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101. INTRODUCTION
POLICY OBJECTIVE

1. The Maintenance Enforcement Program (MEP) of PEI plays an important and integral
role in the timely disbursement of support to Islanders. The Program is committed to
striving to consistently meet best practice standards to ensure Users involved with the
system are treated in a fair and consistent manner and that the amount of support
collected and provided to participants (children and spouses) is maximized.

2. This Manual was developed for the public and for MEP in the Family Law Section of
the Family Law and Court Services Division of the Department of Justice and Public
Safety. MEP aims to take a proactive approach to enforcing support payments
pursuant to Orders and Agreements.

3. This Manual will assist the public, staff, and those working in related areas to obtain a
better understanding of the policies and procedures pertaining to the administration of
MEP. This helps to ensure that while users may not agree with the decisions made by
MEP, they understand the policy and rationale for those decisions and the roles and
responsibilities of MEP users and of MEP.

4. Transparency and consistency in policy application is an important step to ensuring
effective service to users. Transparent policies relating to communication and
enforcement guidelines help ensure MEP staff is able to prioritize enforcement
activities.

5. This Manual will:
a. Ensure Users are treated in a fair and consistent manner;

b.  Ensure the public and MEP users are aware of the expectations and requirements
of MEP in order to enroll and maximize compliance;

c.  Provide guidelines for expectations and a foundational understanding of the
policy rationale for MEP functioning; and

d. Communicate a policy of transparency and openness, where possible, subject to
the operation of law.

STATEMENT OF LIMITATIONS

6. The information in this Manual is provided for reference purposes only and should not
be considered a substitute for laws and requirements set out in the Maintenance
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Enforcement Act and Regulations and other legislation impacting MEP functions.
Legal obligations relating to MEP evolve as the common law and legislation changes.

7. This Policy is subject to such changes, which may happen in advance of the revision
of this Manual for legal compliance. In the event of a discrepancy between this
Manual and governing legislation or case law, the legislation or case law will prevail.

8. Forms and Appendix documents referenced in this Manual may change on short
notice, given the operational demands of MEP. The Deputy Minister of Justice and
Public Safety is authorized to sign off on changes to Forms and Appendix documents
in this Manual.

9. This Manual is presented as a best-practice guideline, and MEP will make every effort
to meet or exceed procedures outlined in this Manual. However, the timelines outlined
in this Manual are subject to operational demands.

10. Where discretion is available to MEP staff in the execution of their duties under the
legislation, this Manual is not intended to preclude the exercise of that discretion. It is
intended to ensure that exercises of such discretion are properly documented and
communicated to ensure user understanding.

13
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102. ABBREVIATIONS

e Agreement:

CPI:
DFLCS:
DME:

El:

EO:

FOAEA Act:

ISO:
Manager:
Manual:
MEP:
MEPS:
Order:

Parties:

PCP:

PEI:

PIN:

RCMP:

RJ

Special expenses:

e The Act:

e The Minister:
e User:

Agreement that sets out child and/or spousal support
obligations. Note: In this manual, where the term ‘order’ is used
this can usually also refer to an Agreement.

Consumer Price Index

Director of Family Law and Court Services
Director of the Maintenance Enforcement Program

Employment Insurance
Enforcement Officer

Family Orders and Agreements Enforcement Assistance

Act, RSC 1985, ¢ 4 (2nd Supp.)
Interjurisdictional Support Order
Manager of Family Justice Programs
MEP Policy and Procedures Manual
Maintenance Enforcement Program

Maintenance Enforcement Program System
Order of the Court (in the Manual, most times a support
‘Order’ also includes a support ‘Agreement’)

Parties to an Order or Agreement
Payor Compliance Plan

Prince Edward Island

Personal Identification Number
Royal Canadian Mounted Police
Reciprocating Jurisdiction

Special and Extraordinary Expenses (also known as

‘Section 7 expenses’)

Maintenance Enforcement Act, RSPEI 1988, Cap. M-1,
and Maintenance Enforcement Act Regulations

Minister of Justice and Public Safety
Payor and Recipient
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103. DEFINITIONS

Child & Children: If an Order/Agreement has sections that state “the child” or “the
children”, MEP will interpret such statements to mean that the singular form of child
includes the plural form of children, and words in the plural include the singular, to
ensure that support is not terminated for children who are still dependent due to errors
in drafting Orders/Agreements.

A Conflict of Interest exists when a MEP employee has a private or financial interest
that is or appears to be inconsistent with their duties and the responsibility to act in the
best interests of the public, because the employee could benefit personally from a
decision or action. The private interest may influence, or have the potential to influence,
how the employee carries out their MEP duties.

Consent Order: A Consent Order is governed by the Divorce Act and Children’s Law
Act. It is generally a voluntary agreement worked out between two or more parties to a
dispute, typically in Court, and it is signed by a Judge. A Consent Order has the same
effect as any other Court Order and can be enforced by the Court if either party does not
follow it.

A Critical Incident is any situation where there is an acute threat or actual harm to
users, children, MEP staff and/or other persons or organizations that results in anxiety
or trauma for MEP staff or for users of MEP or their children.

A Critical Incident Report (CIR) is a report that a MEP staff person completes after a
critical incident has occurred, which details the critical incident and the actions taken to
resolve the incident.

Days (less than 30): Refers to Business Days, unless otherwise noted.
Days (30 and greater than 30): Refers to Calendar Days, unless otherwise noted.

A Debriefing refers to the meeting that the DME will convene and facilitate with
affected MEP staff following a critical incident.
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Global Child Support Order: Refers to support Orders that set a total amount of money
for the support of multiple children (e.g. “The Payor shall pay child support of $200 per
month for the children™).

