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WEDNESDAY, DECEMBER 1, 2004 
 
 The committee met at 10:06 a.m. 
 
 [K. Stewart in the chair.] 
 
 K. Stewart (Chair): Good morning, and welcome to 
the Select Standing Committee on Crown Corporations. 
Today we have the Insurance Corporation of British 
Columbia before us. I'd just like to take a couple of min-
utes and go over our process for today. Then we'll do 
introductions and we'll start into the proceedings. 
 Basically, what we're going to be doing here is giv-
ing an hour for a presentation and policy. You've got 
up to an hour for your group to do that. We use first 
names here, as long as you're comfortable with that. 
We've been doing that as we go along, and it seems to 
work out fine. 
 A couple of points before we start. First, everything 
that's said today, other than what may be done in cam-
era, will be recorded by Hansard. The only reason that 
you may have some interest in going in camera, from 
your perspective, is if there's something of a very com-
petitive nature or something that shouldn't be released 
out to the public. I don't anticipate that with your 
group today. When we had the integrated police group 
in here, there were a few things. But with yours we 
don't anticipate anything there. 
 There's an opportunity for you to go over the tran-
scripts within a day or two, and if there's something 
you think is incorrect or something that you would like 
to give a fuller response to, we'll give you the opportu-
nity to do it through the Clerks. As we're talking about 
responses through the Clerks…. The second hour will 
be devoted to questions. If there's a desire from the 
committee, we can even extend that. I know in our last 
session they felt that we could have used some more 
time. We do try and keep within some time constraints, 
but we may allow questioning beyond the hour and a 
half if necessary. At that point in time, that will be the 
conclusion of your involvement in the process and pro-
ceedings. Then the committee will be convening to 
complete a report that will be presented when the Leg-
islature sits again. 
 This is a legislative committee, and as such it has 
members from all parties. We report to the House 
through the Clerks. Any correspondence that you have, 
please send it through the Clerks' department. If there 
are questions that you can't fully answer at the conclu-
sion, feel free to research and give us a written answer 
back through the Clerks. Also, if we do run out of time 
or if members come up with questions they'd like to 
ask, we will submit those. We usually allow about two 
weeks for the questions and answers to be clarified 
afterwards, because we want to make sure we get 
things as accurate as we can. 
 Given that, we'll now do introductions. I'll start with 
myself. My name is Ken Stewart. I'm the MLA for Maple 
Ridge–Pitt Meadows, and I'll be your Chair for today. 
 
 C. James: Craig James, Clerk of Committees and 
Clerk Assistant in the Legislative Assembly. 

 J. Fershau: Jonathan Fershau, committee researcher. 
 
 J. MacPhail: Joy MacPhail, MLA for Vancouver-
Hastings. 
 
 P. Nettleton: Paul Nettleton, MLA for Prince 
George–Omineca. 
 
 J. Wilson: John Wilson, MLA for Cariboo North. 
 
 B. Goble: Bill Goble, chief operating officer for 
ICBC. 
 
 G. Prior: Geri Prior, chief financial officer. 
 
 P. Taylor: Paul Taylor, CEO, ICBC. 
 
 R. Turner: Rick Turner, chair, ICBC. 
 
 A. Chaudhry: Anwar Chaudhry, controller, ICBC. 
 
 G. Trumper: I'm Gillian Trumper, the MLA for 
Alberni-Qualicum. 
 
 T. Nebbeling: I'm Ted Nebbeling, West Vancouver–
Garibaldi. 
 
 H. Long: Harold Long, Powell River–Sunshine 
Coast. 
 
 H. Bloy (Deputy Chair): Harry Bloy, Burquitlam. 
 
 K. Stewart (Chair): With that, you have an hour. 
 

Insurance Corporation 
of British Columbia 

 
 R. Turner: Mr. Chair, members, good morning. I 
was appointed as chair of ICBC about a year ago, and 
I'm very pleased to represent ICBC before this commit-
tee today. I would like to make a few opening com-
ments and then turn over the presentation to Paul Tay-
lor upon conclusion. After the presentation, as you 
mentioned, Mr. Chair, we'll be happy to answer any 
questions that you have. 

[1010] 
 After a period of escalating auto insurance premi-
ums, insurance rates across the country have stabilized 
or decreased. Legislative reforms, improved operating 
efficiencies, stronger focus on underwriting and the 
underlying insurance cycle have resulted in improved 
loss ratios, positive underwriting results and higher 
capital levels. Within the B.C. market, government has 
established a common legislative framework for all 
insurers selling optional insurance. Basic insurance is 
now regulated by the B.C. Utilities Commission. These 
changes put basic rate–setting in the hands of an inde-
pendent public body and also ensure that ICBC must 
compete for our customers on the optional side of our 
business. These changes provide us with a go-forward 
framework that will challenge us, but it's a challenge 
that I believe we're up to. 
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 Over the past three years the corporation has fo-
cused on getting its financial house in order. Since 2000 
we have reduced approximately 1,660 FTEs and $166 
million, or 26 percent, of operating costs. These 
changes, along with underwriting adjustments and a 
growing economy, have resulted in improved financial 
results. After a loss of a quarter of a billion dollars in 
2001, the corporation has achieved profits of $45 mil-
lion in 2002, $225 million in 2003. In addition, we are 
forecasting a net income of $389 million for this year — 
and this Crown's year-end is December, unlike other 
Crowns. 
 The last three years of profitability have contrib-
uted to rebuilding the corporation's capital to levels 
required of our competitors. These retained earnings 
stay in the company for the benefit of our customers. 
The achievement of greater financial stability has been 
an important and necessary priority for us. We will 
continue to manage prudently and focus on our costs. 
However, we will also emphasize other aspects of our 
business. In particular, we will focus on ensuring that 
optional rates are competitive and that we are provid-
ing the best level of customer service that we possibly 
can in a competitive environment. We are proud of our 
strong customer satisfaction results, especially our in-
surance and driver licensing services, and we continue 
to work toward achieving the highest results possible 
in the claims area. 
 The role of our people is key in the process, and 
we're optimistic that a new collective agreement will 
provide a platform to build on the passion and com-
mitment of our ICBC team. 
 In closing, we look forward to a new competitive 
environment and believe that we're up to the challenge 
ahead. With the same focus and determination that 
we've brought to meeting our financial challenges, we 
believe that we are able to provide British Columbians 
with a competitive auto insurance product and supe-
rior customer service. We also remain vigilant in ensur-
ing that the mandatory insurance product receives the 
same attention and service. There was a paragraph 
written very nicely for me that introduced us all, but I 
think we already did that. 
 With that, I'd like to turn the presentation over to 
Paul. 
 
 P. Taylor: Thank you, Rick. The purpose of today's 
presentation is to review the 2003 annual report and 
our 2004-06 service plan of the corporation and to dis-
cuss our current operations and future objectives. 
 Given that we are here visiting the committee in 
December, we are in the process of currently drafting 
our 2005-07 service plan, and we will give some infor-
mation on our performance to date in 2004 and a sense 
of where we believe the company is going. 
 As ICBC competes with other insurance companies 
in the sale of optional auto insurance in B.C., we have 
chosen not to include some of our competitive informa-
tion in our presentation. 
 The purpose of auto insurance is primarily to pro-
vide customers with financial protection should they 

be in a crash. The function of the insurance is to spread 
risk. Premiums collected from many pay the losses of 
few, and premiums to cover losses are put in place to 
cover losses and operational costs and, in effect, pro-
vide an indemnity to put the insured back to the same 
position that they were in before the loss. 
 Defining business characteristics for us. Claims costs 
are unknown for a long period of time and are difficult 
to control. That is an ongoing challenge for us in ensur-
ing that we properly account for our financial results. 
Actuarial estimates of claims costs. We all know the 
challenges of dealing with actuarial results as well. 
 In talking about our product, basic insurance is the 
mandatory insurance that the Legislature requires us to 
deliver on, on behalf of the government. It includes 
accident benefits, medical and rehab costs up to 
$150,000 per injured person, wage loss compensation to 
a maximum of $300 per week, funeral expenses and 
death benefits. In addition, as part of the basic package, 
we provide third-party legal liability protection at the 
level of $200,000, which protects you for claims against 
you when you are responsible for a crash — that 
$200,000 level is more or less standard across the coun-
try; underinsured motorist protection to the level of $1 
million; plus we also provide hit-and-run and unin-
sured motorist protection to the level of $200,000. 

[1015] 
 On the optional side, we provide collision, which 
effectively covers your vehicle; comprehensive; ex-
tended third-party legal liability over and above what 
the basic provides; and a number of other optional 
pieces of insurance product that we can discuss more 
intensely, if you want, during the question period. 
 The next slide, basically, is a bit of a starburst slide 
that we'll walk through and give you some of the key 
highlights. In terms of our employees, we have about 
4,750 FTEs. We operate 41 claim centres, 18 driver ser-
vice centres and four call centres. The locations of 
those, if you're interested, are in the back of our annual 
report. Many of you, of course, as representing con-
stituencies, have these facilities in your communities. 
 We also serve about 2.7 million customers and col-
lect from them about $3 billion in premiums. We oper-
ate road safety and loss management programs to the 
tune of about $40 million. This is something that I think 
British Columbia is clearly a leader in. We found a way 
to do it here that I believe is unique and is something 
that should be preserved and developed over time. 
 We do about 900,000 driver's licence transactions 
annually and conduct about 370,000 driver exams. On 
the driver's and vehicle licence fees and fines, we col-
lect on behalf of government about $420 million a year, 
and I know government is thankful for that service we 
provide. 
 The next part of the slide. We have 900 independent 
brokers. ICBC in itself doesn't really sell insurance. Our 
broker network is located across the province. They are 
independent; they are retail operators. They really are 
our sales arm. We're committed to that approach to 
selling our product, and we think they do a great job 
on our behalf. 
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 Just to quickly run through the other numbers on 
there. Just shy of a million claims in 2003. Material 
damage was about $496 million in payments. It's inter-
esting. A lot of people, when they think about ICBC 
and auto insurance, think about the material damage 
— the impact on their vehicle — as the big part of our 
business. But if you compare that to the bodily injury, 
which is down below, bodily injury is the biggest part 
of our claims process. It's bigger than the payouts we 
make on vehicles. 
 We also provide about $56 million to the medical 
community, and we deal with the legal community to 
the tune of about $90 million. So there are lots of folks 
that rely on ICBC to provide support in the system in 
our province. 
 This next slide gives you a quick overview of where 
we sit in the Canadian context. ICBC is the only public 
system in Canada that provides a tort model. In Sas-
katchewan they have a choice system; Quebec has a no-
fault system; Ontario and some of the Maritimes have a 
threshold system; the rest of the country is based on 
tort. That's a matter of government policy. 
 Just quickly, one of the questions, Chair, you'd 
asked us to talk about was where we stood in the Ca-
nadian context in terms of rates. Over all in Canada in 
the last couple of years there's been a fair bit of turmoil 
on the rate fronts. The reason for increases was grow-
ing claim costs due to rising medical costs, larger court 
awards, increasing numbers of injury claims despite 
declining numbers of accidents and lower levels of 
investment income. That has impacted insurance com-
panies across the country in 2002. 
 Rates began to stabilize in 2003. Stability has re-
turned to some provinces, particularly in Atlantic Can-
ada as the result of a number of legislative changes and 
also partly to do with the normal insurance cycle. 
 Over all, B.C. has been a relatively calm harbour in 
the storm that's taken place on the auto insurance front 
over the while. As you've seen, our rates went up about 
7 percent in 2002 and about 0.4 percent January 2004 
over January 2003. That's really the flow-through of the 
increase in the tax. 

