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The Situation 

In late 2010 Service Alberta notified the Office of the Public Trustee (OPT) that an employee had 

allegedly obtained duplicate government issued identification cards in different names. A review of the 

employee’s work found evidence that the employee may have misappropriated funds from an estate. The 

employee was dismissed and both civil and criminal actions are ongoing. In January 2011, the Office of 

the Auditor General (OAG) was engaged to review the files administered by the employee to determine if 

there was evidence of other instances of misappropriation, and to audit the OPT’s internal controls. 

The OAG report of findings has been released. The report includes major recommendations for important 

operational changes as well as advice around the organizational culture changes that are necessary.   

The Ministry of Human Services, led by Minister David Hancock and Associate Minister Frank Oberle, has 

accepted all recommendations of the OAG and is directing the OPT to respond to those 

recommendations in a timely manner. The details of the operational improvements and the timelines for 

change are outlined below. In addition to responding directly to the recommendations of the OAG, the 

OPT must undergo significant strategic shifts within its organization in order to make sustained positive 

change. The features of this strategic transformation are also outlined in this report. This includes defining 

a vision to move forward, clearly outlining accountabilities and outcomes and measures related to that 

vision, enhancing the operational risk framework that governs service delivery and improving staff 

training. 

Associate Minister Oberle, who has authority for ensuring that the operational and strategic improvements 

to the OPT are made, will be monitoring the progress of change and improvement on a quarterly basis. 

The OPT serves represented adults, minor children and deceased persons – Albertans and their families 

who are at their most vulnerable. The Office provides support and protection when all other systems of 

financial and legal support are no longer in place or appropriate. Given the critical importance of the work, 

and the unique needs of the clients, nothing short of impeccable, conscientious and caring service will 

suffice. 

Specific Reponses to the Recommendations in the 
Office of the Auditor General’s Report 

Recommendation: Supervisory review of client files  

AGREE. When dealing with the affairs, assets and estates of Albertans, all files handled by the OPT 

must be subjected to rigorous standards of consistency and policy compliance. All client files will be 

reviewed against standardized templates that focus on high-risk requirements, policy compliance and 

clear documentation. The OPT has already added or significantly revised 12 of the existing 29 

supervisory reviews within the organization. In order to add a further layer of protection, the role of the 

Manager of Special Projects has been expanded to include oversight for all significant client assets, 

including real estate, vehicles, mobile homes, investments and securities, and other significant 

personal property.  

Commitment: In order to ensure improved file management and enhanced protection of clients 
and their assets, the OPT will complete a review of 1500 identified files. 
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Actions:  

1. Develop and implement a supervisory review template to improve file management. 

Completed:  November 1, 2012 

2. Develop criteria to identify files to be reviewed. 

Completed:  December 31, 2012 

3. Develop file administration guidelines and review plan. 

Completed:  December 31, 2012 

4. Conduct a supervisory review of 1500 files. 

To be completed:  December 31, 2013 

Recommendation: Internal Audit role 

AGREE. In order to be effective and credible, auditing must be arms length and independent. The 

auditing function at the OPT needs to increase audit independence and become an example of 

auditing best practice. The Human Services Ministry Internal Audit team will implement a 

comprehensive audit system framework to strengthen the role of the auditors reviewing the work of 

the OPT. 

Commitment: Strengthen the role and authority of the internal audit function.  

Action:  

1. The internal audit function will be moved out of the Office of the Public Trustee and the auditors 
transferred to the Internal Audit section within the Human Services Department’s Corporate 
Finance Branch. 

Completed:  December 31, 2012 

Recommendation: Improve and follow policies  

AGREE. The OPT uses policies to guide service delivery for all clients and to ensure compliance with 

standards and mitigate risk of inappropriate decision making. Citizen-centric service delivery means 

that there is a balance of being able to meet an individual’s unique circumstances while maintaining 

an appropriate level of consistency and policy application. At the OPT, polices have been developed 

over a long period of time and sometimes meld policy and procedure together making searching, 

understanding and compliance challenging. A greater level of discipline will be applied to policy 

development, application and compliance. 

