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Staff Recommendation

That:

1. The following resolution regarding the Office of the Seniors Advocate, as attached to the
report "Provi ncial Office of the Seniors Advocate" dated June 13, 20 12 from the General
Manager of Community Services, be fo rwarded to UBCM for consideration at the 2012
UBeM Convention:
WHERbAS the Be Ombudsperson released "The Best a/Care: Getting it Right Jor Seniors
(ParI 2)}} with J 76 recommendations to improve home and community ,'are, home support,
assisted living and residential care services Jor seniors;
AND WHEREAS the Province released "Improving Care for B. C. Seniors: An Action Plan "
in response, including the commitment to establish an Office of the Seniors Advocate;
AND WHEREAS the Province conducted public consultations in June and July 2012 to help
shape the role andfunctions of this Office;
THEREFORE BE IT RESOLVED that the UBCM request that the provincial government
ensure that the Office of the Seniors Advocate will, to suffiCiently address the BC
Ombudsperson's recommendations:
•
•
•
•
•
•

be independent andfully resourced;
focus on home and community care, as well as health promotion services;
provide proaclive, systemic advocacy;
prepare and enforce procedures regarding seniors ' care facility complaints,
inspections and reporting;
be accessible and ref,ponsive to Be 's diverse and growing seniors population; and
support/ocal and provincial seniors' organisations.

2. A letter be sent to the Premier, wi th copies to the appropriate Minister and Riclunond MLAs,
regarding proposed roles and functions of the Offi ce of the Seni ors Advocate.
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June 13, 20 12

Cathryn Volkering Carli le
General Manager

Art. 3

REPORT CONCURRENCE
ROUTED To:

CONCURRENCE

Intergovernm ental Relations & Protoco l Unit
REVIEWED BY TAG
SUBCOMMITIEE
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INITIALS:
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-, Staff Report

Origin
February 20 12, the Be Ombudsperson released an extensive report with reconunendations
regard ing seniors' care, "The Best of eare: Getting if Right for Seniors (Part 2)". The report
included 176 recommendations to improve home and communi ty care, home support, assisted
living and residential care services for seniors . Key recommendations are outlined in
Attachment 1.
[n

Concurrent with the Ombudsperson's report publication, the Province released a response,
"Improving Care for B.C. Seniors: An Action Plan". The Plan includes a number of key actions
that the Province wi ll undertake to implement the Ombudsperson's recommendations. The first
action is appointing a Seniors Advocate "to assist and protect seniors receiving public and
private community and health care services and ensure complai nts are resolved."
The Province has cOlluni tted to establi shing an Office of the Seniors Ad vocate, and is currentl y
conducting province-wide public consultations regarding the role and function of lhe Office.
The Richmond Seniors Advisory Committee (RSAC) had previously requested that Counci l
endorse the Ombudsperson's recommendations but, following discussion with their Counci l
Liaison, decided to make a more specific request. The RSAC subsequently focused on proposed
Provi.ncial actions, and drafted a letter highlighting their priorities for the Office of the Seniors
Advocate. The RSAC resolved at their June 2012 meeting to request that a letter bascd on the
attached be sent to the Province (Attachment 2).
Analysis

1. Letter Regarding the Office of the Seniors Advocate
The RSAC proposes in Attachment 2 that the Office of the Seniors Advocate:
1.
2.
3.
4.

be independent and fully resourced,
focus on home and community care, as well as health promotion services,
provide proactive, systemic advocacy on behalf of BC seniors,
prepare and enforce procedures regarding seniors' care facility complaints, inspections
and reporting process,
5. be accessible and responsive to BC's diverse and growing seniors population, and
6. support local and provincial seniors' organizations.

The RSAC provides rational e for why each area is deemed critical for the Office to undertake.
Staff concur that each of these areas is key to ensuring that seniors are supported and cared for in
the best possible manner. With our rapidly increasing seniors population, the importance of this
Office in ensuring seniors well-being cannot be underestimated .
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2. UBCM Resolution
The Union ofBC Municipalities CUBCM) is currently receiving resolutions for consideration at
the September 20 12 Convention. A draft resolution outlining RSAC pri orities for the Office of
the Seniors Advocate is 3U3ched for Council's consideration (Attachment 3). The UBeM
deadline for resolutions is June 30, 2012.
Staff surveyed other Lower Mainland municipalities to determine if others were considering
putting forward such a motion, but no affirmative responses were received.
Financial Impact

There is no financial impact.
Conclusion

After reviewing the Ombudsperson's recommendati ons and the Provincial response, tbe RSAC
has identifi ed priority roles and functions for the proposed Office oftbe Seniors' Advocate. As
consultations regarding this Office are currently tmdcrway, the RSAC is requesting Council
support in shaping how this Advocate can best ensure the well-being of seniors. Staff also
recom mend Council's consideration ofa UBCM reso luti on supporting the RSAC request.

