Chapter 1 Ministry of Children, Community and Social Services
Follow-Up on 2020 Value-for-Money Audit:

Supportive Services for Adults
with Developmental Disabilities

RECOMMENDATION STATUS OVERVIEW

Status of Actions Recommended

# of Actions Fully In the Process of LittleorNo  Will Not Be No Longer
Recommended Implemented Being Implemented Progress Implemented Applicable
Recommendation 1 2 2
Recommendation 2 5 1 4
Recommendation 3 3 3
Recommendation 4 4 4
Recommendation 5 2 1 1
Recommendation 6 3 3
Recommendation 7 2 2
Recommendation 8 1 1
Recommendation 9 2 2
Recommendation 10 3 2 1
Recommendation 11 3 3
Recommendation 12 2 2
Total 32 8 3 21 0 0
% 100 25 9 66 0 0

Overall Conclusion

The Ministry of Children, Community and Social
Services (Ministry), as of July 28, 2022, has fully
implemented 25% of the actions we recommended
in our 2020 Annual Report. The Ministry has made
progress in implementing an additional 9% of the
recommendations.

The Ministry funds supportive services to help
adults with developmental disabilities—approximately
1% of Ontarians. As of March 2022, the Ministry funds
325 transfer payment agencies (Service Agencies) to
provide supportive services across the province. Eleven

of these Service Agencies also administer the Ministry’s
Passport program which provides funding directly to
adults with developmental disabilities to purchase
their own supportive services on a reimbursement
basis. In addition, nine Service Agencies are designated
as Developmental Services Ontario (DSO) offices
responsible for the intake of applicants for supportive
services, which includes confirming the applicant’s
eligibility and assessing support needs. In 2021/22,
Ministry transfer payments to fund supportive servi-
ces for adults with developmental disabilities totalled
$875.8 million.

The Ministry has fully implemented recommen-
dations such as requiring that DSO staff verify that



psychologists and psychological associates who com-
plete psychological assessments are registered and

in good standing with the College of Psychologists of
Ontario. In addition, the Ministry made changes to

its information system, and introduced a requirement
for DSO staff to record identifying information about
the psychologists and psychological associates that
complete psychological assessments in its information
system.

So that Passport funding is more effectively used to
meet the needs of clients, and the amounts reimbursed
for support workers are reasonable, PassportONE’s
information system was updated so that persons
managing Passport funding cannot be registered as a
support worker in the system, and thus cannot be reim-
bursed as support workers. In addition, the Ministry
implemented controls so that it is not possible for a
parent, step-parent, spouse or primary caregiver to be
registered as a support worker in PassportONE’s infor-
mation system. The Ministry also updated its Passport
program guidelines to introduce a new reasonableness
standard for live ticket events, including a limit of $150
per event ticket, and a maximum of two tickets per
event.

The Ministry has also made progress in increasing
the availability of assessor training in the province.

To increase the number of trained assessors at each
DSO, the Ministry hired additional assessor trainers,
bringing the total complement up to three. These three
trainers now offer three training sessions per year.

To improve Service Agency compliance with regula-
tory requirements for services provided to adults with
developmental disabilities, the Ministry was in the
process of implementing improvements to its compli-
ance inspection process, including increasing the risk
ratings applied to recurring compliance violations (and
reducing the time that an agency has to correct them),
and obtaining written attestations from an Executive
Director or Chief Executive Officer, that identified vio-
lations are addressed throughout the agency.

However, the Ministry has made little progress on
66% of the recommendations. The Ministry has not
set a target time frame for DSO offices to complete
needs assessments, nor has it reviewed and analyzed

large differences in wait times for needs assessments
between DSO offices, and taken steps to minimize
them. In addition, the Ministry has not compared

the number of needs assessments completed by DSO
offices to their targets to take corrective action when
targets are not met. Furthermore, the Ministry has not
taken sufficient steps to track how long clients wait for
agency supportive services by DSO office, to compare
and assess the reasonableness of differences, and to
take corrective action to minimize differences and
reduce wait times.

The Ministry has also made limited progress in col-
lecting sufficient and comparable information on the
services provided by agencies and their related costs, to
study the level of support and cost per client across the
province. In addition, the Ministry has not taken steps
to perform spot checks on Service Agencies to validate
the number of individuals they serve.

As well, the Ministry has not yet assessed the $5,000
minimum amount of Passport funding it provides,
including its impact on the equitability of funding,
program demand, and wait times for additional
funding for people with higher needs. In addition, the
Ministry has yet to implement a performance measure-
ment framework with indicators on client outcomes
and quality of life measures.

The status of actions taken on each of our recom-
mendations is described in this report.

Background

Approximately 1% of Ontarians have a developmental
disability—a lifelong condition that affects a person’s
intellectual, social, and/or behavioural development.
The Ministry of Children, Community and Social Ser-
vices (Ministry) funds a variety of supportive services
to help adults with developmental disabilities live at
home, work and attend school in their communities,
and participate in a wide range of activities.

As of March 2022, the Ministry funded 325 (316 in
2019) transfer payment agencies (Service Agencies)
to provide supportive services across the province
to adults with developmental disabilities. Eleven of



these Service Agencies also administer the Ministry’s
Passport program, which provides funding directly

to adults with developmental disabilities to purchase
their own supportive services on a reimbursement
basis. In addition, nine Service Agencies are designated
as Developmental Services Ontario (DSO) offices
responsible for the intake of applicants for supportive
services, which includes confirming the applicant’s eli-
gibility and assessing support needs.

The Ministry’s funding of developmental support-
ive services programs was $875.8 million in 2021/22
($859.4 million in 2019/20). We found in our audit
that funding increased by 49% from $578.7 million in
2015/16 to $859.4 million in 2019/20. However, due to
limited funding, not all people received all the supports
they were eligible for.