Commitment:  OPT policies will be reviewed, revised and updated to ensure appropriate risk 

mitigation and an improved framework will be implemented to address the 

identified challenges and improve compliance. 

Actions:  

1. Conduct a review of policy frameworks in other jurisdictions to determine best practice. 

Completed:  January 10, 2013 

2. Validate policy framework improvements. 

To be completed:  February 28, 2013 

3. Review OPT policies related to high-risk assets to ensure complete transparency. 

To be completed:  March 31, 2013 
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4. Finalize and implement a new, improved policy framework for the OPT that will offer consistency, 
and enhanced risk management. 

To be completed:  April 30, 2013 

Recommendation: Segregation of duties  

AGREE. The OAG report identified specific issues regarding the segregation of duties when 

approving and issuing payments from client accounts.  Another issue identified by the OPT is the 

rigorous internal controls that will be required for the new computer system that is currently under 

development in order to ensure that client business is conducted accurately.    

Commitment:  Implement new policy regarding payment processes to ensure that safeguards 

are strengthened and a process is developed to monitor compliance with the 

cheque distribution policy. 

Actions:  

1. Strengthen policies regarding payment processing to improve rigour and accuracy. 

Completed:  November 30, 2012 

2. Develop method to monitor compliance with cheque distribution policy so that safeguards are 
strengthened. 

Completed:  December 31, 2012 

3. Work with expert resources within the Ministry to conduct a review of the existing processes 
relating to segregation of duties to ensure best practice processes are in place. 

To be completed:  December 31, 2012 

4. Engage outside expert resources to support a review of the proposed internal controls identified 
for the new computer system to ensure that client files are not compromised in the new system. 

To be completed: January 31, 2013 

Recommendation: Documentation  

AGREE. Effective citizen-centric service delivery requires appropriate documentation of past 

decisions, future plans and supervisory reviews. Effective and efficient management of physical and 

electronic files is integral to appropriate, high quality service delivery. 

Physical Files 

Supervisors are responsible for ensuring decisions are adequately documented and that 

documentation policy is followed. 

Commitment:  Improve physical file documentation so that client files are more accurate, 
comprehensive and detailed. 

Actions:  

1. Conduct assessment of documentation “current state” to assess shortcomings. 

Completed:  January 31, 2013 

2. Determine enhancements to the current documentation structure in order to improve client 
service. 

To be completed:  March 31, 2013 
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3. Implement key enhancements to improve the current documentation structure so that 
documentation reflects a client-centred commitment to high quality service and record keeping. 

To be completed:  June 30, 2013 

Electronic Files 

Document management at the OPT is currently in transition between a primarily paper-based system 

augmented with some electronic storage to a more robust, standardized electronic system.  For the 

transition to be effective, it is necessary to improve OPT processes and to implement tools for 

effective document management and review.  To this end, the OPT will initiate an “e-docs” pilot 

project to manage identity documents and reduce the risk of misuse of these documents.  

Commitment: Ensure electronic file documentation is low-risk. 

Actions:  

1. Engage the Human Services Ministry to finalize public trustee functions, sub-functions, and 
activities in the Business Activity Classification System Framework. 

Completed:  December 31, 2012 

2. Initiate and finalize “E-Docs” pilot. 

To be completed:  March 31, 2013 

3. Develop an Electronic Information Management (EIM) Strategy to support information 
management in the electronic records system. 

To be completed:  December 31, 2013 

Transformational Change at the Office of the Public Trustee 

To support the specific operational changes for the OPT outlined above and to acknowledge the need for 

long-term, sustainable change within the Office, the Human Services Ministry and the OPT have 

commenced a Transformational Change Project. A Steering Committee is in place and is chaired by the 

Assistant Deputy Minister of Disability Services. A project work team made up of Ministry and OPT staff 

has been assigned to implement the recommendations and steward the organizational change for the 

future. The change that is underway within the OPT is being conducted against the backdrop of the 

evolution of the Government of Alberta’s social policy framework, the results based budgeting process, 

and the “Better Together” focus of the Human Services Ministry. 

