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2024 Volume I 

Chapter 2 Highlights 

Overall Themes 

Overall themes noted in our work were: 

• Covid-19 exacerbated an already dire health care staffing shortage

• poor documentation pertaining to vendor selection processes

• noted risks to government pertaining to contract development, content and execution

• lack of demonstrated value for money

• inadequate oversight of contracts

• lack of processes to ensure goods and services paid for were received

Lack of oversight 
Undue risks to the 

province 
Lack of vendor selection 

processes 

Government spent over $173 Million on travel nurse contracts as of 
February 29, 2024 
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2.1 The contracting of private companies to provide nursing related services in New 

Brunswick began in February of 2022.  As of February 29, 2024, government has 

paid $173,940,285 to these companies for the provision of registered nurses 

(RNs), licensed practical nurses (LPNs), personal support workers (PSWs) and 

various other staff within hospital and long-term care settings. 

2.2 The Department of Health did not enter into any contracts for the use of travel 

nurses during our audit period.  The following graph shows total travel nursing 

contract expenditures by organization as of February 29, 2024: 

Why we Chose this Topic 

2.3 Large dollar value contracts were signed in an expedited manner during Covid-19. 

The public interest has been high, with taxpayers wanting to ensure value for 

money was achieved. 

Auditee 

2.4 Our auditees were the: 

• Department of Social Development

• Regional Health Authorities
o Horizon Health Network
o Vitalité Health Network

$2,940,383 

$47,878,958 

$123,120,944 

Social Development Horizon Vitalité

Total Spend By Entity on Nursing Contracts

About the Audit 
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Audit Objective 

2.5 The objective of our audit was to determine if government contracts with private 

nursing agencies were reflective of best practices and demonstrated value for 

money. 

Audit Scope 

2.6 We examined travel nurse contracts, invoices and support under those contracts, 

staffing vacancy reports and numerous other documents. 

2.7 Our audit covered the period from January 1, 2022 – February 29, 2024. 

Information outside of this period was also collected and examined as deemed 

necessary. As part of our work, we interviewed key staff at the department and 

regional health authority level and reviewed all contracts and other documentation 

as required.  We did not interview contractors, as our work focused on government 

responsibilities. 

2.8 Our audit included only contracts entered into for the purpose of providing care in 

the long-term care sector and within the regional health authorities.  

2.9 More details on the audit objectives, criteria, scope, and approach we used in 

completing our audit can be found in Appendix II and Appendix III. 

Conclusion 

2.10 Our audit work concluded that the contracts with private nursing agencies were not 

reflective of best practices and did not demonstrate value for money. 
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Results at a Glance 

Social Development 

Lack of Due Diligence

Findings

Use of travel nurses was limited by the department to the 
short-term need

Travel nurse spend not correlated to staff vacancies or Covid-
19 cases

No vendor selection process, one contract pricing model was 
3.6 X the rate of the other

No legal review of contracts resulting in undue risk to 
Government of New Brunswick

Lack of evidence of criminal record and vulnerable sector 
checks

Liability insurance not appropriately provided for in one 
contract

Payments for goods and services made with no review and 
lacking supporting documentation
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2.11 The Department of Social Development (SD) signed contracts with Plan A and 

Canadian Health Labs (CHL) on February 11, 2022, and February 15, 2022, 

respectively to provide care services within long-term and special care homes. 

SD’s use of travel nurses ceased in July 2022.  The chart below details total 

expenditures by contractor during the 6-month period February – July 2022. 

Improved Data Analysis Would Better Support Decision Making 

2.12 Departmental staff informed us of the dire need for health care staff, especially 

during the peak periods of Covid-19. The department was tracking numbers of 

deaths and outbreaks on a per facility and regional basis. 

2.13 However, there was a lack of reporting utilized that would have established the 

location and extent of assistance required and how to best address those needs 

in the short and long term. While some of the staff shortages were due to Covid-

19, the department recognizes a long-standing systemic issue in the area of 

recruitment and retention of care staff in the long-term care sector. 

$2,764,275 

$176,108 

Canadian Health Labs Plan A

Total Spend By Contractor
Social Development

Specific Needs Not Well Documented 

Background 
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2.14 The department does not maintain staff vacancy data for the long-term care sector 

and did not utilize such information when assigning contracted resources. 

2.15 SD informed us that while they lacked the formalized reporting to show where 

critical staffing shortages were in nursing and special care homes, they did have 

numerous verbal updates from frontline staff who were able to articulate their 

needs. During the 5th wave of Covid-19, SD concluded there was no other option 

but to contract with private companies for short term care assistance. 

Assistance Provided on a Request Basis 

2.16 Nursing and special care homes could call the departmental Covid-19 response 

team (CRT) to request contracted staff. The CRT would ensure all other resourcing 

options had been exhausted, before contacting SD schedulers, who would assign 

contracted resources to the facility. 

2.17 We determined that the provision of contracted staff was on a request basis. 

Whatever facility called and asked, was considered by the department for 

assistance. There was a lack of reporting detailing systemic and/or Covid-19 

related vacancies relative to numbers of Covid-19 cases or outbreaks. This would 

have assisted the department in ensuring their decisions to provide care services 

were based on data, vs. solely verbal requests. 

2.18 Data on staff vacancies would have assisted the department in planning and 

ensuring contracted staff were being placed where the risks were the greatest. The 

graphs below compare contracted staff spend to staff Covid-19 cases, showing 

that there was a lack of correlation between the two. 

$195,050

$142,169
$122,849 $113,673 $113,588
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2.19 Additionally, we reviewed nursing home inspection reports that detailed the 

repeated inability to meet legislated staffing level requirements. At the time of our 

audit, the department had not established an overall long-term care staffing 

recruitment/retention strategy, which contributed to decisions being made during 

crisis mode. 

Recommendation 

2.20 We recommend the Department of Social Development develop a long-

term care staffing recruitment and retention strategy to ensure legislated 

staffing requirements are met.  Vacancy data should be analyzed to 

determine areas of most risk. 

Emergency Exemption Utilized 

2.21 The department informed us that due to the dire situation in long-term care 

facilities, they did not issue a request for proposals, but opted to utilize emergency 

exemptions as per Section 158(2)(a) of the New Brunswick Regulation 2014-93 

under the Procurement Act. 

2.22 While recognizing the immediate need for clinical assistance, we noted several 

areas for improvements related to ensuring value to taxpayers. 

$142,169
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Pricing Structures Varied Significantly 

2.23 While the procurement exemption was legislatively allowed, we could find no 

documentation that would support the selection of CHL and Plan A. There were no 

selection guidelines, criteria or scoring matrices.  Pricing structures and the service 

delivery model varied greatly between the contracts and there was no comparative 

analysis done to support the strategic use of one company over another. 

2.24 Plan A offered individual care staff at hourly rates as follows: 

• RNs ($89.50)

• LPNs ($59.50)

• PSWs ($39.50)

2.25 CHL only offered a bundled pricing model (for RNs, LPNs and PSWs) at 

$9,995/team/day as follows: 

• A team day is up to 8 hours per day

• A team is comprised of:
o Virtual staff:

▪ ½ team lead
▪ ½ clinical lead
▪ 1 scheduler

o In person:
▪ 1 logistics manager
▪ 5 certified PSW’s
▪ 1 RN
▪ 1 LPN

2.26 The department informed us they did not need several of the staff categories 

provided in the bundled pricing model, as they had their own schedulers, logistics 

staff and clinical leads. 

2.27 We compared the daily costs to provide the following level of care: 

• 5 personal support workers

• 1 registered nurse

• 1 licensed practical nurse

2.28 As shown in the chart below, CHL’s costing model was significantly more 

expensive than Plan A (per 8-hour day): 

 Lack of Documentation to Support 

Vendor Selection 
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Recommendation 

2.29 We recommend the Department of Social Development ensure that a 

documented selection process (including selection criteria and scoring 

matrices) is established to support the awarding of contracts. 

Contracts Were Prepared by Vendor 

2.30 The department used and signed contracts provided by the contractors, with 

notable favour to the vendor, resulting in undue risk to the province. The 

department informed us that a legal review of the contracts was not done. 

Contracts Not Aligned With GNB’s Standard Form 

2.31 The signed contracts contained significant deviations from GNB’s standard form 

contracts and Social Development’s standard service agreement requirements.  

Examples of issues noted were:  

• one contract did not have an end date

• one contract had no spending cap

$2,772 

$9,995 

Plan A CHL

CHL's Costing Model was Significantly More 
Expensive than Plan A (Per 8-Hour Day)

  Contracts Lacked Legal Review 
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• lack of clarity pertaining to what level of information must be documented

on invoices

• only one contract allowed for the province to audit the service provider

2.32 There was a lack of clarity pertaining to health and safety requirements. One 

contract required compliance with GNB health and safety policies and standards, 

but no detail was provided other than a link to www.gnb.ca/nbon, which is GNB’s 

e-procurement site. We were unable to locate information on health and safety

requirements within the link provided, and further noted the risks of using URLs as

online information is subject to change.

