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This amendment to the Letter of Interest (LOI) is to provide the following: 
 

- A copy of the power point presented on July 16, 2019 
- A summary of the question and answer period after the above-referenced presentation  

Q1: Regarding slide #10 which outlines the requirement, can you explain VAC eligibility? Our assumption 
is that the Vendor is to perform remaining steps.  Is that correct? Where is the line of responsibility?  

 
A1: VAC is responsible for eligibility.  At this stage, we are not clear on the lines of delineation.  We want 

to be innovative and to streamline the delivery of the program.  We will be looking to Industry to share 
best practices to achieve program outcomes. 

   
 
Q2: Regarding the limitations within the Privacy Act and issues with integrating technology aspects of a 

3rd party system, what are your expectations on how this will be handled? 
 
A2: VAC is looking for an innovative and efficient solution and will work collaboratively with the vendor to 

address client confidentiality issues. 
 
 
Q3:   Again related to technology, do you envision an integrated or a stand-alone platform?  In addition 

would a Vendor be given access to the current incumbent’s platform as this will be the most efficient 
way to integrate (capture) data collection? 

 
A3: At this stage we invite industry to share with us any innovative and best practice technology 

approaches.    
 
 
Q4: Is there flexibility around VAC eligibility and other related factors? Following initial assessments, is 

there flexibility around addressing other factors that are impeding progress – can these unmet needs 
be addressed? 

 
A4:  Eligibility is complex and based on military service related injuries.  There is flexibility within the case 

management process to address non service related health needs utilizing other VAC programs and 
community resources.  

 
 
Q5: What is the average time that a client spends in the rehabilitation program?  
 
A5: The objective is short term and goal focused.  Each plan would be developed based on individual 

needs so it is hard to state expected timeframes.  The aim is to have early intervention as per best 
practice for rehabilitation success and to have a solid, professional, standardized assessment as 
early as possible in the process.  

 
 
Q6: What is the percentage of War Veterans without family physicians? 
 
A6: Securing a family physician is a barrier for some. There are provincial wait lists. Our provincial 

Operational Stress Injury Clinics offer limited physician services for eligible participants to address 
immediate medical needs.  During the industry engagement process, we will be looking to industry to 
share best practices or possible solutions to address this challenge. Physician involvement is a 
crucial aspect of aftercare for ongoing monitoring/maintenance once rehabilitation is complete.  
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Q7: Is there a homeless veteran eligibility restriction and what is the impact to access rehabilitation 

services? 
 
A7: Homeless Veterans are complex in that some have service related injuries while others may not.  

Some will have served for many years where some only a few months.  Some homeless are at risk 
for entrenched addiction and mental health barriers.  Every homeless Veteran is eligible for VAC case 
management services with supports to address immediate needs of homeless Veterans such as the 
Veterans Emergency Fund.  VAC Case Managers also work collaboratively with provincial resources 
to develop a case plan to address unmet needs which may or may not include access to the 
Rehabilitation Program. 

 
 
Q8: To what extent is sexual harassment playing into eligibility? 
 
A8: The CAF has put in place initiatives to create safe places for service members and Veterans to 

disclose their experiences with sexual harassment.  VAC has recognized service related injuries 
resulting from sexual harassment for many and has approved Pain and Suffering compensation as 
well as access to other VAC programs and benefits including Rehabilitation Services.  VAC is 
committed to Gender Based Analysis initiatives within our program service delivery and it is a priority 
to continue to address these unique needs in a respectful and collaborative manner.   

 
 
Q9: You talked about the complexity of eligibility requirements.  At what point can a person qualify for 

services? 
 
A9: VAC and the CAF work collaboratively to improve transition services for releasing military members.  

Both are committed to provide assessment and case management services as early as possible in 
the transition process to ensure the right support with the right resources are in place prior to release.  

 
 
Q10: Are there barriers to early access for individuals with rehabilitation needs, knowing that early is better 

with processes in place prior to transition?  
 
A10: VAC and the CAF work collaboratively to address releasing member’s needs to ensure effective 

coordination for both CAF LTD services and VAC programs and benefits.  Both agree that early 
intervention is paramount and are working hard to develop best practices to achieve this.  We will be 
looking to the expertise of industry today to share any innovative approaches or solutions.  

 
 
Q11: When do you anticipate the RFP will be posted and how long will the implementation period be? 
 
A11: The RFP will be out during the Winter 2019-2020 followed by an implementation period.  We will be 

seeking your feedback so that we can determine what is a realistic time-frame for the implementation 
period. 

 
 
Q12: Regarding the CM role and the framework, what is the most pressing administrative aspect or pinch-

point? 
 
A12: I believe it is not having access to standardized, evidence based, professional assessments for the 

purpose of rehabilitation.  This creates administrative challenges and barriers to effective case 
planning.  VAC has over 400 Case Managers all accessing individual provincial providers to complete 
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assessment and rehabilitation program plans which makes it difficult to achieve consistent service 
delivery and performance measurement.  

 
 
Q13: Is there an ability to have some fluidity, to discuss and make it better to improve what’s being 

proposed? 
 
A13: The goal is to engage with industry to explore how you could assist VAC to improve our program 

objectives.  VAC is committed to delivering a program of service excellence and we are looking for 
suggestions on how to make our program be the best it can be. 

 
  
Q14: Will there be KPIs to determine what’s working and not working? 
 
A14: We have some service standards and that is certainly the intention to provide these going forward. 
 
 
Q15:  Based on the approximately 14,000 benefit recipients/clients what is the overall cost and average 

cost per client and are there projections available? 
 
A15: It is early on in the procurement process. We will work with our statistics team to determine what 

these figures are and provide them depending on the service delivery approach. 
 
 
Q16: Based on zero based budgeting forecasts is there a possibility that the available funding will be 

depleted over the course of a year which would be counterproductive to a client’s progress?  
 
A16: We do not anticipate this being a problem.  VAC is and will continue to be committed to provide a 

Rehabilitation program that provides service excellence.  
 
 
Q17: What are the current gaps in Domestic and Foreign client types that create longer wait times or 

recovery times? 
 
A17: The current challenges are diverse depending on their unique situation, health issues and barriers to 

re-establishment.  Access to primary health care in some locations is challenging which creates 
barriers to receiving current medical information and follow up care.  Because of the varying levels of 
specialization required we want to explore with Industry how to be more creative to meet client needs.   

 
 
Q18: What are the geographic locations outside of Canada with predominate numbers of VAC 

rehabilitation clients? 
 
A18:  Clients often relocate to areas where Canada offers military postings.  To name a few, the United 

States, Australia, Europe.  Complexity arises in these situations depending on eligibility and the 
unique needs of each client.   

 
 
Q19: Regarding the claims process, is it the intent to funnel claims through claims centers? 
 
A19: That is possible.  We’ll be exploring the claims process as part of this industry engagement. 
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Closing remarks 
 
Janine Donovan stated that the presentation and the questions and answers will be posted on Buy and Sell. 
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