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Message from the Chair
Pacific Blue Cross is a not-for-profit health benefits society dedicated to 
providing health, dental, life, disability and travel coverage for 1.4 million 
British Columbians. That’s 1 in 3 British Columbians who rely on us for their 
health benefits. We take very seriously the responsibility of translating 
our mission and values into practices that shape Pacific Blue Cross as a 
‘Member First’ organization.

The organization is governed by an elected Board of Directors 
whose primary responsibility is to foster the long-term success 
of Pacific Blue Cross, while ensuring we fulfill our responsibilities 
to our Members. My name is Richard Taylor, and I am pleased to 
have been elected to the role of Chair of the Pacific Blue Cross 
Board of Directors for the third time. Having served as a Director 
since 1991, I am pleased to welcome three new Directors who were 
elected by voters at our July 24, 2018, Annual General Meeting.

• Trevor Davies

• Marty Gibbons

• Joey Hartman

With the election came the departure of three Board Members, 
Colleen Jordan, John Fitzpatrick, and Bob Wallis. Each of these Directors 
has contributed years of dedication and service to Pacific Blue Cross, and for 
that we thank them.

Delivering on our mission to improve health and wellbeing for British 
Columbians is embedded in every one of our business practices and can 
also clearly be seen through the work of the Pacific Blue Cross Foundation. 
On behalf of Jim Iker, Chair of the Foundation, I am proud to share that in 
2018 the Foundation donated $100,000 to programs focused on preventing 
or alleviating chronic disease, and $167,185 was provided to organizations 
committed to mental health initiatives. The Foundation also provided $9,400 in 
post-secondary scholarships to support the next generation of change makers 
in health and wellness. At Pacific Blue Cross, we have a passion for making 
real change in the health of our Province, and I believe 2019 will be a very 
exciting and rewarding year for the organization. On behalf of the Board of 
Directors, I want to thank our Members, Plan Sponsors, and employees 
for being with us on the journey to make British Columbia healthier.

 
Richard Taylor, ICD.D, Board Chair
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Message from the President and CEO
‘Member First’ is not just a slogan, it is the lens we use to guide our business 
and inform the decisions we make. It means treating our Members how we 
would want to be treated with healthy service, healthy coverage and healthy 
savings. 2018 marks the second year of our five-year strategy to foster 
a strong ‘Member First’ culture at Pacific Blue Cross with a focus on 
accountability, innovation and strength as BC’s #1 benefits provider.

In October 2018, we launched a brand-new website that features a 
personalized experience for Members, Providers, and Administrators. 
With new robust self-serve options, our website is the #1 channel of 
choice for making claims and learning about the healthy coverage 
and healthy savings that come with being a Member. We also had 
a record 40% increase in downloads of our Mobile App, which is 
so easy to use you could submit a claim in less time than it takes to 
read this page.

We also made technological improvements behind the scenes as 
strategic automation simplified and streamlined the onboarding of 
groups and improved the overall claiming experience. In addition to 
our strides in the digital space, we recognize the need for personal 
contact with our Members. We continue to grow our customer service 
team while working to improve the claims process and expand our 
network of health care Providers so claims can be paid directly at the 
point of care. I am proud to say that our high customer experience scores 
in 2018 reflect the prompt and effective service that our Members deserve.

At Pacific Blue Cross, we know that improved service and increased savings 
can go hand in hand, especially when it comes to rising healthcare costs. 
With that in mind, we remain focused on the continued development and 
growth of our Preferred Pharmacy Network (PPN), so Members can save on 
out of pocket costs while helping benefits plans remain sustainable.

As a not-for-profit, we are for the care of our Members, their families, and for 
the care of the community. Guided by our mission, we focused on improving 
the health of the entire province though our annual health challenge. This 
year, over 160,000 British Columbians pledged to meet their health goal of 
quitting smoking, eating well, or exercising. To help inspire our community to 
get out and be active, we were the returning sponsor for the Vancouver Sun Run 
volunteers — providing water, directions, and cheers for over 45,000 runners. 
We also cheer on another very special group through the Children’s Wish 
Foundation of Canada, as we continue to provide travel insurance to children 
who are diagnosed with a life-threatening illness.
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We’re always adding new offerings to better serve our Members, and 2018 was no different. The nature of 
work has changed, so we partnered with Vancity to create and launch a health benefits plan to cater to the 
new part-time economy made up of millennials and a growing number of retiree-aged workers who have 
turned to freelance work to supplement their retirement income. We also developed and launched Trip 
Protection to defend our Members from the unexpected when travelling and Critical Illness Insurance to 
provide financial support when it’s needed most.