Lesley Sherlock
Social Planner
(604-276-4220)
LS :Is

CNCL - 82

ATTACHMENT I

News Release
www.bcombudsperson.ca
For Immediate Release
NR12-01
February 14, 2012
IMPROVING THE CARE OF SENIORS,
OMBUDSPE RSON RELEASES REPORT WITH 176 RECOMMENDATIONS
VICTORJA - Today Ombudsperson Kim Carter released a 400 plus page report on her office's three
year investigation into the care of seniors in British Columbia. The Best o/Care: Getting it Right/or
Seniors in British Columbia (Part 2) is a comprehem;ive and in depth investigation that makes 143
findings and 176 recommendations. The recommendations arc designed to improve home and
community care, home support, assisted living and residential care services for seniors.

"Our report focuses on key areas where significant changes should be made with many
recommendations that can be implemented quickly," says Carter. "We need to provide a renewed
commitment to some of the most deserving and vulnerable members of our communities; a
commitment that focuses on thei r needs, listens to their concerns and respects their choices."
The report makes specific recommendations to the Ministry of Health and the five regional health
authorities. These recommendations include:
• Providing clear information to seniors and their fam ilies; tracking key home and community
care data and reporting it publ icly in an annual home and community care report
• Supporting seniors and fami lies in navigating the home and community care system
• Protecting seniors through consistent reporting and tracking of abuse and neglect
• Protecting those who complain in good faith about home and community care services from
any adverse consequences for doing so
• Assisting seniors 10 continue to live at home by assessing the adeq uacy of current home
support programs and analysi ng the benefits and costs of expansion
• Ensuring objective and enforceable standards of care fo r home support services
• Ensuring fair and equal treatment by immediately making certain that no seniors in assisted
living are charged for services and benefits that are included in the assessed client rate
• Establishing an active inspection, monitoring and enforcement program in assisted living
residences
• Ensuring equal treatment, benefits and protection of seniors in residential care by
establishing one legislative framework that applies to all residential care facilities
• Ensuring fair treatment by not charging fees to seniors involuntarily detained in residential
care under the Mental Health Act
• Ensuring objective and enforceable standards of care for seniors in residential care
• Enhancing dementia and end-of-l ife care services in residential care
During the investigation, the Ombudsperson found that the Ministry of Health has not made sure that
seniors and their families have access to adequate assistance and support to navigate the complex
home and community care system; has not analyzed whether the home support program is meeting
its goal of assisting seniors to live in their own homes as long as it is practical; and that it is
ineffective and inadequate for the Ministry of Health to rely on responding to complaints and serious
incident reports as its main form of oversight for assisted living. The Ombudsperson also fou nd that
the Ministry of Health' s decision 10 maintain two separate legislative frameworks for residential care
has resulted in unfair differences in the care and services seniors receive and the fees tbey pay.
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"Our goal is for there to be consistent, province-wide standards and processes that treat seniors
across B.C. in a fair and equitable manner," adds Carter.
While the health authorities have responded to some of the recommendations in the report, the
majority of the Ombudsperson's recommendations arc currently being considered by the Ministry of
Health. The Ombudsperson will monitor progress that is made on the recommendations and report
the results through the office's website .
The Ombudsperson launched her systemic investigatio n into seniors' care issue~ in 2008.
Part I of the Ombudsperson's report, The Best o/Care: Getting it Right/or Seniors in British
Columbia (Part J) was released in December, 2009. It contained 10 recommendations that focused
exc lusively on issues affecting sen iors in residential care.

The Best a/Care: Getting it Right for Seniors in British Columbia (Part 2) is available at
www.bcombudsperson.ca.
Also released today are two additional investigation reports related to seniors' care issues. Both
repons and news releases can be found at www.bcombudsoersoo.ca. They arc:
• On Short Notice: An Investigation o(Vancouver Island Health Authority's Process (or
Closing Cowichan Lodge
• Honouring Commitments: An Investigation o[Frafer Health Authority'.~ Transfer ofSe"iors
from Temporarilv Funded Residential Care Bed..
•

Read the Seniors' Report (Part2)

•

FACT Sheet
-30-

For furthe r information :
Alexis La ng Llilln
Outreach, Information & Education Officer
Office of the Ombudsperson
www.bcombudsoerson.ca
250-356-7740
alunn@bcombudsperson.ca
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THE BEST OF CARE, (Parl2)

FACT SHEET

www.bcombudsperson.ca

Home and Community Care Services

Authorities Invo lved with the Investigations

In this report, the Office of the O mbudsperson
examined three types o f health services for seniors that
fall under Home and Community Care Services: home
support, assisted li ving and residential care. Delivering
the service is the responsibility of five regional health
authorities and whi le there is legislation that regulates
the provision of services, much of the actual operation
is guided by policy. Each year, over 50,000 seniors in
B.C. and their families are impacted by home and
communi ty care services.