[1020] 
 The investment market and the state of the insur-
ance industry, as I said, in 2001-02 were in a significant 
period of turmoil. Cycles in the P and C industry typi-
cally last six to eight years, where you have three or 
four years of worsening underwriting results followed 
by three or four years of improved underwriting re-
sults. 
 On what happened in 2001-03, there was some 
debate whether that was part of the cycle or not, but I 
think we're starting to see the industry come back. 
Significant amounts of capital are returning to the 
industry, and profitability is back up. What's impor-
tant to understand is that that means we could see 
increased competition in British Columbia on our 
optional side. 
 I want to just quickly give you some context. BCUC 
is now the independent regulator for ICBC. We're just 
working our way through our first set of experiences 

with the regulator. The basic rule that has been put in 
place says there should be no cross-subsidization be-
tween our basic and optional insurance. The Legisla-
ture has provided a common legal framework for all 
insurers selling optional insurance products in British 
Columbia. Those rules are laid out in Bill 58 and Bill 93, 
which were passed by the Legislature, although some 
elements of those still remain to be implemented and 
the regulations passed. 
 The core review, as you remember, said that an 
independent regulator should be established for ICBC. 
We also got direction that the commercial vehicle com-
pliance and motor carrier commission functions should 
return to government, and that has happened. ICBC 
would continue to retain responsibility for driver li-
censing and vehicle registration and licensing, and 
ICBC would continue to be responsible for road safety 
and loss-management programs. We also put in place 
an enhanced enforcement MOU with government to 
improve the use of the dollars that are focused on that 
area. 
 Special direction IC2, which was issued by the gov-
ernment to BCUC pursuant to the Insurance Corpora-
tion Act, requires BCUC to take certain costs into ac-
count — examples are the non-insurance accounts or 
the MOU I talked about — and ensure that implemen-
tation of rate changes are stable and predictable so that 
we don't get into a yo-yo effect on insurance rates and, 
clearly, that there should be no discrimination based on 
age, sex or marital status. IC2 also set out different 
capital targets for the basic and optional business and 
requires retained earnings to be allocated to each line 
of the business. 
 Our challenges. Clearly, we've got transitional costs 
as we move to a new regulator model and business 
adjustments to respond to the new regulatory frame-
work. Our folks in our insurance division and our fi-
nance division, headed up by Geri, put in a lot of work 
to get ready for our first submissions to the commis-
sion. It has been a learning exercise for us and the 
commission and for the interveners that have partici-
pated in the process. I want to acknowledge the hard 
work that our folks have done to get us ready. 
 We've also seen some discussion about the possibil-
ity of how we deal with higher-risk customers, but at 
this point, we haven't made any moves on that front. I 
know that even on Bill Good today they're discussing 
whether insurance rates have some role in affecting 
young people's habits. That's certainly a matter up for 
debate, although our main focus on that front has been 
to look at education as the main way of changing be-
haviour. 
 Rick, I'm going to flip this over to you, if you want 
to just quickly talk about the board governance piece, if 
you're comfortable. 
 
 R. Turner: Sure. 
 May 2003 was, I believe, the last time ICBC was 
before you, and at that time, one of the committee's 
recommendations was that a split be enacted between 
the board function of the chair and executive manage-
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ment, which is the president and CEO. That recom-
mendation was carried out when I was appointed 
about this time a year ago, so effectively the roles of the 
chair and of the president and CEO are now separate, 
as recommended by you. That has been accomplished. 
 Our mandate as a board. At a very high level I look 
at this three ways. We are there for management over-
sight and all that that means. We are there for succes-
sion planning and all that that means. We're also there 
for strategic planning. Those are, at a high level, the 
three principal reasons why boards exist. 

[1025] 
 We choose to do that and carry out our duties not 
only at board meetings and in conversations between 
them but also through four committees of the board. 
They are human resources and compensation, audit, 
investment, and governance. Those are the four board 
committees we have that look at the things I've already 
mentioned. 
 We also elected to rotate the board consistent with 
best practices in corporate Canada or corporate U.S. or 
corporate anywhere. All the directors originally were 
appointed in July 2001. All the terms were up, if you 
will, in 2004 — three years. What we elected to do with 
our minister responsible and with the Premier's office, 
which makes the appointments…. We rotated three 
directors, and we got three new directors. Again, that's 
consistent not only with best practices in corporate 
governance, but it's also consistent with other Crowns 
and the health authorities that have begun to rotate the 
boards. 
 What we wanted to ensure was that we had continu-
ity of knowledge, so you don't rotate the whole board at 
once. You have to have continuity of knowledge. You 
should stagger the rotation, which is what we've done. 
And we have diversified knowledge and experience 
with other board members. We've got, if you will, an 
institutional memory on the board, and that will con-
tinue as we rotate. 
 The business of ICBC. We are an insurance com-
pany, but there are a lot of aspects to that that aren't 
always apparent. We have a policy side of us because 
of the regulation of our basic rates through BCUC. So 
there's a policy side of our business. We also have an 
insurance side, obviously, because we are an insurance 
company. We manage, on behalf of our policyholders 
and the citizens of B.C., $7 billion of investments. We 
have a finance side to us, and part of the investments 
includes real estate. 
 When we went out to find new board members, we 
looked at what we had on the board — what skills 
were remaining — and went out purposely and found 
different skills for a different time. We've brought on 
more insurance experience. We had an existing board 
member with insurance experience, but we felt that we 
needed a little bit more horsepower there, so one of our 
new board members is an insurance person who's been 
in the business for about 25 years. 
 We also brought on board a board member that's 
steeped in knowledge in terms of portfolio manage-
ment. We have a huge portfolio, $7 billion, so we 

brought that person on. That seems to have helped a 
great deal in terms of adding knowledge to the board. 
 The third person we brought on has a long experi-
ence in policy matters and regulation. That's needed at 
this time because of the framework that we're now in. 
 Just briefly, that's our board governance discussion. 
I'd be happy to answer questions at the appropriate 
time, but that's what's been done since you recom-
mended in May 2003 that the roles be split. We split the 
roles. We've rotated our board consistent with best 
practices and brought in the skills we need to oversee 
management, to provide strategic advice and to ensure 
that there's succession. 
 Paul, back to you. 
 
 P. Taylor: From management's perspective we find 
our board very helpful to us. They're great to bounce 
ideas off and look at options that we're considering. 
Rick and I and the vice-chair talk about every ten days 
or every two weeks. We work through an agenda item 
and have regular consultation. 
 Other members of the executive will work closely 
with the committee chairs on their various portfolios. 
So the vice-president of human resources will have 
strong interaction with Sue Paish, who's the chair of the 
HR committee. It's very much a two-way street and, I 
think, a very useful function. They do hold us to ac-
count and ask some pretty tough questions from time 
to time, and I think we provide a better product be-
cause of it. 
 Just moving to our vision, I'm not going to read the 
vision and the mission. It's there for you. You've seen it 
before in previous presentations. It's not something that 
we look to change much on a regular basis. We are very 
much in a stay-the-course mode, so we want to ensure 
that our employees and our customers understand that 
we're not lurching back and forth; that there's a clear, 
set-out direction we're following; and that the consis-
tency in our vision and mission provides that. 
 I just quickly want to talk about planning at ICBC. I 
thought that this was an interesting slide, because it 
shows the different players we have to work with or 
we need to work with to ensure that we get our job 
done. The stuff on the left-hand side I'll come back to, 
but on the right-hand side you can see that we work 
closely with a number of bodies and organizations in-
side government. Clearly, the shareholder letter of ex-
pectation that we received from government provides 
us with a fair bit of direction. 

[1030] 
 The ICBC board, as Rick has just talked about and 
which is appointed by government, provides oversight. 
Treasury Board clearly has a role in reviewing our fi-
nancial plans. We were just there yesterday. We have 
external auditors that provide oversight and protection 
for our shareholder. We have an appointed actuary 
that also has an important role. We're here before the 
select standing committee. We do that on a regular 
basis to account to you for what we do. 
 The B.C. Utilities Commission is our regulator. 
We're developing a relationship with them, and it's a 
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fairly intense process, although over time I'd like to see 
us get to a more light-handed regulation once we've 
worked out all the bugs of what it means to be regu-
lated. Certainly, we're accountable to the Minister of 
Public Safety and Solicitor General, who is the minister 
responsible for ICBC. The auditor general, through our 
auditor, also has oversight of the corporation, as you 
would expect of a public body. Then we have oversight 
through the Crown agencies secretariat. A fair number 
of organizations work with us and look over our 
shoulder to ensure that we're doing a good job. 
 From an inside-the-organization point of view on a 
planning front, clearly we do our strategic planning. 
We really do that about once a year. We sit down and 
go through our mission, vision, goals and objectives. 
We try to identify our corporate measures and targets 
— we're actually just in the process of doing that — 
and develop corporate strategies that will lay out 
where we're going. 
 In the past couple of years the real focus has been 
on getting the fiscal house in order. You'll see a bit of a 
shift, although it's really a rebalancing as opposed to a 
moving away from the fiscal agenda, in that we'll in-
crease focus on defining what customer service means 
and on doing more to engage our employees. That 
doesn't mean we'll leave behind the hard road that 
we've travelled on the fiscal front. We need to continue 
to focus on our fiscal situation, because that's what 
allows us to maintain rates at the low and stable area 
that we want to be at. 
 From a business planning point of view, again, 
various aspects of the corporation are working through 
this and various business strategies and tactics for each 
of the line, and budgeting is an important part of that. 
Geri leads that on a regular basis. As a former Deputy 
Minister of Finance, I know what a challenge it is to do 
the budgeting, and Geri does a great job. 
 Then, ultimately, we report out on performance. 
You'll see a lot of the performance results laid out in 
last year's annual report, and we define them in the 
service plan each year. That's one of the things I think 
the corporation has really moved on in the last couple 
of years. Something that I want to build on, as the new 
CEO, is improving our definition of what it means to 
be doing a good job and learning in those instances 
where we fall short. 
 The planning cycle includes risk management. We 
have an independent risk management group that re-
ports to the board, works with various aspects of the 
corporation and brings diligence to us. There's quar-
terly reporting on those risks to our board of directors. 
 On the BCUC rate-setting process, we've had to 
adjust the time of our budget planning cycle to fit in 
with the BCUC. Clearly, if we start the rate process…. 
If you take this year, for example, July was when IC2 
went in, and that was when the process began. We will 
get the decision from BCUC on our rates for 2005 
sometime in the middle of January. That could have 
some effect on our budget process. We clearly have to 
make assumptions at the start of the year on what 
that's going to be, but that can have an effect on us. 

