; Ruel, Janis M SDST:EX; Archer, Terri SDSI:EX
Cc: Kelly, Georgina SDSI:EX; Jones, Stacey L SDSLEX

Subject: BUS pass FAQS april

Hi there,
Should-have sent to all

Thanks
Terri
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Clients/Stakeholders

Please continue to use your Annual Bus Pass, you have paid to use it for the 2016 year. Please do not
send in your 2016 bus pass at this time. SDSI will send further communication as to when your pass will
need to be cancelled if you would like to receive the $52 benefit instead

Please contact The Bus Pass program at 1866, online request, fax, mail and email. (DATE NEEDED)
Staff:

Please advise clients and advocates clients are to continue using their bus pass. Clients have paid for
these and they are not to be tancelled at this time. Please encourage clients not to send back the pass at
this time.

65 of 467



Evans Locker, Ann SDSI:EX
-

I
From: ‘Craigie, Shelly M SDSLEX
Sent: Thursday, April 21, 2016 12:51 PM
To: Archer, Terri SDSLEX
Subject: FW: Bus Pass returns.

From: MaclLean, Amber SDSI:EX

Sent: Thursday, April 21, 2016 12:50 PM
To: Craigie, Shelly M SDSI:EX

Ce: McCrae, Aura SDST:EX

Subject: Re: Bus Pass returns

Thanks far the heads-up. 1 am cc'ing Terri as she and 1 are meeting Friday, and we may need to adjust the
comm plan for this specific scenario. The current pian is to update website and send staff field comm. To your
point re 5R, Cameron has been a great help in outlining more specifics and there was a lot a lot of discussion
on this at all levels of the project in the last week. We are planning to share a specific process for staff closer
to a June client mailout. But again, Terri and | wili discuss tomorrow,

From: Craigie, Shelly M SDSI:EX

Sent: Thursday, Aprit 21, 2016 12:42 PM
To: MaclLean, Amber SDSL:EX

Cc: McCrae, Aura SDSL:EX

Subject: Bus Pass returns

Hi Amber, it came to my attention today that some clients are physically turning in their bus passes to local
offices in anticipation of the $52 TSA payment. The local offices are sending the passes to the bus pass
program. s.22 I provided Dana with system instructions for an SR that could be
created by staff for clients that wish to cancel their bus pass effective September. | checked with Aura and
those instructions didn‘t go out. Do you know if they are going out? We need to advise workers to stop
accepting bus passes as they are valid until at minimum Sept and let them know what to.do instead. Thanks,

Shelly Craigie | Manager, Business Modernization, 3TB | 5D5! | Desk {250} 387-0968 Mobile (250) 507-7208
| Shelly.Craigie@gov.bc.ca
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Evans Locker, Ann SDSLEX

From: Ruel, Janis M SDSLEX

Sent: Wednesday, April 27, 2016 3:07 PM

To: Archer, Terri SDSLEX.

Subject: FW: ETA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost

Annual Bus Pass... - URGENT update

Hi Terri, { found the email where Stacey Jones had that content update the we told Amanda about. Kimberly Jehns and
Maryann Anderson we invelved in it too. | highlighted in yellow way down on the email chain.

Did what Stacey had for an update make its way through approvals? | never did get a copy of the Word Document they
were referring to. Many people involved and copied, )

From: Archer, Terri SDSI:EX

Sent: Friday, April 22, 2016 11:18 AM
To: SDSI Web Manager SDSLEX; Anderson, Maryann GCPE:EX; Jchns, Kimberlee SDSI:EX; Cross, Elaine SDSI:EX

Cec: Dorey, Terri SDSLEX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; MacLean, Amber SDSE:EX; LaHue, Anita
SDSI:EX; Ruel, Janis M SDSIL:EX; Jones, Stacey L SDSI:EX

Subject: ETA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT
update

Hello all, this is a heads up that we are in the process of drafting the updates to.both the Bus Pass website {and FAQs}
a_nd Disability Assistance Rate Increase website {and FAQs) and we are shooting for April 28™ {next Thursday) to have
this information approved and uploaded.

The Apr 28 public info update links to the Field Comm that will go out to staff that day also.

The client letters {two versions — TransLink and non-Translink) are also being drafted with an ETA of mid-May to get to
BC Mail Plus for distribution by the week of May 30",

We know we need to get info out to clients and the public to let them know about opting out of the Bus Pass. Details.
are being worked out,

Terri Archer, u| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY 0 i

(250) 356-6718

From: SDSI Web Manager SDSI:EX

Sent: Tuesday, April 19, 2016 9:24 AM

To: Anderson, Maryann GCPE:EX; Archer, Terri SDSI:EX; Johns, Kimberlee SDSI:EX; LaHue, Anita SDSI:EX; Jones,
Stacey L SDSLEX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSL:EX; Maclean, Amber
SDSI:EX; SDSI Web Manager SDSLEX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Attached are the Bus Pass and Bus Pass FAQs pages for the content currently on the public website,

1
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Thanks,
Maxine

Maxine Tobin
Commuinications Analyst
T: (604) 344-0303 (Powell River}

From: Anderson, Maryann GCPE:EX

Sent: Tuesday, April 19, 2016 9:04 AM

To: Archer, Terri SDSL:EX; Johns, Kimberlee SDSL:EX; LaHue, Anita SDSI:EX; Jones, Stacey L SDSL:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSL:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; MacLean, Amber
SDSI:EX; SDSI Web Manager SDSL:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Anriuat Bus Pass... - URGENT

Hi Kimberlee,
Can you please send us the archived page from the old site. It would be helpful for me to have that content as
we move forward on the new pages.

Thanks
Maryann

From: Archer, Terri SOSI:EX

Sent: Tuesday, April 19, 2016 §:48 AM

To: Johns, Kimberlee SDSL:EX; LaHue, Anita SDSL:EX; Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSE;EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSL:EX; Kelly, Georgina SDSI:EX; MacLean, Amber
SDSI:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSI:EX _

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

We are in the process of drafting some updates to the FAQs and will be requesting a new Service Advisory regarding bus
pass opt outs so we will fit this into that change. | will keep this group posted and there will be all the required reviews
and approvals as per usual.

Thanks all. Stacey, | will reconnect with you to fit in this change.

Terri Archer

Manager, Stakeholder Relations & Enigagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Developthent and Social Innovation
(250) 356-6718

From: Johns, Kimberiee SDSI:EX

Sent: Tuesday, April 19, 2016 8:43 AM

To: LaHue, Anita SDSI:EX; Jones, Stacey L SDSLIEX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSLEX; Kelly, Georgina SDSI:EX; Archer, Terri SDSLEX;
MacLean, Amber SDSL:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hi, Anita and Stacey

68 of 467



The draft Word document content that we originally drafted (and that you attached} was not approved by strategic
transformation.and GCPE, and so that is why the content was not posted. The content that is posted now was approved
and ported onto the new site. I'm happy to have my team work on updating it, per your request below; however, my
understanding is that we have been advised NOT to make changes to this page that differ from the original website,
Perhaps.you could weigh in Terri/Maryann?

In a scan of the FAQs, it looks like payment information is included here:
hitp://fwww2.gov.be.ca/gov/content/transportation/passenger-travel/buses-taxis-limos/bus-pass/bus-pass-faq#01-06

As [ mentioned, we are happy to work on updating the buis pass page; however, given the previous direction was not to
alter it, we will need the okay from Terri and Maryann at this point. If they are both now okay with us altering and
adding toc the page, then we can start work on it.

Thank you,
Kim

Kimberiee Johns | Manager, Corporate Communications
Phone: 1-250-619-667% {Nanaimo)} | Kimberlee Johns@gov.bc.ca

Frorn' LaHue, Amta SDSI EX

Sent: Monday, April 18, 2016 5:11 PM

To: Jones, Stacey L SDSI:EX; Johns, Kimberlee SDSIEX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDST:EX; Kelly, Georgina SDSL:EX; Archer, Terri SDST:EX;
MacLean, Amber SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

How quickly can this be updated? | see the draft document does show how to pay, but the website does not. | wonder if
that is just an oversight?

What other approvals do you need to move this forward guickly?

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #. 1-250-739-6603

Cell #: 1-250-667-4171

: _ ¢, Anita: \Co, Myleen SDSLEX; Kelly, Ge
b _ubhc Transat :Buses Taxis anl:l Limousmes . Reduced Cost Annial Bus Pass,. - URGENT

Hi Kimberles:

Thank you for the update.
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NW.Z.BOV-DC.C
ta.include payment detai

Thank you.
Stacey

From: Johns, Kimberlee SDSI:EX

Sent: Monday, April 18, 2016 3:17 PM

To: Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terti SDSI:EX; LaHue, Anita SDSI:EX; Aco, Myleen SDSL:EX; Kelly, Georgina SDSI:EX
Subject: FW: Public Transit Buses Taxis and Limousines - Reduced-Cost Annuzl Bus Pass... - URGENT

Hi, Stacey

in the weeks leading up to the content migration on March 31, the bus pass content underwent some major shifts. Thé
hulk of the content was ported over as close as possible to the existing content from the old website, to create as ittle

of a disruption for clients as possible. Essentially, the version that you saw from Ceara came back {from Terri Archer and.

Maryann Anderson, | believe} as unapproved, with the request for us to port over the info from the old website as is,

though with a few additions. Please see the attached emails on this regarding the change in direction and the approvals.

Please let me know if you have any additional questions. Happy to discuss further.

Thanks,
Kim

Kimberlee Johns | Manager, Corporate Communications
Phone: 1-250-619-6675 {(Nanaimo} } Kimberlee.lohns@gov.be.ca

From: "Jones, Stacey 1 SDSI:EX" <Stacey.Jones@gov.bc.ca>

Date: Thursday, April 14, 2016 at 12:12 PM

To: Ceara Lomnie <Ceara.l.Lornie @pov.bc.ca>

Cc: "Dorey, Terri SDSLEX" <«Terri.Dorev@gov.be.ca>, "*LaHue, Anita SDSI:EX" <Anita.LaHue @gov.bc.ca>, “Jones, Stacey L
SDSI:EX" <Stacey.lones@gov.be.ca>, "Aco, Myleen SDSIEX" <Myleen.Aco@gov.be.ca>, "Kelly, Gegrgina SDSI:EX”

<Georgina.Kelly@gov.be.ca>
Subject: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hello Ceara:

Today | had to look at the outward facing information on our website about the bus pass program and have some
cancerns.

The information in the attached documentis hot what is currently on the website.
There is NO payment information for clients which is a huge issue and the payment address is missing from the website.

Can someone please confirm for me what information was approved as it will need to be reviewed and updated.
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Thank you.

Stacey

71 of 467



Evans Locker, Ann SDSEEX

A ]
From: Archer, Terri SDSLEX
Sent: Thursday, May 12, 2016 1.09 PM
To: Jensen, Dana SDSLEX; Maclean, Amber SDSEEX; Craigie, Shelly M SDSLEX
Subject: Fw: revised BC Bus Pass Client Letter(V3-RIFD)_Mayll ({2)
Attachments: BC Bus Pass Client Letter(v3-RIPD) Mayl1 (2).docx

Thoughts? Stacey revised the draft letter in plain language etc.
Will STS be included?

Sent from my BlackBerry 10 smartphone on the Rogers network.

From: McGaghey Jones, Stadey SDSI:EX <Stacey.McGagheylones@qov.be.ca>
Sent: Thursday, May 12, 2016 12:50 PM

To: Ross, Ian SDSI:EX; Fieltsch, Raymond SDSI:EX; Archer, Terri SDSIEX
‘Subject: revised BC Bus Pass Client Letter(V3-RIPD)_May11 (2)

Hi here is a revised letter. | removed reference to the admin fee and renewal process for now. If this is going to folks
who used to get STS then we should think about adding a messaging to them.
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Evans Locker, Ann SDSI:EX

]
From: Ruel, Janis M SDSLEX
Sent: Wednesday, April 6, 2016 4:29 PM
To: Jensen, Dana SDSLEX; LaHue, Anita SDSLEX; Archer, Terri SDSLEX
Ce: Lofthouse, Jean C SDSLEX
Subject: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring to Policy
Attachments: 20160406131155.pdf

Hi Dana, Anita, and Terri. This client is going to decline the bus pass.and take the $ 77.00. He is wondering if he will be
reimbursed for Sept 1% to Dec 31*. | checked the Q&A’s and could not see this scenario. g.22
but Jean is covering tomorrow if there is an answer. Thank you, Janis

From: Ruel, Janis M SDST;EX

Sent: Wednesday, April 6, 2016 4:25 PM

To: Evans Locker, Ann SDSI:EX; Russ, Maxine SDSI:EX

Cc: Lofthouse, Jean C SDSI:EX

Subject: FW: RieohScan - Call to Client - Referring to Policy

Hi Ann, | have still not been able to reach the client. | went into ICM and reviewed this case. The client did have the
process explained to him. His question is one that has not been worked out in policy yet when it comes to procedures. |
will send on to Anita, Terri, and Dana. They are tracking the different questions that come in. At this point he has been
advised to call the Bus Pass Program in August which is correct and more of the policies and procedures worked out.

Questicn for Policy Q&A’s

He also has concerns over the fact he purchased his bus pass in Sep for Jan 1st-Dec 31% 2016, and now with new
legistation, it will not be valid after Sept. 1%. He is wondering what is happening with the meney that he spent for the
pass for the whole year. Will he be reimbursed for Seplst- Dec 31%?? He will not be renewing his pass again once it
expires, but feels that it should be valid until Dec. 317,

ICM Comment April 6, 2016 at 1:09pm

Call from client, states is concerned about BC Transit card expiring and not wanting to activate compass card, states if
he activates compass card he will not receive the $77 increase in Sept for PWD cfients. Advised compass card was
issued to replace BC Transit card so that he can use card in anywhere in the Province. ‘Advised to call back in August if
he wants to cancel bus pass in order to receive 577 increase in Sept, otherwise increase would be $25 per month. Client
states he understands:

From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 6, 2016 4:00 PM

To: Evans Locker; Ann SDSL:EX

Cc: Russ, Maxine SDSLEX; Lofthouse, Jean C SDSI:EX
Subject: RE: RicohScan - Call 1o Client

Hi Ann, | tried to call him 2x and there is no answer. | $.22 will ask 8.22 Jean
Lofthouse to try him tomorrow if { don’t get him by the end of the day, Janis

I've attached the information that | was goingto reference for the call below.

Ciient Insert -- An information insert® will be included by TransLink with the new Compass Card that will be mailed to affected
clients early April
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https://theloop.gov.be.ca/sdd/Documents/Knowledge%20Link/Strategic%20Transformation/Client-and-Stakeholder-
Notifications/TransLink%20Insert.pdf

March 21, 2016 infarmation on the LOOP is below

https://theloop.gov.be.ca/sdd/Pages/internal-External-Communications.aspx

From: Evans Locker, Ann SDSL:EX
Sent:; Wednesday, April 6, 2016 3:45 PM
To: Ruel, Janis M SDSI:EX

Cc: Russ, Maxine SDSI:EX

Subject: FW: RicohScan

Hi Janis,
Can you contact S-22 and update him?

Thanks,
Ann

Ann Evans Locker

A/Manager | Strategic issues

Assistant Deputy Minister's Office | Service Delivery Division
Ministry of Sacial Development and Sacial Innovation
Victoria, British Columbia

Phone: 250 387-3598

Mohile: 250-893-2338

From: MacMillan, Karen SDSI:EX

Sent: Wednesday, April 6, 2016 2:09 PM

To: Evans Locker, Ann SDSL:EX; Russ, Maxine SDSI:EX
Subject: FW: RicchScan

1 have explained this is about the replacement by the Compass Card. The MO would like someone to call the client-and
explain.

From: Blake, Kristen SDSI;EX

Sent: Wednesday, April 6, 2016 2:00 PM
To: MacMillan, Karen SDSLEX

Subject: FW:; RicohScan

Hello Karen,
Can you please look into this?

Thanks,
Kristen

From: Yaron, Gillian [mailto:Giflian.Yaron@leqg.bc.ca)
Sent: Wednesday, April 6, 2016 1:33 PM

To: Blake, Kristen SDSL:EX

‘Subject: FW: RicohScan

Hi Kristen,
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Wondering if you could help me with this.... _
Just as [ thought | started to understand.the Bus Pass program | get thrown a curve bafi!

s.22

This constit just received a letter today from SDSI saying his current bus pass he bought in 1an is no fonger valid as of
April 16™. And he has no idea why?

Hé also has concerns.over the fact he purchased his bus pass in Sep for Jan 1st-Dec 31% 2016, and now with new
legislation, it will not be valid after Sept. 1%, He is wondering what is happening with the money that he spent for the
pass for the whole year. Will he be reimbursed for Sepist- Dec 31%?7 He will not be renewing his pass again once it
expires, but feels that it should be valid until Dec. 31%.

Wondering if you could provide some information? Or have staff connect with him directly to explain the situation?

Gill Yaron Constituency Assistant

Terry Lake, MLA Kamloops — North Thompson
Minister of Health

Email: Gillian.yaron@leg.be.ca

Phone#; 250-554-5413 Fax #250-554-5417
Toll Free #: 1-888-299-0805

Website: terrylakemia.bc.ca

From: ricobmfd@leg.bc.ca [mailto:ricohmfd @leg.be.ca)
Sent: April 6, 2016 1:12 PM

To: Yaron, Gillian <Glillian.Yaron@®leg.bc.ca>

Subject: RicohScan
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Evans Locker, Ann SDSL:EX

L L .
From: Archer, Terri SDSLEX
Sent: Tuesday, May 31, 2016 4:58 PM
To: Craigie, Shelly M SDSLEX {shelly.craigie@gov.bc.ca)
Subject: MYSS wording re; Bus Pass (collective feedback)

Hi shelly, | have included feedback from me, Stacey (RIPD) and Chelsea (policy) in the chain below 50 it's all in one
place. My question is will the wording need to change post pending annauncement on the bus pass?

Terrl Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformaticn Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY
(250) 356-6718

From: McGaghey Jones, Stacey SDSLEX Sent: Tuesday, May 31, 2016 3:58 PM To: Archer, Terri SDSTEX
Subject: RE: MYSS wording re: Bus Pass

hanks. Is there a w f they don't want bus'pass? | agree with
the comment by th le

Elear.

From; Archer, Terri SDSI:EX Sent: Tuesday, May 31, 2016 1:33 PM To: McGaghey Jones, Stacey SDSI:EX
Subject: MYSS wording re: Bus Pass

Hi Stacey, we have others looking at this also but thought I'd give you a chance to chime in too. Any suggested edits for
this My Self Serve wording?

2.1,1 - Confirmation Page
Your Bus Pass Application Service Request for “NAME” has been created. Once this request has been submitted and
processed, a monthly |bus pass will be issued effective “INSERT DATE (month/year) - IS TO BE CALCULATED BY THE

2.2.1 - Confirmation page
Your Bus Pass Cancellation Service Request for “NAME” has been created. Once this request has been submitted and
processed, your monthly bus pass will be cancelled effective “INSERT DATE {month/year) — IS TO BE CALCULATED BY

Terri Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY |10 b

(250) 356-6718

From: Bowen, Chelsea SDSL:EX

Sent: Tuesday, May 31, 2016 1:04 PM

To: Craigie, Shelly M SDSI:EX; Archer, Terri SDSI:EX
Cc: Pendergast, Shannon M SDSI:EX

Subject: MYSS wording
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Hi Shelly,

| have two minor comments. Technically the bus passis'the TSA, as.we IIl-a5 the:$52 cash so'we should referto the TSA

of $52 whenever possible:

Thank you,
Chelsea

TSA — Transportation suppart aliowance

From: Craigie, Shelly M SDSL:EX

Sent: Tuesday, May 31, 2016 12:10 PM

To: Bowen, Chelsea SDSI:EX; Archer, Terrl SDSL:EX
Subject: FW: MySS and OPC Updated FDD - Wording Provided by the Business
Importance: High

Hi Chelsea & Terri, can you please have a look at this wording? It's for the MYSS client initiated SR’s, and follows the

standard wording already approved for other services.

From: Sharma, Lalita K SDSL:EX

Sent: Thursday, May 26, 2016 9:24 AM

To: Craigie, Shelly M SDSI:EX; Laws, Stephen SDSI:EX; Hall, Sharlene SDSI:EX

Cc: Bhardwaij, Prashant SDSI:EX; Hoey, Matlene SDSI:EX; Muraro, Yvonne T SDSI:EX

‘Subject: RE: MySS and OPC Updated FDD - Wording Provided by the Business

Importance: High
Hi Everyone,

Here’s the ‘wording’ provided by the business (Marlene Approved). Shelly, Mariene would like you to review and
provide your input as well.

Thanks, Lalita

From: Craigie, Shelly M 5DSI:EX

Sent: Tuesday, May 24, 2016 11:49 AM

To: Sharma, Lalita K SDSI:EX; Laws, Stephen SDSI:EX; Hall, Sharlene SDSI:EX
Cc: Bhardwaj, Prashant SDSL:EX

Subject: RE: MySS and OPC Updated FDD

I would like the MYSS team to submit the wording so it’s consistent with the wording used throughout.

From: Sharma, Lalita K SDSI:EX

Sent: Tuesday, May 24, 2016 11:09 AM

To: Laws, Stephen SDSI:EX; Hall, Sharlene SDSI:EX

Cc: Craigie, Shelly M SDSIL:EX; Bhardwaj, Prashant SDST:EX
Subject: RE: MySS and OPC Updated FDD

Fyi — we are working on the wording, when is this is due?

From: Laws, Stephen SDSI:EX

Sent: Tuesday, May 24, 2016 11:07 AM

To: Sharma, Lalita K SDSI:EX; Hall, Sharlene SDSI:EX

Cc: Craigie, Shelly M SDSI:EX; Bhardwaj, Prashant SDSI:EX
Subject: MySS and OPC Updated FDD
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Hi Lalita, Sharlene,

The FDD has been updated to include the latest OPC changes and includes a guestion fram Shelly which Lalita will take
to the business {wording).

Sharlene, can you get confirmation that the OPC section is signed off? Once | have that | will send te Yvonne for final
approval and will update my development accordingly.

Thanks
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Evans Locker, Ann SDSLEX

From' LaHue Anita SDSI EX

From: Ruel, Janis M SDSLEX

Sent; Monday, April 25, 2016 12:27 PM

To: Archer, Terri SDSLEX; MacLean, Amber SDSLEX

Subject: Please Review RE: Approvals for Messaging: Bus Pass returns

This is. an FY}, on communications between Georgina, Anita, and myself. It has some prioritizing of what needs to be
done by who and when. | don’t really know what the decision making structure is for this June update. Yet | did offer
some feedback, thank you, Janis

From. Kelly, Georgma SDS] EX

Sent: Monday, Aprit 25, 2016 9:29 AM

To: Ruel, Janis M SDSI:E_X; LaHue, Anita SDSI:EX

Subject: RE: Please Review RE: Approvals for Messaging: Bus Pass retufns

| agree with the priorities,
Georgina Kelly

Manager, Field Services
Provincial Contact Centre (PCC)
Regional Services Division

Social Development and

Social Innovation

Cs 60&6176457

From: Ruel Janls M SDSI EX

Sent: Saturday, April 23, 2016 8:42 AM

To: LaHue, Anita SDSI:EX

Cc: Kelly, Georgina SDSI:EX

Subject: Please Review RE: Approvals for Messaging: Bus Pass returns
Thank you Anita, we will need some firm directicn on.the return vs opting out language. We have our small group
established for the Communications materials that are due on Wednesday April 27™. We are meeting this coming
Monday, Wednesday and Friday,

Some of the items may need to be addressed at the Design Committee. Raymond seemed to indicate that the DM and
ADM wanted to use opting out. | rearranged the order and grouping so that we can focus on what is due right now with
the Communications Plan.

Checking In

Please review what [ have done in the body of this email and see what | have written in bold. | tried to put these issues
and questions in to an order, or, priority and timeline categories to think about. | would like to see if you and Georgina
agree that yellow is our 1° Priority right now. Thank you, Janis

Yellow 1-Priotity Communications - What we need to have answers to right away to meet the deadline for the
communications that need to go for approvals on Wednesday April 27, 2016 for updating the FAQ's on our-Webhsite, Key
Messages for Staff (Field Communication) and Stakeholder Communications, and do the juhe update letters for clients
and stakeholders. All due next week by April 27" — April 28, 2016 at the latest.

# i -- Policy and Procedure that has not been finalized with SOPs. When finalized the
FAQ swill be updated on the Websﬁe I(ey Messages for Staff on Policy and Procedures SOPs {Fieid Communication) and
Stakehoider C ti

— Policy, Procedures, and Systems issues that can be addressed
cated through Policy and SOPs (| don’t know what TTS is)

.....

th oug he

Sent; Friday, April 22, 2016 5:38 PM
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To: Ruel, Janis M SDSI:EX

Cc: Kelly, Georgina SDSI:EX

Subject: RE: Approvals for Messaging: Bus Pass returns

Hi Janis, the following questions have to be answered before we can proceed much further and are going to the small

group for clarification and deasl_c_m

NR

This small group will review and make recommendations to the steering committee — wha will then make the decision.
| have Georgina’s opinion on most of these already, so | think we are in a good position. | am surprised at Shelly’s
comments below. | don’t believe we have a new SR Type —1 think that the design session looked at using a sub-sub-type
for these {(Georgina can you comment)? Until we sort out of some these things, we really can’t finish off the
communication.

Hope this helps some.

Let me know if you have any questions er need mare clarification.

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell'#: 1-250-667-4171
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From. Ruel Jams M SDSI EX
Sent: Thursday, April 21, 2016 2:55 PM
To: LaHue, Anita SDSI:EX
Cc: Kelly, Georgina SDSI:EX
Subject: Approvals for Messaging: Bus Pass returns
Hi Anita, this is what has come through recently from Shetley Craigie to Amber Mac Lean about returns and what needs
to happen ASAP you may or may not be aware:
> clients are physically turning in their bus passes to local offices in anticipation of the 552 TSA payment.
» The local offices are sending the passes to the bus pass program.
> Shelley Craigie provided Dana with system instructions for an SR that could be created by staff for
clients that wish to cancel their bus pass effective September.
o Shelley also checked with Aura and those instructions haven’t gone out. Do you know if they
are going out?
» Shelley recommended that we need to advise workers to stop accepting bus passes as they are valid
until at minimum Sept and let them know what to do instead.
Terri and Amber are booking a meeting for me to attend tomorrow morning on this issue {Georgina will be invited too).
The Due date for the Q&A’s will Aprit 28", and the letters that will be going to clients as an update in June {due
beginning of May) will likely need to include the process for returning cards.
Just an FYl. Janis

From: Archer, Terrl SDSI EX

Sent: Thursday, April 21, 2016 1:36 PM
To: Ruel, Janis M SDSI:EX

_SubJect. Bus Pass returns

From: MacLean, Amber SDSI EX

Sent: Thursday, April 21, 2016 12:50 PM

To: Craigie, Shelly M SDSI:EX

Cc: McCrae, Aura SDSI:EX

Subject: Re: Bus Pass returns

Thanks for the heads-up. | am cc'ing Terri as she and | are meeting Friday, and we may need to adjust the
comm plan for this specific scenario. The current plan is to update website and send staff field comm. To your
point re SR, Cameron has been a great help in outlining more specifics and there was a lot a ot of discussion
on this at all levels of the project in the last week. We are planning to share a specific process for staff closer

to a June chent mallout But agaln Terrl and 1 w:ll discuss tomorrow

From. Craig[e, Sheily M SDSI EX

Sent: Thursday, April 21, 2016 12:42 PM
To: Macl.ean, Amber SDSI:EX

Cc: McCrae, Aura SDSI:EX

Subject: Bus Pass returns

Hi Amber, it came to my attention today that some clients are physically turning in their bus passesto local
offices in anticipation of the $52 TSA payment. The local offices are sending the passes to the bus pass
program. | provided Dana with system instructions for an SR that could be created by staff for clients that wish
to cancel their bus pass effective September. | checked with Aura and those instructions haven’t gone out. Do
you know if they are going out? We need to advise workers to stop accepting bus passes as they are valid until
at minimum Sept and let them know what to do instead. Thanks,

Shelly Craigie | Manager, Business Modernization, 5T8 | SDSI { Desk (250) 387-0968 Mobile (250) 507-7208 |
Shelly.Craigie@gov.bc.ca
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Evans Locker, Ann SDSLEX

From: Archer, Terri SDSLEX

Sent: Wednesday, April 6, 2016 3:51 PM
To: SDSI PPIM Support SDSLEX

Cc: Bandechha, Pardip SDSLEX
Subject: PWD rate increase guestion

Hi David, this got frozen in my Draft folder so I'm hoping you already responded to Leah-on this but if not... in consulting
Policy, 'm informed that this will be dealt with in regulations so we don’t have an answer just yet. We'll have more
information when the regs are done (likely 3 few weaks).

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Archer, Terri SDSI:EX Sent: Tuesday, March 8, 2016 9:59 AM To: McGaghey Jones, Stacey SDSI:EX
Subject: PWD rate increase question

Hi Stacey, we need policy clarification on a guestion that was raised by an advocate.

The question:
Will the PWD rate increase have an effect on the comforts allowance rate?

A ministry cutreach worker notes:
e From the client letter, it appears a client who receives comforis and is a bus pass holder will be responsible for
paying the $45 administration fee.
¢ The tonfusion and concerns from community partners is that the letter indicates that the ministry is paying
$52/mth for PWD clients with a bus pass but doesn’t give any indication of the effect on long term care clients.

Can you help answer this please. Thahks.

Terri Archer

Manager, Stakeholder Relations & Fngagement.
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Sncial Development and Social Innovation
(250) 356-6718

From: Bandechha, Pardip SDSI:EX Senf: Tuescla'.yr March 8, 2016 907 AM .To: Jensen, Dana SDSL:EX; Archer, Terri
SDSIL:EX
Subject: RE: PWD rate increase

Hi guys
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1 checked the Q&As but could not find an appropriate response. Can you help me?

From: SDSI PPIM Support SDSI:EX

Sent: Tuesday, March 8, 2016 9:04 AM

To: Campo, Leah SDSH:EX; SDSI PPIM Support SDSI:EX
€c: Bandechha, Pardip SDSLEX

Subject: RE: PWD rate increase

QOkay, let me refer to HQ and get back to you. Hold the fort.

Hi Pardip:

| understand that you are managing the questions related to the PWD rate increase changes.
{eah has a valid guestion from the community and would like to know:

”| continue to get questions and | want to be sure |I'm clarifying things correctly for cur community partners. No increase
to the camforts allowance? Clients in long term care facilities who have the bus pass will have to pay the full $52 out of
their comforts?”

Please lat us know — thanks.

Devid Buicker, Falicy & Frogram Implementation Managor
Strategic Transformatian Branch - Service Delivery. Division
“Ministry of Social Development & Social Innovation
604.561.3567 | E-mail: David. Butcher@gov boica

Reccived this email in error? Please delete it-and notify me.

From: Campo, Leah SDSI:EX
Sent: Tuesday, March 8, 2016 7:48 AM
To: SDSI PPIM Support SDSI:EX
Subject: RE: PWD rate increase

Thanks David,
What | think | can conclude from that letter is a client who receives comforts and is a buis pass holder will be responsible
for paying the 545 administration fee.

The confusion and concerns from community partners is that the letter indicates that the ministry is paying $52/mth
for PWD clients with a bus pass but doesn’t give any indication of the effect on long term care clients.

Thanks,
Leah

Leabh Campo

Qutraach Supervisor, Local Office Services

Ministry of Soclal Development and Social tnnovatian
& (804) 660-1764 cell (604)910-2147

[ 1-855-771-8741

Leah.Campo@gov.he.ca

From: SDSI PPIM Support SDSI:EX

Sent: Monday, March 7, 2016 4:46 PM

To: Campo, Leah SDSI:EX; SDSI PPIM Support SDSTIEX
Subject: RE: PWD rate increase
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Hi Leah,

| think this will help clarify things for others. Please me know if it doesn't

David Butcher, Policy & Frogram Implementation Manager
Straisgic Transformation Branch - Service Delivery Division
Mihishy of Social Development & Social Innovation

604.561.3567 | E-mail: David Butcher{@igov.be.ca-
Received this email in crror? Please delete it and notify me,

From: Campo, Leah SDSI:EX
Sent; Wednesday, March 2, 2016 4:57 PM
To: SDSI PPIM Support SDSIIEX
Subject: Re: PWD rate increase

Thanks David, | continue to get questions and | want to be sure 1'm clarifying things correctly for our

community partners,

No increase to the comforts allowance. Clients in long term care facilities who have the bus pass will have to

pay the full $52 out of their comforts?

Thanks,
Leah

From: SDS] PPIM Support SDSEEX

Sent: March-01-16 3:49 PM

To: Campo, Leah SDSI:EX; SDSI PPIM Support SDSLEX
Subject: RE: PWD rate increase

[ dom’t think so, as | haven't heard anything about a change in comforts.

‘David Butcher, Policy & Program Implementation Manager
Ieoplée & Processes Operations Supporls

Ministry of Sovial Development & Social Innovation
604.561.3567 E-mail: David Butchen@gov.be.ca

Received this email in ervor? Please delete it and notify me.

From: Campo, Leah SDSI:EX

Sent: Thursday, February 25, 2016 10:37 AM
To: SDSI PPIM Support SDSIEX

Subject: PWD rate increase

Will the PWD rate increase have an effect 6n the comforts allowance rate?

