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2008 Annual Report 

2008 Board of Directors 

Dave Adams, Anthony Cornacchia; Cheryle Gallant; Gary Frost;  Gerald Hashey; Mark 
Nantais; Mike Prosser; James Savary (Chair); Darren Thomas; Tim Ryan; Trevor Todd 

Member Organizations 

Association of International Automobile Manufacturers of Canada 
Canadian Automobile Dealers Association 
Canadian Vehicle Manufacturers’ Association 
Consumers’ Association of Canada 

The Governments of: 

British Columbia; Alberta; Saskatchewan; Manitoba; Ontario; Quebec; New Brunswick; Nova 
Scotia; Prince Edward Island; Newfoundland and Labrador; Yukon Territory; Northwest 
Territories; Nunavut Territory 

Participating Manufacturers 

Chrysler Canada Inc. 
Ford Motor Company of Canada, Limited 
General Motors of Canada Limited 
Honda Canada Inc. 
Hyundai Auto Canada Corp. 
Jaguar Land Rover Canada ULC. 
KIA Canada Inc. 
Mazda Canada Inc. 
Mercedes-Benz Canada Inc. 
Nissan Canada Inc. 
Porsche Cars Canada Ltd. 
Subaru Canada, Inc. 
Suzuki Canada Inc.  
Toyota Canada Inc. 
Volkswagen Group Canada Inc. 
Volvo Cars of Canada Corp. 

Staff 

Stephen Moody (General Manager) 
Arlene Weijers (Program Coordinator) 
Lillian Lian (Bookkeeper/Administrative Assistant) 
 
Canadian Motor Vehicle Arbitration Plan 
235 Yorkland Boulevard, Suite 407 
Toronto, ON     M2J 4Y8 
 
Website addresses:  www.camvap.ca            www.pavac.ca 
 
For Consumer Information call the CAMVAP Provincial Administrator at 1-800-207-0685. 
For Program Administration information call (416) 490-0615 or facsimile (416) 490-1680. 
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Letter from the Chair 
 
In 2008, CAMVAP entered its 14th year of operation. The program provides consumers and 
the manufacturers of their vehicles with a dispute resolution program that is Canada wide 
and ensures that consumers’ issues with their vehicles are handled the same way across the 
country. 
 
The 2008 CAMVAP annual report is intended to provide consumers with information about 
the program and the results that have been achieved over the year. Consumers frequently 
wonder how well others have done when they have gone to arbitration. This report provides 
that information.  
 
The annual report is only one source of information to which consumers have access in order 
to better understand CAMVAP and to prepare for cases. The CAMVAP website at 
www.camvap.ca is an excellent source of information. Along with this annual report, the 
consumer can find out whether or not a vehicle has been bought back through the program 
and the potential amount of a buyback. Doing so helps the consumer to determine whether a 
buyback may be the best alternative to consider, given their financial situation and the issues 
that they may bring to arbitration.  
 
CAMVAP also recognizes the industry’s ongoing commitment to the program and the 
services that it provides to consumers. This commitment is one of the elements of the 
program that makes CAMVAP work for both the manufacturer and the consumer. 
 
I believe the information in this year’s report will be helpful to consumers.  
 

 
 
James Savary 
Chair of the Board of Directors
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2008 Operating Statistics 
Here is what happened in 2008………… 
CAMVAP handled 346 cases in total, of which 309 were fully arbitrated, 21 were conciliated 
between the time the case was filed and before the actual arbitration hearing could take 
place and 16 were consent awards under which the manufacturer and the consumer agreed 
to terms that they negotiated at the hearing. An additional 41 cases were either withdrawn by 
the consumer or found to be ineligible for CAMVAP. In chart form it looks like this: 
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British Columbia 28 26 1 1 
Alberta 47 41 0 6 
Saskatchewan 13 13 0 0 
Manitoba 10 8 1 1 
Ontario 147 141 0 6 
Québec 59 48 10 1 
New Brunswick 10 9 1 0 
Nova Scotia 12 11 1 0 
Prince Edward Island 0 0 0 0 
Newfoundland & Labrador 18 11 7 0 
Northwest Territories 1 0 0 1 
Nunavut 0 0 0 0 
Yukon Territories 1 1 0 0 
Totals  346 309 21 16 

 
CAMVAP handled forty-four cases more than the 302 cases handled in 2007. This is still 
significantly under the 479 cases handled in 2005. 
  
