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To protect consumers by regulating funeral, burial 
and cremation services. 

To provide fair, safe and supportive funeral, burial and 
cremation services in Ontario. 

Honesty and Integrity 
Accountability 
Communication and Confidentiality 
Compliance 
Cooperation and Teamwork 
Healthy Co-existence with our Environment 



 

 

      
    

    
    

  
    

     
     

      
   

   
   

   
   

   
   

     
     

   
    

   
  

   

   
      

     
    

P A G E 3 

MESSAGE FROM 

THE CHAIR 

It is my pleasure to introduce this 
Annual Report for the Bereavement 
Authority of Ontario (BAO), which 
describes the organization’s activities 
and accomplishments over the 12 
months from April 1, 2018, to March 31, 
2019. The BAO has an ambitious 
mandate to protect the interests of the 
public while ensuring compliance with 
the Funeral, Burial and Cremation 
Services Act, 2002, and as a result, 
enhancing market integrity and 
stability. We will continue to achieve 
this legislated mandate by maintaining 
a modernized, adaptive and innovative 
approach, balancing the regulatory 
trend toward compliance with an open 
and fair perspective. 

The BAO is positioned at the intersection 
of changing times - a mosaic of diverse 
consumers are seeking a variety of 
services.  The bereavement sector must 
adapt accordingly.  Several alternative 
disposition options are entering the 
marketplace which will supplement the 
standard burial and cremation traditions. 
Going forward, there may be regulatory 
changes required for many of these new 
technologies to proceed.  The BAO is 
committed to ongoing collaboration, 
consultation and transparency with 
stakeholders, the Ministry of Environment, 
Conservation and Parks, Technical Safety & 
Standards Authority, Canadian Nuclear 
Safety Commission and Public Health to 
determine the impacts on public safety, 
the environment and to protect consumers 
while expanding death care options. 

While much work lies ahead in 2019, 
the BAO has made significant 
progress in laying a strong 
foundation to become an effective, 
efficient and forward-thinking 
organization with the systems, tools, 
skill and authority required to deliver 
on its mandate. 

At the same time, we recognize that 
achieving transformation takes time 
and includes the continued 
development of our regulatory 
framework, processes and rules, 
investments in technologies and 
systems, and a high-performance 
culture with highly engaged 
employees. 

The Board of Directors extends its 
deep appreciation to the Ministry of 
Government and Consumer Services 
and supporting Ministries for their 
commitment and support of 
bereavement service regulation 
across Ontario. 

The Board acknowledges the 
important role that BAO staff play to 
ensure great service and stability as 
we build the future together. 

Aubrey LeBlanc 
Chair 



 

 

 

 

    

P A G E 4 

MESSAGE FROM 

THE CEO & REGISTRAR 

The past year was one of success, 
stability and financial strength that 
should be expected of any 
organization into the third year of its 
existence. That said, we have also 
seen many changes; some from 
external factors, but many of which 
were driven by the desire to make 
compliance with the rules easier for 
licensees. 

We have been challenged by the 
arrival of new disposition technologies 
such as alkaline hydrolysis, 
composting and green burial which 
are outpacing existing legislation, 
public policy and knowledge as 
related to funerary use. Although 
having options beyond burial and 
cremation is desirable for the 
consumer, the BAO is required to 
ensure that they are in the public 
interest and that the options are safe 
for the public. Trying to keep up with 
the implementation of new 
disposition techniques is taxing on 
resources, particularly financial 
resources, as we consult with subject 
matter experts and on occasion 
become involved in litigation. 

While regulating the bereavement 
sector in the public interest, we are 
mindful that there is a balance 
between consumer protection and  
licensees’ legitimate business 
interests. The two concepts are not 
necessarily in opposition; healthy and 
profitable businesses are not driven to 
cut corners or conduct themselves in 
ways that are harmful to consumers. 
But the bereavement sector is 
changing. The sector is experiencing 
pressures that challenge the viability 
of the traditional business model. 

Consumer preference is changing 
from the traditional funeral and burial 
to more economical options such as 
direct cremations, celebrations of life 
and no burial ceremonies. Staffing 
within the profession is also changing. 
In the past, funeral directors were 
proudly bound to the profession for 
life; the new generation are open to  
multiple careers in their lifetime and 
the number of funeral directors 
licensed by the BAO annually appears 
to be trending downward. At the BAO, 
we are and will continue to do its part 
to support the bereavement sector by 
making changes that will reduce the 
regulatory stresses without 
compromising consumer protection or 
public safety. An example is the BAO's 
response to the staffing challenges of 
funeral homes. We no longer require a 
licensee to be tied to a specific 
establishment so that a licensed 
funeral director can work for various 
employers. We will continue to create 
and identify innovative solutions to 
ease the burden for licensees, even if in 
a small way. 

I wish to recognize everyone that 
contributes to the success of the BAO. I 
often reflect on the words of the late 
Steve Jobs, who observed that “Great 
businesses are never done by an 
individual…they’re done by a team.” We 
have an excellent staff at the BAO who 
are dedicated to serving the public and 
licensees in an empathetic and 
supportive way. We are fortunate to 
have a conscientious and skilled Board 
of Directors who take their governance 
role very seriously and strive for 
continuous improvement. Our partner, 
the Ministry of Government and 
Consumer Services closely oversees 
the BAO in the administration of the 
Funeral, Burial and Cremation Services 
Act, 2002 . Our staff, the Board and the 
Ministry are all responsible for and 
share in the success of this 
organization. 

Carey Smith 
CEO/Registrar 

In closing, I must address our 
three advisory committees: 
Funeral & Transfer Service, 
Cemetery, Crematorium & 
Municipal and Faith-based. These 
committees share their expertise 
and provide invaluable advice to 
the BAO and I am always 
extremely appreciative of their 
accessibility and support. Simply 
put, we would not be an effective 
regulator without their counsel, 
and no directives or policies are 
issued without their input. They 
are truly the cornerstone of this 
regulatory model, and they have 
my complete gratitude. 

lisa.padgett
Cross-Out



   
   

 
  

    
   
   

     
    

   
  

 

 

 

P A G E 5 

ORGANIZATIONAL 
OVERVIEW 

MANDATE 
The Bereavement Authority of 
Ontario (BAO) is an 

independent, not-for-profit 

corporation that administers 

provisions of the Funeral, Burial 
and Cremation Services Act, 
2002 (FBCSA). The BAO's 

mandate is to serve and protect 

public interest and govern the 

bereavement sector in the 

province of Ontario. 

The BAO is responsible for: 

The licensing of establishments; funeral, transfer 
service, cemetery and crematorium. 
The licensing of individuals; funeral directors, funeral 
preplanners, transfer service, cemetery and 
crematorium sales representatives. 
The monitoring of cemetery care and maintenance 
trust funds and prepaid trust funds. 
Promoting confidence and awareness in Ontario's 
bereavement sector through licensing, inspections, 
investigations, responding to complaints and public 
education activities. 
Providing information and education to the public. 

OBJECTIVES 
The BAO's objectives include: 

1) Increasing consumer awareness of the BAO 
and access to useful and relevant regulatory 
information. 

2) Developing and maintaining effective 
communications with key stakeholders. 

3) Improving resolution of consumer complaints. 

4) Enhancing educational requirements. 

5) Conducting inspections and reviews, and 
resolving matters of non-compliance. 

6) Increasing the effectiveness and efficiency of 
inspections and compliance methods. 

7) Coaching for compliance. 

8) Ensuring financial sustainability. 

9) Improving operational capabilities. 

10) Ensuring effective Board oversight of the BAO. 

11) Ensuring compliance with the FBCSA and 
regulations. 
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2018/19 

ORGANIZATIONAL 

CHART 



 

     
        

      
      
      

    
       
        

      
       
     

     
        

       
        

    
       

      
        

      
        

       
       

      
       
        

     
        

    
     

       
    

  
     

     

     
     

      
    

     
     

    
     

     
       
       

       
     

      
     

      
       

    
 

      
     

     
     

      
     

         
       

     

P A G E 7 

2018/2019 

ORGANIZATIONAL 

ACCOMPLISHMENTS 

The BAO simplified annual licensing reports, 
applications and other forms. Online tools were also 
created to assist small cemetery operators in 
determining their calculations to the care and 
maintenance fund and the online renewal system 
for personal licences was streamlined. 
The BAO merged two legacy database systems from 
the former Board of Funeral Services and Ministry of 
Government and Consumer Services. This resulted 
in efficiencies in all internal processes from licensing 
to compliance and finance, and provides 
functionality for future data analytics. 
Changes were made to the online public register to 
offer improved ability to search for cemeteries using 
a variety of search criteria including their lot and 
concession numbers beyond traditional addresses. 
The BAO recovered almost a million dollars in 
inappropriately allocated trust money. As for prepaid 
trust money held by funeral homes, the BAO has 
developed an ‘early warning' program to identify 
licensees that may be at risk financially. This allows 
the Trust and Compliance Officers to intervene and 
take necessary remedial action before the money is 
lost. 
Two Inspectors were added to the compliance 
department and an additional lawyer to the legal 
department. The past year saw a strategic shift to 
risk-based inspections which allows the Inspectors 
to spend quality time on licensees that have had 
serious consumer complaints, indications of 
financial insolvency, management issues or other 
compliance issues. A full menu of measures is 
available to address non-compliance, including 
mentorship/coaching, education, modifying 
management, placing the licensee on conditions, 
supervision, suspension and ultimately revocation. 

