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A. APPLICATION 

 Reference: APPLICATION 1.0
Exhibit B-1, Application Chapter 1, pp. i to iv  
Approvals sought 

In the Insurance Corporation of British Columbia’s (ICBC) 2017 Revenue Requirements Application (RRA), 
ICBC is seeking a 6.4% Basic insurance rate increase on an interim and permanent basis for the Policy 
Year (PY) 2017 for policies commencing on or after November 1, 2017 (Application). ICBC also makes a 
number of specific requests and/or proposals throughout the Application, as summarized below by 
Commission staff: 
 
 

Approval sought / requests Reference in 
2017 RRA 

Original 
directive (if 
applicable) 

1 ICBC proposes that any difference between the interim rate 
increase and the final rate increase be deferred until the 
implementation of the next annual rate change. 

pp. vi, 1A-2  

3 ICBC proposes to discontinue the filing of “Costs Outside TP 
Foundational Scope” report in future RRAs. 
 

pp. 5D-3 to 
5D-4 

ICBC 2014 RRA 
Decision, p. 19 
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Approval sought / requests Reference in 

2017 RRA 

Original 
directive (if 
applicable) 

4 Performance measures 
a) Replace Claims Services Satisfaction (Closed Claims only) 

with Claims Services Satisfaction (Closed Claims and 
FNOL) 

b) Discontinue New Claims Initiation Calls answered in 100 
seconds 

c) Discontinue Customer Contact Service Level Calls 
answered in 90 seconds 

d) Discontinue Customer Approval Index 
e) …  

p. iv, 6-7, 6A-1 ICBC 2013 RRA 
Decision, p. 50;  
ICBC 2014 RRA 
Decision, pp. 
43 to 44; 
ICBC 2015 RRA 
Decision, p. 28 

5 ICBC proposes to discontinue reporting on certain transitional 
period operational metrics related to Claims Transformation (CT) 
as well as reporting on CT benefits beginning with the next 
revenue requirements application in 2018. 

pp. iv, 7-21, 
7B-2 

ICBC 2014 RRA 
Decision, pp. 
17 to 18; 
ICBC 2015 RRA 
Decision, pp. 
15 to16 

6 Proposal to discontinue the requirement to report on 
reallocated TP costs in future RRAs. 

pp. iv, 5D-3 to 
5D-4 

ICBC 2014 RRA 
Decision, p. 19 

7 Proposal to replace its current measure for the rate of legal 
representation, the Legal Representation Rate, with the Legal 
Representation Conversion Rate. 

pp. vii, 7-21 to 
7-22 

 

8 There have not been significant organizational changes that 
impact allocation methodologies; therefore, ICBC is not 
proposing alterations to allocation methodologies in this 
Application. 

p. 5-8 ICBC 2013 RRA 
Decision, p. 22 

9 Proposal to discontinue provision of transitional period 
operational metrics (Average Handle Time, Average Speed to 
Answer, Abandon Rates and Deflection Rates) in future RRAs 
now that TP has concluded.  
 

p. 7C-1  

10 Proposal to discontinue the routine provision of injury paid 
severity measures (i.e., Average Costs of Bodily Injury (BI) Claims 
and Litigation Costs, and BI Claims Paid Loss Amounts and Costs 
of Litigation). 

p. 7C-1  

11 At this time, ICBC is not in a position to propose changes to the 
New Driver Comparative Crash Rate (NDCCR) or to propose a 
new statistic for measuring the GLP. ICBC is currently reviewing 
the GLP as part of its commitment to BC’s Chief Coroner to 
respond to recommendations of the BC Coroners Service Child 
Death Review Panel: A Review of Young Driver Deaths: 2004-
2013, dated February 2015 (BC Coroners Review). ICBC has 
committed to reporting back to BC’s Chief Coroner by December 
31, 2017. 

pp. 8-8 to 8-9 ICBC 2015 RRA 
Decision, pp. 2 
to 29. 

12 Proposal to replace the crash rate with crash frequency for Road 
Safety monitoring and evaluation. ICBC is also proposing to 
discontinue its reporting on the Injured Person Rate. 

p. 8A-1  

13 … … … 
 

  



ICBC 2017 RRA BCUC IR No. 1 3 of 42 

1.1 To ensure that all requests by ICBC are addressed in the Application, please review and 
complete the summary table above. Please include all approvals sought, acceptances sought, 
and proposals (e.g. to change , to not change, to discontinue reporting, etc.) in the 2017 RRA. 