2.33 We also noted one contract was signed by the department the day after the 

contract was dated as being effective. 

  Recommendation 

2.34 We recommend the Department of Social Development ensure that 

contracts of a predetermined dollar value be reviewed by legal. 

Teams Could be Deployed Regardless of Need 

2.35 The CHL contract gave CHL the right to deploy a minimum number of staff teams, 

regardless of the actual need.  

2.36 The contract for RNs/LPNs/PSWs included the following: 

• term: February 14, 2022 – March 31, 2023

• contract cap: $1.3 Mil (plus expenses, reimbursements and HST)

• CHL had the right to deploy staff totalling 1,624 team days over the term of

the agreement

• the contract allowed for the department to terminate without cause upon 4

weeks written notice and the department exercised that option, effective

May 13, 2022

  Recommendation 

2.37 We recommend the Department of Social Development ensure contract 

terms are reflective of actual service requirements. 
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Lack of Evidence of Criminal Record / Vulnerable Sector Checks 

2.38 SD requires client facing employees to have a criminal record and vulnerable 

sector check. As per the contracts: 

• Plan A was responsible to provide SD with copies of recent criminal record

and vulnerable sector checks

• For CHL the contract stated: “the Minister shall facilitate any training and

background checks required by the Minister, including Criminal Record

checks and Social Development Record Checks”. The contract did not

require a vulnerable sector check.

2.39 The department did not request or receive copies of criminal or vulnerable sector 

checks pertaining to either contract. 

Did Not Obtain SD Record Checks 

2.40 In addition to criminal record and vulnerable sector checks, the department 

requires staff working in long term and special care facilities to undergo a Social 

Development record check. SD’s record check document states: 

The purpose of the SD Record Check is to review Social Development files to 

determine if the Applicant has been a person identified in the following: 

a) a court order based on a finding by the court that a person has endangered a

child’s security or development as described in paragraphs 31(1)(a) to (g) of

the Act or a person’s security as described in paragraphs 37.1(1)(a) to (g) of

the Act,

b) a finding by the Minister following an investigation by the Minister, that a person

endangered the security or development of a child as described in paragraphs

31(1)(a) to (g) of the Act,

c) a finding by the Minister following an investigation by the Minister, that a person

endangered the security of another person as described in paragraphs

37.1(1)(a) to (g) of the Act,

d) has been found, in accordance with section 27(4)(d) of the Act, to operate a

community placement resource in a manner that is dangerous, destructive or

damaging to a user, where the Minister has directed the community placement

resource to terminate operation of the community placement resource.

2.41 The contract with Plan A did not require an SD check. The contract with CHL 

stated: “the Minister shall facilitate any training and background checks required 
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by the Minister, including Criminal Record checks and Social Development Record 

Checks” 

2.42 Plan A submitted 237 SD record checks of which 6 were deemed unacceptable. 

SD informed us they did not obtain SD record checks for CHL employees, despite 

the contracted requirement for the Minister to facilitate. 

  Recommendation 

2.43 We recommend the Department of Social Development ensure appropriate 

criminal record, vulnerable sector and Social Development checks are 

performed for care staff working in the long-term care sector. 

Province Not a Party to the Contract 

2.44 The contract with Plan A was signed by the then Deputy Minister (Acting) of Social 

Development. We noted however that the province is not a party to the contract as 

the then Assistant Deputy Minister (ADM) was named instead. 

Recommendation 

2.45 We recommend that the Department of Social Development ensure the 

province is a party to all Social Development contracts. 

Contract Signatories had Adequate Spending Authority 

2.46 We requested documentation from the department detailing spending authority 

limits and determined that signatories for both contracts had adequate spending 

authority to sign the contracts with Plan A and CHL. 

2.47 Plan A was responsible for providing their own liability insurance. However, SD’s 

contract with CHL (written by the contractor) stated that the Minister shall provide 

coverage to the Contractor under a government sponsored insurance plan. 

2.48 We reviewed government’s insurance plan and found that Social Development is 

a non listed entity under the plan. To be covered under the plan, approval would 

have been granted by the plan manager and chairperson.  

Invalid Assignment of Liability 



Annual Report – Auditor General of New Brunswick – Independent Assurance Report 

2024 AGNB Annual Report – Volume I Chapter 2 – Travel Nurse Contracts – Social Development, Horizon, Vitalité 

15 

2.49 Additionally, third party contractors are expressly excluded from the plan and it is 

not possible to add entities or organizations as legitimate insureds under the plan 

by contract alone.  

Recommendation 

2.50 We recommend the Department of Social Development ensure that 

contracts for services have provided for valid and appropriate liability 

insurance. 

Contracts Did Not Require Adequate Support for Payment 

2.51 Neither contract adequately documented the requirement for the appropriate level 

of support to be provided for invoice payment. While acknowledging Covid-19 

brought unique challenges to the health care sector, we have serious concerns 

pertaining to the lack of oversight for invoices paid by Social Development under 

the two contracts. Payment approvers were at the Director and Assistant Deputy 

Minister level. Bills were paid without requiring evidence of goods/services as 

having been received and that charges were in compliance with the contract. 

2.52 The following is an example of a CHL invoice, which does not detail staff names, 

locations or dates of work. 

Payments Made Without Due Diligence 
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Recommendation 

2.53 We recommend that the Department of Social Development include 

expectations for adequate levels of invoice support to be provided before 

approving payment when contracting for goods and services. 

No Processes to Verify Services Were Received 

2.54 The department had no processes in place to ensure services being charged had 

been received. While Plan A invoices included details pertaining to the location of 

the services and name of the staff person, the department did not require 

timesheets or follow up with the facility to ensure the legitimacy of the charge. 

2.55 CHL invoices lacked detail and no information was provided as to the staff name, 

location and date of work. Departmental payment approvers did not request 

additional information from the contractor and did not follow up with facilities to 

determine actual staffing schedules to confirm hours worked.  Invoices were paid 

as presented to the department. 
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Lack of Supporting Documentation for Payment of Travel Expenses 

2.56 Travel related invoices were approved and paid based on incomplete or missing 

back up to support the payment. Plan A submitted 20 travel related invoices and 

only 2 had adequate receipts. Our detailed testing showed: 

• 9 instances where hotel charges were supported by booking confirmations

rather than receipts showing payment

• 4 instances where hotel charges were not supported by any receipt or

documentation

• 1 hotel bill had an additional hotel night charged that did not align with shifts

worked

• 3 had charges not allowable as per the contract with no receipts/supporting

documentation

2.57 CHL submitted a total of 12 travel related invoices and none had adequate 

receipts. 47% of travel expenses were paid by SD without support as noted below: 

2.58 Our detailed testing showed the following examples of travel related payments 

made without adequate support: 

• car rentals paid without Minister approval as required by the contract

• 7 instances where accommodations and flights were paid without receipts

or documentation

$147,820 , 53%
$133,698 , 47%

CHL Invoices for Travel Expenses Lacked Support

Support No Support
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• same hotel room charges being included in more than one invoice, resulting

in double billing

• SD paid an invoice for a seven-night hotel stay with a receipt showing only

a 3-night stay, furthermore the invoice was paid twice

• hotel rooms booked for the same individual, at same or different hotels for

the same dates

• 2 flights invoiced and paid from Halifax to Newfoundland (with no evidence

of having worked in New Brunswick)

• names were often missing from flight booking documentation

• flights paid based on travel itineraries vs. actual tickets

• gift cards were purchased in denominations for $100 and $250 totaling

$6,405

• pantry food items charged on hotel bills

Recommendation 

2.59 We recommend the Department of Social Development ensure adequate 

levels of supporting documentation are obtained, reviewed and are in 

compliance with contract terms before payment. 

No Incentive to Be Economical 

2.60 We noted instances where charges appeared to be non-economical.  Vehicles 

rented were not of economy class as generally used by government employees. 

We also noted expenditures such as taxis for $100 each way. 

Social Development Did Not Audit the Service Provider 

2.61 The contract with CHL gave the Minister the authority to audit the contractor. 

2.62 Despite the ability to do so, SD did not perform an audit of CHL, nor did they 

evaluate the cost-benefit in performing such a review.   The contract with Plan A 

did not provide the Minister the authority to audit. 
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Recommendation 

2.63 We recommend the Department of Social Development ensure contracts 

provide the Minister with the authority to audit the service provider. 