Leah Campo

Qutreach Supervisor , Local Office Services

Service Delivery Division

Ministry of Social Development and Social Innovation
Surray North Office 322

#100-13650.102 Avenue, Surrey, BC, V3T 1INE

B (604) 660-1764 cell {(604)910-2147

B 1-855-771-8741

Leah.Campo®@gov.br.ca
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Note: The contents of this message and any attachments are solely intended for the addressee{s}, and may not be disclosed or disseminated to
anyone other than ministry staff withaut the express written consent of the sender. If you have received this message in error, please advise the

sender immediately.
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Evans Locker, Ann SDSLEX

From: Ruel, Janis M SDSLEX

Sent: Wednesday, May 4, 2016 4:01 PM

To: Archer, Terri SDSTEX

Subject: Quickly updated Plan

Attachments: Bus Pass Program - June Updates Communication Plan - April 22 2016) Version 2.docx

Here it is & Thanks for taking over the meefing. Since LWS at 1050 Quadra there have been a fot of Lync and on line
meeting problems. Much appreciated. Janis

Janis M Ruel

Manager Community Relations and Service Quality
Ministry of Social Development and Social Inndvation
Qperations Support, Service Delivery Division

Cell: 250-415-5144
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a. Pending decisions

Bus Passes Changed Update and Opting Out Procedures

Review of previous Ficld Communications to include new
messaging

-Deliverable : lA.ss_i_g_ edto-. . [DueDa
1. Process for bus pass cancellations | Janis & Georgina | Staff (and May ? Consult Bus Pass Team Bus Pass June 2016
{renewal process remuains status informs other = returning bus pass — process? Mail in? Program and
quo) comms) = need 1o action return mail/cards Shelley Craigie
' ) . = Can advise TransLink clients they do
a.  Pending decisions not need 1o return their card — it will
be deactivated upon contact (notify us  |Terri Dorey
via Bus Pass email or by phone)
» Non-TransLink clients — benefit not fMyleen Aco
contingent upon return of card body Johnston
Ltacey Jones
2. Client notice: DRAFT letter(s) — Janis & Georgina | Bus Pass April 26 | Consuit Bus Pass Team Janis Ruel Week of May 9,
Generic Bus Pass Letters PWD >Terri Clients (draft _ 2016
clients due) o Clients (i.e. letter and IVR msg)
®  (Client Jetter(s) carly June to advise of  Procedures from
Done choice te keep bus pass (pkg for Design
approval early May) Committee and
* notify us via Bus Pass email  ghelley Craigie
or by phone
s return envelope with check
box? (for returning bus pass
cards)
» Two versions of the letter (TransLink
and non-TransLink clients)
3. Field Comm to SDD All {incl. Amber SDD Staff and | April 27 Messaging for June information package coming for Janis Ruel, Due May 6th
Service BC partner Bus Pass Changes Georgina Kelly:
agencies Link to new FAQ’s messages and no need for clients to @nd Terri /lenn
turn in bus passes at this time
4. Field Comm to SDD All {incl. Amber SDD Staffand | May 16 Messaging for BC Bus Pass Program changes: June Janis Ruel,
Service BC) partner Information Package Georgina Kelly
agencies pnd Terri flenn
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5. Client notice: IVR message — Janis &_Ge_'c'l'r-'g_i:ha' Bus Pass April 27 Wording Consult Bus Pass Team Georgina and
;holce to keep bus pass or rate > Terri Clients calling Script for IVR Bus Pass
and cancellation info SDSI Program
a. Checking with Raymond
6. Update web info: Bus Pass FAQs | Janis & Georgina | Public (incl. Cost Terri Dorey LN.eek of May Sth|
. P
(and PWD Rate Increase FAQS?) & Terri e:t:rgalld yleen Aco ;
a. Stage 1 opt out Info week | {coordination) Staxe _0 ers The bus pass is provided for an administrative fee of $45 per lody fohnston une
of May 3" and clients) year and is valid for one calendar year from January 1 — ocy
_ December 31. The fee is not prorated for applicants applying ctacey Jones
b. Stage 2 full update when part way through the year and is fion-refundable. v
decisions made O T e :
New FAQ DRAFT- $45 administration fee is not proratéd  fend to fanis
¢. Plan for MYSS messaging and is non-refundable:
for Sept on the Website Do I get money hack from the $45 administration
fee I paid if I cancel my bus pass part way through
the year? _
No. The bus pass is provided for an
administrative fee of $45 per year and is
valid for one calendar year from Januvary 1
— December 31. The fee is not pro-rated for
applicants applying or cancelling part way
through the yecar.
7. External stakeholder notice — Terri f Janisand | Advocates, Mid May | Consulit Bus Pass Teaimn Janis and Terri  Jlune
based on FAQs and other comms | Sean MLJ::s/CAs, drafts Will mirror the updated Field Communication —
a. Soft launch MFSC june 1, CL,'B i;'l‘ Include:
2016 2;:‘_"_ ‘ ::V A specialized bus pass worker can be reached by
lianc

foliowing the prompts on the phone tree at 1-866-
866-0800 - 1 for client menu, 1 to enter PID/PIN
or 2 to enter SIN, 3 for provincial services, 1 for bus
pass

OR

1-866-866-0800 - 2 for Non-Client, phone number,
3 for provincial services, 1 for bus pass.
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Evans Locker, Ann SDSEEX

From: Sassaman, Caitlyn A CLBC:EX

Sent: Tuesday, May 10, 2016 12:44 PM

To: Archer, Terri SDSLEX

Subject: RE: BC Bus Pass Client Letter {draft with a request for CLBC feedback)
Hi Terri -

The Editorial Board won't be sitting this month, but I can ask one of the CLBC staff who works with the group to run the
letter by a few of the members for their feedback. | will see if that can be done by Friday — if not, would Monday or
Tuesday work?

Thanks for the chance to review the letter.

Best regards,

Caitlyn Sassaman
Community Relations
Community Living BC

Cell: 778 679-4634

Fax: 250:952-42Q5
www.communitylivingbc.ca

Does your community include everyone?

Ptgase think abeut the environment before you print

CONFIDENTIALITY NOTICE: This message and ary accompanying documents contain confidential information intended for a
specific individual and purpose. This niessage is private and protected by law. If you aré not the intended recipient, you are hereby
notified that any disclosure, copying or distribution, or the taking of any action based on the contents of this information, is strictly
prohibited.

From: Archer, Terri SDSL:EX

Sent: Tuesday, May 10, 2016 12:38 PM

To: Sassaman, Caitlyn A CLBC:EX

Subject: BC Bus Pass Client Letter (draft with a request for CLBC feedback)

Hello Caitlyn,
attached is a draft letter we are planning to send to PWD Bus Pass clients end of May/early June to advise them of what

to do at this point if they are planning to opt out of the bus pass program for September when the PWD rate increase
becomes effective.
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We would appreciate CLBC's review of this draft letter {is there an Editorial Board?) to ensure clarity and to try to
address any anticipated concerns. This particular notice is predominantly to remind clients they will have a choice and if
they are planning to opt out, they keep their card at this time because they can still use it to September.

More information will be provided to clients as process details are finalized and we will continue to update the BC Bus
Pass Program website and Disability Rate Increases website as required.

Thank you in advance for your feedback. Unfortunately timing is tight so if possible, may | have your feedback by Friday,
May 13 or is more time required? Thanks.again.

Terri Archer, v | Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY (v o

(#50) 356-6718
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Evans Locker, Ann SDSI:EX
I N

From: Ruel, Janis M SDSLEX

Sent: Moriday, Aprit 25, 2016 12:17 PM

To: MaclLean, Amber SDSLEX; Archer, Terri SDSLEX

Cc: LaHue, Anita SDSLEX

Subject: RE: BC Bus Pass Program - Client Letter - June Update - Draft 1-1

Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-1.doc; BC Bus Pass Program

- Client Letter ~ June Update - Draft 1-1 working copy

Hi Amber, | have attached your version with comments and edits, and Terri’s version with edits for Anita to review with
the design committee.

» What may need to be decided is if the June update is communicating changes as a resuit of the PWD rate
increase or an update on the BC Bus Program and just call it a June update on the BC Bus Program and get
remove the word changes.

| don't know about the timelines being October. The rate increase will be on the August cheques for September Income
assistance?

It wan't be an easy task to keep this in plain fanguage so that clients are understanding what we are saying and keep our
internal procedures out of the letters and keep the messaging simple.

| have asked to be relieved of some of my duties so that | have more time to look at this. | have not been involved with
the program design. |

From: MacLean, Amber SDSI:EX

Sent: Monday, April 25, 2016 12:07 PM

To: Archer, Terri SDSLEX; Ruel, Janis M SDSI:EX _
Subject: BC Bus Pass Program - Client Letter - June Update - Draft 1-1

Some cemments/suggested edits
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BRITISH
COLUMBIA

Dear [¢lient name],

You are receiving this letter as a June update regarding chariges o the:BC Bus

Beginning September 1, 2016 all clients with the PWD designation will receive a i
monthly rate increase. This applies to alt adults in a family unit with a PWD designation.

s—Cliants-who-donstreceive- transporation-suppers-will receive-an-inerease-of 8774
» {Chients en-in receipt of disability assistance who access a subsidized annual BC Bus .---8.13

Pass will see a rate increase of $25 per month, in addition to the bus pass.

a (Clients who choose to opt out of receiving transportation supports through the BC Bus
Pags Prograrm can contact the Program to update their information and receive the full
increase of $77 stading-in September.

Please Note: If you are planning fo opt out of the Bus Pass Program startingin ~ =- - - -{ formatted: Indent; Left: 0.75cm )
September when the rate increase begins, there is, no need to return your BC Bus_ - { Formattea: Fort; ltalic ]

Pass at this time. Your BC Bus Pass is-will still be valid to the end of August 2018.

We will continue to update information on the Bus Pass Program website at [short URL],
including updating the Frequently Asked Questions as more details are finalizedbecome
available,

BC Bus Pass Program Contact Information

Fhone
Cali 1 866 865-0800 and choose the appropriate option;

« Option 1: If you are receiving Ministry services, input your Personal identification
{PID) number and PIN, or your Social insurance Number, then press option 3, and
then press option 1

« Option 2: If you are receiving Ministry services and do not have a Personal
Identification {PID} number or Soclal Insurance Number, or for all general inquiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phene service is available Monday to Friday between 9 am ~ 4 pm.

Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.be.ca. Allow up to five
business days for processing. You will receive an email response to your request.

Minlsfry of Waiiing Address: Tetephone: 1-886-866-0800
Saclal Development PO BOX S950.8TN PROV GDVT
and Social Innovation Vicloria, BC VBW 9R3
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If you have any guestions, please contact the ministry at 1-866-866-0800.
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Evans Locker, Ann SDSLEX
==t

i e A
From: Archer, Terri SDSLEX
Sent: Monday, April 25, 2016 11:48 AM
To: MacLean, Amber SDSEEX; Ruel, Janis M SDSEEX
Subject: BC Bus Pass Program - Client Letter - June Update - Draft 1-1 working copy
Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-1.doc

Hi, using Janis’s draft as a base, ['ve updated the letter a bit. There will be more [ think but this is the latest working copy
for comments.

Terri
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BRITISH
COLUMBIA

Dear [client namej,

You are receiving this letter as a June update regarding changes to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in fate summer 20186.

Beginning September 1, 2016 ali clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.
o Clients who do not receive transportation supports will receive an increase of $77.

« Clients on disability assistance who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.

s Clients who choose to opt out of receiving transportation supports throeugh the BC Bus
Pass Program can contact the Program to update their infarmation and receive the full
increase of $77 starting in September.

Please Note: If you are planning to opt out of the Bus Pass Program starting
September when the rate increase begins, there is no need to retumn your BC Bus Pass
at this time. Your BC Bus Pass is still valid to the end of August 2016.

We will confinue to update information on the Bus Pass Program website at [short URL],
including updating the Frequently Asked Questions as details are finalized.

BC Bus Pass Program Contact Information

Phone

Call 1 866 866-0800 and choose the appropriate option:

» Option 1: If you are receiving Ministry services, input your Personal Identification
(PID} number and PIN, or your Social Insurance Number, then press option 3, and
then press option 1

« Option 2: If you are receiving Ministry services and do not have a Personal
Identification (PID) number or Social Insurance Number, or for all general inquiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phone service is available Monday to Friday between 2 am — 4 pm.

Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request,

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Teiephone: 1-866-866-0800
Social Development PO BOX 9550 STN PROV GOVT
and Social Innovation Victoria, BC V8W 9R3

97 of 467



BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changes to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 all clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with & PWD designation.
e Clients who do not receive fransportation supports will receive an increase of $77.

e Clients on disability assistance who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.

e Clients who choose to opt cut of receiving transportation supports through the BC Bus.
Pass Program can contact the Program to update their information and receive the full
increase of 377 starting in September.

Please Note: If you are planning to opt out of the Bus Pass Program starting
September when the rate increase begins, there is no need to return your BC Bus Pass
at this time. Your BC Bus Pass is still valid to the end of August 2016.

We will continue to update information on the Bus Pass Program website at fshort URL],
including updating the Frequently Asked Questions as details are finalized.

BC Bus Pass Program Contact Information

Phone

Call 1 866 886-0800 and choose the appropriate option:

« Option 1: If you are receiving Ministry services, input your Personal ldentification
(PID) number and PIN, or your Social Insurance Number, then press optiori 3, and
then press option 1

« Option 2: If you are receiving Ministry services and do not have a Personal
Identification (PID} number or Social Insurance Number, or for all generatl inquiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phone service is available Monday to Friday between 8 am — 4 pm.

Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.be.ca. Allow up to five:
business days for processing. You will receive an email response to your request.

If you have any questions, please contact the ministry at 1-866-§66-0800.

Ministry of. Mailing Address: Telephone: 1-866-866-0B00
Social Development PO BOX 3950 8TN PROV GOVT
and Social innovation Victoria, BC VEWW BR3
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Evans Locker, Ann SDSLEX

|
From: Archer, Terri SDSLEX
Sent: Monday, April 25, 2016 9:53 AM
To: Fieltsch, Raymond SDSLEX: LaHue, Anita SDSLEX
Subject: RE: BCBP Cancellation

Our target is Thursday April 28", Drafts are underway. You will have an approvals package Wednesday which 1 will be
ushering through. I've alerted People Strategies and GCPE. Ducks are in a row.

Terri Archer

Manager; Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Fieltsch, Raymond SDSIL:EX
Sent: Monday, April 25, 2016 9:55 AM

To: LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX.
Subject: FW: BCBP Cancellation

Hi Anita/Terri,
s there any chance we can update the website by the end of this week? | think we should get'something up before
Estimates as this will almast certainly come up.

Raymond

From: Leslie, Sean GCPE:EX

Sent: Monday, April 25, 2016 9:21 AM
To: Fieltsch, Raymond SDSL:EX; LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX

Cc: Filion, Corinna GCPE:EX; Anderson, Maryann GCPE:EX; Evans Locker, Ahn SDSI:EX
Subject: RE: BCBP Cancellation

Thanks Raymond.
I'm going to draft a few lines that the MO can use for now. | will run them by you and then Debi before sending up.
Cheers.

Sean

From: Fieltsch, Raymond SDSI:EX
Sent: Monday, April 25, 2016 9:13 AM

To: Leslie, Sean GCPEEX; LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX
Cc; Filion, Corinna GCPE:EX; Anderson, Maryann GCPE:EX

Subject: RE: BCBP Cancellation

The only other piece we can add is that we will be reaching out to disability advocates and seeing if they can help

provide this information on their sites as well. 'm not sure about the group below but we certainly wilf be working with
CLBC and seeing if the Disability Alliance would post something on their site as well.
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From: Leslie, Sean GCPE:EX

Sent: Monday, April 25, 2016 9:09 AM

To: Fieltsch, Raymond SDSI:EX; LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX
Cc: Filion, Corinna GCPE:EX; Anderson, Maryann GCPE:EX

Subject: BCBP Cancellation

Importance; High

Good morning, all.

Please see the facebook post below, which has been shared by s.22

MMS is meeting with s.22 ~ and the MO would like to know how to answer this question.

[ wanted to confirm my understanding of where we are: we will be sending a letter to clients outlining the details in
early June; sometime in the next few weeks, we will post a “banner” on the BC Bus Pass page advising people that
details will be coming down shortly.

Is there anything else you think we should add? Need this fairly quickly.

Thanks kindly.

Sean Leslie

Senior Public Affairs Officer

Ministry of Social Development and Social innovation
(250} 356-1670(0}

{250) 893-4403(m}

s.22 B ‘o BC ACORN Disabitity Rights Group
April 22 at 2:13pm -

s.22
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Evans Locker, Ann SDSLEX
L

From: Fieltsch, Raymond SDSLEX

Sent: Tuesday, May 10, 2016 9:23 AM

Tao: Archer, Tersi SDSLEX; Jensen, Dana SDSLEX
Ce: McGaghey Jones, Stacey SDSLEX

Subject: RE: BCBP Chent Letter(V2)

Can you forward to Stacey as well so the Disability Alliance can review as well? | don’t know If Sean’s edits were the
final at this point. Thanks all.

From: Fieltsch, Raymond SDSI:EX
Sent: Tuesday, May 10, 2016 9:20 AM

To: Archer, Térri SDSI:EX; Jensen, Dana SDSI:EX
Subject: FW: BCBP Client Letter(V2)
Importance: High '

Hi Terri and Dana,
€an we provide this to the CLBC Editorial Board? I'm wondering if you have contact information. | know the CLBC
representative was Jessica {Self advocate manager?} in Courtenay but | can’t remember her last name.

Raymond

From: Leslie, Sean GCPE:EX

Sent: Monday, May 9, 2016 3:06 PM

To: Archer, Terri SDST:EX

Cc: Fieltsch, Raymond SDSLI:EX; Jensen, Dana SDSI:EX; Maclean, Amber SDSI:EX; Filion, Corinna GCPE:EX; Anderson,
Maryann GCPE:EX

Subject: BCBP Client Letter(V2}

Hi Terri, we've made a few edits to the client letter-please see attached.
Thanks and cheers.

Sean Leslie

Senicr Public Affairs Officer

Ministry of Social Development and Sccial Innovation
{250) 356-1670(o})

(250) 893-4403{m)
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Evans Locker, Ann SDSLEX

From: Ruel, Janis M SDSLEX

Sent: Monday, April 25, 2016 10:53 AM

To: Leslie, Sean GCPE:EX; Archer, Terrt SDSLEX; Fieltsch, Raymond SDSLEX

Cc: LaHue, Anita SDSLEX; Evans Locker, Ann SDSLEX; Filion, Corinna GCPEEX; Anderson,
Maryann GCPEEEX; MacLean, Amber SDSI:EX

Subject: RE: BCBP response

Attachments: BC Bus Pass Program - Client Letter - June Update BC Transit Draft 1.doc¢; BC Bus Pass

Program - Client Letter - June Update Translink- Draft 1.doc

Hi All, | have created two fifst drafts of letters that my address the June updates. Sent in this marning just for something
to look at, Janis

From: Leslie, Sean GCPE:EX

Sent: Monday, Aprii 25, 2016 10:49 AM

To: Archer, Terri SDSIIEX; Fieltsch, Raymond SDSI:EX

Cc: LaHue, Anita SDSI:EX; Evans Locker, Ann SDSI:EX; Filion, Corinna GCPE:EX; Anderson, Maryann GCPE:EX; Ruel,
Janis M SDSI:EX; MacLean, Amber SDSI:EX

Subject: RE: BCBP response

Thanks Terri.

| appreciate the letter has not been drafted, but'if we don’t have the opting out process ironed gut, what will the June
letter say? s it possible it could amount to “wait for more details?”

Maybe a July letter would be better?

Sean

From: Archer, Terri SDSI:EX
Sent: Monday, April 25, 2016 10:42 AM

To: Leslie, Sean GCPE:EX; Fieltsch, Raymond SDSI:EX

Cc: LaHue, Anita SDSI:EX; Evans Locker, Ann SDSI:EX; Filion, Corinna GCPE:EX; Anderson, Maryann GCPE:EX; Ruel,
Janis M SDSI:EX; Maclean, Amber SDSI:EX

Subject: RE: BCBP response

My thoughts on the bullets for consideration. We are not yet confident that we willi have the process details ironed out
for the June letter to clients as that letter will need to get to BC Mail Plus mid-May. We are working on a draft now.

¢ All persons with disabilities who have the BC Bus Pass will be able to keep it and receive a $25 rate increase as
of September; or they can opt out of the bus pass and receive a $77 increase starting September.

s The details of the opting-out process are being developed, and the ministry will share that information with
clients and the public in June.

* The ministry will send Bus Pass Program clients a letter in June that-expkeas-about the process, and the
information will also be posted enline on the Bus Pass Program website.

¢ The ministry will also reach out to advocates for people with disabilities to ask for their help in sharing this
information.

e Clients can aiso change their mind, and can decide at any time after September 1% to either receive the full $77
increase, or get the bus pass and a $25 increase.

* This is the added flexibility that comes with the monthly increase - clients have a choice,
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s The application process for the BC Bus Pass Program will not change. Renewa! notices will be mailed out later
this year for the 2017 BC Bus Pass.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Seryice Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Leslie, Sean GCPE:EX

Sent: Monday, April 25, 2016 10:33 AM

To: Fieltsch, Raymond SDSI:EX

Cc: LaHue, Anita SDST:EX; Archer, Terri SDSI:EX; Evans Lacker, Ann SDSI:EX; Filion, Corinna GCPE:EX; Anderson,
Maryann GCPE:EX

Subject: RE: BCBP response

Good advice from Maryann-think | will massage it a bit and say “by late June” just in case.
Sean

From: Fieltsch, Raymond SDSL:EX

Sent: Monday, April 25, 2016 10:32 AM

To: Leslie, Sean GCPE:EX

Cc: LaHue, Anita SDSLEX; Archer, Terri SDSL:EX; Evans Locker, Ann SDSI:EX; Filion, Corinna GCPE:EX; Anderson,
Maryann GCPE:EX

Subject: RE: BCBP response

Seems fine. Anita or Terti?

From: Leslie, Sean GCPE:EX

Senft: Monday, April 25, 2016 10:29 AM

To: Fieltsch, Raymond SDSI:EX

Cc: LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX; Evans Locker, Ann SDSI:EX; Filion, Corinna GCPE:EX; Anderson,
Maryann GCPE:EX

Subject: BCBP response

Thanks for your help Raymond-are you okay with the response below, or would you like changes?
Cheers.

Sean Leslie

Seniar Public Affairs Officer

Ministry of Social Development-and Social Innovation
(250} 356-1670(c)

(250) 893-4403(m)

e All persons with disabilities who have the BC Bus Pass will be able to keep it and receive a $25 rate increase as
of September; or they can opt out of the bus pass and receive a $77 increase starting September.

» The details of the opting-out process are being developed, and the ministry will share that infformation with
clients and the public in June.
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« The ministry will send Bus Pass Program clients a letter in June thataxplais-about the process, and the
information will also be posted erbine on the Bus Pass Program website.

s The ministry will also reach out to advocates for people with disabilities to ask for their help in sharing this
information.

» Clients can also change their mind, and can decide at any time after September 1% to either receive the full $77
increase, or get the bus pass and a $25 increase.

* This j5 the added flexibility that comes with the monthly increase - clients have a choice.

» The application process for the BC Bus Pass Program will not change. Renewal notices will be mailed cut later
this year for the 2017 BC Bus Pass.

s.22
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BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changes to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 all clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.
s Clients who do not receive transportation supports will receive-an increase of $77.

¢ Clients on disability assistance who access a subsidized annual BC Bus Pass will
see a rate increase of $25 per month, in addition to the bus pass.

» Clients who choose to opt out of receiving transportation supports through the BC
Bus Program can contact the BC Bus Pass Program to update their information and
recelve the full increase of $77.

BC Bus Pass Program Contact Information

Phone

Call 1 866 868-0800 and choose the appropriate option:
« Option 1: If you are receiving Ministry services, input your Personal Identification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1
= Option 2: If you are receiving Ministry services and do not have a Persanal Identification
Number or Sccial Insurance Number, or for all general inquiries, enter your 10 digit
phone number, then press option 3, and then press option 1
Phone service is available Monday to Friday between © am —4 pm.

Email

‘You can email the BC Bus Pass Program at SDSIBUSPA@gov.be.ca. Allow up fo five
business days for processing. You will receive an email response to your request.

Please Note - There is no need to return your BC Bus Pass at this time. Your BC
Bus Pass is still valid for the month of August 2016.

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Telephane:1-866-865-0800
Social Development PO BOX 9950 STN PROV GOVT
and Social Innovation Victoria, BC VBW 9R3
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BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changes to the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 all clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.
« Clients who do not receive transportation supports will receive an increase of $77.

» Clients on disability assistance who access a subsidized annual BC Bus Pass will
see a rate increase of $25 per month, in addition to the bus pass.

s Clients who choose to opt out of receiving transportation supports through the BC
Bus Program can centact the BC Bus Pass Program to update their information and
receive the full increase of $77.

BC Bus Pass Program Contact Information

Phone

Call 1 866 866-0800 and choose the appropriate option:
» Option 1: if you are receiving Ministry services, input your Personal Identification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1
« Option 2: If you are receiving Ministry services and de not have a Personal Identification
Number or Social Insurance Number, or for all general inquiries, enter your 10 digit
phone number, then press option 3, and then press option 1
Phone service is availabie Monday to Friday between 9 am -4 pm.
Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

Please Note - There is no need to return your BC Bus Pass at this time. Your BC
Bus Pass is still valid for the month of August 2016.

If you have any questions, please coniact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Telephone: 1-866-866-0800
Sosial Development PO BOX 8950 STN PROV GOVT
and Social Innovation Victoria, BC VAW 9R3
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Evans Locker, Ann SDSLEX

From: Archer, Terri SDSLEX

Sent: Monday, April 25, 2016 2:32 PM
To: Ruel, Janis M SDSLEX

Subject: RE: BUS pass FAQS april

The FAQs will go up as soon as possible with as much info as we have and then we’ll update again once we have more.

Terri

From: Ruel, Janis M SDSL:EX

‘Sent: Monday, April 25, 2016 2:31 PM
To: Archer, Terri SDSI:EX

Subject: RE: BUS pass FAQS april

Sounds good the Field Communication that Aura were great for the internal staff, | guess the new FAQs just need to be
firmed up with the new FAQ updates for the Public Website -- the messaging would basically be the same and be put up
at-the same time as when the June update letters go?

From: Archer, Terri SDSI:EX
Sent: Monday, April 25, 2016 2:24 PM
To: Ruel, Janis M SDSL:EX

Subject: FW: BUS pass FAQS april

These appear to be drafts for communications outside of the FAQs. I'm not seeing FAQs. We can work on this as a group
this afternocn during the meeting. | can propose a couple based on the Field Comm we developed here.

Terri

From: Dorey, Terri SDSL:EX
Sent: Monday, April 25, 2016 1:55 PM

To: Aco, Myleen SDSI:EX; Ruel, Janis M SDSI:EX; Archer, Terri SDSLEX
Cc: Kelly, Georgina SDSI:EX; Jones, Stacey L SDSI:EX

Subject: BUS pass FAQS april

Hi there,
Should have sent to all

Thanks
Terri
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Evans Locker, Ann SDSLEX
.

me Arcr;e,-’ Tem SDSIEX e et bt i s+

From: Ruel, Janis M SDSLEX

Sent: Monday, May 2, 2016 2:19 PM

To: Jones, Stacey L SDSLEX; Archer, Terrl SDSEEX
Ce: Aco, Myleen SDSLEX; Dorey, Terri SDSLEX
Subject: RE: Bus Pass Program updates {latest info)

Hi Stacey; | inserted these two documents into our meeting invite for today and sent a updated meeting invite, J

Sent: Monday, May 2, 2016 2;14 PM

To: Archer, Terri SDSIEX

Cc: Ruel, Janis M SDSI:EX; Aco, Myleen SDSI:EX; Dorey, Terri SDSLEX
Subject: FW: Bus Pass Program updates {latest info)

Terri:

We had a meeting late Friday and | believe we updated the information attached in this email so | think the attachments
are out of date already.

Maybe we can discuss more this afternoon?

Stacey

Sent: Friday, April 28, 2016 11:02 AM

To: Keily, Georgina SBSI:EX; Jones, Stacey L SDSI:EX
Cc: Ruel, Janis M SDSL:EX

Subject: Bus Pass Program updates (latest info)

Hi Georgina, as discussed via Lync this morning; 1°d appreciate if you/your team, can take a crack at all required updates
to the Bus Pass Program website in light of the very recent decisicn on the admin fee. This change obviously impacts
the client letter, FAQs and key messages also but the website info is a good start. I've attached the KMs as well in the
event you can draft a bullet or two to add into that doc also.

Thanks for agreeing to take on the first draft.

Terri Archer, u| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY /0
{250) 356-6718

BRITISH

courins - \Where ideas work

108 of 467



Evans Locker, Ann SDSI:EX

From: Archer, Terri SDSIEX

Sent: Tuesday, May 24, 2016 4:36 PM

To: Anderson, Maryann GCPE:EX; Ross, lan SDSEEX

Subject: RE: Bus Pass. Program website e-approval - status update

OMG, | just made all of the updates prior to this note. The package is now with lan again. lan, will you please add this
final update. | can’t see these documents again ;) Thanks.

Terri

From: Anderson, Maryann GCPE:EX Sent: Tuesday, May 24, 2016 4:22 PM
To: Archer, Terri SDSI:EX; Ross, Ian SDSI:EX
Subject: RE: Bus Pass Program website e-approval - status update

Apologies, One last line — highlighted below. This is from an approved letter that is going out soon.

From: Archer, Terri SDST:EX

Sent: Tuesday, May 24, 2016 3:57 PM

To: Anderson, Maryann GCPEEX; Ross, Tan SDSI:EX

Subject: RE: Bus Pass Program website é-approval - status update

Hi lan, Maryann will try to connect with you in person on this but if you want me to update the e-approval, please send
it back and V'll do those updates and resend it to you. Thanks.

Terri Archer, va| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY [t
(250) 356-6718

From: Anderson, Maryann GCPE:EX
Sent: Tuesday, May 24, 2016 3:38 PM
To: Archer, Terri SDSL:EX; Ross, Ian SDSI:EX; Fieltsch, Raymond SDSI:EX
Cc: Leslie, Sean GCPE:EX

Subject: RE: Bus Pass Program website e-approval - status update

I’'m going to pop up and chat with you about this.
Thx

From: Archer, Terri SDSIIEX
Sent: Tuesday, May 24, 20156 2:44 PM

To: Ross, Ian SDSI:EX; Fieltsch, Raymond SD5I:EX; Anderson, Maryann GCPE:EX
Cc: Leslie, Sean GCPE:EX

Subject: Bus Pass Program website e-approval - status update

Sean and | connected and updated the e-approvat package (Bus Pass program website, Bus Pass FAQs and Disability
Assistance Rate Increase website) with wording to address concerns raised by Policy in the e-approval comments.
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We removed reference to ‘cance! your bus pass’ and also aligned the wording updates with feedback we received from
CLBC on the draft [etter (on hold).

This is essentially what we stuck with:

Persons with Dlsablllty (PWD) Transportatlon Support Opnons

For individuals recelvlng dlsabmty aSS|stance who ne ionger want i contmue
with the BC Bus Pass program after September, there is no need to return your BC Bus Pass at
this time. Your BC Bus Pass remains valid through to September 2016.

You can contact the ministry by phone (1 866 866-0800) or emait (SDSIBUSPA@gov.be.ca) before
August 5th, 2018, to leét the ministry know you would like to opt out of the BC Bus Pass Program and
receive the transportatlon support on your monthly payment mstead begmmng September 1

change. _th_el_r__m_md_at a,later.time.

All PWD bus pass clients will receive a letter late June with more details and updates will be posted to
this website.

Terri Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch
Ministry of Social Development and Social Innovation

SERVICE DELIVERY ©
(250) 3566718

winis - VWhere ideas work

LTOP
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Evans Locker, Ann SDSIEX

From:
Sent:
To:

Ce:
Subject:

Archer, Terri SDSLEX

Tuesday, April 19, 2016 12:32 PM

LaHue, Anita SDSLEX; Ruel, Janis M SDSLEX; Maclean, Amber SDSLEX; Kelly, Georgina
SDSLEX; Leslie, Sean GCPEEX

Fieltsch, Raymond SDSLEX; Anderson, Maryann GCPE:EX; Receveur, Cameron SDSLEX
RE: Bus Pass Return/Cancellation Process and Comm Plan

Hello all, in follow up to ocur meeting yesterday, attached are my notes from our discussion based on the agenda and
I've also included a work plan in the attachment to show deliverables, leads and timelines.

Essentially Janis and Geergina are on point for most drafts and identifying the process for bus pass cancellations. Those
drafts will get sent to me to coordinate other reviews and approvals including ADM and GCPE, and.| will be on point
{with coordination with Sean) on the distribution of external comms. | will also manage the mailout (with support).

Please et me know if you see anything missed or inaccurate in the attachment and I'm happy to update it.

Thanks all. We'll get this done together!

Terri Archer

Manager, Stakeholder Relations & Engagement

Strategic Transformation Branch
Service Delivery Division (SDD)

Ministry of Social Develapment.and Social Innovation

(250) 356-6718
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Conference call: s.17

Bus Pass Return/Cancellation Process and Comm Plan

Attendees: Terri Archer, Raymond Fieltsch, Amber MacLean, Cameron Receveur, Anita LaHue, Janis
Ruel, Georgina Kelly, Sean Leslie (GCPE)

Working group meeting to nail down the process for bus pass cancellations and comm plan.details:

Process for bus pass cancellations {renewal process remains status quo)

* ‘optout’ phrasing and defining difference versus ‘canceling’ bus pass

= returning bus pass — process? Mailin?

® include grace period for when bus pass deactivates (ongoing period is undermined)

» flash cards/passes will remain active — how to manage this?

= Sept—January is criticat period {cutoff August 5™

= need to action return mail/cards

= Can advise TransLink clients they do not need to return their card - it wiil be
deactivated upen contact (notify us via Bus Pass email or by phone)

= Non-Translink clients — benefit no contingent upen return of card

Stakeholder notification — timing and requirements: asap
o Clients {i.e. letter and IVR msg)

* Client letter{s) early June to advise of choice to keep bus pass {pkg for approval early
May)
e notify us via Bus Pass email or by phone
o return envelope with check hox? {for returning bus pass cards)
= Two versions of the letter {(Translink and non-TransLink clients)

o Advocates, MLA/CAs, and community partners {i.e. MFSC, geo calls, email via CRSQs)

= CLBC —Caitlyn Sassaman
= Prov stakeholders — MFSC {Tish for PovNet) and Disability Alifance

o Staff (Field Comm — ETA asap)
Update web info: Bus Pass FAQs (and PWD Rate Increase FAQS?)

