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At your service

In personThrough the Web Over the phone

Veterans Affairs Canada is committed to providing 
excellent service wherever you may live. Whether you 
prefer to work with us using the Web, over the phone 
or in person, getting in touch with us is easy. 

By visiting veterans.gc.ca, you can access 
information about all of our programs 
and services, use the Benefits Browser, 
download a My VAC Book and more. If 
you are a Veteran or a Canadian Armed 
Forces (CAF) member, you can also choose 
to register for My VAC Account, a secure 
way to work with Veterans Affairs Canada 
(VAC) online. Using this service, you can 
update your contact information, submit 
applications and send our staff messages 
securely any time that is convenient for 
you. It’s also a great way to make sure your 
application moves along faster as someone 
will be working on your application 
practically from the moment you send it in. 

If we have a question or need additional 
information about an application 
you submitted via My VAC Account, 
through the mail or in person at one 
of our offices, we will call you to get 
that information. If you have questions, 
please call us. 

You can visit us at any VAC or VAC-DND 
office (known as Integrated Personnel 
Support Centres) to get information on all 
of our programs or to get help completing 
an application. Thanks to our partnership 
with Service Canada, in-person service is 
now available in far more communities 
across Canada. At any of their offices, you 
can get help on two of our most widely used 
programs—Disability Benefits and the 
Veterans Independence Program. 

The choice is yours. Regardless of which one you prefer, we 
are committed to providing you with the best service possible. 



Meeting with members of the International Brotherhood of Boilermakers, Minister Fantino announces 
that the Government of Canada will support the review of the New Veterans Charter. The Boilermakers’ 
Union supports the transition of Canadian Armed Forces personnel to civilian life through the Helmets to 
Hardhats program.

To commemorate the historic 70th anniversary of D-Day and the Battle of Normandy, Veterans and 
delegates from participating countries gathered in France. For more information, visit veterans.gc.ca.
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Minister’s Message
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The Government of Canada is committed to 
supporting the men and women in uniform 
who have served our nation. We continue to 
move forward with important investments and 
improvements that can make a real difference 
in the lives of Canada’s Veterans. 

The most recent evidence of our Government’s 
ongoing commitment can be found in 
Canada’s Economic Action Plan 2014, which 
builds on the $3.1 billion in direct support 
already provided, including a major change 
to the Public Service Employment Act.  
Enhancements will be made to the Act so that 
releasing Canadian Armed Forces personnel 
and Veterans will have greater access to 
employment opportunities in the federal 
public service. Finding a good job is critical to 
making a successful transition to civilian life 
for the several thousand personnel who leave 
the armed forces each year. For the many 
personnel who are very qualified to work 
in the public service, this measure will be a 
tremendous benefit.

The budget also identified $2 million 
to improve the online services available 
through My VAC Account. This online service 
allows Veterans to send secure messages 
and conduct business with the Department 
anywhere and anytime that is convenient for 
them.

I am also very pleased about the investment of 
$108 million over three years to expand the 

Funeral and Burial Program. This will ensure 
that the estates of Veterans who died with 
modest means will have access to the financial 
support they need to pay for a dignified funeral 
and burial. Our Veterans and their families 
deserve nothing less.

Canadians believe strongly in the importance 
of recognizing the service and sacrifices of 
our Veterans. That is why the Prime Minister 
requested a Royal Proclamation to designate 
May 9, 2014, as a National Day of Honour to 
recognize the end of our country’s military 
mission in Afghanistan. Thousands of 
Canadian Armed Forces personnel, dedicated 
public servants and other Canadians served
the people of Afghanistan. The National Day 
of Honour was a meaningful way for us to say 
“thank you” to all of them.

June 2014, marks the 70th anniversary of 
D-Day and the Battle of Normandy. Ceremonies 
in Canada and in Europe promote greater 
knowledge and understanding of this 
significant moment that led to the defeat of 
fascism. If you know a Veteran, thank them for 
their service to Canada and to democracy. Let 
them know their service and sacrifices matter 
to you. I assure you, it means everything to me.  