 
B. ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 2.0
Exhibit B-1, Chapter 2, Figure 2.3, pp. 2-6 to 2-7; Appendix D.0, p. 4 
Policy Year (PY) 2017 Loss Cost Forecast Variance 

In Figure 2.3 and on pages 2-6 to 2-7 of the Application, ICBC states that the PY Loss Cost Forecast 
Variance contributes +4.9 percentage points of the PY 2017 Rate Change to Cover Costs, and that part of 
this variance is due to unfavourable emergence of Property Damage (PD) claim frequency. 
 
2.1 Approximately how much of the +4.9 percentage points is attributed to the adverse winter 

weather conditions that ICBC has noted in Appendix D.0, paragraph 12? 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 3.0
Exhibit B-1, Chapter 2, Figure 2.3, pp. 2-6 to 2-7 
PY 2017 Loss Cost Forecast Variance 

In Figure 2.3 and on page 2-6 of the Application, ICBC states that the Loss Cost Trend to PY 2017 
contributes +8.0 percentage points of the PY 2017 Rate Change to Cover Costs. The +8.0 percentage 
points is three percentage points higher than the impact the Loss Cost Trend to PY 2016 had on the PY 
2016 indicated rate change. 
 
3.1 Does the three percentage point increase represent the difference between the average, all 

coverages combined, selected loss trend rate in the 2016 RRA and in the current 2017 RRA? If 
not, what does it represent? 

3.2 Please provide a table that shows and compares the selected frequency trends, severity trends 
(short-term and long-term trends as appropriate), and loss cost trends in the 2016 RRA and in 
the current 2017 for Plate Vehicles, separately for Personal and Commercial vehicles, by 
coverage – on a restated basis for PD (to reflect the noted data improvements). 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 4.0
Exhibit B-1, Chapter 2, Figure 2.3,  pp. 2-6, 2-9 to 2-10; Appendix B.0, Figure B.0.6, p. 
10; ICBC 2016 RRA proceeding, Exhibit B-1, Appendix B.0.2, p.3 
Average premium 

On pages 2-9 to 2-10 of the Application, ICBC states that the Change in Average Premium has a 
favourable impact of -0.6 percentage points on the PY 2017 Rate Change to Cover Costs, and that the 
favourable impact for Plate Owner policies of -0.7 percentage points, which is reflected in the -0.6 
percentage point impact, is attributed to a -0.7 percentage point favourable premium forecast variance 
of -0.7 percentage points and a 0.0 percentage point impact due to premium trend. The flat premium 
trend is in contrast to the assumed +0.2 percentage point impact due to premium trend in the 2016 
RRA. ICBC cites the new government policy changes with respect to Claims-Rated Scale (CRS) and high 
value vehicles as reason for the lower premium trend impact in the current RRA. 
 
4.1 In the 2016 RRA, on page 3 of the Appendix B.0.2, ICBC stated: “After 2015, the Personal 

average premium is expected to resume a declining trend due to the continued increasing 
proportion of seniors, who have lower premiums on average.” 

Is the change to a flat premium trend entirely due to the consideration of the changes in the CRS 
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and high value vehicles, or has ICBC also observed a deceleration in increasing proportion of 
seniors? 

4.1.1 For personal vehicles, please provide the proportion of seniors by year beginning Fiscal 
Year 2015 through Fiscal Year 2017. 

4.2 Please explain and show how the impact of the CRS and the high value vehicles were 
determined. 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 5.0
Exhibit B-1, Chapter 2, Figure 2.16, p. 2-23 
Jurisdictional comparison 

Figure 2.16 on page 2-23 of the Application presents a comparison of year-over-year changes in PD 
severities among various provinces. 
 
5.1 To the extent the information is publicly available, please provide a similar comparison for 

Personal Vehicle PD frequencies, BI severities, and BI frequencies. 

5.2 Does ICBC find the experience in other provinces similar to that in British Columbia?   

5.2.1 If not, why does ICBC believe BC’s experience is different than that of other provinces? 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 6.0
Exhibit B-1, Chapter 2, pp. 2-17 to 2-24 
Trend assumptions 

ICBC attributes the observed increase in PD and BI claim frequencies in part due to increased traffic 
congestion as characterized by slower speeds, longer trip times, and increased vehicle queuing.   
 