= Service Advisory update — process is in development. Clients will receive letters
early June with option of keeping their bus pass or choosing to opt out and receive
the rate.

Update existing note about bus pass admin fee {on Bus Pass homepage):

Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar
year from January 1 ~December 31. The fee is not prorated for applicants applying part way
through the year and is non-refundable.

New FAQ DRAFT; $45 administration fee is not prorated and'is non:refiinidable.

Do i get money back frem the $45 administration fee | paid if } cancel my bus pass
part way through the yeair?

No. The bus pass is provided for an administrative fee of $45 per year and is valid for
one calendar year from January 1 — December 31. The fee is not pro-rated for
applicants applying or cancelling part way through the year.
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Conference call: s.17

Deliverables {(and leads)

1. Process for bus pass cancellations lanis & Georgina | Staff (and May 2
{renewal process remuins status quoj informs other
camms)
2. Client notice: DRAFT letter(s) - Janis & Geargina | Bus Pass Clients | May 2
TransLink/non-Translink version —>Terri {draft due)
3. Field Comm to SDD All (incl. Service BC) Janis & Georgina | SDD Staff and May 16
=>Terriflenn partner
agencies
4. Client notice: IVR message — choice to keep | Janis & Georgina | Bus Pass Clients | May 16
bus pass or rate and canceilation info > Terti calling SDSI
5. Update web info: Bus Pass FAQs (snd PWD | lanis & Georgina Public (incl, April 28
?
Rate Increase FAQS?} & Terri external
{coordination) stakeholders
and clients)
6. External stakeholder notice — based on Terri / lanis and Advocates, Early May
FAQs and other comms Sean MCLAs/CAs,
CLBC, Disability
Alliance
7.
a.
9.
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Evans Locker, Ann SDSLEX

e A
From: Archer, Terri SDSLEX
Sent: Tuesday, May 31, 2016 10:12 AM
To: McGaghey Jones, Stacey SDSLEX
Subject: RE: client letier
Attachments: BC Bus Pass Client Letter_CLBCedits.docx

Just getting it, but.it’s just the same version | sent earlier that CLBC looked at/edited. We haven’t added anything else
to it at this point.

Terri Archer, us| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY [vvisinid
(350) 356-6718

From: McGaghey Jones, Stacey SDSI:EX
Sent: Tuesday, May 31, 2016 10:10 AM
To: Archer, Terri SDSI:EX

Subject: RE: client letter

Hey you... can | get the letter ASAP? Molly is needing it for a meeting.

From: Archer, Terri SDSI:EX

Sent: Tuesday, May 31, 2016 9:32 AM
To: McGaghey Jones, Stacey SDSI:EX
Subject: Re: client letter

Will do shortly.
I'm also going to send you those 3 letters we reviewed yesterday (MSO+AEE related) as those are a HUGE rush
in e-approvals and I'd appreciate it Is you can do whatever you can to get them through tan and Molly today

(tomorrow latest).

If we don't get these approved and to Deloitte for the systems build by end of date tomorrow, we won't get
them in - for real.

Your help is appreciated. Thanks.

Terri

Sent from my BlackBerry 10 smartphone on the Rogers network.

From: McGaghey Jones, Stacey SDSI:EX
Sent: Tuesday, May 31, 2016 9:25 AM
To: Archer; Terri SDSI:EX
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Quhiarts Fliant laHar

Hi Terri, can you please flip me the bus pass client letter? Thx.

Stacey McGaghey Jones

Issues manager

Research, Innovation and Policy Division

Ministry of Social Development and Social Innovation
250 356-1400 (desk) or 250 415-9574 {celi}
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Evans Locker, Ann SDSLEEX

From: Johns, Kimberlee SDSEEX

Sent: Friday, April 22, 2016 12:01 PM

To: Archer, Tarri SDSEEX

Cc: Cross, Elaine SDSLEX; Ruel, Janis M SDSIEX: Punshon, Amanda SDSEEX: SDSI Web
Manager SDSLEX

Subject: RE: ETA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost:

Annual Bus Pass... - URGENT update

Hi, Terri

Ordinarily, our communications analyst (Maxine) would work with bullets from the SME to draft the updates. .22
s 22 . but Amanda Punshon is very capable and up-to-speed on the public site standards and writing. Amanda
(copied above} can work an this with you S.22

Thanks,
Kim

Kimberlee Johns, MA
Manager, Corporate Communications
Phone: 1-250-619-6679 {Nanaimao)

From: Archer, Terri SDS1:EX

Sent: Friday, April 22, 2016 11:52 AM

To: Johns, Kimberlee SDSI:EX

Ce: Cross, Elaine SDSI:EX; Ruel, Janis M SDSI:EX

Subject: RE: £TA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... -
URGENT update -

Sure. We are drafting edits with the Bus Pass Program leads {program SMEs) and within the Word version of the web
pages that we were pravided by Maxine and are aligning with the content within but happy to connect with one of your
comm analysts once we have some material to review. Who will that contact persen be? We'll need to connect late
Tuesday or Wednesday.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Johns, Kimberlee SDST:EX
Sent: Friday, April 22, 2016 11:27 AM
To: Archer, Terri SDSIIEX

Cc: Cross, Elaine SPSI:EX

Subject: RE: ETA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... -
URGENT update

Hi, Terri
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Thank you for the heads up. It would be great if we could be included in the content development for these pages early
on {much like we were in the creation of all the new site content). As you might recall from the Content 101 session,
one of the shifts that occurred with the Internet Strategy was having our communications analysts working with subject
matter experts to develop site content as a way to ensure it meets the standards set out by GCPE central.

Thanks!
Kim

Kimberlee Johns, MA
Manager, Corporate Communications
Phone: 1-250-619-6679 {Nanaimo)

From: Archer, Terri SDSL:EX

Sent: Friday, April 22, 2016 11:18 AM

To: SDSI Web Manager SDSI:EX; Anderson, Maryann GCPE:EX; Johns, Kimberlee SDSL:EX; Cross, Elaine SDSI:EX

Cc: Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSL:EX; MacLean, Amber SDSL:EX; LaHue; Anita
SDSL:EX; Ruel, Janis M SDSI:EX; Jones, Stacey | SDSL:EX '

Subject: FTA update Apr 28 - Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT
update

Hello all, this is a heads up that we are in the process of drafting the updates to both the Bus Pass website (and FAQs)
and Disability Assistance Rate Increase website (and FAQs} and we are sheoting for April 28" (next Thursday) to have
this information approved and uploaded.

The Apr 28 public info update links to the Field Comm that will go out to staff that day also.

The client letters (two versions — TransLink and non-TransLink} are also being drafted with an ETA of mid-May to get to
BC Mail Plus for distribution by the week of May 30™.

We know we need to get info out to clients and the public to let them know about opting cut of the Bus Pass. Details
are being worked out.

Terri Archer, u| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch
Ministry of Social Development and Social Innovation

SERVICE DELIWWVERY i1
(250) 356-6718

From: SDSI Web Manager SDSL:EX

Sent: Tuesday, April 19, 2016 9:24 AM

To: Anderson, Maryann GCPE:EX; Archer, Terri SDSL:EX; Johns, Kimberlee SDSL:EX; LaHue; Anita SDSI:EX; Jones,
Stacey L SDSI.EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSLEX; Aco, Myleen SDST:EX; Kelly, Georgina SDSI:EX; Maclean, Amber
SDSL:EX; SDSI Web Manager SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Attached are the Bus Pass and Bus Pass FAQs pages for the content currently on the public website.
Thanks,

Maxine
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Maxine Tobin

Communications Analyst

T: (604) 344-0303 (Powell River)

From: Anderson, Maryann GCPE:EX

Sent: Tuesday, April 19, 2016 9:04 AM

To: Archer, Terri SDSI:EX; Johns, Kimberlee SDSI:EX; LaHue, Anita SDSI:EX; Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; MaclLean, Amber
SDSI:EX; SDSI Web Manager SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hi' Kimberlee,
Can you please send us the archived page from the old site, It wouid be helpful for me to have that content as
we move forward on the new pages.

Thanks
Maryann

From: Archer, Terri SDSL:EX
Sent: Tuesday, April 19, 2016 8:48 AM

To: Johns, Kimberlee SDSI:EX; LaHue, Anita SDSL:EX; Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; MacLean, Amber
SDSL:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

We are in the process of drafting some updates to the FAQs arid will be requesting a new Service Advisory regarding bus
pass opt outs so we will fit this into that change. | will keep this group posted and there will be all the required reviews
and approvals as per usual.

Thanks all. Stacey, | will reconnect with you to fitin this change.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Secial Development and Sorial Innovation
(2501 356-6718

From: Johns, Kimberlee SDSL:EX

Sent: Tuesday, April 19, 2016 8:43 AM

To: LaHue, Anita SDSI:EX; Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; Archer, Terri SDSLEX;
MacLean, Amber SDSI:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSI;EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hi, Anita and Stacey
The draft Word document content that we criginally drafted (and that you attached) was not approved by strategic

transformation and GCPE, and so that is why the content was not posted. The content that is posted now was approved
and ported onto the new site. I'm happy to have my team work on updating it, peryour request below; however, my
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understanding is that we have been advised NQOT to make changes to this page that differ from the original website.
Perhaps you could weigh in Terri/Maryann?

In a scan of the FAQs, it looks like paymerit information is included here:
http:/Iwww_Z.gov.bc.cafgov/content/transnortationlr}assenger-traveI/buses—taxis~limosfbus—pass[bus-'gass-fag#Ol—OS

As | mentioned, we are happy to work on updating the bus pass page; however, given the previcus direction was not to
alter it, we will need the okay from Terri and Maryann at this point. If they are both now okay with us altering and
adding to the page, then we can start work on it.

Thank you,
Kim

Kimberlee Johns | Manager, Corparate Comimunications
Fhone: 1-250-619-6679 {Nanaimo} | Kimberlee Johns@gov.be.ca

From: LaHue, Anita SDSI:EX

Sent: Monday, April 18, 2016 5:11 PM

To: Jones, Stacey L SDSI:EX; Johns, Kimberlee SDSI:EX

Cc: Cross, Elaine SDSIEX; Dorey, Terri SDSL:EX; Aco, Myieen SDSI:EX; Kelly, Georgina SDSI:EX; Archer, Terri SDSL:EX;
MaclLean, Amber SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

How quickly can this be updated? | see the draft document does show how ta pay, but the website dees not. | wonder
if that is just an oversight?

What other approvals do you need ta. move this forward quickly?

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone # 1-250-739-6603

Cell # 1-250-667-4171

From: Jones, Stacey L SDSI:EX

Sent: Monday, April 18, 2016 4:35 PM

To: Johns, Kimberlee SDSI EX

Cc: Cross, Elaine SDSL:EX; Dorey, Terri SDSL:EX; LaHue, Anita SDSL: EX; Aco, Myleen SDSI:EX; Ketly, Georgina SDSI:EX
Subject: RE: Public Transit Buses Taxis and Limousines - Reduced- Cost Annual Bus Pass... - URGENT

Hi Kimberlee:
Thank you for the update.

My concern is that the content that is on the website currently inincomplete for example there is na information about
how clients make their payment to the bus pass program
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The information that is located live on the net at this link
/Awww2 gov.be.ca/gov/content/transportation/passenger-travel/buses-
to include payment details, the other mailing address that is missing etc,

taxis-limos/bus-pass heads to be updated

Can someone on your team review what is live on the internet against what is on the word document attached so that
we can capture the omissions and get them on there ASAP.

Thank you.
Stacey

From: Johns, Kimberlee SDSI:EX

Sent: Monday, April 18, 2016 3:17 PM

To: Jones, Stacey L SDSIEX

Ce: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; LaHue, Anita SDST:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX
Subject: FW: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hi, Stacey

in the weeks leading up to the content migration on March 31, the bus pass content underwent some major shifts. The
bulk of the content was ported over as close as possible to the existing content from the old website, to create as little
of a-disruption for clients as passible. Essentially, the version that you saw from Ceara came back (from Terri Archer and
Maryann Anderson, | believe) as unapproved, with the request for us to port over the info from the old website as is,
though with a few additions. Please see the attached.emails on this regarding the change in direction and the approvals.

Please let me know if you have any additional quastions. Happy to discuss further.

Thanks,
Kim

Kimberlee Johns | Manager, Corporate Communications
Phione: 1-250-619-6679 (Nanaimo) | Kimberlee.Johns@goy.be.ca

From: "Jones, Stacey L SDSI.EX" <$tacey.Jones@gov.be.ca>

Date: Thursday, April 14, 2016 at 12:12 PM

To: Ceara Lornie <Ceara.l.lornie@gov.bc.ca>

Cc: "Dorey, Terri SDSEEX" <Terri.Dore ov.be.ca>, "laHue, Anita SDSI:EX" <Anita.laHue @gov.bc.ca>, "Jones, Stacey L
SDSIEX" <Stacey.Jones@gov.be.ca>, "Aco, Myleen SDSI:EX" <Myleen. Aco@gov.bcica>, "Kelly, Georgina SDSI:EX"
<Georgina.Kelly@gov.be.ca>

Subject: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hello Ceara:

Today | had to look at the outward facing information on our website about the bus pass program and have some
concerns.

The information in the attached document is not what is currently on the website,
There is NO payment information for clients which is a huge issue and the payment address is missing frem the website.
Can someone please confirm for me what information was approved as it will need to be reviewed and updated.

Thank you.
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Evans Locker, Ann SDSLEX
L

From: Craigie, Shefly M SDSEEX

Sent: Friday, May 6, 2016 8:05 AM

To: Maclean, Amber SDSLEX

Cc: Jensen, Dana SDSLEX; LaHue, Anita SDSLEX; McCrae, Aura SDSLEX; Archer, Terri SDSEEX
Subject: Re: For Your Approval - field Comm

[ though about it and I think we should add a few more details under how to to ensure workers are not confused. in the
bracket, or via a bullet can you please add:

Submitting the SR will place it in the appropriate status to be picked up by the new bus pass batch job which will run
monthly after September. Ensure you choose the correct contact on the SR. Note: this SR functinnality is similar to the
address update SR. SOPs and Job Aids are being updated/created for implementation.

This SR type has been launched early to assist with client requests.

I think saying something about this being launched early is important as the bus program has always been centralized
and were not offering a lot of details right now.

Sent from my iPad

On May 5, 2016, at 5:38 PM, Maclean, Amber SDSI:EX <Amber.MacL.can{@gov.be.ca> wrote:

Please review and provide any feedback to myself and Aura McCrae (or simiply reply-all). (
can’t seem to delete the highlights — pls ignore).

We will be sending this out once the external pages are updated, hopefully Monday.

Thank you,
Amber

Bus Pass Program — PWD Clients Opting Out
ACTION FOR STAFF
If you are speaking with PWD Bus Pass clients who ask how they can opt out of the Bus Pass

Program starting in Sepiember, please advise them the Disability Assistance Rate Increases
begin September 1, 2016 and to:

+ Hold onto their bus pass for now (passes remain active to September 2018),
s Let them know they will receive a letter in June with further details, and
s Remind them to check the BC Bus Pass Program website for ongoing updates.

If the client wishes to opt into or out of the Bus Pass Program for September, advise that you
will recerd their choice (see "how-to” below).

Clients may change their mind anytime between now and August 5; the monthly reporting
deadline for September changes.

How To Record PWD Client Choices
If a PWD Bus Pass holder wants to opt out of the Bus Pass Program and switch {o the

Transportation Support as $52 in September:

» Create a Service Reguest
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o Type: Bus Pass
+ Sub Type: Canceliation PWD (*“NEW SUB TYPE)
« Submit: (*NEW feature to run batch job, saving future work})

If a PWD client wants to opt into the Bus Pass Program for SEPTEMBER, and they do not
have a bus pass already:
Create a Service Request

Type: Bus Pass
Sub Type: Application PWD (*NEW SUB TYPE)
Submit (*NEW feature to run balch job, saving future work!)

If a PWD client already has a bus pass, and wants to keep their bus pass in September — they
do not need to do anything. Their bus. pass will remain active.
if 2 PWD client wants a bus pass before September, foliow the existing process.

What’s happening?
PWD clients with an active 2016 bus pass will receive a letter early June outlining what to do if
they wish to opt out of the Bus Pass Program fsubsidized bus pass.

If they opt out, they will receive the Transportatior Support as $52 in September (instead of the
subsidized bus pass) plus the $25 increase, totalling $77 monthiy.

The Bus Pass FAQs have been updated and information on the. BC Buis Pass Program website will
continue to be updated as details are finalized.

A sample of the client letter will be published to Internal and External Communications page ornce it
is approved.

RESOURCES
o BC Bus Pass Program website

o Bus Pass FAQs

o Disability Assistance Rate Increases website (includes FAQs)
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Evans Locker, Ann SDSL:EX
L

e .
From: Ruel, Janis M SDSLEX
Sent: Wednesday, April 6, 2016 1:29 PM
To: MacLean, Amber SDSLEX; Archer, Terri SDSLEX
Cc: LaHue, Anita SDSLEX; Jensen, Dana SDSLEX
Subjeci: RE: Forensics Questions # 2 RE: Transportation Changes - Check In: Fraser Health

Question: Transportation Changes/PWD Increase Q&AS

Thank you, | advised that we would know more closer to.Sept 1% and he was fine with that response, Janis

From: Maclean, Amber SDSI:EX

Sent: Tuesday, April 5, 2016 11:31 AM
To: Archer, Terri SDSI:EX

Cc: LaHue, Anita SDSL:EX; Jensen, Dana SDSI:EX; Ruel, Janis M SDSIL:EX

Subject: RE: Forensics Questions # 2 RE: Transportation Changes - Check In: Fraser Health Question: Transportation
Changes/PWD Increase Q&As

I don’t believe the ministry is in a position to communicate this beyond the project team at this time, as
many policy decisions are still draft, confidential and subject te minister's consultations with
stakeholders...but it Is my understanding at this time that all active clients with the PWD designation,
including those receiving comforts, will receive the same choices/rate increase as non-tc clients.

Again - these are not final or approved, therefore I would recommend continuing to advise that we are
seriously looking into this matter and further communications are forthcoming, as we approach Sept 1.

From: Archer, Terri SDSI:EX
Sent: Tuesday, April 5, 2016 11:24 AM

To: Mactean, Amber SDSI:EX

Cc: LaHue, Anita SDSI:EX; Jensen, Dana SDSIL:EX; Ruel, Janis M SDSI:EX

Subject: FW: Forensics Questions # 2 RE: Transportation Changes - Check In: Fraser Health Question: Transportation
Changes/PWD Increase Q&As

Hi Amber, do you know the answer to this policy/process related question?

Forensics is asking, with regard to the new Bus.Pass Program for when individuals are receiving comforts $ 95.00, when
the policy comes in will EAW's be able to add the Transportation Benefit code on for clients in Per Diem Beds, LTC,
Treatment, Transition, Hospital etc.?

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (8DD)

Ministry of Social Development and Social Innovation
(250) 356-6718

Front: Ruel, Janis M SDSI:EX

Sent: Friday, April 1, 2016 10:10 AM

To: Archer, Terri SDSI:EX; LaHue, Anita SDSI:EX; Jensen, Dana SDSI:EX _
Subject: Forensics Questions # 2 RE: Transportation Changes - Check In: Fraser Health Question: Transportation
Changes/PWD Increase Q&As
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Hi Terri, Anita, and Dana, we have received a 2™ email from Forensics yesterday with questions about the new Bus Pass
Program for when individuals are receiving comforts $ 95.00.

When the policy comes in‘will EAW’s be abie to add the Transportation. Benefit code on for clients.in Per Diem Beds,
LTC; Treatment; Transition, Hospital __c-.'-'-' This is basically where this issue is going for this Stakeholder. | let him know
that the guestion/concern has gone forward and he is pleased about that.

Issue: Many patients are significantly affected by poverty and cannot afford to pay for transit out of their $95
maonthly income.

3 Many patients in their hospital ate transitioning back to community and depend on the bus pass for
transporiation as they are only receiving $95 per manth inceme

> Forensics feel that it is critical that they have access to this as one of cur main transition programs is a transit
skills program where we are assisting people with mental illness in learning how to transit independently

> Because they are working in a forensic environment with patients who have often committed very serious
crimes, the transition process to community is something we take very seriously

» The Forensics Psychiatric Social Workers want to ensure the patients leave with appropriate skills

From: Ruel, Janis M SDSL:EX
Sent: Friday, April 1, 2016 9:54 AM

To: 'Dubetz, Sam'

Cc: Vachon, Kellie SDSI:EX; SDSI Lowermainiand MCRSQ SDSL:EX

Subject: Fw: Transportation Changes - Check In: Fraser Health Question: Transportatien Changes/PWD Increase Q&As

Hi Sam, | wanted to fet you know that | did forward the questions and concerns that you have identified to our policy
folks. 1 will connect with you when [ receive more information. | believe that it may be closer to September 1, 2016
when the policy comes in to effect. If | receive an update earlier { will reach out to you, thank you, Janis

From: Dubetz, Sam [mailto:Sam.Dubetz@forensic.be.ca)

Sent: Thursday, March 31, 2016 4:30 PM

To:SDSI Lowermainland MCRSQ SDSI:EX <Lowermainfand. MCRSQ®&gov.bc.ca>
Suhject: Transporiation Changes

Hi Janis,
Just wondering if there has been any word on how this will affect patients in hospital who are currently on comforts?

Just to offer a bit of collateral if there are discussions about this... Many patients in our hospital are transitioning back to
community and depend on the bus pass for transportation as they are only receiving $95 per month income. It is critical
that they have access to this as one of our main transition programs is a transit skills program where we are assisting
people with mental illness in learning how to transit independently. Because we are working in a forensic environment
with patients who have often committed very serious crimes, the transition process 1o community is something we take
very seriously. We want to ensure they leave with appropriate skills. Many patients are significantly affected by poverty
and cannot afford to pay for transit out of their $95 monthly income.

Thanks for looking into this,
Sam

Sam Dubetz, BSW, RSW
P-syc‘hia_tric Social Worker

127 of 467



Forensic Psychiatric Hospital

70 Colony Farm Road, Port Coquitlam, BC V3C 5X8
Sam.Dubetz@forensic.be.ca _

B604-524-7773 (p) 604-523-7856 (f)

From: SDSI Lowermainiand MCRSQ SDSI:EX [mailto:l owermainland MCRSQ@gov.be.ca)
Sent: Thursday, February 25, 2016 12:08 PM

To: Dubetz, Sam

Cc: Vachon, Kellie SDSI:EX

Subject: RE: Transportation Changes

Hi Sam, | am the Manager Community Relations and Service Quality for the Bus Pass Program. We are just waiting en
some additional materials to share to help clarify various scenarios such as the ones you have mentioned. | will get you
guestions.to where they need to go, and ensure that you receive the update. Thank you, Janis

From: Dubetz, Sam [mailto:Sam.Dubetz@forensic.be.cal
Sent: Thursday, February 25, 2016 11:56 AM

To: Vachon, Kellie SDSI:EX

Subject: Transportation Changes

Hi Kellie,

With all the changes to transportation money, I'm wondering If patients on comforts will receive any increase? I'm also
wondering if they will be expected to pay the $52 per month for their annual pass while in hospital? Many of our patients
on comforts are accessing the community for programs, discharge pianning, and/or transitioning to care outside of the
hospital. The bus pass or some funding for transportation is essential to this process. We're hoping to get some
clarification as the news releases don’t seem to address this.

Thanks a lot;
Sam

Sam Dubetz, BSW, RSW

Psychiatric Social Worker

Forensic Psychiatric Hospital

70 Colony Farm Road, Port Coquitlam, BC V3C 5X9

Sam.Dubetz@forensic.bc.ca
604-524-7773 (p} 604-523-7896 ()
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Evans Locker, Ann SDSL:EX
—

Fron: Archer, Terrt SDSLEX

Sent: Wednesday, May 4, 2016 11:48 AM
To: McCrae, Aura SDSLEX

Cc: Maclean, Amber SDSLEX

Subject: RE: Latest FC on Bus Pass - Opting Out

Hi Aura, Amber and | reviewed Bus Pass Opting Out documents including the Figid Comm and below is our agreed upon
updates. Please use this as the most current version.

I also updated the Bus Pass Program hyperfink in the resources as it went to the FAQs.

Thanks.

Terri Archer

Managet, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD}

Ministry of Social Development and Social Innovation
(250) 356-671%

From: McCrae, Aura SDST:EX

Sent: Wednesday, May 4, 2016 11:21 AM

To: Maclean, Amber SDSI:EX; Archer, Tetri SDSI:EX
Cc: McCrae, Aura SDSI:EX

Subject: Latest FC on Bus Pass - Opting Out

As requested. As for approvers, | haven't yet heard back from Janis, Anita and Raymond. You, Terri, Jenn and Georgina
have approved.

BC Bus Pass Program — Clients Opting Out

ACTION FOR STAFF

If you are speaking with Bus Pass clients asking how they can opt out of the Bus Pass Program starting in
September, please advise them the Disability Assistance Rate Increases begin September 1, 2016 and to:

» Hold onto their bus pass for now (passes remain active unti-end-afAugust 10 September 2016),
¢ Let them know they will receive a letter in June with details on what to do and how and,
* Remind them to check the BC Bus Pass Program website for ongoing updates mcludmg FAQs.

What's happening?
PWD clients with an active 2016 bus pass will receive a letter early June, outlining what to do if they wish to

opt out of the Bus Pass Program/subsidized bus pass. If they opt cut, they will receive the Transportation
Support as $562 (instead of the subsidized bus pass) plus the $25 increase, totalling $77 monthly.
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The Bus Pass FAQs have been updated with-this information and will continlie t6 be updated as defails are
finaiized.

Staff will receive complete business pracess details in advance of the client letter, on how to accurately record
a client's ¢hoice in the system. Stay funed.

RESQURCES

e BC Bus Pass Program website

e Bus Pass FAQs

» Disability Assistance Rate Increases website (includes FAQS)

Aura MclCrae

Senior Policy and Project Analyst}Strategic Transformation Branch

Service Delivery Division | Ministry of Social Development and Social Innovation
Telephone: {250) 387-6453 | E-mail: Aura.McCrae@gov.bc.ca

This e-mail is confidential and may not be disclosed without the written consent of the sender.

Places
# to work

F10Z

s | Where ideas work
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Evans Locker, Ann SDSI:EX
.-

From: Archer, Terri SDSTEX

Sent: Friday, April 8, 2016 1:06 PM

To: Jensen, Dana SDSLEX

Subject: RE: MLA/CA Client Bus Pass Question -- and FAQ updates

Hi Dana, I'm updating the wording in the FAQs (making it current as opposed to future tense) and reviewing for
questions to add but I'm unclear on this string. From my understanding, the answer actually was in the FAQs and once
explained, this client understood that the pass was in fact still valid unti} Dec 31, just that the card changed to the
Compass Card. {added one statement 1o an existing FAQ but not sure if you wanted more on that.

Here’'s what { added so far:
Q: How long is my bus pass valid?

A: Each annual bus pass is valid from the date issued until December 31 of the same year. This does not
change with the shift to the Compass Card.

Q: How do | use a Compass Card?
A

On BC Transit - in BC Transitareas, you will use your new Compass Card as a ‘flash pass' by showing the
BC Transit bus driver your Compass Card.

On TransLink (Metro Vancouver) - If you travel to a TransLink area in Metro Vancouver, you simply tap in
when you start your journey and tap out when exiting or transferring. Remember, buses are tap in only, so
there's no need to tap out when exiting.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Jensen, Dana SDSI:EX

Sent: Thursday, April 7, 2016 10:27 AM

To: Archer, Terri SDSI:EX

Subject: RE: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring te Policy

Can you write new QAs — | think its time to get them updated. | would propose we do this one, plus the two | suggested
yesterday,
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From: Archer, Terri SDSLEX

Sent: Wednesday, April 6, 2016 5:00 PM
To! Ruel, Janis M SDSL:EX; Jensen, Dana SDSL:EX

Cc: Lofthouse, Jean C SDSI:EX; LaHue, Anita SDSL:EX

Subject: RE: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring to Policy

The Bus Pass Program website has been updated and now contains a service advisory about the Compass Card (with an
image of the card) and FAQs. This information may be helpful to share with the MLA and client as it notes pertinent
information such as:

The new Conpass Card is ready to use immediately for both BC Transit and Translink service arcas and is valid until
December 31, 2016. Clients do not need to activate the card, it has already been activated.

A$ you noted, his question is one that has not been warked cut in policy yet when it comes to procedures. in the
interim, it’s important that he understands that his pass, though it will physically change to a Compass Card, remains
valid until December 31 just as his existing bus pass would have.

1 will need to defer to Dana if there is more we can provide for a response to his question at this time.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD}

Ministry of Social Development and Socia! Innovation
(230} 356-6718

From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 6, 2016 4:29 PM

To: Jensen, Dana SDSI:EX; LaHue, Anita SDSI:EX; Archer, Terri SDSI:EX

Cc: Lofthouse, Jean C SDSI:EX

Subject: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring to Policy

Hi Dand, Anita, and Terri. This client is going to decline the bus pass and take the $ 77.00. He is wondering if he will be
reimbursed for Sept 1% to Dec 31%. | checked the Q&A’s and could not see this scenario. | am out of the office tomorrow
but Jean is covering tomorrow if there is an answer. Thank you, Janis

From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 6, 2016 4:25 PM

To: Evans Locker, Ann SDSI:EX; Russ, Maxine SDSI:EX

Cc: Lofthouse, Jean C SDSL:EX

Subject: FW: RicohScan - Call to Client - Referring to Policy

Hi Ann, | have still not been able to reach the client. | went into ICM and reviewed this case. The client did have the
process explained to him. His question is one that has not been worked out in policy yet when it comes to procedures. |
will send on to Anita, Terri, and Dana. They are tracking the different questions that come in. At this pcint he has been
advised to call the Bus Pass Program in August which is correct and more of the policies and procedures worked out.

Question far Policy Q&A's

He also has concerns over the fact he purchased his bus pass in Sép for Jan 1st-Dec 31% 2016, and now with new
legistation, it will not be valid after Sept. 1”. He is wondering what is happening with the money that he spent for the
pass for the whole year. Will he be reimbursed for Seplst- Dec 31727 He will not be renewing his pass again once it
expires, but feels that it should be valid until Dec. 31%
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ICM Comment April 6, 2016 at 1:09pm

Cal! from client, states is concerned about BC Transit card expiring and not wanting to activate compass card, states if
he activates compass card he will not receive the $77 increase in Sept for PWD clients. Advised compass card was
issued to replace BC Transit card so that hecan use card in anywhere in the Province. Advised to call back in August if
he wants to cancel bus pass in order to receive $77 incfease in Sept, otherwise increase would be $25 per month. Client
states he understands.

From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 6, 2018 4:00 PM

To: Evans Locker, Ann SDSI:EX

Cc: Russ, Maxine SDSI:EX; Lofthouse, Jean C SDSI:EX
Subject: RE: RicohScan - Call to Client

Hi Ann, [ tried to call him 2x and there is no answer. 1 g 22 _ will ask 15 22 Jean
Lofthouse to try him tomorrow if | don’t get him by the end of the day, Janis

¥'ve attached the information that | was going to reference for the call below.

Client Insert - An information insert® will be included by TransLirik with the new Compass Card that will be mailed to affected
clients earty Aprii

https://theloop.gov.be.ca/sdd/Documents/Knowledge%20Link/Strategic%20Transformation/Client-and-Stakeholder-

Notifications/TransLink%20Insert.pdf

March 21, 2016 information on the LOOP is below

https://theloop.gov.be.ca/sdd/Pages/Internal-External-Communications.aspx

From: Evans Locker, Ann SDSI:EX
Sent: Wednesday, April 6, 2016 3:45 PM
To: Ruel, Janis M SDSI:EX

Cc: Russ, Maxine SDSIEX

Subject: FW: RicohScan

Hi Janis,
Can you contact $.22 and update him?

Thanks,
Ann

Ann Evans Locker

A/Manager | Strategic Issues

Assistant Deputy Minister's Office | Service Delivery Division
Ministry of Social Development and Social Innovation
Victoria, British Columbia

Phone: 250 387-3598

Mobile: 250-893-2338

From: MacMillan, Karen SDSI:EX

Sent: Wednesday, April 6, 2016 2:09 PM

To: Evans Locker, Ann SDSI:FX; Russ, Maxine SDSI:EX
Subject: FW: RicohScan
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1 have explained this is abaut the replacement by the Compass-Card. The MO would like sameone to call the client and
explain.
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From' Blake, I<r|sten SDSI EX

Sent: Wednesday, April 6, 2016 2:00 PM
To: MacMillan, Kareén SDSI:EX

Subject: FW: RicohScan

Hello Karen,
Can you please loak into this?

Thanks,
Kristen

From: Yaron, Gillian [mailto:Gillian.Yaron@led.bc.cal
Sent: Wednesday, April 6, 2016 1:33 PM

To: Bleke, Kristen SDSI:EX

Subject: FW: RicohScan

Hi Kristen,
Wondering if you could help me with this...
Just as | thought t started to understand the Bus Pass program | get thrown a curve ball!

s.22

This constit just received a letter today from SDSI saying his current bus pass he bought in Jan is no longer valid as of
April 16", And he has no idea why?

He also has concerns over the fact he purchased his bus pass in Sep for Jan 1st-Dec 31° £ 2016, and now with hew
legislation, it will not be vatid after Sept. 1*. He is wondering what is happening with the money that he spent for the
pass for the whale year. Will he be reimbursed for Seplst— Dec 31%7? He will not be renewing his pass again once it
expires, but feels that it should be valid until Dec. 31%.

Wondering if you could provide some information? Or have staff connect with him directly to explain the situation?