2018 holds a particularity special milestone for me, as I was officially appointed as President and Chief 
Executive Officer. With over 30 years at Pacific Blue Cross, and 14 years as the Chief Financial Officer, 
I couldn’t be happier to lead this organization and continue my journey with all of you.

This year, the Pacific Blue Cross family also lost a respected member. It is with sadness we reflect on the 
passing of former President and CEO Ken Martin after a courageous battle with cancer.

On behalf of the 700 local health experts on the corner of Canada Way and Gilmore right here in Burnaby, 
we thank you for trusting us with your health and wellbeing.

Healthy wishes,

 
John Crawford, President and Chief Executive Officer

A Note of Remembrance
For a decade, Ken Martin was at the helm of Pacific Blue Cross.  
He was a visionary whose ingenuity and dedication will forever hold 
a place in the heart of this organization.

Ken began at Pacific Blue Cross as President and CEO in January 
2003. From his early days, it was clear that Ken would lead 
with integrity in his efforts to foster technological innovation 
and position the company for growth in an increasingly 
competitive industry. Ken’s years of strategic leadership left 
ripples that are still seen today.



Healthy Service
From our Mobile App to a brand new personalized website experience, we’re serious about expanding 
our digital offerings while still maintaining the personal, BC based customer service our Members value.

Mobile App
• The free Pacific Blue Cross Mobile App puts benefits at your 

fingertips. Sign-in using fingerprint touch ID, submit claims with 
a photo of your receipt and buy additional coverage easily.

New Website
• In 2018 we said goodbye to CARESnet, and hello to Member 

Profile — a personalized one-stop-shop for everything coverage 
related — from filing claims, to adding additional coverage and 
proactive health solutions for you and your family.
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NUMBER OF USER INTERACTIONS 

ON THE APP EACH MONTH 3 MILLION

OF CLAIMS WERE 
PAID ONLINE IN 201880% 20.5 

MILLION
NUMBER OF 
ELECTRONIC 
CLAIMSAVERAGE CALLS PER DAY ANSWERED 

BY OUR LOCAL HEALTH EXPERTS2,200

From banking to shopping, our lives are moving 
online at a rapid pace. As a Member first organization, 
we pride ourselves on keeping up with the needs of 
the 1 in 3 British Columbians who rely on us for easy 
access to the benefits that help keep them healthy.”

Leza Muir, Sr. Vice-President & Chief Operating Officer



Healthy Coverage
We recognize the need to adapt and grow to meet the demands of our Members, and 2018 was a great 
year for innovation. We welcomed the growing gig economy in British Columbia with a new product and 
partnership with Vancity, we also launched our Critical Illness and Trip Protection insurance products.

Living in BC is expensive (we know, we live here too) so we created our Critical 
Illness Insurance product to help cover life’s expenses when the unexpected 
happens with our Member’s health. When the unexpected happens with 
our Member’s travel plans, we now provide Trip Protection to provide peace 
of mind coverage for travel costs related to unexpected cancellations, 
interruptions and delays. Pacific Blue Cross is also proud to offer Vancity 
Members new, unique, ‘big company style’ health benefits where they 
have not traditionally been available, leveling the playing field for 
entrepreneurs, small businesses and independent workers, who form 
the backbone of business here in BC.
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NEARLY ONE 
IN FIVE BRITISH 
COLUMBIANS 
WORKS IN THE 
GIG ECONOMY

48%
OF BRITISH COLUMBIANS 
WHO RESPONDED TO 
A 2018 SURVEY HAVE 
NEITHER CRITICAL 
ILLNESS OR 
DISABILITY  
INSURANCE

FOR THE 2ND 
YEAR IN A ROW 
PACIFIC BLUE 
CROSS WAS 

VOTED CANADA’S 
#1 MOST TRUSTED 
BRAND OF TRAVEL 
INSURANCE

Our new products and services help to deliver on our 
mission to improve health and wellbeing for British 
Columbians. Members will find great value in these 
innovative new offerings and can experience them  
live on our brand new website.”