Nearly 90 per cent of the cases handled resulted in arbitration where CAMVAP provided an 
arbitrator to hear the case and make a decision based on the evidence provided by the 
manufacturer and the consumer.  
 
Ontario’s arbitrated cases were up significantly at 147 compared to 115 in 2007. This 
increased caseload in Ontario accounts for much of the year over year increase in arbitrated 
cases.  
 
The CAMVAP board continues to be concerned about case numbers when compared to the 
number of vehicles potentially eligible for CAMVAP. While it is known that the manufacturers 
are working diligently to resolve potential CAMVAP cases before they make it into CAMVAP, 
the Board need to ensure that consumers are  aware of the program and that its services 
remains an important priority for all stakeholders. 
 
 
 

Arbitrated cases are 
those that proceed to a 
hearing at which point the 
arbitrator makes an award 
based on the evidence 
presented by the parties. 
 
Conciliated cases are 
those where the consumer 
and the manufacturer 
agree to resolve the issues 
without the need for a 
hearing. 
 
Consent cases are those 
in which the consumer and 
manufacturer agree on a 
settlement at the arbitration 
hearing and the arbitrator 
makes that agreement the 
‘award’ 
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CAMVAP Arbitration Results 
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British Columbia 7 1 0 4 0 0 15 27 
Alberta 10 1 2 13 1 0 18 45 
Saskatchewan 2 0 2 2 1 0 8 15 
Manitoba 2 2 0 1 1 0 3 9 
Ontario 40 6 3 33 2 0 70 154 
Québec 14 2 3 10 2 0 22 53 
New Brunswick 0 1 1 2 0 0 5 9 
Nova Scotia 4 2 0 3 1 0 3 13 
Prince Edward Island 0 0 0 0 0 0 0 0 
Newfoundland & Labrador 6 0 1 3 1 0 2 13 
Northwest Territories 0 0 0 0 0 0 0 0 
Nunavut 0 0 0 0 0 0 0 0 
Yukon Territories 0 0 0 1 0 0 0 1 
Totals  85 15 12 72 9 0 146 339 

 
When the 309 arbitrated cases are considered, consumers were successful 64% of the time 
at arbitration.  This result is up 2 per cent from the 62% recorded in 2007.  These results are 
consistent with the past several years.  Also 16 cases were settled by consent at the hearing 
prior to the arbitrator making an award and 21 cases were resolved between the consumer 
and manufacturer without having to go through the CAMVAP process to an arbitration 
hearing 
 
When considering all cases in total and considering the consent awards as one award per 
case, the consumer success rate increases to nearly 60% across all arbitrated issues.  

Buyback Awards In Arbitrated and Consent Cases 
 
Number of Buybacks 102 
Total Value of Buybacks Paid to Consumers 1,821,147 
Average Value of Buybacks (Leased and Owned) $17,854 

 
Of the 102 buybacks, 35 were cars, 21 were light trucks, 9 were minivans and 37 were sport 
utility vehicles. The average buyback amount was $17,854 and the total amount paid to 
consumers for the vehicles that were bought back was $1,821,147.  
 
It should be noted when looking at the total amount of buybacks that this amount also 
includes leased vehicles under which the consumer is receiving back only a prorated part of 
the down payment. In such cases the consumer has been taken out of the lease contract; 
however the actual value of the vehicle cannot be captured through the information that 
CAMVAP receives as part of its award tracking mechanisms.  
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When considering the arbitrated and consent cases only, buybacks represent 32% of the 
awards made in CAMVAP cases.  
 
Buybacks without a reduction for use were awarded in 17 of the cases and buybacks with 
reduction for use were ordered in the remaining 85 cases. Information on how to calculate a 
buyback amount is available on the CAMVAP website at www.camvap.ca.  

Reimbursement Awards In Arbitrated and Consent Cases 
These cases are those in which the consumer is awarded financial compensation for repairs 
that they have had done to their vehicles at their own expense and the arbitrator has 
determined that the manufacturer of the vehicle is responsible for those repairs. These cases 
are frequently those where warranty liability has been denied by the manufacturer, generally 
when the manufacturer believes that the consumer has abused the vehicle or has not 
properly kept up the maintenance of the vehicle. 
 