Gill Yaron Constituency Assistant

Terry Lake, MLA Kamioops — North Thompsan
Minister of Health

Email: Gillian.yaron@leg.bc.ca

Phone#; 250-554-5413  Fax #250-554-5417
Toll Free #: 1-888-299-0805

Wehsite: terrylakemla.bc.ca

From: ricohmfd@leg.be.ca [mailto:ricohrfd @lea. be.ca)
Sent: April 6, 2016 1:12 PM

To: Yaron, Gillian <Gillian.Yaron@leg bc.ca»

Subject: RicohSean
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Evans Locker, Ann SDSLEEX

From:
Sent:
To:

Cc
Subject:

Lofthouse, Jean C SDSLEX

Thursday, April 7, 2016 10:01 AM

Archer, Terri SDSLEX; Ruel, Janis M SDSLEX; Jensen, Dana SDSIEX

LaHue, Anita SDSLEX

RE: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring to Policy
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Evans Locker, Ann SDSL:EX

L L]
From: Lofthouse, Jean € SDSIEX
Sent: Thursday, April 7, 2016 10:01 AM
To: Archer, Terri SDSLEX; Ruef, Jariis M SDSLEX; Jenseh, Dama SDSEEX
Ce: LaHue, Anita SDSTEX
Subject; RE: MLA/CA Client Bus Pass Question -- RicohScan - Call to Client - Referring to Policy
Good morning,
| spoke with g 22 this morning. He said that he is clear now on the process, and has no further questions.

Jean Lofthouse, Manager

Community Relations and Service Quality
Operations Support

Phone: 604 417-2646

Fax: 604 660-2503

Confidentiality Warning: The information transmitted is intended only for the person to whom it is addressed and may contain confidential and/or
privileged material. Any review, dissemination or other use of, or taking of any action in reliance upon, this information by persons other than the
intended recipient is prohibited. if you receive this in error, please contact.the sender and delete your record of this material.
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From: Archer, Terri SDSI;EX
Sent: Wednesday, April 6, 2016 5:00 PM

To: Ruel, Janis M SDSI:EX; Jensen, Dana SDSI:EX

Cc: Lofthouse, Jean C SDSILEX; LaHue, Anita SDSI:EX

Subject: RE: MLA/CA Client Bus Pass Question -~ RicohScan - Call to Client - Referring to Policy

The Bus Pass Program website has been updated and now contains a service advisory about the Compass Card (with an
image of the card) and FAQs. This information may be helpful to share with the MLA and client as it notes pertinent
information such.as:

The new Compass-Card is ready to use immediately for both BC Transit and Translink service areas and is valid until
December 31, 20616. Clients do not need to activate the card, it has already been activated.

As you noted, his question is one that has not been worked out in policy yet when it comes to procedures. In the
interim, it's important that he understands that his pass, though it will physically change to a Compass Card, remains
valid untii December 31 just as his existing bus pass would have.

| will need to defer to Dana if there is more we can provide for a response to his question at this time.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch.

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
{250) 356-671R
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From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 6, 2016 4:29 PM

To: Jensen, Dana SDSI:EX; LaHue, Anita SDSL:EX; Archer, Terri SDSLEX

Cc: Lofthouse, Jean € SDSI:EX

Subject: MLA/CA Client Bus Pass Question -- RicohScan - Call to Ciient - Referring to Policy

Hi Dana, Anita, and Terri. This client is going to decline the bus pass and take the § 77.00. He is wondering if he will be
reimbursed for Sept 1 to Dec 31, | checked the Q&A’s and could not see this scenario.s.22
hut Jean is covering tomorrow if there is an answer. Thank you, Janis

From: Ruel, Janis M SDSL:EX

Sent: Wednesday, April 6, 2016 4:25 PM

To: Evans Lacker, Ann SDSI:EX; Russ, Maxine SDSI:EX

Cc: Lofthouse, Jean C SDSILEX

Subject: FW: RicohScan - Call to Client - Referring to Policy

Hi Ann, ! have still not been able to reach the client. | went into ICM and reviewed this case. The client did have the
process explained to him. His question is one that has not been worked out in policy yet when it comes to procedures. |
will send on to Anita, Terri, and Dana. They are tracking the different questions that come in. At this point he has been
advised to call the Bus Pass Program in August which is correct and more of the policies and procedures worked out,

Question for Policy G&A’s

He also has concerns over the fact he purchased his bus pass in Sep for Jan 1st-Dec 31 2018, and now with new
legislation, it will not be valid after Sept. 1%, He is wondering what is happening with the maney that he spent for the
pass for the whale year. Will he be reimbursed for Sep1st- Dec 31°2? He will not be renewing his pass again once it
expires, but feels that it shouid be valid until Dec. 31%. '

1ICM Comment April 6, 2016 at 1:09pm

Call from client, states is concerned about BC Transit card expiring and not wanting to activate compass card, states if
he activates compass card he will not receive the $77 increase in Sept for PWD clients. Advised compass card was
issued to replace BC Transit card so that he can use card in anywhere in the Province. Advised to call back.in August if
he-wants to cancel bus pass in order to receive $77 increase in Sept, otherwise increase would be $25 per month. Client
states he understands.

From: Ruel, Janis M SDSL:EX

Sent: Wednesday, April 6, 2016 4:00 PM

Yo: Evans Lacker, Ann SDSI:EX

Cc: Russ, Maxine SDSI:EX; Lofthouse, Jean C SDSI:EX
Subject: RE: RicohScan - Call ta Cilent

Hi Ann, | tried ta call him 2x and there is no answer. | g 22 will ask 5. 22 Jean
Lofthouse to try him tomorrow if | don’t get him by the end of the day, fanis

I've attached the information that | was going to reference for the call below.

Client Insert -- An information insert® will be included by TransLink with the new Compass Card that will be mailed to affected
clients early April

March 21, 2016 information on the LOOP is below
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https://theloop.gov.be.ca/s¢d/Pages/Internal-External-Communications.asox

From: Evans Locker, Ann SDSI:EX
Sent: Wednesday, April 6, 2016 3:45 PM
To: Ruel, Janis M SDSE:EX

Cc: Russ, Maxine SDSI:EX

Subject: FW: RicohScan

Hi Janis,
Can you contact $.22 and update him?

Thanks,
Ann

Ann Evans Locker

A/Manager | Strategic Issues

Assistant Deputy Minister's Office | Sérvice Delivery Division
Ministry of Social Development and Social Innovation
Victoria, British Columbia

Phone: 250 387-3598

Mobile: 250-893-2338

From: MacMilian, Karen SDSI:EX

Sent: Wednesday, April 6, 2016 2:09 PM

To: Evans Locker, Ann SDSIEX; Russ, Maxine SDSI:EX

Subject; FW: RicohScan’

| have explained this is about the replacement by the Compass Card. The MO would like someone to call the client and
explain.

From: Biake, Kristen SDSI:EX

Sent: Wednesday, April 6, 2016 2:00 PM

To: MacMillan, Karen SDSI:EX

Subject: FW: RicohScan

Hello Karen,
Can you piease {ook into this?

Thanks,
Kristen

From: Yaron, Gillian [mailto:Gillian,Yaron@le be.cal o
Sent: Wednesday, April 6, 2016 1:33 PM

To: Blake, Kristen SDSL:EX
Subject: FW: RicchScan

Hi Kristen,
Wondering if you could help me with this....
Just as | thought | started to understand the BusPass program | get thrown a curve balil

s.22
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s.22

This constit just received a letter today from SDSI saying his current bus pass he bought in lan is no longer valid as of
April 16™, And he has no idea why?

He also has concerns over the fact he purchased his bus pass in Sep for Jan 1st-Dec 31% 2016, and now with new
legislation, it will not be valid after Sept. 1*. He is wondering what is happening with the money that he spent for the
pass for the whole year. Wil ‘he be reimbursed for Seplst- Dec 31777 He wil! not be renewing his pass again once it
expires, but feels that it should be valid until Dec. 317

Wondering if you could provide some information? Or have staff connect with him directly to explain the situation?

Gill Yaron Constituency Assistant

Terry Lake, MLA Kamloops — North Thompson
Minister of Health

Email: Gillian.yaron@}eg.bc.ca

Phone#:; 250-554-5413 Fax #250-554-5417
Toll Free #: 1-888-299-0805

Website: terrylakemla.bc.ca

From: ricohmfd @leg.bc.ca [mailto:ricohmfd@leg.be.ca)
Sent: April 6, 2016 1:12 PM

To: Yaron, Gillian <Gillian.Yaron@leg.bc.ca>

Subject: RicohScan
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Evans Locker, Ann SDSEEX

s ]
From:. Archer, Terri SDSLEX
Sent: Woednesday, April 20, 2016 3:18 PM
To: Ruel, Janis M SDSLEX
Cc: LaHue, Anita SDSLEX; Kelly, Georgina SDSEEX
Subject: RE: M50 dlients and PWD Rate Increase question from EAW/BUS PASS SME/MYSS

SME/BCGEU STEWARD

For consideration, | included reference to the reguiations not being complete and rephrased timing so it didn’t sound
like it will be close to Sept before we have more info. Having said that, your draft is good too, just edits for
consideration. Thanks Janis.

We will have more information regarding PWD Rate Increase policy and procedures in the coming menths prior
to the effective date of September 1, 2016, and once the regulations are complete. Your question has been
noted. Thank you.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Ruel, Janis M SDSI:EX Sent: Wednesday, April 20, 2016 2:54 PM
To: LaHue, Anita SDSI:EX; Kelly, Georgina SDSL;EX Ce: Archer, Terri SDSI:EX
Subject: MSO clients and PWD Rate Increase question from EAW/BUS PASS SME/MYSS SME/BCGEU STEWARD

Hi Anita and Georgina, | have had an EAW SME from our Stream contact with the question. regarding MSO’s who may
qualify when the new PWD rate increase comes into effect. 1 sent the scenario up in February as a policy
question/scenario. it has come now through our staff.

I was going to respond that we will have more information regarding PWD Rate Increase policy and procedures closer to
September 1, 2016. Wanted you to be aware and know what my response will be. Just give me the okay © Thank you,
lanis

From: Howard, Ruth SDSL:EX

Sent: Wednesday, April 20, 2016 2:41 PM
To: Ruel, Janis M SDSI:EX

Subject: MSO clients

Hi Janis
I was given your name by Michele Lauzon, regarding a question I Aave.

I have come across clients who receive CPP just over the current PWD rates and do
not receive funds from us, but do veceive Medical coverage. With the increase in
the PWD rvate, will these clients be contacted to apply to see if they are now eligible

for further funding?
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Ruth Howard

TAW/BUS PASS SME/MYSS SME/BCGEU STEFWARD
Lower Mainland Contact Centre

Suite 400, 13401 108 Avenue,

Surrey BC,

VT 574
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Evans Locker, Ann SDSLEX

From: Cross, £laine SDSIEX

Sent: Tuesday, April 19, 2016 852 AM

To: Archer, Terri SDSLEX; Johns, Kimberiee SDSLEX; LaHue, Anita SDSLEX: Jones, Stacey L
SDSLEX

Cc: Dorey, Terri SDSLEX; Aco, Myleen SDSLEX; Kelly, Georgina SDSIEX; MacLean, Amber
SDSLEX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSLEX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... -
URGENT

Hi All,

We will be defining steady state processes for the public site over the next few weeks. In the meantime, could | ask that
you continue to loop my staff (Maxine Tobin and Kim Johns) into content development?

Thanks,

Elaine

From: Archer, Terri SDSI:EX
Sent: Tuesday, April 19, 2016 8:48 AM

To: Johns, Kimberlee SDSI:EX; LaHue, Anita SDSI:EX; Jones, Stacey L SDSL:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSIEX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; MacLean, Amber
SDSI:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSL:EX

Subject: RE: Public Transit Buses Taxis and Limbusines - Reduced-Cost Annual Bus Pass... - URGENT

We are in the process of drafting some updates to the FAQs and will be requesting a new Service Advisory regarding bus
pass opt-outs so we will fit this into that change. | will keep this group posted and there will be all the reguired reviews
ahd approvals as per usual.

Thanks all. Stacey, | will reconnect with you to fit in this change.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (8DD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From' Johns Klmberiee SDSI EX

Sent: Tuesday, April 19, 2016 8:43 AM

To: LaHue, Anita SDST;EX; Jones, Stacey | SDSIIEX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX: Archer, Terri SDSLEX;
MaclLean, Amber SDSI:EX; Anderson, Maryann GCPE:EX; SDSI Web Manager SDSI:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hi, Anita and Stacey

The draft Word decument content that we originally drafied {and that you attached) was not approved by strategic
transformation and GCPE, and so that is why the content was not posted. The content that is posted now was approved
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and ported onto the new site. I'm happy to have my team work on updating it, per your request below; however, my
understanding is that we have been advised NOT to make changes to this page that differ from the original website.
Perhaps you couid weigh in Terri/Maryann?

Ina scan of the FAQs, it looks iike payment information is included here:
http://wwa,gov.bc.caf&ov!content{transnortation/nassenger—tra\reI,’buses-taxis-li'moslbu's—pass/bus—nass—'f_aq#Ol-OB

As | mentianed, we are happy to work on updating the bus pass page; however, given the previous direction was not to
alter it, we will need the okay from Terri and Maryann at this point. If they are both now okay with us altering and
adding to the page, then we can start work on it.

Thank you,
Kim

Kimberlee Johns | Manager, Corporate Communications
Phone: 1-250-619-6679 (_N-ahaimo‘} | Kimberlee. Johns@gov.bc.ca

From: LaHue, Anita SDSL:EX

Sent: Monday, April 18, 2016 5:11 PM

To: Jones, Stacey L SDSI:EX; Johns, Kimberlee SD5I:EX

Cc: Crass; Elaine SDSI:EX; Dorey, Terri SDSL:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX; Archer, Terri SDSLEX;
Macl.ean, Amber SDSE:EX

Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

How quickly can this be updated? | see the draft document does show how to pay, but the website does not. | wonder
if that is just an oversight?

What other approvals do you need to move this forward guickly?

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone # 1-250-739-6603

Cell #: 1-250-667-4171

From: Jones, Stacey L SDSLEX

Sent: Monday, Aprit 18, 2016 4:35 PM

To: Johns, Kimberlee SDSI:EX

Cc: Cross, Elaine SDSI:EX; Dorey, Terri SDSI:EX; LaHue, Anita SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX
Subject: RE: Public Transit Buses Taxis and Limousines - Reduced-Cast Annual Bus Pass... - URGENT

Hi Kimberiee:
Thank you for the update.

My concern is that the content that is on the website currently in incomplete for example there is no information about
how clients make their payment to the bus pass program
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The informaticn that is iocated live on the net at this link
hitp://www? gov.bc.ca/gov/content/transportation/passenger-travel/buses-taxis-limos/bus-pass needs to be updated
to include payment details, the other mailing address that is missing etc.

Can someone on your team review what is live on the internet against what is on the word document attached so0 that
we cah capture the omissions and get them on there ASAP.

Thank you.
Stacey

From: Johns, Kimberlee SDSI:EX
Sent: Monday, April 18, 2016 3:17 PM

To: Jones, Stacey L SDSI:EX

Cc: Cross, Elaine SDSL:EX; Dorey, Terri SDSLEX; LaHue, Anita SDSI:EX; Aco, Myleen SDSI:EX; Kelly, Georgina SDSI:EX
Subject: FW: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass.., - URGENT

Hi, Stacey

In the weeks leading up to the content migration on March 31, the bus pass content underwent some major shifts. The
bulk of the content was ported over as close as possible to the existing content from the old website, to create as little
of a disruption for clients as possible. Essentially, the version that you saw from Ceara came back {from Terri Archer and
Maryann Anderson, | believe) as unapproved, with the request for us to port over the info from the oid website as is,
though with-a few additions. Please see the attached emails on this regarding the change in direction and the approvals.

Please let me know if you have any additional questions. Happy to discuss further.

Thanks,
Kim

Kimberlee Johns | Manager, Corporate Communications
Phone: 1-250-618-6679 {Nanaimo)} | Kimberlee. Johns@gov.be.ca

From: "Jones, Stacey L SDSLEX" <Stacey.Jones@gov.bc.ca>

Date: Thursday, April 14, 2016 at 12:12 PM

To: Ceara Lornie <Ceara,1.Lornie@gov.be.ca>

Ce: "Dorey, Terri SDSIEX" <Terri.Dorev@gov.be.ca>, "LaHue, Anita SDSI:EX" <Anita.L.aHue@gov.bc.ca>, "Jones, Stacey |
SDSEEX" <Stacey.Jones@gov.be.ca>, "Aco, Myleen SDSI:EX” <Myleen.Aco@goy.be.ca>, "Kelly, Georgina SDSI:EX"
<Georgina.Kelly@gov.be.ca>

Subject: Public Transit Buses Taxis and Limousines - Reduced-Cost Annual Bus Pass... - URGENT

Hello Ceara:

Today | had to look at the cutward facing information on our website about the bus pass program and have some
goncerns.

The information in the attached document is not what is currently on the website.
There is NO payment information for clients which is a huge issue and the payment address is missing from the website.
Can someone please confirm for me what information was approved as it will need to be reviewed and updated.

Thank you.
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Stacey
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Evans Locker, Ann SDSLEX

L "
From: Jensen, Dana SDSLEX
Sent: Friday, April 1, 2016 2:26 PM
To: Leslie, Sean GCPE:EX
Ce: MacMiflan, Karen SDSLEX; Evans Locker, Ann SDSLEX; LaHue, Anita SDSLEX: Filion,
Corinna GCPEEX; Archer, Terri SDSLEX; Maclean, Amber SDSIEX
Subject: RE: PWD/BCBP

Yes to rate increase showing up on aug 24

Bcbp was originally aug/sept. this week at steering committee we discussed meoving it to oct to avoid interaction with
the implin Sept.

From: Leslie, Sean GCPE:EX

Sent: Friday, April 1, 2016 10:42 AM

To: Jensen, Dana SDSI:EX

Cc: MacMillan, Karen SDSI:EX; Evans Locker, Ann SDSI:EX; LaHue, Anita SDSI:EX; Filion, Corinna GCPE:EX; Archer, Terri
SDSI:EX; Maclean, Amber SDSI:EX

Subject; RE: PWD/BCBP

Thanks Dana,

A couple of follow-up guestions.

We've been saying in all our materials that BCBP renewal notices will come out in late summer-is it actually
October? Not a big deal, but will need to make some changes.

And just so I'm clear, does the rate increase actuaily show up on the Aug 24" cheque?

Thanksi

Sean Lesfie

From: Jensen, Dana SDSI:EX
Sent: Friday, April 1, 2016 10:18 AM

To: Leslie, Sean GCPE:EX

Ce: MacMillan, Karen SDSI:EX; Evans Locker, Ann SDSI:EX; LaHue, Anita. SDST:EX; Filion, Corinna GCPE;EX; Archer, Terri
SDSIL:EX; Maclean, Amber SDSI:EX

Subject: RE: PWD/BCBP

This of course is fluid as we get new info, but at this point here are our planned next steps that 'may impact issues,
- JULY: Mailout to clients who currently have a bus pass in July to advise them that:
o Ifthey do nothing, their bus pass will continue to be valid for 2016
o K they want to choose the $52 instead, they can contact ministry by Aug 5 and we will update their file
= AUG 24 Issue Day with rate increasé
- 2017 BCBP renewal letters will start their 2017 rénewal:process in-Oct (letters are mailed out over a few weeks)

- DEC21: Issue Day where some clients may get $52 if they did not renew their bus pass in 2017 (they of course
will be able to apply for a bus pass and have the switch made thie following month)

As for staff info, we will be continuing to update the QAs for staff as new info becomes available. For instance, next
week we plan to introduce a process to track clients who currently have a bus pass and tell staff they want to get $52

1
147 of 467



starting Sept. Once approved, staff will be notified through an emailed field comm, which is then posted on our staff
newsfeed, and the staff QAs witl be updated. The myss and phene line msgs were updated with the announcement and
we will continue to monitor and adjust as needed.

There shouldn't be any specific key dates out of our stakeholder comms as any updates we give to the stakeholders will
line up with info being given to clients and staff. We are continuing with our regularly scheduled check-ins with the
moving forward groups. Based an my recent interactions with them, | do not expect issues to arise from these calis,

From: Archer, Terri SDSI:EX

Sent: Thursday, March 31, 2016 3:18 PM _

To: Leslie, Sean GCPE:EX; Jensen, Dana SDSI:EX

Cc: MacMillan, Karen SDSI:EX; Evans Locker, Ann SDSL:EX; LaHue, Anita SDSL:EX; Filion, Corinna GCPE:EX
Subject: RE: PWD/BCBP

Bus Pass/Compass Cards

a  March 24/29" - a letter was sent to 17,711 Bus Pass Program clients advising them of the shifi to Compass
Cards {client letter attached)
o Translink Insert and Compass Card to follow to these clients early April {though as | understand from
Anita, it may not make it out prior to the gate closures)

e March 24" — email update sent to advocates {see attached - SDSI Update.. ), also sent to CLBC (Caitlyn] March
30" *this update included info about the STS

e March 30/31 —3 letter is being sent to 17,694 STS clients advising of the pro-rated STS amount for April —
August 2016 explaining they will receive their $329 chq on April 20th. (Amount is actually $329.40 — client Jetter
attached)

Staff have been briefed through and ADM Chatline and Field Comms (see attachments).
We opted not to put messaging on the phone line or MySS given the targeted nature of this change.

The Bus Pass Program website is being updated via the Internet Strategy and will include FAQs and a visual of the
Compass Card with the most current information approved. The website update is expected by end of day today.

| hope that answers your questions Sean.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDDY)

Ministry of Social Development and Social Innovation
{250) 356-6718

From: Leslie, Sean GCPE:EX
Sent: Thursday, March 31, 2016 10:13 AM

To: Archer, Terri SDSI:EX; Jensen, Dana SDST:EX

Cc: MacMiltan, Karen SDSEEX; Evans Locker, Ann SDSLIEX
Subject: PWD/BCBP
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Hi Terri and Dana, sorry to bother you but I'm just looking for a bit of information about client and stakeholder outreach
on the PWD raie increase and transpoftation changes.

I'm working on a new communications plan around key dates, ie, delivery of the 575 cheques, BCBP renewal forms, and
of course the September 1 increase—basicaily, dates when the issue could publicly erupi yet agdin.

To that end, can you tell me what kind of communications is pfanned or has taken place with clients on delivery of the
pro-rated STS cheques?

And are there plans (or maybe it's already been done) to put updated info on MySS, on the toll free line, and make sure
front line staff are fully briefed?

What about stakeholder communications?

Please fet me know if | should be bugging someone else as well- $.22 , 50 I'm bugging you
directly.
Thanks!

Sean Leslie

Senior Pubtic Affairs Officer

Ministry of Social Deveélopment and Social innovation
{250} 356-1670(0)

{250) 853-4403(m)
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Evans Locker, Ann SDSL:EX
L

I T —
From: Ruel, Janis M SDSLEX
Sent: Tuesday, April 18, 2016 11:12 AM
To: Archer, Terri SDSLEX; Kelly, Georgina SDSLEX
Cc: LaHue, Anita SDSLEX
Subject: RE: Q&A for Prorated Refund of the Bus Pass Administration Fee
Attachments: Bus Pass changes - June 2016 Update.docx

HI All, | took what is on the public website for Bus Pass and tweaked the Q&A’s {highlighted in yetlow) would this work
asa basis for drafting a letter for June in plain language? )

From: Archer, Terri SDSI:EX
Sent: Tuesday, April 19, 2016 10:50 AM

To: Kelly, Georgina SDSI:EX; Ruel, Janhis M SDSI:EX

Cc: LaHue, Anita SDSI:EX

Subject: RE: QRA for Prorated Refund of the Bus Pass Administration Fee

Yes, whatever we can frame for now is fine for the FAQ.

However, we will need the process for the client letter and that will need to be drafted pretty soon too as the timeline
for that will be the week of May 9" for approvals, to BC Mail Plus May 16, for distribution the week of May 30",

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Kelly, Georgina SDSI:EX

Sent: Tuesday, April 19, 2016 10:33 AM

To: Archer, Terri SDSI:EX; Ruel, Janis M SDSL:EX
Cc: LaHue, Anita SDSI:EX

Subject: RE: Q&A for Prorated Refund of the Bus Pass Administration Fee

Hi Terri

Just to clarify for the FAQ’s we can’t give details on the opt out piece yet - so just some key
messaging to advise clients that we will be providing more details around the process for choosing
the transportation benefit in the near future.

Georgina Kelly

Manager, Field Services
Social Development

and Social Innovation
Provincial Contact Centre
Cel: 604-617-6457
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From: Archer, Terri SDSL:EX

Sent: Tuesday, April 19, 2016 10:13 AM

To: Ruel, Janis M SDSL:EX; Kelly, Georgina SDSL:EX

Cc: LaHue, Anita SDSI:EX

Subject: RE: Q&A for Prorated Refund of the Bus Pass Administration Fee

Thianks. | will update the FAQs with this guestion and answer.
Another key FAQ will be around opting aut and that draft wording will inform the client letter.

| will send out an update from yesterday’s meeting with notes and action items including timeline. The FAQs.and client
letter are the priority as everything else flows from that wording. We need to determine what opting out looks like.

Are you two able to work on those two action items (new FAQ on opting out and drafting the client letter)?

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: LaHue, Anita SDSI:EX

Sent: Tuesday, April 19, 2016 9:42 AM

To: Ruel, Janis M SDSL:EX

Cc: Archer, Terri SDSI:EX; Kelly; Georgina SDSI:EX

Subject: RE: Q&A for Prorated Refund of the Bus Pass Administration Fee

Hmmm - | was thinking that the refund of the admin fee would come under the FAQ section?
And | would think we just say:

Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar year from
January 1 — December 31. The fee is not prorated for applicants applying or cancelling part way through the
year.

Anita Pangborne-LaHue

Birector

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone # 1-250-739-6603

Cell #: 1-250-667-4171

From: Ruel, Janis M SDSL:EX | -
Sent: Tuesday, April 19, 2016 8:48 AM
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To: LaHue, Anita SDSI:EX
Cc: Archer, Terri SDSI:EX; Kelly, Georgina SDSI:EX _
Subject: Q&A for Prorated Refund of the Bus Pass Administration Fee

Hi Anita, | went on to the Bus Pass Program Website. There is a line there regarding the administration fee under cost.

http://www2.gov.bc.ca/gov/content/transportation/passenger-travel/buses-taxis-limos/bus-pass

After the calt yesterday with Raymond | thought that we might want to capture the answer o the prorated refund
guestion for those who choose to opt out of the bus pass program so | drafted something.

Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar year from
TJannary 1 — December 31. The fee is not prorated for applicants applying or cancelling part way throngh the
year.

Refund of administration fee when cancelling a Bus Pass
The bus pass is provided for an administration fee of $45 per year. The administration fee is not prorated for
individuals who cancel a bus pass part way through the year,

Janis M Ruel
Manager Community Relations and Service Quality

Ministry of Social Deveiopment and Sccial Innovation
Operations Support, Service Delivery Division

Cell: 250-415-5144
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Bus Pass changes — June 2016 Update
How do these changes impact clients who have a subsidized annual bus pass now?

‘The annual subsidized bus pass will continue and the application process will not change. Clients with an existing bus pass will
receive a $25 monthly rate increase starting on September- 1, 2016.

Clients who have the anhual pass will teceive their renewal package starting in late summer:
o If someone does wanit to renew, the ministry will follow the usual process where a client pays a $45 annual

administration fee, either online/telephone with their bank or by mail. They will receive their annual subsidized Bus
Pass and a 325 rate increase.

What are the impacts to clients who waiit to opt out of the BC Bus Pass Program?
e Ifsomeone does noi want to renew their annual bus pass for 2017 they don’t have to do anything, they will
automatically receive the full $77 monthly rate incrcase beginning with the January 2017 payment.

o . The] process is under’ development for clients who want 1o advise'the BC Bus Pass Program that they ‘want to
turn “in 4 bus pass and more information will be available’ ‘shortly

D¥o & now have to apply every month for the bus pass?

No, you will not nieed to reapply each meonth. The subsidized bus pass is still an annual pass.

If I have a bus pass now or choose to get one in 2017, can I change my mind later in the year
and get the $77 increase?

Yes, you will have the option 1o furn in your bus pass af any time after September 1, 2016 and receive the full $77 increase in

the following months. ‘This is the added flexibility that comes with the monihly increase — clients have a choice. This process is
under development and more information wiil be available shortly.

Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar year from January 1 —
December 31. The fee is not prorated for applicants applying or cancelling part way threugh the year.

I’m a senior on PWD, what do the changes mean for me?

1f you are a PWD and in receipt of disability assistance then the rate increase wil! apply to you. You can receive the full $77
increase or you can choosé to receive a subsidized annual BC Bus Pass and a rate increase of $25 per month.

1f you are a senior who has the PWD designation and are ro longer in receipt of disability assistance, you may still be eligible
for the BC Bus Pass Program. You can get more information on eligibility.

Are seniors who have a BC Bus Pass impacted by this change?

N, there is no change 1o the BC Bus Pass Program for low-income seniors. This only applies to persons in receipt of disability
assistance. The ministry will continue to provide a subsidized bus pass to eligible seniors for the annual $45 administration fee.
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Evans Lacker, Ann SDSEEX

. A N
From; LaHue, Anita SDSLEX
Sent: Wednesday, April 20, 2016 7:45 PM
To: Ruel, Janis M SDSLEX
Cc: Kelly, Georgina SDSLEX; Archer; Terri SDSLEX
Subject: RE: Questions Re: Communication Plan and Returning Bus Passes

When a client Opts out of the bus pass, that pass is cancelled. Once a pass is cancelled, it cannot be
reinstated. Therefore, if the client Opts back to get a pass, we would have to create a new card.

In order to minimize fraud, it is best if the client can return the card or destroy it ~ if we leave it undestroyed, then
anyone can use it as a “flash pass” to ride in any BC Transit areas. At least until the end of December at this point, and
potentially beyond.

Hopes this helps clarify.
Thanks

Anita

From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 20, 2016 8:31 AM

To: LaHue, Anita SDSI:EX

Cc: Kelly, Georgina SDSI:EX; Archer, Terri SDSI:EX

Subject: Questions Re; Communication Plan and Returning Bus Passes

Hi Anita, | am going to set up meetings with the Bus Pass Program staff to start on the action items. | just need to get
this straight in my mind for the communication plan and developing a process for returning bus passes. Why are we
going to ask BC Bus Pass PWD who all have Compass Cards now to return their bus passes if they opt out when they are
reloadabie?

» If an individual has paid the administration fee for the calendar year and decide to opt out for any length of time
{say winter months~ over Christmas to increase support amount) then decide that they want to come back to
the bus pass program to get their bus pass card reactivated.

o Shouldn’t all bus pass program participants keep their bus passes?

This may already been covered off at the design meeting yet | wanted to check and seé if this been discussed due to
cost and time invoived with processing returned cards or ordering new Compass Cards or BC Transit Passes in the
future.

= need to actiop return mail/cards

= Can advise TransLink clients they do not need to return their card — it will be deactivated upon
contact (notify us via Bus Pass email or by phone)

3 Non-TransLink clierits — benefit no contingent upon return of card

Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar year from January
1 —December 31. The fee is not prorated for-applicants applying part way through the year and is non-refundable.
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New FAQ DRAFT: $45 administration fee'is not prorated and is non-refundable.

Do | get money kack from the $45 administration fee I paid if | cancel my bus pass part way
through the year?

No. The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar
year from January 1 — December 31. The fee is not pro-rated for applicants applying or cancelling
part way through the year.

Janis M Ruel

Manager Community Relations and Service Quality
Ministry of Social Development and Social Inncvation
Operations Support, Service Delivery Division

Cell: 250-415-5144
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Evans Locker, Ann SDSELEX

e o]
From: Archer, Terri SDSEEX
Sent: Thursday, April 21, 2016 12:22 PM
To: Ruel, Janis M SDSLEX
Cc: Kelly, Georgina SDSLEX
Subject: RE: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June
Update
Attachments: Transportation --BC Bus Pass - Bus Pass FAQs (Apr update).docx; Bus Pass Compass

Cards - Key Messages for Stakeholders.docx; TransLink Insert - (Final) - update from
TransLink (Final2).docx; Bus Pass Compass Card Field Comin for Mar 21.docx; Bus Pass
Compass Cards Q+As for Staff - Draft for approvals (Marl8).docy; BC Bus Pass
Program.docy; policy framework 2.docx; Services for People with a Disability - Disability
Assistance - Rate Increase.docx; Bus Pass - Compass Card client letter - Mar 2016
DRAFT Mar14 2pm.docx; Disability Assistance Rate Increases FAQs - Internal for Staff
Only {Apr updates).docx

Okay Janis, here they are... Here’s a breakdown of the attachments to ease some of the overwhelm:

1.

S A W

~J

10,

Transportation — BC Bus Pass FAQs - Word doc of public Bus Pass FAQs provided to us by People Strategies.
Draft Updates started in the attachment.

Bus Pass Compass Cards ~ Key Msgs for Stakeholder = for update with additional info

TransLink Insert = Insert sent to clients by TransLink with their new Compass Card

Bus Pass Coinpass Card Field Comm = baseline/template for the next notice for staff

Bus Pass Compass Card Q+As for Staff > for update with new info — ensure alignment with public FAQ updates

Bus Pass Program - Word doc of the Bus Pass Program website info provided to us by People Strategies. Draft’
updates started in the attachment.

Policy framework > provided as an FYI for context only

Services for People with a Disability — Disability Assistance — Rate Increase = Word doc of the Disability
Assistance — Rate Increase website info provided to us by People Strategies. Draft updates started in the
attachmaent.

