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ONE VETERAN...

The One Veteran theme, established upon
my arrival, applies today more than ever
as we anxiously await the implementation
of improvements to the New Veterans
Charter. The simple theme emphasizes
the point that those who sustain similar
illnesses or injuries while serving their
country should have access to the same
benefits, regardless of the nature of their

service or of where and when they served.

.A MATTER
OF FAIRNESS!

OFFICE OF THE VETERANS OMBUDSMAN
360 Albert Street, Suite 1560
Ottawa, Ontario KIR 7X7
Calls within Canada (Toll-free): 1-877-330-4343
Calls from outside Canada (Collect): 1-902-626-2919
Email: info@ombudsman-veterans.gc.ca

This publication is available in electronic format, in both
official languages, at www.ombudsman-veterans.gc.ca
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I * Government Gouvernement
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Veterans Ombudsman
Ombudsman  des vétérans

The Honourable Julian Fantino, P.C., M.P.
Minister of Veterans Affairs

House of Commmons

Ottawa, Ontario

KIA OAG

Dear Minister:

| am pleased to submit to you my fourth Annual Report, Advocating for Improvements
for Veterans - Annual Report 2013-2014, for tabling in Parliament.

The Report summarizes the activities and key operations performed by the dedicated
personnel of the Office of the Veterans Ombudsman from April 1, 2013 to March 31, 2014,
It also highlights the areas we will be focusing on during 2014-2015.

Yours sincerely,

Guy Parent
Veterans Ombudsman
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BILL oF RIGHTS

The Vererans Bill of Rights applies to all clients of
Veterans Affairs, They include:

= Weterans with war service

* Veterans and serving members of the Canadian Forces
(Regular and Reserve)

* Members and former members of the Roval Canadian
Maounted Police

* Spouses, common-law partiers, survivors and primary
CATCEIVETS
+ Ocher eligible dependants and fmily memibers

« Onhier eligible clients

You HAVE THE RIGHT TO:
* Be treated with respect, dignity, fairness and courtesy,
» Take part in discussions thar involve you and your Gouily,

* Have someone with you for support when you deal with
Veterans Affairs.

* Receive clear, easy-to-undemstand information about our
programs and servides, in English or French, as set out in

the Cificinl Eagriages A,
* Have your privacy protected as set ont in the Priveey Aet.

* Receive benefits and services as set out in our published
service standards and o know your appeal rights,

Youl! (AVE THE BIGHT TO MAKE A COMPLAINT AND HAVE
THE MATTER LOOKED INTOOF YOLU FEEL TIHAT ANY OF YOUR
RIGHUTS HAVE ROT REEN UMILLD.

The ight Honourable  Le tris honosalile
Saephen Harper, RO, MP, Sicphen Hasper, C 1, députe
Primne Mindster of Canacis. Premier minbire do Casachy

du Canada

DECLARATION
DES DROITS DES

anciens combaltants

La présente I Welaration s'applique 3 tous les clicnts
d'Anciens Combattanes, soit :

* les anciens combattants ayant servi en temps de guerne;

* les venerans e les militaires des Forces canadiennes
(force reguliere et réserve);

* Jes membres actifs ot 3 I retraite de i Gendarmeric
rovale du Canada;

* les conjoints ot les partenaires en union de fait, les survivants
et bes principaux dispensateurs de soins;

* s awtres porsonnies & charge et les membres de b Bimille admissibles;

* les autres chents admissibles,

Vous AVEZ LE DROIT :
* d'ére troité avec respect, digmite, equitd et courtolsic;
* de prendre part aux discussions vous concermant;

» d'gtre accompagnd lors de vod rencontres avec Anciens
Combartants;

* d'obtenir de 'information clure sur nos services, en frangs
o e anglais, conformément 3 la Lal s les faegnes offrsielles;

= de savoir que votre vie privée sers protégée conformément
3 I Loi siur la prosecrion des reoseignennenty personviele:

* de rocevorr des avantages e des services comformdément 3 nos
normes de servce ef d'étme informeé de vos droits d'appel.

SEvOUs CROYEZ QUE L'UN OU LAUTIE (3 VOS5 DROITS §'A PAS

FTE RESFECTE, VOUS AVER LE DT DF DEPOSER UNE PLAINTE
ET I ITRE ASSURE QU’I:I LE SOIT PRISE ON CONSIDERATION,

.. ®

The Honoomable  Lhonorable
Gireg Thoangaon, PiC., MLP Frem Thaompaon, CoF, deputd
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INTRODUGTION

The past year was action-packed. In fact, it would be fair to say that it was the
husiest year to date for the Office of the Veterans Ombudsman (OV0) since it began
operations in 2007. Thanks to my team in Ottawa and Charloftefown, we achieved
several major milestones that [ am proud to share.

The first milestone was the broadening of the New Veterans Charter
(NVC) review to include the whole Charter - not just the sections
amended by the Enhanced New Veterans Charter Act. My Office and
Veterans’ organizations had advocated for the complete review of
the Charter for some time in order to address concerns with various
Veterans’ issues that dated back to the Charter’s coming into force in
2006. The Hon. Julian Fantino, Minister of Veterans Affairs, responded
to this request and announced a “..comprehensive review to place a
special focus on the most seriously injured, support for families and
the delivery of programs by Veterans Affairs Canada.” Achieving this
milestone was of significant importance to the Veterans’ community.