Number of Reimbursements to Consumers 14 
Total Value of Reimbursements $38,039 
Average Reimbursement Per Claim 2,717 

Out of Pocket Awards 
CAMVAP has an out of pocket payment up to $500 that can be awarded for refunds of 
reasonable and documented expenses incurred for car rentals, accommodation, towing, 
taxis, diagnostic testing prior to the date of the hearing, and for weigh scale fees where 
weighing the vehicle was required to establish eligibility.  
 
Frequently very few consumers apply for this award as these costs have already been 
covered by the manufacturer as part of their roadside assistance plans. Physically weighing 
the vehicle can occur when eligibility of a vehicle for the program needs to be determined. 
The program allows vehicles up to 4,536 kilograms. Some trucks are on the cusp of that 
weight and require being weighed as part of the process to determine eligibility. 
 
Number of Out of Pocket Allowance Awards Paid 9 
Total Value of Out of Pocket Allowance Paid $1,934 
Average Value of Out of Pocket Allowance Paid $215 
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Who Appears at the CAMVAP Hearings 
Frequently, there will only be three people at a CAMVAP arbitration hearing: the consumer, a 
representative of the manufacturer and the arbitrator. In 88% of the cases the manufacturer’s 
representative appeared alone at the hearing. Manufacturers’ representatives appearing 
alone were up 9% from 2007. The attendance of dealer representatives was down by 3% 
and the bringing of witnesses was down by 5%.  
 

 
 
On the consumers’ side, the consumer appeared alone in 64% of the cases and brought a 
witness in 11% of the cases. Family members participated in 23% of the cases and the 
consumer was represented by either an authorized person or a lawyer in 2% of the cases.  
 

 
 
Consumers are encouraged to bring witnesses and any other people that could assist them 
to make their case. Information from a witness that has experienced or observed the problem 
can significantly increase the strength of the consumer’s case. 
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Vehicle Types and Consumer Concerns: 
 
The engine, computer and electrical problems and paint and exterior problems continue to be 
the main issues on which CAMVAP cases are based. This chart varies only slightly year over 
year. It is based on the 325 arbitrated and consent award cases only, since information at 
this level of detail is not available for conciliated cases.  
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Cars 125 8 10 12 26 44 34 11 40 28 213 

Light Trucks 65 2 4 4 11 30 10 3 34 15 97 

Mini Vans 32 4 3 1 12 10 12 6 8 7 63 

Sport Utility 103 5 10 11 28 29 34 12 24 23 176 

Totals 325 19 27 28 77 113 90 32 90 73 549 

Case Timing 
CAMVAP cases that can be completed with only one hearing averaged 67 days from the 
time the consumer’s application was received to the time the arbitrator’s award was 
distributed to the parties. However, cases in which there are two or more hearings took on 
average 79.5 days to complete in 2008. These cases frequently involve issues over the 
vehicle’s eligibility or where a technical inspection of the vehicle was required to provide the 
arbitrator with more information. Wherever possible, second hearings were handled by 
teleconference to speed the process and to minimize the impact on both the consumer and 
the manufacturer.  
 
The CAMVAP standard for all cases is 70 days. The board of directors is concerned about 
the slippage in case timing, but also recognizes that some cases are more complex than 
others.  

Hearing Locations 
CAMVAP is available to consumers across Canada in their home community. This is one of 
the features of the program that particularly benefits consumers in rural or remote 
communities. The program comes to them; they are not required to travel to participate in a 
CAMVAP hearing.  



2008 Annual Report • Canadian Motor Vehicle Arbitration Plan Page 10 of 12  

 
 



2008 Annual Report • Canadian Motor Vehicle Arbitration Plan Page 11 of 12  

CAMVAP Governance 
CAMVAP is a federally incorporated not-for-profit corporation. The 15 Associations and 
Governments that make up the CAMVAP organization are all members with voting rights at 
the Annual General Meeting. 
 
