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Related Reports

• There are no previous reports related to this audit.

Appointed under Alberta’s Auditor General Act, the 
Auditor General is the legislated auditor of every 
provincial ministry, department, and most provincial 
agencies, boards, commissions, and regulated funds. 
The audits conducted by the Office of the Auditor 
General report on how government is managing its 
responsibilities and the province’s resources. Through 
our audit reports, we provide independent assurance 
to the 87 Members of the Legislative Assembly of 
Alberta, and the people of Alberta, that public money 
is spent properly and provides value. 
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Report Highlights

We found:
that the department 
had processes to make 
payments to applicants 
assessed as eligible under 
the EIS program, but not 
all these processes were 
effective p. 6

Our audit objective was to assess the effectiveness 
of the department’s processes to make payments 
to eligible applicants under the EIS Program p. 4

$108M 

The Department of 
Labour and Immigration 
paid 93,887 Albertans 

a total of

under the COVID-19 
Emergency Isolation 

Support (EIS) program p. 2

The EIS program quickly 
provided working Albertans 
required to isolate with

$1,146 
until the federal government 

launched its financial 
assistance program p. 3

To provide assistance quickly, the department 
relied on applicant’s declaration they were 
eligible rather than examine applicant supporting 
documentation which it would request from a sample 
of applicants post-payment p. 2

Our findings, including automating controls, load testing  
online applications, flexibility to correct mistakes 
and fully confirming applicant residency, can serve 
as learnings for government in the design of future 
emergency payment programs p. 9 and p. 12

We did not audit the EIS post-payment process, 
as this process is still ongoing. We will examine the 
results of the post-payment verification as part of our 
audit of the department’s 2021-22 financial reporting 
and program results analysis in the department's 
2021-22 annual report. At the time of writing, the 
department is unable to assert how much of the EIS 
benefit was paid to ineligible individuals. p. 13



2   Report of the Auditor General—March 2022

Albertans' daily lives have been significantly affected 
by the COVID-19 pandemic. Strict health restrictions 
were needed to protect the health of individuals and 
those most vulnerable in our communities and to 
manage the spread of the virus. This, however, caused 
an unprecedented impact on business’ ability to stay 
open and Albertans' ability to continue to work. Many 
Albertans were restricted from working, which affected 
their ability to support themselves and their families.

On March 18, 2020 the Alberta government announced 
the Emergency Isolation Support (EIS) program, which 
opened for applications March 25th. The program’s 
objective was to quickly provide financial support to 
ensure working Albertans required to self-isolate did so 
rather than go to their place of work and increase the 
spread of COVID-19. The one-time EIS program provided 
financial relief until the federal Canada Emergency 
Response Benefit (CERB) became available for Albertans 
at the beginning of April 2020. The Department of 
Labour and Immigration was responsible for delivering 
the program.

The primary focus of the department was to promptly 
provide financial support to isolating working Albertans. 
To do so, the department accepted risks that normally 
would require a more comprehensive process or 
control to mitigate. The department relied on applicant 
declarations they were eligible for the EIS benefit rather 
than examine an individual’s supporting documentation 
before approving payment. The department would 
request supporting information from a sample of 
applicants after payments were issued. There is a 
higher degree of risk some individuals would exploit this 
process to fraudulently obtain government funding they 
are not eligible for.

The department EIS program provided 93,887 Albertans 
with a total of $108M of financial support, a substantial 
achievement given the short time to design and execute 
the program.

Our audit objective was to assess the effectiveness of the 
department’s processes to make payments to eligible 
applicants under the Emergency Isolation Support 
Program. 

We conclude the department had processes to make 
payments to applicants assessed as eligible under the  
EIS program, but not all these processes were effective.

We did not make recommendations as the EIS was a 
one-time program. However, our findings, including 
automating controls, load testing online applications, 
flexibility to correct mistakes and fully confirming 
applicant residency, can serve as learnings for 
government in the design of future emergency payment 
programs.

We did not audit the department’s EIS post-payment 
eligibility verification process as it is still ongoing. 
Applicants needed to retain support for their eligibility for 
two years after receiving payment. We will examine the 
results of the post-payment verification as part of our 
audit of the department’s 2021–2022 financial reporting 
and program results analysis in the department's 
2021-22 annual report. At the time of writing, the 
department is unable to assert how much of the EIS 
benefit was paid to ineligible individuals.

