Delivering Since its inception CAMVAP’s
on the goal has been “to provide
Promise vehicle owners and manufac-

turers with an easily accessi-

ble dispute resolution process
that is fast, fair and friendly”. To achieve these objectives we
continue to focus on our core activities. These are, firstly, the
soundness of our arbitrations and, secondly, the effectiveness of
our field administration.

I am pleased to report that in 1997 CAMVAP achieved its highest
ever levels of program activity, field performance and customer
satisfaction. The details, including year over year comparison
data, are in the Operating Statistics section of this annual report.
Overall program activity and, particularly, initial enquiries are
good measures of accessibility. Field performance is measured
by time to complete cases that are opened by the provincial
administrators and by the results of the consumer surveys con-
ducted by MarkTrend Research Inc. Customer overall satisfac-
tion ratings are a sound measure of performance against the
fairness and friendliness objectives.

Our success in 1997 was built on the skills, hard work, smart
work and teamwork of all our stakeholders. These include the
provincial and territorial governments, the vehicle manufactur-
ers and their dealers, the consumers associations, the six provin-
cial administrators, the 144 arbitrators across Canada, and our
head office staff. Together these groups are CAMVAP. Their peo-
ple are central to our success. CAMVAP could not function with-
out the continued commitment and support of all of them.

On behalf of the Board of Directors — and our customers — I wish
to express our sincere thanks. Well done team!!!!

1997 Significant Completion of
Activities Operational Review
In 1994, the CAMVAP Board of
Directors committed to an all-
encompassing review after
two full years of operation.
The intent of the review was to assess our performance against
the stated objectives and against stakeholder expectations of the
program.

As indicated in our 1996 Annual Report, completion of the
CAMVAP Operational Review by Clark Henning was to be a
major focus in the 1997 calendar year. The final report was
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submitted to the Board of Directors in August, 1997 and, by the
end of November, the Board had completed its initial review of
the recommendations. The report identified 99 actions to
improve the present-day efficiency and effectiveness CAMVAP
and to take advantage of opportunities to strengthen the pro-
gram and position it for future growth.

As anticipated, many of the recommendations focused on the
program’s core activities including field administration, arbitra-
tor selection and training, conduct of hearings, and the format
and content of internal and external communications.

Implementation of Operational Review
Recommendations

Since receiving the report, the Board of Directors consolidated
the recommendations by the program’s core activities of
administration, arbitration, provincial administration and com-
munications and then prioritized each recommendation based
on its potential contribution to improved performance against
program objectives and / or cost effectiveness.

The high priority recommendations are being implemented on
an expedited basis. Several recommendations affecting the
arbitrators, provincial administrators, and consumer commu-
nications were implemented prior to December 31, 1997.
(Others were released in the 1st quarter of 1998.) Early indica-
tions are that the changes made are showing a positive impact
on operating results.

Akey recommendation was to establish a formal arbitrator per-
formance review and evaluation program to be conducted at
arms length by an “outside” agency. Work on this task com-

menced in the Fall. (The arbi-

trator quality control program
I am pleased to report that in 1997 CAMVAP was implemented effective

achieved its highest ever levels of program activity, June 1, 1998.)

y field performance and customer satisfaction. . . . .
Extensive discussions contin-

ue with all CAMVAP stake-

holders (governments, manu-
facturers, consumer associations) on the implementation timing
and format for the remaining recommendations.

The Board of Directors considers it prudent to carefully and
strategically plan the timing and sequencing of major changes to
the program in order to avoid overwhelming the system and to
permit a complete and accurate evaluation of their impact.

In summary, the 1997 Operational Review has identified impor-
tant opportunities for CAMVAP to improve its performance and
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meet or exceed its core objectives. The ongoing challenge is to
implement the remaining recommendations in a timely, cost
effective and orderly manner and to monitor their impact
carefully.

The Board of Directors accepts this challenge on behalf of all
CAMVAP stakeholders.

An overview of the report summarising the recommendations
and the implementation process will be prepared and made
available on a request basis in the fall of 1998.