Lest we forget. 

The Honourable Julian Fantino, PC, MP



How we respond to the challenges of daily 
life reflects our mental health. Veterans, like 
anyone, can experience feelings of sadness, 
anger, frustration and low self-esteem. In 
most cases, these feelings are short-lived 
and have only a minor impact. When that 
impact is more severe, the support of your 
family and peers, along with professional 
help, can be very effective to help turn 
things around.

Many people put off seeking help for too 
long. But it’s important to realize that even 
minor issues can become disabling if 
they are ignored. When you also have an 
operational stress injury (OSI), life can 
become overwhelming. You may also feel 
that your difficulties are yours alone. Or, you 
simply may not know who to ask for help.

Supporting your mental health

Help is available

The earlier you seek help, the sooner your 
recovery can begin. For this reason, the 
Canadian Armed Forces and Veterans Affairs 
Canada have made significant investments in 
improving and promoting access to care for 
both those still serving and Veterans. 

Peer support – The Operational Stress 
Injury Social Support (OSISS) program offers 
trained peer support and family peer support 
coordinators across the country to help you 
overcome the challenges presented by living 
with an OSI. Every OSISS coordinator has 
personally been impacted by an OSI and 
knows first-hand some of the best ways for you 
to cope with symptoms and look after yourself. 
You can receive confidential peer support by 
calling OSISS at 1-800-883-6094.

Professional help – A national network of 
more than 4,000 community mental health 
professionals is available through VAC so you 
and your family can get the help you need, 
wherever you need it. VAC and the Department 
of National Defence (DND) also have 17 

mental health clinics across Canada to 
help members and Veterans get the care 
they need.    

Family support – Most VAC and DND 
mental health clinics offer a “family-
friendly” approach—by providing couple 
and family assessments; counselling for 
partners; and family therapy. The reason 
for this is because after you, the most 
important role in your recovery is the one 
played by your family. Family peer support 
coordinators, VAC case managers and  
mental health professionals consider your 
family’s role every step of the way, knowing 
that your family is often your first source of 
support.

If you think you may have an operational 
stress injury, please contact us. If you 
would like to speak to a counsellor, free of 
charge, about any mental health difficulties 
you are having, please call our 24-hour 
assistance service at 1-800-268-7708 
(or for the hearing impaired, call the 
TDD at 1-800-567-5803).
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A key program available to eligible 
former members of the CAF is vocational 
rehabilitation, which helps transfer the 
skills and education gained in the military 
to help build a rewarding civilian career. 
This includes such things as financial 
support for training (tuition for example) 
and help finding a suitable job. 

That support was recently made even more 
flexible with an expanded list of training-
related services and easier access to up to 
$75,800 available to participants. Ensuring 
Veterans make a successful transition to 
civilian life is the most important goal of 
vocational rehabilitation. 

Veterans develop their vocational plans 

It’s about starting a new career
with their VAC case manager and with the 
direct assistance of our service provider, 
CanVet—a joint venture of the March 
of Dimes Canada, WCG International 
HR Solutions and IRC Innovative 
Rehabilitation Consultants. 
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An operational stress 
injury is any persistent 
psychological 
difficulty resulting 
from operational 
duties performed 
while serving in the 
military or in the RCMP. It describes a 
broad range of psychiatric conditions 
such as anxiety disorders, depression, 
and post-traumatic stress disorder 
(PTSD), as well as other conditions that 
may be less severe, but still interfere 
with daily functioning.

What is an operational 
stress injury?



4 Veterans Af fairs Canada: Proudly Ser ving Canada’s Veteran Community

1 - 8 6 6 - 5 2 2 - 2 1 2 2v e t e r a n s . g c . c a

You have a diagnosed illness or injury resulting from your service in the RCMP or in the 
CAF. You have evidence to show that it was connected to your service, and are applying for 
disability benefits, but you have questions such as: How do I get an application form? How 
long will it take to get an answer? How much information do you need? 