6.1 If slower speeds, longer trip times, and increased vehicle queuing are contributing to a higher PD  

and BI frequency rates, it would seem that there would be a higher incidence of smaller PD and 
BI claims and, therefore, PD and BI severities should decline.  Yet, ICBC reports that PD severity 
has continued to increase at an accelerated rate and as a result has selected a PD severity trend 
rate of +6.0%. Does ICBC agree that increased traffic congestion should cause PD and BI 
severities to decline? 

6.1.1 If yes, why is PD severity continuing to accelerate, and why is traffic congestion 
impacting BI severity but not PD severity? 

6.1.2 What does ICBC believe to be the impact of increased traffic congestion on the PD and 
BI loss cost? 

6.1.3 If ICBC does not agree that increase traffic congestion should cause PD and BI severities 
to decline, why not? 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 7.0
Exhibit B-1, Chapter 2, Figure 2.21, p. 2-41 
Sensitivity analysis 

In Figure 2.21 on page 2-41 of the Application, ICBC presents a sensitivity analysis of six scenarios. 
 
7.1 Do scenarios 3 and 4 mean that the severity and frequency rates for each coverage (Personal 

and Commercial Vehicles; Plate-Owner and Manual) are each increased by 1 percentage point?  

7.2 Please expand the sensitivity analysis to include the following scenarios. Please explain if they 
are reasonable assumptions and if they would be considered within accepted actuarial practice: 
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a) Personal and Commercial vehicle Bodily Injury short-term severity trends increased to 
match the long-term severity trends. 

b) Personal and Commercial Bodily Injury long-term severity trends decreased to match the 
short-term severity trends. 

c) Personal and Commercial Bodily Injury frequency trends changed to be the same as the 
selected frequency trends in the 2016 RRA. 

d) Personal and Commercial Property Damage frequency trends changed to be the same as the 
selected frequency trends in the 2016 RRA. 

e) Personal and Commercial Bodily Injury severity trends changed to be the same as the 
selected severity trends in the 2016 RRA. 

f) Personal and Commercial Property Damage severity trends changed to be the same as the 
selected severity trends in the 2016 RRA. 

g) Personal Property Damage frequency trend of +3.2% (the full trend rate resulting from 
ICBC’s three year simple regression model). 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 8.0
Exhibit B-1, Chapter 2, Appendices C.1, C.2 
Summary of incurred claim frequency and severity 

In Appendices C.1 and C.2 of the Application, ICBC presents the historical Personal and Commercial 
Vehicle claim frequency and severity rates by fiscal loss year. 
 
8.1 Please provide the quarterly data points that correspond to the fiscal loss year frequency and 

severity data points presented in Appendices C.1 and C.2 for Plate Owner Personal Bodily Injury, 
Personal Property Damage, Personal Medical Rehabilitation, Commercial Bodily Injury, and 
Commercial Property Damage. 

8.2 Which fiscal loss year was impacted by the unusually dry weather conditions that ICBC noted 
existed in Accident Year (AY) 2013 in the 2014 RRA and what was the impact on Personal and 
Commercial Vehicle claim frequencies under the current fiscal loss year alignment? 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 9.0
Exhibit B-1, Chapter 2, Appendix D.0, p. 4; ICBC 2014 RRA Decision, p. 13 
Adverse winter weather in Fiscal Year 2016/17 

On page 4 of Appendix D.0, ICBC states that adverse winter weather was experienced in the last half of 
Fiscal Year 2016/17 and as a result, ICBC excluded the last two quarters of Fiscal Loss Year 2016/17 in 
many of its loss forecast models in order to avoid bias. 
 
9.1 Please provide data to support ICBC’s statement that the weather conditions in the last half of 

Fiscal Year 2016/17 were adverse. 

9.2 On page 13 of the 2014 RRA Decision, the Commission stated: “In the event that ICBC intends to 
include a weather adjustment in future RRAs, the Panel directs ICBC to conduct additional 
research into the availability, quality and usefulness of incorporating precipitation levels 
reported by other weather stations as part of the actuarial analysis.”    
 
Does ICBC consider the exclusion of the frequency and severity data over the last half of Fiscal 
Loss Year 2016/17 to be a weather adjustment? If yes, please provide the results of the 
additional research as directed in the 2014 RRA Decision. If not, why is the exclusion for adverse 
winter weather not a weather adjustment? 
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9.3 In performing its trend analysis (forecast modeling), did ICBC separately model the actual PD 
and BI frequency data points (as estimated by ICBC) for the first half of each fiscal loss year and 
the second half of each fiscal loss year? 