Summary
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On March 18, 2020, the Alberta government announced 
emergency financial assistance to working Albertans 
required to self-isolate. The funding would ensure 
workers isolated rather than continue going to their 
places of work and possibly increasing the spread of 
COVID-19. The EIS program was designed to assist 
Albertans until the federal emergency income support 
program, the CERB, became available for Albertans.

Under the EIS program, eligible working Albertans could 
receive a one-time emergency isolation support payment 
of $1,146 if they:

• were required to self-isolate or were the sole 
caregiver of someone in self-isolation as a result 
of COVID-19

• had no other source of pay or compensation during 
this time or had a significant (greater than 50 per 
cent) reduction in income

The Department of Labour and Immigration 
administered the program using an online delivery 
system titled the EIS On-line Support System to process 
program applications and payments. 

The EIS program was operational for 13 days and 
provided approximately $108 million to 93,887 
Albertans. 

Given the desire to promptly provide vulnerable 
Albertans with the financial support, the EIS 
application process was designed to rely on applicant’s 
representations that they were eligible to receive the 
benefit. The department would then select a sample 
of applicants post-payment to provide supporting 
documentation to verify their eligibility. Individuals who 
were unable to support their eligibility would be required 
to refund the benefit provided and possibly pay a penalty. 
We did not audit this post-payment verification process 
as it was still ongoing at the time of our audit.

Background

March 11
World Health Organization declares COVID-19

a pandemic

March 17
Alberta Government declared a state of public 

health emergency relating to COVID-19

March 18
Alberta Government announced the

Emergency Isolation Support (EIS) program

March 25
EIS Program open

March 25
First Payment issued

April 1
EIS Program extended

April 5
EIS Program closed

April 6
Last E-Transfer payment

April 6
Canada Emergency Response Benefit (CERB) 

online applications open

April 22-23
Manual cheques issued for EFT issues

Key Dates – Emergency 
Isolation Support (EIS) 
Program

Key Dates – Emergency 
Isolation Support (EIS) Program
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Given the significance and expected high uptake of this 
emergency benefit program by Albertans, it is important 
the department had effective processes to promptly 
provide benefits to Albertans who declared they were 
eligible. Once program objectives and criteria were 
determined in a Ministerial Order, the department had 
to consider other factors necessary for the successful 
execution of the program. This included information 
technology, financial, legal, and privacy requirements. 
We acknowledge doing this was particularly challenging 
for the department given the extremely tight timelines 
to execute this new program as compared to a typical 
government non-emergency program.

Objective and Scope
Our audit objective was to assess the effectiveness of the 
department’s processes to make payments to eligible 
applicants under the Emergency Isolation Support 
Program.

The scope of our audit was limited to examining the 
development and execution of program application 
receipt, application approval and benefit payment 
processes from March 18, 2020 when the program was 
announced, to April 6, 2020 when the program was 
closed to applicants.

We did not examine the program’s post-payment 
eligibility verification process which is not yet complete 
or audit the eligibility support of individuals who received 
an EIS payment. We will examine the results of the 
department’s post-payment verification as part of our 
audit of the department’s 2021-22 financial reporting 
and program results analysis in the department's 
2021-22 annual report. 

Criteria
We used the following criteria to determine whether the 
audit objective was met. The department should have 
processes to:

• receive applications from all eligible Albertans

• appropriately assess applications compared to 
program eligibility criteria

• issue payments to approved applications on a timely 
basis

We developed our criteria for this audit based on:

• the entity’s responsibilities and applicable legislation

• program objective and eligibility set by a Ministerial 
Order for the Department of Labour and Immigration 
to implement

The department acknowledged the suitability of the 
audit criteria on September 29, 2021.

What We Examined
To conduct our audit, we:

• examined documents related to the development 
and execution of the program 

• interviewed key staff involved

• examined application data

• reviewed an investigative report issued by the 
Alberta Ombudsman in September 2021 on the 
administrative fairness of the EIS program

About This Report
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We conducted our fieldwork from October to December 
2021. We completed our audit on January 18, 2022.

Conclusion
Based on our audit criteria, we conclude the department 
had processes to make payments to applicants assessed 
as eligible under the EIS program, but not all these 
processes were effective. 

