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How to Join the Call

If you are joining this session on a computer that does not have 
speakers, we have a telephone audio option for you.

1. Click the phone icon - or the icon with 3 dots         on 
the bottom of your screen to select audio connection.

2. Recommended option: Click “Call Me” and enter a phone 
number you want to use for this session .

3. Alternatively, check step 5 of the WebEx event 
participation guide attached to your invite.
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During the session, we will use the following interactions:

Housekeeping – Q&A

Q&A

Select who you 

want to send your 

question to. 

Please send to 

“All Panelists”.

Type your 

question here 

Expand or minimize 

the feature
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Competition Act: Law Compliance

• ICBC, its employees, the association, association staff and individual attendees (collectively the
“Attendees”) give high priority to full compliance with both the letter and spirit of the federal Competition
Act (the “Act”).

• During meetings and programs, the Attendees will not condone or permit any discussions, whether official
or “unofficial” or “off the record”, of price-fixing, collective refusals to deal (i.e., boycotts), blacklisting,
market division/allocation, supply restrictions or other anti-competitive activities that may contravene the
Act.

• If, at any time during the course of a meeting, any Attendee believes that a sensitive topic under the Act is
being discussed, or is about to be discussed, they will advise the chair of the meeting and ask that such
discussions stop.

• Similarly, Attendees at any meeting should not hesitate to voice concerns they may have in this regard.
Such discussions must also be avoided before, after and on the “fringes” of meetings.
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Welcome 

Kevin Walsh

Manager, MD Program 
Services

Jody Linzmeier

Advisor, Business 
Process Advisor Unit

Madelaine Hynes

Manager, Customer 
Insights
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Glass Repair Program Highlights

The ICBC Glass Repair Program (previously called Glass 
Express Program) will be implemented on March 2, 2020.
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Glass Web Express (GWE) Qualification Rule Updates

Updates have been implemented to correct issues that were causing qualification rules to fail inaccurately
upon claim creation in GWE. These updates should reduce the need to call PGO to have the claim reviewed
and failed qualification rules overridden.

The GWE Qualification rules that were updated are:

• There must not be a mid-term change flag present on the Selected policy if the midterm change was within 31
days prior to the Date of Loss

• The Selected policy must be more than 30 days old as of the Date of Loss

• The claim is potentially a Failed Windshield Repair
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GWE Updates
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Live Demo

Glass Web Express 
(GWE)
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Vendor Document Image Application (VDIA)
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Vehicle Damage 
Image Application 
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Quality Assurance Performance Measures (QAPM)
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Quality Assurance 
Performance 
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Customer Survey Program Overview

• Designed to measure customers thoughts and feelings about facility performance

• Hybrid approach combines telephone and email surveying for improved reach and response rates

• 120-156 completed surveys per glass facility, per year

– Facility with 500 transactions or less = 10/month (120/yr)

– Facility with 501 transactions or more = 13/month (156/yr)

– TBD: minimum # of surveys per shop/per year to have NPS score included in scorecard

• Survey program targeting launch in early April
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Key Customer Key Performance Indicator (KPI)

• Net Promoter Score (NPS) is a lead indicator of customer loyalty and satisfaction

“How likely are you to recommend [name of glass facility] to your friends and family?”
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Customer Survey Design

Glass transaction 
records get sent to 

research vendor Combine Glass survey 
data from online and 

phone methods

Send out email Glass survey 
invites to those who have email 

addresses

Call everyone on the call list

Data is published to 
dashboard

After 2-3 calls, initiate 
the email invites to 

those who have email 
addresses
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Survey Results

• Monthly score available in scorecard

• Real-time survey results available through Mitchell Connect platform
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Mitchell Connect 
AutocheX Reporting

3
0
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Login
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Reports
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Reports – Customer Experience
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Reports - Customer Experience Management
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Survey Questions
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Program Roll Up - Report
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Resources
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MD Business Partners Site – On-site Coordinator Network

https://www.icbc.com/partners/material-damage/Pages/default.aspx
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Feedback
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Frequently Asked Questions (FAQ) section
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Next Steps

Visit the MD section of ICBC’s Business Partners site

Share the information provided with your colleagues

Attend the next online meeting mid March. Date TBA

Submit any questions using the form on the Business Partners site.
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Survey – AM Session

Go to www.menti.com and use the code 63 65 96

Go to www.menti.com Enter the code 636596 and 

submit your responses!

“By using Mentimeter, your responses (“Personal Information”) will be collected by Mentimeter, for the purpose of facilitating your use of Mentimeter software, including for participating in 
webinars and training  (the “Purposes”). Mentimeter has equipment and resources located in the United States of America and Europe. You expressly consent to your Personal information being 
stored and accessed outside of Canada, and disclosed both inside and outside of Canada for the Purposes. You further consent to use and disclosure of the Personal Information for advertising 
purposes. To the extent possible, please avoid providing any Personal Information when completing this survey and do not share the URL or voting codes provided to you.”

http://www.menti.com/
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Thank You 
for 

Joining Us Today!