Bus Pass — Compass Card client letter > letter sent to Bus Pass clients to advise of Compass Card change.
Temnplate for new letter re; opting out of Bus Pass

Disability Assistance Rate increases FAQs =¥ Internal FAQs - Disability Assistance Rate Increases for update with

new info~ ensure alignment with public FAQ updates

Alot of the info will be copy/paste once we get the main drafts done but we will need to ensure alignment of all and
ensure all are approved and uploaded. We’ll get through it, we always do.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch '

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718
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From: Ruel, Janis M SDSI:EX

Sent: Wednesday, April 20, 2016 9:39 AM

To: Archer, Terri SDSL.EX

Cc: LaHue, Anita SDSI:EX

Subject: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June Update

Hi Terri, can you please get me the Word Document Versions of these letters.and materials so that our Bus Pass
Program wark group can utilize what we have for the Q&A’s that are due on April 28" and the letters and other
materials that are due soon after that? | think that will get us ahead of the game © thank you, lanis

Janis M Ruel

Manager Community Relations and Service Quality
Ministry of Social Develapment and Social Innovation
Operations Support, Service Delivery Division

Cell: 250-415-5144
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SDSI CMS Lite Content - Bus Pass Freguently Asked Questions

Page Details:

Theme/Sub-theme/Topic | Transportation / Passenger Travel / Buses, Taxis & Limousines

Sub-Topic/level 5

Bus Pass / Bus Pass Freqguently Asked Questions

Title

Bus Pass Frequently Asked Questions

Navigation Title

Bus Pass FAQs

| Parent Page

BC Bus Pass

hftp:f!wwwz.gav;bc.ca!gov!con_tent!transportatiom.’pas'senger-

Path travel/buses-taxis-limos/bus-pass/bus-pass-fag

Shortened URL

Division. SDD

Branch

Lifecycie Ongoing

Metadata:

Content Type | General content

Keywords BC bus pass, fag, transpori

' Description Frequently asked questions and answers about the BC Bus Pass program.

Language English

Creator Ministry of Secial Development and Social Innovation

Subject Category Transport Choose an item.

Subject Accessible transport

Security Classification | Low

Security Label Public _

Audience Persens with Disabilities Seniors Choose an item.
Choose an item. Choose an item. Choose an itemn,

introduction (maximum 350 characters— appears in search and populates topic):
Bus Pass Frequently Asked Questions

General Questions
Body:

My bus pass was lost or stolen. How do | request a replacement bus pass?

How long is my pass valid?
| paid the $45 administration fee, if | cancel my bus pass. do | get any money back?

English is my second language; can | speak to someone in my native language?

Can | calt. on behalf of a client, friend or family member?

Nk w2

| paid for my bus pass but | haven't received it yet. What should | do?

I want to mail a cheque or money order rather than pay at the bank or online. Where do |

mail my cheque or money crder?
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sDS] CMS Lite Content = Bus Pass Frequenfly Asked Questions

8. Can | pay for my bus pass with a credit card?

9, |was just approved for Persons with Disability designation. How do | get my bus pass?

10.] am regeiving Canadian Pension Plan Disability (CPPD) benefits, am | eligible for the
bus pass?

11.My child is under 18 and has a disability. Do they qualify for a bus pass?

12.Where can i find transit information, including schedule and route information?

Compass Card Questions

Why am | receiving a Compass Card?

What do i do with my old BC Transit Card?

How do.| use a Compass Card?

\What does this change mean to me?

Wil seniors that are not on PWD assistance still have access to an annuai bus pass?
| never use the TransLink system, why do | need a Compass Card?

(2

Renewal Questions

1. 1 did not receive my renewal application or-have lost it, what do | do?
2. | have paid for my renewal application, when will my new pass arrive?

Online and Telephone Banking Payments Questions

1. How do | make an anline or telephone banking payment?

Bus Pass Online Self Service Questions

1. The onling self service system is not functioning properly, what can 1 do?

General Questions
Q: My bus pass was lost or stolen. How do | request a replacéement bus pass?

A: Yau can now reguest a replacement bus pass online or by phone.

« Online: Go to Request Service, fill out the online form and click submit
e« Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone lines are open from 9 am to 4 pm. Please riote that during the bus pass renewal season

{October to February) our phone lines experience heavy call volumes.

Q: How long is my bus pass valid?

A: Each annual bus pass is valid from the date issued until December 31 of the same year. This

does not change with the shift to the Compass Card.
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SDSI CMS Lite Content - Bus Pass Frequently Asked Questions

Q: | paid the $45 administration fee, if | cancel my bus pass. do | get any money back?

A: No. The $45 administration fee for a bus pass is not pro-rated and is non-refundable.

Q: English is my second language; can 1 speak to someone in my native language?

A: We offer interpretive services over the phone in many languages. Piease call 1 856 866-
0800 and press option 2, then option 3 and then option 1. When the phone is answered, please
state your language and hold for an interpreter.

Q: Can | call on behaif of a client, friend or family member?

A: Yes, but due to the Freedom of Information and Protection of Privacy Act, we are required to
obtain verbal or written permission from the applicant before working with a third party.

Verbal consent is only valid for the duration of the phone call. if the applicant you are assisting
would like to provide long term written consent, please submit a Bus Pass Program Consent to
Disclosure of Infermation Form (PDF).

Q: 1 paid for my bus pass but | haven't received it yet. What should 1 do?

A: If you paid online you can expect to receive your bus pass within 3 weeks of your payment
date. If you have not received your bus pass within 4 weeks, please email or call the BC Bus
Pass Program.

If you made a payment at your bank, you can expect to receive your bus pass within 4. weeks of
your payment date. If you have not received your bus pass within 5 weeks, please email or call
the BC Bus Pass Program.

If you mailed a cheque or money order, you can expect to receive your bus pass within 5 weeks
of date you mailed your payment. If you have not received your bus pass within 6 weeks, please
email or call the BC Bus Pass Program.

e Emalil: Follow the emall instructions on the Bus Pass Program page
e Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone lines are open from 9 am to 4 pm. Please note that during the bus pass renewal season
{October to February) our phone lines experience heavy call volumes.

Q: | want to mail a cheque or money order rather than pay at the bank or online. Where
do | mail my cheque or money order?

A: Please mail your cheque or money order to:
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SDSI CMS Lite Content — Bus Pass Frequently Asked Questions

BC Bus Pass Program
PO Box 9985, STN PROV GOVT
Victoria, BC V8W 9R6

Q: Can | pay for my bus pass with a credit card?

A: No, we are unable to process credit card payments at this time. For the fastest processing
times, please make an online payment. Instructions for making an online payment are listed on
your application.

Q: 1 was just approved for Persons with Disability designation. How do | get my bus
pass?

A: You can now request a bus pass application enline or by phone.

o Online: Go to Request Service, fill out the online form and click submit
» Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1.

Phone lines are open from @ am to 4 pm. Please note that during the bus pass renewal season
(October to February} our phone lines experience heavy calf volumes

Q: i am receiving Canadian Pension Plan Disability (CPPD) benefits, am | eligible for the
bus pass?

A: Unfortunately Federal CPPD dlients do not qualify for the BC Bus Pass Program. If you are
aged 18-59 years old, you must be receiving Persons with Disability (PWD) assistance from the
Ministry of Social Development to qualify for the BC Bus Pass Program.

Q: My child is under 18 and has a disability. Do they qualify for a bus pass?

A: No, applicants must be at least 18 years of age and receiving Income Assistance for Persons
with Disabilities from the Province of British Columbia, or living cn a First Nations reserve and
receiving disability assistance fram the band office to be eligible for the BC Bus Pass Program.

Q: Where can | find transit information, including schedule and route information?

A: For transit information in Greater Vancouver, visit the TranslLink website. For communities
outside the TransLiink service area visit the BC Transit website.

Compass Card Questions

Q: Why am-l-receivingdid | receive a Compass Card?

A: BC Transit bus pass only works in BC Transit areas while the BC Bus Pass Pragram
Compass Card can be used to access both BC Transit and TransLink services across the
province. (Note that HandyDART is not included in these services.)
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SDSI CMS Lite Content - Bus Pass Frequently Asked Questions

You received a Compass Card te replace your existing BC Bus Pass because TransLink is
slosingclosed its fare gates on all #s-Sky Train stations. GreethessWhen the gates closed, BC
Bus Pass Holders willnetbewere o longer able to access TranslLink services with their current
card.

Some BG Bus Pass holders travel to Greater Viancouver to visit family or go to medical
appointments. With the new Compass Card they can continue to access TransLink services.

Q: What do | do with my old BC Transit Card?

A: Once you have reseive-your new Compass Card, you can throw out your existing BC Transit
Pass. Do not return the eard-pass to the ministry or mail it back io the BC Bus Pass Program.

Compass Card is a secure transit card that allows access to bus, sky train and sea bus where
applicable across the province. This card is reloadable/reusable so don't throw it out at the end
of the year. You will use the same Compass Card if you apply for the annual discounted pass in
2017,

With your new card, you wilk-still have full access to public transit services in your community.
You will-are also be-able to use your new Compass Card on both BC Transit and TransLink
systems.

This card is for your personat use only. It is NOT transferable and must not be used by anybody
glse.

Q: How do | use a Compass Card?

A

On BC Transit - [n BC Transit areas, stients-you will use theiryour new Compass Card as a
‘flash pass’ by showing the BC Transit bus driver their-your Compass Card.

On Translink (Metro Vancouver) lf theeheﬂ{—t;avelsyou travel to a TransLlnk area in Metro
Vancouver, y h HA-0R-3 oas

Imee&mk—a;ea- mgly tap in when you start Yyour journey and tap out when ex1t|nq or

transferring. Remember, buses are tap in only, so there's no need te tap out when exiting.

Q: What does this change mean to me?

A: This change is simply a card change and willdoes not impact your ridership. Your card is
beingwas replaced at no cost to you.

Q: Will seniors that are not on PWD assistance still have access to an annual bus pass?
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SDSI CMS Lite Content - Bus Pass Frequently Asked Questions

A: All BC Bus Pass clients who currently hold a BC Transit card will receive a new. Compass
Card in the mail. There is no change to the cost of the pass or how to make payments. This is
simply a card change and will not affect your ridership and your card is being replaced at no
cost.

Q: | never use the TransLink system, why do | need a Compass Card?

A: The Compass Card will-beig functional in both BC Transit areas and TransLink in the Metro
Vancouver areas. By giving everyone the Compass Card, all users wilthave access to BC
Transit and TransLink services across the province. (HandyDART is not included in these
services.)

Renewal Questions

Q: 1 did not receive my renswal application or have lost it, what do { do?

A: Four months prior 10 pass expiry, active bus pass clients that are still eligible for a bus pass
should receive a renewal application by mail. If you have moved but did not update your
address with the BC Bus Pass Program, if possible, please check for your application at your
okd address before requesting a replacement. If you stiil require a re-print of your renewal
application, you can request one by email or phone. Please allow up to 15 business days for
your renewal application re-print to arrive.

» Email: Follow the email instructions on the Bus Pass Program page
» Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone lines are apen from 9 .am to 4 pm. Please note thaf during the bus pass renewal season
(October to February) our phone fines experience heavy call volumes.

Q: 1 have paid for my renewal application, when will my new pass arrive?

A: The first mail out of renewal bus passes will start at the end of November. If your payment
was received before the end of October, you shouild receive your renewal bus pass before
January 1. Please pay early to ensure you receive yaur new pass befare your current pass
expires.

Online and Telephone Banking Payments
Q: How do | make an online or telephone banking payment?

A: To make a payment using your financial institutions website or telephone banking system,
follow these steps:

1. Choose the payee name your financial institution uses for BC-BUS PASS PROGRAM
2. Enter your nine-digit Bus Pass Program Account Number as found at the top right corner
of your bus pass application or on your existing bus pass
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3. Make a bili payment for the total amount to be paid

Note: Do not submit the paper portion of your application when making online or telephone
payments.

Bus Pass Online Self Service Questions
Q: The online self service system is not functioning properly, what can | do?

A: There are a number of steps you can take to resolve anline request issues;

e Always launch the online request form from the website. Downloaded copies will cause
errors

e Allow pop-ups from the BC Bus Pass Program website

= Make sure you are running Adobe Acrobat version 9 or newer. You can download the
latest version of Adebe Acrobat for free

e Make sure you only have one version of Adobe Reader on your computer. For security
reasons, non-Adobe PDF readers are not compatible with this form

» If your session is open for longer than 30 minutes, the form will automatically
clear. Please re-launch the form from the website if this happens

» Try deleting the cookies and clearing your web browser cache
= Try closing your web browser and then launch the cnline request form again
= Try restarting your compuiter and then iaunch the online request form again

» [f you are not successful at submitting your request online; please emaii or phone the BC
Bus Pass Program

Right Hand Sidebar:

*see gov.bc.ca Web Style Guide Formatting: Right Column Boxes for more details.
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lcmsiite/assets/assetfdownload/B2F395135A4048D1AD911890FDESEAS2

Text (max 300
characters)

All BC Bus Pass Program clients who cutrently hold a BC Transit card wil
recelve a new Compass Card in early April to replace their existing bus pass
card.

‘This is simply a card change and will not affect your ability to access public
transit. The cards are being replaced at no cost to the client.

This change is being made so that everyone with an annual BC Bus Pass will
have continued access to travel! in TransLink and BC Transit areas.

The new Comipass Card is feady to use immediately for both BC Transit and
Translink service areas and is valid untit December 31, 2016. Clients do-not
need to activate the card, it has already been activated.

The existing annual bus pass cards will expire on April 16, 2016 and car no

longer be used fc access transit.

There is no change to the renewal process for the annual bus pass. BC bus pass

clients will raceive their renewal package in fate summer 2016.
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SDSI CMS Lite Content - BC Bus Pass Program

Page Defails:

ThemeiSub-
theme/Topic.

Driving & TEa‘nsponation / Passenger Travel / Public Transit, Buses, Taxis &
Limousines

Sub-Topic/level §

BC Bus Pass Program

Title

BC Bus Pass Program

Navigation Title

BC Bus Pass Program

Public Transit, Buses, Taxia & Limousines

Parent Page

htip fwaw?. gov.be.ca/govicontenttransportation/passenger-travel/lbuses-

Path taxis-imos/bus-pass _

GUID URL rét;;la::e‘}m'wz gov.be.catgovicontent?id=3953BF AG4C 7049E ARG D20 10ABCHAS
| Shortened URL In progress

Division sSpD

Branch
| Lifecycle | Ongaing

Metadaia: -

Content Type Generat content

Keywords bus. pass program, compass catd B

Description

Low-income seniors or those receiving disability assistance may be eligible
for a reduced cost annual TransLink or BC Tranrsit bus pass.

Language | English ]
Creator Ministry of Social Developmeant and-Social Innovation
Subject Category Transport ' Sociely and Culture
Subject Disability assistance, Senlors, Public fransit
- Security Classification | Low
Security Label Public

Audience

Chooose ar item,.
Choose an item. [

Persons with Disabilities  Seniors
Choose an item. Choose an item.

Introduction (maximum 350 characters—appears in search and populates topic):

The BC Bus Pass Program offers a reduced-cost, annual bus pass for low income seniors and
individuals receiving disability assistance from the Province of British Columbia. Passes are
valid in communities serviced by BC Transit or TransLink,

Body (mandatory, no character limit):

The pass is only valid for the eligibie rider and is non-transferable. Handy Dart is not included in

this program.
<h2>Eligibility
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To be eligible for the BC Bus Pass Program, the applicant must be living in a transit service
area where the annual pass is available and meet one of the following criterta:

« Receiving Federal Guaranteed Income Supplement (GIS), or the Federal Allowance, or
the Allowanice for the Survivor

« 18~ 64 years of age and receiving Persans with Disability (PWD) assistance from the
Ministry of Social. Development and Social innovation

+ 80— 64 years of age and receiving Income Assistance from the Province of British
Columbia

+ Over 65 years of age and would qualify for GIS but does not meet the Canadian 10 year
residency requirement

« 18 — 64 years.of age, living on a First Nations reserve and receiving disability assistance
from the band office, or

« 60— 64 years of age, living on a First Nations reserve and receiving assistance from the
band office

The Acts, Reguiations, and Policy that guide BC Bus Pass Program eligibility can be found on
the Onjine Resource.

<h2>Cost

The bus pass is provided for an administrative fee of $45 per year and is valid for one calendar
year from January 1 — December 31. The fee is not prorated for applicants applying ot
cancelling part way through the year.

<h2>Request Service

Requests for new applications, address changes, and replacement passes can now be
submitted online.

<h3=>instructions

1. Access the Online Request for Service

2. Fill in each, of the required fields so that the program has encugh inforination to complete
your request

3. Click the submit button

Next year renewal applications are mailed to you automatically. If you have natreceived your
renewal application by mid October, please email or phene the Bus Pass Program. Do not
submil an online request for service.

<h4>Note

« The online reguest PDF is optimized for use with Intemet Explorer version 7.0 or newer.
It is recommended that you download the newest version of Internet Explorer for free if
you are experiencing problems using this service

« To submit an anline request your computer must have Adobe Reader version 9 or
newer. Download the latest Adobe Reader free from the Adebe website
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+ Online requests are transmitted using Secure Sockets Layer (SSL) 2048-bit encryption.
Your web browser should automatically activate the appropriate security features when
initiating a transaction. On most browsers, an unbroken key or locked padlock icon at the
bottamn of the browsér screen indicates that a secure connection is established. [n some
cases, depending on your browser settings, you are also nctified via a pop-up window
when entering or leaving a secure website _

* Access the Freguently Agked Questions for more information and troubleshooting advice

<h2>Contact Us

<h3>Email

General questions and documents can be submitted via email. Emails that do not include the
Bus Pass General Enquiry Ferm (PDF) may cause processing delay.

insiructions

1. Download the Bus Pass General Enquiry Form (PDF)
2. QOpen the form and fill out the required fields
3

. Save and attach the completed form to your email and send it to

SDSIBUSPA®gov.be.ca

4. Allow up to five business days for processing. You will receive an email rasponse to your
request

<hH3>Phohe
Call 1 866 866-0800 and choose the appropriate aption:

« Option 1: [f you are receiving Ministry services, input your Personal Identification number
and PIN, or your Social Insurance Number, then press option 3, and then press option 1

+ Option Z: if you are receiving Ministry services and do not have a. Personal Identification
Number or Social Insurance Number, or for all general inquiries, entér your 10 digit
phene number, then press option 3, and then press option 1

Phone service is available Monday to Friday between 9 am — 4 pm. Please note that peak call
volume occurs between 9 am —8:30 am and 1 pm — 2 pm each day.

We are required {o speak with people directly. If you are calling on behalf of someone, we
require the individual’s verbal or writien consent. Please use the Bus Pass Consent to
Disclosure Farm (PDF} and submit via email, fax or mail. For information or how to fill out this

form, please see this example form (PDF).
<h3>Mail

1. Download the Bus Pass General Enguiry Form (PDF)
2. Open the form and fill out the required fields
3. Print the completed form and send to:
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BC.Bus Pass Program
PO Box 9985, STN PROV GOVT
Victoria, BC V8W SR6

<h3>Fax
You may submit faxed documentation to 1 855 771-8788, If you are advocating on behalf of

multiple individuals, please ensure each person's documentation is faxed separately for privacy
reasons.

Right Hand Sidebar.

| Promo Box.

Heading

(max 40 characters) BC Bus Pass and the Cqmpas‘s Card

Image (browseto |, oo rassels/assetdownioad/B2F 3951 35A4D48D1ADE11880FDESE492

assets)
Image Link URL
| image _
Description compass card logo
Text (max 300 BC Bus Pass Program clients who have a BC Transit card will receiva a naw
characters) Compass Card in aarly April that wilt raplace their existing bus pass card.

+ Find out more about the Compass Gard . i
|
|

PromoBox i oo L o
Heading BC Bus Pass and PWD Rate increases

{max 4Q characters)

Text {max 300
characters) Rate increases for people on disability assistance were announced on February

16, 2018,

change.

People on Disability Assistance who have a BC Bus Pass will cofifinue to be
able to use their bus pass if they choose and they will gel a 526 monthly rate
increase starting in September.

Existing bus pass clients will receive their 2017 bus pass renewal notification
from the ministry in late summer 20186

e Gel moreinfarmation an the fate increases

The annual subsidized bus pass will continue and the application process wili not |

- ’{ Field Code Cha nged

. - { Field Code Changed
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Disability Assistance Rate Increases

Government Direction from Budget 2016:

Effective Sept. 1, 20186, all persons on disability assistance will receive an increase — up tc $77 per
month,

Rather than providing a transportation subsidy that only benefits some, effective Sept. 1, irrespective of
where they live, those on disability assistance will be receiving an increase— up to $77 per month and
the freedom to make their own choice about how to meet their own unique transportation needs,

- Clients who access the bus pass, will receive $25
- Clients who don't access the bus pass, will receive $77

The $45 annual administrative fee for the bus pass remains in place.
The annual application process for the bus pass remains as it was previously.

Clients wilt be able to switch back and forth between the bus pass and the full rate during the year
without penalty or cost,

Overarching Policy Principles

1. AllPWD clients get an increase, regardless of classification.
2. Al PWDs get the transportation suppert, including all previous PWD Bus Pass/STS classifications

* Al PWD client classifications, including those PWD clients on room and board and comforts
allowance, will benefit from an increase of $25.a month

e Atransportation allowance of $52 a month will new automatically be provided to all PWD
clients, including those. PWD clients on room and board and comforts allowance, not just those
who have accessed the bus pass program or Special Transportation Subsidy.

» Al PWD clients who use this transportation allowance to access to a subsidized bus pass will be
able to use this bus pass in all transit zones in BC (i.e. a disability compass card)

* If PWD clients don’t want a bus pass, they can use the transportation allowance in whatever
manner they choose without having to account for any expenditure back to SDSI.

& As previously, PWD clients who exhaust their Annual Earnings Fxemption will he able to have
ongolng access to a bus pass or transportation allowance throughout the entire year,

s  As previously, PWD clients who receive support fram other programs and therefore only receive
a top-up payment from SDSI will be able to have ongoing actess toa bus pass or transportation
allowance throughout the entire year regardless of the amount of the top-up payment.

* As previously, PWD clients who access transportation supports (Bus Pass or STS) and transition
off PWD maintain their access to the bus pass or transportation allowance until the end of the
year.

¢ Clients can switch back and forth between transportation cash support aliowance and bus pass
during the year without penalty/cost to them.

e AEEisan ongoing program and re-application will not be required.
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$25 PWD Support Allowance

S0SI will be increasing the support allowance rates for all PWD clients, including PWD clients on
comforts allowance, for the September assistance cheque by $25 per PWD client. Couples with two
PWD clients will see this raised by $50.

$52 Transpartation Support Allowance

In addition, all clients with the PWD designation, including PWD clients on comforts allowance, will
automatically have access to a $52 transportation suppoit allowance. PWD/PWD couples will see this
raised by $104. This is an expansion of the existing provision of transportation support which was only
nrovided upon application for supplementary assistance by clients to the BC bus pass program or Special
Transportation Subsidy. Clients will have the choice of receiving this monthly transportation support
allowance in one of two ways:

1. Asa monthly support rate payment of $52; or
2. Asa monthly support “in kind” payment as a subsidized BC compass card bus pass. To access
the annual compass card, clients will continue to pay an annual $45 fee.

Transitional Transportation Supports

SDSE wants to ensure that clients continue, as previously, to receive continuity of transportation
supports if their income changes through the course of the year.

Under the current system, PWD clients who transition to employment or federal benefits maintain
access to a bus pass and/or special transportation subsidy support. As previously, PWD clients wha
transition into a situation whereby they receive a minimal top-up {i.e. less than $52 a month for & client
who moves to CPP/D) will also be supported with continued access to transportation support. As well,
PWD clients who transition fully to federal benefits (CPP/D or El) and don’t receive a top-up will
coritinue, as previously, to have transportation support until the end of the calendar year.

As previously, AEE clients will have uninterrupted access to transportation supports. Accordingly, PWD
clients who exhaust their Annual Earnings Exemption will continue to receive transportation support
through to the riext AEE period start-up. The initiation of the yearly earnings exemption calculation
period will be simplified to reflect this.
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[ Page Details:

Family & Social Supports / Services for People with Disabilities /

Theme/Sub-theme/Topic Disability Assistance

Sub-Topic/level 5 | On Disabllity Assistance / Disability Assistance Rate increases
Title Disability Assistance Rate increases

Navigation Title { Rate Increases

Parent Page | On Disability Assistance

' | hitp:/fwww2 .gov.be.cal/gov/contentfamily-social-supports/services-for-
Path people-with-disabilities/disability-assistance/on-disability-
. assistancefrate-increases '

Shortened URL

Division SDD

Branch i Strategic Transformation
Lifecycle Transitory

Metadata:

Content Type | General content _ _

Keywords ' 20186 increase, pwd increase, db2 increase, more money
| Description iig;ir:’r;ir;gﬁ:n%ﬁ?;i; 1m cznoe;i’a ?It-clients on disability assistance will
Language English

Creator Ministry of Sccial Development and Social Innovation

Subject Category Health and Safety Society and Culture

Subject Disability assistance, public transit

Security Classification | Low

Security Label Pubtic

Audience Persans with Disabilities  Seniors: General Public

Choose an item: Choose an item. Choose an itern. |

introduction (maximum 350 characters—appears in search and populates topic):
Disability Assistance Rate Increases

Beginning September 1, 2016, all clients who have the Persons with Disabifities Designation will
receive a monthly rate increase. The increase provides fairness and more choice for people on
disability assistance.

Body:

if you are on disability assistance (and have the PWD designation), you have these options:
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1. If you don’t receive a subsidized annual pass through the BC Bus Pass Program or the
Special Transportation Subsidy, then beginning September 1, 2016, you will receive a
$77 monthly rate increase to spend as you choose.

2. I you already have a subsidized annual bus pass you can continue to use your pass and
get a $25 monthly increase starting in September. The 2017 bus pass renewal
notification from the ministry will be sent out in late summer. There is no change to the
application process. If you choose not to renew the annual bus pass you don't have to
do anything. You will autcmatically receive the full $77 monthly rate increase beginning
with the January 2017 payment.

3. If you receive the Special Transportation Subsidy (STS), worth $66 per month, you will
receive an STS payment of $329 in April to cover the five month period from April to
August 2018. Starting in September, you will automatically receive a monthly rate
increase of $77, which includes the STS and an additional $11 a month rate increase.

Read the Factsheet.

Frequently Asked Questions

¢« What's changing?

« How do these changes impact clienis who are not recelving the Special Transportation
Subsidy {(STS) or annual BC Bus Pass?

o Wil people in subsidized housing see their rent go up as a result of the rate increase?

« Wil clients in long-term care be eligible for the rate increase?

» |f| am a bus pass holder or choose to get a bus pass in the future, why am 1 only getling
a $25 rate increase?

Bus Pass changes:

» How do these changes impact clients whao have a subsidized annual bus pass now?
» Do { nhow have to apply évery month for the bus pass?

s If| have a bus pass now or choose 1o get one in 2017, can | change my mind later in the
year and getthe $77 increase?

+ |'m.a senior on PWD, what do the changes mean for me?
s Are seniors impacted by this change?
« How do | apply for the BC Bus Pass?

Special Transportation Subsidy (8TS) changes:

» How do these changes impact clients with STS?
s Can | still apply for STS?
e [am currently an STS client. Can | choose to apply for a BC Bus Pass?

What's changing?
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Beginning September 1, 20186 clients will receive a $77 rate increase or they can choose to
receive a subsidized annual BC Bus Pass and an increase of $25 per month. Couples, where
both are PWD, will receive up to $154 a month. This increase provides fairness in the system
and-more choice for people on disability assistance. Now everyone on disability assistance will
receive the same level of assistance across the province.

Overview of the Rate Changes:

»  Clienis who do not receive transportation supports will receive the full rate increase of
$77.

e Clients on disability assistarice who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.

s Clents who get the Special Transportation Subsidy (STS) will receive a $77 per month
rate increase, which inciudes the STS plus an additional $11 per month.

How do these changes impact clients who are not receiving the Special
Transportation Subsidy (STS) or annual BC Bus Pass?

Approximately 45,000 people who do not receive STS or an annual BC Bus Pass, will receive
an increase of the full $77 in their monthly rate starting September 1, 2016.

Will people in subsidized housing see their rent go up as a result of the rate
increase?

The disability assistance rate increase provided in Budget 2016 will have no effect on the rent
tenants pay in provincially subsidized housing.

if | am a bus pass holder or choose to get a bus pass in the future, why am | only
getting a $25 rate increase?

Previously, only people in communities with public transit were eligible to apply for
transportation supports. The rate increase brings fairmess to the current system and provides
more choice for people on disability assistance.

Beginning September 1, 20186, all clients who have the Persons with Disabiiities Designation will
receive a monthly rate increase to use as they choose. Everyone has the opticn to;

+ Get the full $77 increase;

or

o Get a subsidized annual bus pass plus a $25 monthly rate increase.

ar
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» [f you live in a community where a bus pass costs |ess than the annual subsidized bus,
you may ke better off purchasing your bus pass directly from BC Transit with your
monthly rate increase of $77.

The changes mean that everyone gets an increase to their monthly payment and everyone will
receive the same monthly benefits.

Bus Pass changes

How do these changes impact clients who have a subsidized annual bus pass
now?

The annual subsidized bus pass will continue and the application process will not change.
Clients with an exisfing bus pass will receive a $25 monthly rate increase starting on September
1, 2016.

Clients who have the annual pass will receive their renewal package starting in late summer:

s |f scmeone does not want to renew their annual bus pass for 2017 they don't have to do
anything, they will automatically receive the full $77 monthly rate increase beginning with
the January 2017 payment.

o If someone does want to renew, the ministry will follow the usual process where a client
pays a $45 annual administration fee, either online/telephone with their bank or by mail.
They wili receive their annual subsidized Bus Pass and a $25 rate increase.

Do | now have to apply every month for the bus pass?

No, you will not need to reapply each month. The subsidized bus pass is still an annual pass.

If | have a bus pass now or choose to get one in 2017, can | change my mind later
in the year and get the $77 increase?

Yes, you will have the option to turn in your bus pass at any time after September 1, 2016 ard
receive the full $77 increase in the fallowing months. This is the added flexibility that comes with
the monthly increase — clients have a choice. This process is underdeveloprmentbeing finalized
and more information will be available shortly.

Chents W|th bus passes will contintie to make a choice each. ¢alendar. vear as’ part of the bu
ass fenewal pfocess Clients éari alsa- chanqe théir:éhoice mid-year: ‘to‘or from the bus'pas
to the rate différence.

-"For 2016, clients can'call the ministry at any point to:¢aricel make this changde. Is

there any other option to tell.us orjust by bhone? (as per the. field comm currently
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I'm a senior on PWD, what do the changes mean for me?

If you are a PWD and in receipt of disability assistance then the rate increase will apply to you.
You can receive the full $77 increase or you can choose to receive a subsidized annuail BC Bus
Pass and a rate increase of $25 per month.

If you are a senior who has the PWD designation and are no longer in receipt of disability
assistance, you may still be eligible for the BC Bus Pass Program. You can get more
information on eligibility.

Are seniors impacted by this change?

Na, there is no change to the BC Bus Pass Program for low-income seniors. This only applies to
persons in receipt of disability assistance. The ministry will ¢ontinue to provide a subsidized bus
pass to eligible seniors for the annual $45 administration fee.

How do | apply for the BC Bus Pass?

information en eligibility and how to apply is available.

The subsidized bus pass is a significant savings to people in communities such as Victoria or
Vancouver where a monthly pass can cost anywhere from $85 to $170 per month.

In some coemmunities, a bus pass costs less than the annual subsidized pass and people may
be better off purchasing a bus pass directly from BC Transit with the monthly rate increase of
$77. (Forf example, a bus pass currently costs. $40 a month in Fort. St. John, $35 in Quesnel
and $44 in Chilliwack).

e You can find bus pass rates in your community through the BC Transit website

« If you live in the Greater Vancouver Area, you can find fare rate information
through Translink or by phoning 6804 953-3333.

Special Transportation Subsidy (STS) changes
How do these changes impact clients with STS?

Starting on the September 2016 cheque, people receiving the STS subsidy worth $66 per
month will stilt receive this support, plus an additional $11 per month.

Traditionally STS recipients receive a one-time payment each year in April. This year, existing
STS recipients will receive a prorated cheque on April 20, 2016 for $329. This represents five
months of STS (April to August). Starting in September, their STS amount will be included in
their monthly rate.
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Can | still apply for STS?

Yes, up until August 2016. Anyone approved for STS will receive a prorate amount until
September 2016 when the STS will start to be included in their monthly rate.

| am currentiy an STS client. Can | choose to apply for a BC Bus Pass?

Yes, as of September 1, 2016, anyone with the Persons with the Disability Designation living in
a transit area will stilt be able to apply for an annual BC Bus Pass and will still pay the $45
annual administration fee.

Right Hand Sidebar:
*see gov.bc.ca Web Style Guide Formatiing: Right Column Boxes for more details.
Heading o

(max 40 Useful Contacts

characters)
Text (max 300 Get help and answers to your questions:

Characters) # Find an OfﬁCE_!_ near you

' = Call toll-free 1 868 866-0800 from anywhere in B.C.

184 of 467



Page 185
Withheld pursuant to/removed as

NR



BRITISH
COLUMBIA

Internal for Staff Use Only

Disability Assistance Rate Increases

Beginning September 1, 2018, ali clients who have the Persons with Disabilities
Designation will receive a monthly rate increase. The increase provides fairness and
more choice for peopie on disability assistance.

If you are a disability assistance client (including a PWD spouse), your options are as follows:

1. I you don't receive a subsidized annual pass through the BC Bus Pass Program or the
Special Transportation Subsidy, then beginning September 1, 2018, you will receive a $77
monthly rate increase to spend as you choose.

2. If you already have a subsidized annual bus pass you can continue to use your pass and
get a $25 monthly increase starting in September.

The 2017 bus pass renewal notification from the ministry wil be sent out in late summer.
There is no change to the application process. If you choose not to renew the annual bus
pass you don't have to do anything. You will automatically receive the full $77 monthly rate
increase beginning with the January 2017 payment.

3. If you receive the Special Transportation Subsidy (STS), worth $66-per month, you will
receive an STS payment of $328 in April to cover the five month period from April to
August 2016. Starting in September, you will automatically receive a monthly rate increase
of $77, which includes the STS and an additional $11 a menth rate increase.

Read the Facisheet.
Frequently Asked Questions

What’s changing?

Beginning September 1, 2018 clients will receive a $77 rate increase or they can
choose to receive a subsidized annual BC Bus Pass and an increase of $25 per month.
Couples, where both are PWD, will receive up to $154 a month. This increase provides
fairness in the system and more choice for people on disability assistance. Now
everyone on disability assistance will receive the same level of assistance across the
province.