The second milestone achieved was a series of in-depth analyses of key
issues, published in six reviews and reports. On April 4, 2013, we published
Improving the New Veterans Charter: The Parliamentary Review. Along
with an intensive and broad-based consultation with Veterans’ advocates
and organizations across the country, this set the groundwork for the fall
publication of Improving the New Veterans Charter: The Report, which
put forward evidenced-based recommendations. These addressed short-
comings in three NVC program areas: financial, vocational rehabilitation
and assistance, and family support. As well, the Report’s recommendations
for improvements to the NVC identified where the Charter was failing
Veterans. The Report was supported by an actuarial analysis, published
simultaneously, that compared financial benefits between the Pension
Act and the NVC.

Commenting prior to the beginning of the fall parliamentary hearings
on these reports, Minister Fantino stated that they would serve “as an
important starting point for the upcoming parliamentary review.” This
was echoed time and again by Veterans’ advocates and organizations
appearing before the House of Commons Standing Committee on Veterans
Affairs (ACVA) in the fall and winter of 2013-2014. When | appeared
before the Committee on November 28, 2013, | found members to be
very supportive of my recommendations. This was also the case when

| testified before the Senate Subcommittee on Veterans Affairs on
December 4 and 11, 2013 to assist the Subcommittee in their study

on Veterans’ services and benefits.

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT


http://laws-lois.justice.gc.ca/eng/acts/C-16.8/
http://laws-lois.justice.gc.ca/eng/annualstatutes/2011_12/page-1.html
http://news.gc.ca/web/article-en.do?nid=777199
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/reviewcharter01-examencharte01-01-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-04-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-05-2013

ADVOCATING FOR

IMPROVEMENTS
FOR VETERANS

Additional reviews were released in 2013 including: A Review of the
Support Provided by Veterans Affairs Canada through its Long-Term
Care Program and A Review of the Support Provided by Veterans Affairs
Canada through its Veterans Independence Program. These are part of
a series on Veterans’ health care benefits and programs. As well, early in
the year, we released our Report titled Investing in Veterans VVocational
Training. Minister Fantino responded quickly to this Report with an
announcement of $2 million over five years and the commitment to simplify
the vocational rehabilitation process for more than 1,300 Veterans. By
establishing a fund of up to $78,500 per Veteran undertaking vocational
rehabilitation and by removing unnecessary red tape, the Government
eliminated a previous $20,000 cap on tuition and allowed greater flexibility
in reimbursing training-related expenses.

The third milestone achieved was an enhanced level of OVO engagement
with the Veterans’ community. Through one-on-one meetings, telephone
calls, emails, town halls, blogs, news events, news articles, opinion pieces,
editorials and social media, we reached out to and connected with
more Veterans and their families than ever before. They responded
generously with their time and experiences by sharing with us not only
their worries and concerns, but also their ideas on how to solve Veterans’
outstanding issues.

Yes, it was a busy year and | expect next year to be equally active. | am
looking forward to 2014-2015 with great anticipation. After seven months
of hearings, ACVA is soon to produce its report on the NVC. | hope
that its recommmendations live up to the expectations of the Veterans’
community. This is the time for real change. Our Veterans and their
families deserve no less.

Guy Parent
Veterans Ombudsman


http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vipltc-sldpaac-122013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vipltc-sldpaac-122013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-03-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-03-2013

“NCVA and The War Amps wish to
commend Guy and his team for taking
a strong leadership role over the
|ast year in effectively advocating
long needed reform in relation fo
Veterans' legislation. The well-
researched empirical studies carried
out by the Veterans Ombudsman’s
Office, with particular regard to

the New Veterans Charter and
Long Term Care, provide invaluable
ammunition in petitioning and
pressuring Government to live

up to the social covenant owed

by Ganada to our Veterans and
their dependants.”

- BRIAN N. FORBES

Chairman of the National Council
of Veterans Associations

and Executive Committee of
The War Amps of Canada

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT






ABOUT
THE OFFIGE

The Swedish word “ombudsman” means “representative of the people.”

There are 700,000 Veterans in Canada and more than 100,000 still-serving
members of the Canadian Armed Forces (CAF) and the Royal Canadian
Mounted Police (RCMP) who one day will join their ranks. Whether or not
they receive services and benefits from Veterans Affairs Canada (VAC),
| consider all of them and their families to be stakeholders of the OVO.

OVERVIEW

The OVO functions in accordance with the standards of practice of the
International Ombudsman Association!, which are endorsed also by

the Forum of Canadian Ombudsman?, namely, independence, impartiality
and neutrality, confidentiality, and informality. These standards govern
the way in which the Office receives complaints, works to resolve issues,
and makes objective and evidence-based recommendations that | provide
to the Minister of Veterans Affairs and VAC.

As an arms-length organization, the OVO acts as an independent voice
for all those served by VAC. As such, we provide direct services to a
widely-dispersed client base to ensure that the needs of Canada’s Veterans
and their families are considered. Additionally, my role as a Special Advisor
to the Minister of Veterans Affairs offers me the opportunity to present
matters of importance to the Veterans’ community directly to the Minister.

The OVO gives credence to the Government’s commitment and recognition
of the importance of treating Veterans and their families fairly in regard
to accessing VAC programs, services and benefits. At the Office, we view
fairness as an outcome that can be objectively measured in terms of the
adequacy, sufficiency and accessibility of the benefits and services to
address the needs of ill and injured Veterans and those still in uniform.

My Office continues to respect the One Veteran theme, which guides how
issues are viewed. Those with similar illnesses or injuries should have
access to the same benefits, regardless of the nature of their service or
of when and where they served.

1 http:/www.ombudsmanassociation.org

2 http://www.ombudsmanforum.ca

“Guy Parent’s performance and
conduct during the last year have
markedly raised the profile of
the Veterans Ombudsman to the
nation’s Veteran's community and
in Parliament. The hallmark of Guy
is his integrity. His integrity allows
him to deliver his straightforward
fact-based reports fo a broad
spectrum of recipients. Reports
that are not always welcomed by
some, but reports used by many
others who are seriously endeav-
ouring fo address long-standing
Veterans' issues.”