2.64 We recommend the Department of Social Development consider 

performing audits on contracted service providers, noting cost/benefit of 

doing so. 

2.65 At the time of our audit, the department had not considered or completed a post 

implementation review to determine the value add and/or lessons learned from the 

contracting and use of travel nurses. 

Recommendation 

2.66 We recommend the Department of Social Development complete a post 

implementation review on the contracting and use of travel nurses. 

No Post Implementation Review 
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Results at a Glance 

Horizon Health Network 

Improved Due Diligence Required

Findings

Overall need well identified - focus on short-term use of travel 
nurses

Contracts not signed at appropriate levels

Guidelines established for vendor selection process, but no
selection criteria or scoring matrix

Legal review done for 6 of 7 contracts

Adequate processes in place to ensure services had been 
received 

Travel expenses paid without adequate support

2 contracts did not require criminal record or vulnerable sector 
checks
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Governance 

2.67 A new board of directors was appointed in Horizon Health Network (HHN) on June 

11, 2021. That board was dismissed by government and replaced with an interim 

trustee on July 15, 2022. An interim Chief Executive Officer (CEO) was also 

appointed at that time. A new board, consisting of government appointees only, 

was established July 1, 2023. 

Contracts 

2.68 HHN entered into contracts with the following 7 companies: 

Supplier Contract Signed Date 

Goodwill August 25, 2022 

Priority September 2, 2022 

Trillium September 16, 2022 

911 November 30, 2022 

Augury March 15, 2023 

Select September 2, 2022 

Solutions Staffing Not Signed 

2.69 Total spend by contract during the audit period was as follows: 

$16,377,283 

$7,417,855 
$6,631,175 

$5,911,426 $5,698,163 

$3,879,053 

$1,964,003 

Solutions
Staffing

Select
Medical

Augury 911 Nurses Goodwill Trillium Priority
Staffing

Horizon Spending By Travel Nurse Contract

Background 
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Data Driven Reporting Utilized 

2.70 Senior officials within HHN were able to provide us with data driven reporting that 

detailed staffing gaps and noted risks by facility. A briefing, prepared by HHN for 

their board meeting, noted “nursing vacancies have tripled in the last 5 years”. 

Despite the acknowledged systemic staffing shortages, HHN informed us their 

strategy was to utilize travel nurses for a short period of time and focus on long 

term recruitment and retention strategies. 

2.71 In total, HHN utilized the travel nurse contracts for a period of just over 17 months. 

Only registered nurses (RNs) and licensed practical nurses (LPNs) were hired. 

2.72 The trustee and board of directors were provided detailed briefings including 

staffing vacancies per facility, number of travel nurses requested and vacancy 

rates before and after travel nurses. Rationale and benefits of utilizing travel nurses 

were well documented, as was the impact if no travel nurses were approved, or if 

they were approved at 50%. 

2.73 Data was utilized in decision making including staffing vacancies per facility and 

key units. We reviewed travel nurse spend by region as shown below and found a 

minor correlation between travel nurse spend and staff Covid-19 cases. 

2.74 Similarly, when we compared travel nurse spend to unplanned absences there 

was also a minor correlation. 

$15,117,803 

$9,931,985 
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2.75 HHN is defined as a Schedule B entity in the Procurement Act.  Section 138(1) of 

Regulation 2014-93 under the Procurement Act states: 

When the value of a procurement contract is $500,000 or greater, the Minister or 
the head of a Schedule B entity, as the case may be, shall approve the awarding 
of the contract. 

2.76 We reviewed all contracts and noted they were signed by staff at the vice president 

or director level.  No contracts were signed by the CEO as required by the Act. 

Recommendation 

2.77 We recommend that the Horizon Health Network ensure compliance with 

legislation pertaining to contract signatures. 
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Guidelines Were Established for Contract Negotiation 

2.78 HHN was able to provide us with documented guidelines used in contract 

negotiation to “ensure a fair, equitable and fiscally responsible approach to 

purchasing of services”. Excerpts of guideline contents included but were not 

limited to: 

• Do not limit the number of proposals to be received.

• Following GNBs travel policy for reimbursement of travel expenses except

for rental cars. Rental cars are only to be used with the approval of the

Manager of Talent Acquisition in consultation with the receiving

department’s manager.

• Do not enter an agreement that required payment for support staff of travel

nurses, e.g., schedulers or managers.

• Contracts to be reviewed by an attorney at the Office of the Attorney

General.

Example of Contract Not Aligned with HHN’s Guidelines 

2.79 Despite HHNs own guidelines for rental cars to not be reimbursed except with the 

approval of the Manager of Talent Acquisition in consultation with the receiving 

department’s manager, 3/7 contracts allowed for the use of vehicle rentals without 

proper approval. 

No Formalized Selection Process, Criteria or Scoring Matrix 

2.80 There were 37 agencies that submitted proposals to HHN’s talent acquisition team 

to provide travel nurse services. While HHN was able to provide us with a 

description of the process used, they did not have criteria or a scoring matrix to 

support the decisions. The documented process was limited to: 

• initial conversations with all agencies to discuss service and rates

• draft contracts were reviewed to determine if agreement was aligned to

HHN values

• selection of top travel nurse agencies to work with HHN

 Lack of Documentation to Support Vendor 

Selection 
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• review of contracts by the Office of the Attorney General

2.81 There was no documentation detailing how or why the vendors were selected. 

HHN staff informed us they did meet with CHL to discuss what services they could 

offer but did not receive a proposal from CHL and did not engage them. 

Rates Varied Between Contractors 

2.82 The graphs below show the varying hourly rates for RNs and LPNs between HHN’s 

travel nurse contractors. Some contractors amended their rates during the contract 

period. 

* Amend is used to indicate amended rates
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Recommendation 

2.83 We recommend that the Horizon Health Network ensure selection criteria 

are established with scoring matrices when evaluating service provider 

proposals to support the selection decision processes. 

 Most Contracts Reviewed by the Office of the Attorney General 

2.84 HHN was able to provide us with documentation showing that all but one contract 

had been reviewed by the Office of the Attorney General (OAG) before signing. 

Contracts Not Aligned with GNB Standards 

2.85 We noted the following examples of gaps in contract documentation when 

compared to Government of New Brunswick’s (GNB) standard contract template:  

• 3/7 contracts had no effective date

• no contracts had spending caps

• 5/7 contracts did not allow for government to audit the service provider

• 5/7 contracts did not specify invoice detail requirements for billing purposes

2.86 We also noted that the contracts stated provincial laws governing the agreements 

varied from New Brunswick to Ontario and British Columbia. Also, one contract 

required RN licensing in Ontario. 

2.87 Liability insurance requirements were not consistently specified as follows: 

• 2/7 contracts had no liability amounts noted

• liability insurance amounts varied from $5-10 Mil, or $1 Mil per incident

Noted Concerns with Contracts 
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Recommendation 

2.88 We recommend that the Horizon Health Network ensure contracts align 

with GNB standards and deviation from those standards should be 

rationalized. 

Contract Not Signed 

2.89 The contract with Solutions Staffing was not signed by HHN or the vendor. Over 

$16 Mil was paid to this company, under terms that were not signed off on by either 

party. 

Recommendation 

2.90 We recommend that the Horizon Health Network ensure all contracts are 

signed by both parties. 

Contract Signatories Lacking Spending Authority 

2.91 None of HHN’s contract signatories had adequate levels of spending authority to 

sign the contracts based on actual spend. None of the contracts had spending 

caps and overall projected spend analysis was not done or utilized for the purposes 

of determining levels of required signing authority.  Staff informed us they did not 

know what the spend would be and only considered contracted hourly rates for 

spending authority. 

Recommendation 

2.92 We recommend that the Horizon Health Network ensure contracts are 

signed by the appropriate personnel with adequate levels of spending 

authority. 

Lack of Requirement for Criminal Record / Vulnerable Sector Checks 

2.93 HHN requires patient facing employees to have criminal record and vulnerable 

sector checks. 

2.94 Of the seven contracts HHN signed: 

• 2 had no requirement for criminal or vulnerable sector record checks
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• 2 had unclear terminology stating the staffing firm will perform

background/qualification checks

• 1 required criminal record check only

• 2 required criminal record and vulnerable sector check

Recommendation 

2.95 We recommend the Horizon Health Network ensure that contracts require 

patient facing contracted workers to have criminal record and vulnerable 

sector checks prior to the first day of work. 

Adequate Processes to Ensure Services Paid for Were Received 

2.96 While invoice detail varied, HHN senior officials informed us they had processes 

established to ensure services paid for had been received. We noted email 

verification from supervisors and/or actual timesheets as support for invoice 

payment. We found 3 of 111 invoices tested were missing documentation to 

support hours worked. 