The following were some of our specific concerns:

¢ Although Developmental Services Ontario
(DSO) relied on psychological assessments to
establish eligibility for supportive services, DSO
staff were not required to verify that the psych-
ologists or psychological associates completing
the assessments were qualified. We found that
in 6% of the application files we reviewed, the
psychological assessment was either missing, or
the qualifications of the psychologist or psycho-
logical associate could not be verified with the
College of Psychologists of Ontario.

* DSO offices did not have a targeted time frame
to complete client needs assessments, and wait
times across the province for these assessments
were very long. The average wait time for adults
in Ontario to receive a needs assessment was
8.1 months in 2019/20, and ranged from 8.1
months to 10.8 months in the previous five
years. Wait times for needs assessments also
varied significantly among the province’s nine
regional DSO offices. While clients waited an
average of 13 months for their needs assessment
at the Toronto DSO office in 2019/20, clients
at the Northern region DSO office in Thunder
Bay waited an average of just 3.1 months. How
quickly a client received supports was therefore
significantly influenced by where they lived.
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® Across the province, the number of people
waiting for agency supportive services had
grown by 80% from almost 19,000 in 2015/16
to almost 34,200 in 2019/20 (as of 2021/22,
39,710 were waiting). The number of people
waiting at some DSO offices had grown by more
than 100% over the same five-year period—and
by 147% at the South East DSO office. The Min-
istry did not assess the reasonableness of the
growth in wait lists at DSO offices to determine
whether corrective action was needed to provide
equitable access to services across the province.

® Passport recipients were being reimbursed for
very expensive professional sports and concert
tickets. While Passport funding can be used to
attend events to increase client participation in
their communities, we found a number of instan-
ces where Passport clients were reimbursed for
expensive and/or large numbers of tickets to
professional sports and entertainment events.
This was occurring while the Passport program
had limited resources that could not meet the
demand for the program. For example, a client
spent $2,214 on two tickets to a Toronto Raptors
game and $2,070 on two tickets for a concert
just three weeks later.

We made 12 recommendations, consisting of 32
action items, to address our audit findings. We received
commitment from the Ministry that it would take
action to address these recommendations.

Status of Actions Taken on

Recommendations

We conducted assurance work between April 2022 and
October 2022. We obtained written representation
from the Ministry that effective November 11, 2022, it
has provided us with a complete update of the status
of the recommendations we made in the original audit
two years ago.



Eligibility and Needs Assessments

Recommendation 1

So that the Ministry of Children, Community and Social
Services’ (Ministry) limited resources for developmental
supportive services are provided to eligible individuals
only, we recommend that the Ministry, in co-ordination
with Developmental Services Ontario (DSO):

e record identifying information in their informa-
tion system about the psychologists or psychological
associates that complete each psychological
assessment;

Status: Fully implemented.

Details

In our 2020 audit, we found that Developmental Ser-
vices Ontario (DSO) does not record the names of
psychologists or psychological associates that complete
psychological assessments in its information system.
As a result, neither DSO nor the Ministry is able to
generate a list of all the individuals that have com-
pleted psychological assessments to compare them
with the College of Psychologists of Ontario’s (Col-
lege’s) records. We observed that the College’s website
publicly discloses the following information about

its members: registration status; authorized areas of
practice; authorized client populations (for example,
children, adults); and details of any disciplinary or
other proceedings.

In our follow-up, we found that at the end of 2021,
the Ministry made changes to its information system,
and introduced a requirement for DSO staff to record
identifying information (name and provincial registra-
tion) about psychologists and psychological associates
that complete psychological assessments in its informa-
tion system.

e require that DSO staff verify that psychologists and
psychological associates who complete psychological
assessments are registered and in good standing
with the College of Psychologists of Ontario.

Status: Fully implemented.

Details

In our 2020 audit, we found that applicants must
provide psychological assessments to the DSO office

to support that they have disabilities that meet the
definition of a developmental disability under the
Services and Supports to Promote the Social Inclusion of
Persons with Developmental Disabilities Act (Act) and
its regulations. These assessments must be completed
by a psychologist or psychological associate in good
standing with the College of Psychologists of Ontario
(College). Although DSO relies on psychological assess-
ments to establish applicants’ eligibility for supportive
services, DSO staff are not required to verify that those
completing the assessments are qualified psychologists
or psychological associates who are in good standing
with the College.

In our follow-up, we found that at the end of 2021,
the Ministry introduced a requirement for DSO staff to
verify that psychologists and psychological associates
are registered and in good standing with the College,
or other equivalent extra-provincial body. Specifically,
in December 2021, the Ministry implemented a direc-
tive which outlines the procedure for confirming that
a psychologist or psychological associate is registered
and in good standing with the College at the time they
completed the psychological assessment. The Ministry
communicated this new directive and procedures to
DSO staff through webinar training in December 2021.

Recommendation 2

So that individuals with developmental disabilities
have access to timely and consistent services across the
province, we recommend that the Ministry of Children,
Community and Social Services:

® set a target time frame for Developmental Ser-
vices Ontario (DSO) offices to complete needs
assessments;

o review and analyze the large differences in wait
times for needs assessments between DSO offices,
and take steps to minimize these differences;

e study the reasonableness of the targeted number of
needs assessments to be completed by DSO offices
and assessors, to revise targets accordingly;



e compare the number of needs assessments
completed by DSO offices to their targets to take cor-
rective action when targets are not met;

Status: Little or no progress.

Details

In our 2020 audit, we noted that once an applicant has
been confirmed to be eligible for developmental sup-
portive services, the individual must have their support
needs assessed by a DSO assessor before they receive
agency supports or additional Passport funding above
the $5,000 minimum. We found that the DSO offices
did not have a targeted time frame to complete needs
assessments, and wait times across the province for
these assessments were very long, ranging from 8.1
months to 10.8 months over the last five years.

