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2009 Annual Report 
 

2009 Board of Directors 

Dave Adams, Anthony Cornacchia; Cheryle Gallant; Gary Frost;  Gerald Hashey; Mark 
Nantais; Susan Walker; 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 North 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 
 
When consumers are considering CAMVAP, this annual report and those that precede it will 
provide useful background on how the program works and how consumers have faired over 
the years. 
 
CAMVAP wants consumers accessing the program to understand the program, how to 
prepare for the hearings, what to expect as a possible award and the likelihood of success 
based on the experience of other consumers over the past years.  
 
While the number of cases completed in 2009 decreased, the percentage of consumers who 
successfully arbitrated their case remains constant year over year. The board of directors is 
watching these numbers and assessing the trends. It remains important that CAMVAP 
monitor the level of its awareness while also recognizing that the quality of the vehicles 
continues to improve each year. Moreover, and perhaps more importantly, manufacturers are 
changing their strategies to deal with CAMVAP cases. More than ever, manufacturers are 
working with consumers to try to resolve issues before they become a CAMVAP case. Their 
objectives are enhanced customer service and keeping the consumer loyal to their product 
line. 
 
Please take the time to read our report and the results achieved by those using CAMVAP in 
2009. 
 

 
 
James Savary 
Chair of the Board of Directors
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2009 Operating Statistics 
Case Numbers 
CAMVAP handled 285 cases in 2009. This significant drop in the number of cases handled 
from the 346 cases handled in 2008 represents a reduction of 17.6% in the total number of 
cases handled. An additional 31 cases were withdrawn during the initial stages of the 
CAMVAP process and 8 cases were found by arbitrators to be ineligible for the program. 

In 2009, about 1.46 million vehicles that could potentially be eligible for CAMVAP were sold 
in the Canadian market place. When considered as a percentage, only .019% of potentially 
eligible vehicles ended up in the program. 

The distribution of cases between the provinces and territories changed slightly with the 
percentage of Ontario cases increasing from 42.4% of the cases in 2008 to 53% in 2009. 
Thus Ontario returned to its traditional position of handling about 50% of CAMVAP cases 
annually. Distribution of cases shifted in a number of provinces, notably in Alberta which 
accounted for 20% of the total cases handled in 2009, up from to13.5% in 2008. 
 

 

N
um

be
r o

f 
C

as
es

 

N
um

be
r o

f 
A

rb
itr

at
ed

 C
as

es
 

N
um

be
r o

f 
C

on
ci

lia
te

d 
C

as
es

 

N
um

be
r o

f 
C

on
se

nt
 A

w
ar

ds
 

British Columbia 22 19 3 0 
Alberta 57 56 0 1 
Saskatchewan 16 16 0 0 
Manitoba 7 6 1 0 
Ontario 105 103 0 2 
Québec 47 34 9 4 
New Brunswick 9 8 1 0 
Nova Scotia 10 10 0 0 
Prince Edward Island 1 1 0 0 
Newfoundland & Labrador 10 9 1 0 
Northwest Territories 1 1 0 0 
Nunavut 0 0 0 0 
Yukon Territories 0 0 0 0 
Totals  285 263 15 7 

 
When the withdrawn and ineligible cases are not included, almost 95% of the cases handled 
by CAMVAP went to arbitration.  

Awareness of the program remains an issue, but a number of other factors also need to be 
considered, most notably the overall quality of vehicles and the manufacturer’s approach to 
resolving issues before they become a CAMVAP case. Many of the manufacturers use the 
notification of a CAMVAP case as a tool in their customer satisfaction process that allows 
them to take extra steps to resolve customer issues. The fact that manufacturers are taking 
this approach is a clear sign that CAMVAP is working for both the consumer and the 
manufacturer. 

 

Arbitrated cases are those 
that proceed to a hearing at 
which the arbitrator makes 
an award based on the 
evidence presented by the 
parties. 
 
Conciliated cases are 
those in which 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 
the manufacturer agree on 
a settlement at the 
arbitration hearing and the 
arbitrator makes that 
agreement the ‘award’ 
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CAMVAP Arbitration Results 
Of the 263 arbitrated cases, consumers were successful 62% of the time at arbitration. This 
result is down 2 per cent from the 64% recorded in 2008. These results are consistent with 
the past several years. Also 7 cases were settled by consent at the hearing prior to the 
arbitrator making an award and 15 cases were resolved between the consumer and 
manufacturer without having to go to an arbitration hearing. 
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British Columbia 2 4 0 2 1 1 10 20 
Alberta 7 17 1 16 1 0 18 61 
Saskatchewan 2 2 5 2 2 0 8 21 
Manitoba 2 2 0 0 0 0 2 6 
Ontario 11 31 3 17 4 2 44 114 
Québec 0 4 1 15 0 0 17 41 
New Brunswick 2 2 0 1 0 0 3 9 
Nova Scotia 1 0 0 3 0 0 7 11 
Prince Edward Island 0 0 0 1 0 0 0 1 
Newfoundland & Labrador 1 0 0 3 0 0 6 10 
Northwest Territories 0 0 0 0 0 0 1 1 
Nunavut 0 0 0 0 0 0 0 0 
Yukon Territories 0 0 0 0 0 0 0 0 
Totals  28 62 10 62 8 3 116 287 

Buyback Awards In Arbitrated and Consent Cases 
CAMVAP buybacks totaled more than $2.14 million in 2009. The average award was up 
significantly, largely because one of the vehicles bought back in 2009 was worth more than 
$200,000.  
 