Inadequate Support for Payment of Travel Expenses 

2.97 As HHN did not use distinct account coding for care and travel expenditures, we 

were unable to determine the total spend in each area. 

2.98 We reviewed 200 travel expenses claimed and found only 122 (61%) had any level 

of back up to support the payment. 

2.99 In the cases where support was provided, it was often inadequate. Some examples 

are noted below: 

• a Jeep Wrangler rented for a month with only a 7-day timesheet as support

• accommodations paid for 33 nights, with only a 4-day timesheet as support

• accommodations totaling $2,837 were invoiced and paid with a 2-hour

timesheet as support

Payments Made Without Due Diligence 
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• a monthly accommodation charge of $2,900 was invoiced and paid twice

• receipt for accommodations totaling $3,000 lacked property details, as

noted below

Recommendation 

2.100 We recommend the Horizon Health Network ensure adequate support is 

provided for all invoices and there are adequate levels of review performed 

before payment is issued. 

 Some Payments Were Outside the Terms of the Contract 

2.101 We reviewed 111 invoices to ensure charges and rates used were in compliance 

with contracts.  Within that sample, 41% of invoices included instances of non-

compliance with contract terms. For example, we noted: 

• 14 instances in Solutions Staffing care invoices where rates charged were

higher than allowable under the contract

• additional accommodation fees for pets, one charge noted as being $200

Recommendation 

2.102 We recommend the Horizon Health Network ensure billed rates are in 

compliance with the contract terms and rates. 
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2.103 HHN began what they refer to as a de-escalation plan in September 2023 to begin 

the reduction in travel nursing support. The plan was further refined in October. 

They provided us with details on timelines for their travel nursing reduction plan, 

that showed by March 31, 2024, there would be no authorized use of travel nurses 

unless there is approval from the Executive Leadership Team. 

2.104 At present there is no plan to perform a formalized review of the use of travel 

nurses to determine the value add and/or lessons learned. 

Recommendation 

2.105 We recommend the Horizon Health Network perform a post 

implementation review on the use of contracted travel nurses. This review 

should establish alternative options for dealing with short-term and long-

term staff shortages. 

Travel Nurse Reduction Plan 
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Results at a Glance 

Vitalité Health Network 

Improved Due Diligence Required

Findings

Did not provide information as requested by the Office of the 
Auditor General

Overall need well identified - but travel nurse spend not
correlated to facility level needs

No documentation to support vendor selection, over      
$98 million spent on contractor with highest pricing structure

No legal review of contracts resulting in undue risk

Contracts allowed for teams to be deployed regardless of actual 
need

One contract contained an auto renewal clause

Inadequate processes in place to ensure services were 
received 

Only 1 of 4 contractors were required to provide French 
language services

Contracts did not require vulnerable sector record checks
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Non-Compliance With Auditor General Act 

2.106 Vitalité Health Network (Vitalité) informed us their staff had completed three 

internal audit reports pertaining to the contract with Canadian Health Labs (CHL). 

On April 17, 2024, our Office formally requested access to the audit reports and 

were denied. 

2.107 Section 13(a) of the Auditor General Act states “the Auditor General is entitled to 

free access at all convenient times to information, including files, documents, 

records, agreements and contracts, despite that they may be confidential or 

private, that relates to the fulfilment of his or her responsibilities.” 

2.108 Due to the lack of cooperation from Vitalité, risks that they identified in the audit 

reports and to what extent those risks were addressed is not known. 

2.109 Section 13.2(1) of the Auditor General Act states, “No person shall obstruct the 

Auditor General, a person employed in the Office of the Auditor General or a 

person appointed by the Auditor General under a contract for professional services 

in the exercise or performance or the intended exercise or performance of his or 

her powers or duties under this Act or any other Act, and no person shall conceal 

or destroy any documents that the Auditor General considers necessary for the 

purposes of this Act or any other Act.”  Furthermore, “a person who violates or fails 

to comply with subsection (1) commits an offence punishable under Part 2 of the 

Provincial Offences Procedure Act as a category F offence.” 

2.110 It is critical that government organizations understand the powers of the Auditor 

General and comply with the Auditor General Act. 

Governance 

2.111 Vitalité’s current CEO was appointed on November 30, 2020. The board of 

directors was dissolved by government and an interim trustee was appointed on 

July 15, 2022. A new board, consisting of government appointees only, was 

established on July 1, 2023. 

Background 

Requested Information Not Provided 
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Contracts 

2.112 Vitalité entered into 6 contracts with 4 companies as follows: 

Supplier Contract Signed Date 

Goodwill June 2, 2022 

CHL (1) July 29, 2022 

SPI July 25, 2022

CHL (2) November 16, 2022 

CHL (3) December 2, 2022 

Magnus December 16, 2022 

2.113 Total travel nurse spend by supplier during our audit period was as follows: 

Data Driven Reporting Used to Determine Overall Need 

2.114 Vitalité provided us with detailed information pertaining to their staff shortages by 

region. Staff shortages were systemic, as well as Covid-19 related when staff 

tested positive. We were informed a great number of staff were absent for other 

$98,076,775 

$16,924,119 

$7,166,494 
$953,556 

CHL Magnus Goodwill SPI

Vitalité Travel Nurse Spend By Supplier

Needs Were Well Documented 
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reasons, including stress and fatigue and a number of healthcare workers left the 

profession all together. 

2.115 While SD and HHN utilized travel nurses for shorter periods of time, Vitalité and its 

board of directors supports the use of travel nurses until 2026.  Senior officials 

informed us that they do not think government supports closures, and that, in their 

opinion, travel nurses would be their only other choice. We did not audit the validity 

of their assertions but provide it for context only. 

Travel Nurse Spend Not Always Where Needed Most 

2.116 We obtained data to allow us to determine if travel nurses were provided in the 

areas with the most need, based on staff absences due to Covid-19 and unplanned 

absences for other reasons. 

2.117 The graph below shows that travel nurse spend did not correlate with staff 

absences due to Covid-19. 
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2.118 The graph below shows that travel nurse spend did not correlate with unplanned 

staff absences. 

Recommendation 

2.119 We recommend that the Vitalité Health Network use data to ensure staffing 

resources are assigned to facilities facing the most risks. 

Compliance with Legislation 

2.120 Vitalité is defined as a Schedule B entity in the Procurement Act.  Section 138(1) 

of Regulation 2014-93 under the Procurement Act states: 

When the value of a procurement contract is $500,000 or greater, the Minister or 
the head of a Schedule B entity, as the case may be, shall approve the awarding 
of the contract. 

2.121 During our work we noted that the signatory on all contracts was the CEO, in 

compliance with legislation. 
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Non-Compliance With Board Policy 

2.122 Vitalité’s Board Policy – Expenditure Authorization Limit (effective July 24, 2022), 

requires that contracts representing a commitment of more than $5,000,000 per 

year be approved by the board. 

2.123 The board had been dissolved in July 2022 and a trustee in place, who was given 

all the duties and powers of the board. Contracts were signed with CHL, Magnus 

and Goodwill, that based on their level of spend, would have required trustee/board 

approval based on policy, however, documented approval of specific contracts was 

not obtained. 

Recommendation 

2.124 We recommend that the Vitalité Health Network obtain board approval for 

contracts as required under the Board Policy – Expenditure Authorization 

Limit. 

No Guidelines, Selection Criteria or Scoring Matrices – Vitalité Did Not 
Require French Language Services in All Facilities  

2.125 Vitalité did not establish guidelines, selection criteria or scoring matrices that would 

support the selection of the contractors. 

2.126 Vitalité did not require French language services in any contract, except CHL. 

Senior officials informed us the reason CHL was selected and given most of the 

work was their ability to provide French language services. 

2.127 However, within CHL contracts, requirements were limited to the following: 

• Contract 1 (July 29, 2022) for RNs/LPNs:

o Minimum of 0% of the staff deployed in Campbellton will be
Francophone/bilingual

o At no point will a team who is deployed at Dumont be less than 50%
bilingual (functional)

• Contract 2 (November 16, 2022) for PSWs:

 Lack of Documentation to Support Vendor 

Selection 
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o Minimum of 0% of the staff deployed in Campbellton and Bathurst will
be Francophone/bilingual

o At no point will a team who is deployed at Dumont and Edmundston be
less than 80% bilingual (functional)

• Contract 3 (December 2, 2022) for RNs/LPNs:

o Minimum of 0% of the staff deployed in Campbellton and Bathurst will
be Francophone/bilingual

o At no point will a team who is deployed at Dumont or Edmundston be
less than 90% bilingual (functional)

2.128 The total spend for CHL as of February 2024 was over $98 Mil. However, total 

amounts spent for services at the Dumont and Edmundston totaled only 

$55,278,993 and that included all service providers, not just CHL. 