We also found that wait times for needs assessments
vary significantly between the province’s nine DSO
offices. We noted that while adults waited an average
of 13 months in 2019/20 for their needs assessments
at the Toronto DSO office, at the Northern region DSO
office in Thunder Bay they waited an average of just 3.1
months. How quickly a client receives supports is there-
fore significantly influenced by where the client lives.

In our 2020 audit, we noted that although the Min-
istry sets targets for the number of needs assessments
it expects DSO offices to complete each year, we found
that such targets were seldom met. We found that col-
lectively, DSO offices have missed the Ministry’s annual
needs assessment targets in each of the last five years.
In addition, based on the Ministry’s expectations,
most DSO offices are not funded for enough full-time
assessors to meet the Ministry’s yearly target for assess-
ments. Across the province, based on Ministry funding
for assessors, DSO offices are likely to complete 562
fewer assessments annually than the Ministry’s target.
The shortfall in funding is also a contributing factor in
the long waits for assessments.

We also found that the Ministry could not demon-
strate that it reviews the actual results of DSO offices
on needs assessments to determine why they missed
their targets and to take corrective action so that Min-
istry targets are met. The Ministry funds each DSO
office for a certain number of full-time-equivalent
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assessors. As well, the Ministry set an expectation,
based on previous results, that an experienced asses-
sor should complete 75 assessments annually, and

an assessor in the first year of employment should
complete 60 assessments. However, we found that the
number of assessors funded by the Ministry did not
align with the targeted number of assessments the Min-
istry expected DSO offices to complete.

In our follow-up, we noted that the Ministry has
not yet taken steps to directly address these recom-
mendations. The Ministry noted that it undertook
a review between May 2021 and February 2022 of
DSO operations and business processes. The review
process engaged DSO offices to examine areas such
as training, staffing, and assessments. Based on this
review, the Ministry indicated that it plans to update
its information system’s functionality by the end of
2022/23, to allow it to track individuals who do not
want to complete a needs assessment (only individ-
uals seeking agency supports or additional Passport
funding above the $5,000 minimum require a needs
assessment). According to the Ministry, this will allow
for more accurate reporting on wait times. Thereafter,
the Ministry noted that it plans to analyze differences
in wait times across the province and take correct-
ive action to minimize differences. The Ministry also
indicated that in the 2022/23 fiscal year, it plans to
establish a working group to review current needs
assessment targets; introduce a reporting mechanism
that identifies DSO offices that do not meet their needs
assessment targets; and to schedule quarterly meetings
with DSO staff to review productivity.

e provide sufficient training opportunities so that
DSO offices can fill assessor vacancies on a timely
basis.

Status: In the process of being implemented by
March 2024.

Details

In our 2020 audit, we noted that both the Ministry
and the majority of DSO offices indicated that assessor
vacancies are due to a lack of trained assessors avail-
able to fill open positions in the province. DSO offices
hire assessors, who then receive training from the



Ministry. However, some DSO offices indicated train-
ing was not offered often enough by the Ministry to fill
assessor vacancies. We noted that the Ministry has had
one trainer qualified to deliver assessor training in the
previous five years who typically offered training for
new assessors semi-annually. Some DSO offices told
us that despite having funding to hire assessors, train-
ing sessions were often full or cancelled, limiting their
ability to fill positions.

In our follow-up, we noted that in April 2021 the
Ministry hired an additional trainer to deliver assessor
training, increasing the Ministry’s total complement
of trainers to three. In addition, the Ministry advised
us that beginning in November 2021, it expanded the
number of training sessions for new assessors from
two to three per year (January, April and Septem-
ber). However, the Ministry has not analyzed whether
holding three training sessions for new assessors
provides sufficient training opportunities so that DSO
offices can fill assessor vacancies on a timely basis. We
noted that since the time of our audit, the number of
full-time-equivalent assessors had increased by just
one, from 87.55 in 2019/20 to 88.55 at the end of
March 2022, relative to 114.44 total funded positions.
According to the Ministry, the unfilled positions include
13 leaves and 12.89 vacancies. The Ministry indicated
the COVID-19 pandemic had impacted the ability of
DSO offices to hire assessors and get them trained. The
Ministry expects that by the end of the 2023/24 fiscal
year, it will review whether there is a continued need to
provide three training sessions a year for new assessors
based on the number of assessor vacancies at the time.

Service Agency Supports

Recommendation 3

So that clients waiting for services are prioritized con-
sistently across the province, we recommend that the
Ministry of Children, Community and Social Services:

o track the length of time clients wait for agency sup-
portive services by DSO office;

e periodically compare these wait times to assess the
reasonableness of differences; and

e take corrective action to minimize differences and
reduce wait times.
Status: Little or no progress.

Details

In our 2020 audit, we found that across the province,
the number of people waiting for agency supportive
services had grown by 80% in the last five years, from
almost 19,000 in 2015/16 to almost 34,200 in 2019/20.
In addition, the increase at individual DSO offices
ranged from as low as 51% at the Central West DSO
office to as high as 147% at the South East DSO office.
However, we found that the Ministry does not assess
the reasonableness of the growth in wait lists at DSO
offices to determine if corrective action is needed to
ensure equitable access to services across the province.

In our 2020 audit, we also found that the Ministry
does not calculate wait times for agency supportive
services. However, in April 2017, in addition to track-
ing when individual clients requested agency services,
the Ministry began tracking when they were placed
in those services, and at what agency. Approximately
14,300 requests made for agency supportive services
were made in 2017/18, and as of March 31, 2020, only
about 1,200 individuals that requested these services
had been placed, and approximately 13,000 were still
waiting. The Ministry does not track these wait times
and does not assess whether they are reasonable, or
whether corrective action is necessary.

