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Ministry overview

Mandate

transformation enabler, and modern regulator. The ministry is committed to leadership in delivering people-
centred approaches and driving cost savings.

services and solutions, to strengthen consumer protection and public safety, and to provide vital programs,
services, and products to individuals and businesses.

https://www.ontario.ca/page/published-plans-and-annual-reports-2019-2020-ministry-government-and-consumer-services[2019-12-17 4:38:35 PM]


https://www.ontario.ca/page/government-ontario
https://www.ontario.ca/fr/page/publication-des-plans-dactivites-et-rapports-annuels-de-2019-2020-ministere-des-services
https://www.ontario.ca/page/government-ontario
https://www.ontario.ca/page/government
https://www.ontario.ca/page/all-published-plans-and-annual-reports
https://www.ontario.ca/page/published-plans-and-annual-reports-2019-2020

Published plans and annual reports 2019-2020: Ministry of Government and Consumer Services | Ontario.ca

About the ministry

products that help transform government and serve Ontarians better. Improving digital service delivery is at the
heart of the ministry’s approach, as a way to increase value for investments and enable simpler, faster, better
services for the people and businesses of Ontario.

Ontario Shared Services provides centralized internal shared services for all ministries, employees and select
agencies. This includes procurement, finance, transfer payment administration, human resources, pay and
benefits, and enterprise business services through multiple channels, including digital.

The Enterprise Information Technology Services Program provides leadership in establishing modern

services such as hosting services, service management and network capabilities.

Government Infrastructure Projects is responsible for managing a large portion of Ontario’s public real
estate portfolio, which is one of the largest public-sector real estate portfolios in Canada. It is responsible for
developing policy, legislation and programs related to public and forfeited real estate, and contributing to the
delivery of world-class public services. This includes implementing real estate strategies, portfolio planning,
acquisition and disposal of properties, space management, capital planning, and leasehold improvements. The
program oversees the realty portion of Infrastructure Ontario.

Information, Privacy and Archives acts as the steward of the records of the Province of Ontario, providing
enterprise strategic and policy advice and guidance to ministries, agencies and the broader public sector on
records and information management, access to information, and privacy protection. It collects, preserves,
promotes, and facilitates access to the province's documentary memory for current and future generations.

The Government Services Integration Cluster provides strategic advice and cost-effective technology
solutions for the Ministries of Economic Development, Job Creation and Trade; Seniors and Accessibility;
Government and Consumer Services; Infrastructure; Francophone Affairs; and the Energy portfolio within the

necessary for its supported ministries and agencies to operate, modernize, and transform their businesses.

ServiceOntario is the gateway to government services for individuals and businesses. It offers health card;
driver and vehicle services; outdoor licensing (hunting, fishing); vital events; land and personal property
registry; and, business registration services. It helps Ontarians through multiple channels including in-person,
phone, mail and online.

Consumer Services is dedicated to policies, programs and services that respond to the needs of the people
and businesses of Ontario. As a modern regulator, Consumer Services provides consumer protection, public
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safety and business law services. As the government leader for digital transformation, Consumer Services
designs and delivers online services and information, and establishes digital standards and policies.

MGCS primary goals

e people and culture: fostering talent, leveraging our skills and knowledge, and assigning accountability
to show quick, iterative progress on delivering commitments

¢ driving efficiencies: making services and back office functions more efficient and driving cost savings
to support a balanced budget for Ontario

e service delivery excellence: driving operational excellence and continuous improvement in service
delivery, and transforming and streamlining delivery models across government with private sector
partners

e digital transformation: transforming through a digital first approach to lower the cost of delivery and

e supporting businesses: simplifying Ontario’s regulatory framework and reducing the administrative
burden on businesses to make it easier to engage with all of government

Some of the ways these goals are translating to action include:

processing, transfer payment administration, human resources and financial processing allows ministries and
select agencies to focus their resources on services to the public.

“‘Managing Transformation — A Modernization Plan for Ontario.” For example, the line-by-line review revealed
significant opportunities for efficiencies and cost savings through modernizing public sector procurement.
agencies and the broader public sector which will drive potential savings of $1 billion each year, address
inefficiencies and duplications that vendors face, and make it easier and faster for companies of all sizes to do
business with the government.

support the implementation of government priorities. For example, the ministry will support the consolidation of
transfer payments in multiple sectors announced in the 2019 Ontario Budget, by acting as an enterprise
enabler and expanding the mandate of Grants Ontario to include all transfer payment agencies and recurring
programs.
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reductions in contract rates, collaborating with the broader public sector, and improving the management of
applications and infrastructure.

automate and modernize public services across Ontario such as automating issuance of fishing and wildlife
licenses, more online services for employers, and more accessible traveller information.

The ministry also worked with partners to explore and train on promising new technologies and continued to
roll-out collaborative tools for staff across the OPS.

The ministry is responsible for all realty-related policy initiatives to support the delivery of public services and
assist government and other ministries with achieving their mandates and priorities. The ministry works with
Infrastructure Ontario to manage its realty portfolio to support government program delivery.

deliver tangible results through its focus on three interconnected strategies: (1) Revenue Generation, such as
the continued sale of surplus properties; (2) Asset Optimization, such as better use of office space; and (3)
Operating Efficiencies, such as centralized operational decision-making.

These three interconnected strategies would be operationalized through five key initiatives:

1. reconstruct the Macdonald Block Complex
streamline the property disposition process
better optimize the government’s use of office space

introduce a coordinated, enterprise-wide Office Realty Management Model

o >~ w Db

optimization of government land

The outcomes of these initiatives will ensure that the government realty portfolio is better managed, reduces
red tape, and saves taxpayers money.

The ministry continues to provide leadership and support to the rest of the public service in best practices
related to information management, recordkeeping, freedom of information and privacy protection. Through the
Archives of Ontario, the ministry is responsible for managing, preserving and providing access to the
province’s cultural and documentary heritage.

https://www.ontario.ca/page/published-plans-and-annual-reports-2019-2020-ministry-government-and-consumer-services[2019-12-17 4:38:35 PM]



Published plans and annual reports 2019-2020: Ministry of Government and Consumer Services | Ontario.ca

example, the existing Email Reminders service, which allows Ontarians to subscribe to receive several renewal
notifications by email, is being transformed into an enterprise service commencing with the beta launch in early
April for Driver’s licence and licence plate sticker. The digital enterprise notification service will enable other
digital renewal reminders to be added in the future such as Ontario Health Card and Ontario Photo Card.