2.129 The contract with CHL accounted for more than 80% of the overall spend on travel 

nurses. Yet, French language services were only required in two facilities.  Total 

spend for travel nurse services where English only was required was $42,797,782. 

2.130 We were informed by Vitalité that there were concerns with the level of French 

language services provided, however, as previously noted, Vitalité denied us 

access to their internal audit reports. 

Rates Varied Between Contractors 

2.131 While all other vendors offered individual care staff at an hourly rate, CHL only 

offered a bundled pricing model. Vitalité signed two contracts with CHL for the 

provision of RNs and LPNs and the pricing model was as follows: 

• A team of up to 12 hours per day

o $18,043.42 per team/day (CHL contract signed July 29, 2022)

o $18,403.42 per team/day (CHL contract signed December 2, 2022)

• A team is comprised of:

o Virtual staff

▪ 1 operations lead

▪ 1 clinical lead

▪ 0.44 scheduler

o In person

▪ 0.22 logistics lead

▪ 2 LPNs

▪ 3 RNs

2.132 Including all non-direct care staffing costs, the cost per hour (based on rates 

effective December 2, 2022) to have a clinical staff person (LPN/RN) on the floor 
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was $306/hour. As per GNB collective bargaining agreements (effective July 1, 

2023), RNs and LPNs are compensated per hour as follows: 

• RNs – Class A, Steps A to G ($36.41 – $46.13)

• LPNs – Steps A to C ($30.22 – $32.46)

2.133 Vitalité signed one contract with CHL for the provision of PSWs and the pricing 

model was as follows: 

• A team of up to 12 hours per day

• $13,632.00 per team/day (CHL contract signed November 16, 2022)

• A team is comprised of:
o Virtual staff

▪ 1 operations lead
▪ 1 clinical lead
▪ ½ scheduler

o In person
▪ ½ logistics lead
▪ 7 PSWs

2.134 Including all non-direct care staffing costs, the cost per hour to have a PSW on the 

floor was $162/hour. As per GNB’s collective bargaining agreements that same 

level of staff would be paid $22.61 – $24.24 per hour. 

2.135 The contract with CHL stated in the event that a partial team is deployed, the 

contractor will bill for a partial team. However, the contract did not specify what this 

partial billing would be comprised of. We found instances where Vitalité paid over 

$18,000 for a bundle with some staff not working 12 hours and some worked as 

few as 3.5 hours. 

2.136 The costs for RNs, LPNs and PSWs by contractor are noted below. Some 

contractors amended their rates during the contract period. 

$306.00 

$169.60 
$143.00 

$120.00 

CHL Magnus SPI Goodwill

RN Hourly Rates By Contractor
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Recommendation 

2.137 We recommend that the Vitalité Health Network ensure the development 

and use of guidelines and selection criteria to support the selection of 

vendors. 

$306.00 

$124.80 
$90.00 

CHL Magnus Goodwill

LPN Hourly Rates By Contractor

$162.00 

$96.80 

$43.00 

CHL Magnus Goodwill

PSW Hourly Rates By Contractor
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No Legal Review of Contracts 

2.138 Vitalité did not obtain a legal review for any of the contracts they signed. 

Contracts Not Aligned with GNB’s Standard Template 

2.139 Of the 6 contracts signed, we noted the following examples of gaps in contract 

documentation when compared to GNB’s standard contract template: 

• 2 contracts had no effective date

• 3 contracts had no spending cap

• 3 did not provide the ability to audit the service provider

2.140 One contract noted the provincial laws governing the agreement as Ontario. 

Recommendation 

2.141 We recommend the Vitalité Health Network ensure that significant 

contracts of a predetermined dollar value be reviewed by legal counsel. 

Teams Can be Deployed Regardless of Need 

2.142 The CHL contracts gave CHL the right to deploy a minimum number of staff teams, 

regardless of the actual need, approximately equating to the contract cap. The 

contracts with CHL included the following: 

• Contract for PSWs

o Term: November 21, 2022 – May 31, 2024

o Contract cap: $45 Mil (plus expenses, reimbursements and HST)

o CHL has the right to deploy staff totalling 3,262 team days over the

term of the agreement, equating to $44,467,584 (plus expenses,

reimbursements and HST)

• Contract for RNs/LPNs

Noted Concerns with Contracts 
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o Term: December 5, 2022 – February 5, 2026

o Contract cap: $93 Mil (plus expenses, reimbursements and HST)

o CHL has the right to deploy staff totalling 4,620 staff days over the

term of the agreement, equating to $85,021,952 (plus expenses,

reimbursements and HST)

  Recommendation 

2.143 We recommend that Vitalité Health Network ensure contract terms are 

reflective of actual service level requirements. 

Auto Renewal Clause 

2.144 The contract with CHL for RN/LPNs expires February 5, 2026. The contract states 

“if the Contractor achieves 100% Francophone/Bilingual fulfilment under this 

Agreement for a rolling 12-month basis, Vitalité agrees this Service Agreement 

shall automatically continue to renew annually up to a maximum of 5 terms, as 

long as the contractor continues meeting its obligations for fulfillment and language 

under this Agreement.” 

Recommendation 

2.145 We recommend that the Vitalité Health Network ensure contracts do not 

have an auto renewal clause. 

Contract Not Signed 

2.146 The contract with Goodwill was signed by the vendor but not signed by Vitalité. 

Over $7 Mil was paid to this company, under terms of a contract that was not 

signed by both parties. 

Recommendation 

2.147 We recommend that the Vitalité Health Network ensure all contracts are 

signed by both parties. 

Vulnerable Sector Checks Not Required 

2.148 Vitalité requires patient facing employees to have a criminal record and vulnerable 

sector check. 
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2.149 We reviewed contract terms to determine whether a criminal record and vulnerable 

sector check was a requirement and noted: 

• criminal record or backgrounds checks were required in all six contracts

• no contracts required vulnerable sector checks

2.150 None of the contracts specifically outlined the timing of when these checks would 

be completed, whereas Vitalité’s policy states they must be provided on or before 

the first day of work. Because the term “background check” is not well defined and 

can be limited to employment history, education, home ownership, etc. the 

requirement for a criminal record and vulnerable sector check should be clearly 

specified.  

Recommendation 

2.151 We recommend the Vitalité Health Network ensure that contracts require 

patient facing contracted workers to have a criminal record and vulnerable 

sector check prior to the first day of work. 

2.152 All contractors except for CHL were responsible for providing their own liability 

insurance. Vitalité’s contract with CHL (written by CHL) stated, the Vitalité Health 

Network shall provide coverage to the Contractor under a government sponsored 

insurance plan. 

2.153 However, third party contractors are expressly excluded from the plan and as per 

the plan manager, “it is not possible to add entities or organizations as legitimate 

insureds under the plan by contract alone.”  

Recommendation 

2.154 We recommend the Vitalité Health Network ensure that contracts for 

services have provided for valid and appropriate liability insurance. 

Invalid Assignment of Liability 
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Established Processes Not Operating as Intended 

2.155 Vitalité informed us that supervisory staff signed off on actual work hours as 

verification of having received the services. While the process had been 

established, it was not always working as intended. We tested over $23 Mil of 

invoices for clinical staff service provision and found 28% of the invoices were not 

signed by supervisory staff. 

Travel Invoices Paid Without Adequate Support 

2.156 85% of travel related expense we reviewed included some form of support for 

payment. 

2.157 Examples of instances where expenses were paid with no support include: 

• Hertz car rental ($1,818.97)

• Air Canada ($1,749.90)

• Air Canada ($517.38)

• rent for a house in Moncton ($3,500)

2.158 We also found instances where accommodation expenses were paid, with 

insufficient support for payment. Examples were: 

• accommodation charges of $2,700 for a month’s rent were supported by a

timesheet for 3 days’ worth of work

• accommodation charges of $2,205 noted as being for October 1st – 15th,

2023 were supported by a timesheet for work between September 23rd –

October 6th, 2023

2.159 We found meal allowances were often charged and paid without sufficient support. 

In our testing of 64 invoices, we noted meal allowances on CHL invoices were paid 

without adequate support totaling $281,640. Meal allowances were often paid for 

double or triple what the support provided would have allowed for. 

High Rates for Car Rentals Paid Without Adequate Support 

2.160 Vitalité’s contract with CHL allowed for the rental of vehicles from Canadian EV 

Labs or an affiliated company. We determined that the CEO of CHL is also the 

sole director of Canadian EV Labs and Canadian Sustainability Labs. 