9.3.1 If yes, what were the results?  

9.3.2 If not, for Plate Owner, please provide the results of a seven, five, and three year simple 
regression for BI frequency and PD frequency, without excluding the last two quarters of 
Fiscal Loss Year 2016/17 – separately for the first and second halves of each fiscal loss 
year, and separately for Personal and Commercial vehicles. Please provide the half-year 
data points as well.   

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 10.0
Exhibit B-1, Chapter 2, Appendix D.0, pp. 4 to 38 
Selections of PY 2017 frequency and severity 

Throughout Appendix D.0, ICBC presents historical and modeled frequencies and severities by fiscal loss 
year, as well as various diagnostic statistics. 
 
In Figure D.0.3, ICBC presents Personal BI frequency rates (as estimated by ICBC) by fiscal loss year. The 
increase in frequency from 2013/14 to 2014/15 was +8.1%, from 2014/15 to 2015/16 was +8.0%, and 
from 2015/16 to 2016/17 was +3.7% despite the adverse winter weather conditions in 2016/17.   

10.1 What does ICBC attribute the lower frequency increase from 2015/16 to 2016/17 to? 

10.2 Would the increase in BI frequency in 2016/17 been lower had it not been for the adverse 
winter weather conditions?  Explain why or why not. 

10.3 Why does ICBC not give the lower increase in BI frequency from 2015/16 to 2016/17 greater 
consideration in selecting the frequency trend of +5.5%? 

 
ICBC presents the historical Personal BI and PD frequency rates (as estimated by ICBC) in Figures D.0.3 
and D.0.4. 
 
10.4 Please provide a table that shows the ratio of BI to PD frequencies by fiscal loss year; that is, the 

historical Personal BI frequency rates (as presented in D.0.3) divided by the historical PD 
frequency rates (as presented in D.0.4), by fiscal loss year.   

10.5 Please confirm, or otherwise correct, Commission staff’s calculation that the ratio of BI to PD 
frequencies has increased from approximately 24% in 2009/10 to approximately 31% in 
2016/17. 

10.5.1 If confirmed, what does ICBC attribute this increase to? 

10.6 Please confirm, or otherwise correct, Commission staff’s calculation that the ratio of Personal BI 
to Personal PD frequency rates has increased from approximately 30% in 2014/15 to 
approximately 31 % in 2016/17.  

10.6.1 If confirmed, does ICBC find the increase in the ratio from 2014/15 to 2016/17 flatter 
(lower rate of increase) than from 2009/10 to 2014/15?  

10.6.2 If confirmed, to what does ICBC attribute the flattening of the ratio of Personal BI to 
Personal PD frequency rates? 

10.6.3 Please provide the actual data points that are presented in Figure D.0.9. 
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On pages 6 and 7 of the Appendix D.0,in paragraphs 16 and 17, ICBC states: 

As a result of the steeply increasing trend rate that has recently emerged in PD frequency, a 
forecast trend of 1.6% is selected based on half of the trend rate from a simpler regression 
model over the three year period ending September 30, 2016…a moderated trend of 1.6% 
(half the trend rate from the three year regression described above) is selected, considering 
the significant and abrupt change in pattern from the historical downward trend, as well as 
from the flat trend previously expected in the 2016 RRA. 

 
10.7 Why does ICBC find the selection of a PD frequency trend rate of +1.6% (half of the trend rate 

from the three year regression model) to be within accepted actuarial practice? Please explain. 

10.8 Would ICBC find the selection of a PD frequency trend rate of +3.2% to be within accepted 
actuarial practice? Please explain.  

 
On page 14 of Appendix D.0, in paragraphs 23 and 24, ICBC states: 

A 3.2% long-term trend rate has been calculated based on the separate severity trends for 
unrepresented and represented claimants, and the impact from increasing legal representation over 
time.    A severity trend of 1.3% was selected for unrepresented claims, and a severity trend of 1.1% 
was selected for represented claims, each based on an eight year simple regression….The proportion 
of represented claims is projected to increase at an annual rate of 1.5%...Projecting the represented 
and unrepresented severities at their selected trend rates, and combining them based on the 
projected proportion of each, provides an estimated BI severity for future years. 

ICBC also notes that this approach represents a change in the model from that used in the 2016 RRA. 
 