The transformational change to support the system improvements is made up of the following key 

components: 

1. A new vision 

2. Building a strategic leadership culture 

3. Enhanced accountability 

4. Improved risk management 

5. Improved staff training 

Work on each of these components is detailed below. 
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1. A New Vision for the Office of the Public Trustee 

The required change and transformation at the OPT must be based in the refreshed Vision, Mission, 

Values and Guiding Principles statements for the Office. The OPT held four separate sessions with the 

leadership team, staff, stakeholders internal to government and stakeholders external to government to 

talk about the current state of the organization and to gain insight into the direction the OPT should take 

in shaping its future and improving its service delivery.  The renewed Vision and Mission were developed 

as a result of these sessions. The Alberta Public Service Values have been adopted for the OPT and the 

Ministry of Human Services’ Guiding Principles will become the guiding principles for the OPT. These 

strategic statements, which will guide all planning and activity at the OPT, are detailed in Appendix 1. 

2. Build a Strategic Leadership Culture at the Office of the Public Trustee 

The overall objective is to create a strategic leadership culture at the OPT that fits the Ministry of Human 

Services’ perspective, is compatible with the social policy framework for Alberta and supports the delivery 

of citizen centric services in a compassionate manner. To support such a cultural shift, it will be necessary 

to engage staff and key stakeholders.  Groups must understand where they fit in the transformational 

change, the drivers affecting the change, and the impacts of change on the organization.  A cultural 

assessment and organizational review is underway and will be completed in March 2013. It will be 

accompanied by a change management plan that will serve to engage staff in building an OPT that is 

better focused on meeting client needs in a way that is detail oriented and rigorous and at the same time 

respectful and compassionate. 

3. Enhanced Accountability 

A key aspect of improving service delivery at the OPT is an enhanced system of accountability and 

oversight that includes clearly defined outcomes and measures and appropriate segregation of duties.  

Accountability is the combination of knowing what you are responsible for and delivering on those 

responsibilities. In the future, the OPT will commit to a higher emphasis on accountability through more 

clearly defined outcomes and measures to support the performance expectations laid out for staff. 

Employees need guidance and tools to support a shift to a decision-making model that assesses risk, 

applies judgment and provides for sufficient operational accountability so that clients receive appropriate 

and timely service. A new accountability framework with clearly defined outcomes and measures that 

align with the new OPT vision will be complete by August 2013. 

4. Improved Risk Management 

The OPT is committed to developing an enhanced operational risk framework that aligns with the new 

policy framework by June 2013. Currently, the OPT conducts organizational risk assessments annually 

and prioritizes risks to the organization with input from a variety of staff members.  Each year a risk 

assessment matrix is developed which identifies the top ten risks to the organization.  This information is 

used as an input to the annual planning cycle at the OPT. A separate risk assessment is applied to the 

replacement of the OPT’s computer program.  Given the magnitude of this computer system upgrade, risk 

assessment on that project is conducted on average every two months. Given the findings of the OAG, 

current risk assessment process must be enhanced. 

5. Improved Staff Training  

Training for new and existing staff at the OPT is a critical element of preparing for change and improving 

accountability. Training is dependent on a combination of knowledge development required and learner’s 
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needs. An appropriate mix of classroom, self-directed, peer, and on-the-job learning can be put in place. 

Human Services has learning consultants who will work with the OPT to improve staff training. Already 22 

new training courses have been added or significantly amended since 2010.  Monthly policy review and 

training sessions are also being held with frontline staff. Accountability workshops for trust administration 

staff have been held. Training documents and customer service manuals will be revised to reflect the new 

vision and service standards. 

A Strategic Learning Plan that links staff competencies and OPT vision to training resources and 

materials will be in place by March 2013 and job descriptions and profiles to reflect new competencies, 

skills and knowledge will be revised by December 2013. 