Payments Made Without Due Diligence 
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2.161 The contract also stipulated that rental costs were not to exceed current market 

rates. In our audit testing, we noted invoices from Canadian Sustainability Labs for 

electric vehicle (EV) rentals and EV charging. Rates for the EV car rentals ranged 

from $184 – $345 per day and were provided to PSWs, LPNs, RNs and logistics 

staff. 

2.162 Government’s travel policy documents the negotiated rates for government 

employees with rental car companies as being $62.66 – $82.66 per day. 

2.163 Examples of Canadian EV Labs and Canadian Sustainability Labs charges of note 

were as follows: 

• one invoice paid without support or description of the purpose or employee

name, totaling $11,305

• one invoice included 43 car rentals, totaling $63,910 for one week

2.164 EV car rental invoices included staff names (sometimes first and sometimes first 

and last) but did not specify date or location of work. In some cases, timesheets 

accompanied the rental invoices, but not consistently. The vast majority of rentals 

were for a period of 7 days and there was no evidence of validation to ensure the 

legitimacy of the charges. 

Recommendation 

2.165 We recommend the Vitalité Health Network ensure adequate support is 

provided for all invoices and that charges are in compliance with contracts 

before payment is issued. 

2.166 During our review of invoices from all four contractors utilized by Vitalité, we noted 

instances where invoices did not breakout the full amount of HST and were not 

coded for recovery. 

2.167 Had 15% been charged on all pre HST expenditures, the recovery would have 

been $3,907,364 higher. While some charges such as long-term 

accommodations/lodging (one month or more) are not subject to HST, there is a 

potential opportunity for HST recovery. 

Potential Opportunity to Recover HST 
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2.168 We could find no evidence that invoice approvers had adequately reviewed the 

treatment of HST. 

Recommendation 

2.169 We recommend that the Vitalité Health Network perform a detailed review 

of expenses paid to determine opportunities for HST recoveries. 

2.170 We recommend that the Vitalité Health Network improve processes to 

ensure review of the appropriate treatment of HST before processing and 

payment. 

2.171 In correspondence to our Office dated April 24, 2024, Vitalité stated “the decision 

was unavoidable in the short-term…” and “It’s a band-aid solution we’re gradually 

removing, and we plan to reduce the use of mobile nurses over the next two years”. 

2.172 Vitalité had not developed a comprehensive formalized travel nurse reduction plan 

and had not yet planned to do a review of the use of travel nurses for lessons 

learned. 

2.173 We were provided with a list of 53 projects focused on addressing recruitment and 

retention related to nurses and other positions.  14 of the projects were noted as 

$12,895,178 

$16,802,542 

HST Per Financial System HST at 15% of Net

Vitalité - Potential Opportunity for HST Recovery

$3,907,364

Use of Travel Nurses Continues 
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completed.  Of the remaining 39 projects, 10 were assigned planned completion 

dates. 

Recommendation 

2.174 We recommend that Vitalité Health Network perform a post implementation 

review on the use of contracted travel nurses. This review should establish 

alternative options for dealing with short-term and long-term staff 

shortages. 
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Appendix I: Recommendations and Responses 

Department of Social Development 

Par. # Recommendation Department’s Response Target 

Implementation Date 

We recommend the Department of Social Development: 

2.20 

develop a long-term care staffing recruitment 

and retention strategy to ensure legislated 

staffing requirements are met.  Vacancy data 

should be analyzed to determine areas of 

most risk. 

Social Development is involved in a number 

of different initiatives to support long-term 

care staffing. A comprehensive recruitment 

and retention strategy will be developed in 

cooperation with the sector, recognizing that 

Social Development is not the direct 

employer.   

April 1, 2025 

2.29 

ensure that a documented selection process 

(including selection criteria and scoring 

matrices) is established to support the 

awarding of contracts. 

The Department agrees with this 

recommendation and notes that such 

processes are already in place for 

competitive procurement processes such as 

requests for proposals. The circumstances 

that gave rise to this recommendation do not 

reflect its normal procurement and contract 

management processes. 

Already in place. 
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Par. # Recommendation Department’s Response Target 

Implementation Date 

We recommend the Department of Social Development: 

2.34 
ensure that contracts of a predetermined 

dollar value be reviewed by legal. 

The Department agrees with this 

recommendation and has a process in place 

where the standard form GNB contract or 

Social Development’s standard service 

agreement is used, with any significant 

modifications reviewed by legal. The 

deviations from the standard contract 

practices were relative to circumstances at 

the time.   

Already in place. 

2.37 
ensure contract terms are reflective of actual 

service requirements. 

The Department agrees with this 

recommendation and notes that the 

circumstances that gave rise to this 

recommendation do not reflect its normal 

procurement and contract management 

processes. 

Already in place. 
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Par. # Recommendation Department’s Response Target 

Implementation Date 

We recommend the Department of Social Development: 

2.43 

ensure appropriate criminal record, 

vulnerable sector and Social Development 

checks are performed for care staff working 

in the long-term care sector. 

The Department agrees with this 

recommendation and is planning to add this 

in the LTC Act that is currently 

underdevelopment to replace the Family 

Services Act and the Nursing Home Act.  

Current legislative framework in the Nursing 

Home Act does not allow SD to establish 

staffing qualifications, such as mandating 

criminal record, vulnerable sector and Social 

Development checks be performed, however 

SD will continue to promote this as a best 

practice for NHs to implement. 

Fall 2026 

2.45 
ensure the province is a party to all Social 

Development contracts. 

The Department agrees with this 

recommendation, to the extent that it applies 

to Social Development contracts, and notes 

that the circumstances that gave rise to this 

recommendation do not reflect its normal 

procurement and contract management 

processes. 

Already in place. 
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Par. # Recommendation Department’s Response Target 

Implementation Date 

We recommend the Department of Social Development: 

2.50 

ensure that contracts for services have 

provided for valid and appropriate liability 

insurance. 

The Department agrees with this 

recommendation and notes that the 

circumstances that gave rise to this 

recommendation do not reflect its normal 

procurement and contract management 

processes. 

Already in place. 

2.53 

include expectations for adequate levels of 

invoice support to be provided before 

approving payment when contracting for 

goods and services. 

The Department agrees with this 

recommendation and notes that the 

circumstances that gave rise to this 

recommendation do not reflect its normal 

invoice approval process.   

Already in place. 

2.59 

ensure adequate levels of supporting 

documentation are obtained, reviewed and 

are in compliance with contract terms before 

payment. 

The Department agrees with this 

recommendation and notes that the 

circumstances that gave rise to this 

recommendation do not reflect its normal 

invoice approval process.   

Already in place. 
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Par. # Recommendation Department’s Response Target 

Implementation Date 

We recommend the Department of Social Development: 

2.63 
ensure contracts provide the Minister with 

the authority to audit the service provider. 

The Department agrees with this 

recommendation and notes that the 

circumstances that gave rise to this 

recommendation do not reflect its normal 

procurement and contract management 

processes. 

Already in place. 

2.64 

consider performing audits on contracted 

service providers, noting cost/benefit of doing 

so. 

The Department agrees with this 

recommendation and will consider 

performance audits on contracted service 

providers in future audit plans. 

April 1, 2025 (2025-26 

audit plan) 

2.66 
complete a post implementation review on 

the contracting and use of travel nurses. 

The Department will apply the learnings and 

recommendations from the Auditor General 

review on the use of travel nurse agencies. 

However, since the Department has not 

used the services of travel nurses in over 

two years, and is focusing its efforts on 

supporting nursing homes recruit and retain 

permanent staff, a post-implementation 

review will not be actioned at this time.   

Not applicable 
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Horizon Health Network 

Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

2.77 
ensure compliance with legislation pertaining 

to contract signatures. 

Horizon Health Network accepts this 

recommendation. 

Horizon will be accountable to ensure policy, 

process and auditing is incorporated into our 

RHA financial practice to ensure compliance 

with regulatory standards pertaining to 

contract signatures. A strengthened 

governance will support this requirement 

moving forward. 

May 31, 2024 

2.83 

ensure selection criteria are established with 

scoring matrices when evaluating service 

provider proposals to support the selection 

decision processes. 

Horizon Health Network accepts this 

recommendation. 

Our accountability and internal review 

verifies that Horizon’s selection criteria was 

understood, but not properly documented 

with scoring matrices. A strengthened 

governance will support this requirement 

moving forward., including revisions to 

policy, process and education to all staff 

implicated in this process to ensure 

May 31, 2024 
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Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

compliance with best practices and 

healthcare industry standards. 

2.88 

ensure contracts align with GNB standards 

and deviation from those standards should 

be rationalized. 

Horizon Health Network accepts this 

recommendation. 