- BRIGADIER GENERAL (RET.)

J. E. LARRY GOLLNER OMM CD

Canadian Peacekeeping Veterans
Association Patron

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT
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® OUR MANDATE

The Order in Council P.C. 2007-530°%, gave me and my team the

“My work is challenging because mandate to:
of the G[llTIl]lEX”V of the |EQiS|ﬂﬁUﬂ * review and address complaints by clients and their representatives
which auplies to the programs arising from the application of the provisions of the Veterans’ Bill
of Rights;

and services offered bV VAC, and  identify and review emerging and systemic issues related to programs

: and services provided or administered by the Department or by third
because of the emoions tha are parties on the Department’s behalf that impact negatively on clients;
at times present when I]E[]I]|B feel » review and address complaints by clients and their representatives

Ao related to programs and services provided or administered by the
they are nof receiving what they Department or by third parties on the Department’s behalf, including
need, have earned and deserve.” individual decisions related to the programs and services for which
there is no right of appeal to the Veterans Review and Appeal Board;
* review systemic issues related to the Veterans Review and Appeal
Board, and
« facilitate access by clients to programs and services by providing them
with information and referrals.

OUR VISION STATEMENT

At the OVO, we share the vision to be widely recognized as:

* an independent and impartial organization that is dedicated to fairness
for all Veterans and their families;

« arallying point for Veterans issues and an action-oriented organization
that anyone can come to on matters that negatively impact the
Veterans community, with absolute confidence that the Office will
work tirelessly in their best interests, and

e an organization, with dedicated, professional and respected employees,
that has the credibility and determination to effect timely and positive
change when situations of unfairness are encountered.

3 http://www.pco-bcp.gc.ca/oic-ddc.asp?dosearch=wbvebzvspz&viewattach=23374&pg=61


http://www.ombudsman-veterans.gc.ca/eng/about-us/ombudsman/order
http://www.pco-bcp.gc.ca/oic-ddc.asp?dosearch=wbvebzvspz&viewattach=23374&pg=61

OUR MISSION STATEMENT

Our mission is to advance the fair treatment of the Veterans’ community
and to uphold the rights articulated in the Veterans’ Bill of Rights by

reviewing and addressing complaints, systemic problems and emerging
issues regarding the programs, services and benefits provided by VAC.

WHO WE SERVE

My team stands ready to assist members of the Veterans’ community,
serving members of the CAF and the RCMP, as well as other clients
of VAC:

* Veterans of the Second World War and the Korean War;

* Veterans of the CAF (Regular Force and Reserve Force);

* Serving members of the CAF (Regular Force and Reserve Force);

* Veterans of the RCMP;

* Members of the RCMP;

¢ Immediate family members and caregivers of any of the above-
mentioned groups, and

» Survivors of Veterans of the First World War.

OFFICE OF THE VETERANS OMBUDSMAN

2013-2014 ANNUAL REPORT
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OUR SERVIGES

These are the four main services my Office provides:

INFORMATION:

Frequently, those who call the Office are unaware of the benefits,
services, and redress mechanisms available to them. Our Office helps
them navigate the complexity of the system by providing information
about their rights and about the benefits and services provided by
VAC and other organizations.

REFERRALS:

The Office assists those who call for help, often as a last resort, by
facilitating referrals to service providers that can best assist them.

GOMPLAINT RESOLUTION:

The Office addresses complaints from individuals who believe they have
been treated unfairly by VAC or other service providers. To bring closure
as quickly as possible, every attempt is made to resolve complaints
informally and at the lowest level possible, most often through inquiries
and informal mediation with service providers.

INTERVENTIONS TO ADDRESS SYSTEMIG ISSUES:

When the facts of a case raise systemic issues that can potentially
affect many other Veterans and clients of VAC, when there are multiple
complaints about the same issue, or when issues emerge as a result of
the Office’s interaction with the Department and the Veterans’ community,
the Office will intervene using various approaches based on the nature
and complexity of the issue:

* Simple procedural issues, for example, are discussed informally with
the Department to bring resolution as quickly as possible. A telephone
call or an exchange of correspondence is often all that is required to
bring about change;

* The Office undertakes reviews that summarize the information available
on a particular topic, as well as the various points of view. Review
papers, which do not contain recommendations, are produced for
the purpose of facilitating informed discussion of issues of concern to
the Veterans’ community, and

« Complex issues may require thorough research and analysis, leading
to a formal report with recommendations to the Minister of Veterans
Affairs. These reports are published 60 days after submission to
the Minister.



STRUCTURE OF THE OFFIGE

As an advisor to the Minister of Veterans Affairs, | am supported by a team
of 37 employees located in Ottawa and Charlottetown, including service
representatives, early intervention analysts, program review advisors,
communicators, a legal advisor, policy advisors, and administrative support
staff. Among my team you will find former members of the CAF and the
RCMP, as well as experienced public servants.

My team and | also rely on an Advisory Council for advice on matters of
concern to the Veterans’ community, to foster cooperation among Veterans’

groups and to increase dialogue between us and the Veterans’ community.

The Advisory Council is comprised of Veterans’ representatives, profes-
sional advisors from academia, health care, rehabilitation or other fields,
as well as affiliate members with varied areas of expertise.