BAO Complaints Officers received 442 complaints 
and inquiries throughout the year. 
There were 80 complaints escalated for further 
investigation, and ultimately these complaints 
resulted in 41 regulatory actions imposing 
conditions, suspensions or revocation of licence. 
The BAO has streamlined Entry-to-Practice 
Examinations, which were reviewed extensively by 
subject matter experts. Many irrelevant questions 
were deleted and several questions were added to 
help address missing areas of competency. 
In response to requests from the BAO, Humber 
College re-tooled and condensed the Funeral 
Preplanner Course to improve its practicality and 
accessibility. Humber also created an abridged 
Safe Handling Course for non-public body removal 
services that the BAO brought into the licensing 
realm under a temporary grandfathering 
provision. 
The BAO encouraged the Ontario Association of 
Cemetery and Funeral Professionals to create 
educational products for cemetery operators, 
targeting the volunteer, part-time municipal 
administrators and boards. An on-line course for 
Cemetery Sales Representatives is now available. 
The BAO is pleased that the association is taking a 
leadership role in addressing the lack of formal 
educational opportunities in the cemetery sector. 



 

     
     

    
      
     

     
     

       
     

       
       

       
    

    
     

       
        

 
       
      

      
      
     

   
      

      
     

      
     
  

       
       
      

        
        

    

P A G E 8 

2018/2019 

ORGANIZATIONAL 

ACCOMPLISHMENTS 
The BAO continues to maintain exceptional 
relationships with its stakeholders, including various 
levels of government, professional associations, 
Humber College, Collège Boréal, and the Funeral 
Advisory and Memorial Society. New relationships 
have been forged with Community Deathcare 
Canada and Hospice Palliative Care Ontario. 
The BAO's outreach to the public has grown 
significantly, particularly through social media and 
electronic means. LinkedIn has been added to the 
existing Facebook and Twitter outlets. Last year saw 
720 tweets, 144 Facebook posts and 10 Linkedin 
updates posted with consumer protection/public 
information messaging, garnering over 10,000 
impressions. The BAO conducted an advertising 
campaign on Google which resulted in 3,700 clicks 
through to the BAO website and over one million 
impressions overall. 
In a more traditional approach, the BAO participated 
in two public awareness campaigns through Cottage 
Life Magazine and the London Free Press/Windsor 
Star newspapers, alerting consumers to their options 
and responsibilities when planning funerals or 
scattering ashes from cremation. 
The BAO conducted 22 educational seminars and 
workshops for various religious sectors and municipal 
organizations (including the Association of Municipal 
Managers, Clerks and Treasurers of Ontario, Ontario 
Recreation Facilities Association Inc., and Ontario 
Monument Builders Association). 

BAO staff spoke with over 3,000 consumers at 
various trade shows: Ottawa Spring and Fall Lifestyle 
Shows, Zoomer Show and National Women’s Show 
and distributed more than 5,500 copies of the BAO’s 
“Guide to Death Care in Ontario” to palliative care 
organizations, retirement homes, hospices and 
hospitals. 



    

 

 

 

           
      

       
        

         
      

 

P A G E 9 

CORPORATE GOVERNANCE 

BOARD OF 
DIRECTORS 

The Role of the Board 

The Board of Directors has the authority to direct the BAO in 

accordance with its Administrative Agreement with the 

Ministry of Government and Consumer Services (MGCS) and 

all applicable statutes. The Board is accountable to the 

Minister for the performance of the BAO. Five (5) Board 

meetings were held during this fiscal year. 

Board Composition and Director Qualifications 

The BAO is governed by a ten-member Board of 
Directors (during the 2018/2019 fiscal year there was one 
vacancy). The Board is comprised of:�

Four (4) directors with regulatory and governance experience and who 
have no direct interest in the bereavement sector.�
Three (3) directors who are selected and appointed by the Minister, MGCS. 
Three (3) directors who are also the Chairs of the three (3) Advisory 
Committees. These individuals represent all sectors of the bereavement 
industry: faith, funeral and transfer services, cemetery and cremation. 
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Members of the Board of Directors 

Aubrey LeBlanc works as Chief Administrative Officer of the Ontario Building 
Officials Association, an industry association representing, training and certifying 
Ontario’s municipal building officials.  He is also Chair of the Condominium 
Management Regulatory Authority of Ontario. Aubrey is Past-President of the 
Consumers Council of Canada.  For a decade, he was President and Registrar of 
what is now the Tarion Warranty Corporation, another consumer-protection 
delegated authority of the Ontario Government. He has also been a senior 
executive in several provincial government ministries, and was most recently the 
Chief Building Official for Ontario.  He has a M.Sc. degree from the University of 

Aubrey LeBlanc Wisconsin, and an MBA from York University’s Schulich School of Business. 
Chair 

Glen Timney is the Vice President Corporate Development for the Mount Pleasant Group in 
Toronto. He has worked within Ontario’s bereavement industry for almost 50 years. 

Twice he served as President of the Ontario Association of Cemetery and Funeral 
Professionals (OACFP), and served on their Board of Directors, conducted legislation and 
operations training seminars for licensees throughout the province for more than 3 
decades, chaired the association’s legislation committee for 13 years, and represented the 
OACFP membership’s interests during government negotiations, culminating in the 
proclamation of the Funeral, Burial and Cremation Services Act in July 2012. 

Glen is dedicated to spending time with his family and serving his community. A past 
president of the local Rotary Club, Glen was honoured with a Paul Harris Fellowship. He is a 
Knight Commander within the Order of St. Lazarus in Canada, a past Commander of the 
Toronto Commandery, and served as Vice Chancellor Commanderies for Canada. 

Glen has served as treasurer for two charitable foundations, is a past member of the 
Humber College Health Sciences Funeral Education Advisory Committee, and chair of the 
BAO Cemetery Crematorium and Municipal Advisory Committee. 

Glen Timney 
Vice-Chair 

John O'Brien 
Secretary 

John J. O’Brien was appointed Episcopal Delegate for Cemeteries and Insurance on January 1, 
2014.  He served as the Business Administrator of The Roman Catholic Diocese of Hamilton 
1999 to 2013, Director of The Catholic Cemeteries of the Diocese of Hamilton from 1987 to 2013 
and served on the Board of the Catholic Cemetery Conference, Chicago, Illinois from 1993-
2006, and was President from 2002-2004. 

Since 1999, he has served on the Insurance Management Board of the Assembly of Catholic 
Bishops of Ontario.  He served as President of Catholic Umbrella Pool II (CUP II), a reinsurance 
investment pool forming part of the Catholic Mutual Group of Omaha, Nebraska from April 
2014 to April 2016. 

He served a three-year term as a member of the Board and Treasurer of Catholic Missions in 
Canada (2004), and ten years as a Trustee of St. Joseph’s Villa (2003), a 428-bed Long Term 
Care Facility, located in Dundas, Ontario.  In September of 2016, he was appointed to the Board 
of Carpenter Hospice and is currently the President of the Ontario Catholic Cemetery 
Conference. 
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Members of the Board of Directors 

Brian Parent 
Director 

Brian Parent is a past President and for many years the Legislative Co-Chair for the 
Ontario Funeral Service Association, of which he has been a member since 1982. He 
is the President of Families First Funeral Home & Tribute Centre in Windsor, Ontario 
and has been a licensed funeral director for over 35 years. Brian received the 
Entrepreneur of the Year Award in 2006 and Business of the Year Award in 2011 
from the Windsor & Essex District Chamber of Commerce. 

Brian serves as a Director in a number of organizations. He is currently a Board 
Member and a past President of the Victim Services Board of Management, a 
current Board Member and past President of the Victorian Order of Nurses, and a 
Director for the Essex Regional Conservation Authority. Brian is also very active as a 
Member of the National Funeral Directors Association, and the Windsor & Essex 
District Chamber of Commerce. 

Glenda became a Realtor in 1987.  She managed the largest office for Royal Lepage 
Team Realty Brokerage, as well as training for the sales people and Brokers in the 
company. Glenda was elected to the Real Estate Council of Ontario (RECO) Board in 
2018 and has served as a Director of RECO from 2006-2014, then as Chair of the Council 
2009-2010, 2013-2014, 2014-2015. 