Consumer Survey

Results The 1997 calendar year survey results were very
Beginning in mid-1995, all positive with the best ever customer satisfaction
consumers who apply and ratings in many of the core areas of our business.

qualify for CAMVAP arbitra-
tion are surveyed by

MarkTrend Research Inc. to ascertain their satisfaction with the
key operating elements of our program.

The 1997 calendar year survey results were very positive with
the best ever customer satisfaction ratings in many of the core
areas of our business. In particular, the Provincial
Administrators continue to achieve top marks on all seven of
the measured areas. New high levels of satisfaction were
reached in the critical areas of “being professional”, “timely set-
up of hearing”, “being knowledgeable about the case” and
“being easy to reach”.

The CAMVAP Arbitrators are evaluated on six elements; “being
professional”, “being courteous”; “being prepared for the hear-
ing”, “being helpful”, “being knowledgeable about the case”
and “being fair”. Combined excellent and good ratings on all six

of these elements were at record high levels.

The combined “excellent” and “very good” overall rating of
CAMVAP and its processes was at 67% up only slightly from
65% in 1996. While only a small change, this sets a new high for
this all important measurement of customer satisfaction with
CAMVAP.

Our objective for the “overall satisfaction” rating is 70%. We
believe that some of the Operational Review recommendations
already implemented will help us to achieve it in 1998.

New Policy Directives

In the fall of 1997, the Board of Directors issued three new pol-
icy directives. These directives were designed to address
issues of concern to consumers relating to buy-back awards
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(calculation of the dollar amount), technical inspections,
exchange of documents prior to the hearings, and the use of
pre-hearing teleconferences. Some of the improvement in the
customer survey results can be ascribed to these directives.

Process Timing

In 1997, the average time to complete all CAMVAP arbitrated
cases was 59.8 days. This was 10.2 days better that our objective
of 70 days, 6.7 days better than our 1996 results, and represents
our best ever performance in this critical area. Seventy-six per-
cent (76%) of all 1997 cases were completed within the objective
timing of 70 days — also a best ever performance level.

There is a positive correlation between time to complete a cus-
tomers case and the satisfaction levels with other elements of
the programs. Our performance in this critical area contributed
significantly to the record high ratings for overall program sat-
isfaction.

Focus and Objectives for 1998

A main focus for the Board of Directors in 1998 will be to final-
ize its discussions and decisions with respect to the Clark
Henning Operational Review. We anticipate that the majority of
the recommendations selected for implementation will be in
place by 1998 year end.

CAMVAP has contracts (operating agreements) with all partici-
pating vehicle manufacturers regarding their participation and
financial support of the program. All of these contracts come-
up for renewal in 1998-99 and will be re-negotiated as they
come due.

Each Provincial Administrator
operates under a two-year
fixed term contract with CAM-
VAP. Contract renewal for all

Seventy-six percent (76%) of all 1997 cases
were completed within the objective timing of

70 days — a best ever performance level.
Provincial Administrators will

occur in 1998. The Board of
Directors has determined that

a third two year term should be offered to all of the Provincial
Administrators.

A key element of our success in 1997 was our communications
strategy. The Directors regularly review and access external and
internal communications. Two changes will be made in 1998.
One will be an update of our Rules and Agreement for
Arbitration form to reflect changes resulting from the opera-
tional review. A second will be to conduct a series of meetings
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between the Directors and major stakeholder groups (con-
sumer associations, manufacturers, arbitrators and provincial
administrators) to ensure the program continues to meet all
their expectations.

Financial Review

Expenditures for 1997 were $725,100. This was $171,900 under
the approved full year budget of $897,000. This was CAMVAP’s
fourth consecutive under budget performance.

The Board of Directors
appointed Richter, Usher &

Vineberg, an accounting firm While the number of claim forms returned is down by

headquartered in Toronto as 8.2% from 1996, the number of cases fully arbitrated is
CAMVAP’s accountants for

1998. Their 1997 audit report
indicating CAMVAP was
operating on sound financial
basis was reviewed and approved by the CAMVAP Members

up by 6.5% from 309 in the previous year to 329.

and Directors at the Annual General Meeting held on April
26th, 1998.