ServiceOntario continues with the collection of the Provincial Offences Act defaulted fines for Ontarians and
municipalities by providing access to services through online and in-person centres.

ServiceOntario is improving the way the Office of the Registrar General manages service delivery and program
information. This would also support ongoing transition to digital government while maintaining program
integrity.

changed to a single name, if it is in accordance with the person’s traditional culture. This is an important part of
Ontario’s response to the Truth and Reconciliation Commission’s calls to action following the wrongs of
Canada’s residential school system.

land professionals that provides access to the province’s electronic land registration system. The ministry and
Teranet launched Phases 1 and 2 of OnLand, a web-based application that acts as a “virtual land registry
office” and enables users to view, email, print, courier, and save search results for properties located anywhere
across the province. Both Teraview and OnLand are accessible and meet French Language Service Act
requirements.

regulations, while reducing burden on business. It does this by developing effective measurements of its policy,
and creating/reforming legislation and regulation respecting administrative authorities. The government is
committed to transforming and modernizing public services by finding new and smarter ways to improve

transform government and build better public services for the future of Ontario.

An example of this is the launch of consultations to review the Real Estate and Business Brokers Act. This
legislation governs real estate and business brokerages, brokers and salespersons, setting the rules for how
they conduct business and interact with consumers. It has been almost two decades since the last
comprehensive review of the act. The market has dramatically changed since then, and the ministry sought
input from the public, including homeowners, renters and real estate professionals on modernizing the act to
better reflect today’s market, reduce red tape for business and strengthen consumer protection.

Another example of reducing the burden on businesses is the legislative amendments that repeal the Wireless
Services Agreements Act. Repealing will reduce the regulatory burden on businesses by eliminating the
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overlap of the provincial act with the federal Wireless Code. Consumers will continue to be served by taking
their concerns directly to the Commission for Complaints for Telecom-Television Services (the federal
Complaints Commission).

The government is committed to transforming the Tarion Warranty Corporation and strengthening protection
for consumers when making one of the biggest purchases in their lives — a new home. The government is
therefore taking action by:

e establishing a separate regulator from Tarion for new home builders and vendors to address conflicts of
interest

e exploring the feasibility of a multi-provider insurance model for new home warranties and protections in
Ontario

¢ introducing legislative amendments that, if passed, will enable the government to make Tarion more
transparent and accountable, and

e introducing new initiatives to better inform and protect purchasers of cancelled condominium projects

which enhance public safety and operational effectiveness. These amendments provide the Technical
Standards and Safety Authority with stronger oversight of insurers, help resolve operational issues with the
program, and clarify inspection requirements for pressure devices.

Articles regulation, under the Technical Standards and Safety Act was revoked. This change reduced
regulatory burden on businesses and removed duplication with federal product safety requirements.
Upholstered and stuffed articles sold in Ontario will continue to be subject to applicable federal legislation,
including the Canada Consumer Product Safety Act and the Textile Labelling Act.

The government introduced Bill 66, Restoring Ontario’s Competitiveness Act which received Royal Assent on
April 3, 2019. The act gives the minister authority to approve alternate rules for compliance. The ministry would
use the alternate rules in the operating engineers regulation to reduce burden on business by adopting a risk-
informed framework, providing options for business to achieve compliance and simplifying rules for business
and workers.

The ministry has worked with jurisdictions across Canada to streamline registration and mutually recognize
Canadian Registration Numbers for pressure equipment (boilers and pressure vessels) nationally. This
initiative will remove redundant and expensive reviews by individual jurisdictions.

The ministry has led the government’s commitment to modernizing the province’s business law framework to
meet the changing needs of business. In doing so, the government established the Business Law
Modernization and Burden Reduction Council to provide feedback and recommendations on modernizing
Ontario’s corporate and commercial legislation.
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update to the Canadian Electrical code in 2018. The amended regulation will come into effect on May 16, 2019
to correspond with the beginning of the construction season in Ontario.

The ministry will continue to improve and deliver on service excellence in consumer protection by collaborating
with other regulators and jurisdictions. It will develop dynamic enforcement tools and approaches that better
serve the changing marketplace. Other methods will include strategic education and outreach, dispute
resolution, licensing, regulation and oversight of targeted sectors under consumer protection statutes, and
leveraging data and marketplace trends to inform risk-based compliance and enforcement activities to protect
the public interest while reducing burden on business.

For example, the ministry formed a strategic partnership with Pro Bono Ontario, a non-profit organization that
provides Ontarians with the services of volunteer lawyers. The partnership seeks to fill a gap when mediation
is unable to resolve the complaint or is about an issue that falls outside the ministry's program. Consumers
who are referred by the ministry to Pro Bono Ontario may receive enhanced legal services, right up to full
representation in court, if necessary. The ministry invested $20,000 into the partnership. As of February 2019,
more than 800 consumers have been referred and over $400,000 has been recovered through awards,
refunds and cancelled contracts.

once implemented:

e adigital first approach for transactional services that will increase their quality and usability while
reducing overall cost to government. This initiative will remove barriers to online service delivery, reform
internal governance, and embed user-centred methods in the service design process

e a commitment to transform the top 10 ServiceOntario transactions (by volume) by promoting a better

convenience of the online service experience

e a commitment to develop and implement a data strategy for Ontario that promotes better, smarter
government, ensures confidence in the data-driven economy, and creates economic benefits for Ontario
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¢ launching the Lean and Continuous Improvement Office, in response to recommendations of the 2018
line-by-line review of government spending, to champion the application of Lean management practices
throughout the OPS. The Lean Office will build capacity for Lean practices and culture, tackle projects

and program-level measures on an ongoing basis to assess performance and drive results.

The ministry continues to review and seek to improve its current performance measures and overall results
management framework.