We did not make recommendations as the EIS was a 
one-time program. However, our findings, including 
automating controls, load testing online applications, 
flexibility to correct mistakes and fully confirming 
applicant residency, can serve as learnings for 
government in the design of future emergency  
payment programs.

Why This Conclusion 
Matters to Albertans
Government occasionally needs to provide 
financial supports to Albertans very quickly in 
times of disaster or unexpected need. Without 
strong benefit program application and payment 
processes, vulnerable Albertans may not receive 
funding promptly and securely, if at all. There 
is a higher degree of risk ineligible individuals 
would exploit program processes to fraudulently 
obtain government funding.
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Receiving Applications
Context 
For a government program to be effective in achieving 
its objective, the department needs processes to ensure 
those targeted by the program know about the program 
and how to apply. Processes should include determining 
what data to collect and retain, protecting the privacy 
of personal information of applicants, monitoring the 
volume of applications received to ensure approved 
funding is available to eligible Alberta residents promptly, 
and ending the program early if all approved funding has 
been distributed.

Criteria
The department should have a process to receive 
applications from all eligible Albertans. The department 
should:

• identify and communicate clearly to Albertans 
program objectives and methods/instructions to 
submit applications for benefits

• incorporate all program eligibility criteria detail into 
the application

• restrict application to eligible Albertans

• protect the privacy of personal information collected 
in the application

• monitor the volume of applications received to 
ensure all applications meeting program criteria are 
examined

Our findings

Key findings

• The program objective and eligibility requirements 
were communicated to Albertans. 

• The program online application incorporated all 
required eligibility criteria and restricted access to 
current Alberta residents.

• The department protected the privacy of selected 
personal information collected and retained.

• The volume of applications was regularly 
monitored, resulting in timely expansion of the 
original approved program funding.

• The application process effectiveness was not 
optimal, which created inefficiencies and higher 
risk of applicant fraud.

The program objective and eligibility 
requirements were communicated 
to Albertans
The government informed Albertans of the EIS program 
through two press releases and its EIS support system 
webpage. A March 18, 2020 news release provided 
information about a temporary financial assistance 
program with total funding up to $50 million for working 
Albertans who:

• must isolate or who are the sole caregiver for a 
dependent who must isolate because they meet 
public health criteria

• will not have another source of pay or compensation 
while they are self-isolated

Detailed Findings 
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The news release said the program would be “accessible 
by a simple online application through alberta.ca and 
funds will be deposited in the accounts of eligible 
recipients at that time.”

An order1 of the Minister of Labour and Immigration 
established the specific program eligibility criteria for 
the payment to individuals of $1,146. Department 
documentation showed how program objectives and 
criteria from the Ministerial Order were incorporated into 
the EIS program. 

A March 25, 2020 news release clearly defined 
the objectives and methods to submit applications 
for benefits (as described in the Ministerial Order). 
Applicants would be asked to verify their identity and 
Alberta residency through the province’s existing 
MyAlberta Digital ID2 (MADI) system and benefits would 
only be paid through an electronic funds transfer (EFT). 
The news release also indicated the EIS benefit was only 
available until financial support from the Government of 
Canada became available. 

1 Ministerial Order 2020-20 issued on March 23, 2020
2 MADI—MyAlberta Digital Identification is a User Identity Management online web service (developed by the department of Service Alberta) 

to verify the identity and Alberta residency of an individual who needs to access online Government of Alberta programs. 

We obtained screenshots from the now inactive EIS  
online support system and found program objectives and 
eligibility requirements were clearly stated in the “How 
to Apply” introductory landing page. This page listed six 
items required to apply for the online benefit:

• a personal email

• a MyAlberta Digital ID

• a bank account at a bank that offers Interac 
e-Transfers®

• a valid Alberta’s driver’s license or identification card

• the start date of the applicant's self-isolation or 
when the applicant started to take care of a loved 
one due to COVID-19

• the applicant's Alberta Personal Health Number
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The program online application 
incorporated all required eligibility 
criteria and restricted access to current 
Alberta residents
The department created the EIS online support system 
in five days utilizing the existing myAlberta Evacuation 
System (MAES). MAES was used previously to provide 
emergency payments to evacuees during disasters, such 
as floods or fires. 