It is understood by Horizon that with Office 

of Attorney General contract review, 

approved contracts were in alignment with 

GNB standards. Moving forward, Horizon 

will ensure due diligence with additional 

measures for future contractual review with 

review of best practice, financial policy 

improvements, Standard Operating 

Procedures, and internal auditing practices 

to ensure 100% compliance with GNB 

standards or a well documented rationale for 

any deviation to these best practices. 

May 31, 2024 

2.90 
ensure all contracts are signed by both 

parties. 

Horizon Health Network accepts this 

recommendation. 

Horizon conducted a review of contracts and 

ensured all were signed when it was noted 

that Solutions Staffing was missing a 

May 31, 2024 
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Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

signature. Solutions Staffing Addendum to 

Master agreement was then signed by both 

parties. Immediately, Horizon will review 

policy, process, and education with key staff 

members to ensure a strengthened 

governance for any future contracts. 

2.92 

ensure contracts are signed by the 

appropriate personnel with adequate levels 

of spending authority. 

Horizon Health Network accepts this 

recommendation. 

Horizon will ensure policy review of 

signature requirements, clear accountability 

for signatures of contracts is enforced and 

policies for spending authority are 

appropriately updated and communicated to 

all staff implicated in this process as 

signatories. This will be strengthened in our 

governance of contracts. 

May 31, 2024 
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Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

2.95 

ensure that contracts require patient facing 

contracted workers to have criminal record 

and vulnerable sector checks prior to the first 

day of work. 

Horizon Health Network accepts this 

recommendation. 

Horizon’s policy on Criminal Clearance 

includes a criminal record and vulnerable 

sector check for all patient facing staff as a 

condition to working in our facilities. The 

approval of a travel nurse did require 

assurance that criminal check was complete. 

In the future, Horizon will ensure clear 

language will be included in contracts in 

alignment with Horizon policy, as well as 

auditing and follow up to ensure 100% 

compliance. 

May 31, 2024 

2.100 

ensure adequate support is provided for all 

invoices and there are adequate levels of 

review performed before payment is issued. 

Horizon Health Network accepts this 

recommendation. 

Horizon will review our internal processes 

within finance to ensure there is correct 

oversight and due diligence as well as 

education of all staff to ensure the necessary 

support is provided for clear oversight, 

May 31, 2024 
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Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

review, and approvals prior to payment to 

travel agency suppliers. 

2.102 
ensure billed rates are in compliance with the 

contract terms and rates. 

Horizon Health Network accepts this 

recommendation. 

Horizon will review our internal documents, 

as well as the process to review all billed 

rates, We will ensure full compliance with 

contract terms and rates during all future 

contract engagement and payments. 

May 31, 2024 

2.105 

perform a post implementation review on the 

use of contracted travel nurses. This review 

should establish alternative options for 

dealing with short-term and long-term staff 

shortages. 

Horizon Health Network accepts this 

recommendation. 

Horizon will initiate a full evaluation of travel 

nurse contracts, engagement process, 

working arrangements and completion of 

work to review the efficiency and 

effectiveness of the travel nurse agency 

engagement. This information will be used 

on a proactive basis to guide any future 

decision making and changes in practices to 

ensure value-based procurement practices 

are clearly in place, monitored and reviewed 

September 2024 
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Par. # Recommendation Regional Health Authority’s Response Target 

Implementation Date 

We recommend the Horizon Health Network: 

for impact. Our leadership team will also 

ensure that all alternative options to address 

staffing challenges are appropriately and 

proactively reviewed to avoid engagement 

with travel nurse companies as far as 

possible in future. 
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Vitalité Health Network 

Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

2.119 

use data to ensure staffing resources 

are assigned to facilities facing the 

most risks. 

The proposed correlation between 

facility absenteeism/vacancies and 

agency staff expenditures in this 

report by the Auditor General of New 

Brunswick is misleading and not 

representative of the greatest risk. 

Furthermore, the Auditor General 

explains in section 2.121 that the 

absences are related to COVID-19. 

We need to rectify this assertion, as 

COVID-19 accentuated retirements, 

thus increasing the impact on staff 

shortages, which were already 

significant. 

The Network ensures that travel staff 

resources are allocated to the areas 

of greatest risk, including 

emergency, hemodialysis, surgical 

suite, surgical, mother-child, 

medical, extended care, intensive 

care and psychiatry. Considering the 

widespread lack of staff in the 

Already underway 

Staff absences due 

to Covid-19 was 

one key driver for 

the use of 

contracted health 

care staff.  

Vitalité was unable 

to provide us with 

documentation 

showing that staff 

absences due to 

Covid-19 was 

considered when 

providing travel 

nurse support to 

various facilities. 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

Network, which you were able to 

ascertain from the reports requested 

in connection with the absenteeism 

report submitted last April 17. The 

assignment of agency staff enabled 

us to ensure continuity of essential 

services while maintaining a 

minimum threshold of patient care 

hours to avoid:  

• the closure of the Campbellton

Regional Hospital Emergency

Department

• a 65% reduction in emergency

room capacity at the Dr-Georges-L.-

Dumont University Hospital Centre

• that no emergency dialysis service

is available

• that every day, 60 patients

requiring hemodialysis would have

remained untreated, with a risk of

death.
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

• the closure of 57 beds in medical,

extended care, intensive care and

mother-child programs (in addition to

the 100 beds already closed)

• the reduction of operating room

services, reducing the number of

surgeries performed and increasing

waiting lists.

• the closure of the Restigouche

Hospital Centre (the province's

forensic psychiatry centre)

• a significant reduction in child

psychiatry services

2.124 

obtain board approval for contracts 

as required under the Board Policy – 

Expenditure Authorization Limit. 

The trustee, during his interview with 

your office, clearly reiterated that he 

had given his approval prior to the 

signature of the said contracts. It is 

important to note that the use of 

agency staff was endorsed by the 

Department of Health. Several 

meetings were held with the 

Already underway 

Documented 

approval of specific 

contracts, as 

required by board 

policy, was not 

obtained. 



Annual Report – Auditor General of New Brunswick – Independent Assurance Report 

2024 AGNB Annual Report – Volume I Chapter 2 – Travel Nurse Contracts – Social Development, Horizon, Vitalité 

61 

Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

Department during which travel 

nurses were discussed. The trustee 

was aware of the need for staff and 

the urgency to act quickly.  He even 

made this publicly clear to the 

people of N.B. last March in a written 

media release. 

The Network maintains its position 

that we have complied with the 

Board Policy – Expense 

Authorization Limit; however, we will 

ensure that we maintain 

documentary evidence that such 

approval has been obtained in the 

future. 

2.137 

ensure the development and use of 

guidelines and selection criteria to 

support the selection of vendors. 

The Network had to act quickly to 

counter the nursing shortage. As 

mentioned in our correspondence of 

April 24, here are the selection 

criteria used in the selection of 

vendors. Please note that only a 

very limited number of agencies 

were able to provide the necessary 

In compliance with 

the Public 

Procurement Act, 

guidelines and 

selection criteria 

are provided for the 

selection process. 

The Network had to 

Vitalité did not 

provide guidelines, 

selection criteria 

and/or scoring 

matrices that would 

support vendor 

selection.  
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

staff in a timely manner to maintain 

our service offering:  

• Ability to provide a large

volume of human resources

quickly

• Flexible, agile deployment of

resources with experience in

specialized fields

(hemodialysis, emergency,

etc.)

• Obtain French or bilingual

resources

We would like to point out that all the 

graphs presented in the auditor's 

report showing the hourly rates for 

the various classifications do not 

allow a comparison between the 

various vendors. In terms of 

comparability, it is essential to use 

the same bases, and comparing 

team pricing versus individual pricing 

is not fair, or even comparable, 

act quickly to 

counter the nursing 

shortage. The 

contracts were 

directly related to 

health and social 

services, including 

the need for health 

care professionals, 

for which the Public 

Procurement Act 

allows certain 

exemptions in order 

to ensure the 

continuity of 

essential services 

by maintaining a 

minimum threshold 

of safety in terms of 

patient care hours. 

Charts within the 

report accurately 

present 

assumptions used 

and how hourly 

rates were 

calculated. The 

purpose of the 

analysis was to 

highlight the 

expense of a 

bundled model for 

the provision of 

required in person, 

direct care staff. 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

because the level of service offered 

by the vendor is not the same. 

2.141 

ensure that significant contracts of a 

predetermined dollar value be 

reviewed by legal counsel. 

Since then, all contracts with a 

substantial monetary value have 

been examined by a legal advisor. 

Already underway 

Significant 

contracts were 

signed without legal 

review resulting in 

risk to government. 

2.143 
ensure contract terms are reflective 

of actual service level requirements. 