In Summary

1997 was both a challenging and a successful year. Our customer
survey and case timing results indicate that CAMVAP is “deliv-
ering on the promise” to provide our customers with an arbitra-
tion program that is fast, fair, friendly and easily accessible.

We look forward to further improvements in our performance
against our core objectives as we continue to implement recom-
mendation arising from the 1997 Operational Review.

We hope you will find this — our fourth annual report — infor-
mative and easy to understand. Your comments and sugges-
tions on the report or on the on going operation of CAMVAP are
invited. I assure you they will be given careful consideration.

In conclusion, on behalf of myself and the CAMVAP Board of
Directors, I wish to express sincere thanks to all those who con-
tributed to making 1997 our best ever year.

T.L. Johnson
Chair of the Board
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997 Operating
tatistics

Highlights The six CAMVAP provincial

administrators, with offices

located in Halifax, Toronto,

Winnipeg, Regina, Edmonton

and Vancouver (with a sub-
office in Victoria), received 8,089 consumer enquiries in 1997.
This reflects a 20% increase over the 6,759 enquiries that were
received in the previous year.

1,202 claim forms were mailed to consumers with 414 claim
forms being returned as applications to commence the arbitra-
tion process. While the number of claim forms returned is down
by 8.2% from 1996, the number of cases fully arbitrated is up by
6.5% from 309 in the previous year to 329. An additional 62 cases
resulted in settlements at the hearing between the consumer and
the manufacturer. In these “consent” cases, the agreement
between the consumer and the manufacturer becomes the arbi-
trator’s award.

An additional 52 cases were settled between the consumer and
the manufacturer prior to an arbitration hearing being held. 26
cases were withdrawn by the consumer or were ineligible for

arbitration.

CAMVAP Consumers continue to learn
Cases about CAMVAP through many
Processed sources. The program’s com-

munications strategy has been
to work with all organizations
where a consumer may go for assistance. The chart on page 7
shows that this process of referrals to the program is working.
More than 150,000 single-page consumer brochures were dis-
tributed in 1997. The con-
sumer brochure is distributed

The six CAMVAP provincial administrators received in the small claims and civil
8,089 consumer enquiries in 1997 ... a 20% increase courts in 11 of the 12 Provinces
over the 6,759 enquiries received in the previous year. and Territories where the pro-

gram is offered. In addition, 50

copies of the brochure were

distributed to each of the,
approximately, 2,400 dealer members of the Canadian
Automobile Dealer Association in the participating Provinces
and Territories.
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Sample size  1995:425  1996: 721  1997: 894 %

CAMVAP Cases Processed

British Columbia 37 6 4 5 52
Alberta 31 10 3 48
Saskatchewan 19 2 5 2 28
Manitoba 27 2 13 6 48
Ontario 173 35 18 6 232
New Brunswick 9 1 1 1 12
Nova Scotia 14 2 4 1 21
Prince Edward Island 4 0 0 0 4

Newfoundland & Labrador 15 4 3 1 23
Northwest Territories 0 0 0 1 1

Yukon Territories 0 0 0 0 0

TOTALS 329 62 52 26 469
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Number of In 1997, there were 191 pas-
Concerns by senger vehicles, 54 minivans,
Vehicle 42 light trucks and 42 sport
utility vehicles that were the
subject of CAMVAP arbitra-
tions. An analysis of each award is made to determine the total
number of concerns by vehicle component. In total, there were
659 concerns identified for the 329 arbitrated cases and 62 con-
sent award cases. Engine, transmission and exterior complaints

Component

remain the top three areas of concern as in all previous years.