The online application included three distinct sections:

1. Program eligibility questions —10 “yes/no” 
questions to determine that an applicant is eligible 
to receive the EIS benefit

2. Alberta residency verification —verification through 
the MADI system that only current Alberta residents 
were applying

3. Applicant information and declarations —details, 
such as isolation dates, information to receive an 
EFT and declarations that all information provided 
was true and accurate 

3  Applying for a MADI account uses three levels of authentication: basic, partially verified, and fully verified. A basic MADI is typically used for 
payments to the Government of Alberta, such as traffic fines, when a person’s identity does not need to be verified. A partially verified MADI 
is the first step towards verifying identity and residency against the government’s motor vehicles database. To fully verify a MADI, a personal 
identification number (PIN) is mailed to the person’s address for them to enter back into the MADI system to confirm they reside at the 
address on file.

The department created an automated control that 
required applicants to complete each application section 
correctly to proceed to the next section. Successful 
completion of all three sections would result in the 
applicant being assessed for approval. Once approved, 
the applicant would receive an e-mail with notification of 
a pending EFT for $1,146.

The 10 eligibility questions included confirming the 
applicant was over 18 years of age, was required to 
self-isolate, experienced a significant loss of income 
from self-isolating or caring for someone required 
to self-isolate and did not receive any employment 
compensation or insurance benefits while self-isolating. 
We examined a screenshot of this section of the 
application and found the questions provided matched 
the eligibility requirements of the program.

After the applicant passed the program eligibility 
section, the next step was to verify that an applicant 
was an Alberta resident. The MADI system was used to 
authenticate the identity and Alberta residency of EIS 
applicants by cross-checking the provided address to 
the address on their Alberta Driver’s License or Alberta 
Identification ID for non-drivers.3 

Emergency Isolation Program (EIS)

Program
eligibility
questions

Residency
verification

(10 yes/no
questions)

(through
MADI system)

(check age
and isolation

date eligibility)

Applicant
information and

declarations

Approval
adjudication

Application
approved

Application
denied

EFT of $1,146
benefit

Post-
payment
review of
eligibility
support

March 25 - April 6, 2020

April, 2020 -
March 2022

Application Process Approval Process Payment Process

Emergency Isolation Support (EIS) Program
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MADI is used by many other online government 
services to authenticate an applicant’s identity, such as 
services including health records and seniors’ services. 
An individual who did not have a MADI account was 
required to create one to apply for the EIS benefit.

After verifying Alberta residency, the final section of 
the EIS application required applicants to provide 
information about their individual employment status 
(employed, self employed, independent contractor); start 
date of isolation; and e-transfer information, including 
security question and answer. Applicants were not 
required to submit any documentation to support their 
application.

Applicants also made six declarations, including that 
information they provided was true and complete and 
that they understood they must keep full, accurate, 
and complete financial records for a period of two 
years, which the government reserved the right to 
subsequently obtain to substantiate their application. 
The government would recover paid benefits and 
possibly assess penalties if applicants were subsequently 
determined to be ineligible.

Management told us that the application system was 
fully tested from beginning to end by three department 
staff to ensure it performed as intended without 
exception, including the automated control to allow 
an applicant to proceed to the next section of the 
application. We examined documentation to verify this 
testing.

The department protected the privacy 
of selected personal information 
collected and retained
Management told us the department applied a process 
to consider the impacts of managing the privacy of 
data collected during the EIS program. The department 
leveraged a 2018 privacy impact assessment on the 
MyAlberta Evacuation System. The department, with 
the assistance of Service Alberta, updated the privacy 
assessment for the EIS program and concluded it 
provided a reasonable and acceptable level of personal 
privacy protection as required under the Personal 
Information Protection Act. Management could not 
provide supporting documentation of this review.

4 Load testing helps to determine how a software application will behave when accessed by multiple users simultaneously. The goal of load 
testing an application before going live is to improve performance bottlenecks and to ensure stability and smooth functioning of the software 
application.

The department did not retain the answers to the 10 
eligibility questions and the applicant’s declarations. Not 
retaining this information was not a process deficiency 
as individuals could only successfully proceed through all 
three sections of the EIS online support system if these 
sixteen questions were answered one way. As a result, 
the department would know how each applicant who 
made it to the approval process must have answered.

The volume of applications was 
regularly monitored, resulting in timely 
expansion of the original approved 
program funding
The department had a process to monitor program 
activity and if process adjustments were required. 
Department and Service Alberta management examined 
daily program metrics, including the number of total 
applications in progress, waiting for adjudication, 
approved, and denied. The department also examined 
the total funds approved to monitor activity in relation 
to approved funding. As a result of the program uptake, 
the government approved a supplemental estimate of 
$64.111 million to cover total approved payments under 
the program. 