The contracted level of service 

ensures only the minimum 

necessary to ensure the continuity of 

essential services by maintaining a 

minimum threshold of safety in terms 

of patient care hours. Service level 

requirements were analyzed before 

contracts were signed. Furthermore, 

we are able to assess this need at 

the nursing unit level, and this 

exercise is updated every two 

weeks. 

Already underway 

The contract with 

CHL required 

minimum daily  

team deployments 

regardless of actual 

need for the entire 

term of the 3 year 

contract, essentially 

guaranteeing the 

vendor, the contract 

cap amount. 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

2.145 
ensure contracts do not have an auto 

renewal clause. 

Since then, all contractual clauses 

for contracts with a substantial 

monetary value have been 

examined by a legal advisor. 

Already underway 

Our 

recommendation 

was that contracts 

should not have an 

automatic renewal 

clause. 

2.147 
ensure all contracts are signed by 

both parties. 

All Network contracts are signed by 

both parties. The contract indicated 

in the report was sent to the Auditor 

General as evidence on May 16, 

2024, who refused to withdraw the 

recommendation despite our 

compliance. 

Already underway 

The contract 

referred to in our 

report was not 

signed. An attached 

schedule was 

signed, however 

the contract itself 

was not.   

2.151 

ensure that contracts require patient 

facing contracted workers to have a 

criminal record and vulnerable sector 

check prior to the first day of work. 

Several agencies have confirmed to 

us that criminal background checks 

include a simultaneous verification of 

suitability to work with vulnerable 

people before their first day on the 

June 1, 2024 

Our 

recommendation 

was that contracts 

require a criminal 

record and 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

job. We will ask the agencies to 

verify this. 

vulnerable sector 

check. 

2.154 

ensure that contracts for services 

have provided for valid and 

appropriate liability insurance. 

We ensure that all contracts with a 

substantial monetary value are 

reviewed by legal counsel, and that 

they carry valid and appropriate 

liability insurance. 

Already underway 

No Vitalité travel 

nurse contracts 

were reviewed by 

legal. The contract 

with CHL did not 

have appropriate 

liability insurance. 

The contract 

referred to a 

government 

sponsored 

insurance plan, for 

which outside 

contractors are not 

eligible for.   

2.165 

ensure adequate support is provided 

for all invoices and that charges are 

in compliance with contracts before 

payment is issued. 

For Magnus, Goodwill and SPI 

contracts, the supporting documents 

included with the invoice are 

validated before payment.   

As of June 15, 

2024, CHL will be 

required to provide 

supporting 

documentation with 

Payments for all 

goods and services 

should not be paid 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

In the case of CHL, supporting 

documents are made available upon 

request and not at the time of 

invoicing.  So there is a potential 

delay in payment issuance with very 

tight payment terms (15 days from 

invoice date).  A process is being put 

in place where an internal resource 

will be mandated to validate 

supporting documents, when 

received. 

invoices, as well as 

the applicable HST 

amount 

without adequate 

support.   

2.169 

perform a detailed review of 

expenses paid to determine 

opportunities for HST recoveries. 

As clarified during our meeting with 

the auditor, HST recovery was 

completed in March 2024. The HST 

issue applied only to the CHL 

vendor.  

Firstly, the calculation in graph 2.171 

is incorrect.  If the estimated pre-tax 

expenditure, according to the chart, 

is $12,895,178, the sales tax should 

have been estimated at $1,934,277. 

March 31, 2024 

Our audit identified 

instances where 

HST had not been 

captured and 

recommend a 

review.   
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

The recovered value recorded in 

March 2024 is $1,285,997. 

In February 2024, a tax review 

process was initiated, which was 

completed in March 2024 for all 

invoices related to the periods 

identified in this audit. The CRA rule 

requires that supporting documents 

with sales tax registration numbers 

be available in order to claim tax 

amounts.  CHL did not provide 

Vitalité Health Network with the 

supporting documents for 

September 2022 to September 2023 

until October 2023, and the invoices 

for October 2023 to January 2024 at 

the end of January 2024. As a result, 

invoice processing by Accounts 

Payable did not allow sales taxes to 

be claimed in a timely manner. 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

2.170 

improve processes to ensure review 

of the appropriate treatment of HST 

before processing and payment. 

As stated during our meeting with 

the auditor, the invoice review 

process is underway to ensure that 

sales taxes are taken into account 

when invoices from CHL are 

processed by Accounts Payable.  

However, we note that there are 

delays in obtaining supporting 

documents, which puts pressure on 

compliance with payment terms.  

Example invoice # 2551 dated May 

9, 2024, due May 24, no supporting 

documents received as of May 14. 

Contrary to what the auditor states in 

section 2.172, responsibility for HST 

processing and compliance lies with 

Accounts Payable and not with the 

invoice approver. 

As of June 15, 

2024, CHL will be 

required to provide 

supporting 

documentation with 

invoices, as well as 

the applicable HST 

amount 

2.174 

perform a post implementation 

review on the use of contracted 

travel nurses. This review should 

establish alternative options for 

A post-partum review is scheduled 

for 2026 after implementation of the 

agency staffing project.  As 

mentioned during the interview with 

the President and CEO, we have a 

April 1, 2026 
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Par. # Recommendation Regional Health Authority’s 

Response 

Target 

Implementation 

Date 

AGNB Response 

We recommend the Vitalité Health Network: 

dealing with short-term and long-term 

staff shortages. 

solid human resources work plan in 

terms of recruitment and retention 

planning. In addition, we are 

currently working on contingency 

plans to deal with short- and long-

term staff shortages. I would also 

like to point out that we monitor the 

progress and results of the 

recruitment and retention plan with 

the extended leadership team at all 

monthly strategy sessions, to ensure 

that we are able to wean ourselves 

off the need for agency staff.  

In fact, we have managed to reverse 

the trend in nursing staff arrivals and 

departures since the summer of 

2023. 
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Appendix II: Audit Objective and Criteria 

The objective and criteria for our audit of the Department of Social Development, Horizon and 
Vitalité Health Networks are presented below. Social Development and the health authorities and 
their senior management reviewed and agreed with the objective and associated criteria. 

Objective To determine if government contracts with private nursing agencies 
were reflective of best practices and demonstrated value for money. 

Criterion 1 There was a clearly identified need for services based on documented 
short- and long-term planning objectives. 

Criterion 2 Contracted services were obtained for the best value. 

Criterion 3 Adequate processes were in place to support payment of invoices to 
contractors including: 

• Verification that services were received for payments rendered

• Billed amounts were in compliance with signed agreements

• Payments were appropriately authorized

Criterion 4 A post implementation review has been conducted to determine whether 
the use of travel nurses best achieves required service levels in a cost-
effective manner (in both the short and long-term) 
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Appendix III: Independent Assurance Report 

This independent assurance report was prepared by the Office of the Auditor General of New 
Brunswick on the Department of Social Development, Horizon and Vitalité Health Networks and 
their travel nurse contracts. Our responsibility was to provide objective information, advice, and 
assurance to assist the Legislative Assembly in its scrutiny of these entities with respect to the 
management of travel nurse contracts. 

All work in this audit was performed to a reasonable level of assurance in accordance with the 
Canadian Standard on Assurance Engagements (CSAE) 3001 – Direct Engagements set out by 
the Chartered Professional Accountants of Canada (CPA Canada) in the CPA Canada Handbook 
– Assurance.

AGNB applies the Canadian Standard on Quality Management 1 – Quality Management for Firms 
That Perform Audits or Reviews of Financial Statements, or Other Assurance or Related Services 
Engagements. This standard requires our office to design, implement, and operate a system of 
quality management, including policies or procedures regarding compliance with ethical 
requirements, professional standards, and applicable legal and regulatory requirements.  

In conducting the audit work, we have complied with the independence and other ethical 
requirements of the Rules of Professional Conduct of Chartered Professional Accountants of New 
Brunswick and the Code of Professional Conduct of the Office of the Auditor General of New 
Brunswick. Both the Rules of Professional Conduct and the Code are founded on fundamental 
principles of integrity, objectivity, professional competence and due care, confidentiality, and 
professional behaviour. 

In accordance with our regular audit process, we obtained the following from management: 

• confirmation of management’s responsibility for the subject under audit

• acknowledgement of the suitability of the criteria used in the audit

• confirmation that all known information that has been requested, or that could affect the

findings or audit conclusion, has been provided

• confirmation that the findings in this report are factually based

Period covered by the audit: 

The audit covered the period between January 1, 2022, to February 29, 2024. This is the period 
to which the audit conclusion applies. However, to gain a more complete understanding of the 
subject matter of the audit, we also examined certain matters outside of this period as deemed 
necessary. 

Date of the report: 

We obtained sufficient and appropriate audit evidence on which to base our conclusion on May 
31, 2024, in Fredericton, New Brunswick. 
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