Engine 145 134 22% 20.9%
Transmission 110 112 16.7% 16.2%
Exterior 100 100 15.2% 15.6%
Steering/Suspension 88 63 13.3% 9.8%
Brakes 61 68 9.3% 10.6%
Computer/Electrical 52 44 7.9% 6.9%
Interior 47 60 7.1% 9.4%
Air/Heat/Cool 39 48 5.9% 7.5%
Accessories 17 42 2.6% 3.1%
TOTALS 659 641 100% 100%

Representation Based on the 329 arbitrated

at CAMVAP cases, the consumer appeared

Hearin gs alone in 182 hearings, was
accompanied by a family

member in 129, and by a
lawyer in 4 cases. Consumers brought witnesses in 14 cases.
Manufacturers representatives attended alone in 223 cases and

were accompanied by the deal-

er in 22 cases and by a techni-

Engine, transmission and exterior cian in 84 cases. There is
complaints remain the top three areas notable shift in the manufac-
of concern as in all previous years. turer’s representation over

1996 as technicians from the
servicing dealer have taken

over from having the owner of the dealership or the service
manager in attendance. Comparatively for 1996, the manufac-
turer and dealer appeared in 89 cases and technicians appeared
in only 8 cases.
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The chart below summarizes
the 357 awards made by the
CAMVAP arbitrators in the 329
fully arbitrated cases (more

Summary
of CAMVAP
Awards

than one award can be made
in a specific case). In addition to these awards, a further 79
awards were made in the 62 cases where the consumer and the
manufacturer reached a settlement at the hearing and the arbi-
trator issued a “consent” award. The range of consent awards
includes 3 buybacks, 31 repair orders, 9 reimbursements for
repairs, 9 orders for use of courtesy vehicles while repairs were
being done, 5 trade assists, 2 cash allowances, 4 awards for out
of pocket expenses, and 16 awards for various types of warran-
ty considerations.

When the arbitrated cases and
consent awards are considered

Arbitrated
Cases
together, 49 buyback awards
were made for a total of
$904,199.10 with an average
vehicle value of $18,453.04. When the three replacement orders
are also factored in, the combined cost of buybacks and replace-
ments is about $960,000. There were 57 orders for reimbursement
for repairs totalling $64,377.26 with an average of $1,129 per case.

31 or 7% of the 391 arbitrated and consent award cases involved
leased vehicles.

British Columbia 37 4 1
Alberta 31 4 2
Saskatchewan 19 2 0
Manitoba 27 4 0
Ontario 173 21 3
New Brunswick 9 1 0
Nova Scotia 14 0 0
Prince Edward Island 4 1 0
Newfoundland & Labrador 15 B 0
Northwest Territories 0 0 0
Yukon Territory 0 0 0
TOTALS 329 40 6

Chart does not include Consent Awards.
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Awards by The chart shows all awards
Category made in the 329 arbitrated
cases and 62 consent award
cases. Orders to make repairs
to the consumer’s vehicle con-
tinue to be the most frequent remedy ordered by the arbitrators.
Following repairs being completed by the manufacturer and /or
the dealer, the arbitrator remains in control of the case for 90
days in order to ensure that the repairs were successfully done.
Of the 136 repair orders made, only 6 cases went to a second
hearing where the arbitrator heard the matter for a second time
based on the consumer’s claim that the work had not been done
properly. Only one of those cases resulted in the award being
changed to a buyback.

Out of Pocket Expenses 4% With all 436 awards factored
No Jurisdiction 2% in, no manufacturer liability
awards represents 31% of the

No Liability 31% awards made by the arbitra-

Make Repairs 31% tors.
Other ‘Consent’ Awards 7% Each year, CAMVAP reports
Reimburse for Repairs 12% the number of awards where

Buyback with Reduction 10% the arbitrator found no liabili-

ty on behalf of the manufac-
Buyback No Reduction 2% turer with respect to all claims
Replacement 1% made by the consumer. When
the results of the 329 fully arbi-
trated cases, the 62 consent
award cases, and the 52 mediated cases are combined - 70% of
the awards favoured the consumer. This is an increase of 3%

over the 1996 results.

Hearing CAMVAP hearings are held in

Locations the consumer’s home com-
munity. The list on page 11
shows the communities in
which CAMVAP hearings were
held in 1997.