ISO-IN is a case where the Payor resides in PEI and MEP is enforcing the case on behalf
of the Reciprocating Jurisdiction (RJ).

ISO-OUT is a case where the Payor resides out of PEI and the support enforcement
agency in the Reciprocating Jurisdiction (RJ) is enforcing the case on behalf of the PEI
MEP.

Jurisdiction: When a court has jurisdiction, this means that the court has the authority
to deal with and make decisions on the particular legal matter at issue (e.g. parenting
time related to a particular child, child support, etc.).

A Non-compliant Payor is someone who is not in compliance with an Order or
Agreement enrolled with MEP.

Out-of-pocket costs for special expenses (Section 7 expenses) refers to the actual, net
cost of a special or extraordinary expense costs to the parent(s). This means that any tax
savings or benefits a parent receives from claiming a special expense, or any other
benefits or subsidies received, gets deducted from the total amount of the expense (e.g.
if the Recipient pays $15,000 per year for childcare, but gets a tax break of $2,000
because they claim the childcare expenses on their taxes, the net, ‘out-of-pocket’ cost of
childcare per year is $13,000).

Payor: The Payor is the person obligated by Order or Agreement to make child or
spousal support payments to the Recipient.

Persistent Arrears: refers to the Payor’s failure to make payments in full for any three
(3) payment periods, within the meaning of the support Order/Agreement (e.g. if
payments are required to be made on a monthly basis, failure to make payments in full
for 3 months), and/or accumulated arrears of $3,000 or more.
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e PIN: aPersonal Identification Number (PIN) MEP gives each user (Note: the Payor and

Recipient will have the same case number, but different PINs).

e Recalculation Orders are Orders issued by the Recalculation Officer, in accordance
with the Child Support Regulations under the Children’s Law Act. A Recalculation
Order allows child support payments to be changed based on the Payor’s updated
income information and happens once a year around the “Anniversary Date” of the
Order. The recalculated amount of child support will take effect after both parents have

received notice of it. A recalculation cannot deal with arrears or special expenses.

¢ Recipient: The Recipient is the person entitled by Order or Agreement to receive child
or spousal support payments paid by the Payor.

e Reciprocating Jurisdictions (RJs): Prince Edward Island has enforcement agreements
with every Canadian province and territory, every state in the USA, and approximately
30 other countries. These are known as “Reciprocating Jurisdictions.” The complete list
of jurisdictions that PEI has reciprocal enforcement agreements with are:

o Canada

USA

Singapore

Austria

Germany
Gibraltar

Island of Guernsey
Isle of Man
Norway

Poland

United Kingdom of Great Britain and Northern Ireland

Australian Capital Territory, New South Wales, Northern Territory
South Australia, Tasmania, Victoria
Western Australia, Independent State of Papua New Guinea
New Zealand (including the Cook Islands)

17
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e Retroactive support provisions are terms in a Variation Order or Agreement that

change the amount of support that was paid during a prior period. This may result in
either an overpayment or underpayment by the Payor and an adjustment to the ledger
on MEPS.

Special or extraordinary expenses - sometimes called ‘special expenses’ or ‘Section
7 Expenses’ (because this is the section of the Federal Child Support Guidelines (the
“Guidelines”) that explains these expenses), special or extraordinary expenses are
expenses for which ‘extra’ amounts of child support may be paid in addition to the basic
monthly child support. Special and extraordinary expenses can include expenses
incurred for a child for their healthcare needs, childcare, education and extracurricular
activities.

Subject to enforcement — A Payor is subject to enforcement if they have not made the
required payment under their support Order/Agreement within the month (30 days) that
it is due. For example, if an Order states that monthly support payments are due on the
1% day of every month, the Payor will only become subject to enforcement if they have
not made the full support payment within the month that it is due.

A threat occurs when a person conveys, through any form of communication, the
intention to cause harm to a person or damage to property. The communication may be
made over the telephone, in writing, email, or in person, and can be spoken or in the
form of body language.

Variation Agreement. A new written Agreement that changes an Agreement
registered with MEP.

Variation Order: A new written Order that changes an Order or Agreement registered
with MEP.
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104. REVISING POLICY AND PROCEDURES

POLICY OBJECTIVE

1. To ensure the best practice functioning of MEP, it is imperative that policies and
procedures are reviewed to address changing operational realities and legislation.

2. MEP is committed to reviewing policies and engaging in internal, extra-jurisdictional
and legislative review regularly to identify where service to Islanders can be improved.

PROVISIONS

3. MEP staff will comply with the policies and procedures in this Manual, which
includes documenting exercises of discretion that require action outside of the best
practice guidelines in this Manual.

4. The DME, in consultation with the Directorate of the Division of Family Law and
Court Services, is responsible for ensuring that the policies and procedures in the
Manual are current, accurate and appropriate.

5. As front-line MEP staff is best positioned to see the impact of policy on operational
functioning, staff input is an imperative part of policy review. If MEP staff become
aware that a policy or procedure is out-of-date, inaccurate, or have recommendations
for improvement, they will notify the DME.

6. There will be an annual meeting between the DME, Manager, Directorate Staff and the
DLFCS to discuss the status of the Manual. The DME and Manager will undertake a
review of all policies and procedures annually to ensure they comply with legislation,
policies and standards of MEP.

7. The Directorate staff are responsible for drafting new policies and revisions to existing
policies on the basis of the DME’s recommendations.

8. The DME may approve revised policies and procedures in the Manual at any time.

9. The DME is responsible for communicating to MEP staff any new policies or
revisions to existing policies.

10. MEP users are deemed to have received notice of changes to this Manual when these
revisions are made to the online (public) version of this Manual.
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201. CODE OF CONDUCT

POLICY OBJECTIVE

1. MEP sets high standards of conduct for MEP employees through the development of
policies and procedures that support employee development and achievement while
meeting best practice standards.