Here is the application process in six steps: 

Your step-by-step guide 
to applying for disability 
benefits

1 2 3

4 5 6

1. Get an application form 

You can:
•	Use	My VAC Account to apply online; 
•	Call	us	toll-free	at	1-866-522-2122; 
•	Visit	any	VAC	or	Service	Canada	office;	
•	Contact	a	Royal	Canadian	Legion	service	

officer. 

2. Complete your application

Along with completing your form, you will 
need to include:
•	Medical	information	–	If	you	are	still	

serving, this is your service health 
records. If you have already released, 
it will also be a medical form signed by 
your physician; and

•	Any	other	information	you	think	will	
help make the connection between your 
disability and your service. 

An application package checklist is 
available from our website.   

3. Your application is received

Once VAC receives your signed 
application form and supporting 
medical documentation, we will: 
•	order	your	service	records	(if	they	

were not already requested by VAC); 
•	review	your	application	and	

supporting documents; and 
•	let	you	know	if	anything	else	is	

required to complete your claim. 

4. Your application is reviewed

An adjudicator examines your medical 
and service information and any other 
evidence you have provided to answer the 
following questions:
•	Do	you	have	a	disability?	
•	Is	your	disability	related	to	your	

service? 
•	How	severe	is	your	disability?	
•	How	has	the	disability	affected	your	

quality of life?

5. A decision is made 

You will receive a letter informing you 
of the decision that has been made. It 
will have an explanation of how it was 
made and what evidence was used. 
If the decision is favourable, your 
disability benefit payment will 
be processed.

6. Decision review or appeal

You have the right to request a review 
or to appeal any decision we make. 
Free legal advice is available from the 
Bureau of Pensions Advocates (BPA). 
The BPA will represent you and will 
guide you through the review or appeal 
process. You can reach the BPA directly 
by calling 1-877-228-2250. 

On May 9, 2014, Canadians from coast to 
coast to coast paused for a moment of silence 
to reflect on the strength and sacrifices 
of the men and women who served in the 
Afghanistan mission as the country marked a 
National Day of Honour. 

The day included cross-country 
commemorations giving all Canadians the 
opportunity to salute the fallen, celebrate 
the strength of Canada’s remarkable military 
families, and pay tribute to the 40,000 
Canadian Armed Forces members who 

National Day of Honour

participated in Canada’s 12-year mission in 
Afghanistan.

In Ottawa, thousands of Veterans, CAF 
members, families and youth flooded the 
grounds of Parliament Hill and watched 
with tremendous pride as the Veterans of 
this mission marched in the National Day of 
Honour Parade. It was an emotional event for 
all in attendance.

A permanent national memorial to Canada’s 
mission in Afghanistan will be constructed in 

Ottawa to recognize and honour the courage 
and personal sacrifices made by Canadians 
during the Afghanistan conflict. The National 
War Memorial, which is the central place 
of remembrance for those who have served, 
will be inscribed with the dates of Canada’s 
mission in Afghanistan (2001–2014) and a 
ceremony to unveil the inscription will be 
held later in 2014. La Promenade Building, on 
Sparks Street in Ottawa, will also be renamed 
The Valour Building in honour of the bravery 
displayed by Canada’s best in Afghanistan.

Major Jay Feyko, 
who led the Soldier 
On Afghanistan 
Relay, presents the 
baton to Major-
General Dean 
Milner.

Canadians young and 
old demonstrated 
their pride in Canada’s 
Veterans and soldiers 
who served in 
Afghanistan.
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PTSD Coach Canada

PTSD Coach Canada was 
developed in partnership 
with the Department of 
National Defence and the 
Canadian Mental Health 
Association. The app 
provides users with: 

•	information	about	PTSD;	
•		a	self-assessment	tool;	
•		information	about	therapies;	and	
•		where	to	find	professional	support.	