Consumers rate the location of the hearing room consistently
high. 87% of the survey respondents rate the location of the hear-
ing as convenient. 92% of consumers rate the timing of the hear-
ing as convenient.
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British Quesnel Slave Lake Chatham
Columbia Surrey Vulcan Collingwood
Abbotsford Terrace Saskatchewan Cornwall
Armstrong Vancouver Estavan Gloucester
Campbell River Victoria Humboldt Guelph
Castlegar Whistler Kerrobert Hamilton
Comox White Rock North Battleford Kingston
Coquitlam Alberta Regina Kitchener
Cranbrook Airdrie Saskatoon London
Dawson Creek Athabasca Yorkton Mississauga
Fort St. John Calgary Manitoba Napanee
Kamloops Edmonton Brandon New Liskeard
Kitimat Ft. McMurray Thompson Niagara Falls
Langley Lethbridge Winnipeg Oakville
Maple Ridge Red Deer Ontario Orillia
Nanaimo Redwater Barrie Oshawa
Nelson Rocky Mountain Brampton Ottawa

New Westminster ~ House Brantford Pembroke
Osoyoos Rycroft Burlington Peterborough

Case Timing Case timing is a key indicator

Summary of program efficiency that is
closely monitored by the
Board of Directors. In 1997,
the average number of days to
process consumer’s claims for the 391 arbitrated and consent
award cases was 59.8 days from receipt of the completed appli-
cation to the arbitrator’s award being released to the consumer.
This result is 10.2 days better than CAMVAP’s target of 70 days

and 6.7 days better than 1996.

298 or 76% of the arbitrated and consent award cases were han-
dled within the 70 day target. An additional 45 cases or 12%
were handled within 90 days and 48 or 12% took more than 90
days to complete.

The average processing time for cases where there was one arbi-
tration hearing and no techni-
cal inspection was 53.9 days.
Technical inspections, done by
an independent third party
examiner, add an additional 42
days to the timing. Work is
underway to reduce this time.
The 52 cases that were settled
between the manufacturer and the consumer prior to a hearing
being held averaged 40.9 days from receipt of the consumer’s
claim to notification that the matter had been resolved.
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Sarnia

Sault Ste. Marie
St. Catherines
Strathroy
Sudbury
Thorold
Thunder Bay
Toronto
Waterloo
Whitby
Windsor

New
Brunswick
Fredericton
Moncton

Saint John
Tracadie
Nova Scotia
Antigonish

Of the 329 fully arbitrated cases, (62 consent
award cases and 52 mediated cases) 70% of the
awards favoured the consumer. This is an
increase of 3% over the 1996 results.

Coldbrook
Halifax

Sydney
Yarmouth
Prince Edward
Island
Charlottetown
Summerside
Newfoundland
& Labrador
Carbonnear
Cornerbrook
Gander

Goose Bay

St. John’s
Wabush




Being courteous

Being professional

Being timely in setting up your hearing

Being knowledgeable

Being helpful

Providing reliable information and assistance

Being easy to reach

88
88
85
86
81
85
79
84
82
82
81
81
74
79

CAMVAP’s CAMVAP has retained the firm
Market of MarkTrend Research Inc. to
Research tra'lck customer satisfaction

with the program. The

research objective is “to pro-
vide detailed ongoing evaluation of customer satisfaction to assist
CAMVAP’s Board of Directors in their effort to ensure they are pro-

viding the best possible consumer dispute resolution service”

This research work is unique. CAMVAP has been unable to locate
any similar program that continuously measures the “customer
satisfaction” with a dispute resolution service. In total, over the
three years of survey work, 2413 consumers who qualified for
the CAMVAP program have responded to the survey.

Prior to June, 1997 MarkTrend Research Inc. mailed a question-
naire to the consumer followed up by a second mailing ten days
later if no response was received. Consumers who did not
return the mailed questionnaire were then contacted by tele-
phone. In June, 1997 the methodology was changed to all inter-
views being conducted by telephone. The response rate in 1997
was 69% and has ranged from 67% to 69% over the three years
of survey work.