In our follow-up, we found that the Ministry has
not yet improved its tracking and assessment of the
time clients wait for agency supportive services at
individual DSO offices. The Ministry indicated that
in spring 2022, it began to explore the feasibility of
calculating service wait times based on data currently
available. The Ministry also plans to determine if it
needs to capture additional data in its information
system to enable it to accurately calculate service
wait times, and to make the necessary updates to its
information system to do so if required. The Ministry
expects to complete an initial analysis of service wait
times, including the feasibility of calculating service
wait times based on available data by September 2022.
Once the necessary data collection requirements are



in place, the Ministry will define reasonable wait times
for all DSOs and periodically compare DSO wait times
to assess the reasonableness of differences. Thereafter,
the Ministry will take steps to minimize these differ-
ences and reduce wait times.

Recommendation 4
To provide equitable levels of supports at a reasonable cost
across the province, we recommend the Ministry of Chil-

dren, Community and Social Services:

e collect sufficient and comparable information on
the extent of services provided by agencies and their
related costs;

o study the level of support and cost per client of
agency services across the province;

e create benchmarks for support levels and cost per
client, and evaluate regions and agencies against
these benchmarks; and

e take corrective action where regions and agencies do
not meet these benchmarks.

Status: Little or no progress.

Details

In our 2020 audit, we found significant differences
between the Ministry’s five regions in the level of
supportive services individuals with developmental
disabilities received from Service Agencies, and the
cost of these services to the Ministry. For example, we
found that while clients in the Toronto region received
an average of 179 support days for community partici-
pation, clients in the East region only received 94 days
of support. In addition, the cost per client served was
almost $7,000 higher in Toronto. However, we found
that the Ministry did not review these differences to
assess their reasonableness, and to take corrective
action where needed to ensure people with develop-
mental disabilities received appropriate supports, and
that the services provided by Service Agencies repre-
sented value-for-money.

In our 2020 audit, we noted that for 2019/20, the
Ministry reduced Service Agencies’ reporting require-
ments about the clients they served. The Ministry
explained it made the change to reduce the administra-
tive burden for Service Agencies. However, the change

Section 1.07: Supportive Services

limits the Ministry’s ability to compare support levels or
client costs between agencies and regions. For example,
for caregiver respite, the Ministry no longer requires
Service Agencies to report the number of hours of
respite provided, and for employment and community
participation supports, it no longer requires Service
Agencies to report the number of days of service
provided.

In our follow-up, we found that the Ministry had
made limited progress toward implementing these
recommendations. The Ministry identified that in May
2021, the Ontario government released Journey to
Belonging: Choice and Inclusion, outlining key com-
mitments to developmental service reform. As part of
this reform, by 2023, the Ministry will begin to develop
a needs-based funding model. To begin this process,
the Ministry contracted a vendor in November 2021
to complete a study to obtain a better understanding
of service and service delivery unit costs. The Ministry
advised us that the vendor began collecting data to
undertake the study in May 2022. Using the results of
the vendor’s study, the Ministry expects to gain a full
understanding of the costs of service delivery that it
will later use to establish a funding model and to make
decisions related to the services that will be funded and
the prices for those services. The Ministry indicated
that it plans to use the new funding model to create
benchmarks for support levels and cost per client, and
evaluate regions and agencies against these bench-
marks, and to take corrective action where necessary.

Recommendation 5

So that Service Agencies provide the supportive services
they are contracted to provide, and the funding provided
to them is commensurate with the value of the services
they provide, we recommend that the Ministry of Chil-
dren, Community and Social Services:

e require Service Agencies to submit written, detailed
explanations for all variances greater than the Min-
istry’s established threshold;

Status: Fully implemented.



Details

In our 2020 audit, we noted that the Ministry’s con-
tracts with Service Agencies include agreed-upon
service targets, and agencies report their results against
these targets quarterly. Ministry policy directives state
that agencies must provide explanations when actual
service volumes fall short of targets by 10% or more.
These explanations include a description of the impact
on service delivery and staffing, and action plans for
improving. We found that in 2018/19, almost 50% of
agency programs reported at least one service measure
that was 10% or more below the target for the year.

We reviewed a sample of reports for these instances
and found that the majority contained no explanation
for the variance from the target, or the included com-
ments did not explain the variance. For example, one
agency that fell 20% short of its target for the number
of support days provided for caregiver respite simply
commented “less than anticipated” as its explanation to
the Ministry.

In our follow-up, we found that the Ministry had
fully implemented this action item. In May 2021, the
Ministry implemented a template for use by Service
Agencies, which included the requirement for written
and detailed explanations for all variances greater than
the Ministry’s established threshold of 10%. To support
the template’s implementation, the Ministry also pro-
vided voluntary, remote training to agency staff in May
2021. Once data is received from Services Agencies,
Ministry staff are required to follow up with agencies
that have not provided a satisfactory explanation for
significant variances and may also request action plans
to address the variances.

e performvariance analyses to evaluate whether
these explanations are reasonable, and facilitate
corrective action where they are not.

Status: In the process of being implemented by
March 2023.

Details

In our 2020 audit, we found that the Ministry did not
always perform the required analyses when agencies
reported that their services fell significantly short

of their targets. In 2018/19, almost 50% of agency

programs reported at least one service measure that
was 10% or more below the target for the year. We
reviewed a sample of reports for these instances, and
found that the majority contained no explanation for
the variance from the target, or the included comments
did not explain the variance. There was no indication
in these cases that the Ministry followed up to assess if
the shortfall from the target was reasonable.