Ministry contribution to priority outcomes

The ministry is committed to making service and program improvements. These include:

e further improving ServiceOntario’s online/digital offerings and services to provide an easier-to-use and
more efficient process. These will include:
o enhancing driver and vehicle services

o expanding eligibility for health card renewals and potentially adding Child Health Card renewals
o enhancing digital renewal reminders
o supporting enhanced service delivery of designated services

o modernizing vital events legislation to update language, reflect changes in laws, and create
authority for improved processes and program requirements

o in partnership with the Province of British Columbia, explore new ways of making business-
registry information accessible to the public, by leveraging modern technology

o continuing the modernization of the Ontario Business Information System to improve business-
registration services to provide electronic service delivery
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o continuing the Business Number Expansion initiative to ensure that all business-facing ministry
programs collect and use the Business Number by March 2020, in an effort to simplify
government to business interactions

e partnering with Corporations Canada to lead a national digital approach for extra-provincial business
registration with a focus on simplifying the user experience, while reducing red tape for Canadian
businesses:

to be confidentially shared among jurisdictions and make registration more seamless and
efficient. The service also increases access to core business information to enable suppliers,
buyers, creditors, consumers and other members of the public and private sector to verify and
identify businesses

o a beta search of Canada’s business registries (beta.CanadasBusinessRegistries.ca) was
registration and reporting) by January 2020. This beta search release captures information on
more than 90% of Canadian corporations and enables the public to search corporations in
British Columbia, Alberta, Manitoba, Ontario, Quebec and Corporations Canada

e supporting the implementation of Bill 66, Restoring Ontario's Competitiveness Act, which:
o amends the Technical Standards and Safety Act so that it:
= no longer applies to upholstered or stuffed articles, and

= provides the Minister with authority to approve alternate rules for compliance. The
ministry will use the alternate rules in the operating engineers regulation to reduce
burden on business by adopting a risk-informed framework, providing options for
business and simplifying rules for businesses and workers

o repeals the Wireless Services Agreements Act and revokes the two regulations under it

supporting the Technical Standards and Safety Authority in its wind-down of the upholstered and stuffed
articles program since the regulation was revoked

implementing the recommendations from the Auditor General of Ontario’s value-for-money audit of the
Technical Standards and Safety Authority and the ministry’s oversight of the Authority

continuing to work with jurisdictions across Canada to streamline registration and recognize Canadian
Registration Numbers for pressure equipment (boilers and pressure vessels) nationally. This initiative
will remove redundant and expensive reviews by individual jurisdictions with a new system expected to
be operational in 2020. Bringing forward proposed regulatory amendments to reduce regulatory burden
on wineries by providing increased flexibility in wine production and allow for better management of
inventory

subject to the passage of Bill 100, Protecting What Matters Most Act (Budget Measure), 2019
implementing legislative amendments that will enable the government to require Tarion Warranty
Corporation to make executive and board compensation publicly available and move to a more
balanced skills-based board composition
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e working with the Tarion Warranty Corporation and the Home Construction Regulatory Authority to build
a new administrative authority to act as the independent regulator of new home builders and vendors

e continuing to review and consider further improvements to the Condominium Act

e developing regulations to support the implementation of business law amendments, seeking further
input from the new Business Law Modernization and Burden Reduction Council and consulting on
additional business law reforms to help build confidence among the business community and
strengthen Ontario’s competitive advantage

e undertaking a review of the Real Estate and Business Brokers Act to modernize the act to better reflect
today’s market, reduce red tape for business and strengthen consumer protection

e implementing changes to the Ticket Sales Act that improve consumer choice and protection

e the ministry will continue to lower the cost of I1&IT through a series of initiatives related to the efficient
use of IT services and technology that adopt a more structured and effective asset management
lifecycle and better manage spending

by 2020-21, of which annual savings of $66 million have already been achieved
e increasing digitization of, and online access, to the Archives of Ontario’s collections

e developing a framework for data integration across government to enable better use of data for
decision-making

e continue to transform record keeping, access and privacy practices in support of digital first government

e continue to provide best practice recordkeeping, access and privacy advice and guidance to enable
ministries to deliver on transformational commitments

e continuing to implement the final phase of the Integrated Financial Information System Business
Intelligence Modernization project, which will enhance the enterprise Business Intelligence (Bl) and
Analytics service with additional capabilities in geospatial analytics, predictive analytics, data mining,

transformation and are in alignment with the Managing Transformation, a Modernization Action Plan for
Ontario Report by Ernst and Young: Provide decision-makers with the right information at the right time

Ministry programs

Ontario Shared Services
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Ontario government ministries, employees and select agencies with over 50 services related to procurement,

finance, transfer payment administration, human resources, pay and benefits, transfer payment

Program/Service Service Standard Target 2016-17 2017-18 2018-19
Official Documents Clients will be 95% 95% 95% 96%
Services - Issue satisfied with the
Documents service provided

Government infrastructure

The ministry continues to set the government’s policy direction for one of the largest public sector real estate
portfolios in Canada:

¢ the General Real Estate Portfolio contains 4,664 buildings and approximately 121,000 acres of land
directly managed by Infrastructure Ontario. It acquires, manages and disposes of realty assets, and
oversees its realty delivery agent, the Ontario Infrastructure and Lands Corporation (Infrastructure
Ontario) in support of the government’s policy and program delivery

e under the Forfeited Corporate Property Act, the Forfeited Corporate Property program works to return
properties that the Crown receives from dissolved corporations back in to productive use. Returning
properties to productive use protects the Province from any risks or liabilities associated with forfeited
corporate properties

e the Transmission Corridor Program oversees approximately 42,000 acres of hydro corridor land. By
facilitating public access and use of these corridor lands, the ministry generates revenue through
secondary land use

Ontario Public Service, including the broader public sector

e in order to manage its realty assets in the most efficient and effective manner, the ministry is focusing
on a long-term strategy that will emphasize the management, redeployment and sale or transfer of
properties

year initiative that involves the rehabilitation of the Whitney Block and the extensive reconstruction of the
Macdonald Block Complex. The 47-year-old complex has never undergone a major renovation and the
building’s core systems — including electrical, water, cooling and heating — have reached the end of their useful
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life and must now be replaced.

Information, Privacy and Archives

sector. It provides strategic leadership for access to information, privacy protection and a wide range of
information management-related activities. This includes planning, policy and standards development. IPA
fosters government accountability and transparency by promoting good recordkeeping, freedom of information
and privacy protection by public-sector bodies.

Within IPA, the Archives of Ontario collects, manages and preserves the records of Ontario and provides the
public access to original records of enduring value. It is a vital resource for studying and interpreting the history
of the province. It preserves Ontario's documentary heritage for the benefit of current and future generations.

Program/Service Service Standard Target 2015-16 2016-17 2017-18 Actuals

2018-19
Archives - Information = Correspondence 90% 96% 97% 96% 98%
Requests enquiries will be

completed to standard
within 14 business days

Archives - Information = Requests for Information 90% 100% 100% 100% 99%
Requests will be processed and

completed within 22

business days or

authorized extension

Archives - Reproduction orders will 90% 96% 95% 94% 98%
Reproduction Orders be completed to

standard within 14

business days

ServiceOntario

ServiceOntario is the gateway to government services for individuals and businesses and provides everything
from health cards and drivers’ licences to a range of business services. It provides Ontarians with fast, friendly
and easy access to a range of government services and information. This includes giving Ontarians choice in
how they interact with government.