Overview of the Rate Changes:

1 Last updated: March 16, 2016
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« Clients who do not receive transportaticn supports will receive the full rate increase of $77.
s+ Clients on disability assistance who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.
+ Clients who get the Special Transportation Subsidy (STS) will receive a $77 per month
rate increase, which includes the STS plus an additionat $11 per month.
See the Disability Assistance Rate Increases table [insert hyperlink].
How do these changes impact clients who are not receiving the
Special Transportation Subsidy (STS) or annual BC Bus Pass?
Approximately 45,000 people who do not receive STS or an annual BC Bus Pass, will

receive an increase of the full $77 in their monthly rate starting September 1, 2016.

Will people in subsidized housing see their rent increase as a result of
this change?

The disability assistance rate increase provided in Budget 2016 will have no effect on
the rent tenants pay in provincially subsidized housing.

In fully subsidized units, tenants receiving income or disability assistance pay a flat rate
consistent with the shelter component of provinciai assistance rates.

If the shelter rate weré to change, BC Housing would look at adjusting the flat rate.

Why do some clients receive less than $906.427

The $906.42 applies to a single PWD receiving the maximum sheiter ($375) and current
support rate ($531.42). If a client is in subsidized housing, they will only receive the rent
amount being charged. For example, if their rent in subsidized housing is $300, the
ministry wili provide $300 for shelter, and the full support rate — totalling $831.42.

Will the PWD rate increase have an effect on the comforts allowance
rate?

Staff are working on implementation plans for the announced rate increase. Further
details around the rate increase will be communicated as they are available.

BUS PASS CHANGES

Is the BC Bus Pass Program being cancelled?

No, the annual subsidized bus pass will continue. If you already have a subsidized
annual bus pass, it is not cancelled. Beginning September 1, 2016, all clients with a

2 Last updated: March 16, 2016
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Persons with Disabilities designation will receive a manthly rate increase. If you already
have a subsidized annual BC Bus Pass, you will get a $25 monthly increase starting in
September and the ability to continue to use your pass.

if | am a bus pass holder or choose to get a bus pass in the future,
why am | only getting a $25 rate increase?

Previously, only people in communities with public transit were eligible to apply for
transportation supports. The rate increase brings fairness to the current system and
provides more choice for people on disability assistance.

Beginning September 1, 20186, all clients who have the Persons with Disabilities
Designation will receive a monthly rate increase to use as they choose. Everyone has
the option to:

o Getthe full $77 increase;
or

» Get a subsidized annual bus pass plus a $25 monthly rate increase.
Qr

« If you live in a community where a bus pass costs less than the annual subsidized bus,
you may be better off purchasing your bus pass directly from BC Transit with your monthiy
rate increase of $77.

The changes mean that everyone gets an increase to their monthly payment and

everyone will receive the same monthly benefits.

How do these changes impact clients who have a subsidized annual bus
pass now?

The annual subsidized bus pass will continue and the application process will not
change. Clients with an existing bus pass will receive a $25 monthly rate increase
starting on September 1, 20186.

Clients who have the annual pass will réceive their renewal package starting in late.
summer:

» |f someone does not want to renew their annual bus pass for 2017 they don't have to do
anything, they will automatically receive the full $77 monthly rate increase beginning with
the January 2017 payment.

» If someone does want to renew, the ministry will follow the usual process where a client
pays a $45 annual administration fee, either online/telephone with their bank or by mail.
They will receive their annual subsidized Bus Pass and a $25 rate increase.

Do 1 now have to apply every month for the bus pass?

3 Last updated: March 16, 2016
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No, you will not need to reapply each month. The subsidized bus pass is stilf an annual
pass.

Do | have to pay the $52 a month for my BC Bus Pass out of my funds?

If you choose to access a subsidized annual BC Bus Pass instead of receiving the $77,
you will see a rate increase of $25 per month, in addition to the bus pass paid by the
ministry.

Witl the BC Bus Pass still expire in December and how do | renew?

The subsidized annual pass available through the BC Bus Pass Program is for a
calendar year {January to December) with current passes expiring at the end of
December 2016.

The 2017 bus pass renewal notification from the ministry will be sent out in late
summer, There is no change to the application process.

If someone does want to renew, the ministry will follow the usual process where a client
pays a $45 annual administration fee, either online/telephone with their bank or by mail.
They will receive their annual subsidized Bus Pass and a $25 rate increase.

If | have a bus pass now or choose to get one in 2017, can | change my
mind and cancel my bus pass later in the year and get the $77 increase?

Yes, you will have the option to turn in your bus pass at any time after September 1,
2016 and receive the full $77 increase in the following months. This is the added
flexibility that comes with the monthly increase — clients have a choice. This process is
under development and more information will be available shortly.

How does this change apply to couples where both are PWD?

Couples, where both are PWD, will receive up to $154 a month and each person will
have a choice. Forexample, in a family unit, one person can choose to access the
subsidized annual BC Bus Pass and the other person can choose to get the full rate
increase of $77 instead of the subsidized bus pass. As a family unit, they will receive a
subsidized annual bus pass {$52 paid by the ministry) through the BC Bus Pass
Pragram plus $25 rate increase and the $77 rate increase --- total monetary increase of
$102 for the family unit.

What about a couple where only one client has the PWD designation?

4 Last updated: March 16, 2016
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The PWD client has the choice. The family unit will get the rate increase depending on
what the PWD client chooses. For example, if the PWD client chooses to continue to
access a subsidized annual BC Bus Pass, the family unit will see a rate increase of $25
per month, in addition to the bus pass.

I'm a senior-on PWD, what do the changes mean for me?

if you are a PWD and in receipt of disability assistance then the rate increase will apply
fo you. You can receive the full $77 increase or you can choose to receive a subsidized
annual BC Bus Pass and a rate increase of $25 per month.

If you are a senior who has the PWD designation and are no longer in receipt of
disability assistance, you may still be eligible for the BC Bus Pass Program. You can get
more information on eligjbility.

Are seniors impacted by this change?

No, there is no change to the BC Bus Pass Program for low-income seniors. This only
applies to persons in receipt of disability assistance. The ministry will continue to
provide a subsidized bus pass to eligible seniors for the annual $45 administration fee.

How do | apply for the BC Bus Pass?

Information on eligibility and how to apply is available.

The subsidized bus pass is a significant savings to people in communities such as
Victoria or Vancouver where a monthly pass can cost anywhere from $85 to $170 per
month.

in some communities, a bus pass costs less than the annual subsidized pass and
people may be better off purchasing a bus pass directly from BC Transit with the
monthly rate increase of $77. (For example, a bus pass currenily costs $40 a month in
Fart St. John, $35 in Quesnel and $44 in Chilliwack).

» You can find bus pass rates in your community through the BC Transit website

+ If you live in the Greater Vancouver Area, you can find fare rate information through
Translink

How do I know what the cost of a bus pass is in my community?

You can find bus pass rates in your community through the BC Transit website.

If you live in the Greater Vancouver Area, you can find fare rate information through
Translink.

5 Last updated: March 16, 2016
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Special Transportation Subsidy (STS) changes
How do these changes impact clients with STS?

Starting on the September 2016 cheque, people receiving the STS subsidy worth $66
per month will still receive this support, plus an additional $11 per month.

Traditionally STS recipients receive a one-time payment each year in April. This year,
existing STS recipients will receive a prorated cheque on April 20, 2016 for $329. This
represents five months of STS (April to August). Starting in September, their STS
amount will be included in their monthly rate.

Will this affect my ability to get a discount on my auto insurance?

No. As a PWD, you may be eligible for a refund under the B.C. Government Fuel Tax
Refund Program for Persons with Disabilities. Once you have registered for the motor
fuel tax refund, if you have a vehicle in your name, you may also qualify for a 25 per
cent discount on your Basic Autoplan Insurance. All you have to do is bring your
confirmation letter from the Fuel Tax Refund Program fo your Autoplan broker's office to
have the discount added to your policy.

Can | still apply for STS?

Yes, up until August 2016. Anyone approved for STS will receive a prorated amount
until September 2016 when the STS will start to be included in their monthly rate.

{ am currently an STS client. Can | choose to apply for a BC Bus Pass?
Yes, as of September 1, 2016, anyone with the Persons with the Disability designation

living in a transit area will stilt be able to apply for an annuai BC Bus Pass and will still
pay the $45 annual administration fee.

6 Last updated: March 16, 2016
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Evans Locker, Ann SDSL:EX
L

e I
From: Fieltsch, Raymond SDSLEX
Sent: Wednesday, May 4, 2016 10:47 AM
To: Mikkelson, Brigitte SDSLEX
Cc: Maclean, Amber SDSLEX; Parker, Keith £ SDSLEX: Archer, Terri SDSLEX
Subject: RE: Stub Messaging - Bus Pass

Thanks! We wilt work on messaging and get back to you.

From: Mikkelsen, Brigitte SDSI:EX

Sent: Wednesday, May 4, 2016 10:37 AM

To: Fieltsch, Raymond SDSI:EX

Cc: Maclean, Amber SDSI:EX; Parker, Keith C SDSI:EX
Subject: RE: Stub Messaging - Bus Pass

Good morning Raymond,
My sincerest apologies for the delay!
Currently the cheque run message calendar is available for the following manths:

- August {Sept benefit month).
- September (Oct benefit month)
- October (Nov benefit month)

I have bookmarked ali 3 for you and will be in touch in July as a foilow up.
Please let me know if you have any questions or if | can help!
Kind Regards,

Brigitte Mikkelson | Senior Financial Analyst
Supervisor | Banking and Financial Management
Financial and Admiiistrative Services Branch
Ministry of Social Development and Social Innovation
Tel: (250) 217-9847 | Fax: {250} 356-1051
Email: brigitte.mikkelson@gov.bc.ca

From: Fieltsch, Raymond SDSI:EX

Sent: Friday, April 29, 2016 4:10 PM

To: Mikkelson, Brigitte SDSI:EX

Cc: Maclean, Amber SDSI:EX; Parker, Keith C SDSE:EX

Subject: Stub Messaging

Hi Brigitie,
As part of the PWD rate'increase scheduled for September we would like to include some chq stub messaging. Can you
advise if there is room forthe Sep-Nov months? By September, | mean August cheque issue for September. Thanks.

Regards,
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Raymond Fieltsch

Executive Director, Strategic Transformation Branch
B (250) 356-2220

& (250) 852-6450

Raymond.Fielsch@qov.be.ca
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Evans Locker, Ann SDSL:EX

o
From: Leslie, Sean GCPE:EX
Sent: Tuesday, April 5, 2016 10:10 AM
To: Archer, Terri SDSLEX
Subject: RE: To CLBC - SDSI Update: BC Bus Pass/Compass Card
Attachments: BCBP Info.docx

Hi Terri-this is what | sent Caitlyn, hope this heips,
Cheersl!

Sean Leslie

Senior Public Affairs Officer

Ministry of Social Development and Social innovation
(250) 356-1670(0)

(250) 893-4403(m})

From: Archer, Terri SDSI:EX
Sent: Tuesday, Aprit 5, 2016 10:07 AM

To: Leslie, Sean GCPE:EX

Subject: Re: To CLBC - SDSI Update: BC Bus Pass/Compass Card

HiSean, could | please have a copy of what you sent to Caitlyn as an update so | can ensure any messaging J send to
stakeholders is alighed. Thanks very much.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Leslie, Sean GCPE:EX <Sean.lLeslie@gov.hc.ca>
Sent: Thursday, March 31, 2016 11:18 PM

To: Archer, Terri SDSI:EX

Ce: McGaghey Jones, Stacey SDSI:EX; Filion, Corinna GCPE:EX; Jensen, Dana SDSI:EX
Subject: Re: To CLBC - SDSI Update: BC Bus Pass/Compass Card

Got it, thanks Terri.
Sean

Sent from my iPhone

On Mar 31, 2016, at 11:16 PM, Archer, Terri SDSI:EX <Terri.Archer@gov.bc.ca> wrote:
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Hi Sean, 227 I'm hoping you can
follow up with Ca:tlyn Sassaman (CLBC) to pro\nde her an update We gave her the key
messages on the Bus Pass / Compass Card and STS but were awaiting the website
update to provide more.

As a precursor to letting her know that the BC Bus Pass Program website was just
updated, and now includes FAQs and an image of the new Compass Card bus pass
clients will be receiving in April, you may need to start with context around the
ministry’s internet content and format that has just changed.

Below are the key messages that have been approved for the Internet Strategy and OLR
communications to external stakeholders. Stacey is also sending this messaging to RIPD
stakeholders and she can likely pravide the email address highlighted below for
questions.

Please ensure you touch base with Stacey to coordinate messaging. Thanks very much.

SDSI Online Migration to new Integrated B.. Government
Website

On March 31, 2016, the B.C. Government moved to a new website
(www.gov.bc.ca) that integrates content from all ministries into one
streamlined site.

This update makes sure that information is easy to navigate, up to date, more
accessible, and written in plain language.

You’ll notice the site is now structured by the services we offer rather than by
the governrent ministry structure. Most of our ministry’s information is in the
Family and Social Supports section. You can also find the main SDSI webpage

here: www.gov.be.cafsdsi

Overall, these changes will create a more informative and user-friendiy

experience,

Online Resource - the BCEA Policy and Procedure Manual
The ministry’s Online Resource (OLR) will also be changing as part of the
gov.be.ca redesign.

On May 2, the BCEA Policy and Pracedure Manuat (previously referred to as
the Online Resource) will have a new look, refreshed based on feedback
collected from external stakeholders, minijstry staff, other government
colleagues. Please update your bookmarks with this new URL -

policy- and Drocedure manual

Changes include:
s A new name — the Online Resource hecomes the BCEA Policy and
Procedure Manual
s Improvements to the layout and navigation to help access
information and resources more efficiently and intuitively {e.g.
reorganized categories to more closely match ciient and business
fiow)
« Enhanced search functionality
e Same look and feel as government-wide websites, and
Removal of outdated information

2
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Overall, the design changes are 1o better meet the needs of clients and
stakeholders.

Ministry Legislation Available Through BC Laws Site

As part of this change to internet content, all government Acts and Regulations
li.e. Employment and Assistance and Employment and Assistance for Persons
with Disabifities Acts and Reguiations) will be available through the BC Laws
website (www.bclaws.ca) and not through individual ministry sites.

When there are changes to legislation, there may be a slight delay in update to
the legislation on the BC Laws site. Interested parties can consult the Ordersin
Council (hitp://www. bclaws.ca/civix/content/oic/?xsl=/templates/browse.xsl)
for the exact wording of changes to legistation.

Questions?

will get back to you as guickly as possible.

Terrt Avcher

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Sassaman, Caitlyn A CLBC.EX

Sent; Wednesday, March 30, 2016 5:43 PM

To: Archer, Terri SDSI:EX

Subject: RE: SDSI Update: BC Bus Pass/Compass Card and STS notice

Thanks, Terri. We appreciate your attention to the guestions we brought
forward. We’{l wait to hear back from you. Cheers, Caitlyn

From: Archer, Terri SDSI:EX

Sent: Wednesday, March 30, 2016 4:56 PM

To: Sassaman, Caitlyn A CLBC:EX

Subject: RE: SOSI Update: BC Bus Pass/Compass Card and STS notice

Hi Caitlyn, Maryann and | are better coordinated and 1 understand you are looking for
content that can be added to your website and are also mindful of any misconception of
linkage to the recent rate increase,

We are working on final edits to our website information and once apgproved, | can
share that with you which I believe will provide what you are looking for. s.22
s.22 i will coordinate reconnection with you whether that is by me

or Sean, my GCPE colleague who works with Maryann.

Thanks again for your interest and patience.
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Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Sassaman, Caitlyn A CLBC:EX

Sent: Wednesday, March 30, 2016 4:35 PM
To: Archer, Terri SDSI:EX

Subject: RE: SDSI Update: BC Bus Pass/Compass Card and STS notice

HiTerri -

Thanks for the heads up. Maryann had provided these builets to CLBC's
communications shop earlier today, and | believe she was going to follow up with you
on a few questions we had asked. Has she touched base with you? | want to make sure
}-am not duplicating efforts.

Thanks, Caitlyn

From: Archer, Terri SDSI:EX

Sent: Wednesday, March 30, 2016 4:28 PM
To: Sassaman, Caitlyn A CLBC:EX

Subject: SDSI Update: BC Bus Pass/Compass Card and STS notice

Helle Caitlyn, ' want to provide you with an update on our BC Bus Pass cardhalders and
the Compass Card, and also an update around our Special Transportation Subsidy. 'm
happy to follow up on any questions you may have. Thank you.

BC Bus Pass and the Compass Card

TransLink publically announced the closure of the Compass Card
gates effective April 4". This gate closure impacts BC Transit
Clients wha use their BC pus pass to access both the busses and
Sky Train within the TransLink area without paying any additional
fees.

The Ministry of Social Development and Social Innovation is
working with the Ministry of Transportation & Infrastructure (MoTl),
Ministry of Community, Sport and Cultural Development and
Responsible for TransLink (CSCD), TransLink.and BC Transit to
ensure that there are no changes to the Bus Pass Program and
that SDSI clients will continue to use passes across the province.

All BC bus pass clients who currently hold a BC Transit card will
receive a new Compass Card in the mail early April that will replace
their existing bus pass card. These are being replaced at no cost
to the client. This change ensures that everyone with an annual
BC bus pass will have continued access to travel in TransLink and
BC Transit areas.
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Evans Locker, Ann SDSL:EX

From: Archer, Terri SDSLEEX

Sent: Thursday, May 12, 2016 5:34 PM

To: Sassaman, Caitlyn A CLBC:EX

Cc Anderson, Maryann GCPEEX; Leslie, Sean GCPE:EX: Schmidt, Randy CLBC:EX
Subject: Re: With edits: BC Bus Pass Client Letter {draft with a request for CLBC feedback)

Thanks very much Caitlyn. | look forward to reviewing the feedback in more detail tomorrow and | will
reconnect with you soon.

Thanks again.
Terri

Sent from my BiackBerry 10 smartphone on the Rogers network, _

From: Sassaman, Caitlyn A CLBC:EX

Sent: Thursday, May 12, 2016 5:22 PM

To: Archer, Terri SDSLEX

Cc: Anderson, Maryann GCPE:EX; Leslie, Sean GCPE:EX; Schmidt, Randy CLBC:EX
Subject: With edits: BC Bus Pass Client Letter (draft with a request for CLBC feedback)

HiTerri —
Thank you for the opportunity to have input into the letter about the options for the Bus Pass program.

We have made extensive edits to the letter with the help of CLBC’s self advocate advisor and a self advocate -
the information has not been changed just the language to simplify it. We also moved information to group it
visually to make it easier for people to follow. The piece of advice that is not fully reflected in the content is
that there may need to be some additional context provided in the letter as people may not remember the
announcement or have kept the initial letter announcing the changes.

We hope you find the edits helpful. If you have any questions, please give me a call. Thanks again.

Best regards,

Caitlyn Sassaman
Community Relations
Community Living BC
Cell: 778 679-4634
Fax: 250 952-4205

www.communitylivingbe.ca
Does your community include everyone?

Please think about the environment before you print

CONFIDENTIALITY NOTICE: This message and any accompanying documents contain confidential information intended for a
specific individual and purpose. This message is private and protected by law. If you are not the intended recipient, you are hereby
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notified that any disclosure, copying or distribution, or the taking of any action based on tie contents of this information, is strictly
prohibited.

From: Archer, Terri SDSI:EX

Sent: Tuesday, May 10, 2016 12:38 PM

To: Sassaman, Caitlyn A CLBC:EX

Subject: BC Bus Pass Client Letter (draft with a request for CLBC feedback)

Hella Caitlyn,

attached is a draft letter we are planning to send to PWD Bus Pass clients.end of May/early June to advise them of what
to do at this point if they are planning to opt cut of the bus pass program for September when the PWD rate increase
hecomes effective.

We would appreciate CLBC's review af this draft letter (is there an Editorial Board?} to ensure clarity and to try to
address any anticipated concerns. This particular notice is predominantly to remind clients they will have a choice andif
they are planning to opt out, they keep their card at this time because they can still use it to September.

More information will be provided to clients as process details are finalized and we will continue o update the BC Bus
Pass Program website and Disability Rate Increases website as required.

Thank you in advance for your feedback. Unfortunately timing is tight so if possible, may | have your feedback by Friday,
May 13 or is more time required? Thanks again.

Terri Archer, w| Stakeholder Reiations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Social Innovation
SERVICE DELIVERY rnsjon

{250) 356-6718
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Evans Locker, Ann SDSL:EX

From: Ruel, Janis M SDSLEX

Sent: Thursday, April 21, 2016 441 PM

To: Jones, Stacey L SDSLEX; Dorey, Terri SDSLEX; Aco, Myleen SDSEEX; Johnston, Jody
SDSLEX

Ce: Archer, Terri SDSLEX; Kelly, Georgina SDSLEX

Subject: Tasks and Next Steps-for Communication Plan for June Updates

Attachments: Transportation - BC Bus Pass - Bus Pass FAQs (Apr update).docx; Bus Pass.Compass

Cards - Key Messages for Stakeholders.docx; Bus Pass Compass Card Field Comm for
Mar 21.docx; Disability Assistarice Rate Increases FAQs - Internal for Staff Only (Apr
updates).docx

Importance: High

Hi Stacey, Terri, Myleen, and Jody, | will take care of starting to draft the letters for Translink and BC Transit clients. |
deleted some of things that Terri Archer sent me so that | can use them for the letters ©.

= Can | ask that you look to our future world in bus pass (Opting cut and returning Bus Passes) look over the Bus
Pass and PWD Rate increase FAQs documents (2 of them) and send me the Question and the Answer {or
recommended answer) in separate emails;

1. FAQ for Transportation — BC Bus Pass.— Bus Pass FAQ's — Questions and Answers by emait
2. Disability Assistance Rate Increase FAQs— Questions and Answers-by email

+  If you could review the Key Messages for Stakeholders and recommend some new Key Messages Internal for
staff and external for Stakeholders {agencies and families) that assist our bus pass client with the view of Opting
out and returning Bus Passes with the questions that are coming in already please send me some draft key
messages — by email

Remember that what you send does not Rave to be perfectly phrased, we can do edits later. It is to get that valuable
information that you have in your heads © Thank you for offering to assist with this imporant work, Janis

PS. Will be booking our next meetings for Monday and Wednesday, J

From: Archer, Terri SDST:EX

Sent: Thursday, April 21, 2016 12:22 PM

To: Ruel, Janis M SDSI:EX

Cc: Kelly, Georgina SDSI:EX

Subject: RE: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June Update
Okay Janis, here they are.., Here’s # breakdown of the attachments to ease some of the overwhe!m:

1. Transportation — BC Bus Pass FAQs -> Word doc of public Bus Pass FAQs provided to us:by People Strategies.
Draft updates started in the attactiment.

2. Bus Pass Compass Cards — Key Msgs for Stakeholder =2 for update with additionat info
3. TransLink Insert > Insert sent to clients by TransLink with their new Compass Card

4. Bus Pass Compass Card Field Coinm -» baseline/template for the next notice for staff
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5. Bus Pass Compass Card Q+As for Staff - for update with new info — ensure alignment with public FAQ updates

6. Bus Pass Program = Word doc of the Bus Pass Program website info provided to us by Pecple Strategies. Draft
updates started in the attachment.

7. Policy framewaerk = provided as an FY!l for context enly

8. Services far People with a Disability ~ Disability Assistance - Rate Increase -» Word doc of the Disability
Assistance — Rate increase website info provided to us by People Strategies. Draft updates started in the
attachment,

9. Bus Pass — Compass Card client letter => letter sent ta Bus Pass clients to advise of Conipass Card change.
Template for new letter re: opting out of Bus Pass

10. Disability Assistance Rate Increases FAQs = Internal FAQs - Digability Assistance Rate Increases for update with
new info — ensure alignment with public FAQ updates

A lot of the info will be copy/paste once we get the main drafts done but we will need to ensure alignment of all and
ensure all are approved and uploaded. We'll get through it, we always do.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Rue!, Janis M SDSI:EX

Sent: Wednesday, April 20, 2016 9:39 AM

Ta: Archer, Terri SDSI:EX

Cc: LaHue, Anita SDSI:EX

Subject: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June Update

Hi Terri, can you please get me the Word Document Versions of these letters and materials so that our Bus Pass
Program work group can utilize what we have for the Q&A’s that are due an April 28" and the letters and other
materials that are due soon after that? | think that will get us ahead of the game @ thank you, fanis

Janis M Ruel

Manager Community Retations and Service Quality
Ministry of Social Development and Social innovatien
Operations Support, Service Delivery Division

Cell: 250-415-5144

207 of 467



SDSI CMS Lite Content — Bus Pass Frequently Asked Questions

Page Details:

Theme/Sub-theme/Topic Transpoftation / Pa_sse.nger Travel ! Buses, Taxis & L.ir_n_o.usines

Sub-Topicllevel 5

Bus-Pass / Bus Pass Frequently Asked Quesiions

Title

Bus Pass Frequently Asked Cluesticns

Navigation Title

Bus Pass FAQs

Parent Page

BC Bus Pass

http /AWww2. gov. be. ca!govfcon'tentftrans portation/passenger-

Path travel/buses-taxis-limos/bus-pass/bus-pass-fag

Shortened URL

Division SbD

Branch

Lifecycle ' Ongoing
Metadata: _

Content Type General content

Keywords BC bus pass, faqg, transport

Description Frequently asked questions and answers about the BC Bus Pass program.
Language English

Creator Ministry of Social Development and Social Innovation

Subject Category Transport Choose an item.

Subject Accessible transport '

Security Classification | Low

Security Label Public N

Audience Persons with Disabilities  Seniors Choose an item,

Chaosé an itern. _ Choose an item. Choose an item.

Introduction (maximum 350 characters— appears in search and populates topic):
Bus Pass Frequently Asked Questions

General Questions
Body:

My bus pass was lost or stoien. How do | request a replacement bus pass?

How lohg is my pass valid?

| paid the $45 administration fee, if | cancel my bus pass, do | get any money back?

English is my second language; can | speak to someone in my native languaqe?
Can | call on behalf of a client, friend or family member?

| paid for my bus pass buf | haven't received it yet. What should [ do?

NOOhr W=

| want to mail a cheque or money order rather than pav at the bank or online. Where do |

mail my chegue or money order?
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SDSE CMS Lite Content - Bus Pass Frequently Asked Questions

8. Can.l pay for my bus pass with a credit card?

9. | was iust approved for Persans with Disability designation. How do i get my bus pass?

10.1 am receiving Canadian Pension Plan Disability (CPPD) benefits, am | eligible for the
bus pass?

11. My_child is under 18 and has a disability. Do they qualifv for a bus pass?

12.Where can | find transit information, including schedulé and route information?

Compass Card Questions

Why -am | receiving a Compass Card?

What do | do with my oid BC Transit Card?

How do.| use a Compass Card?

What does this change megan to me?

Will seniors that are not on PWD assistance still have access to an annual bus pass?
i never use the Translink system, why do | need a Compass Card?

ook wN S

Renewal Questions

1. 1 did not receive my renewal application or have lost it, what do | do?
2. [have paid for my renewal application, when will my new pass arrive?

Online and Telephone Banking Payments Questions

1. How do | make an onling or telephone banking payment?

Bus Pass Online Self Service Questions

1. The online seif service system is not functioning properly, what can | do?

General Questions

Q: My bus pass was lost or stolen. How do | request a replacement bus pass?

A: You can now request a replacement bus pass online or by phone.

» Online: Go to Request Service, fill out the online form and click submit
« Phone: Call 1 866 866-0800, press option 2, then option 3 and then option 1

Phone lines are open from 9 am to 4 pm. Please riote that during the bus pass renewal season
(October to February) our phone linas experienice heavy call volumes.

Q: How long is my bus pass valid?

A: Each annual bus pass is valid from the date issued until December 31 of the same year. This

does not chanae with the shift to the Compass Card.
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SDSI CMS Lite Content — Bus Pass Frequently Asked Questions

Q: | paid the $45 administration fee, if | cancel my bus pass. do | get any money back?

A: No. The $45 administration fee for a bus pass is not pro-rated and is non-refundable.

Q: English is h1y second language; can | speak to someaone in my native language?

A: We offer interpretive services over the phone in many languages. Please call 1 866 866-
0800 and press option 2, then option 3 and then option 1. When the phone is answered, please
state your language and hold for an interpreter.

Q: Can | call on behalf of a client, friend or family member?

A: Yes, but due to the Freedom of Information and Protection of Privacy Act, we are required to
obtain verbal or written permission from the applicant before working with a third party.

Verbal consent is only valid for the duration of the phone call. If the applicant you are assisting
would like to provide long term written consent, please submit a Bus Pass Program Consent to

Risclosure of Information Form (PDF}.
Q| paid for my bus pass but | haven’t received it yet. What should | do?

A: If you paid online you can expect to receive your bus pass within 3 weeks of your payment
date. If you have not received your bus pass within 4 weeks, please email or cali the BC Bus
Pass Program.

if vou made a payment at your bank, you can expect to receive your bus pass within 4 weeks of
your payment date. If you have not received your bus pass within 5 weeks, please email or call
the BC Bus Pass Program.

If you mailed a chegque or money order, you can expect to receive your bus pass within 5 weeks
of date you mailed your payment. If you have not received your bus pass within 6 weeks, please
email or call the BC Bus Pass Program.

e Emait: Follow the email instructions on the Bus Pass Program page
» Phone: Call 1 866 868-0800, press option 2, then option 3 and then opticn 1

Phone lines are open from 8 .am to 4 pm. Please note that during the bus pass renewal season
{October to February) our phorne lines experience heavy call volumes.

Q: | want to mail a cheque or money order rather than pay at the bank or online. Where
do | mail my cheque or money order?

A: Please mail your cheque or money ¢rder to:
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SDSI CMS Lite Content — Bus Pass Frequently Asked Questions

BC Bus Pass Pregram
PO Box 9985, STN PROV GOVT
Victoria, BC V8W 9R8S

@: Can | pay for my bus pass with a credit card?

A: No, we are unable to process credit card payments at this time. For the fastest processing
times, please make dn online payment. Instructions for making an online payment are listed on
your application.

Q: | was just approved for Persons with Disability designation. How do | get my bus
pass?

A: You can now request a bus pass application online or by phone.

» Online: Go to Request Service, fill out the online form and click submit
e Phane: Call 1 866 866-0800, press option 2, then option 3 and then option 1.

Phone lines are open from 9 am to 4 pm. Please note that during the bus pass renewal season
(October to February) our phone lines experfence heavy calf volumes

Q: | am receiving Canadian Pension Plan Disability (CPPD] benefits, am | eligible for the
bus pass?

A: Unfortunately Federal CPPD clients do not qualify for the BC Bus Pass Program. If you are
aged 18-59 years old, you must be receiving Persons with Disabitity (PWD) assistance from the
Ministry of Social Development to qualify for the BC Bus Pass Program.

Q: My child is under 18 and has a disability. Do they qualify for a bus pass?

A: No, applicants must be at least 18 years of age and receiving Income Assistance for Persons
with Disabilities from the Province of British Columbia, or living on a First Nations reserve and
receiving disability assistance from the band office to be eligible for the BC Bus Pass Program.

Q: Where can | find transit information, including schedule and route information?

A: For transit information in Greater Vancouver, visit the TransiLink website. For communities
outside the TransLink service area visit the BC Transit website.

Compass Card Questions

Q: Why am--reseivingdid | receive a Compass Card?

A: BC Transit bus pass only works in BC Transit areas while the BC Bus Pass Program
Compass Card can be used to access both BC Transit and TransLink services across the
province. (Note that HandyDART is not included in these services.)
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BRITISH
------------------------- Internal for Staff Use Only

Disability Assistance Rate Increases

Beginning September 1, 20186, all clients who have the Persons with Disabilities
Designation will receive a monthly rate increase. The increase provides fairness and
more choice for peoplé on disability assistance.

if you are a disability assistance client (including a PWD spouse}, your options are as follows:

1. If you don’t receive a subsidized annual pass through the BC Bus Pass Program or the
Special Transportation Subsidy, then beginning September 1, 2016, you will receive a $77
monthly rate increase to spend as you cheose.

2. If you already have a subsidized annual bus pass you can continue to use your pass and
get a $25 monthly increase starting in September.

The 2017 bus pass renewal notification from the ministry will be sent out in late summer.
There is-no change to the application process. If you choose not to renew the annual bus
pass you don't have to do anything. You will automatically receive the full $77 monthly rate
increase beginning with the January 2017 payment.

3. If you receive the Special Transportation Subsidy (STS), worth $66 per month, you will
receive an STS payment of $329 in April to cover the five month period from April to
August 2018. Starting in September, you will automatically receive a monthly rate increase
of $77, which includes the STS and an additional $11 a month rate increase.

Read the Factsheet.
Frequently Asked Questions

What's changing?

Beginning September 1, 20186 clients will receive a $77 rate increase or they can
choose to receive a subsidized annual BC Bus Pass and an increase of $25 per month.
Couples, where both are PWD, will receive up to $154 a month. This increase provides
fairness in the system and more choice for people on disability assistance. Now
everyone on disability assistance will receive the same level of assistance across the
province.

Overview of the Rate Changes:

1 Last updated: March 16, 2016
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« Clients who da not receive transportation supports will receive the full rate increase of $77.
« Clients on disability assistance who access a subsidized annual BC Bus Pass will see a
rate increase of $25 per month, in addition to the bus pass.
« Clients who get the Special Transportation Subsidy (STS) will receive a $77 per month
rate increase, which includes the STS plus an additional $11 per month.
See the Disability Assistance Rate Increases table [insert hyperlink].
How do these changes impact clients who are not receiving the
Special Transportation Subsidy (STS) or annual BC Bus Pass?

Approximately 45,000 people who do not receive STS or an annual BC Bus Pass, will
receive an increase of the full $77 in their monthly rate starting September 1, 2016.

Will people in subsidized housing see their rent increase as a resuit of
this change?