Heidi Worthington, Sr. Vice-President & Chief Revenue Officer, 
Pacific Blue Cross and Chief Operating Officer, BC Life



6

Healthy Savings
We are dedicated to improving the health and wellbeing of British 
Columbians. This means providing you with everything you need to receive 
the best possible care and looking out for the best ways to save you time 
and money.

With our Preferred Pharmacy Network, Pacific Blue Cross has 
partnered with leading pharmacy retailers to offer guaranteed 
low prices and low dispensing fees to our Plan Members in 
BC. Pacific Blue Cross Members also have access to exclusive 
Member discounts on Pacific Blue Cross insurance.

THE AVERAGE PHARMACY 
DISPENSING FEE IN 2018

THE AMOUNT MEMBERS SAVE  
ON OUR TRAVEL INSURANCE

PREFERRED PHARMACY NETWORK USER INTERACTIONS IN 2018

$10

10%

43,000 

Your membership with Pacific Blue Cross is 
beneficial for both your pocketbook and your 
health and wellbeing. From discounts through 
our Preferred Pharmacy Network to leveraging 
our technology to process a claim instantly in your 
health care provider’s office, we provide savings and 
convenience at  your fingertips.”

Barry Rivelis, Sr. Vice-President & Chief Strategy 
and Information Officer



Healthy Communities
Since its inception in 2011, the Pacific Blue Cross Health Foundation has:

• provided financial support for more than 150 organizations that are improving outcomes for 
British Columbians in the areas of chronic disease and mental health.

• contributed over $2.7 million to organizations in BC, supporting a wide variety of causes.

In 2018, the Pacific Blue Cross Health Foundation provided:

• $100,000 for projects focused on preventing or alleviating chronic disease.

• $167,185 for projects supporting mental health initiatives.

Mental Health
In 2018, the Pacific Blue Cross Health Foundation gave $167,185 to organizations supporting 
mental health initiatives. Some of our commitments included:

• 1st Williams Lake Junior Cadets Society 
Mental Health First Aid for Adults who work with Youth Workshop

• Pacific Assistance Dogs Society 
PTSD Program Development

• McLeese Lake Volunteer Fire Department 
Health & Wellbeing Training for Volunteer Fire Department Members
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Chronic Disease
We also gave $100,000 to programs focused on preventing or alleviating chronic disease. Some of 
our commitments included:

• MOVE Adapted Fitness & Rehabilitation Society of BC 
Supported Therapeutic Exercise Program — automated doors for the entrance of the facility for 
easier access

• Kootenay Boundary Regional Hospital & Health Foundation 
Handheld ultrasound to support Renal Patients

• BC Mobility Opportunities Society 
Purchase of new TrailRider and kayak for Adaptive Hiking and Adaptive Paddling Programs

In addition to one-time donations, the Pacific Blue Cross Health Foundation is also involved in large, 
multi-year commitments that will serve to benefit community health and wellbeing for years to come.

In 2018, our commitments included: 
 

 

 
$100,000 donation over four years toward the Royal Columbian Hospital’s new Mental Health and 
Substance Use Wellness Centre.

$150,000 donation over five years to the Wig Bank program, a BC-wide community resource for women 
who have lost their hair following cancer treatment, hosted by the Canadian Cancer Society in BC and 
Yukon. The Wig Bank has locations across the province, including those within their four lodges in 
Vancouver, Prince George, Victoria and Kelowna.

 

$100,000 donation over four years toward Peace Arch Hospital’s new mental health unit within the 
Hospice and Residential Care Facility.
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Corporate Sponsorship Program
In 2018, Pacific Blue Cross gave close to $300,000 to local not-for-profits through our corporate 
sponsorship program, including: The United Way, Children’s Wish Foundation, Dress for Success, 
and the YWCA.

Highlights in Care 2018
Blue Cross and Children’s Wish Foundation: Partnering in Wishes for Over 30 Years.

Wish Month
In partnership with the Children’s Wish Foundation of Canada, Pacific Blue 
Cross celebrated Wish Month with the 2018 iWish Campaign. Blue Cross 
chapters were invited to join in on the month-long fundraising efforts, 
which resulted in over $27,000 being raised to help grant heartfelt wishes 
for kids with life-threatening illnesses.