10.9 Please provide the analysis (data and calculations) supporting the selected trends of 1.3%, 1.1% 

and 1.5% 

10.10 Please show how the trend selections are combined to arrive at the selected long-term severity 
trend of +3.2%. 

10.11 What would have been the selected long-term severity trend based on the same model used in 
the 2016 RRA (a five-year simple regression)?  

 
ICBC presents the historical Commercial BI and PD frequency rates (as estimated by ICBC) in Figures 
D.0.14 and D.0.15. 
 
10.12 Please provide a table that shows the ratio of BI to PD frequencies by fiscal loss year; that is, the 

historical Commercial BI frequency rates (as presented in D.0.14) divided by the historical PD 
frequency rates (as presented in D.0.15), by fiscal loss year.   

10.13 Please confirm, or otherwise correct, Commission staff’s calculation that the ratio of BI to PD 
frequencies to has increased from approximately 18% in 2008/09 to approximately 24% in 
2016/17. 

10.13.1 If confirmed, to what does ICBC attribute this increase? 

10.14 Please confirm, or otherwise correct, Commission staff’s calculation that  the ratio of 
Commercial BI to Commercial PD frequency rates has remained at approximately 24% from 
2014/15 to 2016/17. 

10.14.1 If confirmed, what does ICBC attribute the flattening of the ratio of Commercial BI to 
Commercial PD frequency rates to? 
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 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 11.0
Exhibit B-1, Chapter 2, Technical Appendices C.1.1, C.13.1 to C.1.3.2 
Restating estimates 

Technical Appendices C.1.1 and C. 13.1 to C.13.2 present re-stated Personal and Commercial vehicle 
incurred frequencies, incurred severities and earned risk exposures by fiscal loss year. 
 
11.1 Please confirm that the exposures, frequencies, and severities, when combined, will result in 

ICBC’s ultimate loss and ALAE estimates that were presented in the 2016 RRA, but on a fiscal 
loss year basis.  

11.1.1 For example, for Personal BI, Fiscal Loss Year 2013/14, the product of 2,726,366 earned 
exposures, a 1.22% frequency, and a severity of $43,834 is, subject to rounding, 
$1,457,799,000. Is this directly comparable to ICBC’s current estimate of $1,445,876,000 
as presented in Technical Appendix C.1.1? 

11.1.2 If not, why not; and please provide re-stated fiscal loss year loss and ALAE estimates 
that are comparable. 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 12.0
Exhibit B-1, Chapter 2, Technical Appendix C.1.2.2; ICBC 2016 RRA proceeding, Exhibit 
B-1, Technical Appendix C.1.0, p. 2 
Development factors 

Technical Appendix C.1.2.2 presents ICBC’s historical and selected Personal BI claim count development 
factors. ICBC’s selected factor for 14 to 26 months, 1.0525, is the “avg 1” factor. ICBC states that it 
selects this factor “…because the most recent development factor, which is high due to the increase in 
late reported claims, is indicative of a pattern that is expected to continue for FLY 2017.” In the 2016 
RRA, Technical Appendix C.1.0, page 2, ICBC stated, it selected “avg 2”  “…in order to reflect an 
increased level of late reporting for BI claims.” 
 
12.1 Why does ICBC believe the claim emergence in FLY 2016 to be more indicative of the future 

claim emergence than FLY’s 2015 and 2016, especially given the rationale that was presented in 
the 2016 RRA?   

12.2 Please provide a table of reported claims from prior fiscal loss years as it presented in Figure 
C.1.0.2 in the 2016 RRA. 

12.3 In selecting the PD frequency trend rate, ICBC selects a “moderated” trend “considering the 
significant and abrupt change in pattern…” Why does ICBC not take the same approach in 
selecting the 14 to 26 month claim count development factor as it takes in selecting the PD 
frequency trend; that is, select a moderated claim count development factor such as “avg 3” 
instead of the “avg 1” factor? 

12.4 Please provide supporting evidence that the selection of a 14 to 26 month claim count 
development factor of “avg 3” is within accepted actuarial practice? 

12.5 How would ICBC’s selected Personal BI frequency and severity trend rates change if the “avg 3” 
14 to 26 month claim count development factor were instead selected? 

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 13.0
Exhibit B-1, Chapter 2, Technical Appendix C.1.3.2 
Incurred development method for Personal BI 

Technical Appendix C.1.3.2 presents the results of the Incurred Development Method for Personal BI. 
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13.1 Does ICBC find the Adjustments for Case Reserve Development (Column 6) to be lower than 
what they were in the 2016 RRA – even considering that the accident years are not aligned? If 
so, what is the reason for the lower adjustments?   