Glenda was elected to the Ottawa Real Estate Board in 2000 as a Director, then was 
elected as President in 2004. 

Glenda was a Director of the Realtor Care foundation 2006-2008 for the Ontario Real 
Estate Association (OREA). Glenda has served on almost all committees for RECO and 
many others with all levels or organized Real Estate, Canadian Real Estate Association 
(CREA), OREA and Ottawa Real Estate Board (OREB). Glenda currently sits on the 
fundraising committee for St Joseph’s Woman Shelter in Ottawa. 

Glenda Brindle 
Director 

Jane van Alphen is the Program Director, Hospital Services at Baycrest Health 
Sciences and is responsible for developing and monitoring annual operating plans, 
quality and process improvement plans, championing innovation and building 
relationships with key partners. Jane previously served as the Director, Programs and 
Operations at the Canadian Center for Aging and Brain Health at Baycrest, and Vice-
President, Operations at the Ontario Institute for Cancer Research at MaRS, Child 
Health Services Director at Sick Kids and Perinatal Manager at Toronto General 
Hospital. 

Jane van Alphen 
Director 
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Members of the Board of Directors 

Jay O’Neill was appointed CEO and Registrar at the Retirement Homes Regulatory 
Authority (RHRA) in June 2018.  He joined the RHRA in 2001 and was instrumental in the 
launch of the organization. In his most recent role as Chief Operating Officer, he 
oversaw finance, Human Resources, Information Technologies, enterprise risk, 
procurement, and facilities. 

Jay holds an MBA from the Rotman School of Management, University of Toronto, and 
a BA from York University.  He also holds a Chartered Director (C.Dir) from the Director's 
College. 

Jay O'Neill 
Director 

As the Chief Staff Officer at VQA Ontario, Laurie oversees the management and 
operations of Ontario’s wine authority.  VQA Ontario administers provincial 
regulations that govern wine composition and labelling for Ontario wines and 
ensure label integrity for consumers.  She has been with VQA Ontario since its 
establishment in 2000. 

Before joining VQA Ontario, Laurie practiced as an engineer in the mining and 
explosives fields and later was the Director of Professional Affairs and Registrar 
at Professional Engineers Ontario, the licensing authority for Professional 
Engineers in the Province. 

Laurie Macdonald 
Director 

Tom Wright was Chair of the Board of Directors of the Bereavement Authority of 
Ontario from 2014 to 2018. 

Tom is the current Chair of the Condominium Authority of Ontario and Vice-Chair 
of the Resource Recovery and Productivity Authority Boards of Directors. 
Previously, he served as Chair of the Ontario Film Authority. Tom was Chief 
Executive Officer and Registrar of the Real Estate Council of Ontario and from 
1991 to 1997 he was Information and Privacy Commissioner for the Province of 
Ontario. A graduate of Queen’s University Law School, he was called to the 

Tom Wright Ontario Bar in 1975. 
Director 



 

 

           
            

   

P A G E 1 3 

CORPORATE GOVERNANCE 

COMMITTEES 

The following standing committees have been established by the Board of Directors. 
Combined, they are comprised of 29 committee members who have participated in 14 

meetings this fiscal year. 

Audit and Risk Committee 

Chair: Jay O'Neill 
The Audit and Risk Committee’s mandate is to 
assist the Board of Directors in fulfilling its 
oversight responsibilities with respect to the 
organization’s standards of integrity and 
behaviour, reporting of financial information, 
risk management oversight and management 
control practices. 

CEO/Registrar Performance Evaluation 

Committee 

Chair: Aubrey LeBlanc 
The CEO/Registrar Performance Evaluation 
Committee’s mandate is to assist with the 
evaluation of the CEO/Registrar on an annual 
basis and to make recommendations on 
alterations to the CEO/Registrar job 
description, incentives and salary. 

Compensation Fund Committee 

Chair: Brian Parent 
The Compensation Fund Committee's 
mandate is to manage the affairs of the 
Funeral Services Compensation Fund, to 
ensure compliance with the FBCSA and its 
regulations and to determine eligibility of 
claims. 

BAO Volunteer Committees 

Finance Committee 

Chair: Aubrey LeBlanc 
The Finance Committee’s mandate is to assist 
the Board in fulfilling its governance 
responsibilities with respect to financial 
planning, funding/revenue strategies, approval 
of budgets, financial monitoring and financial 
policies. 

Governance and Nominations Committee 

Chair: Glenda Brindle 
The Governance and Nominations Committee 
has a double mandate; to provide the Board of 
Directors with recommendations for the 
membership of committees and the Board; and 
to assess the BAO’s governance development, 
practices and policies. 

The following three (3) volunteer committees are comprised of sector and consumer representatives who 
provide the Board and the Registrar with expert advice on matters affecting the bereavement sector. 

Cemetery, Crematorium and Municipal Advisory Committee (Chair: Glen Timney) 
Faith-based Advisory Committee (Chair: John O'Brien) 
Funeral and Transfer Service Advisory Committee (Chair: Brian Parent) 



             
             

           
          

           

     
      

  

 

      
    

 

P A G E 1 4 

PERFORMANCE 
STATISTICS 

LICENSING 

Anyone in Ontario, who sells or offers to sell bereavement-related supplies (except caskets and 
monuments/markers) and services must be licensed with the BAO under the FBCSA and comply 
with relevant Ontario Regulations. The total number of licensees (cemetery, crematorium, funeral 
and transfer service establishment operators and funeral directors, preplanners, and transfer 
service, cemetery and crematorium sales representatives) during this fiscal year is 9,427. 

Establishment Licensing 

Establishments are required to renew their 
licences on an annual basis. They must submit 
the necessary documentation and payments 
to the BAO between November 1 - December 
31, each year. 

Documents and fees are processed by the 
Licensing Unit and any deficiencies found are 
communicated to the establishment to ensure 
compliance with the FBCSA. 

Personal Licensing 

Personal licences are required to be renewed 
on an annual basis. Licensees must submit the 
necessary documentation, proof of continuing 
education completion and fees through the 
online Licensee Portal between November 1 -
December 31, each year. 

Licences are processed by the Licensing Unit 
and personal licence identification cards are 
then mailed to licensees. 

NEW LICENCES ISSUED 33 funeral, cemetery, crematorium and transfer 
service business licence applications were issued. 

270 new personal licences were issued. 

LICENCES RENEWED 663 funeral establishment and transfer service 
operator licences were renewed. 

3,472 cemetery and crematorium sales representative 
licences, funeral preplanner, funeral director and 
transfer service licences were renewed. 
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PERFORMANCE 
STATISTICS 

LICENSING QUICK FACTS 

Cemetery Operator: Person (Corporation, Partnership, Sole Proprietor, Trustee/Volunteer Board – 

Religious or other) licensed to offer or sell cemetery supplies and services. 
Cemetery Sales Representative: Can sell or offer to sell cemetery supplies and services on behalf of a 

licensed cemetery operator. 
Crematorium Operator: Person (Corporation, Partnership, Sole Proprietor, Trustee/Volunteer Board – 

Religious or other) licensed to offer or sell crematorium supplies and services. 
Crematorium Sales Representative: Can sell or offer to sell crematorium supplies and services on 

behalf of a licensed crematorium operator. 
Funeral Director – Class 1: Can embalm and provide all related professional services associated with 

arranging and directing a funeral and memorial service on behalf of a licensed establishment. 
Funeral Director – Class 2: Can arrange and direct customized funeral rites and ceremonies on behalf 
of a licensed establishment.  Cannot provide embalming services. 
Funeral Preplanner: Can enter into prepaid contracts funded by insurance plans for funeral supplies 

and services on behalf of a licensed funeral establishment. 
Transfer Service Operator – Class 1: Can sell and provide the service of placing a dead human body in a 

casket, washing and setting the features and transporting a dead human body from one location to 

another. 
Transfer Service Operator – Class 2:  Can sell and provide the service of placing a dead human body in 

a casket, removing personal effects and transporting a dead human body from one location to 

another. 
Transfer Service Sales Representative: Can sell transfer services on behalf of a licensed transfer service 

operator. 
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PERFORMANCE 
STATISTICS 

LICENSING 

Ensuring the Preservation and Security of Cemeteries 

The BAO Registrar’s Directive “Archaeological 
Assessments & Investigations on Cemetery 
Lands” dated April 11, 2018, was issued to 
remind cemetery operators that any invasive 
activity, either excavation or construction 
within or at the boundaries of a cemetery for 
which no credible maps/plans or records exist, 
may only be carried out after an 
archaeological investigation has been 
conducted.  An Investigation Authorization 
must be received from the BAO before any 
invasive activity begins. 