ORGANIZATIONAL GHART

VETERANS OMBUDSMAN —‘

‘ LEGAL ADVISOR

DEPUTY OMBUDSMAN
& EXECUTIVE DIRECTOR
OPERATIONS
SENIOR POLICY MEDIA RELATIONS
ADVISOR ADVISOR
| |
GORPORATE SERVIGES EARLY & STRATEGIC GOMMUNICATIONS
& CHARLOTTETOWN INTERVENTION DIRECTORATE
OPERATIONS DIRECTORATE

DIRECTORATE

ﬁ

“Often it is unclear fo Veterans
why VAC is denying a particular
benefit. An unexplained refusal is
frustrating. | am glad when | can
help Veterans gain access o
benefits they need or, for those
with complex needs, point them
towards another allocation or
benefit for which they clearly
meet eligibility criteria.”

OFFICE OF THE VETERANS OMBUDSMAN

2013-2014 ANNUAL REPORT
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THE YEAR
IN REVIEW

To many observers, 2013-2014 was a year of ever-increasing challenges for ill and
injured Veterans and their families. Hardly a day went by without a media report
sharing their plight with Ganadians. At the 0V0, we advocated for improvements for
Veterans throughout the year.

We identified early on many hurdles faced by ill and injured Veterans
after military service. Ill or injured Veterans and their families need to be
properly supported and cared for to ensure that their standard of living,
after being released, is not reduced. They also need hope to be able
to move forward and see a viable path ahead as they transition from
military to civilian life.

In 2013-2014, we set out to improve access to VAC programs and benefits
for ill and injured Veterans with evidence-based research that generated
actionable recommendations for Government. | must be confident that
they will receive the support needed to move forward and carry on with
their new life. | will therefore continue to pursue the issue!

PROFESSIONAL DEVELOPMENT PROGRAM

Great progress was made last year with the Professional Development
Program initiated in 2012-2013. Learning sessions such as research
analysis methods and project management were conducted and all OVO
employees were encouraged to attend. The feedback of participating
members was collected to capture lessons learned and improve the
program itself.

Staff enrolled full time in the program have completed
75 percent of their learning. They are engaged and
well-motivated and they have advanced within their
designated groups. Thanks to this initiative, the OVO is
better able to conduct succession planning and retain
its knowledgeable and skilled personnel. This is essential

750/ to the provision of optimal services that will help
(3 achieve resolution of systemic issues of concern to

COMPLETED Veterans, their families and the Veterans' community.

O

“Veterans or their family members
are in many cases at a loss

when they engage the Veterans
Ombudsman’s Office. Learning

to carefully listen to and calmly
dialogue with individuals that are
very emotional was not easy. To
properly serve Veterans, | need
fo show understanding and a desire
fo achieve resolution; | need fo
build a relationship based on trust.”

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT
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I]uring 2[]]3-20]4' the OVO We began the year with 127 cases from the previous year and added

. 2130 new cases during 2013-2014. This was a 15 percent increase from
received over 6'5[][] contacts the previous year and the largest number the Office has handled since
from nearly 1,300 stakeholders. Its creation.
This resulted in the creation of Former Regular Force members remained our largest stakeholder group,

representing 39 percent of clients. The number of traditional Veterans
declined by three percent, and represented eight percent of clients.

2,130 case files addressed through
the provision of mfnrmannn, d We addressed 95 percent of our 2,257 cases, consistent with our previous

referral or an infervention. year’s performance. Despite the increase of 183 cases, fewer cases remained
opened at year end, to be carried over into 2014-2015.

GONTAGTS TO THE 0VO

Im) (®) (5

4355 1773 164

BY PHONE BY EMAIL ONLINE GOMPLAINTS

=) (S
157 98 16

LETTERS FAXES IN-PERSON VISITS TO
THE CHARLOTTETOWN
OFFIGE

6563

OVERALL CONTACTS



INDIVIDUAL GASES BY REGION

60%
OF THE COMPLAINTS
ORIGINATED IN
ONTARIO, QUEBEG AND

BRITISH COLUMBIA.
0%

14%
8% 8%

2% 15% 4%
32%
4%

8% 0%

MOST PREVALENT ISSUES

25%

ALL OTHERS

llllllizTEHoM/?AHE L

a

13%

o VETERANS
5 /o INDEPENDANCE
CASE MANAGEMENT PROGRAM

10% 1%

TOVAG 1 % NEW VETERANS
HEALTHCARE CHARTER*
BE“EF“S * NVC category includes cases of Earning

Loss Benefits, Vocational Rehabilitation
and Permanent Impairment Allowance

The OVO’s six Veterans Ombudsman
service representatives handle an
average of 84 inbound calls per week.
When combined with outbound
calls fo clients or to VAC to resolve
issues, that average jumps to

149 calls per week. The duration

of these calls ranges from a few
minutes to up to an hou.

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT
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“The highlight of my outreach tour
to Newfoundland and Labrador
was visiting Conception Bay South,
the first Canadian municipality

to have a Veteran and Family
Community Covenant.”

- GUY PARENT

REAGHING OUT

Following the April 4, 2013 release of Improving the New Veterans
Charter: The Parliamentary Review, we organized a series of meetings
with key advocates from the Veterans’ community, including chairs
of past VAC advisory committees and representatives from various
organizations. Together, we discussed the best way forward for Veterans
and their families, including the need to open up the parliamentary
review of the NVC.

| also travelled across Canada to meet Veterans and their families at
town halls and other events. During these events, | always asked for their
opinions and discussed options. For example, in April, | visited Corner
Brook, Gander, Conception Bay South and St. John’s in Newfoundland
and Labrador. While in St. John'’s, | met with the local RCMP and RCMP
Veterans’ Association. In line with my theme of One Veteran, | am
committed to ensuring that members and former members of the
RCMP know that the Veterans’ Bill of Rights applies to all clients of VAC,
including them.