There were 27 cars, 13 light trucks, 15 minivans and 38 sport utility vehicles bought back by 
the manufacturers in 2009. When the arbitrated and consent award cases are considered, 
buybacks accounted for 34% of the CAMVAP awards. This is two percent more than was the 
case in 2008. 
 
Number of Buybacks 93 
Total Value of Buybacks Paid to Consumers $2,143,899 
Average Value of Buybacks (Leased and Owned) $23,053 

 
Buybacks are an important award in the range of awards that consumers can get through the 
CAMVAP process. However, consumers need to consider carefully whether a buyback is the 
best award in their circumstances. Repair awards (see below) are an important alternative, 
particularly when the deficiencies in the vehicle can be resolved. Anecdotally, it is known that 
many consumers like and want to keep the vehicle that is the subject of arbitration; they 
simply would like it repaired and that it remain trouble-free.  
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Reimbursement Awards In Arbitrated and Consent Cases 
It may occur that the issues with the vehicle have been resolved previously, but the arbitrator 
is asked to consider who should pay the costs of the repairs. This situation can arise when 
the manufacturer declines warranty repairs, frequently because there is a dispute about 
abuse of the vehicle or its past maintenance.  
 
Number of Reimbursements to Consumers 10 
Total Value of Reimbursements $17,825 
Average Reimbursement Per Claim $1,782 

Out of Pocket Allowance In Arbitrated and Consent Cases 
Out of pocket payments are covered in the CAMVAP program. Consumers can claim 
expenses up to a total of $500 for documented expenses that include car rentals, 
accommodations, 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 of the 
vehicle. 
 
Very few consumers make claims under this segment of the program, partially because 
many of the expenses may have already been covered through the vehicle manufacturer’s 
roadside assistance program. Using this expense category for obtaining preliminary 
diagnostic testing of the vehicle could assist the consumer in determining whether he or she 
has a provable case.  
 
Number of Out of Pocket Allowance Awards Paid 8 
Total Value of Out of Pocket Allowance Paid $2,114 
Average Value of Out of Pocket Allowance Paid $264 
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Who Appears at CAMVAP Hearings? 
CAMVAP tracks who appears at hearings using the information included in the arbitrator’s 
written award. Prior to the arbitration both parties are required to provide the names of who 
will be attending the hearing and what their role will be at the hearing. This way both sides, 
the manufacturer and the consumer, can better prepare for the hearing. 
 

 
 
The manufacturer’s representative appeared alone at the hearing in 89% of the cases in 
2009. This is up by one per cent from 2008. The other participant combinations for the 
manufacturer are also consistent with 2008. 

 
 
Consumers represented themselves in 58% of the cases. This is down from the 64% of 
consumers doing the same in 2008. On the other hand, consumers and family members 
were up by eight percent over 2008. Often the family member assists in presenting the case 
and may appear as a witness. Witnesses are an important element in a case and can serve 
to corroborate the case being made by adding first hand testimony. 
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Vehicle Types and Consumer Concerns 
CAMVAP tracks complaints made by consumers. There is very little variation in the charts 
year over year. Consumers may have one or more than one complaint about the vehicle. 
Issues involving engine complaints accounts for the greatest number of complaints received, 
followed by exterior, steering and suspension and transmission issues with the numbers and 
percentages being relatively similar year over year. This information is from the arbitrated 
and consent cases only. 
 

Case Timing 
Cases in which there was only one hearing averaged 70.54 days in 2009. This is up 3.5 days 
over the 2008 experience of 67 days. Cases in which there is more than one hearing include 
cases that have preliminary eligibility hearings or an additional hearing to address issues 
raised during a technical inspection of the vehicle. These cases now average 81.6 days, up 
from 79.5 days in 2008.  
 
Cases have become more complex over the years, both in the information and evidence 
provided by both the consumer and the manufacturer. Eligibility hearings add several days to 
the process, as do cases where a technical inspection of the vehicle is ordered.  
 
The CAMVAP standard was set 15 years ago at 70 days. The CAMVAP process has evolved 
since the 70 days standard was set. The program now includes eligibility and second 
hearings which can increase the number of days to complete some cases. As well, vehicles 
have become much more complex and the need for technical inspections has increased.. 
The 70 day case completion standard is now under review. 

Hearing Locations 
One of CAMVAP’s significant achievements is that the program is available to consumers no 
matter where they live in Canada and, more importantly, the hearing will be held at or near 
the consumer’s home community. The chart below sets out where hearings were held in 
2009.  
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Cars 108 2 1 7 14 38 28 6 20 27 143 
Light Trucks 48 1 2 2 7 19 5 3 13 13 65 
Mini Vans 33 4 3 6 14 9 11 2 8 13 70 
Sport Utility 81 4 4 7 24 29 23 5 19 20 135 
Totals 270 11 10 22 59 95 67 16 60 73 413 
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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: 
 

• 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 2009. 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 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 418-649-9292 Québec • 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 Albert 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 


