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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

Tina Clark

Business Process 
Advisor
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Program Redesign

• Launch date
• Contracts
• Program guide 

highlights

Roles at ICBC

• Glass Compliance 
and Support Rep

• Account Rep
• Account Manager
• Program Manager
• QA Specialist 

On-site 
Coordinator (OSC) 

• Roles
• Responsibilities

Next Steps

• Resources
• Feedback
• Mentimeter

Survey

Entegral

• Overview
• Consent 

Process
• Demo
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ICBC Glass Repair Program Launch

The ICBC Glass Repair Program (previously called Glass 
Express Program) will be implemented on March 2, 2020.
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The benefits of the program include:

Program Benefits

Increased 
claim efficiency

Collaboration 
between ICBC and 

Participants to 
continuously 

improve service 
efficiency for 
customers

Adding system 
capabilities to 

improve functionality 
and straight through 

processing

Enhanced 
marketing exposure 

and benefits for 
Tier 1 and Tier 2 

Participants
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Contract Reminder

• The new Glass Repair Program Guide and 
agreement were shared with facilities on 
January 13th.

• Review the Glass Repair Program Guide and 
Agreement and seek independent legal 
advice.

• To participate in the new program, please 
return a copy of the entire glass repair 
agreement signed by an authorized signatory 
to ICBC before March 2, 2020.
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Program Guide

• Day-to-day operating guideline for Glass repair facilities

• Posted and available on MD Partner’s site

• Principles of design were developed with feedback from 
Industry Advisory Committee (IAC) and reviewed with 
industry through province wide roadshows

• Reviewed with Technical Working Group



ICBC Glass Repair Program

Program Guide High Level Changes

Program Guide 

Heading

High Level Change

Scope & Benefits Updated wording to be more relevant to the program redesign and 

objectives.

Application Criteria Better outline the criteria for program application

Applicants Updated section to recognize the various types of applications ICBC 

can receive. 

Program 

Requirements

Updated wording around Minimum Program Requirements, Safe 

Proper Repairs/Replacement and Glass Replacement Warranty. 

Post Acceptance 

Program Activities

New section identifying Tiering and program movement along with 

Benefits

Performance 

Management

Updated section around Performance Reviews, Quality Assurance, 

Disputes, Key Performance Indicator's (KPIs)

Windshield Repair No major changes made

Program Standards Updates made around initiating / processing claims

Documentation & 

Invoicing

Updated images section and documentation sections
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Shared Benefits Program

Note: Vehicles with a GVW greater than 8,800 kg are excluded from the Repair Ratio.

Repair Ratio = 
Windshield Repairs

Windshield Repairs + Windshield 
Replacements
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Shared Benefits Program

Note: Vehicles with a GVW greater than 8,800 kg are excluded from the Repair Ratio.

Repair Ratio =
30% 

85 Windshield Repairs 

85 Windshield Repairs + 198
Windshield Replacements
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Regions – Lower Mainland

Dense Lower Mainland split into 9 regions to provide better coverage and to equalize regions across BC.
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Regions – Outside Lower Mainland

Kootenays

• East Kootenays (including Cranbrook, Creston, 
Fernie, Golden, Jaffray and Kimberly).

• West Kootenays (including Balfour, Castlegar, 
Fruitvale, Grand Forks, Nakusp, Nelson, Rossland, 
and Trail).

• Prince George and Vanderhoof

• The area south of Prince George including the 
towns of Quesnel, Williams Lake and 100 Mile 
House. 

Prince George



ICBC Glass Repair Program

Key Performance Indicators (KPIs) Overview

Windshield Repair 

Ratio 70%

Glass Claim 

Severity 30%

Failed Windshield repair 

ratio 20%

QA assessment and 

audit results 80%

Customer 

satisfaction 
Index 100%

Cost 

Control
40%

Quality 

Assurance 
Assessment

30%

Customer 

Satisfaction 
Index

30%
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KPI Details – Cost Control

KPI 
Measure

KPI Weighting
KPI Components Data Description

Overall
Sub-

Weighting

Cost Control 40%

70%

Windshield Repair 
Ratio

Total paid windshield repair 
claims divided by the Total paid 
windshield claims 
(Excludes vehicles with GVW 
greater than 8,800kg)