It also includes tools that can help 
you manage your symptoms. This free 
application was adapted from PTSD Coach, 
originally developed by the United States 
departments of Veterans Affairs and 
Defense. 

For more information or to download 
PTSD Coach Canada, visit the App Store or 
Google Play or visit veterans.gc.ca/eng/
stay-connected. 

Getting information any time you need it

OSI Connect

OSI Connect was 
developed by the 
Royal Ottawa OSI 
Clinic with the 
support of VAC. It 
has been designed 

for Veterans and their families coping with 
an operational stress injury (OSI). The app 
has great information about: 

•	how	to	manage	stress;	
•	the	OSI	clinic	network;	
•	post-traumatic	stress;	
•	depression;	
•	anger;	and	
•	substance	abuse.	

For more information or to download 
the OSI Connect app, visit the App Store, 
BlackBerry World or Google Play from your 
mobile device, or visit veterans.gc.ca/eng/
stay-connected.

Mobile applications for smartphones and tablets are very popular because they help you get 
information whenever you need it using your favourite device—quickly and easily. Here are 
two free mobile apps available from VAC:

The health of Veterans and their families 
is our top priority. Working closely with 
long-term care facilities, our goal is to 
ensure that Veterans and their families 
are included in planning and decisions 
regarding care.

Speaking one-on-one with Veterans in 
long-term care is critical to achieving this 
goal. To achieve this, we have an ongoing 
partnership with the Royal Canadian 
Legion to have volunteers visit Veterans 
residing in long-term care facilities. This 
provides Veterans with more than just a 
welcome social visit and conversation, 
but also an opportunity to speak with 
someone who is fully trained and 
qualified to discuss issues around long-
term care. When issues arise, these 
volunteers report them to VAC so we can 
address them with the facility. 

Choosing a long-term care facility 

Your personal preference is always  
taken into account when choosing a 
facility. However, sometimes your  

Quality long-term care: It’s what matters most

preferred facility will have a waiting list.  
In these cases, we can look at other 
options such as a community facility  
so you can remain close to loved ones. 
If your health allows, we can provide 
services—via the Veterans Independence 
Program—to help you stay at home until 
a bed in your preferred facility becomes 
available. Today, almost 8,000 Veterans 
are cared for in 1,600 nursing homes 
and other long-term care facilities in 
communities throughout Canada.

Do I qualify for long-term care?

VAC provides financial support for long-
term care to eligible Veterans based on: 
•	health	care	need;	
•	service-related	disability;	
•	income;	and	
•	military	service.	

How do I apply for long-term care?

Placement and admission is managed 
by provincial or local health 
authorities. To request admission to 
long-term care, please contact the 
health agency in your area. 
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The Canadian peacekeeping mission in
Cyprus began in 1964. More than 25,000
personnel served during the mission
and 28 lives were lost. In 1993, Canada 
withdrew most of its troops from the United 
Nations mission in Cyprus, but a small 
Canadian presence remained and continues 
to serve there today. In March, Minister 
Fantino led a delegation of 10 Canadian 
Veterans of the Cyprus mission to the 
Mediterranean nation to mark the 
50th anniversary of Canada’s contribution.

The Afghanistan connection

Thanks to our ongoing presence in Cyprus,
the Canadian Armed Forces were able to
use the island as a decompression site

Cyprus: 50 years of peacekeeping
for soldiers returning from Afghanistan.
Spending a few days in Cyprus gave our 
soldiers an opportunity to take part in
a reintegration program that assisted them
with the transition from field operations in
Afghanistan to life in Canada.

Canada’s military is recognized the
world over for its commitment to
peacekeeping—a mission that demands
great skill, collaboration and sacrifice.
The 50th anniversary events in Cyprus
honouring modern-day Veterans serve to
educate and inform and, importantly, are
an expression of gratitude.