Later in May, | was in New Brunswick at a town hall in Miramichi and

| attended the RCMP New Brunswick Division’s spring meeting. There,
| had the opportunity to present at a monthly meeting of the RCMP
Veterans’ Association’s Ottawa Division. This was followed in June with
a town hall in Ottawa, Ontario and another on the North Shore area of
Montreal, Quebec. At every opportunity, | shared the preliminary results
of the extensive research and consultation effort that our Office had
undertaken in the past year. Opinions were openly shared and valuable
comments and suggestions were collected and integrated into our
Report on the NVC and its Actuarial Analysis released on October 1, 2013.
This resulted in a better-informed discussion at the parliamentary com-
mittee reviews of the NVC that began in late October.

Reaching out internationally, | was honoured to travel to Korea with
Canadian Veterans to commemorate the 60th anniversary of the Korean
War by returning to the battlefields on which they fought.


http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/reviewcharter01-examencharte01-01-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/reviewcharter01-examencharte01-01-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-04-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-05-2013

“Connecting with Veterans of
the Canadian Armed Forces
and the RCMP, their families and
community members is the best
way for me and my team to hear
firsthand about the issues
directly affecting our Veterans."

- GUY PARENT

OFFICE OF THE VETERANS OMBUDSMAN
2013-2014 ANNUAL REPORT
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“The NATO Veterans Organization

of Canada takes great safisfaction
with the work of the Office of the
Veterans Ombudsman and its dedi-
cated team as demonstrated in the
numerous important recommenda-
fions made in its reports.

These recommendations, which
were the result of significant
consultations, speak directly to
the needs of Canada’s Veterans and
are the yardstick against which all
Canadians can monitor progress
on addressing the health and well-
being of those who have so selflessly
served our country. Now is the fime
fo see these recommendations

acted upon.”
- GORD JENKINS

President NATO Veterans
Organization of Canada

20

| was also proud to present at the 5th International Conference of
Ombuds Institutions for Armed Forces (ICOAF) in October 2013. The
conference was organized by the Geneva Centre for Democratic Control
of Armed Forces and the Norwegian Parliamentary Ombudsman for
the Armed Forces.

Notwithstanding the high tempo of communications and outreach
activities sustained throughout the year, | fully realize that much more
is needed. The awareness survey we conducted in the spring of 2013
established a baseline upon which to build service improvements. The
study revealed that 76 percent of surveyed clients are aware that there
is an Office working to ensure Veterans, serving members of the CAF
and the RCMP are treated in accordance with the Veterans’ Bill of Rights
and receive the services and benefits that they require. However, only
47 percent of clients surveyed were aware of the OVO or recognized our
organization by name.
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DOMESTIC OUTREACH INTERNATIONAL BRIEFINGS TO
EVENTS EVENTS PARLIAMENTARIANS
(MPS AND SENATORS)
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STAKEHOLDER MEDIA INTERVIEWS PUBLISHED ARTIGLES,
MEETINGS GRANTED BLOGS, NEWS RELEASES
AND OP-EDS

“I look forward to sharing ‘the
Canadian experience’ with dele-
gates from around the world. This
is one area in which Canada has
shown frue leadership by being
the first - and fo date the only
country - worldwide fo have
recognized early on the need for a
national Veterans Ombudsman.
The Government of Canada fook the
initiative in 2007 and established
the first Office of the Veterans
Ombudsman. [ am very pleased
that Canada’s unique approach
fo Veterans’ issues is attracting
inerest beyond our borders

and | hope to see it take root in
other countries.”

= GUY PARENT,

At the 5th ICOAF in Oslo, Norway
(October 2013)
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ADVOCATING FOR

IMPROVEMENTS
FOR VETERANS

OUR ENCOUNTERS WITH VETERANS

Ll" JNAL RERAE ! At the forefront of what the OVO does to improve access to benefits
SASED U ! and services for Veterans and their families are the dedicated members
di | of my team in Ottawa and Charlottetown. There is no better way

to pay tribute to their work than by allowing them to tell you their

Prior to e dertaking experiences firsthand.
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“Many injured Veterans require physiotherapy, massage therapy or
other treatment of the sort to either heal a wound or relieve pain,
thereby maintaining an acceptable level of comfort. The reimburse-
ment rates for such treatments must be revisited regularly to ensure
they reflect current rates. Otherwise Veterans may no longer be
able to afford the necessary treatment. | was pleased to see the
benefit grid was updated in 2013 after the OVO brought to VAC’s
attention the fact that the reimbursement rates for some treatment
had fallen well below the going rates.”



VETERAN REIMBURSED FOR
MEDICINAL MARLJUANA

“A Veteran sought reimburse-
ment from VAC for medicinal
marijuana. The claim was
denied based on VAC’s
restrictive policy governing
reimbursement of medicinal
marijuana. Unhappy with the
decision, the Veteran contacted
the OVO for assistance.

Working cooperatively with
departmental staff, the claim
was accepted based on a
clarification of policy and it
was agreed that the Veteran
would be reimbursed for his
initial claim. It should be suffi-
cient to have a valid doctor’s
prescription authorizing the
use of medicinal marijuana,
provided by a Health Canada
licenced grower, for a Veteran
to obtain reimbursement.

When these requirements have
been met, VAC must tend to the
needs of the Veteran. Long wait
periods only create more anxiety
and pain for the Veteran, further
delaying recovery.”

LONG-TERM GARE GOSTS REIMBURSEMENT

HELPING VETERAN WITH GLAIMS SUBMISSION

“After VAC referred a War Veteran to Social Services, he called the
OVO looking for assistance, reiterating that he was seeking support
for his spouse who was becoming frail. At first glance, VAC appeared
to be correct in referring him to Social Services, but after carefully
listening to the Veteran, | understood that his spouse had been caring
for him because his own health was poor. His condition prevented
him from taking part in daily household chores. Similar cases | had
dealt with in the past had easily been linked to the Veteran’s prior
service and | recommended that he contact VAC again to apply for
a disability pension for himself.