[1035] 
 Performance management is an important part of 
what we do. Each manager and department has to be able 
to demonstrate how they contribute to corporate goals 
and objectives. We have a mediated settlement with our 
union right now, and one of the aspects of that, which 
they are considering, is that we have corporate goals on 
gainsharing and performance pay on the management 
side that has us all using the same set of measures and 
targets. Effectively, it tries to have us all pulling in the 
same direction. Whether you're the CEO or you're some-
body who works in a claim centre, the corporate goals 
that we're all measured on are effectively the same meas-
ures. I think that's a positive. As I say, the union is consid-
ering that. We'll hear their decision on whether they ac-
cept the mediated settlement around December 10. 
 Financial and non-financial measures. We focus on 
a variety of targets, and many of those are laid out in 
our service plan. We're also working on drilling down 
and making those better. 
 Our goals and objectives. Clearly, we want to be-
come more competitive. As I say, that and the customer 
focus are really the emphasis that we're going to be 
looking at in the next couple of years. 
 Revenue-driven and fiscally responsible. That's 
really the legacy of the last couple of years and what 
the team has done to really turn around the fiscal situa-
tion in the corporation. 
 Again, personally accountable, capable and en-
gaged people. This is an area we need to do more in. 
We've got great people who have contributed substan-
tially to the turnaround of the corporation, but we have 
to continue to be better on that front and ensure that 
we can compete for the hearts and minds of our cus-
tomers on the optional side and not take for granted 
the basic auto insurance product that we provide on 
behalf of government to all British Columbians. 
 ICBC, as I said, is gaining strength. Q3 numbers 
were $317 million, and Rick talked to you about what 
the forecast is for the end of the year. A lot of this is the 
result of one-time positive impacts that we don't think 
can be repeated each and every year. Those include 
strong premiums; good driving conditions, which have 
been a significant contributor to an improved bottom 
line; higher investment returns; and unexpected im-
provements in prior claims adjustments. That's a sig-
nificant amount of one-time activity that has really 
helped improve our bottom line. 
 The net income strength flows into our retained 
earnings to help keep rates low and stable. As I say, the 
positive impacts that we see this year will not necessar-
ily be repeated in future years. Although the financial 
stability of the organization, and I don't want to under-
state that…. With the hard work that has been done in 
the last three years, we're forecasting a much more 
stable financial result with net income on the positive 
side on a go-forward basis. That, also, is not to under-
state our challenges in achieving that and maintaining 
a strong focus on our costs and meeting our customers' 
needs, but clearly, the corporation is on much more 
solid footing than it was two or three years ago. 
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 I just want to quickly run through a couple of 
points from our annual report and the service plan. The 
first one is this net income slide. Clearly, you can see 
that we've had some volatility over the last couple of 
years. As I said, with this year's results and the go-
forward plan we're working on, we expect that the 
corporation should be on a positive footing on the net 
income front and that we should do our part to be an 
overall contributor to the government's bottom line, 
although I want to reinforce the point that the retained 
earnings stay inside the corporation. 
 In terms of controllable costs, they include compen-
sation and operating costs but exclude commissions and 
premium taxes. This is the area that Rick talked about, 
where we've done a significant job of bringing down 
these costs. We'll see a marginal increase in 2003 over 
2002, but that's clearly less than inflation, and I would 
expect that you'd continue to see that from us in the go-
forward plan. We will continue to place a strong empha-
sis on keeping our costs under control. If we don't, that 
just translates into higher premiums, and we all know 
that that's not something we want to have happen. 
 Rick talked about the drop in FTEs. The 4,754 num-
ber, I think, is about the right number for the corpora-
tion on a go-forward basis. You might see some tar-
geted growth in the number of FTEs over the next little 
while. 

[1040] 
 Clearly, the BCUC process requires us to beef up 
our financial area. You'll see some expansion in our 
underwriting capability as we move into a competitive 
marketplace, and the number of lawyers on our legal 
team. We were understaffed, and we'll fully staff on 
that. Again, the numbers will be relatively modest, but 
we're about the right level now. 
 Combined ratio is really known as the underwrit-
ing ratio. It measures the overall profitability of insur-
ance products before taking investment income into 
account. One hundred percent ratio means that we're 
breaking even before investments. So we're breaking 
even. Premiums come in; you've got your costs. Those 
two should be more or less in sync. 
 While we are comparable to our competitors and 
other insurance companies, we do have a combined 
ratio that is higher than the private insurers due to a 
number of factors. One is the inclusion of non-
insurance costs and the fact that we do take all comers 
on the basic side. We accept that and think that's part 
of our business, but that does have some effect on our 
combined ratio. 
 Next on performance — the expense ratio. This 
ratio measures our operational efficiency. The bench-
mark for the industry is about 27 percent and the auto 
piece is about 23 to 25 percent. ICBC is well under the 
benchmark despite the fact that we do include non-
insurance services, such as driver and vehicle licences, 
on behalf of government, although I acknowledge we 
do not pay taxes either. Those are sort of the two off-
sets that are at play here. 
 Why are we much lower? I think that clearly, be-
cause of our significant size and scale, it allows us to 

operate at a much lower operating cost than, say, some 
of our competitors. We've got a very efficient point-of-
sale system with the brokers. I think those are the rea-
sons why we're lower. We don't take that for granted. 
We continue to make sure that we can continue to out-
pace the industry on this front. 
 Investment return. ICBC manages an investment 
fund of about $7 billion. On a market value basis we've 
consistently matched the P and C investment manager 
return. For example, on the four-year comparison our 
number was 8.2 percent. The P and C industry median 
return was 8.2 percent. At seven years we were 7.1, and 
they were 7 percent. On one year they were 7.5 percent, 
and we're 7.2. We're basically in line with what's hap-
pening across the industry. 
 The majority of our portfolio is conservatively in-
vested in fixed-income assets. The challenges we do 
face on our portfolio are the low interest rate environ-
ment, single-digit equity returns and the volatility of 
currency markets — as we've all seen the dollar move 
up and down. We have about $330 million in invest-
ment income in 2003. 
 On the performance front, customer satisfaction. 
We do conduct a number of surveys. This is an area in 
which we clearly have more work to do, but I will run 
through the existing set of performance measures that 
we have in place for Autoplan, claims and driver ser-
vices. 
 On insurance satisfaction for Autoplan, in sum-
mary, this really says that about nine out of ten of our 
Autoplan customers are relatively happy with the 
product that we're providing. As I say, this is helpful, 
but I think we have more to do on understanding what 
customer satisfaction on this front means. I know the 
last time that the corporation was here, they talked 
about this. This is clearly something we're doing more 
work on. We'll certainly keep you apprised on that as 
we come back before you over time. As we make 
changes, it'll show up in our service plan and annual 
reports that you'll get to review. 
 On driver services satisfaction. This is the part of 
the business that effectively, we provide on behalf of 
government. Again, nine out of ten is more or less the 
number. I think there's more work to do in understand-
ing this. Clearly, at this point our customers appear to 
be quite satisfied with the work we're doing. 

[1045] 
 Claims. Claims is an area where we've seen some 
falloff. We're still trying to understand why, although 
the trend is moving back up. Certainly, I know Bill 
would be happy to talk about this if you have any 
questions. My understanding of this, Bill, is that in 
these numbers we're effectively excluding a number of 
folks that are streamed off into the express repair pro-
gram, so we don't get a full picture of this. This is 
where we do need to do some more work. Even at this 
level…. Think about it. This is somebody who has been 
in an accident, so their frame of mind may not neces-
sarily be quite as positive as somebody who has just 
renewed their driver's licence. Even at that, where 
we've got eight out of ten of our customers achieving a 
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satisfaction rate, that's still pretty good, but again, 
there's more work to be done on this. 
 Employee index. This is a piece of work that was 
talked about the last time the corporation was here. 
We've got our first round of data. It's just being com-
piled and will be reviewed by management shortly, 
and then we will also discuss it with the HR committee 
and the board in the next few weeks. We'll also bring 
our union into the picture and discuss it with them. 
 Based on that, we will have baseline information. 
Then we will start to lay out targets for ourselves so we 
can increase the level of employee engagement and 
improve the capacity and capability of our workforce 
to ensure that they're doing work they're satisfied with 
and that it meets the needs of our customers as our 
business changes over time. 
 Issues and risks. The first one is the regulatory 
process. BCUC is a new process for us, and we are still 
adjusting. The reality is that the commission can bring 
down decisions that can have a large impact on our 
business. We just sit and wait, and when we get the 
decision, we have to respond. We do our best to help 
them in making their decisions, but there are others 
that sit at the table who have a different perspective on 
our business and might advocate the commission take 
a different approach. We're waiting for the current 
round of decisions to come down, and as I say, we'll 
see that in mid-January. We'll be a couple of weeks into 
our year, so that will present its own set of challenges if 
we see anything that's unexpected. 
 There's certainly competition in optional insurance. 
As I showed you, the rest of the industry is becoming 
more profitable, and their balance sheets are improv-
ing. Bill 93 and Bill 58 provide a more level playing 
field for them to compete for our customers. Those 
factors could have some effect on us. We don't cede 
any market share to our competitors. We're prepared to 
compete for, as I said, the hearts and minds of British 
Columbians, but we could see some impact on our 
market share. 
 The longer-term financial strength of the corpora-
tion. Clearly, the team has done a great job of turning 
around the financials of the corporation, but we need 
to be diligent on a go-forward basis. Our claims costs 
rise currently at the 4 percent to 5 percent level. We're 
looking at premiums not increasing at that level, so 
sooner or later you get to a mismatch. We've got to be 
diligent about that, make sure we continue to be profit-
able and build our reserves. 
 Claims costs. I just alluded to that and the challenge 
we face on that. Also, British Columbia in itself pre-
sents some challenges on the driving front. Weather 
can have a big impact on us. If weather goes against us, 
that's something that could really hit our bottom line. 
 We're also seeing that cars are getting more expen-
sive to fix — and people are getting more expensive to 
fix. You all know the challenges of the health care sys-
tem, and we have to deal with that as well. For exam-
ple, a few years ago you had one air bag in a car; today 
you have two or multiple air bags. Well, every time 
there's an impact, you get one extra air bag going off; 

that's another $2,500 that we have to manage. That's 
the challenge. 
 Then we're seeing potential changes in things like 
the court tariff, which is under consideration and 
would ultimately go to cabinet for a decision. Crime 
and fraud is an issue that we have. Auto theft is rela-
tively high in British Columbia. We have programs 
such as the bait car program that are trying to deal 
with that, but the overall number is…. The estimates…. 
That can have a significant impact on our premiums, 
and fraud itself can have as much as a 15 percent im-
pact on our bottom line. 

[1050] 
 The evolution of service delivery. As the market 
evolves and the needs of customers change, this is 
something we have to be at the forefront of. Call cen-
tres and express repair are two examples of how we try 
to respond to the needs of our customers. We have to 
continue to be diligent. Our competitors will also be in 
the marketplace trying innovative new products and 
service delivery mechanisms, so we need to keep pace 
with what's happening. 
 The investment market. You all know from your 
own personal investments that things can move 
around a little bit. When you've got $7 million, you 
need to keep track of that. 
 Labour relations. As I said, we have a mediated 
settlement that the union and the corporation are con-
sidering. Sometime around mid-December we will, 
hopefully, have a resolution to that. This is really up to 
the union to decide from their perspective, and we'll 
wait to see what their decision is. That will have some 
effect on us. 
 Thank you, Mr. Chairman. I know my colleagues 
and I were a little bit ahead of schedule here, but we'd 
all be happy to try and answer your questions. As you 
mentioned earlier, if we're not able to answer them 
here today, we'd certainly endeavour to get back to you 
within the two-week time frame that you've laid out 
for us. 
 