In our follow-up, we found that the Ministry had
made progress in implementing this recommenda-
tion. The Ministry’s Program Data Analytics (PDA)

Unit reviewed Service Agencies for the 2020/21

fiscal year, and flagged variances +/- 10% where an
explanation was missing or was unclear. In December
2021, the PDA Unit communicated these cases, where
a variance explanation was missing, to the applic-
able regional offices to facilitate follow up in order to
obtain satisfactory explanations for the variances and
where applicable, proposed action plans to address
them. The Ministry advised us that as of June 2022, it
had reviewed and followed up with Service Agencies
to obtain a satisfactory explanation and applicable
action plans for about 70% of the cases flagged by the
PDA Unit for the 2020/21 final reports. The Ministry
advised us that it expects to complete the remaining
cases by March 2023.

The Ministry advised us that for the 2020/21 fiscal
year, it had communicated to Service Agencies that due
to the COVID-19 pandemic, they were not required to
meet pre-COVID-19 targets and to provide explanations
for variances relative to those targets. Nevertheless,
the Ministry advised us that requirements to perform
variance analysis resumed in the 2021/22 fiscal year,
and final reports from Service Agencies, including
explanations and action plans for variances, were
due to the Ministry in June 2022. Once the Ministry
receives these reports from Services Agencies, Ministry
staff are required to follow up with agencies that have
not provided a satisfactory explanation for significant
variances, and where applicable, proposed action
plans to address them. At the time of our follow-up, the
Ministry had received 87% of all final reports for the
2021/22 fiscal year and expected to complete its review
of these reports by March 2023.



Recommendation 6

To improve the accuracy of reporting by Service Agen-
cies of supports, and to improve accountability within
the supportive services program, we recommend that the

Ministry of Children, Community and Social Services:

e require Service Agencies to submit client lists that
support the individuals they have reported provid-
ing service to, and link these lists to the Ministry’s
database of eligible clients for verification;

Status: Little or no progress.

Details

In our 2020 audit, we found that although the Min-
istry collects output data from Service Agencies,

such as on the number of clients they serve by type

of supportive service, the Ministry does not validate
the accuracy of the information reported by Service
Agencies. We found several instances where Service
Agencies claimed that they provided services to more
individuals than they actually did. We noted that the
Ministry requires DSO offices to maintain a list of all
clients eligible for supportive services at agencies in

its information systems. However, it does not require
agencies to submit a list of their clients when reporting
the number of individuals served to enable the Ministry
to match the list against its records.

In our follow-up, we found that the Ministry had not
yet made progress on this recommendation. The Min-
istry indicated that changes to its information systems
will be required to allow Service Agencies to manage
their service records for more efficient reporting. The
Ministry noted that it has begun discussions internally
to evaluate options to validate agencies’ reporting
using client lists and its information systems.

e perform spot audits on Service Agencies to validate
the information provided in the quarterly reports;
and

o take corrective action where actual results achieved
by Service Agencies fall short of the results they have
reported.

Status: Little or no progress.
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Details

During our audit in 2020, we noted that the Ministry’s
contracts with Service Agencies include agreed-upon
service measures with targets. Agencies report results
against these targets quarterly. We selected a sample
of agencies, including the four Service Agencies we
visited during our audit, that reported meeting their
targets exactly for the number of individuals served

in 2018/19. We found that 73% of the agencies did
not have client records that supported the number of
individuals served they had reported to the Ministry.
This included three agencies that had over-reported the
number of individuals they served in one or more of
their programs by between 13% and 120%.

In our follow-up, we found that the Ministry had not
yet made progress on these recommendations. Never-
theless, the Ministry indicated it plans to create a work
plan to address these recommendations.

Recommendation 7
To ensure that services are appropriate, high quality, and
represent value for money, we recommend the Ministry:

o expedite the implementation of a performance
measurement framework that includes indicators
on client outcomes and quality of life measures; and

e publicly report the results of client outcome meas-
ures from the framework.

Status: Little or no progress.

Details

In our 2020 audit, we found that the Ministry does not
have performance indicators in place to measure the
effectiveness of the developmental supportive services
it funds, or the outcomes of clients who receive those
services. We found that in spring 2017, the Ministry
developed an outcomes-based Performance Measure-
ment Framework (framework) for developmental
supportive services to measure the effectiveness of
the supportive services it funds and the outcomes of
those receiving supportive services. However, at the
time of our audit three years later, the Ministry had
yet to implement this framework and did not have a
timetable for doing so. As a result, the Ministry cannot
assess whether the agencies it funds provided the right




services according to their clients’ needs, or identify
whether it is funding poor-performing agencies.

In our follow-up, we found that the Ministry had not
yet implemented a performance measurement frame-
work with indicators on client outcomes and quality
of life measures. The Ministry informed us that it is
taking a staged approach to developing a performance
measurement framework beginning with perform-
ance indicators related to the application process. The
Ministry advised us that it has begun internal discus-
sions to identify desired outcomes for the application
process, potential performance indicators to measure
those outcomes using existing data, and an imple-
mentation plan. The Ministry expects to complete this
work, implement indicators related to the application
process, and publicly report the results by December
2022. Thereafter, the Ministry plans to build upon
lessons learned in developing performance indicators
on the application process to develop a performance
measurement framework across other areas of client

service, such as accessing and receiving services.

Recommendation 8

To improve Service Agency compliance with regulatory
requirements for services provided to adults with develop-
mental disabilities, we recommend that the Ministry of
Children, Community and Social Services take enforce-
ment action against Service Agencies where its inspections
identify significant recurring issues.

Status: In the process of being implemented by

December 2023.