On his second call to the OVO, | learned that he had not succeeded
on his own and offered to help with the application, knowing full well
this Veteran qualified for both a disability pension and the Veterans
Independence Program. Therefore, he would be able to get financial
support for housekeeping services and grounds maintenance allowing
him and his spouse to remain in their home for as long as safely possible.

| know that in instances like these, | can make a massive difference in
some people’s lives. The feeling of accomplishment and satisfaction
that my work brings is amazing.”

“Last year, | came across the case of a frail elderly Veteran that was being refused reimbursement for a large
portion of his long-term care costs because the person administering his finances was unaware of the benefit
and that the application for reimbursement had to be made within 18 months off incurring the expense. His
eligibility was never in question but because of a lack of awareness of VAC regulations on the part of a helping
relative, the repayment for long-term care qualifying expenses over the span of several years was denied. To
avoid an important financial loss for this Veteran, given that this was through no fault of his own, the OVO
requested that VAC approve the reimbursement of long-term care costs on an exceptional basis.”
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“It took time and effort to familiarize
myself with VAC's programs and
services and the processes that
must be followed by Veterans fo
meet eligibility criteria and access
benefits. It's no wonder this can
be confusing and overwhelming
for Veterans."
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STRATEGIC INTERVENTION

Despite all the best efforts, in many instances our frontline staff cannot
successfully navigate the administrative, legislative and regulatory barriers.
When this occurs, my directors and my Deputy will intervene at their
respective level and reach out to their VAC counterparts.

For example, on several occasions, VAC interpreted both the Pension
Act and the NVC in a manner so as to cease the processing of disability
benefit claims to Veterans who passed away before a decision was rendered
or before a payment was made. Simply put, a favourable decision could
have been rendered and a cheque issued to a Veteran, but the money
claimed by survivors, dependants or the estate was clawed back.

On three separate occasions, the OVO helped survivors or dependants
faced with this issue, and advocated that the first principle of the
Veterans’ Bill of Rights - “[to] be treated with respect, dignity, fairness
and courtesy” - applies not only to Veterans, but also to their families,
dependants and survivors.

The latest case was one that took almost three years to resolve from
start to finish. A Veteran submitted an application for disability benefits
and received a favourable decision. Unfortunately, the Veteran died before
financial compensation arrived. After being informed of the death of the
Veteran, VAC agreed to re-issue the monies to the Estate, but contrary
to the agreement, VAC then cancelled the payment. The Veteran’s family
fought for another year for what they thought was fair before contacting
the OVO. The issue was raised with the Department and VAC decided to
pay the Estate the money that was originally promised.

The OVO is of the belief that payment of disability benefits, designed to
compensate for pain and suffering, should be issued even after a Veteran
has died, provided a duly completed application form has been submitted.
No Veteran or their family should be penalized for departmental delays
in processing and issuing the payment of disability benefits. | have also
recommended that the Minister of Veterans Affairs instruct VAC to stop
pursuing legal action to recover monies paid to deceased Veterans.



A GOMMON VOIGE AMONG THE VETERANS’ COMMUNITY

Although there are many voices speaking for the Veterans’ community,
in the past year there has been a growing agreement on the key short-
comings that need to be addressed in the NVC. | am heartened by the
support of many Veterans’ organizations for the work of the OVO and
the recommendations that we put forward in our Report on the NVC.

Within days of the Report being released, it earned support from many
Veterans’ organizations and advocates across Canada. This early support
was echoed often when the parliamentary hearings began on the NVC.

When Ronald Griffis, the National President of the Canadian Association
of Veterans in United Nations Peacekeeping, appeared before ACVA
on February 25, 2014, he stated that: “We are fully aware that Veterans
Ombudsman Guy Parent has already appeared before this honourable
committee. In principle, we support the testimony and presentation by
our Veterans Ombudsman. He touched all the required bases.”
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“Misinterpretations of complex VAC
policies are common and clarifying
misunderstandings or explaining
policies is a huge part of our work,
as is uncovering the many unique
cases that must make exception to
the rule.
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http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-04-2013
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“Outstanding professionalism,
forthright consultation and solid,
research-based advice to
Government on the most critical
issues impacting Veterans and
their families have been the con-
sistent hallmarks of the Veterans
Ombudsman, Guy Parent, and his
Office, throughout a busy year. In
addition to quietly and effectively
ensuring that many problems
confronting individual Veterans
were resolved, the Veterans
Ombudsman’s call for action and
compelling reports on urgent re-
quirements for improvement to the
New Veterans Charter, supported
by detailed actuarial analysis and
extensive consultations with the
Royal Canadian Legion and other
Veterans organizations, made a huge
contribution fo the understanding
and ongoing dialogue in this complex
and extremely important area and
was an essential input to the recent
comprehensive Report by the House
of Commons Standing Committee
on Veterans Affairs enfitled, The
New Veterans Charter: Moving
Forward, now being considered

by Government. »
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This was followed on March 6, 2014, by Gordon Moore, Dominion President
of the Royal Canadian Legion, who appeared before the Committee
along with Brad White, Dominion Secretary, Gordon Jenkins, President
of the NATO Veterans Organization of Canada, and Percy Price, its Acting
Director of Advocacy. Mr. Moore commented: “The Legion agrees with
the deficiencies identified in the Veterans Ombudsman’s report “Improving
the New Veterans Charter”. The reports are well researched, evidence-
based, and informed by actuarial, independent analysis, and as such,
should be used as the baseline for the parliamentary review.” Speaking
on behalf of the over 320,000 members of the Royal Canadian Legion,
Dominion President Gordon Moore told Committee members “..that the
key shortcomings identified in the reports of the Veterans Ombudsman
had been at the forefront of Legion advocacy for several years.”