 K. Stewart (Chair): By way of schedule, we're a 
little light with Hansard today, so I'd suggest that we 
take a five-minute break right now to give them an 
opportunity to do what they have to do. Also, if it's 
okay with the committee, we'll do the same at 12 
o'clock — take a break with regard to that. 
 I'm looking to the committee at this point in time. 
At the last meeting we seemed to run a little short on 
question time, so I'm fully prepared to extend it an 
extra half-hour, into 12:30, for question period today if 
we need to and if you're conducive to that. 
 At this point, if we could just take a very short 
break of five minutes. If people would like to refill their 
coffees, grab a juice or something, please do so. Also, to 
the members, Jonathan has brought out the report that 
we did when ICBC came to us the first time. We might 
just want to take a moment to reflect upon that. It 
might help you with some of your questions for today, 
as this is the second round for ICBC. Thanks. We'll just 
take a short little break. 
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 The committee recessed from 10:52 a.m. to 10:58 a.m. 
 
 [K. Stewart in the chair.] 
 
 K. Stewart (Chair): I'd like to call the meeting back 
to order. 
 We're in our question portion of the session. What 
we'll do here is just ask an individual question each, 
and we'll go around the room until we either run out of 
time or run out of questions. Basically, as I mentioned 
before, if there is any question that you don't have the 
full answer to, feel free to give what you have avail-
able. Then you may want to send any further addition 
to that answer through to the Clerk's office. 
 
 J. MacPhail: I've read both of the last two reports, 
and I'm trying to find the page where it shows the rela-
tionship of, on the optional side, the portion serviced 
by ICBC versus private insurers. My question will flow 
from that. I can't find it in either report. 
 
 G. Prior: The only reference that we have on the 
optional side of the business in terms of dollars is on 
page 64 of the annual report, which is one of the notes. 
 
 J. MacPhail: Page 64? My question flows from that, 
Mr. Chair. 
 
 K. Stewart (Chair): Sure. Go ahead. We'll work 
through this. 
 
 J. MacPhail: Thank you. 
 Where? 
 
 G. Prior: On the bottom half of the page. You can 
see that we've split the dollars between the basic side of 
the business and the optional side of the business. It's 
through a financial allocation that we've done that. 
 
 J. MacPhail: Okay. Fair enough, but I'm…. So in 
'02-03 the optional coverage premiums earned by ICBC 
went up from $1.081 billion to $1.225 billion. Am I 
reading that correctly? 
 
 G. Prior: That's correct. 
 
 J. MacPhail: Okay. So in terms of the industry por-
tion of optional coverage…. I understand the mandate 
of this government for ICBC is to increase the competi-
tion or to make the insurance industry more competi-
tive — i.e., as I interpret it, give the private insurers a 
crack at insuring on the optional side. 

[1100] 
 What I'm looking at here is that there has been an 
increase in optional coverage provided by ICBC, and I 
think that's great. How much of that is by premium 
increase? How much of that is getting a greater share of 
the overall industry? 
 
 P. Taylor: In round numbers there is about a $1.5 
billion optional insurance market in British Columbia. 

We have about $1.3 billion of it. There's about $150 
million or so that is held currently by the private insur-
ers. 
 At this point — I know we're here to talk about last 
year's report, but they're fresh in my mind — the year-
to-date numbers tell us that we haven't seen any sig-
nificant change in the market penetration for the corpo-
ration. At this point there's no shift in who's got what. 
That's not to say that can't happen, but at this point we 
continue to hold the optional customers that we had 
last year. 
 
 J. MacPhail: When you say there's no penetration 
by ICBC, then the reverse is…? 
 
 P. Taylor: No penetration by the private insurers 
over and above what they had before. 
 
 J. MacPhail: Okay. My question flows from that, 
which is that the legislation and the mandate of the 
government is to level the playing field, as I under-
stand it, on the optional side. What does that mean? 
What do you anticipate that means in terms of dis-
crimination? 
 There was always a policy, a legislated policy, of no 
discrimination — i.e., your record is as you as a person 
obtain it through your own driving. If you're an 18-year-
old or an 80-year-old, you pay the price of your own 
driving record. What's the pressure on either ICBC or 
the government, to the best of your knowledge, to intro-
duce discriminatory rates based on classes? 
 
 P. Taylor: Clearly, on basic insurance, as it has been 
for awhile, there's no discrimination on age, sex or 
marital status. That continues under the existing re-
gime. ICBC had the ability before to price on the op-
tional side based on that and chose not to. At this point 
we don't see that we need to. There are a number of 
other factors we think are more appropriate to measure 
the risks that drivers might have. 
 
 J. MacPhail: So discrimination will not be intro-
duced. 
 
 P. Taylor: At this point I don't see us needing to do 
that. 
 
 J. MacPhail: Thank you. That's great. 
 My supplementary is: on the introduction in the 
legislation, I noted that — I can't remember whether it 
was Bill 58 or Bill 93 — there's a provision for a facility 
insurance. We didn't debate that; we didn't discuss that 
in the Legislature. I just note that that's a very contro-
versial issue both in the United States and now in On-
tario and some of the other jurisdictions. 
 As I understand it, the provision, which is brand 
new under this legislation, of a facility insurance is for 
people who can't get insurance elsewhere, because 
there's a legal requirement for everybody to be cov-
ered. It's become controversial in other Canadian juris-
dictions, such as Ontario where people are being put 
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into the facility insurance category when their driving 
record would suggest that they should not be there, 
that they should be easily covered. 
 What is the intent of the legislation that allows for 
facility insurance? Is there any plan afoot to actually 
implement that in British Columbia? 
 
 P. Taylor: I can't speak to the intent of the legisla-
tion. I can tell you my understanding of it is that what 
the government has done in the legislation is allowed 
for the provision of a facility organization if it's re-
quired, if it becomes a situation where some British 
Columbians aren't able to get insurance. Remember, 
we have a pretty comprehensive basic package here in 
British Columbia that everybody has to have. There's 
no ability to refuse people who buy that, so it's really 
on the optional side. What I think the legislation does is 
to contemplate that if there were an evolution in which 
situations arose where people were unable to buy op-
tional and it was necessary for them to have that, a 
facility could be put in place. But at this point it's not 
contemplated that we needed it, because there's no 
reason to have one yet. 

[1105] 
 
 J. MacPhail: It's reassuring to know that there's not, 
to the best of your knowledge anyway, any intent to…. 
You used the phrase, or someone did…. I think it was 
"ICBC takes all comers." 
 
 P. Taylor: On basic. 
 
 J. MacPhail: On basic. And there's no intent to 
change that. 
 
 P. Taylor: Absolutely not. 
 
 J. MacPhail: Thank you very much. 
 
 P. Taylor: Unless…. That's government policy, but 
from our perspective we're not advocating any change 
or expecting any change. 
 
 J. MacPhail: And there is no available change 
through the legislation as it exists now. 
 
 P. Taylor: You're correct. 
 
 J. MacPhail: Thank you. 
 
 B. Penner: Just a question on slide 25, if I can go 
back to that. I wonder if you could help clarify that. I 
think I heard Ms. MacPhail remark parenthetically here 
that it appeared that the expense ratio is actually in-
creasing going forward. I wonder if you could just ex-
plain that apparent trend on slide 25. 
 
 P. Taylor: I'm going to ask Geri to answer that. 
 
 G. Prior: On slide 25 what you're looking at is…. If 
you look at the actuals in 2002, it's 18.5 percent, and on 

the actuals in 2003, it's 18.1 percent. The other target 
numbers are what were in the service plan. What's go-
ing to come in, in 2004…. We haven't finished our year-
end yet, but that's not necessarily actual numbers. Our 
intent is to hold that as flat as possible, but we also 
have to look at the base. The denominator in this calcu-
lation is premiums, and without increases in the pre-
mium rates…. Last year we only passed through the 
premium tax, and in 2005 we're not asking for any rate 
increase. It does put pressure on that ratio. In terms of 
actual dollars spent, we're holding it pretty constant. 
There are some very small increases that Paul talked 
about under inflationary increases, but that would be 
where the pressure comes on that ratio. 
 
 B. Penner: So you're hoping that for the current 
year, 2004, you may actually come in under that target 
of 19.2 percent. 
 
 P. Taylor: That's our expectation. 
 
 G. Prior: Yes, that's correct. 
 
 A. Chaudhry: If I could add, we also had the pre-
mium tax increased in 2004. It increased from 4 percent 
to 4.4. That also shows up in our expense ratio, and 
that pushed our expense ratio up. 
 
 J. Wilson: Page 18. 
 
 P. Taylor: In the slide presentation? 
 
 J. Wilson: Yeah. Your goals and objectives. I won-
der if you could clarify the first two bullets for me a 
little bit. "To become more competitive" — does that 
mean lower rates? Or does that mean a sounder finan-
cial footing compared to other companies? "Customer-
focused" — that one is rather vague. 
 
 P. Taylor: Being more competitive is ensuring that 
we've built our reserves to the point where they should 
be. It's ensuring that we maintain our financial position 
and continue to be strong financially, but it's also about 
making sure that we're competitive on the product 
side. We see some interesting different kinds of prod-
ucts being offered in the marketplace. 
 I think the last time the committee was here, you 
talked about glass. There's some interest in removing 
glass from a policy. An overall policy without glass in 
it is one possible answer to that — a product like that. 
That's about trying to understand what our customers 
want in terms of insurance products and making them 
available for them. 
 It's also about service. Currently we offer service on 
a set basis. There were some restrictions within our 
collective agreement. We've talked with our employees 
about making some changes to that so we might be 
able to operate on extended hours. Instead of the claim 
centre being open from nine to five, it might be open 
from seven to six so that people could come in and get 
their claims dealt with. Competitive is understanding 
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what our customers want and shaping our actions and 
plans to fit the needs of our customers. 
 We'll also have to keep an eye on what our com-
petitors are doing. They may bring innovation or dif-
ferent products to the marketplace. We may want to 
respond, or we may want to get out in front of the 
market and put new products and services out there as 
well. I don't know if my colleagues want to jump in 
and say anything on that. 

[1110] 
 
 B. Goble: Well, for example, in the area of customer 
focus, we introduced a new concept of how to handle 
minor injury claims. In the past they were required to 
go into a claim office and fill out a number of forms 
and go through a normal sort of process. Now we have 
a special unit that we're just finishing a pilot on where 
people can do that by phone. There are teams in there 
where people can reach someone to talk to on their file 
at any point in time. It's not a specific adjustor. It's 
much smoother for that. We have a system that identi-
fies the kind of people who can do that. That allows a 
certain stream of customers to go through the system 
much more easily. We believe that that's more eco-
nomical in the long run and increases customer service. 
 
 K. Stewart (Chair): Are you okay, John? 
 
 J. Wilson: Well…. 
 
 K. Stewart (Chair): I know that's a broad question, 
but…. 
 
 J. Wilson: What I heard you say, Paul, is that with 
respect to something like glass, there may be some-
thing coming in that would exclude glass from a pol-
icy. 
 
 P. Taylor: Right. Some people have asked us to look 
at that. Again, it's about being responsive to what peo-
ple are suggesting to us. 
 
 J. Wilson: Where's the focus on the person that has 
to buy the insurance? Where is the focus directed, say, 
to all those people out there who may see their rates 
increasing slightly or holding but their coverage be-
coming less? Glass is a good example. There are a lot of 
people that are not very happy with the corporation. 
They see it as buck-passing, I guess. I don't know how 
else you would describe it. 
 The standards for, say, sand on the highway have 
been increased by the Ministry of Transportation, 
which is fine. It means a lot more broken windshields. 
As a result, ICBC then steps away from the issue by 
saying: "If you get more than two" — or whatever — 
"in a set period of time, we won't cover them." 
 ICBC has also taken it a step further. That has to do 
with animal collisions. If you get more than one, you 
may not be covered on your comprehensive. These 
things are totally out of the control of the driver in 
many cases. 