The Ministry of Health, the Ministry of Ho using, the
Fraser Health, Interior Health, Northern Health,
Vancouver Coastal and Vancouver [sland Health
authorities were involved in the investigation.

Key Recommendations (R)
Home an d Com munity Ca re
•

Provide clear information to seniors and their
families and track key home and community
care data and report it publicly in a n annual
home and community care report
(R) I to 5, 9 to 11 and 19

•

Support seniors and fam ilies in navigating the
home and community care system (R) 22

•

Protect seniors through consistent standards for
training, registration, and criminal records
checks for all care a ides and com munity health
workers (R) 23 to 26

•

Protect seniors through consistent reporting and
tracking of abuse and neglect (R) 27 to 32
Protect those who complain in good faith about
home and community care services from any
adverse conseq uences for doing so (R) 33

Our Role
The Ombudsperson is an independent o(ficer of the
legislature appointed pursuant to the Ombudsperson
Act. In this investigation, we looked into the
administrative actions of provincial authorities with the
goal of ensuring they deal with people and deliver
services in a fair and equitable manner.

The Investigation

•
The seniors investigation was launched in 2008 and in
2009 the Ombudsperson released the resu lts of the first
part of the investigation with The Best of Care (ParI J).
That report focussed on three residenti al care issuesresidents' rights, public information, and the role of
resident and fam ily councils.
The second part of the investigati on looked at general
home and community care issues, home support,
assisted living and residential care and the role of the
authorities involved. Issues investigated include access
to services, adequacy of information, standards of care,
complaints processes, and monitoring and
enforcement. The investigation resulted in a report that
makes 143 fmd ings and 176 recommendations. T he
report, issued in three volumes, can be viewed by
selecting: Overview (summary), Volume 1 (full report
on home and community care, home support, assisted
living) and Volume 2 (full report on residential care).

Home Suppo rt
•

Assist seniors to continue to live at home by
assessing the adequacy of current home support
programs and analysi ng the benefits and costs
of expansion (R) 34

•

Ensure equal treatment by deve lopi ng consistent
and adequate time allotme nts for home support
activities ( R) 35

•

Support seniors by establishing a set time frame
within which seni ors requiring home support
will rece ive services (R) 36 to 38

•

Enhance home support by includi ng continuity
of care as an underlying princ iple (R) 40
Ensure objective and enforceable standards of
care for home support services (R) 42 and 43

•

Page I I
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FACT SHEET
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Assisted Living
• Ensure the Office o f tile Assisted Living Registrar ccases to contract with the Health Employers Association for
staff (R) 51
• Ensure fair and equal treatment by ensuring immediately that no seniors are charged extra for services and
benefits that are included in the assessed client rate (R) 53
•

•
•
•
•
•
•
•

Ensure there is a legal foundation for any expansion of services and a concurrent increase in the mon itoring and
enforcement powers of the registrar (R) 54 to 56
Support Seniors by establishing a timeframe within which seniors requiring assisted living will receive service
(R) 63 to 65
Protect seniors by establishing a clear, consistent and fair process fot assessing whether they arc still able to live
in assisted living (R) 59 to 6 1, 67
Ensure objective and enforceable standards of care for assisted living (R) 69
Provide legally enforceable tenancy rights to assisted livi ng residents (R) 82 to 84
Enhance protection of seniors by establishing a single, accessible process to respond to all complaints about
assisted living (R) 75 to 81
Enhance protection of seniors by improving reporting of serious incidents (R) 85 to 87
Establish an active inspection, monitoring and enforcement program (R) 88 and 89