The disability assistance rate increase provided in Budget 20186 will have no effect on
the rent tenants pay in provincially subsidized housing.

[n fully subsidized units, tenants receiving income or disability assistance pay a flat rate
consistent with the shelter component of provincial assistance rates.

If the shelter rate were to change, BC Housing would look at adjusting the flat rate.

Why do some clients receive less than $906.427

The $906.42 applies to a single PWD receiving the maximum shelter ($375) and current
support rate ($531.42). If a client is in subsidized housing, they will only receive the rent
amount being charged. For example, if their rent in subsidized housing is $300, the
ministry will provide $300 for shelter, and the full support rate — totalling $831.42.

Will the PWD rate increase have an effect on the comforts allowance
rate?

Staff are working on implementation plans for the announced rate increase. Further
details around the rate increase will be communicated as they are available.

BUS PASS CHANGES

Is the BC Bus Pass Program being cancelled?

No, the annual subsidized bus pass will continue. If you already have a subsidized
annual bus pass, it is not cancelled. Beginning September 1, 2016, all clients with a

2 Last updated: March 16, 2016
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Persons with Disabilities designation wili receive a monthly rate increase. If you already
have a subsidized annual BC Bus Pass, you will get a $25 monthly increase starting in
September and the ability to continue to use your pass.

if 1 am a bus pass holder or choose to get a bus pass in the future,
why am | only getting a $25 rate increase?

Previously, only people in communities with public transit were eligible to apply for
transportation supports. The rate increase brings fairness to the current system and
provides more choice for people on disability assistance.

Beginning September 1, 2018, all clients who have the Persons with Disabilities
Designation will receive a monthly rate increase to use as they choose. Everyone has
the opticn to:

e Getthe full $77 increase;
or

« Get a subsidized annual bus pass plus a $25 monthly rate increase.
or

= If you live in a community where a bus pass costs less than the annual subsidized bus,
you may be better off purchasing your bus pass directly from BC Transit with your monthly
rate increase of $77.
The changes mean that everyone gets.an increase to their monthly payment and

everyone will receive the same monthly benefits.

How do these changes impact clients who have a subsidized annual bus
pass now?

The annual subsidized bus pass will continue and the application process will not
change. Clients with an existing bus pass will receive a $25 monthly rate increase
starting on September 1, 2016.

Clients who have the annual pass wil! receive their renewal package starting in late
sSLMmer:

» Jf someone does not want to renew their annual bus pass for 2017 they don't have to do
anything, they will automatically receive the full $77 monthly rate increase beginning with
the January 2017 payment.

» If someone does want to renew, the ministry will follow the usual process whers a client
pays a $45 annual administration fee, either online/telephone with their bank or by mail.
They will receive their annual subsidized Bus Pass and a $25 rate increase.

Do | now have tc apply every month for the bus pass?

3 Last updated: March 16, 2016
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No, you will not need to reapply each month. The subsidized bus pass is still an annual
pass.

Do | have to pay the $52 a month for my BC Bus Pass out of my funds?

if you choose to access a subsidized annual BC Bus Pass instead of receiving the $77,
you will see a rate increase of $25 per month, in addition fo the bus pass paid by the
ministry.

Will the BC Bus Pass still expire in December and how do | renew?

The subsidized annual pass available through the BC Bus Pass Program is for a
calendar year (January to December) with current passes expiring at the end of
December 2016.

The 2017 bus pass renewal notification from the ministry will be sent out in late
summer. There is no change to the application process.

If someone does want to renew, the ministry will follow the usual process where a client
pays a $45 annual administration fee, either enline/telephone with their bank or by mail.
They will receive their annual subsidized Bus Pass and a $25 rate increase.

If | have a bus pass now or choose to get one in 2017, can | change my
mind and cancel my bus pass later in the year and get the $77 increase?

Yes, you will have the option to turn in your bus pass at any time after September 1,
2016 and receive the full $77 increase in the following months. This is the added
flexibility that comes with the monthly increase — clients have a choice. This process is
under development and more information will be available shortly.

How does this change apply to couples where both are PWD?

Couples, where both are PWD, will receive up to $154 a month and each person will
have a choice. For example, in a family unit, one person can choose to access the
subsidized annual BC Bus Pass and the other person can choose to get the full rate
increase of $77 instead of the subsidized bus pass. As a family unit, they will receive a
subsidized annual bus pass ($52 paid by the ministry} through the BC Bus Pass
Program plus $25 rate increase and the $77 rate increase --- total monetary increase of
$102 for the family unit.

What about a couple where only one client has the PWD designation?

4 Last updated: March 16, 2016
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The PWD client has the choice. The family unit will get the rate increase depending on
what the PWD client chooses. For example, if the PWD client chooses to continue to
access a subsidized annual BC Bus Pass, the family unit will see a rate increase of $25
per month, in addition to the bus pass.

m a senior on PWD, what do the changes mean for me?

If you are a PWD and in receipt of disability assistance then the rate increase will apply
to you. You can receive the full $77 increase or you can choose to receive a subsidized
annuat BC Bus Pass and a rate increase of $25 per month.

If you are a senior who has the PWD designation and are no longer in receipt of
disability assistance, you may still be eligible for the BC Bus Pass Program. You can get
more information on eligibility.

Are seniors impacted by this change?

No, there is no change to the BC Bus Pass Program for low-income seniors. This only
applies to persons in receipt of disability assistance. The ministry will continue to
provide a subsidized bus pass to eligible seniors for the annual $45 administration fee.

How do | apply for the BC Bus Pass?

Information on eligibility and how to apply is available.

The subsidized bus pass is a significant savings to peaple in communities such as
Yictoria or Vancouver where a monthly pass can cost anywhere from $85 to $170 per
month.

In some communities, a bus pass costs less than the annual subsidized pass and
people may be better off purchasing a bus pass directly from BC Transit with the
monthly rate increase of $77. (For example, a bus pass currently costs $40 a month in
Fort St. John, $35 in Quesnel and $44 in Chilliwack).

+ You can find bus pass rates in your community through the BC Transit website

» [f you live in the Greater Vancouver Area, you can find fare rate information through

Translink

How do | know what the cost of a bus pass is in my community?

You can find bus pass rates in your community through the BC Transit website.

if you live in the Greater Vancouver Area, you ¢an find fare rate information through
Translink.
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Special Transportation Subsidy (S§TS) changes
How do these changes impact clients with $TS?

Starting on the September 2016 cheque, people receiving the STS subsidy worth 566
per morth will stil receive this support, plus an additional $11 per month.

Traditionally STS recipients receive a one-time payment each year in April. This year,
existing STS recipients will receive a prorated cheque on April 20, 2016 for $329. This
represents five months of STS (April to August). Starting in September, their STS
amount wilt be included in their monthly rate.

Will this affect my ability to get a discount on my auto insurance?

No. As a PWD, you may be eligible for a refund under the B.C. Government Fuel Tax
Refund Program for Persons with Disabilities. Once you have registered for the motor
fuel tax refund, if you have a vehicle in your name, you may also qualify for a 25 per
cent discount on your Basic Autoplan Insurarce. All you have to do is bring your
confirmation letter from the Fuei Tax Refund Program to your Autoplan broker's office to
have the discount added fo your policy.

Can 1 still apply for STS?

Yes, up until August 2016. Anyone approved for STS will recetve a prorated amount
until September 2016 when the STS will start to be included in their monthly rate.

I am currently an STS client. Can | choose to apply for a BC Bus Pass?
Yes, as of September 1, 2016, anyone with the Persons with the Disability designation

fliving in a transit area will still be able to apply for an annual BC Bus Pass and will still
pay the $45 annual administration fee.

6 Last updated: March 16, 2016
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Evans Locker, Ann SDSI:EX

From: Ruel, Janis M SDSLEX

Sent: Thursday, April 21, 2016 1:30 PM

To: Archer, Terri SDSLEX

Cc: Kelly, Georgina SDSLEX

Subject: Thank you - Versions for Editing - Bus Pass Program June Update

Thank you Terri, we have a lot to work with now @ | was gathering links and emails yesterday. This is so much better
having everything in this one email. Today we can assign tasks to our small but mighty team to get through the work
plan.

| will share these materials with all of our group after the meeting this afternoon, thanks again, Janis

From: Archer, Terri SDST:EX

Sent; Thursday, April 21, 2016 12:22 PM

Ta: Ruel, Janis M SDSI:EX

Cc: Kelly, Georgina SDSI:EX

Subject: RE: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June Update
Okay Janis, here they are... Here's a breakdown of the attachments to ease some of the overwhelm:

1. Transporiation — BC Bus Pass FAQs = Word doc of public Bus Pass FAQs provided to us by People Strategies.
Draft updates started in the attachment.

Bus Pass Compass Cards — Key Msgs for Stakeholder - for update with additiona! info
TransLink Insert = Insert sent to clients by Translink with their new Compass Card
Bus Pass Compass Card Field Comm -> baseline/template for the next notice for staff

Bus Pass Compass Card Q+As for Staff > for update with new info — ensure alignment with public FAQ updates

»vos W

Bus Pass Program = Word doc of the Bus Pass Program website info provided to us by People Strategies. Draft
updates started in the attachment.

~

Policy framework = provided as an FY| for context only

8. Services for People with a Disability — Disahitity Assistance — Rate Increase = Word doc of the Disability
Assistance — Rate Increase website info provided to us by People Strategies. Draft updates started in the
attachment.

9. Bus Pass — Compass Card client letter ~> letter sent to Bus Pass clients to advise of Compass Card change.
Template for new letter re: opting out of Bus Pass

10. Disability Assistance Rate Increases FAQS = Internal FAQs - Disability Assistance Rate Increases for update with
new info —epsure alignment with public FAQ updates

A fot of the info will be copy/paste once we get the main drafts done but we will need to ensure alignment of all and
ensure all are approved and uploaded. We'll get through it, we always do.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDD})
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Ministry of Social Development and Social Innovation
(250) 356-6718

From: Ruel, Janis M SDSI:EX
Sent: Wednesday, April 20, 2016 9:39 AM

Ta: Archer, Terri SDSL:EX

Cc: LaHue, Anita SDSI:EX

Subject: Requesting Versions for Editing - Letters and Materials for Bus Pass Program June Update

Hi Terri, can you please get me the Word Document Versions of these letters and materials so that our Bus Pass
Program work group can utilize what we have for the Q&A's that are due on April 28" and the letters and other
materials that are due soon after that? | think that will get us ahead of the game © thank you, Janis

Janis M Ruel

Manager Community Relations and Service Quality
Ministry of Social Development and Social Innovation
Operations Support, Service Delivery Division

Cell: 250-415-5144
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Evans Locker, Ann SDSL:EX

from: Ruel, Janis M SDSIEX

Sent: Monday, April 25, 2016 1:51 PM

To: MacLean, Amber SDSLEX; Archer, Terri SDSLEX

Cc: LaHue, Anita SDSLEX

Subject: Updates from Feedback/Edits BC Bus Pass Program - Client Letter - June Update - Draft
1-2

Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-1.doc; BC Bus Pass Program

- Client Letter - June Update - Draft 1-1 working copy; BC Bus Pass Program - Client
Letter - June Update - Draft v 1.2.doc

Hi Amber and Terri, | have just created a clean copy of the June update letter that incorporated both of your edits with
the information we have right now.. It is now Draft v 1.2. 1 am not sure of the approval route for the approvals. Sending
back to you both for review.

< It is just the 1 Letter now for Translink and BC Transit clients since we do not know what to communicate to BC
Transit Bus Pass holders regarding their cards
= | did not update the renewal of Bus Pass date from late summer to October yet

Thank you, Janis
From: Ruel, Janis M SDSI;EX

Sent: Monday, April 25, 2016 12:17 PM

To: Maclean, Amber SDSI:EX; Archer, Terri SDSI:EX

Cc: LaHue, Anita SDSIEX

Subject: RE: BC Bus Pass Program - Client Letter - June Update - Draft 1-1

Hi Amber, | have attached your version with comments and edits, and Terri’s version with edits for Anita to review with
the design commitiee,

» What may need to be decided is if the June update is communicating changes as a result of the PWD rate
increase of an update on the BC Bus Program and just call it a June update on the BC Bus Program and get
remove the word changes.

| don’t know about the timelines being October. The rate increase will be on the August cheques for September Income
assistance?

It won't be aft easy task to keep this in plain language 5o that clients are understanding what we are saying and keep our
internal procedures out of the letters and keep the messaging simple.

| have asked to be relieved of some of my duties so that | have more time to look at this. | have not been involved with
the program design. J

From: Mactean, Amber SDSI:EX

Sent: Monday, April 25, 2016 12:07 PM

To: Archer, Terri SDSI:EX; Ruel, Janis M SDSI:EX

Subject: BC Bus Pass Program - Client Letter - June Update - Draft 1-1
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Some comments/suggested edits
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BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding khanges:tothe. BC Bus
Progrard effective September 1, 2016, There is.no changs to the renewai process for ___..S-13

the annual bus pass. You will receive your renewal package in late summer 018

Beginning September 1, 2016 all clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.

» Clients er-in receipt of disability assistance who access a subsidized annual BC Bus S 13 E

Pass will see a rate increase of $25 per month, in additior to the bus pass,

» Clients who choose to opt out of receiving transportation supports through the BC Bus
Pass Program can contact the Program e update their information and receive the full
increase of $77 stading-in September.

Please Note: If you are planning to opt out of the Bus Pass Program starting-in «—~ - { Formatted: Indent: Lef: 0.75¢m |
September when the rate increase begins, there i no need to return your BC Bus___ _ - { Formatted: Font: Ttafic ]

Pass at this time. Your BC Bus Pass is-will still be valid to the end of August 2016,

We will cantinue fo update information on the Bus Pass Program website at fshort URL],
including updating the Frequently Asked Questions as more details are-finalizedbecome
available.

BC Bus Pass Program Contact Information

Phene

Call 1 866 866-0800 and choose the appropriate. option:

+ Option 1. If you are receiving Ministry services, input your Personal Identification
{PID) number arnd PIN, or your Social Insurance Number, then press option 3, and
then press option 1

+ Option 2: If you are receiving Ministry services and do not have a Personal
Identification (PID) number or Social Insurance Number, or for all general inguiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phone service is available Monday to Friday between 9 am -4 pm.

Email

‘You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

Ministry of Mailing Address: Telephone: 1-B66-265-0800
Social Developmenti PO BOX 9950 STN PROV GOVT
and Soclal Innovation Victoria, BC VW SR
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If you have any questions, please contact the ministry at 1-866-866-0800C.
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BRITISH
COLUMBIA

Dear [client name],

You are receiving this lstter as a June update regarding the BC. Bus Program effective
September 1, 2018. There is no change to the renewal process for the annual bus pass.
You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 all clients with the PWD designation will receive a
monthly rate increase. This applies to all adults in a family unit with a PWD designation.

» Clients in receipt of disability assistance whe access a subsidized annual BC Bus
Pass will see a rate increase of $25 per month, in addition to the bus pass.
¢ Clients who do not receive transportation supports will receive an increase of $77.

e Clients who choose to opt out of receiving transportation supports through the BC
Bus Program can contact the Program to update their information and receive the full
increase of $77 in September.

Please Note: If you choose to opt out of the bus pass program your Bus Pass will still
valid to the end of August 2016. There is no need to return your BC Bus Pass at this
time.

BC Bus Pass Program Contact Information

Phone
Call 1 866 866-0800 and choose the appropriate option:
» Option 1: If you are receiving Ministry services, input your Personal ldentification
number and PIN, or your Social Insurance Number, then press option 3, and then
press oplion 1
« Option 2: If you are receiving Ministry services and do not have a Personal

Identification Number or Social Insurance Number, or for all general inquiries, enter
your 10 digit phone number, then press option 3, and then press option 1

Phone service.is available Monday to Friday between 9 am — 4 pm.
Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response to your request.

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address; Telephone: 1-866-566-0800
‘Sociat Development PC BOX 8850 STN PROV GOVT
and Social Innovation Victoria, BC VBW 9R3
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Evans Locker, Ann SDSEEX

L I —
From: Archer, Terri SDSLEX
Sent: Monday, April 25, 2016 11:48 AM
To: MacLean, Amber SBSLEX; Ruel, Janis M SDSLEX
Subject: BC Bus Pass Program - Client Letter - June Update - Draft 1-1 working copy
Attachments: BC Bus Pass Program - Client Letter - June Update - Draft 1-1.doc

Hi, using Janis’s draft as a base, I've updated the letter a bit. There will be more | think but this is the latest working copy
for comments.

Terri
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BRITISH
COLUMBIA

Dear [client name],

You are receiving this letter as a June update regarding changes fo the BC Bus
Program effective September 1, 2016. There is no change to the renewal process for
the annual bus pass. You will receive your renewal package in late summer 2016.

Beginning September 1, 2016 all clients with the PWD designation wili receive a
monthly rate increase. This applies to all adulfs in a family unit with a PWD designation.
o. Clients who do not receive transportation supports wilt receive an increase of $77.

« Clients on disability assistance who access a subsidized annual BC Bus Pass will sée a
rate increase of $25 per month, in addition to the bus pass.

» Clients who choose tc opt out of receiving transportation supports through the BC Bus
Pass Program can contact the Program to update their information and receive the full
increase of $77 starting in September.

Please Nofe: If you are planning to opt out of the Bus Pass Program starting
September when the rate increase begins, there is no need to return your BC Bus Pass
at this time. Your BC Bus Pass is still valid to the end of August 20186.

We will continue to update information on the Bus. Pass Program website at fshort URL],
including updating the Frequently Asked Questions as details are finalized.

BC Bus Pass Program Contact Information
Phone
Call 1 866 866-0800 and choose the appropriate option:

+ Onption 1: If you are receiving Ministry services, input your Personal Identification
(PID) number and PIN, or your Social Insurance Number, then press option 3, and
then press option 1

« Option 2: If you are receiving Ministry services and do not have a Personal
Identification (PID) number or Social Insurance Number, or for ali general inquiries,
enter your 10 digit phone number, then press option 3, and then press option 1

Phone service is available Monday to Friday between 9 am — 4 pm.
Email

You can email the BC Bus Pass Program at SDSIBUSPA@gov.bc.ca. Allow up to five
business days for processing. You will receive an email response 1o your request.

If you have any questions, please contact the ministry at 1-866-866-0800.

Ministry of Mailing Address: Telephone: 1-866-866-0800
Social Development PO BOX 8950 STN PROV GOVT
and Social Innovation Victoria, BC V8W 9R3
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Evans Locker, Ann SDSLEX

I
From: Sassaman, Caitlyn A CLBCEX
Sent: Thursday, May 12, 2016 5:22 PM
To: Archer, Terri SDSLEX
Cc: Anderson, Maryann GCPEEX; Leslie, Sean GCPE:EX; Schmidt, Randy CLBC:EX
Subject: With edits: BC Bus Pass Client Letter (draft with a request for CLBC feedback)
Attachments; BC Bus Pass Client Letter_CLBCeadits.docx
Hi Terri —

Thank you for the opportunity to have input into the letter about the options for the Bus Pass program.

We have made extensive edits to the letter with the help of CLBC's self advocate advisor and a self advocate —
the information has not.been changed just the Janguage to simplify it. We also moved information to group it
visually to make it easier for people to follow. The piece of advice that is not fully reflected in the content is
that there may need to be some additional context provided in the letter as people may not remember the
announcement or have kept the initial letter announcing the changes.

We hope you find the edits helpful. If you have any questions, please give me a call. Thanks again.
Best regards,

Caitlyn Sassaman
Community Relations
Community Living BC

Cell: 778 679-4634

Fax: 250952-4205
www.communitylivingbe.ca

Does your comrmunity include everyone?

| Please think about the environment before you print

CONFIDENTIALITY NOTICE: This message and any accompanying documents contain confidential information intended for a
specific individual and purpose. This message is private and protected by law. If you are not the intended recipient, you are hereby
notified that any disclosure, copying or distribution, or the taking of any action based on the contents of this information, is strictly
prohibited.

From: Archer, Terri SDSI:EX

Sent; Tuesday, May 10, 2016 12:38 PM

To: Sassaman, Caitlyn A CLBC:EX

Subject: BC Bus Pass Client Letter (draft with a request for CLBC feedback)

1
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Hello Caitlyn,

attached is a draft letter we are planning to send to PWD Bus Pass clients end of May/early June to advise them of what
to do at this point if they are planning to opt out of the bus pass program for September when the PWD rate increase
becomes effective.

We would appreciate CLBC's review of this draft letter (is there an Editorial Board?) to ensure clarity and to try to
address any anticipated concerns. This particular notice is predaminantly to remind clients they will have a choice and if
they are planning to opt aut, they keep their card at this time because they can still use it to September.

More information will he provided to clients as process detaifs are finalized and we will continue to update the BC Bus
Pass Program website and Disability Rate Increases website as required.

Thank you in advance for your feedback. Unfortunately timing is tight so if possible, may ! have your feedback by Friday,
May 13 or is maore time requirad? Thanks again:

Terri Archer, wa| Stakeholder Relations & Engagement
Manager, Strategic Transformation Branch

Ministry of Social Development and Sccial Innovation
SERVICE DELIVERY /v

(250) 356-6718
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Evans Locker, Ann SDSEEX

From;
Sent:
To:
Subject:

LaHue, Anita SDSLEX

Friday, May 6, 2016 2:30 PM

Archer, Terri SDSEEX

Accepted: Bus Pass/PWD Opt out website update discussion
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Evans Locker, Ann SDSLEX

From: LaHue, Anita SDSLEX

Sent: Friday, May 20, 2016 4:4% PM

To: Hall, Sharlene SDSLEX

Ce: Craigie, Shelly M SDSLEX

Subject: FW: PWD change documents - reviewed

Attachmerits: Application and Remediation FDD _v4.0 G reivewed May 19 questions.docx; Application

and Remediation FDD _v6.0-Anita (2).docx; TSA rule for EABenfits vl 1 g reviewed May

19.docy; Integration Changes_Draft-reviewed G May 19.docx; Bus Pass Rules_v4 G

reviewed May 19.docx; OPA Intake changes for PWD client_v2 G reviewed May 19.docx

Hi Sharlene, some comments from Stacey.

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
‘Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell # 1-250-667-4171

From: Kelly, Georgina SDSIL:EX
Sent: Friday, May 20, 2016 4:21 PM

To: LaHue, Anita SDSI:EX

Subject: FW: PWD change documents - reviewed

Hi Anita
Stacey reviewed and added a few comments. Can you forward on?

Georgina Kelly

Manager, Field Services
Social Development

and Social Innevation
Provincial Contact Centre
Cel: 604-617-6457

$10¢

S Where ideas work

From: jones, Stacey | SDSI:EX

Sent: Friday, May 20, 2015 4:15 PM

To: Kelly, Georgina SDSI:EX; LaHue, Anita SDSI:EX
Ce: Jones, Stacey L SDSI:EX

Subject: PWD change documents - reviewed
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Hi there

| added a couple of comments - otherwise they look good to me.

Naot sure who needs to receive these —will leave it to you to return to the appropriate place.
Thank you.

Stacey Jones

Supervisor; Provincial Contact Centre
Regional Services Division
Ministry of Social Development and Social Innovation

240 of 467



Page 241 to/a Page 388
Withheld pursuant to/removed as

s.14:s.13



Evans Locker, Ann SDSLEX
L

From: LaHue, Anita SDSLEX

Sent: Friday, April 1, 2016 11:47 AM

To: Kelly,'-Georgi'na SDSLEX; Jones, Stacey L.SDSLEX
Subject: FwW. PWD/BCBP
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Evans Locker, Ann SDSLEX

From: LaHue, Aniita SDSEEX

Sent: Friday, April 1, 2016 11:47 AM

To: Kelly, Georgina SDSLEX; Jones, Stacey L SDSLEX
Subject: Fw: PWD/BCBP

Please don’t distribute widely, just keeping you and the small team working on this in the loop.

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell # 1-250-667-4171

From: Jensen, Dana SDSI:EX

Sent: Friday, April 1, 2016.10:18 AM

To: Leslie, Sean GCPE:EX

Cc: MacMillan, Karen SDSI:EX; Evans Locker, Ann SDSI:EX; LaHue, Anita SDSI:EX; Filion, Corinna GCPE:EX; Archer, Terri
SDSI:EX; MacLean, Amber SDSI:EX

Subject: RE: PWD/BCBP

This of caurse is fluid as we get new info, but at this point here are our planned next steps that may impact issues.

JULY: Mailout to clients who currently have a bus pass in July to advise them that:
o If they do nothing, their bus pass will continue to be valid for 2016
o I they want to choose the 552 instead, they can contact ministry by Aug 5 and we will update their file

- AUG 24: issue Day with rate increase
- 2017 BCBP renewal letters will start their 2017 renewal process in Qct {letters are mailed out over a few weeks)

- DEC 21: Issue Day where some clients may get $52 if they did not renew their bus pass in 2017 {they of course
will be able to apply for a bus pass and have the switch made the following month)

As for staff info; we will be contiriuing to update the QAs for staff as new info becomes available. For instance, next
week we plan to introduce a process to track clients who currently have a bus pass and tell staff they want to get $52
starting Sept. Once approved, staff will be notified through an emailed field comm, which-is then posted on our staff
newsfeed, and the staff QAs will be updated. The myss and phone line msgs were updated with the anneuncement and
we will continue to monitor and adjust as needed.

There shouldn’t be any specific key dates out of our stakeholder comms-as any updates we give to the stakeholders will

line up with info being given to clients and staff. We are continuing with our regutarly scheduled check-ins with the
moving forward groups. Based on my recent interactions with them, | do not expect issues to arise from these calls.
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From: Archer, Terri SDSL:EX

Sent: Thursday, March 31, 2016 3:18 PM

To: Leslie, Sean GCPE:EX; Jensen, Dana SDSI:EX

Cc: MacMillan, Karen SDSL:EX; Fvans Locker, Ann SDSL:EX; LaHue, Anita SDSL:EX; Filion, Corinna GCPE:EX
Subject: RE: PWD/BCBP

Bus Pass/Compass Cards

o March 24/28" - a letter was sent to 17,711 Bus Pass Program clients advising them of the shift to Cempass
Cards {client letter attached)
o TransLink Insert and Compass Card to follow to these clients early April (though as | understand from
Anita, it may not make it out priorto the gate closures)

o March 24™ — email update sent to advocates (see attached - SDSI Update...}, also sent to CLBC {Caitlyn} March
30" *this update included info about the STS

s March 30/31 — a letter is being sent to 17,694 STS clients advising of the pro-rated STS amount for April —
August 2016 explaining they will receive their $329 chq on April 20th. {Amount is actually $329.40 ~ client letter
attached)

Staff have been briefed through and ADM Chatline and Field Comms (see attachments).
We opted notto put messaging on the phone line or MySS given the targeted nature of this change.

The Bus Pass Program website is being updated via the Internet Strategy and will include FAQs and a visual of the
Compass Card with the most current information approved. The website update is expected by end of day today.

| hope that answers your questions Sean.

Terri Archer

Manager, Stakeholder Relations & Engagement
Strategic Transformation Branch

Service Delivery Division (SDTJ)

Ministry of Social Development and Social Innovation
(250) 356-6718

From: Leslie, Sean GCPE.EX

Sent: Thursday, March 31, 2016 10:13 AM

To: Archer, Terri SDSI:EX; Jensen, Dana SDSI:EX

Cc; MacMillan, Karen SDSI:EX; Evans Locker, Ann SDSL:EX
Subject: PWD/BCBP

Hi Terri and Dana, sorry to bother you but I'm just looking for a bit of information about client and stakeholder outreach
on the PWD rate increase and transpertation changes.

I’m working on a new communications plan around key dates, ie, delivery of the STS cheques, BCBP renewal forms, and.
of course the September 1 increase—basically, dates when the issue could publicly erupt yet again.

To that end, can you tell me what kind of communications is planned or hastaken place with clients on delivery of the
pro-rated STS cheques?
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And are there plans {or maybe it’s already been done) to put updated info on MySS, on the toll free line, and make sure
frant line staff are fully briefed?

What about stakeholder comniunications?

Piease let me know if | should be bugging someone else as well-S.22 ‘50 I'm bugging you
directly.
Thanks!

Sean Leslie

Senior Public Affairs Officer

Ministry of Social Development and Social Innovation
{250) 356-1670{0)

{250} 863-4403(m)
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Evans Locker, Ann SDSI:EX

From: LaHue, Anita SDSI:EX

Sent: Wednesday, May 4, 2016 1153 AM

To: Kelly, Georgina SDSLEX; Jones, Stacey L SDSLEX
Subject: FW: Replacement fee for PWD

FYI -1 guess this will be dealt with tomorrow on the design session.

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell # 1-250-667-4171

From: Hall, Sharlene SDSI:EX

Sent: Wednesday, May 4, 2016 11:03 AM

To: Ellictf, Shauna SDSI:EX; Bhardwaj, Prashant SDSI:EX; Babu, Mukund SDSL:EX; Rohra, Ricky SDSI:EX
Cc: Craigie, Shelly M SDSI:EX; LaHue, Anita SDSI:EX; Kelly, Georgina SDSI:EX

Subject: Replacement fee for PWD

Just wanted to put this on our radar again.

The decision that the PWD client is required to pay the replacement fee $. The decision that we had early on was that
the business would manage this.

J want us to discuss this tomorrow. The intent was that the system woutd not manage this for PWD, not sure if we need
to action anything in the system to remove the ability to action this, or just advise the user not to do the replacement
benafit plan.

Sharlene Hall

Sr. Business Analyst- Team Lead.

SDSI Business Alignment

Information Services Division
SATOP s UNIT

(250} 580 0625
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Evans Locker, Ann SDSLEX.
|

From: LaHue, Anita SDSLEX

Sent: Friday, April 1; 2016 5:33 PM

To: Ruel, janis M SDSLEX; Archer, Terri SDSLEX; Jensen, Dana SDSLEX

Subject: RE: Forensics Questions # 2 RE; Transportation Changes - Check In: Fraser Health

Question: Transportation Changes/PWD Increase Q&As

Hi Janis, | believe that policy is still working on-details, | wilt defer to Dana to identify whether we have an outcome on
this one.
Thanks

Anita Pangborne-LaHue

Director
Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division
Phone #: 1-250-739-6603
Cell #: 1-290-667-4171 e
From: Ruel, Janis M SDSI:EX
Sent: Friday, April 1, 2016 10:10 AM
To: Archer, Terri SDSI:EX; LaHue, Anita SDSI:EX; Jensen, Dana SDSI;EX
Subject: Forensics Questions # 2 RE: Transportation Changes - Check In: Fraser Health Question: Transportation
Changes/PWD Increase Q&As
Hi Terri, Anita, and Dana, we have received a 2™ email from Forensics yesterday with questions about the new Bus Pass
Program for when individuals are receiving comforts $ 95.00. When the policy comes in will EAW’s be-able t¢ add the
Transporiation Benefit code on for clients in Per Diem Beds, LTC, Treatment, Transition, Hospital etc.? This is basically
where this issue-is going for this Stakeholder. | et him know that the question/concein has gone forward and he is
pleased about that.
Issuet Many patients are significantly affected by poverty and cannot afford to pay for transit out of their $95
monthly income,
» Many patients in their hospital are transitioning back to community and depend on the bus pass for
transportation as they are only receiving $95 per menth income
> Forensics feel that it is critical that they have access to this as one of our main transition programs is a transit
skills program where we are assisting people with mental iliness in learning how to transit independently
> Because they are working in a forensic environment with patients who have often committed very serious
crimes, the transition proctess to community is something we take very seriously
... » The Forensics Psychiatric Social Workers want to ensure the patients leave with appropriate skills
From: Ruel, Janis M SDSI:EX
Sent: Friday, Aprii 1, 2016 9:54 AM
To: 'Dubetz, Sam'
Cc: Vachon, Kellie SDSI:EX; SDSI Lowermainiand MCRSQ SDST:EX
Subject: FW: Transportation Changes - Check In: Fraser Health Question: Transportation Changes/PWD Increase Q&As
Hi Sam, | wanted to let you know that | did forward the questions and concerns that you have identified to our policy
folks. | will connect with you when | receive more information. | believe that it may be closer to September 1, 2016
when the policy comes in to effect. If | receive an update eariier | wilt reach out 1o you, thank you, Janis

From: Dubetz, Sam [mailto:Sam.Dubetz@forensic.be.cal

Sent: Thursday, March 31, 2016 4:30 PM

To: SDSI Lowermainiand MCRSQ, SDS1:EX <Lowermainland. MCRSQ@gov.be.ca>

Subject: Transportation Changes

Hi Janis,

lust wondering if there has been any word on how this will affect patients in hospital who are currently on comforts?
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Just 1o affer a hit of coliateral if there are discussions about this... Many patients in our hospital are transitioning back to
community and depend on the bus pass for transportation as they are only recelving 595 per month income. It is critical
that they have access to this as one of our main transition programs is a transit skills program where we are assisting
people with mental illness in learning how ta transit independently. Because we are working in a forensic environment
with patients who have often committed very serious crimes, the transition process to, community is something we take
very seriously. We want to ensure they leave with appropriate skills. Many patients are significantly affected by poverty
and cannot afford to pay for transit out of their $95 monthly income.

Thanks for looking into this,

Samn

Sam Dubetz, BSW, RSW

Psychiatric Sccial Worker

Forensic Psychiatric Hospital

70 Colony Farm Read, Port Caquitiam, BC V3G 5X8

Sam.Dubetz@forensic.bc.ca

804-524-7773 (p) 604-523-7896 (f) . e et
From: SDS! Lowermainland MCRSQ SDSI EX | alito Lowermalnlancl MCRSO@QOV bc ca]

Sent: Thursday, February 25, 2016 12:08 PM

To: Dubetz, Sam

Cc: Vachan, Kellie SDSI:EX

Subject: RE: Transportation Changes

Hi Sam, | am the Manager Community Relations and Service Quality for the Bus Pass Program. We are just waiting on
same additional materials to share to help clarify various scenarios such as the anes you have menticned. | will get you
questions to where they need to go, and ensure that you receive the update. Thank you, Janis

From: Dubetz, Sam [mailto:Sam.Dubetz@forensic.be.cal

Sent: Thursday, February 25, 2016 11:56 AM

To: Vachon, Kellie SDSI:EX

Subject: Transportation Changes

Hi Kellie,

With all the chaniges to transportation money, I'm wondering if patients on comforts will receive any increase? 'm also
wondering if they will be expected to pay the $52 per month for their annual pass while in hospital? Many of our patients
on comforts are accessing the community for programs, discharge planning, andfor transitioning to care outside cf the
haspital. The bus pass or some funding for transportation is essential to this process. We're hoping to get'some
clarification as the news releases don't seem to address this.