 The Ministry of Water, Land and Air Protection 
would like to see the numbers of wildlife increase, be-
cause it's a good reflection on them if they can boost 
the numbers. The Ministry of Transportation is under a 
lot of duress — fiscal constraints, you might put it — to 
do proper brushing on the road rights-of-way. These 
animals pop out of the brush right in the ditch. Within 
half a second, they're in front of your vehicle, and it's 
totally unavoidable. Yet I have seen a case or two 
where the individual would come to me and say: "We 
can't get collision. We've had more than one animal 
collision in the last year, and now we're refused cover-
age." 
 I guess my concern is that in order to make it a 
more level playing field and more fair, the corporation 
should perhaps, in my opinion, be looking into this 
and trying to either get some of the ministries that are 
responsible for rising insurance costs to cover part of 
that or pay their share, which you could no doubt levy 
in their direction, and give the motoring public a break. 

[1115] 
 
 K. Stewart (Chair): Does that pretty much clarify it 
for the question? 
 
 P. Taylor: The issue you're talking about, if I recol-
lect, is the same issue you raised last year. We've talked 
about this, myself and the VP of insurance, and one of 
our thoughts on this is…. First off, if somebody pays us 
$100 for an insurance product and they consistently 
have claims for $500, $600 or $700 over time, we can't 
carry on doing that — right? I think everybody would 
accept that over time that's not what an insurance 
company would do. 
 That said, what we do need to think about is think-
ing less like a monopoly where there's a one-size-fits-
all solution or response to every problem. We need to 
be more targeted in dealing with our problems. I think 
we have a good track record on the road safety stuff of 
working with others to try and solve the problem. You 
raised a couple of good points here, which maybe are 
worthy of follow-up from our perspective — to sit 
down and talk with people and be more collaborative 
about addressing some of the issues that give rise to 
why animals end up on the road and impact vehicles 
and why we have damage from rocks on windshields. 
 I don't have much more of an answer for you, John, 
than that. I don't know, Bill, if you want to chime in, if 
you've got anything that might help John in under-
standing where we're coming from. 
 
 B. Goble: Well, just a couple of points. My under-
standing of the issue around glass coverage out of 
comprehensive…. It's not contemplated that we would 
remove all glass coverage from comprehensive, but we 
would provide the option… 
 
 P. Taylor: The product. 
 
 B. Goble: …or the product where a customer, if 
they choose because of the amount of the rate to have it 
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in there — "Okay, I don't want glass coverage; I'll be 
happy with two or three hits on my windshield" — 
they would get a lower premium. It's not intended to 
be an all-or-nothing in an area — that we will take all 
glass coverage out. That's the first point. 
 The issue around animal collisions. I know that 
we've…. I think it's provided animal reflectors for 15 
kilometres on the highway between Quesnel and Wil-
liams Lake this year. That is, I believe, an interesting 
responsibility to determine whose responsibility it is — 
as you've pointed out, who wants more animals 
around and how you cut the brush. I think we'd be 
quite happy, as Paul says, to broker a meeting or sit 
down with a couple of different ministries and talk 
about that. 
 
 J. Wilson: Just a point of clarification on the strider 
lights. Did ICBC cover the full cost, or was it a com-
bined…? 
 
 B. Goble: I don't have the exact figures here. I think 
it was a combined…. Generally, what we do is go in 
and provide some engineering expertise and then part-
ner with a community or a department. I can certainly 
get that information for you, though. 
 
 J. Wilson: Do you have anything on the results 
from that? 
 
 B. Goble: No, I do not. 
 
 P. Nettleton: I'm glad that John Wilson raised the 
issue of glass coverage with the folks from ICBC. I 
think those of us that live and represent folks in the 
northern central interior would be remiss if we didn't 
take full advantage of this opportunity just to remind 
you of our concerns — concerns of the constituents we 
represent in and around the whole question of glass 
coverage. I can tell you from personal experience that 
it's rather disheartening to drive out of the glass shop 
after getting a new windshield and five minutes later 
you've got a rock chip on your windshield. 

[1120] 
 I know that I've had meetings here in Victoria with 
the Ministry of Transportation with respect to sand and 
gravel and so forth that are currently being used and 
the impacts in terms of the effect they have on wind-
shields and how it's virtually impossible to make it 
through the winter without your windshield really 
being pretty much rendered useless because of the 
problems associated with rock chips from the sand and 
gravel used. They assure me, of course, that in fact 
there have been extensive studies done with respect to 
the types of sand and gravel they use. It's not associ-
ated in any way with cost savings and so forth. 
 All of that I'm quite sure is in fact the case, but it's 
of little consequence for those folks who find them-
selves having to replace windshields pretty much once 
a year. Then there are problems that flow from that 
with respect to how many windshields you can claim 
over the course…. What's the limit with respect to 

windshield coverage? I think you're allowed — what? 
— three or four over the course of… 
 
 P. Taylor: It's about four. 
 
 P. Nettleton: …four years. Then at that point you 
no longer have coverage. 
 It's a huge ongoing problem, and if there's anything 
that you can do to address those concerns, you'd be 
doing a tremendous service to people who live in the 
northern central interior, for whom this is an ongoing 
problem. 
 I just thought I would ask a question. 
 
 T. Nebbeling: That wasn't your question? 
 
 P. Nettleton: I'm sorry? 
 
 T. Nebbeling: That wasn't your question? 
 
 P. Nettleton: That was just a preamble to my ques-
tion, Ted. You live in Whistler, and I suppose that's not 
a problem for you. 
 
 Interjection. 
 
 K. Stewart (Chair): Members, please go through 
the Chair. 
 I think we've got the understanding about the 
gravel and that. I think there are other agencies that we 
have to notify on that. 
 
 P. Nettleton: Great. 
 
 K. Stewart (Chair): Can you concisely give us the 
question here? 
 
 P. Nettleton: With respect, then, to your presenta-
tion, Rick Turner made reference a couple of times to a 
new competitive environment with respect to ICBC. 
Further on in the presentation, under "Goals and Objec-
tives," there was also reference made to becoming more 
competitive. Can you perhaps provide for us in practi-
cal terms what it is you mean by your repeated refer-
ence to the new competitive environment within ICBC? 
 
 P. Taylor: Just to give you a sense of one of the 
things that we have to look at…. First off, there are a 
number of financial measures that have been put in 
place. We have to achieve capital levels that are consis-
tent with our competitors, so that requires us to build 
up reserves over time. The original thinking was that 
that would take us a number of years to get there. The 
strong financial results and the one-time events that 
have happened in the last couple of years in many 
ways have got us to where we need to be on the capi-
tal. 
 To give you a sense, one of the things that we have 
to deal with is when the legislation contemplates a 
separate policy for optional insurance in British Co-
lumbia, provided by ICBC or a non-ICBC product. So 
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you have the customer effectively making an explicit 
choice to purchase optional insurance. In making that 
choice, they will think about other options besides us. 
We can't assume that customer, because they've bought 
basic insurance, will naturally buy optional insurance 
off of us. We have to price our product competitively. 
We have to provide the type of products they want. 
When they need services from us, we have to be re-
sponsive to their needs. 
 I'm not saying the corporation hasn't tried to ad-
dress a number of those issues in its current environ-
ment, but I think there would be increased intensity 
around that as other companies show up in British 
Columbia and either the existing players try to grow 
their market share or newer companies show up in 
British Columbia and try to compete for our customers 
and maybe provide lower rates or a more unique 
product or whatever. We have to be able to respond to 
that. We can't act as a monopoly anymore. We have to 
be more nimble and responsive to the needs of our 
customer. We also have to work with our broker net-
work. They are our retail network. They are the point-
of-sale for us. We need to continue to support them 
and make their job easier so they can serve our cus-
tomers better. 

[1125] 
 We also need to help our employees in the claim 
centres and our partners in repair centres to provide 
better service. The desire of a customer who buys op-
tional is that they look at it and say: "I think, on par, 
ICBC is a pretty good company. They've looked after 
me in the past." Or "I've talked to my neighbours, and 
they got a good shake from them. The price is about 
right, and they provide good service, so when I make 
that choice as to which optional policy I'm going to 
buy, I'll buy their product." If we don't do that, then 
we'll see our market share diminish. 
 I don't know if that answers your question, member. 
 
 P. Nettleton: That's ample. Thank you. 
 
 G. Trumper: On page 5…. 
 
 P. Taylor: Of the presentation? 
 
 G. Trumper: Yeah. On your "Delivery Network," 
can you tell me what's included — I presume it's here 
— in road safety and loss management programs? I 
was trying to work it out here and wasn't doing very 
well. How much of your budget is spent on education? 
And what do you see the role of ICBC is in education? 
 
 P. Taylor: Road safety education in 2003 is about $5 
million. That's the answer to your question. 
 
 G. Trumper: That's a small figure, a small amount. 
So if I could follow that through, can I ask: what does 
ICBC see as its role in education for driving? It's a bit of 
topic this morning. 
 
 P. Taylor: It was on Bill Good. 

 G. Trumper: I heard that discussion, but I also have 
another interest in it. Can you sort of outline what 
ICBC does, what you may see yourselves doing? 
 
 P. Taylor: Some folks talk about taking a more in-
terventionist approach. Our belief is that education has 
an important role in shaping attitudes on driving. I can 
quickly just run through the programs we do. 
 
 G. Prior: I think there are a couple of things. Cer-
tainly on the graduated licensing program, we've de-
veloped a fairly comprehensive booklet, etc., for par-
ents as well as the new driver to go through on the 
education piece. If they're going to be assisting the new 
driver, we give a lot of tips in there. We're not just 
looking for the skill set of the new driver, but we're 
also trying to encourage the right attitudes of being 
responsible on the road. 
 We do go into the schools. We do some work with 
the schools in terms of programs in helping to put edu-
cation in there. There are a number of facets we look at. 
I think about $5 million to $6 million is the spending 
anticipated for 2004 — about $6 million on that whole 
education component. 
 
 P. Taylor: The Ministry of Education is committed 
to making road safety learning outcomes mandatory 
for K-to-10. Implementation starts in September of '04 
for grade 10. 
 
 G. Trumper: Just on that — and I don't know what 
the figures are, and I don't know what other provinces 
do — do you have any tracking as to…? It's probably 
too early to tell how the graduated licence program is 
working. 
 
 G. Prior: Yeah. The first phase of the graduated 
licensing went in, in 1998. We know that for the new 
drivers in that program there was a 16 percent reduc-
tion in the number of crashes that happened from driv-
ers that had not previously been in the program. It's 
too early to tell yet. It will probably take us about three 
years before we'll get the results out from the en-
hancements that have just gone in last year. Certainly, 
as in Ontario — and they're a bit ahead of us in how 
they've put their program in — we're seeing pretty 
good results. 
 
 G. Trumper: If I could just finish on this one. Do we 
have any figures as to how we compare with other 
provinces on the education programs or how whatever 
we're doing about road safety compares to other prov-
inces? 
 
 G. Prior: I don't have the specifics with me. We can 
certainly get that information. We understand that we 
have quite a progressive program in B.C. compared to 
the other provinces. I know that our educational area 
and research area would have some more information. 

[1130] 
 
 G. Trumper: Okay. Thank you. 
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 K. Stewart (Chair): Maybe that's something you 
can send through the Clerks. All the members can get 
that. 
 
 T. Nebbeling: My first question is related to the 
profit the company showed in 2003. Could you tell me, 
Paul, what percentage of the profit — the $225 million 
— was included in the optional portion and what per-
centage in the basic portion? 
 