HIRING VETERANS
in the Government of Canada

The Government of Canada is creating new employment opportunities in the 
federal public service for Canadian Armed Forces personnel and Veterans

For more information, visit veterans.gc.ca/services

Canadian peacekeeping Veterans stand at 
attention near Canadian flags on graves 
after a remembrance ceremony at Dhekelia 
Cemetery on March 19, 2014.

Canadian Minister of Veterans Affairs Julian 
Fantino (L) stands with Canadian peacekeeping 
Veterans at a Peacekeeping Exhibition at 
Famagusta Gate, in Nicosia, on March 17, 2014.
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In 2013, the CFOne card was introduced to the 
one million members of the Canadian Armed 
Forces community by Canadian Forces Morale 
and Welfare Services. Cardholders have access 
to services and activities, business discounts 
via the Canadian Forces Appreciation program 
and access to shopping at the CANEX. 

DND introduced the card to honour and 
recognize the “One Million Strong 
Community”—a term used to describe the 
significant number of men and women who 

serve and have served, and the 
families that support them. A wide 
range of Canadians will be able to 
apply for the CFOne card, including 
Canadian Armed Forces members 
and Veterans, military families, DND 
employees, and RCMP members. 

To learn more about the card, 
visit cf1fc.ca or call 
1-855-245-0330.

The CFOne card

This year, Canada’s police forces are 
commemorating a quarter-century of 
serving in international peacekeeping. Over 
the past 25 years, our police officers have 
made an important contribution to peace by 
volunteering to serve in some of the world’s 
most challenging places. 

Since October 17, 1989, more than 3,000 
police officers from across Canada have 
served in operations in nearly 30 countries 
around the world. Their contributions have 
brought them a well-earned reputation for 
leadership and professionalism. 

Throughout 2014, the RCMP, along with 
its police and government partners in 
international peace operations, will mark 
this anniversary with a series of activities to 
honour the service and sacrifices of Canadian 
police officers, as well as their families. 

Every year, several thousand members 
transition out of the Canadian Armed 
Forces (CAF). These are highly trained 
individuals who have benefited from 
ongoing professional development and have 
lived unique experiences throughout their 
careers. Because of these experiences, they 
typically possess an accelerated learning 
curve, advanced leadership and teamwork 
skills and intangible character traits that 
any employer will not only appreciate, but 
also value highly. 

Peace officers: Canada’s police working overseas

Hiring Veterans:  
The 10,000 Jobs Challenge

In partnership with the CAF, Canada Company 
has built the Military Employment Transition 
(MET) portal. The portal aligns the unique 
training, skills and employment skills of CAF 
Veterans with the needs of employers. The 
result is a national transition program that 
helps to bridge the gap between the military 
and the private sector. 

By registering on the Canada Company portal, 
current and former CAF members will have 
access to a growing number of employers 

across Canada. Canada Company will also 
provide members with assistance in resume 
writing, career coaching and interview skills. 

To illustrate its determination, Canada 
Company has issued a “jobs challenge” to the 
business community to hire 10,000 Veterans 
over the next 10 years. 

For more information, 
visit canadacompany.ca and click on “MET.” 

The most important events will take 
place on August 9 and 10 around 
National Peacekeepers’ Day. A national 
ceremony will be held in Ottawa to 
recognize this anniversary. 

For more information, visit rcmp-grc.ca 
and search for “25th anniversary.” 