The application process effectiveness 
was not optimal, which created 
inefficiencies and higher risk of 
applicant fraud
We noted several features of the online application that 
were not as effective as they should have been, which 
created inefficiencies and a higher risk of applicant fraud. 

The most significant problem experienced by 
applicants during the program was the EIS and MADI 
systems' inability to deal with application volumes. 
Applicants faced delays and performance issues. On 
March 27, 2020 the EIS and MADI systems were 
both taken offline periodically over four days to fix the 
performance issues. We found system load testing4 
for volume throughput was not performed prior to the 
EIS online support system being opened to Albertans. 
Testing based on expected volume levels likely would 
have identified the performance issues. Management 
told us they discussed load testing the system, but opted 
not to in the interest of getting the online application live 
as soon as possible. 
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The benefit could only be applied for through the  
online application process. Online access was chosen 
due to timeliness of electronic payments and concerns 
about transmission of COVID-19 if in-person or paper 
applications were used. The lack of an alternative to 
online application may have prevented some eligible 
working Albertans from applying for the EIS benefit. 
Some working Albertans may have had potential barriers, 
such as readily available online access in rural areas 
or low-income households who rely on other public 
services to access the internet, such as libraries, and 
could not do so as access to those services were closed 
during the time the program was active. 

The department decided that a partially verified MADI 
account was sufficient to verify the applicant’s residency 
as it can take up to ten days by mail for an applicant to 
receive a unique PIN to fully verify their MADI account. 
Our examination of applicant data found approximately 
82 per cent of successful applicants created a partially 
verified MADI account when they applied for the EIS. 
While it is understood, given the urgency to issue benefit 
payments, why applying for the EIS program did not 
require a fully verified MADI, the department failed to 
mitigate potential fraud risks by not requiring all new 
MADI applications to eventually be fully verified. The 
department should have flagged MADI accounts not 
eventually fully verified to identify applicants who may 
not be current Alberta residents and select them for the 
post-payment eligibility verification process.

The department did not require applicants to submit 
their social insurance numbers (SIN) despite the 
department being required to issue T4A tax slips for 
the benefit. It is the obligation of the benefit issuer to 
obtain all information required to issue proper CRA slips 
or be liable to CRA for penalties. The department was 
able to eventually issue the T4A slips without the SIN 
by providing CRA with recipients' names, dates of birth, 
and addresses. CRA was able to match over 99 per cent 
of these applicants to their records and include the T4A 
slips in the benefit recipients' online CRA accounts. 

We found that an application could not be saved and 
retrieved to finish later. If the applicant could not 
complete the application in one sitting or realized they 
made a mistake in a prior section prior to completion, 
they would need to leave the process and prepare a new 
application. We found examples of other jurisdictions 
that provided online videos to explain their income 
assistance program and how to apply. The department 
told us it did not consider these alternative types of 
program information delivery; however, applicants could 
contact the Government of Alberta Telephone Support 
Line and the EIS support mailbox for general program 
inquiries if need be. 

Application Approval 
Context
Organizations must have well-understood application 
assessment processes to ensure funding approvals are 
completed consistently and appropriately apply the 
program eligibility criteria. The results of the assessment 
process should be completed and communicated to 
the applicants on a timely basis. Applications that 
are assessed as ineligible should include information 
regarding why the application was denied.

Oversight of the approval process is critical to ensure 
consistency and accuracy. Timely identification of 
inaccuracies or inconsistencies with the approval process 
should be corrected for and the process promptly 
adjusted to ensure all eligible applicants receive the 
program funding they are entitled to.

Criteria
The department should have processes to appropriately 
assess applications compared to program eligibility 
criteria. The department should have:

• documented procedures for adjudication

• adequate training for the adjudicators

• online methods to approve applications consistently 
applying program eligibility criteria

• oversight of adjudicator approvals

• processes to monitor the volume of applications in 
process and approved
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Our findings

Key findings

• Adjudicators were trained on documented 
approval processes, but there was no oversight 
over adjudicator performance. 

• While most program applications were eventually 
approved without issue, the use of adjudicators 
resulted in errors and inefficiencies.

