
2019 ANNUAL REPORT HIGHLIGHTS



We Know 
BC Best.

We’re the only health benefits provider in Canada that’s based in BC, serving the people of 
BC—and we’ve been doing it for almost 80 years.

This history gives us deep and abiding expertise in the BC health care sector. Our strong 
connections with government, provincial health organizations, and provider associations let 
us align our products and services towards helping British Columbians better manage their 
health and wellbeing needs. And helps us live by our mission. 

We want to thank our members and plan sponsors, trusted advisors and network of health 
care providers, and our immensely talented and passionate employees for helping us achieve 
significant outcomes in 2019. We truly appreciate your support.



OUR MISSION: TO IMPROVE HEALTH AND 
WELLBEING FOR BRITISH COLUMBIANS.

BUSINESS SNAPSHOT
1,603,021 members—a +10.7% increase from 2018
41% male, 59% female
26% family, 30% couple, 44% single
Percentage of BC’s population covered: 31.6%

2019 RESULTS
$1.517 billion in total consolidated revenue
Total claims: 24.88 million (+5.7% increase from 2018)
Claims paid: $1.4 billion
47%: Individual Product sales done through digital channels (+4% from 2018)  
98%: Retention rate on Group Business (indicates client satisfaction with our services)



Giving Back 
As a Health Benefits Society, we have stakeholders, not shareholders. It’s an 
important distinction for us, because we earmark our profits for reinvestment in 
areas that do “more good” for our members where they live and work—and support 
employee volunteerism and fundraising. Enabling better access to care, improved 
health outcomes, and stronger communities is what living our mission looks like. 

WE SPONSORED A BCWHF1 STUDY THAT REVEALED 1 IN 3 WOMEN  
IN BC SAY THEIR HEALTH CARE NEEDS ARE NOT BEING MET



PACIFIC BLUE CROSS HEALTH FOUNDATION 
Helping those coping with chronic disease and mental illness across BC.

$412,850 in total grants and scholarships awarded
30%: Percentage of applications funded 

Supported organizations include: Victoria Native Friendship Centre, Western Institute  
for Deaf & Hard of Hearing, SafeCareBC, Thompson Caribou United Way

$325,000: Total support given to various not-for-profit and community-based 
organizations across BC including Vancouver Sun Run, Dress for Success,  
YWCA Women of Distinction Awards, BC Health Care Awards 

184 Health Cash ($13,586) awarded through our Health Challenge and other initiatives

20: Number of local and provincial organizations supported by staff through volunteering 
and fundraising

CORPORATE SPONSORSHIPS AND STAFF INITIATIVES 

1 B.C. Women’s Hospital & Health Centre *Source: Fraser Group Universe Report, 2018



Our People:  
Experts in Health Care 

Our BC-based operation is truly that—all services are provided from our engaged 
and committed workforce in our Burnaby office. Many of our employees have made a 
career with Pacific Blue Cross, and we’re committed to creating a culture that ensures 
they have the skills and tools they need to succeed, encourages career development, 
and values diversity in people and backgrounds.

TWO OF OUR EXECUTIVE LEADERS WERE RECOGNIZED IN 2019
BARRY RIVELIS: CHIEF INFORMATION OFFICER OF THE YEAR, BUSINESS IN VANCOUVER
LEZA MUIR: BUSINESSPERSON OF THE YEAR, BURNABY BOARD OF TRADE



Percentage of women in leadership1: Board 31% Senior Executive 33%  
Average employee tenure: 10 years 
Positions filled as internal promotions: 15.7%
Percentage of CUPE employees: 76%

TRAINING AND DEVELOPMENT
100%: Staff trained on new compliance, fraud, and information security

73%: Staff trained on new First Nations cultural awareness, inherent bias,  
and diversity and inclusion that were launched in the fall of 2019 

Staff completing San’yas Indigenous Cultural Safety training: 303 

Total training hours: 34,787 equating to 6.6 days of training per employee

1 Source: Minerva Foundation



BRAND POSITION IN BC1

#1  INDIVIDUAL PRODUCT—HEALTH AND DENTAL
#1  GROUP BENEFITS—HEALTH AND DENTAL
#3  INDIVIDUAL PRODUCTS—TRAVEL 

Member Experience 
 
Successful organizations are orienting their strategies and products around creating 
value for their customers. We’re no different. Convenience, consistency, and simplicity 
are redefining the way we deliver service to our members; meeting their expectations is 
at the core of our Member First strategy. The continued growth of our digital channels 
to access benefit coverages, make claims, and buy personal health, critical illness, and 
travel coverage demonstrates we’re on the right track.
 