He concluded his remarks by saying: “The Office of the Veterans
Ombudsman has conducted the most comprehensive research and
analysis work undertaken on the New Veterans Charter. The analysis
is done. It’s thorough and unbiased. Mr. Parent personally tested his
recommendations with most of the Veterans’ organizations and stake-
holders. It is consistent with recommendations since 2006. Use this
report as the blueprint for action.” This statement was strongly
supported by Mr. Gordon Jenkins, President of the NATO Veterans
Organization of Canada.

This was echoed on April 3, 2014, by BGen Joseph Gollner, Patron of
the Canadian Peacekeeping Veterans Association: “...the Veterans
Ombudsman has produced very legitimate, well-researched papers,
the likes of which we have never seen before, at least in public, setting
out in a clear, forthright manner that everybody can read and understand,
and he has been consistently supported by the various ministers of
Veterans Affairs or else the reports would not be where they are today.
And they are used as benchmarks by many people.”



BRAVO ZULU, congratulations and
heartfelt thanks fo the Veterans
Ombudsman and his fine team for
their selfless dedication and excel-
lent efforts on behalf of Canada’s
Veterans and their families!”

- VICE-ADMIRAL (RETIRED)
LARRY MURRAY

Grand President, The Royal
Canadian Legion
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l n n I( I N G “Some Veterans’ cases can be
challenging, more so when it
appears as they are being cheated
out of something they have earned

and deserve. In all my interactions
with Veterans, | focus on adapting

| believe that the Government of Canada has a unique historic opportunity in the
next year to address the shortcomings of the NVC programs, benefits and services
provided fo CAF members, Veferans, spouses and survivors. It is with great pleasure my approach fo meef their needs.
that my team and | will collaborate with VAC in support of this endeavour. Their level of autonomy often varies

ACVA will table its report on the NVC with recommendations for change drastlcallv, as does fheir level of

to the Charter in June 2014. There are high expectations from Veterans knowledge and understanding
and their families and Veterans’ organizations across Canada that this N
report will serve as a catalyst for changes to the NVC that have repeatedly of VAG programs and services.

been identified but never actioned.

The men and women who serve in the CAF and the RCMP willingly accept
the risks to health and life that are inherent to service. If they are injured
or become ill and can no longer serve in uniform, the Government of
Canada has an obligation to help them rebuild their lives and restore, to
the greatest extent possible, their health, financial independence, and
quality of personal and family life.

The support of Veterans and their families through effective and fair
access to benefits - regardless of the nature of their service or of where
or when they served - should be a priority for Canada. This is what gen-
erations of Canadians have believed to be theirs and their government’s
obligation. Each passing day that the problems that | and others have
identified with the NVC are not remedied is another day that Veterans
and their families struggle with the stresses of transitioning from military
to civilian life without adequate support.

Most of us recognize intuitively that there is a direct link between how
we treat our Veterans and our ability to recruit and retain citizens for
our military. If the needs of ill or injured Veterans are not being met, then
why would anyone want to join the military or stay in it for any length
of time? For this reason, it is imperative that we begin to consider the
provision of Veterans’ benefits as a matter of national security because
it is a fundamental element in the defence of our nation.

On average, 5,000-6,000 Regular Force members release annually
from the CAF. Close to 80 percent release with minimal support
required and successfully transition to civilian life. But the remainder
are not so fortunate and are released for medical reasons. At this time
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“Because of my understanding
of the multitude of laws and
regulations that govern them,

| am able to help Veterans and
their family members gain access
to benefits they sometimes did
not know they were entitled to

or even existed.”

30

of great adjustment in their lives, we need to be able to ensure that they
transition successfully.

| view fairness as an outcome that can be objectively measured in terms

of the adequacy, sufficiency and accessibility of the benefits and services
to address the needs of ill and injured Veterans and those still in uniform.

That is the measure my Office uses to determine the fairness of Veterans’
programs and services.

| believe that all of the elements are now available to make VAC's programs
and services work, but the system needed to effectively deliver them is
not. It continues to fail some of our Veterans for two reasons. The first is
addressed in my Report on the NVC and highlights the shortcomings in
three program areas: financial, vocational rehabilitation and assistance,
and family support. The second is a complex, multilayered and outdated
service delivery process/model.

Therefore, since parliamentary committees have recognized that the
current way of doing business is not generating the results needed to
resolve the problems facing Veterans and their families in Canada today,
is it not time that we change our vision of VAC's service delivery approach?
If we start by fixing the clearly identified problems at the front end of
the process, we would reduce the effort and cost currently expended

to provide the various levels of appeal at the back end of the process.
Anything less is a disservice to Veterans and their families as well as to
Canadian taxpayers.

Former serving members of the CAF are well-trained and highly skilled;
they have a great deal to offer to the Canadian workforce and economy.
Capitalizing and leveraging the human capital resource Veterans represent
by providing them with effective transition services makes a great deal
of sense as a strategic reinvestment in Canada’s future.

That is why in the coming year, my team and | will focus on transition
issues and work closely with the Office of the National Defence and
Canadian Forces Ombudsman. This will be the first initiative of its kind
between federal Ombudsmen’s offices in Canada.

It is also our intent in the coming year to publish an evidence-based
Report on the NVC’s Permanent Impairment Allowance and Permanent
Impairment Allowance Supplement, and release a follow-up to our 2012
study Veterans’ Right to Fair Adjudication: Analysis of Federal Courts
decisions pertaining to the Veterans Review and Appeal Board.