• Verification of applicant eligibility is still 
incomplete 21 months after program end.

Adjudicators were trained on 
documented approval processes, but 
there was no oversight over adjudicator 
performance
The EIS program was designed to apply two levels of 
application approval. Automated online computer 
controls screened applicants through the three sections 
of the application process. Adjudicators would then 
verify the automated controls worked properly and 
examine two eligibility criteria that were not assessed by 
the online automated controls: whether the applicant 
was at least 18 years of age and whether the start date 
of the self-isolation was within 14 days of the program 
application date. Adjudicators downloaded batches of 
applications to their local computer workspace. Once 
assessed, adjudicators then uploaded approval results 
back centrally, after which applicants were notified by 
e-mail if their application was approved or not. Approved 
applications would proceed to the benefit payment 
process. 

Management told us this combination of approvals 
was used because the online processes facilitate faster 
processing of applications than manual processes do, 
but using adjudicators provided more value than a fully 
automated system. Service Alberta provided 132 staff 
during the program to adjudicate applications prior to 
payment. 

We found the department documented the adjudication 
processes in training materials provided to adjudicators, 
and these procedures aligned with the stated eligibility 
criteria of the program. Training was provided in 
several online sessions prior to the start of the approval 
process. The training materials described each step 
in the adjudication process and provided graphics to 
illustrate each step of the online adjudication process. 
Every application required adjudicators to document a 
mandatory note stating that the applicant did or did not 
meet the eligibility criteria relative to applicant age or 
isolation start date. The training materials also included 
a summary of processes and a “frequently asked 
questions” document. 

The department was unable to provide us 
documentation that all adjudicators completed the 
required training. We also found there was no ongoing 
oversight review of adjudicator approvals or analysis of 
application processes and approvals while the program 
was open. Management told us an oversight process 
could not be conducted given the very high volume of 
applications to be processed quickly in the short program 
timeframe. 
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While most program applications were 
eventually approved without issue, the 
use of adjudicators resulted in errors 
and inefficiencies
While the majority of EIS applications approved for 
payment did not have processing issues, the use of 
manual adjudicator approval of applicant date of birth 
(DOB) and isolation date was inefficient and at times 
ineffective. 

Controls that rely on humans have a higher risk of 
inconsistent application than a well designed computer 
control. The department could have fully automated the 
approval process with edits to the automated controls to 
consistently verify the DOB and isolation date. The DOB 
entry, previously confirmed with the MADI interface, 
could have been programed to reject any birthdates 
when the age of the applicant was less than 18 years 
of age. Similarly, an edit to the isolation date field 
could have been made to only accept dates after the 
earliest possible date permitted under the program. A 
fully automated EIS online support system would have 
significantly reduced the number of staff needed to 
monitor the ongoing operation of the system and sped 
up approval processing times. Analyzing applicant data, 
we found adjudicators incorrectly approved 41 of 84 
applications submitted by minors. 

We found that once adjudicators completed their 
approvals in a batch of applications, they could not be 
changed. Incidents were identified in which adjudicators 
realized they incorrectly denied approval but could not 
correct the mistake. Management told us applicants 
who contacted the department because they felt their 
applications were erroneously denied were told to 
reapply. Approximately 7,600 applicants re-applied for 
the benefit, with over half eventually getting approved. 
A total of 1,231 applicants applied more than five times 
before being approved. 

The department did correct some applications originally 
denied. The department identified some applicants 
could not complete their application within 14 days 
of the start of the isolation period due to EIS support 
system performance issues and system outages. Prior 
to the closure of the program, department management 
directed that adjudicators recall and reassess all 
applications that were denied due to the isolation start 
date. On April 6, over 14,000 applications previously 
denied were approved. The department conducted an 
analysis of the individuals approved for payment to 
ensure none were receiving a second benefit payment, 
but only subsequent to the payments being issued.

The following diagram of the number of applications 
processed by day shows the impact of the online 
application performance issues early in the program and 
the approval of previously denied applications on April 6.

Applications Processed Daily During the Program
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Verification of applicant eligibility is still 
incomplete 21 months after program 
end 
The department’s process to verify the eligibility of 
recipients of the EIS benefit post-payment is still 
incomplete 21 months after the end of the program. As 
a result, at the time of writing, the department is unable 
to assert how much of the $108 million in EIS benefits 
was paid to ineligible individuals. The department only 
required applicants to retain support for their eligibility 
for 24 months after payment, thus the ability to 
request information to verify eligibility may soon expire. 
Department management told us that requests for 
supporting information were sent to a random sample of 
applicants subsequent to the end of the program.