2. MEP does not represent or advocate for the Payor or the Recipient. MEP is a neutral
third party that takes steps to enforce Orders to maximize collection and disbursement
of support.

3. MEP must operate in a way that is always mindful that MEP is a user-facing and
public-focused service. Interactions with users must always be respectful and sensitive
to the necessity of maximizing support collected and disbursed to Island families.

4. While MEP staff are to be sensitive to the circumstances of users and acknowledge
their circumstances can be stressful, MEP staff are entitled to be treated in a safe and
respectful manner.

5. MEP’s primary goal is to ensure and improve compliance with Orders enrolled in
MEP. This goal permeates all aspects of the work of MEP staff.

6. The behaviors listed in this Code of Conduct are principles that are intended to guide
staff in the operations of MEP.

PROVISIONS
7. The principles of the Code of Conduct for MEP are categorized as follows:

a) People - MEP staff respect human dignity and the value of every
person. As such, they will:
i. Treat every person with dignity, fairness and courtesy, regardless of
differences.
ii. Address conflict in a professional manner.

iii. Work together in a spirit of consistency and respect that encourages
participation, promotes respectful communication, and allows for an
environment of mutual respect.

iv. Respect the privacy of others.

v. Foster a safe and healthy workplace for all.

21



”{jmnc

Edwari
Province of Prince Edward Island M
Department of Justice and Public Safety CANADA
Maintenance Enforcement Program Policy and Procedures
Policy Title Policy Number Effective Date Page
Code of Conduct 201 01-July-2018 |2 of?2

b) Professionalism - MEP staff will carry out their responsibilities
efficiently and effectively. As such they will:
i. Comply with legislation, policies and guidelines.

Ii. Carry out duties in a competent manner.

iii. Demonstrate the competencies established by MEP for MEP staff
and meet any professional and occupational standards that apply.

iv. Strive to improve the efficiency and quality of services provided to
the public.

c) Public - MEP staff will act so as to instill public trust and confidence in
MEP and in Government. Therefore, MEP staff will:
i. Carry out duties in a manner that is accountable and transparent,
subject to the operation of law.

ii. Avoid and prevent conflicts of interest or situations that could
jeopardize MEP staff’s ability to carry out their work-related
responsibilities.

iii. Ensure that support funds collected and entrusted user information
are administered in keeping with the legislative obligations of MEP
and in the public interest.

iv. Act in a manner consistent with this Policy and in the highest
standard of the Civil Service.

d) Collegiality - MEP staff will promote responsibility, accountability and
mutual respect in working together and will:
i. Collaborate with colleagues and government partners to meet the
objectives of MEP and to improve efficiency.
ii. Treat all users fairly, consistently and objectively.
iii. Interact with users in a timely fashion on issues of common
concern.

AUTHORITIES AND REFERENCES

8. Civil Service Act, RSPEI 1988, Cap. C-8

9. Government of Prince Edward Island - Employee Orientation Manual

10. Maintenance Enforcement Act, RSPEI 1988, Cap. M-1; and Maintenance
Enforcement Act Regulations
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202. CONFLICT OF INTEREST

POLICY OBJECTIVE

1.

It is critical that all MEP staff, particularly those working directly in enforcement
casework, are not in and do not appear to be in a conflict of interest position.
Public trust in government depends largely on the honesty, integrity, fairness and
good faith of civil service employees. This trust is compromised when an
employee's interest and the public’s interest conflict.

All provincial government employees must adhere to the provincial
government’s Conflict of Interest Policy, which is contained in the Human
Resources Policy and Procedures Manual and authorized pursuant to the Civil
Service Act. Pursuant to this Policy, MEP employees are required to sign a
Conflict of Interest Declaration and a Conflict of Interest Disclosure Statement
when they start their employment with Government. The Manager will maintain
the signed copies of this form in MEP staff’s personnel file.

To ensure that MEP staff are best positioned to identify and properly handle
instances of real or perceived conflict of interest, this Policy sets out a best
practice procedure for identifying and handling instances of conflict. It sets out
the responsibilities MEP staff have with respect to real, potential or apparent
conflicts between their official duties and their personal or financial interests.

PROVISIONS

4.

When a MEP staff member determines that a conflict of interest (or perceived
conflict of interest) may exist, or actually finds themselves in a conflict of
interest situation, the staff member will immediately inform the DME in writing,
using FORM 202 - Conflict of Interest Declaration Form.

Circumstances where an employee shall complete FORM 202 include:

a. The staff member’s immediate family member enrolls or is enrolled in
MEP;

b. The staff member’s close friend or close extended family member is
enrolled in MEP;

c. Individuals with whom a staff member has previously had a close
relationship with enroll or are enrolled in MEP; or

d. Individuals with whom a staff member has a financial relationship
with (either currently or previously) enroll or are enrolled in MEP.
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6. MEP staff shall act at all times with an abundance of caution relating to conflicts,
and if circumstances arise where they are uncertain if a real or perceived conflict
exists, they will complete FORM 202 and sent it to the DME for consideration.

7. Once the employee has submitted FORM 202 to the DME indicating that a
conflict of interest exists or may exist, the DME will assess all information
available to them. If the DME determines that a real or perceived conflict of
interest situation exists, the employee will be removed from any work with, or
decision-making regarding, the case. The DME may take other remedial action
as they deem appropriate, which may include restricting the employee’s access to
the file or MEPS.

8. If the DME is uncertain whether the declared situation results in a conflict, the
Manager shall make the determination.

9. A MEP staff member’s failure to disclose to the DME real, apparent, potential,
or perceived conflicts of interest may be subject to investigation and disciplinary
measures.