Provincial The Provincial Administrators
Administrator are an important component
Performance to the program’s success. They
Rati ngs are rated on 7 different service

quality indicators. Rankings of
excellent and good in all of the categories range from 79% to 88%.

Rating the Provincial Administrator
Total Canada % Rating Excellent/Good
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Arbitrator The consumer survey also
Pe rfo rmance rates the 144 CAMVAP arbitra-
= tors on their performance. The
Ratings P
g combined excellent and good
ratings set new highs in all six
areas in 1997.

The findings for the six performance elements appear to be
strongly connected with the outcome of the arbitration hearing.
Specifically, consumers who had won their arbitration hearing,
that is, those who received all or most of what they asked for, are
two to six times more likely than their counterparts to have
assessed the arbitrator as excellent on each of the six dimen-
sions. The widest differential in excellent ratings between “win-
ners” and “losers” occurs on the dimensions relating to being
fair (78% versus 13%), being helpful (74% versus 24%) and being
professional (80% vs 33%).

Rating The Arbitrator On Various Criteria
Among Arbitrated Cases

49
53
53

49
51
48

1997 Being courteous

1997 Being professional

38

38
36

29
31
30
38

38
40 1997 Being helpful

31 12 18 1995

35 22 13 18 1996 .

36 25 11 11 1997 Being fair
% Excellent % Good % Poor % Very Poor

Sample size 1995: 191  1996: 278 1997: 300

1997 Being prepared for hearing

1997 Being knowledgeable about the case

The research objective is “to provide detailed ongoing
evaluation of customer satisfaction to assist CAMVAP's
Board of Directors in their effort to ensure they are providing
the best possible consumer dispute resolution service”
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Quicker than expected
As expected
Longer than expected

Overall Program The Board of Directors has set
Rating a target of 70% for the com-

bined Excellent and Very

Good responses to the Overall

Rating of CAMVAP. In 1997,
the result was 67%, the highest level of performance since the
program’s start-up. Performance against this target is strongly
impacted by the results of the arbitration. 95% of those who
report receiving all or most of what they ask for rate CAMVAP
and the process as Excellent or Very Good. This drops to 51% for
those who do not receive an award that favours them.

Of note, consumers who go fully through the arbitration process
rate the program quite similarly to those who do not complete the
program for whatever reason. As has been noted before, rating of
the program is linked to the arbitral result. 64% of those who went
through arbitration rated the program as Excellent or Very Good.

Overall Rating of CAMVAP and the Process

36 29 7

34 31 10

33 34 8

% Good % Poor 19 Very Poor

Sample size  1995:406 1996: 661 1997: 781

Impact of Time CAMVAP has found that the
to Complete speed with which the case is
Case on Program handled is a pivotal factor to
Ratings

the rating of the program.
Those consumers who state
that their case was handled
quicker than expected will rate the fairness of their award at 37%
very fair or 23% somewhat fair. Those who believe their case
took longer than expected who rate the program at 28% very fair
and 23% somewhat fair. Similarly, those who found the speed
quicker than expected rate the program as 54% excellent and
28% good as opposed to 28% excellent and 26% good.

37% very fair / 23% somewhat fair 54% excellent / 28% good
31% very fair / 23% somewhat fair 38% excellent / 31% good
28% very fair / 23% somewhat fair 28% excellent / 26% good
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CAMVAP CAMVAP is federally incorpo-

(o) rgan ization rated as a not-for-profit corpora-
tion. The 15 Governments and
associations that make up the
CAMVAP organization are all

members with equal voting rights at the Annual General Meeting.