 G. Prior: Was the question on 2003? 
 
 T. Nebbeling: Yeah, because that is a number we 
can work with. 
 
 G. Prior: Right. If you go again to page 64 of the 
annual report…. 
 
 T. Nebbeling: Well, this is my problem. If you keep 
referring to the report, which I have only been given 
this morning…. I'd rather have you give me the num-
bers, and I will verify it when I read the report. 
 
 G. Prior: All right. I don't have the exact percent-
age, but I can give you the dollar figure in 2003. About 
$179 million was from the optional side of the business 
and, on the basic side, about $45 million. 
 
 T. Nebbeling: Okay. That is what I wanted to 
know. 
 When you go to the utility commission and ask for 
an increase in premium payments…. 
 
 P. Taylor: Which we're not doing. 
 
 T. Nebbeling: Oh, you're not doing that. 
 
 P. Taylor: No. 
 
 T. Nebbeling: I thought you said that the first thing 
you're going to…. 
 
 P. Taylor: No. We're before the commission, but 
we're not asking for an increase. 
 
 T. Nebbeling: Okay. One of my concerns is that…. 
That is forward-looking. Maybe you can show me how 
you would safeguard the system from what I see as a 
concern: that with the stronger competition of the pri-
vate sector when it comes to the optional and your 
strong desire to maintain your market share, you may 
look in future at reducing the premiums for optional if 
the other private sector insurance companies go that 
route. You will feel that from the competitive perspec-
tive, you have to follow suit. 
 At the same time, still looking for a return on your 
equity that reflects the 11, 12 or 13 percent, I can see 
some threat to requests for an increase of the basics in 
order to maintain the profit level you seek as a com-
pany. If that happened, what kind of safeguards are 
there that you cannot try to recoup from one sector — 

the basic — in order to spend more on the options for 
promotion and maintaining the market share? 
 
 P. Taylor: IC2, in its direction from government to 
the commission, is that there should be no cross-
subsidization and that effectively, while we operate the 
corporation as one business, we can't use the basic to 
subsidize optional. 
 
 T. Nebbeling: No. I understand that is the basis, 
but when you do your bookwork and your planning…. 
 
 P. Taylor: We have to fully account for all of that to 
the commission. They go through it line by line and 
look at all of our things. They look at the allocations 
we've made, and if they disagree with the allocations, 
they'll move…. 
 
 T. Nebbeling: Okay. 
 
 P. Taylor: That's one of the issues we're waiting for 
a decision on. 
 
 T. Nebbeling: So the safeguard is the B.C. Utilities 
Commission. 
 
 P. Taylor: The B.C. Utilities Commission. The num-
bers are very public, debated in front of the commission, 
and the commission takes that away and makes a deci-
sion whether they agree or disagree on our allocation. 
 
 T. Nebbeling: Good. 
 
 H. Bloy (Deputy Chair): Good morning. 
 
 P. Taylor: Good morning. 
 
 H. Bloy (Deputy Chair): I wanted to ask about the 
claim centres. Basically, you have independent brokers. 
You've got 900 of them. They make probably $240,000 a 
year on average. I have another assumption: that's 
probably less than what you could operate that system 
for in the commissions you pay out. 
 You have the claim centre. I hear all kinds of stories 
where the cars are into the claim centre, that they go to 
the autobody shop and that you have people out on the 
road on a regular basis going to the autobody shop to 
relook at the claim. I'm saying: why do we need a claim 
centre? Why doesn't each authorized autobody shop 
become a claim centre where you would have the same 
people without the capital costs and, I'm sure, fewer 
people looking at the damage? 
 
 K. Stewart (Chair): Let's ask Paul to answer it. 
 
 P. Taylor: I'm going to ask Bill to answer. Bill is 
responsible for the claim centres and has spent most of 
his working life in the area, so he's probably the best 
guy to give you the response. 

[1135] 
 
 B. Goble: I don't know if I'm the best guy, but we'll 
give it a whirl. 
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 The model you talk about is actually one of the 
things we're transitioning to, in part. In the past, virtu-
ally everybody did come to a claim centre, and we wrote 
the estimate there. Then the car went to the body shop. 
 Now, with Express Repair, there are a certain num-
ber of claims, a certain type of claims, that are handled 
only in our call centres. A little over 55 percent of our 
claims, approximately, are handled in our call centres, 
and a certain segment of those go directly to the body 
shop. The body shop is allowed to write the estimate, 
so they never see a claim centre. We've closed a num-
ber of claim centres, because the volume is down 
through that. 
 Through the next year, we are working on a re-
engineering of our claims process to see how we can 
not necessarily close more but find something that's 
better for the customer. What you describe is actually 
in a transition phase at this point in time. 
 
 H. Bloy (Deputy Chair): How many claim centres 
have you closed? 
 
 B. Goble: I believe it's five. 
 
 H. Bloy (Deputy Chair): Would you be projecting 
to close at least half the claim centres, or is it because of 
geographics that you can't close that many? 
 
 B. Goble: I wouldn't want to make any prediction 
there, but geographically, obviously, we find it's a differ-
ent sort of model. We don't want to build one model and 
then have that throughout the province, because it doesn't 
work in the smaller communities to the same extent. But 
I can foresee a different type of claim centre. Let me say 
"a different type," as opposed to closing them. 
 The physical plant — and I'm sure you've all driven 
by them, the concrete bunkers, if you will — doesn't 
meet the model. What we may be able to do in the fu-
ture is move them off the main drag, have more tradi-
tional office space, consolidate — that type of thing — 
as we move forward. That's what we're working on 
right now. 
 
 H. Bloy (Deputy Chair): I had a second question. 
 
 A Voice: How many claim centres…? 
 
 B. Goble: Forty-one. 
 
 K. Stewart (Chair): If you have a related question, 
go ahead. If not, we'll go around again. 
 
 H. Bloy (Deputy Chair): Go around again. 
 
 K. Stewart (Chair): I have a couple of questions 
here. Actually, it stems from our recommendations last 
time. I think I heard some of the clarification today, but 
I just want to ensure that's what I did hear. 
 There was the ICBC tax exemption issue, which 
was discussed last time. The indication I have is that 
the reason you're tax exempt is that there are services 

you provide for that. I just wonder if you have a dollar 
number as to what those offsets are as compared to the 
services that are provided. That's the first part of it. 
 The second part of it was: part of the reason we 
talked about surplus is that there was a concern that 
the financial reserves of ICBC weren't comparative to 
the marketplace, and that those dollars were retained 
to help build up that reserve. 
 Paul, you might be a little closer to this because of 
your past experience. Given GAAP now, those dollars 
that go into the reserve…. Is that reserve considered as a 
provincial asset, or is it against liability first on ICBC and 
then the profit coming out of it? I've sort of mixed the 
two together in the sense of the tax exemption and the 
reality of the money staying in there for the reserves. 
 
 P. Taylor: On the tax. Geri has done some looking 
into this. Our assumption was, looking at the tax that 
other companies are paying…. It's about 3.6 percent, I 
think, which is about what we're paying for providing 
those programs on behalf of government that we don't 
get compensated for. It's about equivalent. 
 The other issue is…. The framework that is in place 
for ICBC is really established in the legislation. We 
operate under the direction of government. I think 
we've done a reasonably good job of trying to comply 
with the direction that we've been given. 
 On the other question, the retained earnings. What 
happens at the corporation is we don't do a line-by-line 
consolidation of the corporation's position into the 
province's books, but on a net basis, the annual operat-
ing profit of ICBC shows up in the government's sur-
plus or deficit. The assets and the liability show up on 
the assets and liabilities of government on a consoli-
dated basis. Just like the university doesn't send that 
money to the government, we in turn keep the retained 
earnings inside the corporation, and they build our 
capital reserves over time. 

[1140] 
 
 K. Stewart (Chair): Just to clarify, then: if you had a 
$300 million profit as such…. 
 
 P. Taylor: Say, like this year. 
 
 K. Stewart (Chair): Like this year. That would go in 
to build up your financial reserves, but it would still 
show as an asset on the provincial government books. 
In a sense, it would show as an increased asset to the 
province on the books under GAAP. 
 
 P. Taylor: You'd have a change in our assets and 
liabilities, so that would show up on the government's 
balance sheet as well. Then the profit would show up 
on the government's operating statement surplus-
deficit number for this year, but it would also show up 
on the change in their assets and liabilities. 
 
 K. Stewart (Chair): So, in a sense, ICBC showing a 
$300 million profit doesn't mean that the government 
has $300 million more to spend in other areas. 
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 P. Taylor: It doesn't have $300 million in cash, but it 
has a $300 million improvement in its surplus. 
 
 K. Stewart (Chair): Okay, thank you. That clarifies 
it for me. 
 Joy, do you have another question? 
 
 J. MacPhail: I want to talk just very briefly about 
two aspects in the consolidated statement of opera-
tions, if I may. I need clarification. Oh, I'm sorry — just 
one area. I clarified the other myself. 
 Page 47, please. It actually flows from the question 
that Mr. Bloy asked about insurance brokers. I note that 
fees for agents' commissions have increased from $191.4 
million in '02 to $219.1 million in '03. That's about a 15 or 
16 percent increase. I assume that's the independent bro-
kers' fees that you pay for selling ICBC? 
 
 G. Prior: For selling the insurance, yes. 
 
 J. MacPhail: Yeah. Policies didn't go up by that 
amount by any stretch of the imagination, so what 
happened? Did you guys increase the amount you paid 
to them? 
 
 G. Prior: I think it's the mix of the business. On the 
basic premiums, it's a flat rate that we pay the brokers. 
However, on the optional side of the business, it's a 
percentage base. With the increase in optional sales in 
terms of dollars, because the commissions are calcu-
lated as a percentage of that, it would have gone up 
more than the actual volume. 
 
 J. MacPhail: Mr. Chair, I'd like further information, 
if I could have a breakdown from the corporation on 
that. That's a whopping increase in amount earned by 
the insurance brokers. I take no position on it — I want 
to be clear — but it's a honking big increase. 
 
 K. Stewart (Chair): If we can ask, then, that if you 
don't have that available, you could just give us that 
information through the Clerk, and the Clerk will en-
sure it gets distributed to all members. 
 
 P. Taylor: We'd be happy to. 
 
 K. Stewart (Chair): Great. 
 Are you done? 
 
 J. MacPhail: I'll wait. I've got another one. 
 
 K. Stewart (Chair): I think we'll have time. 
 
 P. Nettleton: I think it was Rick Turner who made 
some reference to the number of FTEs that had been 
eliminated. I don't recall any reference made to the 
time frame in which they were eliminated. 
 
 P. Taylor: Since 2000. 
 
 P. Nettleton: Since 2000. Currently, there are ap-
parently 4,754 employees or FTEs. Can you confirm the 

numbers of employees since 2000 that have been elimi-
nated? I'm not clear on that from your presentation. 
 
 P. Taylor: If you go to slide 23 in the presentation, 
that'll give you the change in FTEs on an annual basis. 
 
 P. Nettleton: There's no reference made from where 
it is…. 
 
 P. Taylor: It's Q4, 2000, at the bottom. 
 
 P. Nettleton: Yes, but there's no information with 
respect to where it is that those FTEs were located 
within the corporation. 
 
 P. Taylor: Oh, okay. They were, basically, dispersed 
across the corporation. It was done through a volun-
tary severance program. Employees self-selected them-
selves out. 
 