79% OF OUR MEMBERS  
ARE SATISFIED WITH  
OUR SERVICES2 
81% OF MEMBERS IDENTIFY 
THEMSELVES AS ADVOCATES 
OR RECOMMENDERS OF 
PACIFIC BLUE CROSS

DIGITAL UTILIZATION — MEMBERS
88%: Total claims submitted electronically (21.87 million)
+1.7%: Increase in e-claims from 2018
+36%: Increase in mobile app downloads 
Mobile app digital interactions in 2019: 1.4 million  
• 2019: +43% year-over-year increase
• 2018: +34% year-over-year increase

DIGITAL UTILIZATION — PROVIDERS
We added more providers, services, and products to our direct bill, provider integration, and 
e-claim capabilities, reducing the need for members to submit a claim—and ensuring they 
are out-of-pocket as infrequently as possible.

Paramedical providers registered on PROVIDERnet for direct bill and e-claim: 10,830 
• +16.5%: Increase in PROVIDERnet registrations from 2018
• +9%: Growth in PROVIDERnet utilization
Dental and pharmacy providers registered for PROVIDERnet: 5,614  (+2.4% from 2018)
93.2%: Claims submitted by providers electronically (+9.3% increase from 2018)
–6.8%: Decrease of member-submitted claims due to provider direct bill and e-claim

PERSONALIZED SERVICE
While preference is moving to digital, we are committed to service the old-fashioned way.
Total calls received: 712,254
Total emails: 58,290
Number of walk-in clients: 15,434

1 Source: Fraser Group Universe Report, 2018   2 Based on 103,000 customer surveys sent and a 9.2% response rate.



Health and Wellbeing 
 
This is our mission—it’s at the heart of everything we do. We encourage British 
Columbians to take a more active role in their own health. We’ve shifted from “disability 
management” to a Work & Wellness approach that supports members in all stages 
of their health journey. New products and service enhancements seek to improve 
health outcomes by addressing health care access issues, and if we can help BC-based 
technology companies get a leg up at the same time, we’re all in.
 

WE’RE PROUD TO SUPPORT MEDIMAP AND POCKETPILLS, WHICH 
WERE DEVELOPED BY BC-BASED TECHNOLOGY ENTREPRENEURS



PROMOTING “HEALTHY” EVERY DAY
Health Challenge participants making healthy goals in 2019: 18,481 
Increase from 2018: +15%
Votes cast in support of goals by family and friends: 260,000

EARLY INTERVENTION FOR AT-RISK AT WORK
47: Onsite health and wellness and flu clinics for clients
2,418: Members receiving onsite preventative services from us or our PPN1 partners
547: Publicly funded vaccines administered
111: Number of 10-year heart health/diabetes/biometric screenings administered

DISABILITY SUPPORT WHILE OFF-WORK AND SUCCESSFUL RETURN TO WORK
• New case management focuses on continuity of care, shared return-to-work  
 plans, and the most comprehensive communications we’ve seen in the market.
• More in-house rehabilitation specialists leverage our local BC expertise.
• Behavioural tools, virtual care, and care navigation added through EQ Care.

VIRTUAL CARE: FREE ACCESS TO HEALTH SERVICES FROM THE PBC APP
• Medimap: Connects member to closest walk-in clinics, provides current wait times  
 and some remote check-in abilities.
• PocketPills Pharmacy: Members can speak with a pharmacist directly through the  
 mobile app.
• Members can access a physician or health care specialist via Babylon by TELUS Health.