Between April 1, 2018, and March 31, 2019, 
the Registrar has issued 8 Investigation 
Authorizations for archaeological 
investigations within or at the undefined 
boundaries of various cemeteries. 
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PERFORMANCE 
STATISTICS 

EDUCATION 

EXAM RESULTS 

Total number of exams written in the 
fiscal year: 321 

CONTINUING EDUCATION 

The BAO believes that continuing education is a priority and an important component of any profession. 
In 2018, licensees who wished to renew their licences for 2019 were required to complete four (4) hours of 
continuing education and professional development before December 31, 2018. 

Licensees were able to self-report their continuing education details while renewing their licence 
through the online Licensee Portal. 

Any courses that are provided by Humber College, Collège Boréal, Ontario Association for Cemetery and 
Funeral Professionals, Ontario Funeral Service Association or that have been pre-approved by the 
Registrar will qualify for continuing education credits. 
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REPORT ON 
PERFORMANCE 

TRUST FUNDS 

Care and Maintenance 
Care and Maintenance Funds 

A Care and Maintenance Fund (C&M) is a trust fund used to Total by Category 

help ensure the long-term upkeep of a cemetery in 
perpetuity. All cemetery operators who sell, assign or 
transfer interment rights or scattering rights or who permit 
the interment/scattering of human remains must have a 
C&M. The C&M must be held by a trustee or a municipality 
as legislated. 

The use of capital (including realized capital gains) in the 
C&M is strictly prohibited under the FBCSA. 

Cemetery operators are required to submit details of their 
C&M annually, as well as their institutional trustee 
statements. These documents are reviewed by the Trust 
Unit to ensure compliance with the FBCSA. 

Cemetery operators who have a C&M greater than 
$500,000 or have a funeral establishment on their cemetery 
lands must submit audited financial statements within six 
(6) months of their fiscal year end. 

Cemetery operators whose prepaid funds exceed $100,000 
during the year must also submit audited financial 
statements. 

Compliance Review 

The Trust Unit ensures that contributions to the C&M are 
correct, and that licensees use the interest appropriately. 
All discrepancies identified are addressed by phone, e-mail 
or a deficiency letter. A failure to respond may lead to an 
inspection or further compliance action. 

Total C&M 
$1.3B 
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REPORT ON 
PERFORMANCE 

TRUST FUNDS 

Report on Prepaid Funds 

Licensed operators must ensure that 

money received in advance (for prepaid 

supplies or services) is either held in 

individual trust accounts and invested 

directly through the trustee or a fraternal 
society licensed under the Insurance Act, or 

in a  pooled trust fund with an eligible 

trustee as defined in the FBCSA. The 

amount of each account and the interest 

earned must be tracked even if the prepaid 

money is being held in a pooled trust fund. 

Funeral establishment/transfer service 

operators, and cemetery/crematorium 

operators that sell prepaid supplies and 

services are required to file a Report of 
Prepaid Funds (RPF) with the BAO 

annually. Based on the total amount of 
money held, the operator may also be 

required to submit a Review Engagement 

or Audit Report. Every RPF is reviewed and 

documented by the Trust Unit. Identified 

discrepancies are initially addressed by 

phone, e-mail or a deficiency letter.  A 

failure to respond will lead to compliance 

actions including a compliance inspection. 
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REPORT ON 
PERFORMANCE 

TOOLS FOR 

COMPLIANCE 

The BAO has implemented measures to assist licensees in accurately 

completing their Annual Licensure Reports (ALR). The C&M calculator located 

on the BAO website assists licensees in calculating the appropriate 

contributions (a minimum contribution or percentage of the price) from the 

sale of each interment or scattering right. This has resulted in approximately 

1,500 hits on the BAO website. The BAO has also amended the ALR form and 

related instructions to alleviate potential errors. 

Care and Maintenance Calculator 
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REPORT ON 
PERFORMANCE 

COMPLIANCE 

MEASURES 

Compliance Approach/Inspections 

The Compliance Unit was effective in identifying and reducing 
compliance issues throughout 2018 and early 2019. With the 
addition of two (2) Inspectors, the team has an enhanced range 
of skill sets and is better equipped to inspect all classes of 
licensees. Although fewer inspections occurred in FY 2018/2019, 
each inspection was far more involved and far from routine. 

The Compliance Unit has implemented a risk-based approach, 
one that bases the need for inspections on identified risks as 
opposed to predetermined fixed time intervals. 

Identified risks include: 

a history of reporting deficiencies; 
complaints; 
previous failed inspections; 
new or inexperienced management. 

A total of 97 inspections were conducted this fiscal year. 

Registrar's Actions 

The Registrar issues Proposals 
to Revoke licences for the most 
serious matters. Responding 
applicants and licensees have 
the option to challenge the 
Registrar's proposals before the 
Licence Appeal Tribunal (LAT). 
The Legal Department litigates 
these matters on behalf of the 
Registrar before LAT. 

A total of 41 Registrar’s Actions were 
undertaken this fiscal year. 
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REPORT ON 
PERFORMANCE 

COMPLAINTS 
Complaints Handling Process 

The Compliance Unit has been very effective in addressing consumer inquiries and complaints, fielding a 
total of 442 communications. Not all inquiries and complaints result in an escalated complaint. Those 
escalated will see the BAO continue to endeavor to conclude and close the matter in under 60-days. These 
efforts are undertaken to ensure Ontario consumers are always treated in a compassionate and professional 
manner during a vulnerable time in their lives. 

The BAO received 80 escalated complaints, the Escalated Complaints Defined 
most common being: 

Most complaints can be resolved through direction taken from wrong person; 
the clarification of legislation. “Escalated professional misconduct; 
complaints” are those that require contract related issues; 
investigation and mediation between a miscommunication between licensees and consumers; 
licensee and the consumer. interment rights issues. 

150 

100 

50 

0 

Total Inquiries/Complaints 
Received via Email/Mail 
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YEAR OVER YEAR 

Licensing 

Change in 
numbering structure: 
Previously only 
cemetery operators 
were licensed. Now 
all cemetery sites 
have a unique 
identification 
number. 
2,374�cemetery 
operators were 
licensed in 2018/19. 

Emeritus Status Inspections 

A Funeral Director licensed in good 
standing for 50+ years. 

Service Standards 

*Based on applications that are submitted correctly, with appropriate supporting documentation. 
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OTHER UPDATES 

REVIEW OF 

REGULATION 

The review of the FBCSA has been 
ongoing since the delegation of the 
BAO in 2016. While no specific changes 
have been requested to-date, staff 
continue to track areas that may require 
future amendment. 

Both the Code of Ethics and 
Discipline and Appeal Committee 
Regulations under the FBCSA were 
approved in spring 2018. A further 
amendment to the General 
Regulation under the Safety and 
Consumer Statutes Administration 
Act, 1996 is required in order for the 
BAO to administer the new 
regulations. Once the BAO is 
authorized to administer the new 
regulations, the BAO will begin the 
process of establishing the 
Discipline and Appeals Committee 
and will be soliciting stakeholders to 
find those interested in becoming 
members. 

Compliance with Accessibility 
for Ontarians with Disabilities 
Act (AODA) 

Under the Accessibility for Ontarians with 
Disabilities Act, the BAO makes every reasonable 
effort to ensure that its policies, practices and 
procedures are consistent with the principles of 
dignity, independence, integration and equal 
opportunity. 

French Language Services 

While the bereavement sector employs 
francophone licensees, the BAO received fewer than 
15 inquiries from French speaking callers 
throughout the fiscal year. 

The BAO employs three (3) bilingual individuals 
(an Inspector, Complaints Officer and Licensing 
and Education Coordinator). These employees 
provide bilingual support to consumers, 
stakeholders and licensees via phone and 
written correspondence, upon request. The 
BAO also provides bilingual Funeral Service 
education - Collège Boréal, a fully French 
speaking college, offers the program in French. 
Most BAO publications are produced in both 
French and English. 
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REPORT ON 
PERFORMANCE 

FINANCIAL 

REVIEW 
The following financial review is based on the audited financial statements for the BAO for 
the year ended March 31, 2019 (see Appendix A). The BAO uses its revenues to deliver 
consumer protection initiatives across the province and to ensure the organization’s 
sustainability so it can fulfill its mandate. 

As of March 31, 2019, the net assets of the BAO were $5,861,399 ($5,021,571 – FY2018). In fiscal 
year 2019 (April 1, 2018 to March 31, 2019) BAO achieved a net surplus of revenues over 
expenses of $839,828 ($1,233,625 - FY2018), a favourable variance from the budgeted 
surplus of $250,991. The strong financial performance was due to a concerted effort across 
the organization to manage costs and improve efficiencies. 