Along with these activities, we will continue to reach out to Veterans and
their families across Canada to ensure that they, along with serving
members of the CAF and the RCMP, as well as other clients of VAC, are
treated respectfully, in accordance with the Veterans’ Bill of Rights,
and receive the services and benefits that they require in a fair, timely
and efficient manner.


http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/rep-rap-04-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vrab-tacra-03-2012
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vrab-tacra-03-2012
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ANNEXES

ANNEX A - FINANGIAL REPORT

As per the 2013-14 Report on Plans and Priorities, the Veterans

Ombudsman planned spending was $6.1 million.

Planned Spending and Treasury Board Authorities 2013-2014

2013-14 2013-14
Organization Salary Operating Planned Authorities
Office of the Veterans $2,750,000 $993,000 $3,743,000 $3,792,540
Ombudsman*
Veterans Affairs $989,367 $427,000 $1,416,367 $1,446,827
Canada (provision of
services to the Office)
Treasury Board $695,850 $646,310
(employee benefits)
Previous Year $200,000 $200,000
Carry-Forward**
Paylist Allocation $96,050
Net Adjustments (incl. $18,346
Collective Bargaining)
Total $6,055,217 | $6,200,073

* 2013-14 Authorities include conversion factor

** Operating Budget Carry-Forward was included in planned spending for fiscal year 2013-14



Veterans Ombudsman Program and Operational Expenditures 2013-2014

Program or Operational Requirements

Expenditures

Salaries and Wages $2,817,332
Total Salaries and Wages $2,817,332
Transportation and Communications $164,463
Information $19,163
Professional and Special Services $437,081
Rentals $8,514
Purchased Repair and Maintenance $14,316
Utilities, Materials and Supplies $11,5M
Acquisition of Machinery and Equipment $22,441
Other $14
Total Operating Expenditures $677,503
Total $3,494,835

2013-2014 Veterans Affairs Canada, Program and Operational Expenditures for

the Provision of Services to the OVO (Excluding Internal Services)

Program or Operational Requirements

Expenditures

Salaries and Wages $593,966
Operating Expenditures $99,736
Total $693,702

2013-2014 Summary of Expenditures

Organization

Expenditures

Office of the Veterans Ombudsman $3,494,835
Veterans Affairs Canada (provision of services) $693,702
Treasury Board (employee benefits) $646,310
Paylist Allocation $118,159
Total $4,953,006
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ANNEX B - REPORTS PUBLISHED IN 2013-2014

Improving the New Veterans Charter: The Parliamentary Review

This Report, delivered before the parliamentary committee review of
the NVC took place, emphasized program areas that directly affect

the transition of Veterans from military to civilian life. (April 4, 2013)
Review of the Support Provided by Veterans Affairs Canada through
its Long-Term Care Program

This Review was undertaken to provide a commmon basis of understanding
of the Department’s current role in the funding of long-term care
benefits for Veterans, addressing eligibility, accessibility and the cost

of the Program. (August 14, 2013)

Investing in Veterans’ Vocational Training

This Report examined the delivery and adequacy of VAC’s vocational
rehabilitation and assistance services. It also offered recommendations
to ensure that VAC maintains its commitment to effectively re-establish
injured Veterans into civilian life. (August 26™", 2013)

Improving the New Veterans Charter: The Report

The Report was a follow-up to Improving the New Veterans Charter: The
Parliamentary Review. The focus of this report was on the three program
areas identified as shortcomings in the NVC: financial support, vocational
rehabilitation and assistance, and family support. (October 15, 2013)
Improving the New Veterans Charter: the Actuarial Analysis

This Report provided detailed demographic and financial data about
the current effects of the financial programs that support Veterans. Its
focus was on the economic benefits of the NVC, as opposed to the
non-economic benefits. (October 1, 2013)

Review of the Support provided by Veterans Affairs Canada through
its Veterans Independence Program

This Review examined the Veterans Independence Program and focused
on the eligibility, accessibility and cost factors of the Program.
(February 18t 2014)


http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/reviewcharter01-examencharte01-01-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/investing-veterans-vocational-training
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/improving-new-veterans-charter
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/improving-nvc-actuarial-analysis
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vipltc-sldpaac-122013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vipltc-sldpaac-122013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/reviewcharter01-examencharte01-01-2013
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/long-term-care-program
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/investing-veterans-vocational-training
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/improving-new-veterans-charter
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/improving-nvc-actuarial-analysis
http://www.ombudsman-veterans.gc.ca/eng/reports/reports-reviews/vipltc-sldpaac-122013

"I encourage former and current
members of the Canadian Armed
Forces and the Royal Canadian
Mounted Police, as well as their
family members and other clients
of Veterans Affairs Canada, who
have questions about their rights
or concerns about the benefits
and services they receive from
the Department to call the Office
of the Veterans Ombudsman.

My team is there to provide infor-
mation, referrals, and assistance
inresolving issues. Each case
brought to our attention provides
valuable information that helps
us identify trends and systemic
issues. If or when in doubt, simply
contact us. You stand only fo gain!"

- GUY PARENT
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CONTAGT INFORMATION

Calls within Canada (Toll-free):

1-871-330-4343

Calls from outside Canada (Collect):

1-302-626-2919

Email:

info@ombudsman-veterans.gc.ca

Web site:
www.ombudsman-veterans.qc.ca

Address:
360 Albert Street, Suite 1560
Ottawa, ON  KIR 7X7

Follow the Veterans Ombudsman
on Facebook and Twitter

€ Canada's Vererans Ombudsman

& @versOmbudsman


mailto:info@ombudsman-veterans.gc.ca
http://www.ombudsman-veterans.gc.ca
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