The members of CAMVAP are:

¢ The Provincial and Territorial Governments

¢ Association of International Automobile Manufacturers of
Canada (AIAMC)

¢ Canadian Automobile Dealers Association (CADA)

e (Canadian Vehicle Manufacturers’ Association (CVMA)

¢ Consumers’ Association of Canada

CAMVAP is governed by a 10 member Board of Directors. The
Board of Directors establishes policy and monitors the finan-
cial, administrative and operational performance of CAMVAP.
There are three government directors, two Consumers’
Association of Canada directors, two directors representing the
CVMAmembers, two directors representing the AIAMC mem-
bers and one director representing the CADA members. The
number of government

appointed  directors  will ! !
CAMVAP has two full time staff

at its head office. The General Manager reports directly to the

increase to four if the
Province of Quebec becomes
Board of Directors and is responsible for the day-to-day opera-
tional, administrative and financial management of the corpora-

144 Arbitrators
across Canada

a member of the program.

tion. The General Manager is also Secretary to the Board of
Directors and an officer of the corporation. The Administrative
Assistant provides support to the General Manager and to the
Board of Directors. All other services are provided by contract.

There is no connection between CAMVAP’s
overall funding and any individual case.

CAMVAP CAMVAP is fully paid for by
Funding the vehicle manufacturers
through formulas that reflect
each company’s marketshare
and pastCAMVAP case experi-
ence. Each manufacturer’s payment for the program is calculat-
ed one year in advance. There is no connection between
CAMVAP’s overall funding and any individual case.



Atlantic Canada
Mailing Address
Consumer Phone Numbers
Fax Number

Ontario
Mailing Address
Consumer Phone Numbers
Fax Number

Manitoba
Mailing Address
Consumer Phone Numbers
Fax Number

Saskatchewan
Mailing Address
Consumer Phone Numbers
Fax Number

Alberta & Northwest Territories
Mailing Address
Consumer Phone Numbers
Fax Number

British Columbia & TheYukon
Mailing Address
Consumer Phone Numbers
Fax Number

CAMVAP
Arbitrators

The arbitrators who provide
service to CAMVAP come from
many different backgrounds
and professions. They are com-
pletely independent. The man-
ufacturers are not involved in their appointment to the program,
their training or their case selection. The arbitrators are paid a flat
fee for service for each CAMVAP arbitration they conduct.

For each case, 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, accom-
panied by a brief resume, are sent to the consumer who selects
one of these arbitrators to conduct the hearing.

The arbitrations are governed by the CAMVAP Agreement for
Arbitration and Rules for Arbitration and the regulations set out
in the various provincial and territorial Arbitration Acts.

Provincial
Administrators

The public face of CAMVAP is
the six Provincial Administra-
tors engaged by CAMVAP to
deliver the program across
Canada. They are responsible
for receiving and responding to enquiries, processing applications
for arbitration, scheduling hearings and communicating the results
of hearings to the parties. Consumer calls to CAMVAP’s toll-free
telephone service are handled by the Provincial Administrators.

Better Business Bureau of Nova Scotia

1888 Brunswick Street, Suite 601, Halifax NS B3J 3B8
1-800-207-0685 or Halifax area 902-422-2230
902-429-6457

Horwath Orenstein Administrators Inc.

595 Bay Street, Suite 300, Toronto ON M5G 2C2
1-800-207-0685 or Toronto area 416-596-8824
416-596-7894

Better Business Bureau of Winnipeg & Manitoba Inc.
301-365 Hargrave Street, Winnipeg MB R3B 2K5
1-800-207-0685 or Winnipeg area 204-989-9017
204-989-9016

Better Business Bureau of Saskatchewan Inc.

2080 Broad Street, Suite 302, Regina SK S4P 1Y3
1-800-207-0685 or Regina area 306-352-7602
306-565-6236

Alberta Arbitration & Mediation Services Inc.

110 Law Centre, University of Alberta, Edmonton AB T6G 2H5
1-800-207-0685 or Edmonton area 403-425-5141
403-433-9024

Better Business Bureau of Mainland BC

788 Beatty Street, Suite 404, Vancouver BC V6B 2M1

1-800-207-0685 or Vancouver area 604-682-6280 or Victoria area 250-386-6347
604-681-1544 (Vancouver) 250-386-2367 (Victoria)
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