Revenue 

The BAO relies on two main revenue streams, Funeral and Cemetery licensing fees, which 
are set out in accordance with a fee structure made by Minister’s Order under the Funeral 
Burial and Cremation Services Act, 2002. Overall revenue for fiscal year 2019 was 
$4,580,683 ($4,262,223 - FY2018), resulting in a year-over-year increase of $318,460, 
attributed to application process timing of Funeral and Cemetery Operator licence 
renewals. Non-operating revenue of $81,469 was generated by the BAO’s investment 
program for FY2019 ($48,324 - FY2018). Investment of excess cash flows were limited to 
short-term, risk-free, term deposits and held with major Canadian financial institutions. 

Expenses 

BAO’s expenses in FY2019 were $3,740,855 ($3,028,598 - FY2018), an increase of $712,257 
from the previous year. The year-over-year increase in expenses was driven primarily by a 
full staffing complement and higher outside legal and consulting expenses related to 
Alkaline Hydrolysis matters.�

Capital Expenditures 

Capital spending including intangible assets in FY2019 amounted to $87,635 (compared to 
$175,102 - FY2018), primarily related to IT infrastructure and the completion of a single 
database platform. 

Liquidity 

Based on cash flows provided by its operations and current investment holdings, BAO 
has sufficient liquidity to fund its short and medium-term business plans and 
obligations. 
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	It is my pleasure to introduce this Annual Report for the Bereavement Authority of Ontario (BAO), which describes the organization’s activities and accomplishments over the 12 months from April 1, 2018, to March 31, 2019. The BAO has an ambitious mandate to protect the interests of the public while ensuring compliance with the Funeral, Burial and Cremation Services Act, 2002, and as a result, enhancing market integrity and stability. We will continue to achieve this legislated mandate by maintaining a moder
	The BAO is positioned at the intersection of changing times - a mosaic of diverse consumers are seeking a variety of services. The bereavement sector must adapt accordingly. Several alternative disposition options are entering the marketplace which will supplement the standard burial and cremation traditions. Going forward, there may be regulatory changes required for many of these new technologies to proceed.  The BAO is committed to ongoing collaboration, consultation and transparency with stakeholders, t
	While much work lies ahead in 2019, the BAO has made significant progress in laying a strong foundation to become an effective, efficient and forward-thinking organization with the systems, tools, skill and authority required to deliver on its mandate. 
	At the same time, we recognize that achieving transformation takes time and includes the continued development of our regulatory framework, processes and rules, investments in technologies and systems, and a high-performance culture with highly engaged employees. 
	The Board of Directors extends its deep appreciation to the Ministry of Government and Consumer Services and supporting Ministries for their commitment and support of bereavement service regulation across Ontario. 
	The Board acknowledges the important role that BAO staff play to ensure great service and stability as we build the future together. 
	Figure
	Aubrey LeBlanc Chair 
	Aubrey LeBlanc Chair 
	Aubrey LeBlanc Chair 
	Aubrey LeBlanc Chair 




	MESSAGE FROM 

	THE CEO & REGISTRAR 
	THE CEO & REGISTRAR 
	The past year was one of success, stability and financial strength that should be expected of any organization into the third year of its existence. That said, we have also seen many changes; some from external factors, but many of which were driven by the desire to make compliance with the rules easier for licensees. 
	We have been challenged by the arrival of new disposition technologies such as alkaline hydrolysis, composting and green burial which are outpacing existing legislation, public policy and knowledge as related to funerary use. Although having options beyond burial and cremation is desirable for the consumer, the BAO is required to ensure that they are in the public interest and that the options are safe for the public. Trying to keep up with the implementation of new disposition techniques is taxing on resou
	While regulating the bereavement sector in the public interest, we are mindful that there is a balance between consumer protection and  licensees’ legitimate business interests. The two concepts are not necessarily in opposition; healthy and profitable businesses are not driven to cut corners or conduct themselves in ways that are harmful to consumers. But the bereavement sector is changing. The sector is experiencing pressures that challenge the viability of the traditional business model. 
	Consumer preference is changing from the traditional funeral and burial to more economical options such as direct cremations, celebrations of life and no burial ceremonies. Staffing within the profession is also changing. In the past, funeral directors were proudly bound to the profession for life; the new generation are open to  multiple careers in their lifetime and the number of funeral directors licensed by the BAO annually appears to be trending downward. At the BAO, we are and will continue to do its 
	I wish to recognize everyone that contributes to the success of the BAO. I often reflect on the words of the late Steve Jobs, who observed that “Great businesses are never done by an individual…they’re done by a team.” We have an excellent staff at the BAO who are dedicated to serving the public and licensees in an empathetic and supportive way. We are fortunate to have a conscientious and skilled Board of Directors who take their governance role very seriously and strive for continuous improvement. Our par
	Figure
	Carey Smith CEO/Registrar 
	In closing, I must address our three advisory committees: Funeral & Transfer Service, Cemetery, Crematorium & Municipal and Faith-based. These committees share their expertise and provide invaluable advice to the BAO and I am always extremely appreciative of their accessibility and support. Simply put, we would not be an effective regulator without their counsel, and no directives or policies are issued without their input. They are truly the cornerstone of this regulatory model, and they have my complete g
	Figure
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	ORGANIZATIONAL OVERVIEW 


	MANDATE 
	MANDATE 
	The Bereavement Authority of Ontario (BAO) is an independent, not-for-profit corporation that administers provisions of the Funeral, Burial and Cremation Services Act, 2002 (FBCSA). The BAO's mandate is to serve and protect public interest and govern the bereavement sector in the province of Ontario. 
	The BAO is responsible for: 
	L
	LI
	Figure
	The
	 licensing of establishments; funeral, transfer service, cemetery and crematorium. 

	LI
	Figure
	The
	 licensing of individuals; funeral directors, funeral preplanners, transfer service, cemetery and crematorium sales representatives. 

	LI
	Figure
	The
	 monitoring of cemetery care and maintenance trust funds and prepaid trust funds. 

	LI
	Figure
	Promoting
	 confidence and awareness in Ontario's bereavement sector through licensing, inspections, investigations, responding to complaints and public education activities. 

	LI
	Figure
	Providing
	 information and education to the public. 


	OBJECTIVES 
	OBJECTIVES 
	The BAO's objectives include: 
	1) Increasing consumer awareness of the BAO 
	and access to useful and relevant regulatory information. 
	2) Developing and maintaining effective communications with key stakeholders. 
	3) Improving resolution of consumer complaints. 
	4) Enhancing educational requirements. 
	5) Conducting inspections and reviews, and resolving matters of non-compliance. 
	6) Increasing the effectiveness and efficiency of inspections and compliance methods. 
	7) Coaching for compliance. 
	8) Ensuring financial sustainability. 
	9) Improving operational capabilities. 
	10) Ensuring effective Board oversight of the BAO. 
	11) Ensuring compliance with the FBCSA and regulations. 
	PAGE 6 
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	ORGANIZATIONAL CHART 
	ORGANIZATIONAL CHART 
	Figure
	2018/2019 

	ORGANIZATIONAL ACCOMPLISHMENTS 
	ORGANIZATIONAL ACCOMPLISHMENTS 
	L
	LI
	Figure
	The 
	BAO simplified annual licensing reports, applications and other forms. Online tools were also created to assist small cemetery operators in determining their calculations to the care and maintenance fund and the online renewal system for personal licences was streamlined. 

	LI
	Figure
	The 
	BAO merged two legacy database systems from the former Board of Funeral Services and Ministry of Government and Consumer Services. This resulted in efficiencies in all internal processes from licensing to compliance and finance, and provides functionality for future data analytics. 

	LI
	Figure
	Changes 
	were made to the online public register to offer improved ability to search for cemeteries using a variety of search criteria including their lot and concession numbers beyond traditional addresses. 

	LI
	Figure
	The 
	BAO recovered almost a million dollars in inappropriately allocated trust money. As for prepaid trust money held by funeral homes, the BAO has developed an ‘early warning' program to identify licensees that may be at risk financially. This allows the Trust and Compliance Officers to intervene and take necessary remedial action before the money is lost. 

	LI
	Figure
	Two 
	Inspectors were added to the compliance department and an additional lawyer to the legal department. The past year saw a strategic shift to risk-based inspections which allows the Inspectors to spend quality time on licensees that have had serious consumer complaints, indications of financial insolvency, management issues or other compliance issues. A full menu of measures is available to address non-compliance, including mentorship/coaching, education, modifying management, placing the licensee on conditio


	L
	LI
	Figure
	BAO 
	Complaints Officers received 442 complaints and inquiries throughout the year. 

	LI
	Figure
	There 
	were 80 complaints escalated for further investigation, and ultimately these complaints resulted in 41 regulatory actions imposing conditions, suspensions or revocation of licence. 

	LI
	Figure
	The 
	BAO has streamlined Entry-to-Practice Examinations, which were reviewed extensively by subject matter experts. Many irrelevant questions were deleted and several questions were added to help address missing areas of competency. 