Until June 2018, ServiceOntario surveyed customer satisfaction throughout the year for each of its service
delivery channels: online, in-person and by telephone. The ServiceOntario performance indicator reflected the
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percentage of customers who indicated a four or five rating for their overall satisfaction. Overall satisfaction,
which is an average of the satisfaction scores of each of the channels, could not be calculated in 2018-19
because in-person and telephone surveys were not administered each quarter throughout the year.

Overall Satisfaction Target 2016-2017 2017-18 2018-2019

% of customers satisfied or very satisfied with 90%+ 90% 90% NA*
their most recent ServiceOntario experience

*Data unavailable

Key ServiceOntario service standards measure the percentage of transactions delivered within established
timeframes and the effectiveness of service delivery processes. ServiceOntario met or exceeded the majority
of its service standards in 2018-19.

Fiscal 2018-19

Category Number of Service Standards that Achieved

Standards 90% or more of Target
Customer Service 2 100.0%
Information 2 100.0%
Permits, Licences, Certificates & Registrations 45 73.3%
Approvals and Decisions 3 0.0%
Total 52 71.2%

As the graph below displays, all money-back service guarantees were met 99.9% of the time. These nine
services include online birth, marriage and death certificates; premium online birth, marriage and death
certificates; electronic master business licences, online personalized licence plate orders and online
publications orders. The goal for 2019-20 is to maintain a service standard achievement rate above 99%
through strict process control and continuous improvement.
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Service Standard Achievement Rate
Nine Money-back Guaranteed Services

100.0%

o

-

o ILLLLEEEENEN T

98.0% -

Apr-16 Aug-16 Dec-16 Apr-17 Aug-17 Dec-17 Apr-18 Aug-18 Dec-18
i Service Guarantee Achievement Rate s Target

Consumer Protection Ontario

consumers and businesses providing them with essential tools and knowledge and plays a leadership role in
supporting a fair, safe and informed marketplace. Direct services to the public include educating consumers
and businesses about their rights and responsibilities, mediating consumer complaints and protecting the
public interest by taking appropriate compliance and enforcement action against non-compliant businesses.
The ministry also regulates and licenses businesses in a number of key sectors, including payday loans,
collection agencies and consumer reporting agencies.

Services are also offered indirectly through arm’s-length administrative authorities in the areas of consumer

safety and business law S’tatutes.

Ontario Digital Service

technologlcal change.
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Major Initiative / Area of

Activity

Lean Delivery Office

Ontario.ca (Led by Cabinet
Office)

Open Government

Digital First

Data Strategy

Intended Outcomes

demonstrate the application of Lean and Continuous Improvement
(Cl) methods to improve services, reduce waste and improve value
for taxpayers

improve the way government works, finding efficiencies, reducing
red tape and removing redundancies

build Lean and CI capacity throughout the public service to restore
public confidence in the services they receive and in Ontario’s
finances

continue development and stabilization of the Ontario.ca platform
and applications

use digital tools and techniques to improve transparency,
accountability and collaboration

increase public access to government data and information

provide more meaningful opportunities for Ontarians to shape
government decision-making

enable the design and delivery of modern, user-centered digital
services

increase access to data within and beyond government, while
protecting privacy

drive efficiencies and increased technology project success through
lightweight governance, improved standards, and new approaches
to the project lifecycle

enable better, smarter government through use of data-driven
practices

promote trust and confidence in Ontario’s data-driven economy

create economic benefits through growth and support for data-driven
business models
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Transformation of the Top ensure the top ten ServiceOntario transactions by volume can be
Ten Transactions completed through a seamless online experience

e promote uptake of new and refreshed services

Ministry organization chart

Organizational chart for the Ministry of Government and Consumer Services (as of May 17, 2019):
Minister of Government and Consumer Services — Bill Walker
Advertising Review Board
12 Administrative Authorities
Deputy Minister of Goverment and Consumer Services - Kevin French
Director: Operations - Justin Peffer (A)

Legal Director - Fateh Salim

Communications Director - Laurie Menard

Director: Strategy and Results Management Office - Ben Valido

Associate DM Ontario Shared Services - Heidi Francis
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Corporate Chief Information Officer Information and Information Technology -
Rocco Passero (A)

Enterprise Chief Information Officer Infrastructure Technology Services -
Suzanne Harrison (A)

Chief Information Security Officer Cyber Security - Mohammad Qureshi

Chief Technology Officer Technology - Vacant

Chief Privacy Officer and Archivist of Ontario: Information, Privacy and Archives -
John Roberts

Chief Digital Officer and Deputy Minister of Consumer Services - Hillary Hartley

Executive Assistant - Katy Lalonde (A)
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including acquisition, and in respect of clause 7(1)( ), clause 7( )(9), and subsection 7(5), the
administration of the Act is shared between the Minister of Government and Consumer Services and
the Minister of Infrastructure

e Motor Vehicle Accident Claims Act, R.S.0. 1990, c.M.41
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Infrastructure and Lands Corporation's powers and responS|b|I|t|es regardlng Government property,
except subsection 4(1)(2)(ii)

Ontario New Home Warranties Plan Act, R.S.0. 1990, c. O.31

in force)

Real Estate and Business Brokers Act, 2002, S.0O. 2002, c. 30, Sched. C

date Bill 66 received Royal Assent on Apr|I 3, 2019)
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Agencies, boards and commissions (ABCs)

acquisition of advertising and communications services.

Financial Summary

2019-20 2018-19 2017-18

Estimates Interim Actuals Actuals

Expenditure  $1,085,900 $1,021,700 $1,167,076

Administrative authorities

The ministry’s administrative authorities are governed by several pieces of legislation. The Safety and

of legislation with respect to electrical safety; regulation of motor vehicle dealers and salespersons; travel sales
by travel agents and wholesalers; film classification/approval and licensing of film distributors, exhibitors and
retailers; regulation of certain bereavement services (funeral, cemetery, crematorium, and transfer services);
as well as the regulation of real estate salespersons, brokers and brokerages. There are also individual
statutes that apply an administrative authority’s oversight framework to technical standards, new home
warranties, condominium management, the condominium sector, and appellations of Ontario-made wine.

between the ministry and the not-for-profit corporations that administer legislation in specific consumer
protection or public safety areas.