NEW PRODUCTS MEET THE NEEDS OF BRITISH COLUMBIANS
• We launched “Kids go Free” insurance, covering kids of ALL families for free when plan  
 members buy travel medical insurance—the first of its kind in BC. 
• New Critical Illness Insurance provides financial support to members  
 experiencing a major illness or injury.
 
1 Preferred Pharmacy Network



Stewardship  
and Sustainability 
 
We are strong, active stewards of the benefits and plans we administer, pursuing 
opportunities to manage costs and ensure plan sustainability on behalf of our clients 
and members.  Our unique approach to containing drug costs demonstrated significant 
savings in 2019, while the ubiquitous use of e-claims necessitated a shift in our 
approach to minimizing insurance fraud and benefits abuse. 
 

SPECIALTY DRUGS AS A PROPORTION OF OUR TOTAL DRUG PLAN 
COST HAS BEEN STABLE AT 10% SINCE 2017 VS. ALL PRIVATE DRUG 
PLANS, WHICH GREW FROM 27% TO 30% IN THE SAME PERIOD1



DRUG MANAGEMENT BY THE NUMBERS
14: Government agencies we integrate with as part of our Last Payor commitment2 
$8 million+: Savings on our book of business due to Last Payor commitment2

Costs avoided by aligning with BC PharmaCare’s Biosimilars Initiative3: up to $22 million
1,731: Plan members notified about the biosimilars transition

Increase in managed formulary uptake: From 63.1% in 2018 to 71.9% in 2019
Direct plan savings due to Pharmacy Agreement4: $1,676,869 (+11% increase from 2018)
Member out-of-pocket savings due to Pharmacy Agreement: $7,063,729 
$1.2 million: Savings due to changes in appropriate use of diabetes test strips 

BC pharmacies in our Preferred Pharmacy Network5: 232

LEADING-EDGE DATA ANALYTICS PROTECTS AGAINST FRAUD AND  
INSURANCE ABUSE
Heavy investments in advanced analytics, artificial intelligence (AI), and machine learning 
bolstered our ability to address fraud and insurance abuse. This allows us to quickly 
identify irregular billing patterns and claiming anomalies based on fraud use-case 
scenarios that are customized for our BC experience.

Total number of audits/investigations completed: 1,500+
Several years of claims data is run through our AI tool every quarter
Tips received through our whistleblower hotline: 64

$3 MILLION: TOTAL RECOVERIES DUE  
TO FRAUD AND INSURANCE ABUSE

1 Source: IQVIA  2 Pacific Blue Cross ensures private plans are always last payor by coordinating with 12 provincial and federal programs and agencies including BC Renal, BC Cancer, 
BC Centre for Excellence in HIV/AIDS, Provincial Retinal Diseases Treatment Program, BC Transplant, and Canadian Blood Services. Savings do not include members that are directed 
to the correct program or agency before submitting a prior authorization.  3 We aligned our formulary in full support of the BC Ministry of Health. Patients prescribed three brand 
name biologic drugs used to treat diabetes, arthritis, and certain types of skin conditions were transitioned to their biosimilar drug.  4 We negotiate lower drug costs with our 
pharmacy providers through a Pharmacy Agreement. 5 Helps plan members save drug mark-up and dispensing fees.



Innovation 
 
Pacific Blue Cross provides health and insurance coverage for almost one third of  
the BC population—across all sectors and regions of the province and cultures and 
socio-economic groups—giving us a wealth of knowledge about health care trends, 
how our members are interacting with us, and where we can provide value-added 
service. Our BC expertise is a huge differentiator for us. We’ve put infrastructure in  
place that aggregates this information, and made huge investments in automation, 
systems transformation, and financial management.
 

88% OF ALL CLAIMS
ARE SUBMITTED DIGITALLY



UNIQUE PARTNERSHIPS 

First Nations Health Authority: We’re honoured to partner with FNHA on their new health 
benefits plan, which is helping them transform health care for BC First Nations communities.

Independent Contractors and Businesses Association: A local multi-employer pool  
of 180 small-to-mid-sized groups that support the health care needs of ICBA members.