Details

In our 2020 audit, we found that the Ministry identi-
fied recurring compliance issues during its inspections
of Service Agencies that provide supportive services.
However, we noted that the Ministry did not take any
enforcement action to deter repeated non-compliance
by these agencies—even in instances involving signifi-
cant issues. The purpose of inspections is to check for
and enforce compliance with the 236 quality assur-
ance standards related to supportive services. When
non-compliance issues are found, Service Agencies
are required to report to the inspector how they have
addressed the issue, and certify that the issue has been

resolved. We selected a sample of agencies inspected
multiple times between 2016/17 and 2019/20, and
reviewed year-over-year inspection results. Despite
Service Agencies certifying that non-compliance issues
in the original inspection had been resolved, we found
that nine out of the 10, or 90% of the agencies in our
sample had non-compliance issues identified in inspec-
tions show up again in subsequent inspections. In
total, we found that 34 non-compliance issues identi-
fied across the agencies in our sample were identified
again in subsequent inspections. None of the Service
Agencies in our sample were disciplined for any of
the issues that were identified again during subse-
quent inspections.

In our follow-up, we noted that in June 2021,
the Ministry approved enhancements to its existing
compliance inspection process aimed at addressing
this recommendation. These enhancements include
increasing the risk ratings applied to recurring non-
compliances (and reducing the time that an agency has
to correct them), and obtaining written attestations
from an Executive Director or Chief Executive Officer,
that identified compliance violations are addressed
systemically throughout the agency. In September
2021, these enhancements were implemented and
notification of the changes to the compliance process
were communicated to all transfer payment recipient
agencies. Between September 2021 and March 2022,
the Ministry noted that it conducted 81 inspections of
Service Agencies and identified recurring compliance
violations in 17 of them. According to the Ministry, all
agencies attested that they addressed the non-compli-
ances. The Ministry indicated that since it implemented
these changes to its compliance inspection process,
Service Agencies have met its requirements and as
such, it has not deemed it necessary to take enforce-
ment action. However, we noted that the Ministry has
not yet conducted a follow-up inspection of the 17
agencies found to have recurring compliance viola-
tions to ensure that they remain in compliance after
submitting written attestations indicating that they
have addressed the non-compliances throughout the
organization. The Ministry expects to have completed
follow-up inspections by the end of 2023.



Passport

Recommendation 9

So that Passport funding is allocated equitably, we rec-
ommend that the Ministry of Children, Community and
Social Services:

o assess the $5,000 minimum funding amount,
including its impact on the equitability of funding,
wait times for additional funding for people with
higher needs, and program demand; and

e make adjustments to its funding allocation method
based on this assessment.

Status: Little or no progress.

Details

In our 2020 audit, we noted that clients eligible for
supportive services receive $5,000 in Passport funding
before they complete their needs assessment. This
allows clients to purchase some supports while they
wait for their needs assessment. Annual Passport
funding is not reduced below $5,000, even if a client’s
needs are assessed below this level. By not reducing
funding in subsequent years when a client’s needs

are assessed below the $5,000 minimum, we found
that clients with higher needs were waiting longer

for much-needed additional funding. The wait list for
Passport funding increased significantly from 2015/16
to 2019/20, with almost 19,500 individuals waiting

in 2019/20. Based on Passport agency-provided

data, there were 5,239 individuals assessed with
needs which entitled them to less than the $5,000
requirement. We calculated that these 5,239 Passport
recipients, on average, would have been assessed for
annual Passport funding of $3,390—or $1,610 less
than the $5,000 minimum allocation. The $1,610 in
additional funding allocated to these clients represents,
on average, $8.4 million dollars in annualized funding
that could be allocated to individuals with higher needs
waiting for additional funding.

In our follow-up, we noted that the Ministry has not
yet assessed the $5,000 minimum funding amount nor
adjusted the funding allocation. In November 2021, the
Ministry began working with Family Services Toronto,
the agency that administers the PassportONE funding
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program, to establish data transfer processes to obtain
the data needed for the Ministry to assess the impact of
the $5,000 minimum funding. The Ministry advised us
that it began its review of this data in February 2022.
The Ministry expects to complete its assessment and
determine a recommended course of action regard-

ing any possible adjustments to the funding allocation
method by the end of 2022. Thereafter, the Ministry
will determine a timeline for any adjustments to the
funding allocation method.

Recommendation 10

So that Passport funding is more effectively used to meet
the needs of clients, and that amounts reimbursed for
support workers are reasonable, we recommend the Min-

istry of Children, Community and Social Services:

e identify and assess options for providing Passport
recipients with sufficient guidance for purchasing
supportive services that are appropriate to their
needs;

Status: Little or no progress.

Details
In our 2020 audit, we found that many Passport
program clients spend the vast majority of their
funding allocation to pay family members for support
work. While using Passport funding for this purpose
is within the rules of the program, we found it was
often not aligned with the individual’s needs as iden-
tified by the Supports Intensity Scale. We reviewed
needs assessments for a sample of 15 Passport clients
who spent 100% of their annual funding allocation on
support workers who were relatives in 2019/20. In the
majority of assessments reviewed, we found that family
support work did not align with the client’s support
needs as determined by their Supports Intensity Scale
results. For example, one client spent $17,107, 100% of
their funding, on a relative support worker to provide
caregiver respite. However, their greatest need, as iden-
tified by the Supports Intensity Scale, was for lifelong
learning, such as problem solving, and functional aca-
demics like reading signs and counting change.

In our follow-up, we found that the Ministry has not
made significant progress toward implementing this



recommendation. We noted that the Ministry has taken
steps to begin to develop options for providing Pass-
port recipients with sufficient guidance for purchasing
supportive services that are most appropriate to their
needs. In fall 2021, the Ministry provided funding

to a Passport Agency through the Ontario Passport
Agency Network (OPAN) to hire a project manager,

and to create a working group to identify ways to better
support clients. Through this process, the Ministry
plans to implement a new Passport program website

by the end of March 2023, to share information with
clients, and to share best practices for providing
guidance to clients between Passport Agencies. The
Ministry also advised us that education materials will
be developed to facilitate the appropriate utilization of
funds by Passport Program funding recipients and the
individuals managing their funds.