The ministry monitors administrative authorities’ service delivery and is responsible for the legislation and
regulations. The administrative authorities typically deliver services such as licensing, inspections, complaint
handling and enforcement.

inspections and investigations) related to operators of cemeteries, crematoriums, and transfer services;
salespersons for those operators; funeral directors; funeral establishment operators; and funeral preplanners.
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with that act, its regulations, or the terms of an agreement made under that act.

rights and responsibilities, mandatory training for condo directors, resources to help condo owners and
residents resolve common issues associated with condo living and provides a public database of key
Condominium Authority Tribunal, a unique online dispute resolution system to help resolve prescribed disputes
under the Condominium Act.

Management Services Act. This includes administering licensing for all condo managers and condo
management providers, maintaining a list of all licensees in the province, dealing with complaints,
administering the discipline committee and appeals committee and enforcement.

Safety Code, the licensing of electrical contractors and master electricians, electricity distribution system
safety, and electrical product safety.

responsible for licensing and regulating distributors, exhibitors and retailers of certain films, and overseeing the
Ontario Film Review Board. Film classification information helps consumers to make informed viewing
decisions for themselves and their families.

salespersons, brokers and brokerages, enforces standards to obtain/maintain registration, requires brokers
and salespersons to meet educational standards, conducts inspections of brokerage offices to ensure
compliance with the Act, looks into complaints, and carries out enforcement action with respect to violations of
the Act.

The Tarion Warranty Corporation administers the Ontario New Home Warranties Plan Act, which provides
warranty coverage and other protections to new home buyers and owners. Tarion registers new home builders
and vendors, enrols new homes for warranty coverage, investigates illegal building practices, resolves
warranty disputes between builders/vendors and homeowners, maintains a Guarantee Fund that provides for
the payment of compensation under the plan, informs and educates new home builders, and through research
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programs, promotes progressive improvement in the quality of housing in Ontario.

This includes enforcement of public safety standards in industry sectors such as amusement devices, boilers
and pressure vessels, elevating devices, natural gas, petroleum and propane fuels and equipment and
operating engineers.

The Travel Industry Council of Ontario administers the Travel Industry Act. It registers travel agents and travel
wholesalers, monitors their financial performance to identify financial risk, inspects their operations to ensure
compliance with the Act, and manages Ontario’s Travel Industry Compensation Fund. Customers with eligible
claims for travel services paid, to or through a registered travel agent, but not provided, may be reimbursed
from the Fund up to certain amounts.

Ontario One Call (also known as One Call) is a statutory corporation that administers the Ontario Underground
Infrastructure Notification System Act which requires owners of underground infrastructure to be members of
Ontario One Call and to provide the location of the infrastructure to excavators when requested. Ontario One
Call operates a locate request routing service and enforces compliance by its members, which include gas,
electrical and telecommunications utilities, and municipalities.

Detailed financial information

Table 1: Ministry planned expenditures 2019-20 ($M)

Expenditure Type Amount ($M)

Operating $638.4
Capital $102.8
Total $741.2

* Total operating and capital expenses (excludes statutory appropriations, consolidation and other adjustments
and assets)

Ministry operating and capital (excludes statutory appropriations, consolidation
adjustment and assets)
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Division Expenses Percentage
ServiceOntario $216,231,600 29.2%
Government Infrastructure Projects $176,949, 100 23.9%
Ontario Shared Services $170,171,900 23.0%
Government Services Integration Cluster $67,869,900 9.2%
Ministry Administration $32,369,800 4.4%
Consumer Services $28,487,500 3.8%
Enterprise Information Technology Services Program  $27,882,000 3.8%
Information, Privacy and Archives $20,132,900 2.7%
Advertising Review Board $1,085,900 0.1%

Ministry of Government and Consumer Services

Table 2: Combined operating and capital summary by vote

Vote/Program Estimates = Change From Change Estimates Interim Actuals
Operating 2019-20 2018-19 From 2018-19* Actuals 2017-18*
Expense $ Estimates 2018-19 $ 2018-19* $

$ Estimates $
(%)

Ministry 32,368,800 (101,400) (0.3%) 32,470,200 31,899,128 31,199,336

Administration

Information, 16,887,200 (520,300) (3.0%) 17,407,500 16,494,400 16,945,333
Privacy and
Archives
Ontario Shared 170,169,900 (47,385,600) (21.8%) 217,555,500 207,188,400 213,736,285
Services
Advertising 1,085,900 (83,400) (7.1%) 1,169,300 1,021,700 1,167,076

Review Board

ServiceOntario 214,231,600  (4,987,900) (2.3%) 219,219,500 253,584,300 257,625,173
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Consumer
Services

Government
Services
Integration
Cluster

Government
Infrastructure
Projects

Enterprise
Information
Technology
Services
Program

Total Operating
Expense to be
Voted

Statutory
Appropriations

Ministry Total
Operating
Expense

Consolidation
Adjustment -
Hospitals

Consolidation
Adjustment -
General Real
Estate Portfolio

Consolidation
Adjustment -
Transmission
Corridor

28,485,500

67,866,900

89,406,500

17,859,000

638,361,300

19,013,014

657,374,314

N/A

5,743,800

(17,776,700)

(696,800)

14,371,700

7,352,900

(17,534,200)

(49,585,000)

N/A

(49,585,000)

7,973,000

(24,463,700)

(5,556,200)

(2.4%)

26.9%

9.0%

(49.5%)

(7.2%)

N/A

(7.0%)

(100.0%)

(81.0%)

45.5%
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29,182,300

53,495,200

82,053,600

35,393,200

687,946,300

19,013,014

706,959,314

(7,973,000)

30,207,500

12,220,500

28,705,800

50,750,200

85,197,300

5,103,426

679,944,654

11,378,114

691,322,768

(4,506,300)

20,513,000

(15,237,700)

27,689,615

48,651,679

75,632,686

27,838,634

700,485,817

21,739,330

722,225,147

(4,772,098)

165,488

(16,112,030)
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Program

Total Including 645,341,414 (71,631,900) (10.0%) 716,973,314 692,091,768 701,506,507

Consolidation
& Other
Adjustments

Operating Assets Estimates Change Change Estimates Interim Actuals

2019-20 From From 2018-19* Actuals 2017-18*

$ 2018-19 2018-19 $ 2018-19* $
Estimates Estimates $
(%)