FORMS
10. Conflict of Interest Declaration Form (FORM 202)

AUTHORITIES AND REFERENCES

11. Civil Service Act, RSPEI 1988, Cap. C-8

12. Human Resources Policy and Procedures Manual (5.03 Conflict of Interest)

13. Maintenance Enforcement Act, RSPEI 1988, Cap. M-1; and Maintenance
Enforcement Act Regulations
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203. QUALITY CONTROL REVIEW PROCESS

POLICY OBJECTIVE

1.

Assessing and improving the services performed by MEP staff is important to the
effective operation of MEP. Such assessment is also important to the
accountability of staff and users of MEP with respect to policy and procedures,
which is important in maintaining public confidence in the administration of
support enforcement on the Island.

Quality assurance involves systematic measurement, comparison with a standard,
monitoring of processes, and an associated feedback loop that facilitates error
prevention.

Ensuring staff and users of MEP are aware of policy expectations and assessment
procedures are important to ensuring employee performance achievement and
user satisfaction. MEP is committed to ensuring that there is ongoing emphasis
on quality control as a normal part of day-to-day operations.

This Policy explains the process for MEP staff to conduct quality assurance
processes in the administration of MEP.

PROVISIONS

Supervision of EOs by the DME

5.

Day-to-day supervision is the most important quality control strategy.
Legislation (Maintenance Enforcement Act, Children’s Law Act, Divorce Act,
etc.), the Manual, and directives (e.g. notices from management) define best
practice guidelines for MEP staff.

The DME is responsible for continuously monitoring the work of each MEP staff
member who reports to the DME, and for providing feedback, guidance, and
instruction to MEP staff. The DME will ensure that MEP staff adhere to
standards, legislation, and policies and procedures.

All adjustments to the MEP ledger valued at $100 or greater must be verified by
the DME.

After an EO inputs a new Order on MEPS, the DME will verify that it was
inputted correctly and accurately.
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Bi-Monthly File Audits

9. Every two months, EOs will complete a review of all files in their caseload that
are subject to enforcement. This review is intended to act as an overview and time
management review of the EO’s caseload and to ensure the caseload is up-to-date.

10. EOs will submit their caseload review to the DME no later than the last business
day of every second month.

Monthly Quality Assurance Reviews

11. Each month, the DME will run a random quality assurance review which will
involve randomly selecting ten (10) files per EO, which will comprise:
a. Two compliant Payor files (Payor us in regular compliance with the
Order); and
b. Eight non-compliant Payor files (Payor is in non-compliance with the
Order).

12. The DME will then complete a quality assurance review with each EO at least
monthly. This involves reviewing the files to determine adherence to legislation,
policy and procedures, timelines, accuracy, and enforcement, as appropriate.

13. Quiality assurance reviews are intended to set a standard that will assist the DME
in determining accuracy and proper handling of MEP files.

EO File Debrief Meetings

14. The DME will hold monthly Debrief Meetings where each EO will select their
most challenging files to discuss next steps, successes, and challenges
experienced in enforcing these files.

15. The Debrief Meeting will be an opportunity for EOs to discuss and determine
opportunities for process and policy improvement and to work collaboratively to
determine creative steps to address challenges with enforcement.

Case Management System Monitoring

16. Information on MEPS will be monitored by MEP staff as part of file reviews to

detect errors and inconsistencies. EOs assigned to a particular file will ensure that
information contained in Orders is accurately reflected on MEPS.
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17. The DME will be notified of any errors or inconsistencies identified in MEPS.
The cause of the error will be determined, and steps will be taken to correct the
error and to prevent reoccurrence. These corrective and preventative measures
may involve system changes, instruction, clarification, procedural changes, and/or
training.

Changing Enforcement Officers

18. The DFLCS, Manager, and DME have discretion to determine whether or not to
change the EO assigned to a file.

19. Any request to change an EO shall be discussed with the EO on the file and the
recommendations of the EO will be an important consideration of such a request.

20. Changing an EO on a file should only be authorized if there is a conflict of
interest between an EO and user if, in the opinion of the DME:

a. the relationship between the EO and the user has deteriorated to the
point where insufficient benefit to the file remains in keeping the EO
on the file; or

b. where the complex nature of the file means that movement of the file
from time to time may be necessary to relieve the assigned EO.

21. In response to a request to change an EO, the DME shall provide a written
response with reasons to the requestor. A copy of the written request will be
placed in the user’s file.

22. In circumstances where the DME determines that a complex file should be moved
to another EO, the change is not a statement that the previous EO was unable to
meet their professional duties. Before transferring another EO to a complex file,
DME must weigh the potential benefits against the potential disruption to the
users who will be assigned a new EO.

23. Rotating complex files may result in a fresh perspective and potentially result in
the additional collection of outstanding support payments.

AUTHORITIES AND REFERENCES

24. Civil Service Act, RSPEI 1988, Cap. C-8

25. Maintenance Enforcement Act, RSPEI 1988, Cap. M-1; and Maintenance
Enforcement Act Regulations
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301. SECURITY
POLICY OBJECTIVE

1. MEP deals with individuals experiencing issues that can be emotionally charged.
It is important that MEP takes precautions to safeguard staff to reduce the
possibility of conflict escalation and security risks.

2. To that end, MEP undertakes to:
a. promote a violence-free and respectful workplace for all employees
and users;
b. respect and protect the health, safety, and dignity of all employees; and
c. ensure employees are aware of and follow safety practices to prevent
and respond to violent incidents.

3. The Family Law Centre is part of the Court Complex Security System, and
Sheriff Services provide security services to the Family Law Centre.

4. In addition to the physical security provided in the Family Law Centre (i.e.,
CCTYV camera coverage, safety glass, panic buttons in offices and reception areas
that alert Sheriff Services to incidents), MEP staff shall adhere to policies and
procedures that mitigate potential risk and work to de-escalate conflict.