	LI
	Figure
	In 
	response to requests from the BAO, Humber College re-tooled and condensed the Funeral Preplanner Course to improve its practicality and accessibility. Humber also created an abridged Safe Handling Course for non-public body removal services that the BAO brought into the licensing realm under a temporary grandfathering provision. 

	LI
	Figure
	The 
	BAO encouraged the Ontario Association of Cemetery and Funeral Professionals to create educational products for cemetery operators, 


	targeting the volunteer, part-time municipal 
	administrators and boards. An on-line course for 
	Cemetery Sales Representatives is now available. 
	The BAO is pleased that the association is taking a 
	leadership role in addressing the lack of formal 
	educational opportunities in the cemetery sector. 
	2018/2019 

	ORGANIZATIONAL ACCOMPLISHMENTS 
	ORGANIZATIONAL ACCOMPLISHMENTS 
	L
	LI
	Figure
	The 
	BAO continues to maintain exceptional relationships with its stakeholders, including various levels of government, professional associations, Humber College, Collège Boréal, and the Funeral Advisory and Memorial Society. New relationships have been forged with Community Deathcare Canada and Hospice Palliative Care Ontario. 

	LI
	Figure
	The 
	BAO's outreach to the public has grown significantly, particularly through social media and electronic means. LinkedIn has been added to the existing Facebook and Twitter outlets. Last year saw 720 tweets, 144 Facebook posts and 10 Linkedin updates posted with consumer protection/public information messaging, garnering over 10,000 impressions. The BAO conducted an advertising campaign on Google which resulted in 3,700 clicks through to the BAO website and over one million impressions overall. 

	LI
	Figure
	In 
	a more traditional approach, the BAO participated in two public awareness campaigns through Cottage Life Magazine and the London Free Press/Windsor Star newspapers, alerting consumers to their options and responsibilities when planning funerals or scattering ashes from cremation. 

	LI
	Figure
	The 
	BAO conducted 22 educational seminars and workshops for various religious sectors and municipal organizations (including the Association of Municipal Managers, Clerks and Treasurers of Ontario, Ontario Recreation Facilities Association Inc., and Ontario Monument Builders Association). 


	Figure
	BAO staff spoke with over 3,000 consumers at various trade shows: Ottawa Spring and Fall Lifestyle Shows, Zoomer Show and National Women’s Show and distributed more than 5,500 copies of the BAO’s “Guide to Death Care in Ontario” to palliative care organizations, retirement homes, hospices and hospitals. 
	CORPORATE GOVERNANCE 



	BOARD OF DIRECTORS 
	BOARD OF DIRECTORS 
	The Role of the Board 
	The Board of Directors has the authority to direct the BAO in accordance with its Administrative Agreement with the Ministry of Government and Consumer Services (MGCS) and all applicable statutes. The Board is accountable to the Minister for the performance of the BAO. Five (5) Board meetings were held during this fiscal year. 
	Board Composition and Director Qualifications 
	The BAO is governed by a ten-member Board of Directors (during the 2018/2019 fiscal year there was one vacancy). The Board is comprised of:
	L
	LI
	Figure
	Four
	 (4) directors with regulatory and governance experience and who have no direct interest in the bereavement sector.

	LI
	Figure
	Three
	 (3) directors who are selected and appointed by the Minister, MGCS. 

	LI
	Figure
	Three
	 (3) directors who are also the Chairs of the three (3) Advisory Committees. These individuals represent all sectors of the bereavement industry: faith, funeral and transfer services, cemetery and cremation. 


	Members of the Board of Directors 
	Figure
	Aubrey LeBlanc works as Chief Administrative Officer of the Ontario Building Officials Association, an industry association representing, training and certifying Ontario’s municipal building officials. He is also Chair of the Condominium Management Regulatory Authority of Ontario. Aubrey is Past-President of the Consumers Council of Canada. For a decade, he was President and Registrar of what is now the Tarion Warranty Corporation, another consumer-protection delegated authority of the Ontario Government. H
	Aubrey LeBlanc 
	Wisconsin, and an MBA from York University’s Schulich School of Business. 
	Chair 
	Glen Timney is the Vice President Corporate Development for the Mount Pleasant Group in Toronto. He has worked within Ontario’s bereavement industry for almost 50 years. 
	Twice he served as President of the Ontario Association of Cemetery and Funeral Professionals (OACFP), and served on their Board of Directors, conducted legislation and operations training seminars for licensees throughout the province for more than 3 decades, chaired the association’s legislation committee for 13 years, and represented the OACFP membership’s interests during government negotiations, culminating in the proclamation of the Funeral, Burial and Cremation Services Act in July 2012. 
	Glen is dedicated to spending time with his family and serving his community. A past president of the local Rotary Club, Glen was honoured with a Paul Harris Fellowship. He is a Knight Commander within the Order of St. Lazarus in Canada, a past Commander of the Toronto Commandery, and served as Vice Chancellor Commanderies for Canada. 
	Glen has served as treasurer for two charitable foundations, is a past member of the Humber College Health Sciences Funeral Education Advisory Committee, and chair of the BAO Cemetery Crematorium and Municipal Advisory Committee. 
	Figure
	Glen Timney Vice-Chair 
	Glen Timney Vice-Chair 
	Glen Timney Vice-Chair 
	Glen Timney Vice-Chair 




	Figure
	John O'Brien Secretary 
	John O'Brien Secretary 
	John O'Brien Secretary 
	John O'Brien Secretary 




	John J. O’Brien was appointed Episcopal Delegate for Cemeteries and Insurance on January 1, 2014. He served as the Business Administrator of The Roman Catholic Diocese of Hamilton 1999 to 2013, Director of The Catholic Cemeteries of the Diocese of Hamilton from 1987 to 2013 and served on the Board of the Catholic Cemetery Conference, Chicago, Illinois from 19932006, and was President from 2002-2004. 
	-

	Since 1999, he has served on the Insurance Management Board of the Assembly of Catholic Bishops of Ontario. He served as President of Catholic Umbrella Pool II (CUP II), a reinsurance investment pool forming part of the Catholic Mutual Group of Omaha, Nebraska from April 2014 to April 2016. 
	He served a three-year term as a member of the Board and Treasurer of Catholic Missions in Canada (2004), and ten years as a Trustee of St. Joseph’s Villa (2003), a 428-bed Long Term Care Facility, located in Dundas, Ontario. In September of 2016, he was appointed to the Board of Carpenter Hospice and is currently the President of the Ontario Catholic Cemetery Conference. 
	Members of the Board of Directors 
	Figure
	Brian Parent Director 
	Brian Parent Director 
	Brian Parent Director 
	Brian Parent Director 




	Brian Parent is a past President and for many years the Legislative Co-Chair for the Ontario Funeral Service Association, of which he has been a member since 1982. He is the President of Families First Funeral Home & Tribute Centre in Windsor, Ontario and has been a licensed funeral director for over 35 years. Brian received the Entrepreneur of the Year Award in 2006 and Business of the Year Award in 2011 from the Windsor & Essex District Chamber of Commerce. 
	Brian serves as a Director in a number of organizations. He is currently a Board Member and a past President of the Victim Services Board of Management, a current Board Member and past President of the Victorian Order of Nurses, and a Director for the Essex Regional Conservation Authority. Brian is also very active as a Member of the National Funeral Directors Association, and the Windsor & Essex District Chamber of Commerce. 
	Glenda became a Realtor in 1987. She managed the largest office for Royal Lepage Team Realty Brokerage, as well as training for the sales people and Brokers in the company. Glenda was elected to the Real Estate Council of Ontario (RECO) Board in 2018 and has served as a Director of RECO from 2006-2014, then as Chair of the Council 2009-2010, 2013-2014, 2014-2015. 
	Glenda was elected to the Ottawa Real Estate Board in 2000 as a Director, then was elected as President in 2004. 
	Glenda was a Director of the Realtor Care foundation 2006-2008 for the Ontario Real Estate Association (OREA). Glenda has served on almost all committees for RECO and many others with all levels or organized Real Estate, Canadian Real Estate Association (CREA), OREA and Ottawa Real Estate Board (OREB). Glenda currently sits on the fundraising committee for St Joseph’s Woman Shelter in Ottawa. 
	Figure
	Glenda Brindle Director 
	Glenda Brindle Director 
	Glenda Brindle Director 
	Glenda Brindle Director 