The Ministry also advised us that it is working with
an organization called Partners 4 Planning to provide
additional resources for the Passport program, includ-
ing a digital library of resources for clients, such as
videos and webcasts to help clients navigate the use of
their Passport funding independently and in compli-
ance with Passport program guidelines. Resources
will also address topics such as financial literacy and
budgeting basics, and tips on how to improve claim
submissions. The Ministry expects these resources to be
developed by March 2023.

e require Passport Agencies to perform thorough
checks of all support workers to ensure they are not
parents, step-parents, children, or the spouses of
clients;

Status: Fully implemented.

Details
In our 2020 audit, we analyzed PassportONE’s informa-
tion systems and found that 23% of all Passport clients
had registered at least one family member as a support
worker. In addition, we found that $61.8 million of
$197 million, or 31% of funds reimbursed to Passport
clients for support workers in 2019/20, was related to
paying family members for support work.

Under the Passport program, anyone over the age
of 18 can provide Passport clients with support work,

including family members except a client’s child,
spouse, parent or primary caregiver. However, our
review of a sample of 15 Passport clients who spent
100% of their annual funding allocation on support
workers who were relatives identified limited controls
for PassportONE approval of support work provided
by family members. For example, $22,600 was reim-
bursed for support work by a client’s family member
between July 2018 and June 2020. While reviewing
this claim, we discovered that the support worker
was the client’s step-parent—a fact that was not dis-
closed in PassportONE’s information system. Support
work provided by step-parents is not eligible for
reimbursement.

In our follow-up, we found that in April 2021,
PassportONE’s information system was updated so
that Persons Managing Passport Funding cannot be
registered as a support worker in the system and thus
cannot be reimbursed as support workers. In addition,
the Ministry advised us that it implemented controls
in PassportONE’s information system to restrict who
can become a support worker and be reimbursed as
such. The Ministry advised that it is not possible for
a parent, step-parent, spouse or primary caregiver to
be registered as a support worker in PassportONE’s
information system. The Ministry also reflected these
restrictions in its updated Support Worker Information
form, which was revised in August 2021.

e implement controls, in co-ordination with Pass-
portONE, that prevent persons managing Passport
funding on a client’s behalf from charging for
services.

Status: Fully implemented.

Details

In our 2020 audit, we identified limited controls for
PassportONE approval of support work provided by
family members. For example, $17,250 was reimbursed
for support work provided by a client’s sibling between
May 2018 and April 2020. This represented 100% of
the client’s reimbursed Passport expenses during this
period. A flat rate was being charged each month for
support work, with no indication of how many hours

of support were being provided, on what days, or at



what rate. In addition, the Passport Agency serving the
client listed the support worker sibling as the person
managing the client’s Passport funds, a clear conflict of
interest, as the sibling could approve and submit their
own account of services provided for reimbursement.
By approving support work claims for family members
without information such as dates, hours provided, and
locations and distances travelled, though these claims
may be within the program guidelines, PassportONE
cannot assess whether services were provided, the rea-
sonableness of the amounts claimed, or whether they
provide value for money for the person with a develop-
mental disability.

In our follow-up, we found that in April 2021,
PassportONE’s information system was updated so
that Persons Managing Passport Funding cannot be
registered as a support worker in the system and thus
cannot be reimbursed as support workers. Support
worker registration and information forms, as well as
Passport guidelines were also revised in summer 2021
to incorporate these changes. In addition, the Ministry
advised us that it worked with PassportONE and Pass-
port agencies to flag and address existing cases where
the person managing a client’s Passport funding was
identified as a support worker in PassportONE’s infor-
mation system, so that these individuals now only hold
one role or the other—not both. The Ministry advised
us that all identified cases were rectified by March 31,
2021.

Recommendation 11

So that the Passport program’s limited funds can provide
benefits for more people, we recommend that the Ministry
of Children, Community and Social Services:

o establish reasonable restrictions on the cost,
number, and location of events for tickets purchased
for sports, concerts, and other activities and events
that can be claimed for reimbursement;

Status: Fully implemented.

Details

In our 2020 audit, we found many instances where
Passport clients were reimbursed for expensive and/
or large numbers of tickets to professional sports
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and entertainment events which do not represent
value-for-money, particularly given the Passport pro-
gram’s limited resources and the unmet demand for the
program. We noted that professional sports and enter-
tainment events were considered eligible expenses
under the category of Community Participation.
However, we found that the Ministry’s program guide-
lines do not include any restrictions on purchases for
these events such as the cost, number of events, loca-
tion of events, or percentage of a client’s total Passport
program funding. For instance, we noted that a client
spent $2,214 on two tickets to a Toronto Raptors game,
which PassportONE subsequently approved.

In our follow-up, we found that the Ministry had
fully implemented this recommendation. The Ministry
advised us that it updated its Passport program guide-
lines effective September 2021, to introduce a new
reasonableness standard for live ticket events, includ-
ing a limit of $150 per event per ticket, and a maximum
of two tickets per event (i.e., a client and their support
worker). The Ministry also advised us that these limits
were hard-coded into the PassportONE information
system that will automatically flag and/or reduce
claims that exceed the maximum allowable limit. The
Ministry communicated these changes to all Passport
recipients by mail or email in a package sent out in
August 2021. The Ministry now also tracks whether or
not the claim is related to expenses incurred in Ontario.

e work with PassportONE to update its claim form to
capture relevant details about activities and events,
including concerts and sports tickets claimed;
Status: Fully implemented.