Ministry Administration 1,000 N/A N/A 1,000 1,000 N/A
Ontario Shared Services 1,000 N/A N/A 1,000 1,000 N/A
Consumer Services 1,000 (999,000) (99.9%) 1,000,000 1,000,000 2,000,000
Government Services 300,000 N/A N/A 300,000 300,000 82,500
Integration Cluster
Enterprise Information 15,875,400 N/A N/A 15,875,400 15,875,400 13,389,875
Technology Services
Program
Total Operating Assets 16,178,400  (999,000) (5.8%) 17,177,400 17,177,400 15,472,375

to be Voted

Capital Expense Estimates Change From Change Estimates Interim Actuals

2019-20 2018-19 From 2018-19* Actuals 2017-18*

$ Estimates 2018-19 ) 2018-19* $
Estimates $
(%)

Ministry 1,000 N/A N/A 1,000 1,000 N/A
Administration
Information, 3,245,700 (86,700) (2.6%) 3,332,400 3,332,400 3,415,542
Privacy and
Archives
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Ontario Shared
Services

ServiceOntario

Consumer
Services

Government
Services
Integration
Cluster

Government
Infrastructure
Projects

Enterprise
Information
Technology
Services
Program

Total Capital
Expense to be
Voted

Statutory
Appropriations

Ministry Total
Capital
Expense

Consolidation
Adjustments -
General Real
Estate Portfolio

Capita
Expense
Adjustment -

2,000

2,000,000

2,000

3,000

87,542,600

10,023,000

102,819,300

13,306, 300

116,125,600

(94,942,900)

N/A

N/A

N/A

(500,000)

N/A

(61,200,000)

73,400

(61,713,300)

2,746,200

(58,967,100)

131,914,200

(10,575,000)

N/A

N/A

(99.6%)

N/A

(41.1%)

0.7%

(37.5%)

26.0%

(33.7%)

(58.1%)

(100.0%)
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2,000

2,000,000

502,000

3,000

148,742,600

9,949,600

164,532,600

10,560,100

175,092,700

(226,857,100)

10,575,000

2,000

800,000

670,540

3,000

179,200,700

9,949,600

193,959, 240

11,582,600

205,541,840

(175,548,400)

(8,324,000)
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N/A

1,999,999

1,748,305

N/A

138,289,154

9,955,553

155,408,553

10,392,489

165,801,042

(76,265,824)

4,451,840



Cap and Trade
Wind Down
Account
Reclassification

Ministry Total
Capital
Expense

Capital Assets

Ontario Shared
Services

ServiceOntario
Consumer Services

Government
Services Integration
Cluster

Government
Infrastructure
Projects

Enterprise
Information
Technology
Services Program

Total Capital
Assets to be
Voted

Ministry Total
Operating and
Capital Including

21,182,700

Estimates
2019-20
$

11,674,200

14,600,400

1,000

5,753,300

165,719,500

51,514,000

249,262,400

666,524,114

62,372,100

Change From

2018-19
Estimates

$

(10,853,200)

(1,975,900)

(5,100,900)

94,804,100

(4,508,200)

72,365,900

(9,259,800)

(151.4%)

Change
From
2018-19
Estimates
(%)

(48.2%)

(11.9%)

(47.0%)

133.7%

(8.0%)

40.9%

(1.4%)
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(41,189,400)

Estimates
2018-19*
$

22,527,400

16,576,300

1,000

10,854,200

70,915,400

56,022,200

176,896,500

675,783,914

21,669,440

Interim
Actuals
2018-19*
$

17,655,300

13,049,300

1,000

8,584,200

37,355,400

31,005, 800

107,651,000

713,761,208
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93,987,058

Actuals
2017-18*
$

19,587,415

17,445,896

4,993,025

20,562,212

54,383,914

116,972,462

795,493,565
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Consolidation and
Other
Adjustments (not
including Assets)

*Estimates, Interim Actuals, and Actuals for prior fiscal years are re-stated to reflect any changes in ministry
organization and/or program structure. Interim Actuals reflect the numbers presented in the 2019 Ontario
Budget.

Historic trend table

Historic Trend Analysis Data Actuals Actuals Estimates Estimates
2016-17* 2017-18* 2018-19 * 2019-20

$ $ $ $

Ministry Total Operating and 715,860,096 795,493,565 675,783,914 666,524,114
Capital Including Consolidation

and Other Adjustments (not

including Assets)

11% (15%) (1%)

*Estimates and Actuals for prior fiscal years are re-stated to reflect any changes in ministry organization and/or
program structure.

committed to helping the government fulfill its promise to find efficiencies and reduce burden for consumers.

For additional financial information, see:
e expenditure estimates
e public accounts of Ontario 2016-2017
e 2019 Ontario budget

Highlights of 2018-19 results

everything it does. Some of these achievements include:

¢ the Queen’s Park Reconstruction Project which has successfully moved on to the final stage of Phase |
(Preparation and Move Out). Occupants of the Macdonald Block Complex have begun to move to
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temporary office locations in the downtown area. The moves, which are occurring in phases, are
expected to be complete in spring 2019. Award of the contract to the successful proponent is expected
to take place in June 2019

e developing Data Integration legislation to enable privacy protective integration of data across programs
to support analysis, planning and evaluation of program and services

e proposing legislative amendments to the Ticket Sales Act, 2017 that will provide greater transparency,
reduce burden and strengthen protections for Ontarians when they purchase tickets to music, sports or
theatrical events

e in partnership with ministries across government, introducing the Simpler, Better, Faster Services Act to
promote a digital-first approach to public service delivery across Ontario’s public sector

e identifying actions that will save up to $8 million a year by removing multiple, redundant and unused
voice services. These actions include providing employees, where appropriate, with either a desktop or
mobile phone, cancelling phone lines that are not essential to supporting business requirements,
eliminating voicemail for desktop phones for employees who do not require it for business purposes,
and replacing old and obsolete mobile phones at no cost. These changes reflect the government’s
commitment to ensuring services and processes meet business needs while being cost effective

e streamlining processes to sell buildings and properties that are no longer needed to deliver government
programs, generate revenue and save taxpayers’ dollars. The government is achieving these goals by
optimizing its real estate portfolio by making better use of office space, introducing a coordinated office
realty management model and improving the property sale processes. The government will continue to
maximize revenue and ensure fair value by divesting surplus government property to ensure that the
Province does not continue to be responsible for operating costs and associated liabilities

e increased online driver’s licence renewals 25% by offering the Integrated Online Health Card/Driver’s
Licence renewal service. To date, over 71% of the over 500,000 renewals have included both a driver’'s
licence and health card renewal, promoting a seamless integrated renewal experience

2018-19 annual report
2018-19 results

People and culture:

they need, when they need it, to effectively and efficiently ensure program delivery