	Figure
	Jane van Alphen is the Program Director, Hospital Services at Baycrest Health Sciences and is responsible for developing and monitoring annual operating plans, quality and process improvement plans, championing innovation and building relationships with key partners. Jane previously served as the Director, Programs and Operations at the Canadian Center for Aging and Brain Health at Baycrest, and Vice-President, Operations at the Ontario Institute for Cancer Research at MaRS, Child Health Services Director a
	Jane van Alphen Director 
	Members of the Board of Directors 
	Figure
	Jay O’Neill was appointed CEO and Registrar at the Retirement Homes Regulatory Authority (RHRA) in June 2018. He joined the RHRA in 2001 and was instrumental in the launch of the organization. In his most recent role as Chief Operating Officer, he oversaw finance, Human Resources, Information Technologies, enterprise risk, procurement, and facilities. 
	Jay holds an MBA from the Rotman School of Management, University of Toronto, and a BA from York University. He also holds a Chartered Director (C.Dir) from the Director's College. 
	Jay O'Neill Director 
	As the Chief Staff Officer at VQA Ontario, Laurie oversees the management and operations of Ontario’s wine authority. VQA Ontario administers provincial regulations that govern wine composition and labelling for Ontario wines and ensure label integrity for consumers. She has been with VQA Ontario since its establishment in 2000. 
	Before joining VQA Ontario, Laurie practiced as an engineer in the mining and explosives fields and later was the Director of Professional Affairs and Registrar at Professional Engineers Ontario, the licensing authority for Professional Engineers in the Province. 
	Figure
	Laurie Macdonald Director 
	Laurie Macdonald Director 
	Laurie Macdonald Director 
	Laurie Macdonald Director 




	Figure
	Tom Wright was Chair of the Board of Directors of the Bereavement Authority of Ontario from 2014 to 2018. 
	Tom is the current Chair of the Condominium Authority of Ontario and Vice-Chair of the Resource Recovery and Productivity Authority Boards of Directors. Previously, he served as Chair of the Ontario Film Authority. Tom was Chief Executive Officer and Registrar of the Real Estate Council of Ontario and from 1991 to 1997 he was Information and Privacy Commissioner for the Province of Ontario. A graduate of Queen’s University Law School, he was called to the 
	Tom Wright Ontario Bar in 1975. Director 
	CORPORATE GOVERNANCE 

	COMMITTEES 
	COMMITTEES 
	The following standing committees have been established by the Board of Directors. Combined, they are comprised of 29 committee members who have participated in 14 
	meetings this fiscal year. 
	Audit and Risk Committee 
	Chair: Jay O'Neill 
	The Audit and Risk Committee’s mandate is to assist the Board of Directors in fulfilling its oversight responsibilities with respect to the organization’s standards of integrity and behaviour, reporting of financial information, risk management oversight and management control practices. 
	CEO/Registrar Performance Evaluation Committee 
	Chair: Aubrey LeBlanc 
	The CEO/Registrar Performance Evaluation Committee’s mandate is to assist with the evaluation of the CEO/Registrar on an annual basis and to make recommendations on alterations to the CEO/Registrar job description, incentives and salary. 
	Compensation Fund Committee 
	Chair: Brian Parent 
	The Compensation Fund Committee's mandate is to manage the affairs of the Funeral Services Compensation Fund, to ensure compliance with the FBCSA and its regulations and to determine eligibility of claims. 
	BAO Volunteer Committees 
	Finance Committee 
	Chair: Aubrey LeBlanc 
	The Finance Committee’s mandate is to assist the Board in fulfilling its governance responsibilities with respect to financial planning, funding/revenue strategies, approval of budgets, financial monitoring and financial policies. 
	Governance and Nominations Committee 
	Chair: Glenda Brindle 
	The Governance and Nominations Committee has a double mandate; to provide the Board of Directors with recommendations for the membership of committees and the Board; and to assess the BAO’s governance development, practices and policies. 
	The following three (3) volunteer committees are comprised of sector and consumer representatives who provide the Board and the Registrar with expert advice on matters affecting the bereavement sector. 
	Cemetery, Crematorium and Municipal Advisory Committee (Chair: Glen Timney) 
	Figure

	Faith-based Advisory Committee (Chair: John O'Brien) 
	Figure

	Funeral and Transfer Service Advisory Committee (Chair: Brian Parent) 
	Figure

	PERFORMANCE STATISTICS 
	LICENSING 
	LICENSING 
	Anyone in Ontario, who sells or offers to sell bereavement-related supplies (except caskets and monuments/markers) and services must be licensed with the BAO under the FBCSA and comply with relevant Ontario Regulations. The total number of licensees (cemetery, crematorium, funeral and transfer service establishment operators and funeral directors, preplanners, and transfer service, cemetery and crematorium sales representatives) during this fiscal year is 9,427. 
	Establishment Licensing 
	Establishments are required to renew their licences on an annual basis. They must submit the necessary documentation and payments to the BAO between November 1 - December 31, each year. 
	Documents and fees are processed by the Licensing Unit and any deficiencies found are communicated to the establishment to ensure compliance with the FBCSA. 
	Personal Licensing 
	Personal licences are required to be renewed on an annual basis. Licensees must submit the necessary documentation, proof of continuing education completion and fees through the online Licensee Portal between November 1 December 31, each year. 
	-

	Licences are processed by the Licensing Unit and personal licence identification cards are then mailed to licensees. 
	NEW LICENCES ISSUED 
	NEW LICENCES ISSUED 
	NEW LICENCES ISSUED 
	33 funeral, cemetery, crematorium and transfer service business licence applications were issued. 

	TR
	270 new personal licences were issued. 

	LICENCES RENEWED 
	LICENCES RENEWED 
	663 funeral establishment and transfer service 

	TR
	operator licences were renewed. 

	TR
	3,472 cemetery and crematorium sales representative 

	TR
	licences, funeral preplanner, funeral director and 

	TR
	transfer service licences were renewed. 


	PERFORMANCE STATISTICS 

	LICENSING QUICK FACTS 
	LICENSING QUICK FACTS 
	Figure
	L
	LI
	Figure
	Cemetery
	 Operator: Person (Corporation, Partnership, Sole Proprietor, Trustee/Volunteer Board – Religious or other) licensed to offer or sell cemetery supplies and services. 

	LI
	Figure
	Cemetery
	 Sales Representative: Can sell or offer to sell cemetery supplies and services on behalf of a licensed cemetery operator. 

	LI
	Figure
	Crematorium
	Operator: Person (Corporation, Partnership, Sole Proprietor, Trustee/Volunteer Board – Religious or other) licensed to offer or sell crematorium supplies and services. 

	LI
	Figure
	Crematorium
	Sales Representative: Can sell or offer to sell crematorium supplies and services on behalf of a licensed crematorium operator. 

	LI
	Figure
	Funeral
	 Director – Class 1: Can embalm and provide all related professional services associated with arranging and directing a funeral and memorial service on behalf of a licensed establishment. 

	LI
	Figure
	Funeral
	 Director – Class 2: Can arrange and direct customized funeral rites and ceremonies on behalf of a licensed establishment.  Cannot provide embalming services. 

	LI
	Figure
	Funeral
	 Preplanner: Can enter into prepaid contracts funded by insurance plans for funeral supplies and services on behalf of a licensed funeral establishment. 

	LI
	Figure
	Transfer
	 Service Operator – Class 1: Can sell and provide the service of placing a dead human body in a casket, washing and setting the features and transporting a dead human body from one location to another. 

	LI
	Figure
	Transfer
	 Service Operator – Class 2:  Can sell and provide the service of placing a dead human body in a casket, removing personal effects and transporting a dead human body from one location to another. 

	LI
	Figure
	Transfer
	 Service Sales Representative: Can sell transfer services on behalf of a licensed transfer service operator. 


	PERFORMANCE STATISTICS 

	LICENSING 
	LICENSING 
	Ensuring the Preservation and Security of Cemeteries 
	The BAO Registrar’s Directive “Archaeological Assessments & Investigations on Cemetery Lands” dated April 11, 2018, was issued to 
	remind cemetery operators that any invasive activity, either excavation or construction within or at the boundaries of a cemetery for which no credible maps/plans or records exist, may only be carried out after an archaeological investigation has been conducted. An Investigation Authorization must be received from the BAO before any invasive activity begins. 
	Between April 1, 2018, and March 31, 2019, the Registrar has issued 8 Investigation Authorizations for archaeological investigations within or at the undefined boundaries of various cemeteries. 
	PERFORMANCE STATISTICS 

	EDUCATION 
	EDUCATION 
	Figure
	EXAM RESULTS 
	EXAM RESULTS 
	Total number of exams written in the fiscal year: 321 

	CONTINUING EDUCATION 
	CONTINUING EDUCATION 
	The BAO believes that continuing education is a priority and an important component of any profession. In 2018, licensees who wished to renew their licences for 2019 were required to complete four (4) hours of continuing education and professional development before December 31, 2018. 
	Licensees were able to self-report their continuing education details while renewing their licence through the online Licensee Portal. 
	Any courses that are provided by Humber College, Collège Boréal, Ontario Association for Cemetery and Funeral Professionals, Ontario Funeral Service Association or that have been pre-approved by the Registrar will qualify for continuing education credits. 
	REPORT ON PERFORMANCE 