We did not audit this process as it is still ongoing. We 
will examine the results of the post-payment verification 
process in our audit of the department’s 2021-22 
financial reporting and program results analysis in the 
department's 2021-22 annual report.

Payments to Applicants
Context
The timely payment of funds to approved applicants was 
essential to the EIS program. Due to pandemic health 
restrictions at the start of the pandemic, the distribution 
of benefit payments by contactless methods was 
required. 

Electronic funds transfer (EFT) is a fast, contactless way 
to send and receive payments directly through banks 
utilizing a user identified e-mail account. The primary 
security function over these payments is a confidential 
security question, the answer to which only the sender 
and recipient know. 

To ensure funding has been distributed to approved 
program applicants, the department should reconcile the 
number and value of completed payments to approved 
applications. 

Criteria
The department should have processes to issue 
payments to approved applicants on a timely basis. 
The department should:

• identify and communicate to Albertans the methods 
to issue payments

• have detailed procedures to issue EFT payments 
using email information provided during the 
application process

• restrict access to electronic transfer of funds to 
approved applications

• reconcile the number of completed EFTs to approved 
applications

Our findings

Key findings

• The department issued EFTs and reconciled to 
total approved applications.

The department issued EFTs and 
reconciled to total approved 
applications.
The government’s news release clearly stated that 
program benefits would only be paid through EFT. 
Screenshots that we obtained from the landing page 
of the EIS online support system indicated that a bank 
account at a bank that offers Interac e-Transfers® was 
required to receive the payment. 

Applicants were required to provide a personal email 
and select a security question and answer as part of the 
personal information they included in the third section 
of their online application. Once applications were 
approved, e-mail notifications were issued stating the 
EFTs had been sent; subsequent emails were sent when 
the EFTs were completed or rejected.
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Management told us some eligible applicants had 
difficulty with finalizing their EFT, which resulted in the 
EFT being rejected and funds not transferred. This was 
due to applicants not remembering the answer to the 
security questions they provided during the application 
process. If a recipient provided three incorrect answers 
to the security question, the EFT was automatically 
cancelled. When the program closed, management 
decided to issue manual cheques on all the cancelled 
EFTs as there was no way to reapply for the benefit. We 
found management issued 590 manual cheques. 

We found that management completed a reconciliation 
of the funds issued, both EFT and manual cheques, to 
applications approved. This reconciliation also included 
approximately $101,000 voluntarily repaid by Albertans 
who subsequently self-assessed they were ineligible 
for the benefit (for instance, may have subsequently 
received compensation from their employers). 

Management told us that no analysis was done to 
consider the number of eligible Albertans who could 
not apply for the EIS benefit because they did not have 
bank accounts that could receive electronic payments. 
Other payment methods, such as manual cheques, were 
not considered due to timing to deliver such payments 
and the requirement for some in-person deliveries. As a 
result, the department did not offer alternative methods 
of receiving payment during the program. Management 
informed us no complaints were received from Albertans 
who deemed themselves eligible, but did not have bank 
accounts that would accept EFTs. 

Audit Responsibilities 
and Quality Assurance 
Statement
Management of the Department of Labour and 
Immigration is responsible for the design and execution 
of the Emergency Isolation Support program.

Our responsibility is to 
express an independent 
conclusion on whether the 
department has effective 
processes to make payments 
to eligible applications under 
the Emergency Isolation 
Support program.

We conducted our audit in accordance with Canadian 
Standard on Assurance Engagements 3001 issued by 
the Auditing and Assurance Standards Board (Canada). 
The Office of the Auditor General applies Canadian 
Standard on Quality Control 1 and, accordingly, 
maintains a comprehensive system of quality control, 
including documented policies and procedures 
regarding compliance with ethical requirements, 
professional standards and applicable legal and 
regulatory requirements. The office complies with 
the independence and other ethical requirements of 
the Chartered Professional Accountants of Alberta 
Rules of Professional Conduct, which are founded 
on fundamental principles of integrity and due care, 
objectivity, professional competence, confidentiality and  
professional behaviour.
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