30%
Glass Claim Severity Total net payment amount 

divided by the Total paid glass 
claim count

QA 30%

80%
Overall file score Derived from the completion of 

the QA assessment form

20%
Failed Windshield 
Repair Ratio

Total failed repairs divided by 
total of windshield repairs. 
Expressed as %

Customer 
Satisfaction 
Index

30% 100%
Net Promotor Score Customer Survey Results
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KPI Details – QA Assessment

KPI 
Measure

KPI Weighting
KPI Components Data Description

Overall
Sub-

Weighting

Cost Control 40%

70%

Windshield Repair 
Ratio

Total paid windshield repair 
claims divided by the Total paid 
windshield claims 
(Excludes vehicles with GVW 
greater than 8,800kg)

30%
Glass Claim Severity Total net payment amount 

divided by the Total paid glass 
claim count

QA 30%

80%
Overall file score Derived from the completion of 

the QA assessment form

20%
Failed Windshield 
Repair Ratio

Total failed repairs divided by 
total of windshield repairs. 
Expressed as %

Customer 
Satisfaction 
Index

30% 100%
Net Promotor Score Customer Survey Results
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KPI Details – Customer Satisfaction Index

KPI 
Measure

KPI Weighting
KPI Components Data Description

Overall
Sub-

Weighting

Cost Control 40%

70%

Windshield Repair 
Ratio

Total paid windshield repair 
claims divided by the Total paid 
windshield claims 
(Excludes vehicles with GVW 
greater than 8,800kg)

30%
Glass Claim Severity Total net payment amount 

divided by the Total paid glass 
claim count

QA 30%

80%
Overall file score Derived from the completion of 

the QA assessment form

20%
Failed Windshield 
Repair Ratio

Total failed repairs divided by 
total of windshield repairs. 
Expressed as %

Customer 
Satisfaction 
Index

30% 100%
Net Promotor Score Customer Survey Results
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Quality Assurance (QA) Assessments

• ICBC will be monitoring and evaluating glass repair shop’s adherence to ICBC’s program 
standards through QA Assessments.

• QA assessments will review the following areas: Core Estimate, Documentation, Policy & 
Procedure and Photos recognizing both positive and negative compliance

• QA assessments may be individually or randomly initiated by ICBC at any time without 
notice, and are conducted on invoices regardless of status. 

• Participants are notified and required to upload their documentation within 7 days to the 
Vehicle Damage Image Application (VDIA) system, if applicable. The VDIA system replaces 
CDIS.

• There will be a link to the QA application as well as VDIA on the MD Partner’s site at 
program launch.
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Repair facilities with low Key Performance 
Indicators (KPIs) would be motivated to improve 
performance to realize the benefits available 
through a higher tier or risk being moved to a 
lower tier, placed in performance review, or 
removed from the program.

Performance Management
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Advanced Driver-Assist Systems (ADAS) Calibration documentation showing:

• calibration requirement (i.e. OEM or aftermarket calibration procedures)

• calibration type required (i.e. static, dynamic, universal)

• successful calibration completion, and

• sublet invoice detailing operation performed and required, if applicable.

Note: Participants must follow manufacturer repair and replace procedures related to ADAS.  If, 
due to circumstances outside of the control of the Participant, a required calibration is not 
completed, Participants must document reasonable attempts to complete the calibration and to 
inform the customer of the requirement.

ADAS Calibration Documentation Requirements
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Program Redesign

• Launch date
• Contracts
• Program guide 

highlights

Roles at ICBC

• Glass Compliance 
and Support Rep

• Account Rep
• Account Manager
• Program Manager
• QA Specialist 

On-site 
Coordinator (OSC) 

• Roles
• Responsibilities

Next Steps

• Resources
• Feedback
• Mentimeter

Survey

Entegral

• Overview
• Consent 

Process
• Demo
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Glass Compliance and Support Rep 

Glass 
Compliance 
and Support 

Rep

• Not a new role.

• Continue to provide glass-related support to services for 
internal and external customers.

• Key change will be to conduct new quality assurance (QA) 
assessments on applicable invoices submitted by glass 
repair facilities (replaces the CL395).
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ICBC’s Account Management Team

MD Program 
Manager

MD Account 
Services 
Manager

MD Account 
Rep

• This team provides a key ICBC contact for the glass 
repair facilities.

• Manages relationships between glass repair facilities 
and ICBC.