 G. Prior: It was pretty evenly distributed. That was 
about 750 at that time. Since that point in time, what 
the corporation has had as a sort of internal policy with 
the executive is that whenever there has been someone 
that's left the organization, we've really assessed very 
carefully whether we need to backfill that position or 
not, or whether we can redistribute the work. That's 
really where the rest of the changes come from. 
 
 B. Penner: Paul's question is actually apropos to 
mine. I'm also interested in asking some questions 
around the FTE reduction. According to my rudimentary 
calculations, it's about a 26 percent reduction in FTEs. 
 
 P. Taylor: You've got a future as a finance guy. 

[1145] 
 
 B. Penner: Thank goodness for BlackBerrys, actu-
ally. They've got a calculator function. 
 My question is this: you mentioned your customer 
satisfaction surveys over the last number of years. I haven't 
noticed a precipitous drop in customer satisfaction. 
 
 P. Taylor: No. 
 
 B. Penner: In fact, I think it's a slight uptick. How 
do you explain the ability to reduce 26 percent of your 
staff complement and yet maintain customer service? 
How does that happen? 
 
 P. Taylor: I wasn't there, but I think the corporation 
put a significant effort into focusing on customer ser-
vice as they worked through it. We've seen other cor-
porations — I won't mention names — that went 
through significant downsizing and cost-reduction 
efforts and saw their customer satisfaction numbers 
drop precipitously, but this corporation explicitly fo-
cused on trying to maintain the customer satisfaction 
levels. I don't know. 
 Geri or Bill, do you want to give a quick comment 
on it? 
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 B. Goble: Yes, if I could add a couple of points. The 
program I talked about earlier where we handle more 
claims in a call centre, for example, has decreased the 
need for a customer to go someplace else. The conven-
ience factor has improved. It's the same on the injury 
claims we're doing by phone. 
 Driver service centres — we've increased the avail-
ability. We've opened a couple of Expressways, and 
we've changed the model of how we route people 
through those. I think it's generally those things that 
show the uptake. 
 
 B. Penner: A supplementary question. Can you 
estimate how much the corporation is saving as a result 
of that 26 percent reduction in FTEs? What would the 
annual savings amount to? 
 
 P. Taylor: Maybe I could give you that in a second. 
I think we've got it here. If you want to carry on, we'll 
get that information. 
 
 K. Stewart (Chair): John, do you have a new ques-
tion while they look that up? 
 
 J. Wilson: Yes, on page 12, on board governance — 
the last bullet — it says: "…recommends evaluation to 
the board." Is this a recommendation, or is there actu-
ally an evaluation system in place? If there is, who does 
the evaluating? 
 
 R. Turner: Pardon me. I missed the question about 
the board evaluation. 
 
 J. Wilson: Is there anything in place? I see it just 
says "recommends." Does that mean it's a recommen-
dation, or has something been done on that to put in 
place something that would do an evaluation? If there 
is, who would be doing it? 
 
 R. Turner: Consistent with public companies, the 
board does an evaluation through a third party. We 
hire a third party that's experienced in corporate gov-
ernance, and we do an evaluation of the committees. 
We do an evaluation of the members. We do an evalua-
tion of what else is required, of whether other skills 
may be required. 
 Since I've been at ICBC, which is one year, that 
process has occurred where we've done a board self-
evaluation, if you will, but it's compiled by an inde-
pendent third party that is a corporate governance per-
son. The process is in place — if that answers your 
question. 
 
 J. Wilson: And this third party is a company or an 
individual? 
 
 R. Turner: It's a company. 
 
 J. Wilson: Is that public knowledge? 
 
 R. Turner: Yes. He's in the paper all the time. Pat-
rick O'Callaghan does it. 

 K. Stewart (Chair): Further to that, if you've got an 
evaluation outcome that has been made public, it 
wouldn't hurt to send that through to the Clerk. 
 
 R. Turner: I'm not actually sure whether it's public or 
not. I'll plead ignorance and get back to you. Thank you. 
 
 K. Stewart (Chair): Okay. Great. 
 
 P. Taylor: I think Rick was referencing that the 
name of the company is public. 
 
 K. Stewart (Chair): Yes. I was just indicating the 
outcomes. It may be pertinent to this committee to have 
a baseline for your performance levels as a board so we 
can use that as an indicator of the growth of the per-
formance of the organization as we review it — hope-
fully on an annual basis. 
 
 P. Taylor: I would suspect that the other Crowns do 
a similar thing, because it is best practices governance. 

[1150] 
 
 H. Bloy (Deputy Chair): Just getting back to the 
number of employees, you were about 11 percent in 
2001 as you were coming down by the different quar-
ters, but last year, you moved a division, really, so you 
let only 60 employees go. That was probably only 1 
percent. I appreciate your statement that other agencies 
have cut staff at the senior management level and are 
now having to replace them. I've heard that also. But 
have you hit your maximum levels, based on an aver-
age within the industry? You are still much higher than 
the industry average. That's my understanding. 
 
 G. Prior: For staffing levels? 
 
 H. Bloy (Deputy Chair): Yeah. 
 
 G. Prior: We haven't done an actual comparison on 
staffing levels with the industry, because we do run a 
different mix of products in a different business. What 
we have looked at is the expense ratio, and most of the 
expense ratio is compensation with staff. 
 
 P. Taylor: If you look on slide 25, it shows you the 
numbers we have. The industry benchmark for the P 
and C industry is about 27 percent, and the auto sector 
is about 23 percent to 25 percent. The recent material 
we got from our benchmarking company shows us 
continuing to track ahead, but that's partly because of 
the size and the scale we have. 
 
 H. Bloy (Deputy Chair): Right. You're talking 
about the expense ratio, but let's put it to actual num-
bers of claims and where we're at. Are you on an aver-
age with the competition in that area? 
 
 G. Prior: I guess I'm a little confused by the ques-
tion, because in terms of actual volumes of claims, it's 
the size of the company that will dictate that. If you're 
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trying to get around issues of how efficiently we are 
handling the business, from the best knowledge that 
we have…. Again, as I said, the product is different at 
ICBC than at anywhere else in the country, so we have 
talked to different companies to try and get this infor-
mation. We find it very difficult to get good compara-
tives because of the differences in product and the dif-
ferences in the actual processes we use. 
 
 H. Bloy (Deputy Chair): When we do all these ref-
erences, it just depends. You can do it to expenses, and 
in another business it might be, you know, better to 
compare it to another portion. I just wanted to know 
where you stood on an industry…. 
 
 G. Prior: The expense ratio is a standard insurance 
measure — right? 
 
 P. Taylor: Another way of looking at it is if you 
look at gross expenses per policy in force as a way of 
measuring. We are $283 in 2003. The Canadian auto 
industry is at $322, and the U.S. benchmark is $349 
(U.S.). 
 
 H. Bloy (Deputy Chair): Okay. Thank you. 
 
 K. Stewart (Chair): I have a question on your slide 
7, which was the one about the auto insurance rate 
increases across Canada. Do you have a similar slide 
that indicates costs — period? 
 
 P. Taylor: Actual rates? 
 
 K. Stewart (Chair): Actual rates. Right. That's the 
one that gets a bit confusing at times. People say, "I just 
came from Alberta and, you know, this is so much 
more expensive here," or, "I'm from Ontario and, boy, 
what are you guys doing here?" I think some of it may 
have to do with the fact that we're not prejudiced at all 
against age and some of these other discriminatory 
factors, which certainly skew rates. I'm just wondering: 
for comparative clients, do we have anything that indi-
cates that? 
 
 P. Taylor: We don't have it here with us, but we can 
probably get you some stuff. The challenge with that is: 
what's an average vehicle? What's an average policy? 
All that stuff. But I think there's some sampling that's 
done, and we can give you a sense in some cases. 
 
 K. Stewart (Chair): We have a similar person — a 
middle-aged man, three children, clear accident record 
for five years, and he drives a '57 Corvette. 
 
 P. Taylor: He goes to church on Sunday, and he's 
got a dog. 
 
 K. Stewart (Chair): Anyway, if you have that, that 
would be helpful. 
 
 P. Taylor: I think we can get you that. 

 K. Stewart (Chair): Okay. That was just a clarifica-
tion. 
 I have a question, though, with regard to…. I know 
it's a little off topic, but it's something I've noticed a 
little bit in the media lately and when I'm around town. 
With our senior population, we're seeing things like 
scooters and Segways and things like that around on 
the roads. What is ICBC's position on that? I under-
stand there was some ruling ICBC made about Seg-
ways recently. Do you know what I'm talking about? 
 
 P. Taylor: Yeah, I know what a Segway is. The rul-
ing is what you've got…. 
 
 K. Stewart (Chair): Was it that ICBC basically 
would not…? 
 
 P. Taylor: Insure it for the road? 
 
 K. Stewart (Chair): No, just that they had a position 
of banning them from usage because of the insurance 
factors. That doesn't ring a bell? 

[1155] 
 
 B. Goble: I don't believe we have a position, al-
though the question has come up as to whether or not 
we will insure them and the scooters. We have to rely 
on the definition of a motor vehicle. Many of those do 
not fit under the definition of a motor vehicle, so we 
cannot contemplate insuring those unless there are 
some changes to the definition. That's outside our pur-
view. 
 
 P. Taylor: And that's set in legislation right now. 
 
 K. Stewart (Chair): Given the expansion of the 
scooter with the seniors, especially since, I mean, I've 
seen them follow…. Do you have any position on that 
at all? 
 
 B. Goble: I don't believe we have an official posi-
tion that we could state today. I believe we have done 
some research on that, and we can certainly look into 
that with our research department. I know we have 
done some research. 
 
 K. Stewart (Chair): Sometimes you see them on the 
sidewalks. Sometimes you see them on the road. I'll 
just throw that out. I know it's maybe a tad off topic, 
but it's certainly something that's out there. Whether 
it's ICBC's issue or responsibility or a local issue for 
municipalities with regard to compliance with bylaws, 
I'm not sure. I'll just leave it with you today as a 
thought to ponder. 
 
 J. MacPhail: The government just changed the 
drunk-driving laws to introduce mandatory rehabilita-
tion programs for drunk drivers. Is ICBC involved in 
that at all? I recall from the legislative debate that con-
tractors are going to be sought out to provide the rehab 
programs. What role, if any, does ICBC play in that? 
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 G. Prior: I'm not 100 percent sure on this particular 
initiative. I know we have been approached for some 
funding on some of these. Some of it — and I'm not 
sure if this one in particular does — would go through 
the MOU we have in place for enhanced enforcement. 
We do work with our ministry to talk about it, but I'm 
not familiar with this one in particular. 
 
 J. MacPhail: I'd like follow-up on that, as well, Mr. 
Chair, please. 
 
 K. Stewart (Chair): Okay. At this point — I men-
tioned we would be breaking at 12 — I'd like to do just 
a quick poll as to how many questions we have out 
there from the committee. Who has questions left that 
they'd like to ask? Does anyone still have any questions 
they'd like to ask? 
 
 Some Voices: Yes. 
 
 K. Stewart (Chair): And how many questions are 
those? We do have the option to go for another half-
hour if we wish. 
 
 B. Penner: One more question. 
 
 K. Stewart (Chair): I was just debating whether we 
should continue and then stop or…. 
 
 J. MacPhail: Yes, why don't we do that? 
 
 K. Stewart (Chair): Let's continue on for, say, an-
other 15 minutes in consideration of people that may 
need a break. We'll go for another 15 minutes, and 
then, at that time, if we're not concluded, we can either 
have written or continue on. 
 
