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March 2021 

INTERIM GUIDANCE  

Service Level Reporting and COVID-19 Funding Flexibility 

** This guidance is valid only during the interim period as part of the CLBC COVID-19 

Emergency Response **  

Purpose 

In response to the COVID-19 pandemic, CLBC supported service providers to adapt services in 

order to maintain the health and safety of supported individuals and provided emergency 

funding to help sustain vital residential services to individuals.  

During the early phase of the pandemic, some services were interrupted or significantly 

curtailed while other services were developed or augmented at additional costs. In recognition 

of the financial impact of COVID-19 and the flexibility required to safely deliver services during 

the pandemic, CLBC advised service providers that it would support service providers by 

permitting a flexible and fair use of existing funding to support COVID-19 operational 

responses.  

This guidance document explains how service levels should be recorded during the pandemic 

and provides information for service providers on a new funding mechanism that has been 

specifically designed to implement, on an interim basis, CLBC’s commitment to a flexible 

approach to funding utilization within the service-level framework. This new funding 

mechanism is called the COVID-19 Service Level Offset Process.  

 

This document should be read in conjunction with a companion document titled COVID-19 

Service Level Offset Process – Information for Service Providers which provides detailed rules and 

guidance concerning expenditures that are eligible under the COVID-19 Service Level Offset 

Process, and explains the implementation of that new temporary process.  

 

This document also explains the relationship of the COVID-19 Service Level Offset Process to both 

Service Level Reporting and Emergency Advanced Funding. With the introduction of this 

process, the contractual obligation of service level reporting, which was suspended in June 2020, 

is reinstated without variation.  
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Background 

In British Columbia, the COVID-19 situation evolved very quickly over a short, intense period 

starting in March 2020 followed by a second wave which is ongoing. Service providers 

responded rapidly and proactively by changing operating practices in the face of new and 

evolving circumstances as well as public health guidance and/or directives.   

In the initial stages of the pandemic, CLBC’s primary focus was on maintaining residential 

programs whereas Community Inclusion programs were generally interrupted or significantly 

curtailed. 

In April 2020, CLBC responded by providing Emergency Advance Funding in order to support 

residential services. That funding was discontinued on August 31, 2020. 

Where services were interrupted or significantly curtailed as a result of COVID-19, CLBC 

advised service providers to redirect any surplus funding and/or resources from those 

programs in order to augment supports and services in residential settings during the 

emergency.  

Throughout the early stages of the pandemic, CLBC indicated that it would be flexible 

concerning the utilization of existing funding towards the COVID-19 response, and that this 

flexibility would be linked to its core accountability mechanism of service level reporting. 

On May 29, 2020, given the waning of the first wave of the pandemic and the related relaxation 

of social restrictions, CLBC advised service providers to commence planning for Stage 2 

Recovery. This involved the restoration of interrupted or curtailed programs and that, “Every 

plan should be designed to meet our terms of service in these difficult times and particularly the 

outcomes spelled out in Appendix A to those terms.” 

The Scope of Emergency Advance Funding  

Between April 1, 2020 and August 31, 2020, many COVID-19 related costs for residential 

services were covered by Emergency Advance Funding. For both residential and non-

residential services, however, service providers incurred and continue to incur additional costs 

related to COVID-19 which has left the sector under some financial pressure.  

In particular, additional expenditures resulting directly from COVID-19 in the following 

categories were not eligible to be funded through the Emergency Advance Funding process: 

a) costs incurred after August 31, 2020; 

b) costs incurred in programs in non-residential services; 
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c) costs which were excluded from the Emergency Advance Funding process based on the 

nature of the cost; and 

d) costs that were funded by the redirection of resources from other programs or internal 

resources. 

The Service Level Offset Process has been designed to help alleviate the financial 

pressures arising from those otherwise unfunded costs. 

Continuation of Funding during the Pandemic 

Throughout the pandemic, CLBC continued to fund ongoing programs including non-

residential services that initially had been curtailed or interrupted.  

The reasons for this were multiple and included the need to protect employment within the 

sector as well as a recognition that, under the rules for Emergency Advance Funding, service 

providers were required to redeploy excess resources wherever possible to support the 

additional challenges faced in ongoing residential programs. 

However, under the terms of the contracts between CLBC and service providers, including the 

requirements for service level reporting, where the contracted services are not delivered, service 

levels should be reported as nil (zero) regardless of whether staff were paid to fill other duties. 

In the absence of any alternative process, such undelivered services lead to funding recoveries 

by CLBC.  

This gave rise to a conflict between service level reporting and the new instruction to redirect 

funding, wherever possible, and as a result, in mid June 2020, CLBC advised service providers 

that it was suspending service level reporting. 

In order to resolve this conflict and to meet its stated commitment of allowing flexible use of 

resources during the pandemic, CLBC has now developed a process that recognizes the 

redeployment of resources from interrupted or curtailed programs as well as the costs 

associated with staff who could not be redeployed.  

This process is called the COVID-19 Service Level Offset Process. This process treats the funding 

associated with undelivered services as a funding source, available to the service providers that 

experienced under-deliveries of service levels due to the pandemic.  

A key feature of the COVID-19 Service Level Offset Process is that the existing service level 

reporting framework, including all guidance, practices, and rules, is unchanged.  