• Support ICBC employees through their interactions 
with glass repair facilities and coordinate with other 
internal stakeholders.
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MD Account Representative

MD Program 
Manager

MD Account 
Services 
Manager

MD Account 
Rep

• Additional contact between glass repair facilities and 
ICBC.

• Manages the daily relationships with their assigned 
glass repair facilities which includes all matters 
related to onboarding, tiering, performance, and 
compliance.
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MD Account Services Manager

MD Program 
Manager

MD Account 
Services 
Manager

MD Account 
Rep

• Oversees the Account Reps as well as maintain a 
portfolio of Multi-Shop Operators.

• Coaching relationship and performance management 
accountabilities.

• Support facilities to optimize their performance 
through education, performance plan development 
and program compliance. 
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MD Program Manager

MD Program 
Manager

MD Account 
Services 
Manager

MD Account 
Rep

• Manage and oversees the Account Managers.

• Support their team through the development, 
implementation and enforcement of performance 
plans.

• Act as escalation point for recurring customer issues, 
employee issues, or performance management 
issues for all tiered repair facilities in the program.
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Quality Assurance (QA) Specialist

QA Specialist

• Provides QA of estimates completed by ICBC Estimating 
staff.

• Participates in review of repair facility closed file audits 
and calibrations. 

• Handles all incoming disputes from repair shops to 
determine whether dispute is accepted or rejected.
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Program Redesign

• Launch date
• Contracts
• Program guide 

highlights

Roles at ICBC
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and Support Rep

• Account Rep
• Account Manager
• Program Manager
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On-site 
Coordinator (OSC) 
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Entegral Overview

You will use Entegral to complete your company profile 
starting on March 2, 2020.
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PDF Forms Replaced by Entegral
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PDF Forms Replaced by Entegral
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Benefits

Coming Soon! 
Integration with 

icbc.com and new 
shop locator

Maintain company 
information more 

efficiently

Multi-shop 
Operators (MSO) 
can maintain their 

facility profiles

Coming soon! View 
scorecards through 

dashboard

Benefits of completing your company profile include:
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Entegral Consent Overview

• Glass repair facilities must ask all employees for their 
consent to have their personal information stored in 
Entegral’s US based servers.

• The employee information required for the profile can 
include the employee’s name, business address, business 
phone number and business email. The personal 
information required for the profile includes the date of 
employment, and training certification number, if 
applicable. 

• A consent form will be available on the MD Partners page 
for employees to sign. These hardcopy forms must be kept 
in a safe place in the facility and are subject to audit.  
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Consent Process

Employee consents

• Employee must sign 
consent form.

• Employee’s personal 
information can be entered 
into facility profile.

Employee does not 
consent

• Employee must sign 
consent form.

• Employee’s personal 
information cannot be 
entered into facility profile

• Employee’s personal 
information must be sent to 
ICBC.
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Completing Facility Profile Process

Receive user 
ID and 

temporary 
password on 

Program 
launch date

Login to 
Entegral

Complete 
company 
profile

Submit 
company 
profile 

information

Profile 
approved and 

status is 
“Active”
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Live Demo

Entegral
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Licence
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Premise photos
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On-site Coordinator (OSC) Network 

Ensure that your facility is prepared and you understand the changes that are coming.

Provide timely information about the new glass repair program to 

your facility.

Provide a point of contact for your facility to support and guide pre & post-
implementation

Allow for two-way communication between repair facilities and MD 
project team

Help identify potential points of resistance and gauge facility 
readiness
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Roles and Responsibilities of an OSC

Remain positive as initially the change can be tough but recognize that it 
will take some time to get used to a new way of doing things

Share information with your repair facility

Support your co-workers (technical, processes/procedures etc.)

Provide feedback to the project team

Engage your co-workers by talking frequently and listen 
to their feedback and concerns

Keep up-to-date on the changes that are coming and seek 
to understand what it means to your facility
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On-site Coordinator Network Meeting Timeline

March 2, 2020

• ICBC Glass Repair 
Program Launch

January 2020

• ICBC Glass Repair 
Program Kick-off 
Meeting

February 2020

• ICBC Glass Repair 
Program Meeting 
#2

March 2020

• ICBC Glass Repair 
Program Meeting #3

We are here 
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Resources
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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 in February

Submit any questions using the form on the Business Partners site.
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Thank You 
for 

Joining Us Today!