5. Compliance with reporting and debriefing also ensures that MEP staff involved in
critical incidents are properly supported, and that policies and protocols are
reviewed as required to ensure any improvements are made promptly.

6. This Policy outlines the responsibilities of MEP staff to protect MEP files and
program information. This Policy also explains security measures to be used by
MEP staff to ensure that they mitigate the possibility of conflict or a security risk.

PROVISIONS

Complex and Property Security

7. MEP staff are responsible for the security of government property assigned to
them, and to return items to the DME prior to leaving their employment.

8. Any damage or loss of equipment will be immediately reported to the DME in
writing.
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9. Use of long distance lines for personal calls is prohibited.

10. If a MEP staff person believes that the security of MEP files or property may be
compromised, they must notify the DME and Manager who will notify the
DFLCS. Further, the police will be contacted. Break-ins or thefts will be reported
to the DFLCS.

Personnel Security

11. MEP staff will avoid scheduling user appointments outside of regular office
hours. If a circumstance arises where staff must schedule a user appointment
outside of office hours, they will notify the DME.

12. When an EO schedules an appointment with a user, they will contact the Intake
Officer who will schedule the user in the Family Law Centre’s GroupWise
Calendar.

13. When a user arrives for their appointment with an EO, before letting the user
through security, the Intake Officer will verify the appointment by referring to the
Family Law Centre’s GroupWise Calendar.

14. If the information on the GroupWise Calendar matches, the Intake Officer will
call or email the EO who the user is meeting to inform the EO of their arrival.

15. If a user arrives but their appointment is not recorded on the GroupWise Calendar,
the Intake Officer will contact the EO with whom the user purports to be meeting
to ensure that this meeting is taking place.

16. Following the EO’s appointment with the user, MEP staff must inform the Intake
Officer when the user leaves their office.

17. EOs are responsible to set up their office furniture in a way that ensures the staff
member is able to exit safely in the event of an emergency, and that this set-up
complies with the Occupational Health and Safety Act, RSPEI C 0-1.101. If staff
are unsure of their office set up, they will contact the Occupational Health and
Safety Committee at the Family Law Centre for assistance.

Key and Door Codes

18. MEP staff are prohibited from loaning or trading keys, or sharing door codes,
with anyone other than other Family Law Centre staff.
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Security of Program Files

19.

20.

21.

22.

23.

24,

25.

26.

217.

28.

The DME shall inform all new MEP staff of MEP’s confidentiality policies
contained in the Manual, and shall provide each new staff member with an
electronic and double-sided paper copy of the Manual.

Staff is prohibited from using or accessing any information or electronic data
banks available to them through MEP for any purpose other than their assigned
employment duties.

The DME will ensure that staff members have access rights to MEPS only as
necessary to fulfill their position responsibilities.

Staff is prohibited from accessing any information or electronic data banks
available to them through MEP if they are in a conflict or perceived conflict of
interest situation (see Policy 202 — Conflict of Interest).

MEP staff must lock their computer when they are away from their desk for an
extended period (e.g. lunch break) to prevent unauthorized access to MEPS.

MEP staff must follow the Government of PEI’s IT Security and Computer Use
Policy contained in the Human Resource Policy and Procedures Manual.
Accordingly, staff must not access non-secured websites while at work.

MEP staff must not share computer passwords.

MEP staff is prohibited from making unauthorized copies of any records that are
the property of the Province of PEI; for example, reproducing user’s financial
information, correspondence or Orders when they are not authorized to do so.

MEP staff will ensure that if they are working on a MEP file, they close the file
folder and place it in a secure area in their office so that confidential information
contained in or on the file folder is not viewable by others.

Unless approved by the DME in writing, MEP staff are prohibited from removing
user files from the Family Law Centre, except when MEP staff or MEP’s legal
counsel require the file for Court. When MEP staff or MEP’s legal counsel
remove a user file from the Family Law Centre, they will take the entire file and
are responsible for the security of the file while it is outside of the office.
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29. Staff will ensure that their files are secure from access after-hours and when they

are away from their office for an extended period of time.

Destruction of Paper

30. MEP files are created under the authority of the Act and the Interjurisdictional
Support Orders Act (PEI), to provide a record of all individuals enrolled with
MEP for the collection of payments and for the enforcement of the file if

payments are in arrears.

31. MEP staff is not authorized to destroy MEP files under any circumstances.
Document retention and destruction is subject to MEP’s Records Information
Management Schedule with the Government of Prince Edward Island.

32. If staff believe they have files subject to archiving or destruction, they will
follow the process set out in the Government Records Information Management
Policy in consultation with the Divisional Records Manager.

33. All documents generated by an EO that are not part of a MEP file (i.e. duplicates
of documents, scrap paper, etc.) that contain personal information about MEP
users or staff members must be placed in a secure container for shredding.

Types of Critical Incidents

Threats

34. Any time a threat is received, either verbal or written, the affected staff
member(s), with assistance from the DME as necessary, will prepare a Critical

Incident Report (CIR).

35. If a staff member receives a telephone threat, they will attempt to determine the

following, where practicable:
e identity of the caller;

location of the caller;

if the caller has a weapon;

32

telephone number of caller as shown on “Caller ID”;

where and when the threat is to be carried out; and
if there is a history of violence (review case notes on MEPS).

who the intended victim is, including if the intended victim appears to be
the caller themself and/or a MEP staff member;
if the caller knows where the intended victim is located:;
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36. When a threat is received, staff will immediately notify the DME and Manager
who, depending on the seriousness of the threat and the perception of the
impacted staff as to the seriousness of the threat, may notify Sheriff Services and
the DFLCS.