Residential Care
• Ensure equal treatment, benefits and protection of seniors in residential care by establishing one legislativc
framework that applies to all residential care facilities (R) 94 to 96
• Provide choice and offer flexibi lity in moving into residential care (R) 100, 117, 119 and 120
• Act transparently by providing seniors and their families with the information they need to make decisions about
placement (R) 102 to 107
• Enhance the transparency of the admissions process by establishing a standard admissions agreement and by
bringing Part 3 of the Health Care (Consent) and Care Facility (Admission) Act into force (R) 86-87
• Ensure fair treatment by not charging seniors involuntarily detained in residential care under the Mental Health
Act fees (R) 130 10 132
• Ensure objective and enforceable standards of care for seniors in residential care (R) 133 and 134
• Establ ish consistent rules on the use of restrain Is (R) 135 to 137
• Ensure there are clear legal requirements that apply to obtaining consent for the administration of medication
(R) 139 to 14 1 and 154
• Establish specific staffing standards for residential care facilities (R) 142 to 143
• Enhance dementia and end-of-life care services in residential care (R) 145 to 147
• Provide a simple and responsive complaints process (R) 148 and 149
• Improve the reporting of incidents, inspections, monitori ng and enforcement practices (R) 152, 153, 156 to 167
• Establish more transparent and flexib le processes for moves between facilit ies and moves on closure of facilities
(R) 168 to 176

Additional Notes on the Recommendations
Recommendations can also be accessed by selecting links to the follow ing: home and community care, home support,
a"sisted living, residential care, and by region. The full list is available in the Ovcrview and Volume 2
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ATIACHMENT 2

Richmond Seniors Advisory Committee
Serving Richmond since 1991

-''''

June 13, 20 12

Richmond City Counci l
69 11 No.3 Road
Richmond, Be V6Y 2Cl

Dear Mayor and Councillors:

Re :

P rovincial Office of the Seniors Advocate

At the June 13 meetin g of the Richmond Seniors AdvisOIY Committee (RSAC), it was moved:

"That the RSAC request that Council send a letter to the Province regarding the role and
function a/the Office a/the Seniors Advocate a~ suggested in the attached document. "
Please find attached a proposed letter for Council to consider sending to the Province, as
consultations regarding the ro le of the proposed Office of the Seniors Advocate are cUlTcntiy
underway. The suggestions contained therein reflect priorities identified by our Committee with the
well-being of Richmond, and indeed aU Be seniors, in mind.
Thank you fo r considering this request.

Kathleen Holmes

Chair, Richmond Seniors Advisory Committee
:ls
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Richmond CityHaU 6911
No.3 Road,Richmond,BCV6Y2CI
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June 13,2012

Seniors Action Plan
Ministry of Health
PO Box 9825, STN PROV GOV
Victoria, BC V8W 9W4

Roo

SENIORS ADVOCATE

We write to support the provincial govemme nt' s recent announcement that an Office of the
Sen iors' Advocate will be established, and to outline key features needed for an effecti ve mandate.
The creation of an effective advocate position is an important step towards implementing the BC
Ombudsperson's comprehensive recommendations for improvi ng access and accountabili ty in
BC' s system of home and community care. As the Ombudsperson's recent report (The Best of
Care: Getting it Righ t for Sen iors in British Columbia - Part 2) makes clear, the need fo r an
advocate is not simply the resu lt of isolated incidents of abuse or inappropriate care, but rather
renects widespread systemic problems. As slIch, it is vital that the new Office of the Seniors'
Advocate have an independent, proactive and systemic mandate, incl uding a focus on
health promotion, and also be accessible and responsive to BC 's diverse seniors population.

1. Independent and Fully Rcsourced
The Office of the Seniors' Advocate must be established as an independent offi ce ofthe BC
Legislature with an obligation to repolt publicly on an annual basis or more often if necessary. The
Seniors ' Advocate should be structured simi larly to the powers a nd responsibilities of the
Representative for Children and Youth. It is extremely important that Lhe Seniors' Advocate be
independent, full y resourced and report directly to the full iegislarure.

2. Focus on home and community care as well as health promotion services for seniors
The Office of the Seniors' Advocate shou ld focus on Be ' s home and commun ity care system as
well as health promotion services that have the potential to improve seniors' hea lth and well-be ing,
reduce the use of expensive acute care services, and support sen iors to live independently in their
homes for as long as possible. The Advocate' s mandate should focus on the current servi ces
offered through home and comm unity care (home support, home care, assisted living,
rehabilitation, res idential care, and end-of- life care/pall iative care), and in addition:

3552236
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a) Ensure access to soc ial supports for seniors who are unab le to mai ntain social connections on
their own (such as outreach programs that reduce isolation, social activities, health education and
exercise programs that promote healthy aging) and access to basic services such as ass istance w ith
meal preparation, cleaning and house maintenance .
b) Ensure appropriate monitorin g ofthe broader detcnninants of health such as affordable ho usi ng
and access ible, affordable transportation that support seniors to live independently in their homes
for as long as poss ib le.
3. -P roactive, systemic advocacy on behalf orBe se niors
Rather than be complaints-driven only, the Offi ce of the Senio rs' Advocate sho uld be mandated to:
a) Advocate on behalf of seniors to ensure that home care, community care and hea lth promotion
services meet their needs, and that seniors have the ab ility to advocate fo r cnhancements to these
services. The advocate must, in collaboration w ith the o mbudsperson, ensure that all the
recommendations in her Report, "The Best ofeare: Getting it Ri ght for Seniors in British
Co lumbia (part 2)" are implemented.
b) Ensure that systematic monitoring, review, and public reporting on ho me care, communi ty care
and health promotion serv ices, funded or contracted, are provided by the provinc ial government
and its service agencies.
c) Ensure that legislated protection is prov ided to those employees and users of serviccs in health
care fac ilities and concerned members of the pub lic who compla in or prov ide in fo rmation on
instances of abuse, inadequate or lack of care in such fac ilities.
d) Ensure that seniors at a ll levels of care and all ethnic groups receive tlle same level of service
prov ided by the govern ment in Acute Care, Home Support, Ass isted Livi ng and Residentia l Care.
e) Work co llaboratively w iLh the Ministry of Hea lth, health authorities, service providers, and
seniors' organi zations to improve the integration and standard ization of services and to ensure a
responsive and accountab le system of home care, community care and health promotion services.
f) Provide a range of advocacy services to seniors and/or people caring for them, includi ng
sufficient resources to support self-advocacy and community-based advocacy, monitoring and
address ing problems in existing complaints processes, and in some cases advocating directly o n
behalf of seniors.
g) Ensure (hat the above activities and supports focus on the needs of v ulnerable and/or
marg inal ized seniors, includ ing First Nations, imm igrant and visible minority seniors, the frail
elderly, seniors with low incomes and LGBT seniors .
4. COml)la in ts, lnspections and R epo rting P rocess
a) Tberc must be specific guideli nes and they must be enfo rceab le and enfo rced.
b) Inspections o r any and a ll seniors' care facilities sho uld be at random, not known in
advance and exemptions from compli ance be mon itored by either the Advocate or an outside
qual ifi ed third party.

3552236
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-35. Accessible and responsive to

nc's diverse :lDd growing seniors Ilo pulation

It is imparL'Ull for the Advocate' s mandate to ren ee! the s ize, diversity and vulnerability af Be 's
growing senior's population, and the comp lex ity of seniors' health-re lated needs. Appropriate
processes and resources wi ll be required to identify key issues of concern ( 0 seniors in local
communities across the provi nce, and from different sub-populations (such as fra il seniors, First
Nations, imm igrant, visib le minority seniors, and LGBT seniors).

6. The new Advocate's mandate shou ld :
a) Ensure local and provincial seniors ' organ izati ons have the resources to conduct outreach to
their respective commun ities in order to identify emergi ng and long-stand ing issues of concern, and
provide info rmation to these communities about the Advocate's work.
b) Provide a range of in-person and online opportuni ties fo r seniors' organizations to engage with
the Office o f the Seniors' Advocate, including a yearly in-person meeting with key provincial
organizatio ns.
We look forward to participating in further dialogue in regard to the Office o f the Seniors'
Advocate.
S incerely,

Richmond City Council

Cc
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Th e Honourable Michael de Jong, Minister of Health
Mike Famworth, Opposition Critic for Heahh
Katri ne Conroy, Opposition C ritic for Seniors and Long-Tenn Carc
Kim Carter, BC Ombudsperson
Heather Dev ine, Sen iors Action P lan Team
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ATTACHMENT 3

Proposed UBCM Resolution: OFFICE OF THE SENIORS Al)YOCATE
WHEREAS the Be Ombudsperson released "The Best of Care: Getting it Right for Seniors (Part
2)" with 176 recorrun cndations to improve home and community care, home support, assisted
living and residential care services for sen iors;
AND WHEREAS the Province released " Improving Care for B.C. Seniors: An Action Plan" in
response, including the commi tment to establish an Office of the Seniors Advocate;

AND WHEREAS the Province conducted public consultations in June and July 2012 to help
shape the role and fLlllctions of this Office;
THEREFORE BE IT RESOLVED that the UBCM request that the provincial government ensure
that the Office of the Seniors Advocate wi ll, to sufficiently address the BC Ombudsperson's
recommendations:

•
•
•
•
•
•

35 53353

be independent and fully resourced;
focus on home and community care, as well as health promotion services;
provide proactive, systemic advocacy;
prepare and enforce procedures regarding seniors' care faci lity complaints, inspections
and reporting;
be accessible and responsive to Be's diverse and growing seniors population; and
support local and provincial seniors ' organisations.
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