Thanks a lot,

Sam

Sam Dubetiz, BEW, R8W

Psychiatric Sccial Worker

Forensic Psychiatric Hospital

70 Colony Farm Read, Port Coguitlam, BC V3C 5X9

Sam.Dubetz@forensic.bc.ca
604-524-7773 (p) 604-523-7896 (f)
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Evans Locker, Ann SDSLEX

From: LaHue, Anita SDSLEX

Sent: Friday, May 20, 2016 12:56 PM

To: Hall, Sharlene SDSLEX; Kelly, Georgina SDSIEX
Subject: RE: OPA Design documents - PWD release

No changes from Georgina or Anita on these,

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #. 1-250-739-6603

Cell #: 1-250-667-4171

From: Hall, Sharlene SDSI:EX

Sent; Wednesday, May 18, 2016 8:01 AM

To: Kelly, Georgina SDSI:EX; LaHue, Anita SDSI:EX
Subject: FW: OPA Design documents - PWD release

More documenis ©

Sharlene Hall

St. Business Analyst- Team Lead

SDSI Business Alignment

information Services Division

<< QLE Object: Picture (Device Independent Bitmap} »>
(250) 580 0625

From: Elliott, Shauna SDSI:EX

Sent: Tuesday, May 17, 2016 5:07 PM

Tao: Hall, Shariene SDSI;EX; Craigie, Shelly M SDSI:EX; Kornelsen, Robin SDSI:EX; Ohman, Wayne JAG:EX; Laws,
Stephen SDSTIEX

Cc: Bhardwaj, Prashant SDSI:EX; Rohra, Ricky SDSI:EX

Subject: OPA Design documents ~ PWD release

Hi All,

Please see attached for the OPA design documents. These are the last outstanding décuments from our side that we
have not yet sent you. Happy reading!

Shauna

Shauna Elliott

Integrated Case Management
Mobile 260-812-9993
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<< File: Bus Pass Rules_vé4.docx >> << File: MSO.XLSX >> << File: OPA Intake changes for PWD client_v2.docx >> <<
File: TSA rule for EABenfits_v1 1.docx >>
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Evans Lockeyr, Anh SDSL:EX
.

From: LaHue, Anita SDSLEX

Sent: Friday, May 20, 2016 12:50 PM

To: Hall, Sharlene- SDSLEX; Kelly, Georgina SDSLEX

Subject: RE: PWD Policy Changes - MIS System Requirements-FDD
Attachments: PWD Palicy Changes - MIS System Requirements-FDD-Anita.docx

Comments from Georgina and mysalf.

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell #: 1-250-667-4171

From; Hall, Sharlene SDSI:EX

Sent: Thursday, May 19, 2016 10:19 AM

To: Kelly, Georgina SDSI:EX; LaHue, Anita SDSI:EX

Subject: FW: PWD Policy Changes - MIS System Requirements-FDD

Sharlene Hall

Sr. Business Analyst- Team Lead
SDSI Business Alignment
information Services Division
SosTTOP s UNIT
(250) 580 0625

From: Chman, Wayne JAG:EX

Sent: Wednesday, May 18, 2016 9:25 AM

To: Efliott, Shauna SDSI:EX; Hall, Sharlene SDSI:EX; Craigie, Shelly M SDSI:EX

Cc: Laws, Stephen SDSI:EX; Bhardwaj, Prashant SDSLEX; Rohra, Ricky SDSL:EX; Kornelsen, Robin SDSL:EX; Chew, Liz
SDSL:EX; Munz, Lyn SDSI:EX

Subject: PWD Policy Changes - MIS System Requirements-FDD

Attached is the initial draft of the PWD Policy Chanpes - MIS System Requirements-FDD document. It has also been
saved on SharePaint.

hitps://imt-
mefd.gov.be.ca/ICMSSICM/Phase%204%20Release%20Documents/Forms/Allitems.aspx?Root Folder=%2 FICMSSICM%2F
Ph'ase%204%20Re!ease%2ODocuments%-ZF4%23E2%2E3%2Ex%20%20%20Budget%202015%2FDesi_g_q

Reminder that the MySS design is a separate document and was distributed Monday 16™ by Stephen.
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PWD Policy Changes System Requirements / Functional Design Document

4 | Deseription .

1 | <Insert Descriptions <Insert Comments Detalls>

ing Lonsiderations

#_|Desciption -\ . |Commems <

1 CRT CRTis required,_ atleast 2 full cyclés and an initial regression test ¢ycle

Fegs e ionnt Sy rgaris ety s
CAMEB YO TTREGY LN

.”_3'
Lo

# [ Deseription ‘Comments,

1 <Insert Descriptions <Inseri Comments Betails>

| Cormments

e:CPP data match is scheduled to run the Friday of deployment. The
fi!é':f:lff:ém Service Canada is usuzlly available to SDSE an the Tuesday

. | beford the Data Match Is schaduled te run, so the data mateh should

: ' 1 he moved earlier the week of Aug 1 Wednesday or Thursday to reduce
.1 deployment complexity

“CPP Data match

Outstanding Questicons Page 39

444 of 467



Evans Locker, Ann SDSLEX
.

From: LaHue, Anita SDSLEX

Sent: Friday, May 6, 2016 2:30 PM

To: Archer, Terri SDSLEX

Subject: Accepted: Bus Pass/PWD Opt cut website update discussion
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Evans Locker, Ann SDSLEX

From: LaHue, Anita SDSLEX

Sent: Wednesday, May 4, 2016 2:38 PM

Ta: Hall, Sharlene SDSLEX; Elliott, Shauna SDSLEX; Bhardwaj, Prashant. SDSLEX; Babu,
Mukund SDSLEX; Rohra, Ricky SDSEEX

Cc Craigie, Shelly M SDSLEX; Kelly, Georgina SDSI:EX

Subject: RE: Replacement fee for PWD

So, the bus pass business was given unfil early next week to come up with some ideas around the replacement fee — we
have a planning meeting scheduled on Friday. | am not sure we have some specific options ready for discussion
tomofrow.

I am not able 1o attend the Design call tomorrow morning, | believe that Georgina is ~ there were only a-few days |
wasn’t able to reschedute, tomarrow is one of those days.

| can reschedule my meetings after 2 pm tomorrow though, so can attend from then onward.

If you think that we might need changes to ICM to deal with the replacement fee and there are no changes to ICM after
this week, then | guess we do need to chat about this tomorrow. For example, how do we collect the funds and apply it
to the case?

| would assume then, whatever is left over from tomarrow, we will continue discussing on Friday.
Let me know if | missed the intent here.

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Supgport, Service Delivery Division

Phone #: 1-250-739-6603

Cell #: 1-250-667-4171

Frans: Hall, Sharlene SDSI:EX

Sent: Wednesday, May 4, 2016 11:03 AM

To: Elliott, Shauna SDSI:EX; Bhardwaj, Prashant SDSI;EX; Babu, Mukund SDSI:EX; Rohra, Ricky SDSI:EX
Cc: Craigie, Shelly M SDSI:EX; LaHue, Anita SDSI:EX; Kelly, Georgina SDSI:EX

Subject: Replacement fee for PWD

Just wanted to put this on our radar again.

The decision that the PWD client is required to pay the replacement fee $. The decision that we had early on was that
the business would manage. this.

I want us to discuss this tomorrow. The intent was that the system would not manage this for PWD, not sure if we need
to action anything in the system to remove the ability to action this, or just advise the user not to do the replacement
benefit plan.
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Sharlene Hall

Sr. Business Analyst- Team tead
SDS( Business Alignment
Information Services Division
e CTOP A s UNIT
{250} 580 0625
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Evans Locker, Ann SDSLEX

e T
From: LaHue, Anita SDSLEX
Sent: Wednesday, May 4, 2016 2:39 PM
To: Kelly, Georgina SDSLEX; Jones, Stacey L SDSLEX
Subject: RE: Replacernent fee for PWD

Yes, | agree we keep the meeting, | should have read it more fully the first time here.

Thanks

Anita Pangborne-LaHue

Director

Performance Management, Contracts and Community Relations
Operations Support, Service Delivery Division

Phone #: 1-250-739-6603

Cell #: 1-250-667-4171

T £ Rt e S0 S T LR e+ e e s ms s e e e e an L s me em im e = s ey s e et S s 4 e e © e b A e oy Ao fe e e AR N e P A £t

Fram: Kelly, Geargiha SDSI:EX
Sent: Wednesday, May 4, 2016 2:10 PM

To: LaHue, Anita SDSL:EX; Jones, Stacey L SDSL:EX
Subject: RE: Replacement fee for PWD

| think we still need to discuss and decide - so that we can make some informed choices. They are
talking design while we will be discussing process.

Stacey if we don’t do the replacement benefit plan can we still generate an letter asking for funds?

Georgina Kelly

Manager, Field Services

Social Development

and Social Innovation

Provincial Contact Centre

Cel: 604-617-6457

Best
Places
to work

¥ 10T

courts Where ideas work

From: LaHue, Anita SDSI:EX

Sent: Wednesday, May 4, 2016 11:53 AM

To: Kelly, Georgina SDSL:EX; Jones, Stacey L SDSI:EX
Subject: FW: Replacement fee for PWD

FYI =1 guess this will be dealt with tomorrow on the design session.

Anita Pangborne-LaHue
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Director

Performance Management, Contracts and Community Relations
QOperaticns Support, Service Delivery Division

Phone #: 1-250-732-6603

Cell # 1-250-667-4171

From: Hall, Sharlene SDSI:EX

Sent: Wednesday, May 4, 2016 11:03 AM _
To: Elliott, Shauna SDSI:EX; Bhardwaj, Prashant SDSI:EX; Babu, Mukund SDSI:EX; Rohra, Ricky SDSI:EX
Cc: Craigie, Shelly M SDSIL:EX; LaHue, Anita SDSL:EX; Kelly, Georgina SDSI:EX

Subject: Replacement fee for PWD '

Just wanted to put this on our radar again.

The decision that the PWD client is required to pay the replacement fee $. The decision that we had early on was that
the business would manage this.

| want us'to discuss this tomorrow. The intent was that the system would not manage this for PWD, not sure if we need
to action anything in the system to remove the ability to action this, or just advise the user not to do the replacement
benefit plan.

Sharlene Hall

Sr. Business Analyst- Team Lead
SDSI Business Alignment
information Services Division
CTOP e UNIT
(250) 580 0625
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Evans Locker, Arin SDSLLEX

P —
From: Kelly, Georgina SDSLEX
Sent: Friday, April 1, 2016 1:13 PM
To: Jensen, Dapa SDSLEX; LaHue, Anita SDSEEX
Subject: DRAFT DA Rates and Transportation Changes April 1-NOTES comments

I'm made some comments/added some thoughts. Sorry | didn’t get back earlier.
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DRAFT DA Rates and Transportation Changes

April 1, 2016

DA Rates
All DA recipients receive an increase, including clients. in receipt of support and shelter, Reom and
Board, Special Care / Comforts with Per Diems, and Hardship Assistance.

o Fveryone receive $25 plus choice of either 552 or subsidized bus pass {referred tc as
Transportation Support Allowance (TSA)).

=  The new DA income level for intake eligibility is $983.

s The choice of $52 or bus pass will be offered to new DA casés.. Due tn the
administrative time to fssue a bus pass (about 2 weeks), it is expected most cilents will
choose the 552 for their first month of assistance.

¢ 552 will be a monthly benefit, and will not be prorated L

e Clients who choose the $52 per month can spend it. however they
have to actount for any expenditure to SDSE. :

wose. They do not

Client will. make choice each calendar year as part of the bus pass renewal:proces Clients can change
their choice mid-year to switch from the bus pass to: $52° and vice versa, {more details to follow)

The intent is the use the monthly reporting and payment cyr.]e to process client choices. This means
clients who want to change thelr TSA would need to- notnfv the ministry by the 5th of month. As par
normal business, SOSI will accommodats late stubér eguests as much a5 possible.

Process Decision Reguired: how do cltent fell.SDSI they want to change from bus pass to $52 or vice
versa? -
Options include:

- Usefree form secti
automated therefore,'it is Ilkely some camments will be mrssed

- 1-877 -

- buspass. ema;l

- myss: not all DA casésare on MySS

-~ Cosbjnation of the atiove

Clienté-\jgho leave Disability-Assistance for M50, will retain access to a bus pass or transportation
allowance for remainder of that year (referred to as the Transitional Transportation Support (TTS).

Policy Decision Required: Will DA cases retain access to TTS for the remainder of the calendar vear or
AEE year (Mar 1-Feb 28]

Considerations:

-__The bus pass is issued for a calendar year, therefore if the intent is to provide the bus pass tii the
end of Feb28, a new business pracess would be required

- additionally mav require separate/new negotiations with translink
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- new funcitionality in ICM would be reguired
- Bus pass tenewal is currently ba n calendar year {lan —Det

Recision Reguired: What to do about T5A for clients whase cases close because of ineligibility for DA
{£.£ no MSO eligibility].

Currently, if the case clases the bus pass is not cancetled unless clt is deceased. If cli: loses the pass and
asks for replacement, they would be given a replacement. Replacing cost would stay same {10, 20, then

Reasons why a fite may close:

- Deceased

- Moved out of Province of British Columbia

- In prisan/halfway hause

- Residing on reserve : T

- Ineligible (e.g. for any non-MSO reason including the stub. sald nct needmg assistance, chq
returned, gat married and now income in excess, ompllance forinfo through
letters/signals, no support or shelter issued for 2 months so fite closed)

Monthly Calculdtion . Mohth'l'v?l?ayn'.l'eht.

3931.42 |- Ranges between $52 and $583.42
+$52 e

- max income 5931 42

593142 7.
+ bus pass valued at 552
—maxincamé$931.42 7

.ér._'_ngés" between $52 and $931.42 and bus pass

For exampla:

. A ﬁé’r&qn_ \_».;r'ﬁ'o has $920 in other income (earned or unearned) is eligible for $63.42 in
assistance. They may choose to réceive $63.42 in cash, or receive $11.42 in cash and receive a
bus pass.

Table 2: Single DA case with Non Exempt Income of $931.01 to $982.99

Manthiy Calculation Monthly Payment
5931.42 Ranges between $0.01 and $51.99 and TTS of $52 (triggered by &
+ §52 payment amount in this dollar range)
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- income of $931.01 1o $582.99

£931.42 Ranges between 50.01 and $51.99 and bus pass
+ bus pass valued at 552
— income of $931.01 to $982.99

For example:
* A person who has $982 in other income {earned or unearned) is eligible for $1.42 in assistance
plus can receive an-additional TTS of $52 or a bus pass.
= A person who has 5935 in othér income {earned or unearned} is eligible for. 548 A2 in assistance
plus can receive an additional TTS of 552 or a bus pass. L

Table 3: Single DA case with Non Exempt Income js S$983 or greater

Monthly Calculation Monthly Payment EE
$931.42 $0, therefore, issue Transitional Transpprtation Support (TT5) of $52

+ §52 for remalnder of the year I

— income > 5983.42 :

Then starting March 1, $0 fier month .ot back on DA

5931.42 50, therefore, |ssue Transitional Transportatlon Support {TTS) of bus
+ bus pass valued at 552 pass valued at 552 for. remamder of the year
—~ inceme of $983 or more

Then stamng March 1 50 per manth If not back on DA

For example: A person who has $3, ODO-iln thar Income' {earned: or unearned] is not eligible for
assistance. Hf they recently tranﬂt&oned o MSO they. ay'beeligible for TTS of 852 or & bus pass until
the end of the year.

Monthly Calculation *

$120 {895 + 25}, \ERanges between 552 and 5983
+ daily user fees
+352 7

mcom' }

$120:{595 + 25] Ranges betweean 50 and total of $120 + user faes
+ daily ser fees e and bus pass valued at $52
+ bus pa \ralued at 552
- income :

Bus Pass:

All clients whio choose a Bus Pass will be able to use it in all transit areas in the Province

Client wil! continue to be able to get a replacernent bus pass if Jost/stolen for a cost of $10 for first
replacement, $20 for secand replacement, then $50 for each additional. Current replacement policy
would remain tn place, therefore, if an M50 client requests a replacement card during the calendar, 3
feplaceiment would only be approved if the client was on DA during that ealendar year. For exampla:
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- DA case becomes M30 in June 2016.
o Ifthey ask for replacement card in September 2016, a replacement would he issued
& If they ask for a replacement card in March 2017, a replacement would not be issued as
they were not eligible for DA within the 2017 bus pass year.

MNotes:

- When SDSi niotifies Translink to cancel a pass, the pass is cancelled overnight

- BC Transit passes cannot currently be cancelled. |fa Magnetic strip is added to their cards in
future, only Victoria cards can be ¢ancelled as the card readers an buses in'aih_gr areas do not
have the technology . . '

- When 5DSI raguests.a Transiink or BC Transit card for a DA client, it ta es about 2 Weeks far the
card to be sent to the client Do

- ‘When clients subrit an email to Bus Pass email, is takes erage af Xx:days for staff to
respond. This timeframe is expected to go up during lmplementatlon due to-an anticipated
increase in the humber of reguests.

Changing from Bus Pass to $52.in-2016

2016

When clients with a 2016 bus pass wants to choose the $52 ey cantact SDS! any time between now
and August 5. {(we would like t___ start thiSFlE weeldj _--S. 13

_:"Ce all ct‘.rrrent DA clients who are bus pass holders will receive a

To ensure clients are awaré fthis ch‘

- contract with Translink

2016 Bus pass holders who dc not respond by the deadline, ar who advise they want cash - will not

2017

Bus pass renewal for 2017 will begin in October to avoid interaction with 2016 choice. Letters wili be
send out in batches aver a few weeks as per.usual process.
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Clients who submit a 2017 BP application by Dec 5th will receive Jan 1 bus pass. Those who miss this
deadline will receive $52 for lanuary.

Process Decisions Needed:
1. Determine how this policy intent is possible. Jt is noted that passes are send autematically when

a client submits a payment, therefore a system change would be needed if we want to change
this— :

2. How do we change carrier Jetter so it [dentifies which month-_tha-bug;'p_a_gs- is intended far. For
example, if they submit their BP application Jan 2, the carrief letter shouldinform the client the
bus pass if for the months of Feb.— Dec {récognizing the pass can be used as $oon as the client
receives it} A LY e

Changing from 552 to 8

Clients who transition from 552 to Bus Pass - will be:;_ret;d ] endmg golution next week. Need to
determine the trigger to stop $52 will be the SR for bus pass@pplication for current bus pass year

Decision Reguired: If clients reapply for bus pass fo'r--twé.d[-.__mﬁfé times in the year, will they have to
repay the 3457 Or will they pay the $-.‘_|._0f 26, 50 amounts used for replacement cards?
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Evans Locker, Ann SDSEEX

From:
Sent:
To:

Subject:
Attachments:

Jensen, Dana SDSLEX
Friday, April 1, 2016 12:10 PM

MacLean, Amber SDSLEX; Craigie, Shelly M SDSLEX; Shenton, Kim SDSLEX; LaHue, Anita

SDSLEX; Kelly, Georgina SDSI:EX;' Muraro, Yvonne T SDSLEX
quick comments needed - i neéd to get to policy asap as they are briefing ADM
DRAFT DA Rates and Transportation Changes April 1.dock
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DRAFT DA Rates and Transportation Changes

April 1, 2016

DA Rates
All DA recipients receive an increase, including clients in receipt of support and shelter, Room and
Board, Special Care / Comforts with Per Diems, and Hardship Assistance.
s Everyone receive $25 plus choice of either $52 or subsidized bus pass (referred to as
Transportation Support Allowance (TSA}}.
* The new DA income level for intake eligibility is $983.
& The choice of $52 or bus pass will be offered to new DA cases:. [ Due to the
administrative time to issue a bus pass {about 2 weeks), it is éxpe 5
choose the $52 for their first month of assistance. =
e $52 will be a monthly benefit, and will not be prorated. "
Clients who choose the $52 per month can spend it |

Process Decision Required: how do cllent teII
versa? : "
Options include: 5
- Usefree form sectlon of Monthly Report since this section of the form is free form it cannot be
automated therefore it. is Ifkeiy some comments will be missed
- 1-877
- bus pass.email
- myss: not alt DA cases are or MySS
- __C__qmblnat_lon of the above

DSl they want to change from bus pass to $52 or vice

Clients:who leave Dlsablllty Assistance for M5O, will retain.access to a bus pass or transpoertation
allowance for remamder of that year (referred to as the Transitional Transportation Support (TTS).

Policy Decision Reguired: Will DA cases retain access to TTS for the remainder of the calendar year or
AEE year (Mar 1-Fel 28}

Considerations:

- The bus pass is issued for a calendar year, therefore if the intent is to provide the bus pass til the.

end of Feb28, a new business process would be required

460 of 467



Decision Reguired: What to do about TSA for clients whose cases close because of ineligibility for DA

{e.g no MSO eligibility).

Currently, if the case closes the bus pass is not cancelled unless cit is deceased. If clt loses the pass and
asks for replacement, they would be given a replacement. Replacing cost would stay same (10, 20, then

50}

Reasans why a file may close:

Single pwd

Deceased

Moved out of Province of British Columbia
In prison/halfway house

Residing on reserve . N
Ineligible {e.g. for any non-MSQ reason including the stub said- not needmg as___ stance, :
returned, got married and now income in excess, non-co 'phanc ar info’ hrough- K
letters/signals, no support or shelter issued for 2 mcmths o file closed) g

Table 1: Single DA case with Non Exempt Inu:orrfé "5931.42 or"i'é:s; ]5931.42 = $506.42 +25)

Manthly Calculation Monthlv Pavment
$931.42 Ranges between $52 and 5983 A2
+552 : ;

—'max income $931.42

$931.42 }
+ bus pass valued at $52

Ranges betweei $52 and $931.42 and bus pass

— max inceme $931.42

For example:

'A"persb'n who has $920 in other income (earned or unearned) is eligible for $63.42 in
. assistance.: They may choose to receive $63.42 in cash, or receive $11.42 in cash'and receive a

hus pass.

Table 2: Singlé: DA éése with Non Exempt Income of §'931.01 to $982.99

Monthly Calculation Monthly Payment

$931.42
+ §52
— income of $831.01 to 5582.99

payment amount in this dollar range)

Ranges between $0.01 and $51.99 and TTS of $52 (triggered by a

$931.42 Ranges between $0.01 and $51.99 and hus pass

+ bus pass valued at $52
— income of $931.01 to $982.9%
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For example:
s A person who has $982 in other income (earned or unearned) is eligible for $1.42 in assistance
plus can receive an additional TTS of $52 or a bus pass. '
» A person who has $935 in other income (earned or unearned) is eligible for $48.42 in assistance
plus can receive an additional TTS of $52 or a bus pass.

Table 3: Single DA case with Non Exempt Income is $983 or greater

Monthly Calculation Monthly Payment
$931.42 50, therefore, issue Transitional Transportat;on Support {TTS) of $52
+ §52 for remainder of the year

- income > 5983.42
Then starting March 1, $0 per month if not back on DA

$931.42 S0, therefore, issue Transitional Transportatlon Support {TTS} of bus
+ bus pass valued at $52 pass valued at $52 for remam er. of the? year &
— income of $983 or mare :

Then starting March 1 SO per month :f not back on DA

For-example: A person who has $1,000 in other income (.. rned'-o_r un'ea rned) |s not efigible for
assistance. If they recently transitioned to IVISO they ma\ar b _etiglbie:f 35 TTS of $52 or a bus pass until
the end of the year. "

Table 4: Single DA case in Licensed_Res.i' ental Care

Monthly Calculation Pavment o
$120 (555 + 25) T Range"s*‘b tween $52 and $983
+ daily user fees R L
+552
- income o
$120 (595 + 25} “ | 'Ranges between 50 and total of $120 + user fees

+ daily user fees “and bus pass valued at 852
+ bus pass valued at 552

mcome

Bus Pééi‘.:

All clients who .q_h_oo"ée a Bus Pass will be able to use it in all transit areas in the Province

Client will eontinue 1o be able to get a replacement bus pass if last/stdlen for a cost of 510 for first
replacement, 520 for second replacement, then $50 for each additional. Current replacement policy
woutd remainiin place, therefore, if an MSO client requests a replacement card during the calendar, a
replacement would only be approved if the client was on DA during that calendar year. For example:
- DA case becomes MSD i June 2016..
o If they ask for replacement card in September 2016, a replacement would be issued
o |If they ask for a replacement card in March 2017, a replacement would not be issued as
they were not eligible for DA within the 2017 bus pass year.
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Notes:

- When $DSI natifies Translink to cancel a pass, the pass is cancelled overnight

- BC Transit passes cannot currently be cancelled. If a Magnetic strip is added to their cards in
future, only Victoria cards can be cancelied as the card readeérs on buses in other areas do not
have the technology

- When SD5i requests a Translink or BC Transit card for a DA client, it takes about 2 weeks for the
card to be sent to the clierit

- When clients submit an email to Bus Pass email, is takes an average- of XX days for staff to
respond. This timeframe is expected 1o go up during mpiementatlo' .due to an antictpated
increase inthe number of requests. R

Changing from Bus Pass to 552 in 2016

2016

When clients with a 2016 bus pass wants to choo__e the $S2 they contact SDSI any time between now
and August 5. (we would like to start this next. week) 5

To ensure clients are aware of this chmce alt current A cllents who are bus pass holders will receive a
letter in late June. If they wish to swrcch to S?? must ad\nse by Aug 5.

As clients advice the ministry t ey want the 552 the...: iles will be tagged {using an SR with a specific type
and sub type) to allow for actlon n: August

- For Sept paym_e_nt..(l_ssue Aug 24), these files will receive the 552 (ideally using a batch system
joh) v ' Lo
-  The translmk cards Wl|| be ca celled effective Oct 1 (ideally using a batch system job)

o+ - NOTE: i we do. this for mere than the ane manth transition as this impacts our
~contract w;__;:h Translink

2016 Bu§--:pass holders who do not respond by the deadline, or who advise they want cash - will not
cancel their pass:until Febroary

2017

Bus pass renewal for 2017 wil! begin in October to aveid interaction with 2016 choice. Letters will be
send out in batches over a few weeks as per usual process.

Clients who submit a 2017 BP application by Dec 5th will receive Jan 1 bus pass. Those wha miss this
deadline will receive $52 for January.
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If BP application is received after the deadline, the client will receive bus pass effective February.

Process Decisions Needed:

1. Determine how this policy intent is possible. It is noted that passes are send automatically when

a client submits a payment, therefore a system change would be needed if we want to change
this —

2. How do we change carrier letter so it identifies which month the bus pass is intended for. For
exampie, if they submit their BP application Jan 2, the carrier letter should inform the client the
hus pass if for the months of Feh — Dec (recognizing the pass can be used as soon as the client

receives it}

Changing fram $52 to Bus Pass

Clients who transitionfrom $52 10 Bus Pass - will be recom mendi_n'g'.;:_solutitjh next Jv_gek. Need to
determine the trigger to stop 552 will be the SR for bus pass__applica'f'i'on_for current bus pass year

Decision Required: If clientsreapply for bus pasgg-fb?rtwo (::'i"t:'f*rn_dré tir_ﬁ'és_gin the year, will they have to
repay the $457 Or will they pay the $10, 20, 50 é‘mpunts;;ysed‘*far replacement cards?
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Evans Locker, Ann SDSEEX

N
From: MacLean, Amber SDSLEX
Sent: Thursday, April 7, 2016 10:34 AM
To: Kelly, Georgina SDSLEX; LaHue, Anita SDSLEX; Receveur, Cameron SDSLEX; Jensen,

Cc:

Dana SDSLEX; Pendergast, Shannon M SDSLEX; Muraro, Yvonne T SDSLEX; Hall,
Sharlene SDSLEX; Lewke, Sandy L SDSEEX
Oh, Alvin SDSEEX

Subject: RE: Important - Decisions Required

Thanks so much for the great discussion. Here are ocur notes so far. We will reconvene.

1) channels through which client can indicate that they want to change from bus pass te $52 or vice-versa.
Options include MySS which would likely mean a system impact. Needs to be finalized.

-Client needs to advise by 5th (reporting cycle) for activation following month. BP must remain active until
30th/31st of current month.

-If client submits late notice (not processed before cheque run cutcff} - bus pass must remain active the following
month,

-What is 'trigger’ for $52 - eaw initiated? Automatic based on bp cancellation? {may not be possible or available
immediately}
-If manual - will need more resources, and be trained.

-Setting order to pending? Creates reporting/processing issues.
-Stubs: Free text
-Current approach is email and phone via the bus pass website, Bus. pass staff action these.

Create SR with BF date. System batch run to cancel Bus Pass based on SR fields, and create new benefit.
BP Type 'Bus Pass' and SubTypes 'Cancellation’ have been proposed.

This impacts system financial controls, EAW has EA te do this.

Ensure Bus Pass staff may still be able to cancel other types of cases {e.g. deceased). Want this to be treated
separately.

-¢.g., Email received 5th of the month to cancel bus pass/switch to $52. FAW responds to client.-Opens Bus Pass
case. Cancelling Bus Pass reason new benefit. Do not send Translink job - Run batch job against those criteria
(reason code) to create benefit for next cheque, and cancel bus pass at the appropriate date (end of month or
following month, depending on

There is no existing cancelled reason code.

Batch job.to cancel card may not be too onerous. Batch job to create new benefit may be more problematic.
Need to have backup manual process to issue the $52:

EAW must determine end-date of Bus Pass so that system doesn't need to calculate.

Worker must create SR for benefit plan $52. needs to be LINKED to Bus pass SR cancellation. Avoid risks of
cancelling Bus Pass and not issuing 552 benefit.
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Creating benefit plans is time~-consuming. Concerned we wouid make the timeframe to implement for September.
Manually - can set up benefit plan future-dated

Today, system architecture does not reference Service Requests for OPA decisions. This would be significant
change.

-MySS
SDD needs to put forward request for additional staff resources.
Between now and September 1 - process to document client notifications:

What if they change their mind? Will be 1-month transition {will have bus pass AND 552 until Sept 30}. "Gate" to
hold everything back for batch job end of August wili need to have a different date.....

E.g. Client notifies us August 10th ta switch to $52. August cheque run (for September benefit} will have $52 AND
bus pass to be cancelled Sept 30. (To account for one-mth transition).

E.g. Client notifies us AFTER cheque run - August 29th. Will receive $52 for October benefit month. Bus pass is
cancelled Sept 30th.

Go-Forward: Advises Sept 10th to switch to $52. $52 effective September cheque run {for October benefit). Bus
Pass is cancelled September 30th. (night run end of day Sept 30}

Advises Sept 26th - switch to $52. $52 effective Octaber-cheque run (for November benefit). Bus pass cancelled
October 31st (last run of the month?) OR nightly?.

Ensure bus passes are effective for complete calendar months.
When worker creates SR

2) Clarification an the bus pass administrative fee is required. If a client chooses bus pass, then changes to $52
then back to bus pass, how is this to be treated within the bus pass program? | do not believe that there is currently
a way to reactivate a cancelled bus pass, so would this be a zerp-cost reissue? This is not currently consistent with
any process in the bus pass program.

15

Today: If apt-out or lose pass. Replacement fees-are in place. Currently expecting last pass pracess to remain status
quo.

Change: If receiving TSA and want to switch to bus pass - 1st time, they will pay $45.

If switch to 552, then back to bus pass - na costs to be billed.

Seniors/immigrant population will still be paying replacement fees.
We will expect increased re-enrolments.

Translink costs apply.
Need another benefit line option: e.g. instead of replacement product, another option to be $6.00 'reinstatement”.
Currently have a $0.00 cost option in system, "Other". Can add reason as to why - open text field.

Can we have:2 hard-coded text option? (e.g. reinstatement) Helpful to distinguish b/w PWD and other cases.

We pay $5.00 per card.
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----- Criginal Appointment-----

From: Maclean, Amber SDSI:EX

Sent: Wednesday, April 6, 2016 3:37 PM

To: MacLean, Amber SDSIL:EX; Kelly, Georgina SDSL:EX; LaHue, Anita SDSI:EX; Receveur, Cameéron SDSI:EX; Jensen,
Dana SDSI:EX; Pendergast, Shannon M SDSI:EX; Muraro, Yvonne T SDSI:EX; Hall, Shariena SDSI:EX;. Lewke, Sandy L
SDSI:EX

Cc: Oh, Alvin SDSL:EX

Subject: Important - Decisions Requirad _

When: Thursday, April 7, 2016 9:30 AM-10:30 AM (UTC-08:00) Pacific Time (US & Canada).

Where: onlineg 17

We must discuss and decide on the service delivery components of the faliowing priority questions for the
Rates Project - please move any conflicts you may have so this can be ironed out Thursday morning.

1) channels through which client can indicate that they want to change from bus pass to TSA or vice-
versa. Options include MySS which would likely mean a system impact. Needs {0 be finalized.

2) Clarificaticn on the bus pass administrative fee is required. If a client chooses bus pass, then changes to $52 then back to
bus pass, how is this to be treated within the bus pass program? 1 do not believe that there is currently a way to reactivate
a cancelled bus pass, so would this be a zero-cost reissue? This is not currently consistent with any process in the bus pass
program.
In this situation they could get a bus pass for at no cost, as they would have paid the 545 admin fee earlier in
the year. We will need a process 1o initiate getting the person a new pass at no cost. | would suggest we get a
working group together to iook at how we do this (so ISD, bus pass; amber, Shannon and any other service-
delivery staff as needed)

Join online meeting
s.17

First online meeting?
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