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July 20, 2018

Mr. Paul Dubé

Ombudsman

Office of the Ombudsman of Ontario
10th Floor, South Tower

483 Bay Street

Toronto, ON M5G 2C9

Dear Mr. Dubeg,

Thank you for the opportunity to review the preliminary report on your investigation into
the adequacy and effectiveness of the ministry’s administrative processes for notifying
and communicating with drivers about licence suspensions and reinstatements for
unpaid fines and fees.

| want to thank you and your staff for your dedication to this file.

The ministry and its partner agencies are pleased to accept 38 of the 42
recommendations as written. Two recommendations require further study before we
can commit to its implementation, and two recommendations (24 and 25) will not be
implemented as we believe the current process allows for the same outcome to be
reached.

We are fully committed to working with your office, the driving population, and our
partner ministries, to improve how we communicate driver’s licence suspensions and
reinstatements. As such, | am pleased to provide you with a detailed response to your
recommendations and to report on the progress we have already made to address a
number of them.

Some of the improvements that have already been implemented include:

e The Provincial Offences Act (POA) Fine Collection Project:

5 Individuals with defaulted driver fines that result in a driver's licence
suspension are now reminded about defaulted driver fines when they try to
renew their licence plate sticker, driver’s licence or order personalized
licence plates (in their personal name).

5 Drivers are also now able to make payment for their defaulted driver fines
(post May 1, 2017) and driver’s licence reinstatement fee through both
ServiceOntario’s online and in-person channels.
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> If the defaulted driver fine is paid, but the reinstatement fee is unpaid or if
there are other outstanding conditions (e.g. medical), the driver will be
advised that they are still not eligible to drive.
Since being implemented, over the course of the last year (June 2017 to June
2018) the number of drivers going into cancelled status has declined significantly
once defaulted fines are paid (approximately 63%).

e Improved messaging regarding the payment of defaulted driver fines and driver's
licence reinstatement have been made to the web content as well as Centreline
which is a communication tool that is inserted into every Vehicle Licence
Renewal Application and reaches more than 12 million vehicle owners over a
one-to-two-year period.

o A behavioural study was conducted in 2015, with the support of the Ontario
government’'s Behavioural Insights Unit, to improve compliance through
communication by piloting various versions of suspension notices for drivers who
were suspended for defaulted fines. Post-pilot revealed there was no evidence
that supported changes to the notices would have any significant impact.

o Multiple working groups have been established over the years with partner
ministries, including the Ministry of the Attorney General and the Ministry of
Government and Consumer Services, to review and improve suspension and
reinstatement notices, forms and other communication tools.

We are proud of the work we do at this ministry on behalf of all Ontarians, and are
dedicated to improving road user safety and mobility in Ontario by efficiently and
effectively delivering driver improvement programs. We recognize that further
improvements can be made and will build upon our accomplishments to date to develop
an action plan moving forward.

This ministry has a strong working relationship with your office, and we look forward to
reporting on the progress of our initiatives to address your recommendations.

Thank you again. We look forward to our continued partnership.

Sincerely,

Scott Thompson
Deputy Minister of Transportation

Attachment
Cc: Gareth Jones, Director, Special Ombudsman Response Team

Rosie Dear, Lead Investigator
Kevin Byrnes, A/ADM, Road User Safety Division, Ministry of Transportation
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