 P. Nettleton: With respect to slide 6, I believe it is — 
for auto insurance in Canada — the slide shows what 
other provinces are doing in terms of the various models 
that are used. Again, it points to the B.C. model, which is 
the ICBC model, and there's also reference made in the 
presentation to the fact that this really flows from gov-
ernment policy. I think that's understood. 
 
 P. Taylor: Yep. 
 
 P. Nettleton: Is there any indication, in fact, that the 
particular model may be revisited any time soon? 
 
 P. Taylor: Keeping in mind the correspondence 
units in government and in the corporation, I want to 
be clear. The answer is no. I don't want the poor people 
having to write all kinds of letters in response for 
members in the corporation when the legal community 
starts…. 
 
 K. Stewart (Chair): That's a pretty clear answer on 
that one. 
 
 P. Nettleton: Okay. 

 P. Taylor: From our perspective, anyway. 
 
 K. Stewart (Chair): You're the people that are be-
fore us today. You're the ones we are asking the ques-
tions of, so that's the response we'll accept. 
 
 B. Penner: I wondered if you had a number in 
terms of the total dollar savings as a result of the 26 
percent reduction in FTEs. 
 
 G. Prior: I was going to ask: can we get back to you 
on that? It's just that I want to go back to the actual 
costs and look at them. 
 
 B. Penner: In that case, I have a different question 
for you. In this past number of weeks, I've had a few 
concerns or complaints brought by collision repair 
shops in the area concerned about a program that ICBC 
is implementing. I think it's referred to as a collision 
repair agreement with repair shops, somehow using an 
average for a repair. And if various repair shops are 
exceeding that average anticipated cost of repair for 
given vehicles, then they are disqualified from an in-
crease in shop rates… 

[1200] 
 
 P. Taylor: Right. 
 
 B. Penner: …for various types of work — painting, 
collision repair, etc. This has caused some discontent 
among at least two different repair shops in Chilliwack, 
and I'm aware there are a number of others in the Fra-
ser Valley. I'm just wondering what your comments are 
and what the reaction has been around the province. 
 
 P. Taylor: The basic premise of the program is that 
we sat down with industry and negotiated. This wasn't 
something we imposed. It was negotiated. The ARA 
and their sister organization, the B.C. Automobile 
Dealers or New Car Dealers, sat down with ICBC and 
said: "Let's try and put in a more sustainable system for 
setting rates for the repair industry in the province." 
 The agreement was negotiated, and series of meet-
ings were held around the province to brief body shops 
on it. It is performance-based. There was a clear under-
standing that when performance standards were met 
or exceeded, rates would move up, and that if they 
weren't met, there's some financial impact on that. 
That's the basis of the system. 
 I think the challenge is that, like anything new, it's 
going through some growing pains or initial concerns, 
and some people have been affected by it. Some folks 
are questioning the data or the model, and we certainly 
need to do more work to help them understand it. 
Some shops are saying: "Conceptually, I'm okay with 
performance pay, but I need to understand how I can 
affect my numbers so that I can achieve the result." 
 There's no set number we have, as far as I know, that 
says we want to kick 20 percent of the shops out and pay 
them a lower rate. It's a system that says everybody can 
be in or not, and we are meeting with the industry to 
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work through it. We did amend it for this measurement 
period, because we were concerned that the results 
weren't in the area we wanted them to be. We sat down 
with the industry and asked: "How can we ensure that 
the transition is a little smoother on this?" 
 The current results from the previous measurement 
period have taken into account those negotiations. We 
are working closely with the industry. I think we have 
another meeting with the ARA coming up next week, 
and we're continuing to meet with those body shops 
that don't understand the results so that we can work 
with them. 
 Bill is more closely involved in this than I am. He 
might want to make a comment or two, just quickly. 
 
 B. Penner: A couple of the questions relate to how 
the criteria are calculated. There seems to be a lack of 
understanding on that. As well, there's an expression of 
some concern about how it's calculated. I think it's 
based on a one-year rolling average that's backward-
looking. At least one shop is indicating in their latest 
numbers a significant drop in September, but they're 
told they won't be able to get back on track in the pro-
gram until the next six-month… 
 
 P. Taylor: Six months, right. 
 
 B. Penner: …period rolls forward. They feel a little 
frustrated by that delay. 
 
 P. Taylor: There are some that have argued for the 
one-year period, because shorter periods were seen as 
being too unfair. 
 
 B. Goble: A couple of comments, if I could. The 
one-year average is unique to each body shop. It's the 
amount of work and the type of work that has gone 
into the shop. The reason we don't use a provincewide 
average, obviously, is that if you're repairing vehicles 
in Fort St. John, they're probably high-end pickup 
trucks and much more expensive to repair. So in the 
previous year, we take into account the type of work 
that's gone through that shop. Also, we take in some 
regional or trading area averages. 
 As we try to get the model more precise, it actually 
becomes more complicated. The challenge we're deal-
ing with right now is: what is the right model for that? 
In its final edition, it will measure three things: average 
repair cost, which is the only measurement we used in 
the first cycle; cycle time, the time it takes to repair the 
car, so that a lower cycle time gets the car back to the 
customer, and that's better for the customer; and cus-
tomer service — a survey. We use an outside company 
to survey the customers for the shop. 
 There'll be three components that will be blended in 
the next round. The last two that I explained…. We 
didn't have sufficient data, and the data was incorrect, 
so we didn't use that in the first model. Paul, I believe, 
used the term "growing pains." Yes, there are growing 
pains, but we're committed to working with the indus-
try. 

[1205] 
 This model can work for the future only if it works 
not only for the company but for the repairers. It's not 
intended to grind anything down. It's trying to intro-
duce a different manner of compensation so that shops 
performing very well — good quality repairs, faster 
cycle times, higher customer service — will be basically 
paid a bonus for that work. But there are growing 
pains. I will say that. 
 
 K. Stewart (Chair): John, do you have a further 
question? 
 
 J. Wilson: I've got one. It's kind of along that same line. 
 Does the corporation have any idea of the actual 
cost of repairs? It has been so long since you've oper-
ated a shop that I'm wondering if you've lost touch 
with the actualities out there. The reason I ask that is 
because I know that on glass, you'll get two prices from 
almost any shop — one for ICBC claims and one if 
you're putting your own windshield in. Have you got 
any place where you can actually determine the real 
cost of this? 
 
 B. Goble: We have a research and training centre in 
Burnaby that is a full body shop. We teach bodymen 
from the industry about certain repair techniques. We 
have actually developed some repair techniques there. 
We don't run it as a true body shop; however, we do 
keep timed studies and do work in there. 
 To your point, I think one of the valuable things on 
the new model we're trying to do is that we use actual 
numbers coming out of a specific shop — the shop's 
own numbers of the vehicles going in and their times 
to establish targets and repair times. We're not saying: 
"We can do it in our shop for $2,100. Now you have to 
do it in your shop for $2,100." We're saying: "Your mix 
is $2,300, average cost, and this is where we see all 
your neighbours doing it for $2,200 or whatever. You 
should be trying to achieve $2,200." 
 
 K. Stewart (Chair): At this point, if there are just 
one or two further questions, we can probably get 
those through and then be done with it. 
 Okay, so Joy, you have a question. If not, then we'll 
have to break. Go ahead if you have one final question. 
 
 J. MacPhail: This is my last one, Mr. Chair. 
 By the way, I just wanted to make one point. I was 
rear-ended a couple of weeks ago. 
 
 B. Penner: She needs a lawyer. 
 
 J. MacPhail: No, ICBC was fabulous. Also, I used 
the express service, which was fabulous. Of course, I 
do live in Kitsilano. 
 
 H. Bloy (Deputy Chair): Which car were you driving? 
 
 J. MacPhail: The old one, believe you me. I've al-
ready damaged the new one. 
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 Okay. My question was on this issue of appearing 
before BCUC. Do ICBC and/or private insurers have to 
go to BCUC for optional coverage rates? 
 
 P. Taylor: No. 
 
 J. MacPhail: Neither of you do. 
 
 P. Taylor: Just basic rates. 
 
 K. Stewart (Chair): At this point, if there are any 
further questions, we will get them to you in a written 
format. I'll give one final sort of nod before we cut this 
off. Does anyone have a burning question they'd just 
like to leave with ICBC? If they can answer it in one 
sentence or less, fine. At least you'll have it on there. 
 
 Interjections. 
 
 K. Stewart: Okay. Are we all right? 
 
 P. Nettleton: One quick question. 
 
 K. Stewart (Chair): Make it a really quick question. 
If there's a really quick answer, fine. If not, we'll wait 
for the written answer. Go ahead. 
 
 P. Nettleton: Do you have any specific strategy 
with respect to containing costs related to personal 
injury claims? 
 
 K. Stewart (Chair): That sounds like a written re-
sponse. 
 
 B. Penner: I have a suggestion on that front with 
my question. In my constituency, we're just about to 
open B.C.'s first roundabout on a numbered highway. 
It's something I'm very excited about. The studies I've 
seen indicate a 50 percent reduction at roundabouts 
compared to traffic light intersections but, more impor-
tantly, an 80 percent reduction in the severity of per-
sonal injuries. 
 If those studies and experiences from other jurisdic-
tions are accurate and can translate to British Colum-
bia, I wonder if the corporation is interested in further 
funding and further encouraging the Ministry of 
Transportation and local municipalities in introducing 
additional numbers of roundabouts in place of signal-
ized intersections so that we can reduce the accident 
rate. 
 
 B. Goble: You're talking about the roundabout for 
Harrison, just on the Harrison exit? 
 
 B. Penner: It's on Highway 9 on the way to Agassiz 
and Harrison. 

[1210] 
 B. Goble: The concept, we believe, is very encour-
aging. As you know, it's used throughout Europe and 
is very successful. One of the things it does avoid is 
direct contact on collisions. We will follow that very 
closely, and we will consider it in our road safety pro-
grams 
 
 K. Stewart (Chair): I'd like to thank Bill, Geri, Paul, 
Anwar and Rick for being with us today. 
 At this point, we'll take a short five-minute break. 
Again, just before I close, your final report will be pre-
sented — my anticipation — to the House when we sit 
again in February. 
 
 The committee recessed from 12:11 p.m. to 12:23 
p.m. 
 
 [K. Stewart in the chair.] 
 
 K. Stewart (Chair): I call the meeting back to order. 
Could I have a motion to move in camera so we can 
discuss…? 
 We're now going to move in camera. 
 
 The committee continued in camera from 12:23 
p.m. to 12:36 p.m. 
 
 [K. Stewart in the chair.] 
 

Other Business 
 
 K. Stewart (Chair): Bringing the committee back 
out of camera to on-air, I'd just like to discuss our next 
meetings and some of the issues. I got the understand-
ing from the committee that we would be looking at 
reviewing the draft of the reports to date. That would 
be electronically sent out to all members. We can add 
to our agenda next Monday a review of those to date. 
 The next question after that would be fixing a date 
for our meeting either in late January or early February 
to review the final draft of the remaining Crowns we 
have yet to do the reporting on. At that time, hopefully, 
we can also look at either setting a separate date or 
adding a workshop session to the work of the Crown 
corporations to date. 
 Can I have someone move that we do that? 
 
 J. MacPhail: So moved. 
 
 K. Stewart (Chair): Okay, great. 
 All right. Any further discussion or issues for to-
day? Hearing none, then I would certainly enjoy hear-
ing a motion to adjourn. 
 
 The committee adjourned at 12:38 p.m. 
 





 

 

 
 

 