¢ in collaboration with Treasury Board Secretariat, launched and communicated the results of the

professionals being trusted advisors” and also provided targeted indicators for future performance
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improvements

developed, tested and finalized a new job evaluation plan for approximately 650 engineer positions;
drafted and reviewed job descriptions

led work and represented the employer on joint union/management committees related to the
development of pay equity maintenance and job evaluation plan for Ontario Public Service Employees
Union Unified bargaining unit

workplace that values, protects and supports employee mental health well-being

enabled the hiring of more than 5,300 summer students for ministries and certain agencies in locations
across the province

implementation of the Police Record Checks Reform Act when it came into force on November 1, 2018

Driving efficiencies:

an additional 73 new programs came onto Grants Ontario, with over $1.77 billion in funds which will
drive operational excellence and efficiency, and significantly reduce administrative costs. Service was
further improved by adopting chatbot technology to provide 24/7 technical support to more than 10,000
transfer payment agencies

implemented initiatives to generate total annual savings of $100 million by 2020-21. Annual savings of
$66 million have already been achieved

worked with Ministry of Finance and the Financial Services Commission of Ontario to successfully
integrate the Motor Vehicle Accident Claims Fund into the ministry

implemented a streamlined Delegation of Financial Management Authority framework for procurement
and expense claim transactions providing a foundation for future standardization and workflow
automation for other financial transactions

implemented strategies to increase the adoption of electronic funds transfers across all ministries and
easier invoice processing

continued to improve financial data quality by capturing a Single Business Number for 96% of vendors
doing business with the Ontario Government

Intelligence modernization project that provides a modern, powerful, secure business intelligence and
data analytics platform that can be leveraged for evidence-based decision making through improved
reporting and analysis, data visualizations, data analytics and integration with multiple data sources

the ministry is working on ways to more efficiently manage and dispose of surplus government property
that reduce red tape, generate revenue and save taxpayers money. To date this work has reduced the
regulatory burden on the disposition process and removed approximately 150 days of administrative
time. The ministry committed to the divestment of 243 properties by 2022 which are expected to
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generate between $105 million and $135 million in revenue; result in annual cost/liability reduction of
almost $10 million; and, return approximately 14,600 acres to productive use

¢ the ministry updated the policy framework to mandate the use of an office space standard applicable to
all ministries and provincial agencies. The changes implement an office space standard combining a
minimum employee to workspace sharing ratio of 1.3 to 1 and a maximum of 180 rentable square feet
per workspace

e as a result of surplus property sales, the ministry made approximately $113.3 million in net revenue
from surplus property sales for re-investment in priority government programs. It also saved over $1.9
million in operating and maintenance costs

e Ontario owns approximately 1,200 acres of developable land in Seaton, a planned community in the
City of Pickering. Within the last year, a transaction has been completed which generated approximately
$2.5 million and an agreement of purchase and sale is being developed for an additional area which is
being marketed for sale on the open market. In addition, the province continues to meet its
commitments to provide community use and infrastructure development opportunities for the Seaton
community

¢ the Forfeited Corporate Property program has returned 32 properties back into productive use since
April 2018, bringing in $1.6 million in revenue. The program continues to work to reduce the number of
forfeited corporate across the province

e the province’s liability has been reduced by approximately $40 million through the Contaminated Sites
Program. The clean up of contaminated sites protects the environment and reduces the liability to the
province

e the Transmission Corridor Program generated approximately $19 million in revenue from secondary
land use. After deducting operating expenses, approximately $4 million was remitted to the Ontario
Electricity Financial Corporation to pay down the hydro stranded debt

e the Queen’s Park Reconstruction Project has successfully moved on to the final stage of Phase |
(Preparation and Move Out). Occupants of the Macdonald Block Complex have begun to move to
temporary office locations in the downtown area. The moves, which are occurring in phases, are
expected to be complete in spring 2019. Award of the contract to the successful proponent is expected
to take place in June 2019

¢ undertook a lean six sigma review starting in September 2018 of the end-to-end business process for

best practice approach to hiring that emphasizes public service expertise, efficiencies and customer
experience. Launched on April 1, 2019, the new talent acquisition framework delivers on the
government's modernization action plan by optimizing hiring processes and designing services with the
customer (manager and job applicant) at the centre
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advisor for more complex matters. Channeling client service to the contact centre enables faster
resolution of routine inquiries. Early statistics received during the first two weeks of implementation
show a high degree of uptake of these new service channels, which is expected to continue and
increase with greater awareness

undertook a review of the end-to-end business process for job classification to identify improvements
and associated short, medium- and long-term change objectives/plans

continued to modernize collaboration and productivity tools through the implementation of Office 365

employees with new ways to engage each other, collaborate, and share information. TechLounge
enables faster, first-point of contact resolution of IT questions

Service delivery excellence:

Archives of Ontario launched a new interactive and collaborative exhibition, ANIMALIA: Animals in the
Archives, in December 2018. It explores people’s changing relationships with animals and how they
have left their mark on Ontario’s history. As of February 2019, over 1,500 people have visited the
exhibition in person, including 326 students participating in 14 Archives of Ontario educational
programming workshops

participated in the Great Moon Gathering in Timmins, an event organized for educators by Omushkego
Education of the Mushkegowuk Council. The Archives of Ontario displayed the original Treaty No. 9
document from its collection and provided onsite access to additional community-related records. Over
120 people visited the Treaty in person and more than 160 people interacted with the photographs and
films

delivered more than 51 million ServiceOntario service interactions through its network of centres, online,
by phone and mail

met money back guarantees for services 99.9% of the time

increased online driver’s licence renewals 25% by offering the Integrated Online Health Card / Driver’s
Licence renewal service. To date, over 71% of the over 500,000 renewals have included both a driver's
licence and health card renewal, promoting a seamless integrated renewal experience

introduced “a birth certificate with parental information” that aligns Ontario with other Canadian
jurisdictions providing an option to have parental information on the certificate while protecting other
information

updated the online Newborn Registration Service to recognize families of all shapes and sizes and
those who used assisted reproduction

provided new choices for individuals to change the sex designation on their Ontario birth registration to
an X (non-binary) in accordance with their gender. People can also now apply for a birth certificate that
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does not display their sex

e made it easier to save time by booking an appointment at a ServiceOntario centre with a redesigned
online appointment booking service. This service is available for first-time applications and renewals of
Health Cards, Enhanced Driver’s Licences, Ontario Photo Cards and Accessible Parking Permits

e continued the success of the online birth registration system. Expanded the 4-in-1 Newborn Bundle to a