37. The DME will take the following action(s) depending on the nature of the threat
and the party threatened:
e Discuss the incident with the staff member once the immediate danger has
passed.
e Aduvise the staff member of potential courses of action (e.g. DME to
contact person who made threat, the EO to contact the police, etc.) and
potential accommodations (e.g. changing the EO assigned to the file).

38. In determining the courses of action, primary consideration will be given to the
staff member’s safety and security.

39. If the police are to be contacted:

e The staff member or person and witnesses, if any, who received or were
present during the threat, will contact the police directly.

e The DME may follow up with the police and advise the police of the
names of the staff members (or all staff) threatened.

e Affected staff members will immediately report any further contact they
have with the person who made the threat to the police and to the DME.

e All parties, including staff and the DME, will co-operate with the police
by providing any information to police that would assist the police, subject
to legal restrictions on access. If the police challenge information
disclosure, the Manager and DFLCS will be notified.

e Any further contact with the police will be reported to the DME
immediately. The DME will notify Sheriff Services and the Manager, and
the Manager will notify the DFLCS that the police have been contacted.

40. If the DME writes a letter to the person who made the threat, a copy of the letter
will be provided to the staff member who was threatened, and a copy will be
placed in the user’s file.

41. The DME will inform all MEP staff, in writing, of any threats made, and provide
instructions for how to deal with the person who made the threat if that person
comes to the Family Law Centre. Further, the Manager will consult with the
DFLCS and provide staff with notice of any changes in security measures and
contact restrictions with the user.
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42.

43.

44,

45.

46.

47.

48.

49,

50.

51.

The DME will determine whether other persons in the building should be
informed of the situation. In determining this, the Manager will be consulted and
provided with updates.

The DME will discuss the incident with all staff members involved.

If staff members involved do not agree with the action(s) to be taken, the final
decision will rest with the DFLCS.

All debriefings should be reported to the Manager who will report the status of
debriefs to the DFLCS. The Manager will also notify Human Resources.

Bomb Threat
If a staff member receives a call or message from someone claiming that a bomb
has been placed in the Family Law Centre, the staff member will inform the
DME, who will immediately:

e notify the police and Sheriff Services;

e evacuate staff using the fire drill procedure;

e notify building management and ask them to alert other tenants and/or

Court staff; and
e keep staff out of the building until police advise otherwise.

Staff member(s) and the DME will provide police with any information in
MEP’s possession which may assist police in their investigation.

The DME will prepare a CIR.

Threat to a third party

If a staff member receives information that someone is threatening a third party,
the staff member will immediately inform the DME (or if the DME is not
available, the Manager will be informed). The DME will then notify the party
who was subject to the threat so that they can take the necessary steps and
precautions (e.g. contact the police, etc.).

At the request of the party who was the subject of the threat, the DME or staff
person may provide written information relating to the threat to both the party
subject to the threat and to police.

The DME will advise staff of the action to be taken, if any, in relation to the party
making the threat.
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52. If a person should be removed from the Family Law Centre or a staff person’s
office, staff will immediately contact Sheriff Services, and Sheriff Services will
determine whether or not the police will be notified.

53. The DME will conduct a debrief with staff regarding the incident.
Debriefing

54. As soon as possible after any critical incident occurs, the DME will facilitate a
debriefing session with affected staff, unless the police advise otherwise.

55. At the debriefing, the DME will ensure that, to the extent possible, staff receive
accurate, consistent, balanced information regarding the incident, as well as an
opportunity to ask questions about the incident, the action(s) taken, and the degree
of risk, if any.

56. The DME will assist affected staff to put the incident and their involvement into
perspective. The DME shall provide staff with information to access the
Employee Assistance Program (EAP).

57. A copy of the debriefing report will be sent to the affected staff member(s) to be
placed in their employee file(s).

Critical Incident Reporting

58. Critical incidents must be documented and reported to ensure proper
responsiveness.

59. After a critical incident is diffused and all parties involved are safe and secure, a
Critical Incident Report (CIR) (Form 302 — Critical Incident Report Form) will
be prepared by the involved staff person(s), with the assistance of the DME as
necessary.

60. All CIR Forms are to be completed within one (1) business day of the occurrence
because it is important that reporting is done in a timely manner to ensure that
incidents are documented accurately.

61. A CIR Form must include the date and time of the incident and any other
pertinent information.
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62. The staff member who writes the report shall forward it to the DME and the
Manager, marking the report "private and confidential”. The Manager will
forward the Report to the DFLCS.

63. As the report may be forwarded to the Family Law Centre’s Occupational Health
and Safety Committee, identifying information must not be included in the report.

64. If a critical incident is of a nature where the police have been involved, the public
may be impacted, or if it has resulted in media involvement, the DFLCS and
Sheriff Services are to be notified immediately with the CIR Form to be prepared
following notification.

FORMS
65. Critical Incident Report Form (Form 301)

AUTHORITIES AND REFERENCES

66. Civil Service Act Regulations, RSPEI 1988

67. Interjurisdictional Support Orders Act, RSPEI 1988, Cap. 1-4.2
68. IT Security and Computer Use Policy

69. Occupational Health and Safety Act, RSPEI, Cap. 0-1.101

36



‘gmm

Edwar
Province of Prince Edward Island M
Department of Justice and Public Safety CANADA
Maintenance Enforcement Program Policy and Procedures
Policy Title Policy Number Effective Date Page
Payment Processing 302 01-July-2018 1of2

302. PAYMENT PROCESSING
POLICY OBJECTIVE

1. MEP collects support payments required under an Order and disburses them to the
Recipient. Proper handling of funds associated with MEP is imperative to public
confidence in the administration of MEP.

2. MEP works to ensure accuracy and confidence by adhering to generally accepted
accounting principles and best practice guidelines set out by the Department of
Finance and Divisional policies and handbooks relating to accounting and trust
accounting practices.