Details

In our 2020 audit, we noted that PassportONE staff
responsible for reviewing individual claims submitted
by clients can review all relevant supporting documents
related to a claim. However, the claim form, and as a
result PassportONE’s information system, is missing
key details required to analyze trends or identify sys-
temic issues in claims reimbursed by PassportONE. For
example, we found the claim form does not include a
field for a description of the services purchased (for
example, hockey tickets). In addition, while the claim



form includes a field to identify the service provider,
we found it often included only a vague description
such as “event ticket” or “activity.”

In our follow-up, we found that as part of its update
to the Passport program guidelines (as discussed in
the first action item in Recommendation 11) in Sep-
tember 2021, the Ministry also updated its claim form
to reflect the changes related to the live ticket events
requirements. The updated form now includes a new
expense category for live events and collects additional
information on these events, such as the date, number
of tickets (to a maximum of two), ticket cost and reim-
bursement amount.

e require that PassportONE periodically analyze
reimbursed claims for sports and concert tickets
to ensure the cost, number, and location of events
claimed are reasonable, and take corrective action
where they are not.
Status: Fully implemented.

Details

In our 2020 audit, PassportONE informed us that it
had made the decision to use generic service providers
for events and activities such as “event ticket” rather
than inputting the actual service provider, to allow

for easier review. However, we noted that without
information such as a description of the event, the
service provider holding the event, or the number of
events included in the purchase, a complete analysis
of how much was spent on concert or professional
sports tickets is not possible. In addition, since such
claims cannot be readily identified, it is also not pos-
sible to perform a targeted review of such expenditures
for reasonableness.

In our follow-up, we found that the Ministry
updated its Passport program guidelines effective
September 2021, to introduce a new reasonableness
standard for live ticket events, including a limit of $150
per event per ticket, and a maximum of two tickets
per event (i.e., a client and their support worker). For
season ticket packages, which we noted were a concern
in our 2020 audit, the maximum ticket amount of $150
is applied but for each ticket in a season ticket package.
In addition, the Ministry updated its claim form to

reflect these changes related to live ticket events. The
Ministry also advised us that these limits were hard-
coded into the PassportONE information system that
will automatically flag and/or reduce claims that
exceed the maximum allowable limit. As a result of
these changes, the Ministry noted that unreasonable
amounts for sports and concert tickets can no longer be
claimed and reimbursed. To ensure that these changes
are effective, the Ministry has committed to collect
data on live event tickets and to monitor it quarterly to
ensure the system and controls are functioning prop-
erly. We reviewed the Ministry’s monitoring reports
related to live ticket event claims between September 1,
2021 and March 31, 2022. The Ministry found that as

a result of the new changes, the reimbursement of 406
tickets was lowered to the cap of $150, leading to Pass-
port program savings of over $40,000.

Response to COVID-19

Recommendation 12

So that it has the necessary information to understand
the impact on the developmental supportive services it
funds, and maintains accountability for the transfer pay-
ments it provides, we recommend that the Ministry of
Children, Community and Social Services (Ministry):

e require Service Agencies to report to the Ministry
any changes on the availability of their supportive
services during the COVID-19 pandemic, including
whether their physical locations are open;

Status: Little or no progress.

Details

In our 2020 audit, we found that in response to the
declaration of the COVID-19 pandemic, the Min-
istry made several changes to funding, oversight and
reporting requirements related to supportive services
provided by Services Agencies to provide agencies with
the flexibility to respond to the outbreak. The Min-
istry advised Service Agencies to self-report through
the Ministry’s Serious Occurrence Reporting System
if they were closing their physical locations. The Min-
istry speculated that most Service Agencies stopped
providing in-person supportive services after the



emergency declaration. However, at the conclusion

of our fieldwork six months after the Province’s emer-
gency declaration, we found that the Ministry still did
not have a summary of how many agencies had closed,
how long they had closed for, and the degree to which
the services they provide and the individuals they
provide them to were affected.

In our follow-up, we noted that in February 2021,
the Ministry released an addendum to its Serious
Occurrence Reporting Guide for COVID-19-related
serious occurrences, which described COVID-19-
specific reporting requirements, including a
requirement to report as a serious occurrence cases
where a program or site closed due to COVID-19-re-
lated precautions or an outbreak. However, the
Ministry advised us that it does not otherwise require
Service Agencies to report the impact of COVID-19 on
the availability of services, such as converting services
from in-person to virtual or changes in an Agency’s
ability to service the same number of clients.

® use this information to assess the reasonability of
expenditures reported by Service Agencies.
Status: Little or no progress.

Details

In our 2020 audit, the Ministry indicated that with the
onset of COVID-19, it expected agency service deliv-
ery costs to increase due to additional costs to adhere
to public health guidelines for the health and safety

of their clients and staff through physical distancing
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and other COVID-19 safety measures. In response, the
Ministry also made several changes related to Service
Agencies’ use of Ministry funding, oversight and report-
ing requirements, including the Ministry advising us
that Service Agencies were to be provided with full
funding allocations for the 2020/21 fiscal year, and
that they told Service Agencies they would not be

held accountable to meet service targets, such as the
number of individuals served. At the conclusion of our
fieldwork, the Ministry could not say whether, as a
result of the COVID-19 pandemic, it expected Service
Agencies would report having unspent supportive ser-
vices funding in the 2020/21 fiscal year. However, it
advised us that, as in prior years, it would recover any
unspent funds.

In our follow-up, we noted that the Ministry had
begun assessing the reasonability of expenditures
reported by Service Agencies for the 2020/21 fiscal
year. The Ministry advised us that this includes taking
into consideration service disruptions reported during
the COVID-19 pandemic. However, although the Min-
istry required Service Agencies to report as a serious
occurrence cases where a program or site closed due
to COVID-19-related precautions or an outbreak, the
Ministry does not otherwise require Service Agencies
to report the impact of COVID-19 on the availability of
services, such as converting services from in-person to
virtual or changes in an Agency’s ability to service the
same number of clients.
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