Under this offset process, funding resulting from undelivered services can be applied towards: 
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a) additional staff and non-staff costs reasonably and necessarily incurred as a result of 

COVID-19, excluding any funded through Emergency Advance Funding; and 

b) staff costs related to programs that were not delivered during the period April 1 to July 

31, 2020 regardless of whether the staff were effectively redeployed or not. 

Service Level Reporting during the Pandemic 

CLBC is accountable to both the government and taxpayers alike. Service level reporting is a 

key component of that accountability and supports the records of how the funding provided by 

government to CLBC is used to deliver services, which services are delivered, as well as the 

amount of those services delivered. It is critical to CLBC’s accountability obligations that CLBC 

continues to maintain its records of service delivery based on actual events. This can only be 

achieved if service providers report accurately on the actual services that were delivered during 

the pandemic. 

In practice, what this means for service level reporting is that where services were interrupted 

or curtailed during the pandemic, the service level report must reflect the actual levels of 

services that were delivered during the pandemic period. This applies regardless of whether 

the staff originally scheduled to deliver those services were redeployed and paid to work on 

other CLBC funded programs or were paid but not able to be redeployed. For non-residential 

programs, in many cases this will mean that the service-level reports will show zero service-

level hours delivered between the date that the services were interrupted and the date when the 

services were reinstated. In cases where non-residential programs continued to operate but at 

reduced levels (i.e. the services were curtailed), the actual service levels will be significantly less 

than the contracted service levels. 

Service Level Reporting Interface with COVID-19 Service Level Offset Process 

Under the COVID-19 Service Level Offset Process, eligible expenditures can be offset against 

amounts otherwise due to CLBC as a result of the under-delivery of services during the 

pandemic.  

As an example, if a Community Inclusion program was closed between April 1, 2020 and July 

31, 2020 but the staff continued to be paid, the service provider will report zero service-level 

hours under the Community Inclusion program, but the hours for displaced Community 

Inclusion staff that were continued to be paid can be reported on the service level offset report. 

In effect, this means that the service provider will be funded (in accordance with FGT funding 

rates) for the costs that it incurred related to those staff during that period.   

Note that as part of the service level reconciliation process, undelivered hours will be valued 

based on the recovery rates in the relevant Funding Guide Template (FGT) whereas, under the 
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Service Level Offset Process, the hours for displaced staff will be valued based on the service 

provider’s weighted average recovery rate for all its active FGTs as of January 2021. This may 

result in slightly different rates being applied to the undelivered services as compared to the 

hours recorded on the Service Level Offset report. The reason for the different methods is 

because the hours reported in the offset report can be an amalgamation of employee hours 

originally funded through various FGTs and as such cannot be readily linked to any particular 

FGT.   

Reinstatement of Service Level Reporting 

As noted earlier, service level reporting was suspended in mid June 2020 pending the 

development of the COVID-19 Service Level Offset Process. 

With the introduction of this new temporary offset process, service level reporting is now 

reinstated without any variation to the existing rules and practices.  

For clarity, those rules and practices require that service levels be reported based only on 

hours/days actually applied to the delivery of services. As explained earlier, where services 

were interrupted or significantly curtailed, actual service levels delivered will be less than the 

funded service levels. In particular, where a program was temporarily closed, service levels 

should be recorded as zero during that period of closure. These fundamental principles 

continue to apply during the pandemic regardless of whether staff were redeployed or were 

paid but could not be redeployed. 

Given this additional guidance, CLBC now requires service providers to recommence 

completion and submission of their service-level reports. 

CLBC recognizes that the pandemic has been very demanding and challenging on staff and that 

administrative tasks may have necessarily been deferred. Furthermore, CLBC made the 

decision to suspend service level reporting.  

In order to provide sufficient time for service providers to bring service-level reporting up-to-

date, service-level reports covering periods ended up to and including March 30, 2021, should 

be submitted as soon as possible but no later than September 30, 2021.  

Service providers are expected to be fully compliant with service level reporting contractual 

timelines by December 31, 2021. 

As a practical matter, where, as a result of COVID-19, hours of actual service for a contract 

exceed the funded hours, CLBC recommends service providers first identify all hours that 

qualify as service level hours and report those hours, up to the maximum funded in the relevant 
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contract, through the service level hours reporting process. Any residual balance of hours can 

then be reported under the COVID-19 Service Level Offset report. 

If service providers have questions or concerns, CLBC’s service level reporting team is available 

to support service providers getting up to date as soon as possible.  The service level reporting 

team can be contacted at the following email address CLBC_SLR@gov.bc.ca.  

Emergency Advance Funding interface with COVID-19 Service Level Offset Process 

Costs that have already been reported on the Emergency Expenditure Report must not be 

reported again using the COVID-19 Service Level Offset Process and report.  

Where emergency expenditures reports disclosed costs in excess of the emergency funding 

advances, that excess will automatically be applied as an offset in the service-level 

reconciliation. The amount available for offset is the total of the emergency actual expenditures 

less the total emergency funding that was advanced. 

Resources and Tools: 

New 
Interim Guidance – COVID-19 Service Level Offset Process – Information for Service Providers 

Service Level Offset Report 

 

Existing 

Interim Guidance – Stage 2 Recovery 

mailto:CLBC_SLR@gov.bc.ca