	TRUST FUNDS 
	TRUST FUNDS 
	Care and Maintenance 
	Care and Maintenance Funds A Care and Maintenance Fund (C&M) is a trust fund used to Total by Category help ensure the long-term upkeep of a cemetery in perpetuity. All cemetery operators who sell, assign or transfer interment rights or scattering rights or who permit the interment/scattering of human remains must have a C&M. The C&M must be held by a trustee or a municipality as legislated. 
	The use of capital (including realized capital gains) in the C&M is strictly prohibited under the FBCSA. 
	Cemetery operators are required to submit details of their C&M annually, as well as their institutional trustee statements. These documents are reviewed by the Trust Unit to ensure compliance with the FBCSA. 
	Cemetery operators who have a C&M greater than $500,000 or have a funeral establishment on their cemetery lands must submit audited financial statements within six 
	(6) months of their fiscal year end. 
	Cemetery operators whose prepaid funds exceed $100,000 during the year must also submit audited financial statements. 
	Compliance Review 
	The Trust Unit ensures that contributions to the C&M are 
	correct, and that licensees use the interest appropriately. 
	All discrepancies identified are addressed by phone, e-mail 
	or a deficiency letter. A failure to respond may lead to an 
	inspection or further compliance action. 
	Total C&M $1.3B 
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	TRUST FUNDS 
	TRUST FUNDS 
	Report on Prepaid Funds 
	Licensed operators must ensure that money received in advance (for prepaid supplies or services) is either held in individual trust accounts and invested directly through the trustee or a fraternal society licensed under the Insurance Act, or in a  pooled trust fund with an eligible trustee as defined in the FBCSA. The amount of each account and the interest earned must be tracked even if the prepaid money is being held in a pooled trust fund. 
	Funeral establishment/transfer service operators, and cemetery/crematorium operators that sell prepaid supplies and services are required to file a Report of Prepaid Funds (RPF) with the BAO annually. Based on the total amount of money held, the operator may also be required to submit a Review Engagement or Audit Report. Every RPF is reviewed and documented by the Trust Unit. Identified discrepancies are initially addressed by phone, e-mail or a deficiency letter. A failure to respond will lead to complianc
	Figure
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	TOOLS FOR COMPLIANCE 
	TOOLS FOR COMPLIANCE 
	The BAO has implemented measures to assist licensees in accurately completing their Annual Licensure Reports (ALR). The C&M calculator located on the BAO website assists licensees in calculating the appropriate contributions (a minimum contribution or percentage of the price) from the sale of each interment or scattering right. This has resulted in approximately 1,500 hits on the BAO website. The BAO has also amended the ALR form and related instructions to alleviate potential errors. 
	Care and Maintenance Calculator 
	Figure
	REPORT ON PERFORMANCE 
	COMPLIANCE MEASURES 
	COMPLIANCE MEASURES 
	Compliance Approach/Inspections 
	The Compliance Unit was effective in identifying and reducing compliance issues throughout 2018 and early 2019. With the addition of two (2) Inspectors, the team has an enhanced range of skill sets and is better equipped to inspect all classes of licensees. Although fewer inspections occurred in FY 2018/2019, each inspection was far more involved and far from routine. 
	The Compliance Unit has implemented a risk-based approach, one that bases the need for inspections on identified risks as opposed to predetermined fixed time intervals. 
	Identified risks include: 
	L
	LI
	Figure
	a
	 history of reporting deficiencies; complaints; 

	LI
	Figure
	previous
	 failed inspections; 

	LI
	Figure
	new
	 or inexperienced management. 


	Figure
	A total of 97 inspections were conducted this fiscal year. 
	Registrar's Actions 
	Figure
	The Registrar issues Proposals to Revoke licences for the most serious matters. Responding applicants and licensees have the option to challenge the Registrar's proposals before the Licence Appeal Tribunal (LAT). The Legal Department litigates these matters on behalf of the Registrar before LAT. 
	A total of 41 Registrar’s Actions were undertaken this fiscal year. 
	Figure
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	COMPLAINTS 
	COMPLAINTS 
	Complaints Handling Process 
	The Compliance Unit has been very effective in addressing consumer inquiries and complaints, fielding a total of 442 communications. Not all inquiries and complaints result in an escalated complaint. Those escalated will see the BAO continue to endeavor to conclude and close the matter in under 60-days. These efforts are undertaken to ensure Ontario consumers are always treated in a compassionate and professional manner during a vulnerable time in their lives. 
	The BAO received 80 escalated complaints, the Escalated Complaints Defined most common being: Most complaints can be resolved through 
	direction taken from wrong person; 
	direction taken from wrong person; 
	Figure

	the clarification of legislation. “Escalated 
	professional misconduct; 
	complaints” are those that require 
	contract related issues; 
	investigation and mediation between a 
	miscommunication between licensees and consumers; 
	licensee and the consumer. 

	interment rights issues. 
	150 100 50 0 Total Inquiries/Complaints Received via Email/Mail 



	YEAR OVER YEAR 
	YEAR OVER YEAR 
	Licensing 
	Figure
	Change in numbering structure: Previously only cemetery operators were licensed. Now all cemetery sites have a unique identification number. 2,374cemetery operators were licensed in 2018/19. 
	Figure
	Emeritus Status Inspections 
	A Funeral Director licensed in good standing for 50+ years. 
	Figure
	Service Standards 
	Figure
	*Based on applications that are submitted correctly, with appropriate supporting documentation. 
	OTHER UPDATES 
	REVIEW OF REGULATION 
	REVIEW OF REGULATION 
	The review of the FBCSA has been ongoing since the delegation of the BAO in 2016. While no specific changes have been requested to-date, staff continue to track areas that may require future amendment. 
	Both the Code of Ethics and Discipline and Appeal Committee Regulations under the FBCSA were approved in spring 2018. A further amendment to the General Regulation under the Safety and Consumer Statutes Administration Act, 1996 is required in order for the BAO to administer the new regulations. Once the BAO is authorized to administer the new regulations, the BAO will begin the process of establishing the Discipline and Appeals Committee and will be soliciting stakeholders to find those interested in becomi
	Compliance with Accessibility for Ontarians with Disabilities Act (AODA) 
	Under the Accessibility for Ontarians with Disabilities Act, the BAO makes every reasonable effort to ensure that its policies, practices and procedures are consistent with the principles of dignity, independence, integration and equal opportunity. 
	French Language Services 
	While the bereavement sector employs francophone licensees, the BAO received fewer than 15 inquiries from French speaking callers throughout the fiscal year. 
	The BAO employs three (3) bilingual individuals (an Inspector, Complaints Officer and Licensing and Education Coordinator). These employees provide bilingual support to consumers, stakeholders and licensees via phone and written correspondence, upon request. The BAO also provides bilingual Funeral Service education -Collège Boréal, a fully French speaking college, offers the program in French. Most BAO publications are produced in both French and English. 
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	FINANCIAL REVIEW 
	FINANCIAL REVIEW 
	The following financial review is based on the audited financial statements for the BAO for the year ended March 31, 2019 (see Appendix A). The BAO uses its revenues to deliver consumer protection initiatives across the province and to ensure the organization’s sustainability so it can fulfill its mandate. 
	As of March 31, 2019, the net assets of the BAO were $5,861,399 ($5,021,571 – FY2018). In fiscal year 2019 (April 1, 2018 to March 31, 2019) BAO achieved a net surplus of revenues over expenses of $839,828 ($1,233,625 -FY2018), a favourable variance from the budgeted surplus of $250,991. The strong financial performance was due to a concerted effort across the organization to manage costs and improve efficiencies. 
	Revenue 
	The BAO relies on two main revenue streams, Funeral and Cemetery licensing fees, which are set out in accordance with a fee structure made by Minister’s Order under the Funeral Burial and Cremation Services Act, 2002. Overall revenue for fiscal year 2019 was $4,580,683 ($4,262,223 -FY2018), resulting in a year-over-year increase of $318,460, attributed to application process timing of Funeral and Cemetery Operator licence renewals. Non-operating revenue of $81,469 was generated by the BAO’s investment progr
	Expenses 
	BAO’s expenses in FY2019 were $3,740,855 ($3,028,598 - FY2018), an increase of $712,257 from the previous year. The year-over-year increase in expenses was driven primarily by a full staffing complement and higher outside legal and consulting expenses related to Alkaline Hydrolysis matters.
	Capital Expenditures 
	Capital spending including intangible assets in FY2019 amounted to $87,635 (compared to $175,102 -FY2018), primarily related to IT infrastructure and the completion of a single database platform. 
	Liquidity 
	Based on cash flows provided by its operations and current investment holdings, BAO has sufficient liquidity to fund its short and medium-term business plans and obligations. 
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