Year-Round Support
Blue Cross has been a proud partner with Children’s Wish Foundation for over three decades and, in that 
time, we’ve helped to make thousands of dream trips a reality by providing travel insurance for wish 
children. Providing insurance frees families from the worry of costly health setbacks, so wish children can 
experience the joy of travel — children like Richard, who will soon get to experience his dream trip to 
Disney World.

This is Richard, he is five and 
loves Elmo and Disney movies. 
He has Down Syndrome and was 
diagnosed with Leukemia at the 
age of 2, but that didn’t stop his 
smile. His family knows a trip 
to Disney World would make 
his smile shine even brighter. 
Through our partnership with 
Children’s Wish, Pacific Blue Cross 
is proud to help make Richard’s 
heartfelt wish come true.
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Pacific Blue Cross Health Challenge
To encourage British Columbians to eat healthy, exercise or quit smoking, Pacific Blue Cross once again 
hosted a New Year’s resolution contest with three grand prizes of $2,018 in Health Cash. This year, more 
than 160,000 participants entered the contest and shared their healthy resolution on social media with 
their friends and family.

Vancouver Sun Run
As part of a multi-year partnership, Pacific Blue 
Cross was proud to be the Volunteer Sponsor at the 
2018 Vancouver Sun Run. We provided T-shirts for 
volunteers and sponsored the water stations for over 
45,000 runners.

 
Reducing our Footprint
Our Green Team focuses on 
increasing employee awareness 
and personal accountability. We are 
actively reducing greenhouse gas 
emissions and diverting more and 
more waste from the landfill every 
year. How are we accomplishing 
this? We’ve reduced our amount 
of paper usage by increasing our 
digital claiming technology, we compost food waste and paper towels and we continue to search 
for ways to reduce our hydro and gas consumption by working with our supply chain to reduce 
delivery and pickup frequency and volume.

GHC Emissions per full-time-equivalent (metric tonnes)
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Living our Mission: Staff Volunteerism
From pulling a Boeing 757 aircraft in support of United Way to riding a 30-seat bicycle for the 
Heart and Stroke Foundation of Canada’s Big Bike event, Pacific Blue Cross employees work 
together to make amazing things happen.

Highlights for 2018 include:

Miracle Weekend
Pacific Blue Cross has supported the BC Children’s Hospital Miracle Weekend for 
more than 20 years. In 2018, a group of PBC staff took donations over the phone, 
helping to raise more than $21 million. This event is of special significance to 
Pacific Blue Cross as John Crawford, President & CEO, has served as Master Tally of 
the event for the past 30 years.

Big Bike
Many feet make light work! The Big Bike is an annual fundraising event where teams cycle together to 
support the Heart and Stroke Foundation of Canada. In 2018, the PBC Heart Throbs raised more than 
$5,500 to help fund life-saving research.
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Giving back is woven into the fabric of who we 
are, and that includes our employees who spend 
countless hours giving back through volunteering. 
We aim to empower our staff at every level to 
become citizen philanthropists who harness their 
professional skills for good and strengthen the 
communities they care about.”

Rob Chiarello, Sr. Vice-President People & Culture  
and Chief Privacy Officer



Responsibility for the 
Annual Report
The management of PBC Health Benefits 
Society is responsible for the integrity and 
fair presentation of the financial statements 
and other information in the Annual Report. 
The complete financial statements, prepared 
in accordance with International Financial 
Reporting Standards (IFRS), include amounts 
based on estimates and judgements. 
Financial information and operating data 
presented elsewhere in this Annual Report 
are consistent with that in the complete 
financial statements. 

The Board of Directors have reviewed and 
approved these financial statements. To 
assist the Board in meeting its responsibility, 
it has appointed an Audit Committee, 
comprised entirely of independent 
Directors. The committee meets periodically 
with management, the internal auditors and 
the independent auditors to review internal 
accounting controls, audit results and 
accounting principles and practices.