¢ Official Documents Services continues to provide excellent service delivery to the public with a 15%
increase in transaction volume in the first three quarters of the year and met 100% of service standards,
with an average client satisfaction rating of more than 96%

e managed $5.9 billion in payroll and benefits administration for 66,000 Ontario government employees.
Also made more than $3.4 billion in payments to more than 1,500 third parties such as Canada
Revenue Agency, pension administrators, insurance carriers, and bargaining agents

processing, and financial planning and reporting

e developed and implemented a new enterprise-wide Translation Services Vendor of Record, ensuring
greater consistency, efficiency and a continued high quality of work in translation services for ministry
clients

e conducted proactive inspections in sectors that pose risks to consumer protection, including payday
loan lenders and collection agencies. In addition, inspections were undertaken in the auto body repair
facilities, and home renovation sector to help tackle the underground economy

e supported the government with the delivery of recordkeeping, access and privacy training

e provided best practice access and privacy advice and guidance to ministries and the Broader Public
Sector organizations to enable business transformation

were issued with 562 of these permits being renewals

e assumed responsibility for the incorporation processes and procedures relating to co-operative

cyber security capabilities and complement and work with the Office of the Provincial Security Advisor

e transformed the Cyber Security Risk Management Services to align with agile project delivery models,
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¢ the ministry has made further improvements to its online consumer complaint form, making it easier for
consumers to understand the complaint submission process and submit a complaint

e in 2018, Consumer Protection Ontario:
o received 24,650 consumer complaints, incidents and inquiries

o conducted more than 316 inspection visits

[¢]

laid 362 charges under the Consumer Protection Act and other enforced acts

o

obtained 170 convictions, resulting in:
= 324 months of probation time for violators

= more than $106,000 court-ordered restitution for victims and fines against violators

o

negotiated over $841,400 in refunds to consumers via mediation

saved $370,600 for consumers via cancelled/rescinded contracts

[¢]

e ensured effective records and information management practices by executing a records transfer
agreement between the ministry, the Information, Privacy and Archives Division and the Ontario Film
Authority

e a Lean Delivery Office has been established to strengthen the capacity of the public service to employ
Lean methods to identify and reduce waste, increase customer satisfaction, and improve the delivery of
programs and services

Digital transformation:

e assisted the Ministry of Finance and the Ministry of Children, Community and Social Services to

finalized in late 2017, was to make it easier for applicants and recipients to find relevant benefits
information online

term strategic initiatives:
equipping Ontario’s people and businesses to succeed in the digital age

[¢]

o launched province-wide public consultations to develop a Data Strategy for Ontario

o in partnership with the Brookfield Institute & the Policy Innovation Platform in Cabinet Office,
held workshops culminating in a report on the Budget Talks initiative, and the future possibilities
for online participatory budgeting in Ontario

o continued to support the Brookfield Institute’s two-year digital literacy pilot project, testing a new
curriculum model, providing digital skills training to more than 1,000 youth, and publishing a
research series on inclusive growth in the digital age
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e creating open, efficient and digitally-enabled government for the 21st century
o in partnership with ministries across government, launched the Digital First initiative, enabled by
the introduction of legislation to reduce barriers to online service delivery

makes it easier for ministries to do business with over 20 leading digital suppliers

o launched an internal data portal, CollabON, to promote secure data sharing and evidence-based
policy-making within government

o continued to build awareness, refine and support Ontario’s Open Data Catalogue
(Ontario.ca/OpenData), including the establishment of partnerships with five universities and
supporting the Canadian Open Data Summit. Increased content available by 15%, with a 5%
year-over-year increase in downloads, serving a cumulative total of 880,000 data downloads
since launch

o in partnership with leading academics in public administration, held a series of roundtables with
public service leaders to advance scholar-practitioner collaboration on digital government
reforms

e building high-quality, user-centered products and platforms
o through the User Research Lab in Toronto and the Communitech Lab in Kitchener-Waterloo,

o continued to enhance the drug coverage tool at Ontario.ca/RxChecker, through user research
and testing

o continued development of the newly redesigned Environmental Registry of Ontario, supporting
high priority policy consultations, including the province’s Environmental Plan

e extended the availability of Ontario’s digitized documentary heritage online by releasing over 465,000
images of five years of death and marriage records as well as 78 years of historical Ontario budget
documents

e began accepting online birth information for customers wanting to register their child’s birth with a Single
Name, in accordance with their traditional culture. This was in response to one of the calls to action
from the Truth and Reconciliation Commission

e in conjunction with Teranet Inc., launched a web-based version of Teraview, the program for land
professionals that provides access to the province’s electronic land registration system. The web-based
program includes usability, design and system performance enhancements

e launched Phases 1 and 2 of OnLand with Teranet, a web-based application that acts as a “virtual land
registry office” and enables users to view, email, print, courier, and save search results for properties
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located anywhere across the province

Supporting businesses:

e continued work on the implementation of an improved delivery model for business registration services
and modernization of the Ontario Business Information System with a target launch date of early 2020

e continued leadership in respect of the development of the Multi-jurisdictional Registry Access Service
registries to exchange data confidentially and efficiently and simplifies the exchange of data between
jurisdictional registries. This provides greater convenience for businesses seeking to operate in multiple
jurisdictions

e continued to improve data integrity and the service experience for businesses and ensure all Ontario
government business-facing programs will be able to collect and use the Business Number to simplify
government-to-business interactions

¢ |egislative amendments have been passed that will repeal the Wireless Services Agreements Act.
Repealing will reduce the regulatory burden on businesses by eliminating the overlap of the provincial
Wireless Services Agreements Act with the federal Wireless Code. Consumers will continue to be
served by taking their concerns directly to the Commission for Complaints for Telecom-Television (the
federal Complaints Commission)

e l|egislative amendments to the Ticket Sales Act, 2017 have been proposed that will provide greater
transparency, reduce burden and strengthen protections for Ontarians when they purchase tickets to
music, sports or theatrical events

¢ helped to make Ontario Open for Business through four journey mapping sessions with key Ontario
businesses, to help better understand challenges and pain points experienced by businesses when
interacting with government

Table 3: Ministry Interim Actual Expenditures 2018-19

Expenditure Type Ministry Interim Actual Expenditures ($M)

2018-19 *
Operating $692.1
Capital $21.7
Staff Strength** $5,325.79

(as of March 31, 2019)

* Interim actuals reflect the numbers presented in the 2019 Ontario Budget
** Ontario Public Service Full-Time Equivalent positions
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