How to Reach Us
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Veterans Affairs Canada 
website: veterans.gc.ca
E-mail: information@vac-acc.gc.ca

Do you need information on  
services and benefits?
Note: When you call us, please have your  
VAC client number ready, if you have one.
Canada:
Phone: 1-866-522-2122
United States:
Phone: 1-888-996-2242
United Kingdom, Germany, France,  
or Belgium:
Phone: 00-800-996-22421 
Any other country:
Phone: 613-996-2242

Do you need information on 
disability benefit decisions or how 
to request a review or an appeal?
Call the Bureau of Pensions Advocates  
(BPA) at: 1-877-228-2250

Do you need information on  
remembrance programming?
Phone: 1-866-522-2122
Phone: 1-800-465-7735 (Hearing Impaired)

Veterans Review and Appeal Board
PO Box 9900
Charlottetown PE  C1A 8V7
Phone: 1-800-450-8006
Outside Canada:
Phone: 902-566-8751
Website: www.vrab-tacra.gc.ca

Funeral and Burial Information
Last Post Fund 
Phone: 1-800-465-7113
Website: www.lastpostfund.ca 

VAC Assistance Line
Confidential, professional counselling 24/7
Phone: 1-800-268-7708

Office of the Veterans Ombudsman
Mailing Address:
Veterans Ombudsman
PO Box 18 Stn B
Ottawa ON  K1P 6C3
Phone: 1-877-330-4343
Outside Canada: 902-626-2919
Fax: 902-566-7582
Website: www.ombudsman-veterans.gc.ca 

Scan this code

to learn more about  our
programs and services.

Like the Olympics in February, the 2014 
Paralympic Games demonstrated once again 
the extraordinary skill and determination 
of our athletes. These games continue to 
showcase the great advancements people with 
disabilities have made through the years. As 
a result of medical advances, improvements 
in rehabilitation programs and technological 
advances, these amazing men and women 
have expanded our horizons and redefined 
what is possible. 

The Paralympics can trace their origins to 
the rehabilitation activities of Veterans of the 
Second World War. In 1944, a sports-based 
rehabilitation program was developed by 
Dr. Ludwig Guttman, a Jewish neurologist who 
escaped Nazi Germany just before the Second 
World War. In 1948, his program led to the 
inaugural “Stoke Mandeville Games” named 
for the hospital where he worked. Two British 
teams competed, made up of 14 servicemen 
and two servicewomen with spinal injuries. 
Competitions included wheelchair polo, 
basketball and archery. The games continued 
for several years and, in 1952, they became 
an international event when Veterans from the 
Netherlands took part for the first time. 

Dr. Guttman was knighted by Queen 
Elizabeth II in 1966 for his work on behalf 
of the disabled. His pioneering work 
continues to inspire achievements not just 
at the Paralympics, but also in technological 
improvements, advances in physiotherapy 
programs, and comprehensive approaches to 
physical and mental health. 

The first “Parallel Olympics”—which involved 
23 countries competing in 8 sports—were 
held in Italy following the conclusion of 
the 1960 Summer Games. In 1976, the first 
Winter Paralympics were held in Sweden, and 
featured athletes from 16 countries competing 

in cross-country and downhill skiing. At the 
2014 Winter Games, 44 nations sent teams 
to compete in hockey, curling, and skiing 
(biathlon, cross country and alpine). Since 
its participation in the 1968 Summer Games, 
Canada has now won more than 1,000 medals 
at the Paralympics. 

Canadians are very proud of all of the athletes, 
but the Department of National Defence and 
Veterans Affairs Canada cheered just a little 
bit louder for Corporal Dominic Larocque, 
who this year became a two-time Paralympian 
as a member of the Canadian national sledge 
hockey team. Wounded in Afghanistan in 
2007, Dominic continues to proudly represent 
his country both in the military and on Team 
Canada. Visit soldieron.ca to read more 
about his and other soldiers’ stories in the 
“I Soldier On” section.

Support for injured Veterans takes place 
every day with disability and health care 
benefits, rehabilitation services and assistance 
provided through the national network of OSI 
clinics. Veterans Affairs Canada works closely 
with many stakeholders, including the War 
Amps and the National Council of Veterans 
Associations in Canada, to improve health 
care services for injured Veterans. 

All Paralympians have shown us that with a 
strong will and a proper support system, there 
are no limits to what can be achieved.

The Paralympics: It all started with Veterans