Vancity: A new hybrid policy for regional and national administration of benefits that allows 
employees to receive the best service experience based on where they live.

D.A. Townley continues its shift to automation: By streamlining operational processes and 
digitizing claims processing, eligibility, and pension administration in 2019, they’re ready to 
implement a new system and technical infrastructure in 2020.

AGILE AND ADAPTIVE PROJECT MANAGEMENT THROUGH SAFe (ENTERPRISE SCALED 
AGILE FRAMEWORK)
Number of projects in 2019 portfolio: 72 (fully completed: 50%)
Value of projects: $18.7 million
91%: In-flight projects on track in 2019 (improved 3% from 2018)
150: Staff trained on SAFe

PROJECT HIGHLIGHTS
• Blue Cross Life: New partnership will help to grow our Life and Living Benefits business.
• FINEOS: New Work & Wellness claims management system improves member and 

client experience.
• Blue Automate: Digitizing enrollment improves onboarding of new groups.
• Data Lake: Enhancements to collection and analysis supports rating and plan design 

profiling, forecasting pooled claims, and better segmentation.
• Automation: Optical character recognition and robotic process automation applied  

to nine processes improved service while creating 3,820 hours (and growing) of staff capacity.
• Workday: Finance and Human Resources systems transformation to reduce administration 

costs and provide better data for plan design/renewal decisions and innovative product and 
service offerings.



Good Governance 
Our Member First strategy is our True North because it takes us to where we aspire to be: 
• a trusted partner in care and provider of health benefits solutions aligned to  
 the needs and values of a growing number of British Columbians;  
• a key influencer in health and wellness across the province that puts our  
 members at the centre of a health ecosystem; 
• a socially active organization that makes significant contributions to the  
 wellbeing of our communities and;
• an employer-of-choice for people dedicated to our mission.

NEW BYLAWS PASSED IN 2019
Pacific Blue Cross is a non-profit Health Benefits Society. That means we are governed by 
our members. Proposed revisions to the Society’s bylaws were passed unanimously by 
members at a Special General Meeting held in December. The approved bylaws strengthen 
our ability to serve members better—including a new electronic voting mechanism, which 
will be launched in 2020.



Financials 
 

SUMMARY CONSOLIDATED BALANCE SHEET 

$’000’s 2019 2018
ASSETS  
Investments and cash            449,553             405,973 
Receivables               46,046                61,784 
Amounts due from reinsurers            108,949             100,111 
Premises, equipment and software            103,069                68,756 
Other assets                 6,020                  5,014 
Total Assets            713,637             641,638 
  
LIABILITIES AND EQUITY  
Insurance liabilities            207,567             191,229 
Trade and other payables            215,057             220,213 
Lease liabilities               42,026                      868 
Other liabilities               33,863                24,872 
Total equity            215,124             204,456 
Total liabilities and equity            713,637             641,638 
  
SUMMARY CONSOLIDATED STATEMENT OF OPERATIONS  
& OTHER COMPREHENSIVE INCOME

$’000’s 2019 2018
Total billings processed         1,507,667          1,394,602 
Total revenue            450,486             382,209 
Total claims            288,047             260,371 
Commissions and premium taxes               16,755                15,613 
Administration expenses            135,797             120,600 
              440,599             396,584 
  
Earnings from operations                 9,887             (14,375)
Provisions for income taxes                     818                      134 
Other comprehensive income / (loss)                     (37)                 4,813 
                 10,668                (9,428)

For more detailed financials, please go to pac.bluecross.ca/pdf-bin/700/2019ar_complete.pdf



® * Pacific Blue Cross is a registered trade-mark of the Canadian Association of Blue Cross Plans (CABCP) and registered trade-name of PBC Health Benefits Society (PBC), an independent  
licensee of CABCP. Life, Disability, Accidental Death & Dismemberment and Critical Illness insurance is underwritten by Blue Cross Life Insurance Company of Canada. †Blue Shield is a  
registered trade-mark of Blue Cross Blue Shield Association. All rights reserved.                                   0351.014   06/20   CUPE 1816

pac.bluecross.ca