3. By adhering to best practice timelines and procedures as set out in this Manual
and governmental resources, MEP ensures the efficient disbursement of support
to Islanders.

4. This Policy explains the process by which MEP undertakes payment processing
and accounting practices, and how users can pay and receive support payments.

PROVISIONS
Method of Payment into MEP

5. All payment processing is completed through an automated system known as
MEPS. MEP receives payments from various payment sources such as walk-in
users, mail, reciprocating jurisdictions, and garnishees of income sources (e.g.
employers and provincial and federal governments).

6. MEP users are able to make payments using the following methods:
a. Online banking,
b. Direct payment to MEP (cash, debit, money orders, cheques), and
c. Pre-authorized banking agreements or Payment Orders (e.g. payroll
deductions).

7. There is a 15-day hold on all cheques.
8. An EO may use their discretion to accept payment in a form not outlined in this

Policy. If an EO exercises discretion to accept payment in a form outside this
Policy, the EO will indicate the reason for doing so in MEPS.
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Direct Debit Machine Payments

9. Users may make payments using a debit terminal at the Family Law
Centre in Charlottetown and at the Summerside Law Courts.

10. Debit transactions must be completed upon the arrival of the user, subject to
operational demands. A copy of the transaction receipt from in-person debit
transaction will be provided to the user.

Online Payments

11. Tt is the Payor’s responsibility to set up online banking if they wish to pay support
via MEP using online banking services.

Payee Registration Form
12. All payments are processed at MEP and then sent to the Office of the Comptroller

for disbursement to the Recipient via direct deposit. Recipients must complete
FORM 302 — Payee Registration Form.

13. There are two different facets to the Payee Registration Form:

a. the Recipient can be signed up for direct deposit (Payor makes the
payments to MEP which are then automatically deposited into the
Recipient’s account).

b. both parties sign up for direct debit and direct deposit. This is the fastest
method of payment, as funds transfer from the Payor’s account to the
Recipient’s account on the same day.

14. For Recipients not set up for direct deposit, cheques are issued on Wednesdays.
Consumer Price Index Adjustment (CPI)

15. Pre-May 1997, support Orders required that a yearly payment adjustment be done
in accordance to Consumer Price Index Adjustment (CPI) as reported by Statistics
Canada. MEP calculates the adjustment using CPI figures, and within two
business days after the calculations are complete, MEP will send a letter
will to the parties advising of the adjusted payment amount.

FORMS
16. Payee Registration Form (FORM 302)
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303. COMMUNITY AGENCIES

POLICY OBJECTIVE

1. MEP’s mandate is to register, monitor, and enforce support payments in
accordance with Orders, as per the Act. MEP staff are responsible to follow
MEP’s mandate.

2. MEP staff cannot directly offer to assist or intervene to help MEP users who may
have other challenges in their lives (e.g. unemployment, parenting time disputes,
mental health or addiction issues, etc.), which may affect the payment of support.

3. Users involved in MEP are often involved in ongoing family law issues that may
benefit from legal interpretation or assistance. MEP staff are unable to provide
legal advice.

4. To ensure users are aware of and better able to access community services and
resources to address issues that impact the payment of support, MEP staff may
provide users with information about community services or other available
resources.

5. This Policy outlines the process by which a MEP staff member may provide
information to a user about an outside agency that may be able to assist the user
with issues outside of MEP’s scope.

PROVISIONS

6. When appropriate, MEP staff will make users aware of services available to
them in the community. For example, MEP staff may provide users with
website links, phone numbers, contact names, and/or brochures for services.

7. MEP users have the responsibility of following up with any agency and taking
any appropriate action. MEP staff are not responsible for the quality of any
service provided by an agency that MEP provided information about. If MEP
provides information about a particular agency to a user, this is not an
indication of support for one party’s position.

8. When an EO provides information to a user about an outside agency, the EO will

place notes in the Contact Log on MEPS, indicating the service the user was
provided information about and the reason this information was provided.
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401. COMMUNICATIONS - GENERAL
POLICY OBJECTIVE

1. Communication with MEP users, RJs, other government departments and offices,
non-government service providers, employers, the general public, and the media
is a significant component of MEP’s operations.

2. Timely and professional communication with users and the public is imperative to
maintaining and building confidence in the administration of MEP. Issues can
often be prevented or quickly resolved through adequate, respectful, and timely
communication.

3. ltisalso important to balance the need for communication with the ultimate
priority of MEP staff to engage in enforcement activities to ensure the effective
collection and disbursement of support to Island families.

4. Inquiries from MEP users for information that is already accessible to them
through electronic resources divert staff time and resources away from
enforcement activities.

5. This policy will guide staff in managing and responding to telephone calls,
voicemail, and email correspondence and set out best-practice standards to ensure
timely and effective communication.

6. Further, this policy will set out the expectations and standards of MEP for
communications with the public.

PROVISIONS
Confidentiality

7. Before staff respond to inquiries about a specific case, they must verify that the
individual is a party to the Order enrolled with MEP. If the MEP staff is unable to
independently verify the person’s identity as a MEP user, the person inquiring
must provide the staff person with the proper case number and personal
identification number (PIN) prior to MEP releasing any information.

8. Staff will ensure, when discussing a case with anyone not directly involved with

MEP such as advocacy groups, court officers, that the confidentiality of all
information is respected.
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9. For more information, see Policy 402 - Disclosure of Information to MEP

Users, and Policy 403 - Disclosure of Information to Third Parties.

Communication Responsibilities of MEP Staff

10. It is not MEP staff’s responsibility to obtain copies of Orders for users or to
provide copies of user income information. Users may be instructed to contact the
Canada Revenue Agency or the Court should they require copies of their financial
information or Orders for purposes unrelated to MEP.