Lizanne Mailhot, BAccS, CPA, CGA
Interim Chief Financial Officer

Summary Consolidated 
Balance Sheet
ASSETS

2018
$’000

2017
$’000

Investments and cash 405,973 434,075

Receivables 61,784 46,262

Amounts due from reinsurers 100,111 105,403

Premises, equipment and software 68,756 76,797

Restricted cash – 1,260

Other assets 5,014 4,053

Total assets 641,638 667,850

LIABILITIES AND EQUITY

Insurance liabilities 191,229 189,030

Trade and other payables 220,213 188,912

Other liabilities 25,740 76,024

Total equity 204,456 213,884

Total liabilities and equity 641,638 667,850

Summary Consolidated 
Statement of Operations 
& Comprehensive Income

2018
$’000

2017
$’000

Total billings processed 1,394,602 1,361,916

Total revenue 382,209 414,309

Total claims 260,371 269,496

Commissions and premium taxes 15,613 15,194

Administration expenses 120,600 114,924

396,584 399,614

Earnings from operations (14,375) 14,695

Provision for income taxes 134 (667)

Other comprehensive income (loss) 4,813 (4,650)

Comprehensive income (loss) (9,428) 9,378

Readers are cautioned that these summary consolidated financial statements do not include all disclosures required for complete and fair presentation. 
Members may obtain complete PBC Health Benefits Society Consolidated Financial Statements at pac.bluecross.ca or by calling 604 419-2000. 

Only Pacific Blue Cross can change the information in this document. Any other modification is strictly prohibited. 12



Pacific Blue Cross Board of Directors
Board Chair 
— Mr. Richard Taylor
Board Vice Chair
— Dr. Mark Schonfeld
Mr. Trevor Davies
Mr. Brendan Dick
Mr. Aaron Ekman
Mr. Joe Elworthy
Ms. Alicia Gallo
Mr. Marty Gibbons
Ms. Joey Hartman
Mr. Jim Iker
Dr. Sandra Jenneson
Ms. Mary LaPlante
Dr. Malcolm Williamson
Dr. Stéphane Voyer

Audit Committee
Mr. Brendan Dick, Chair
Mr. Joe Elworthy
Mr. Marty Gibbons
Mr. Jim Iker
Ms. Mary LaPlante
Dr. Stéphane Voyer

Investment & 
Loan Committee
Mr. Trevor Davies, Chair
Mr. Joe Elworthy
Ms. Alicia Gallo
Ms. Mary LaPlante
Dr. Mark Schonfeld

Conduct Review 
Committee
Dr. Stéphane Voyer, Chair
Mr. Aaron Ekman
Ms. Alicia Gallo
Mr. Marty Gibbons
Ms. Joey Hartman

Executive Committee
Mr. Richard Taylor, Chair 
Mr. Brendan Dick
Dr. Mark Schonfeld
Dr. Malcolm Williamson

Human Resources 
Committee
Dr. Mark Schonfeld, Chair
Ms. Alicia Gallo
Mr. Jim Iker
Dr. Sandra Jenneson
Mr. Kyle Mitchell (BC Life)
Dr. Malcolm Williamson

Governance Committee
Dr. Malcolm Williamson, Chair
Mr. Trevor Davies
Mr. Aaron Ekman
Mr. Joe Elworthy
Ms. Joey Hartman
Mr. Jim Iker
Dr. Sandra Jenneson

Nominating Committee
Ms. Joey Hartman, Chair
Mr. Trevor Davies
Dr. Malcolm Williamson

BC Life Board of Directors
Board Chair
— Mr. Kyle Mitchell

Board Vice Chair
— Mr. Rod Dewar

Mr. John Crawford
Mr. Brendan Dick
Mr. Terry Duggan

Mr. Aaron Ekman
Ms. Shelley Williams
Dr. Malcolm Williamson

Pacific Blue Cross Executive Leadership Team
Mr. John Crawford / President and Chief Executive Officer
Ms. Lizanne Mailhot / Interim Chief Financial Officer
Ms. Leza Muir / Sr. Vice-President & Chief Operating Officer
Mr. Barry Rivelis / Sr VP Chief Strategy and Information Officer
Ms. Heidi Worthington / Sr. Vice-President & Chief Revenue Officer, Pacific Blue Cross and Chief Operating Officer, BC Life
Mr. Rob Chiarello / Sr. Vice-President People & Culture and Chief Privacy Officer
Mr. Naveen Kapahi / President, DA Townley

Directors and Senior Management
The following are Members of the Pacific Blue Cross / BC Life Board of Directors and Senior Management 
as of January 3, 2019.
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® * 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. Certain insurance 
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