The members of CAMVAP are the: 
 

• Association of International Automobile Manufacturers of Canada (AIAMC) 
• Canadian Automobile Dealers Association (CADA) 
• Canadian Vehicle Manufacturers’ Association (CVMA) 
• Consumers’ Association of Canada 
• Provincial and Territorial Governments 

 
An 11 member Board of Directors governs CAMVAP. The Board of Directors establishes 
policy and monitors the financial, administrative and operational performance of CAMVAP. 
The eleven members consist of two directors representing the AIAMC members, one director 
representing the CADA members, two directors representing the CVMA members, two 
directors representing the Consumers’ Association of Canada and four Government directors 
representing the provincial and territorial governments. 
 
The General Manager reports to the Board of Directors and is responsible for the day-to-day 
operational, administrative and financial management of the corporation. The General 
Manager is also Secretary to the Board of Directors and an officer of the corporation. 
The General Manager also served as Treasurer for all of 2008. The Program Coordinator 
and the Administrative Assistant/Bookkeeper provide support to the General Manager and to 
the Board of Directors. 

CAMVAP Funding 

CAMVAP is fully funded by the vehicle manufacturers through a formula that reflect each 
company’s market share and past CAMVAP experience. Each manufacturer’s payment for 
the program is calculated one year in advance. There is no connection between CAMVAP’s 
funding and any individual case. 

CAMVAP Arbitrators 

The arbitrators who provide service to CAMVAP come from many backgrounds and 
professions. The arbitrators are completely independent of the program. The manufacturers 
are not involved in their appointment to the CAMVAP roster, their training, or their case 
selection. The arbitrators are paid a flat fee plus expenses for each case that they conduct. 
 
When a case is to go to arbitration, the Provincial Administrator selects three names from the 
roster of arbitrators who are available to hold a hearing in the consumer’s home community. 
The three names, each accompanied by a brief resume, are sent to the consumer who then 
selects one of the arbitrators to conduct the hearing. 
 
The CAMVAP Agreement for Arbitration, together with the Arbitration Act and the applicable 
consumer protection legislation in the Province or Territory where the Arbitration is held, 
govern CAMVAP cases. In Quebec, the Civil Code governs arbitrations. 
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Provincial Administrators 

The public face of CAMVAP are the Provincial Administrators who deliver the program 
across Canada. The Provincial Administrators are responsible for receiving and responding 
to enquiries, processing claim forms and applications for arbitration, scheduling hearings and 
technical inspections and communicating the results of hearings to the parties. All enquiries 
to CAMVAP’s toll-free services are handled by the Provincial Administrators. The Provincial 
Administrators are paid a base fee to provide service to CAMVAP and an additional fee for 
each case handled. 

Atlantic Canada 
Better Business Bureau of the Maritime Provinces Inc. 
1888 Brunswick Street, Suite 805, Halifax NS B3J 3B7 
Tel: 1-800-207-0685 or Halifax area 902-422-2230 • Fax: 902-429-6457 

Québec 
Soreconi Inc. 
35, 3107 avenue des Hôtels, Québec, (Québec) G1W 4W5 
Tel: 1-800-207-0685 or Québec area 418-649-9292 • Fax: 1-418-649-0845 

Ontario 
T.O. Corporate Services 
55 St. Clair Avenue West, Ste 255, Toronto, ON M4V 2Y7 
Tel: 1-800-207-0685 or Toronto area: 416-921-2686 • Fax 416-967-6320 

Manitoba 
Better Business Bureau of Manitoba Inc. 
1030-B Empress Street, Winnipeg MB R3G 3H4 
Tel: 1-800-207-0685 or Winnipeg area 204-989-9017 • Fax: 204-989-9016  

Saskatchewan 
Better Business Bureau of Saskatchewan Inc. 
980 Alberta Street, Regina SK S4R 2P7 
Tel: 1-800-207-0685 or Regina area 306-352-7602 • Fax: 306-565-6236 

Alberta & Northwest Territories 
Alberta Arbitration & Mediation Services Inc. 
10707-100 Avenue, Suite 605 
University of Lethbridge Bldg, Edmonton AB T5J 3M1 
Tel: 1-800-207-0685 or Edmonton area 780-439-9359 • Fax: 780-433-9024 

British Columbia & The Yukon 
Better Business Bureau of Mainland BC 
788 Beatty Street, Suite 404, Vancouver BC V6B 2M1 
Tel: 1-800-207-0685 or Vancouver area 604-682-6280 • Fax: 604-681-1544 