11. All MEP staff will answer incoming calls to their office phones, respond to
inquiries, take information, and resolve problems. Whenever possible, telephone
calls are to be dealt with by the staff member who receives them or by the EO
assigned to the file if the request is file-specific.

12. MEP users should be aware of services available to them that do not necessarily
require speaking with an EO, such as the MEP online service. Users should be
encouraged to use these services wherever possible.

Mutual Respect Policy

13. MEP engages in a policy of Mutual Respect.

14. MEP staff and MEP users are expected to:
a. Treat one another with dignity and respect at all times, regardless of their
ethnicity, sex, sexual orientation, age, family status or disability;
b. Demonstrate courtesy, integrity, respect, and consideration of others;
c. Respect the needs of others to work in a positive environment; and
d. Respect Family Law Centre property and the property of others.

15. The following are unacceptable behaviors at MEP:
a. Physical aggression of any kind (e.g. pushing, spitting, etc.);
b. Intimidation, including verbal or physical threats;
c. Discrimination, including treating any individual or group in an unfair way,
with reference to items in Paragraph 14(a);
d. Harassment (verbal, non-verbal, cyber, or otherwise), that demeans,
humiliates or embarrasses another person such that a reasonable person
should know the conduct is inappropriate in a professional setting;
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16. This policy reflects the need for mutual respect, courteous communication, and a
professional working environment. If voices are raised or profanity is used, staff

will end the conversation.

17. In the event staff deals with abusive behavior, they will document the behavior
(including verbatim documenting of language) in the MEPS Contact Log.

18. In the event that a user demonstrates a pattern of disregarding this Mutual Respect
Policy, MEP reserves the right to deny service to that user and to require that all
further communication be in writing. Further, MEP reserves the right to take
whatever steps are necessary to protect the safety and well-being of staff and

users at the Family Law Centre.

Efficiency in Communications

19. EOs need to spend as much time as possible enforcing files. Much of the inquiries
MEP receives is for information already available to users via electronic resources

such as the MEP Online Service.

20. MEP provides users with information about MEP’s online service in a “Welcome
Package” when they register with MEP.

21. If users contact EOs with inquiries that can be answered using MEP’s online
service, EOs will refer that user to those resources for assistance.

22. With DME approval, MEP staff may decline to take phone inquiries from users
that repeatedly ask for information that is available through an electronic service.
If a user has been limited to written communication on that basis, they will be
advised, in writing, that MEP staff will not respond to inquiries for information

that is already accessible to them.

23. Non-urgent communications from users are to be responded to within four
business days. MEP staff will forward communications that impact another
government office to the appropriate office within two business days of MEP’s

receipt.

MEPS Contact Log

24. MEP staff deal with high-volume caseloads and have multiple daily interactions
with users. To assist in responsiveness to concerns and to ensure MEP staff are
best positioned to respond to and recollect interactions, contact relating to MEP

files or inquiries about MEP will be documented in the MEPS Contact Log.
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25. MEP staff should document contact in MEPS immediately. If operational
demands prevent immediate documentation, staff should document the contact on
paper then enter the contact into MEPS no later than one business day after the

contact, to ensure accuracy.

26. When documenting contact in the MEPS Contact Log, MEP staff will state in the
subject line the medium of contact (i.e. phone, email, or in-person) and the
purpose of the contact (e.g. “Email / Recipient has new mailing address”).

Telephone Calls

Initial Telephone Contact with MEP
27. When the Intake Officer receives a telephone call, they will first determine if the
caller is a registered MEP user. If the caller is a registered MEP user, the Intake
Officer will determine the nature of the call and encourage the user to use the
MEP Online Service, wherever possible.

28. If the Intake Officer is unable to answer the initial inquiry, or if the information
needed is not available on Online Service, the Intake Officer will transfer the
caller to the EO assigned to the user’s file.

29. The Intake Officer will document all incoming calls in MEPS. This log must
include: the caller’s name, the date, and how the call was answered or directed. If
the caller is a registered MEP user, this information will be recorded in the MEPS

Contact Log. If the caller is not registered with MEP, the Intake Officer will

record this information on a “cold call” database.

Payment Inquiry

30. If the Intake Officer receives payment inquiries from users and the information
requested is available on the MEP Online Service, the Intake Officer will ask the
user to retrieve their PIN and use either resource to obtain the payment history on

their file.

31. If the information the user is requesting is not available on the MEP Online
Service, the intake worker will refer the user to the appropriate EO.

32. If the user is inquiring generally about what enforcement actions are available, the
intake worker can refer them to Policy 701 - Enforcement Activities.
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MEP Users Without PIN and Case Numbers

33. If a Payor or Recipient calls and states they do not know their case number and
PIN, MEP staff will require the individual to attend the MEP Office (or the Court
in their jurisdiction) with photo identification to verify their identity to retrieve
their PIN and case number, to protect the confidentiality of information. Or MEP
may resend a user’s PIN and Case Number to the mailing address on file for the

user.

Third Parties

34. Staff will not discuss details of a MEP file with anyone who is not a party to the
case, including the spouse of a party, unless that person is specifically authorized
in writing by the Payor or Recipient (FORM 401 — Third Party Authorization
Form), or as otherwise allowed by this policy. Any such written authorization

will be placed in the user’s file.

35. Without specific written authorization from the user via FORM 401 — Third
Party Authorization Form, MEP staff will neither confirm nor deny to a third
party that a Recipient or Payor is registered with MEP.

36. It is never appropriate to attempt to resolve complex issues or make decisions on a
file with anyone other than the Payor or Recipient (or their lawful agent).

Lawyer

37. The lawyer for the Payor or Recipient has the same right to in