Conclusion  

The OPT provides much needed and critically important services to vulnerable Albertans. The OPT is an 

office in transition, integrating the cultures of OPT and Human Services in order to achieve better results 

for the clients it serves. As it moves forward to bring about positive change, its overarching focus will be 

on: 

 Evolving to a citizen centric approach. 

 Moving to a greater focus on outcomes and results. 

 Developing a commitment-based people culture aligned with the Human Services department 

values and guiding principles. 

 Managing a long-term shift in technology platforms while at the same time making necessary short- 

term changes.  

All Albertans have the right to expect exemplary service from their government. The responsibility of 

safeguarding money for vulnerable Albertans and their families is a responsibility that Human Services 

takes very seriously. We are accountable for the shortcomings in the OPT to date and have taken 

immediate action to resolve the issues identified in the OAG report, and to ensure that the highest 

standards of security are met in the handling of client assets. While clients who access support through 

the OPT can be assured that their money is safe and guaranteed by the Government of Alberta, they 

need to feel completely confident in the services that they receive.  Human Services acknowledges that in 

order to regain and maintain that confidence, the OPT must respond promptly to all aspects of the 

recommendations of the OAG, must commit to supporting the operational changes with important 

strategic shifts and must set a renewed course for its future by living its new Vision, Mission, Values and 

Guiding Principles with diligence and integrity.  

 

The Associate Minister of Human Services will require the OPT to report on its progress against the 

recommendations and the plan for transformational change on a quarterly basis. Those reports will be 

released publicly to demonstrate complete transparency and a commitment to rebuilding public 

confidence in the OPT. To monitor this plan, reports will be made: June 30, 2013, September 30, 2013 

and December 31, 2013. 
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Appendix 1 – New OPT Vision, Mission, Values, Guiding Principles 

The OPT’s new vision statement is: 

We are helping to create a province where vulnerable Albertans can maximize their 

potential and live with dignity. The Office of the Public Trustee works collaboratively 

to offer excellent, proactive, timely and respectful service to Albertans.   

We honour the importance of serving Albertans in need and their families. 

This statement was developed with input and advice from the leadership team, frontline staff, government 

advisors and external stakeholders with whom the OPT has a relationship. It is intended to guide the work of 

the Office into the future and aligns the Office’s mission statement and values with the Ministry of Human 

Services’ focus on citizen centric service and support for community inclusion of all members of Alberta 

society.   

Mission 

The OPT mission statement aligns to the Ministry of Human Services’ goal of protecting vulnerable 

Albertans:  

The Office of the Public Trustee acts for and administers the property 

of represented adults, minor children, and deceased persons, when  

the Office is the most appropriate resource to provide support and protection. 

Values 

The values of the organization are those of the Alberta Public Service: 

Respect We foster an environment in which each individual is valued and heard. 

Accountability We are responsible for our actions and for contributing to the effectiveness of the 
public service. 

Integrity We behave ethically and are open, honest and fair. 

Excellence We use innovation and continuous improvement to achieve excellence. 
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Guiding Principles 

The Guiding Principles of the Human Services Department also guide the OPT, these are: 

We respect and trust those we work with. 

 We are committed to creating a respectful workplace where people feel valued. 

 We celebrate our successes, recognize each other for great work and learn from our 

experiences. 

 We recognize that leaders are at all levels. 

We are empowered to make a positive difference in people’s lives. 

 We respect the people we serve. 

 We are flexible and responsive to each client’s unique needs while ensuring our 

accountability to the people of Alberta. 

 We share ideas about how to improve service to Albertans and improved our workplace. 

 We enjoy a healthy, safe, flexible and productive work environment. 

We strive for excellence and continuous improvement. 

 We work collaboratively and are creative and innovative. 

 We work closely with non-profit organizations, communities, industry and other stakeholder 

groups to complement each other’s services, achieving the best outcomes for Albertans 

without duplicating efforts. 

 We take charge of our career paths and are supported in our continued learning and 

professional development. 