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 14.0
Exhibit B-1, Chapter 2, Technical Appendices C.1.3.1, C.1.5.1 to C.1.5.3 
Actuarial selections 

These exhibits present the calculations and results of ICBC’s Hindsight Outstanding Severity Method for 
Personal BI. 
 
14.1 Please provide the internal segmented actuarial analysis referenced in Note (1) of Technical 

Appendix C.1.5.3.   

14.2 As shown in Technical Appendix C.1.3.1, the results of the Incurred Development Method   and 
the results of the Hindsight Outstanding Method are reasonably similar except for Fiscal Loss 
Year 2016. To what does ICBC attribute the approximate 8% higher ultimate loss estimate 
arising from the Incurred Development Method for this year, while the difference in the results 
for Fiscal Loss Year 2017 is less than 0.5%?   

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 15.0
Exhibit B-1, Chapter 2, Technical Appendix C.3.3.1 
Actuarial selections – medical rehabilitation 

Technical Appendix C.3.3.1 presents the results of the various methods that ICBC applies to estimate 
ultimate incurred loss and ALAE amounts by fiscal loss year for Medical Rehabilitation.  For Fiscal Loss 
Years 2015-2017, ICBC selects the results of the Paid Bornhuetter-Ferguson Method due to the 
significant increase in case reserves that ICBC shows to have occurred in Figure C.0.6. ICBC’s selections 
for these years imply rather significant downward development. For example, the case incurred loss and 
ALAE for fiscal loss year 2016 is $179,095,000 and ICBC’s selected ultimate loss and ALAE is 
$149,406,000 – implying that the case incurred amounts will develop downward by approximately 17%. 

 
15.1 Given the patterns that have emerged thus far for fiscal loss years 2015 and 2016 (positive 

development after 14 months), why does ICBC find it reasonable to estimate that these years 
will experience relatively significant downward development?  

 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS 16.0
Exhibit B-1, Chapter 2, Technical Appendix C.12.1 
ULAE analysis 

Technical Appendix C.12.1 presents ICBC’s analysis of ULAE and its selected ULAE percentages.   
 
16.1 Why, for PD, are the ULAE percentages for Fiscal Loss Years 2016 and 2017 lower than for years 

2013-2015? 

 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS 17.0
Exhibit B-1, Chapter 2, Appendix E.0, p. 5; Appendices E.2 to E.5 
Prospective adjustments 

On page 5 of Appendix E.0, ICBC states:  

ICBC’s PY 2017 rate indication to cover costs includes four prospective adjustments. The 
estimated cost or savings amounts for these four events are reflected overall as a reduction to 
the projected PY 2017 loss and ALAE (see row 5 of Appendices A.3 and A.4). The total impact 
of prospective adjustments on the expected PY 2017 loss and ALAE are savings of $113.9 
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million. However, since $69.5 million of those savings are already embedded in the PY 2016 
rates, only the additional $44.5 million of savings impact the PY 2017 rate change to cover 
costs. 

 
17.1 Please provide actual savings achieved from the five events ICBC included as prospective 

adjustments for the PY 2016 rates. Please compare actual savings from these events to the 
estimated savings included in the PY 2016 rates and provide reasons for material differences, if 
any.  

17.2 For events where there are estimated savings already embedded in the PY 2016 rates, please 
explain what changes (if any) were made to the assumptions used to prepare the calculations in 
Appendix E.2 to E.5 compared to the calculations provided in the 2016 RRA and the rationale for 
the change.  

 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS 18.0
Exhibit B-1, Chapter 2, Appendix E.0, pp. 11-12 
Future events with no prospective adjustment for PY 2017 

On page 11 of Appendix E.0 to the Application, ICBC states that it “considered a number of events as 
candidates for prospective adjustment [candidate events] that do not result in a prospective adjustment 
being made to the projected PY 2017 loss and ALAE when evaluated according to the three-step process 
described in Section A.” ICBC described these events for PY 2017 on pages 11 to 12 of Appendix E.0. 
 
18.1 To what extent does ICBC review candidate events in the year after they were originally 

evaluated to assess whether the previous year’s decision not to include a prospective 
adjustment was appropriate? Please describe ICBC’s internal processes, if applicable.   

 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS 19.0
Exhibit B-1, Chapter 8, p. 8-14 
Prospective adjustments 

On page 8-14, ICBC noted “[f]urther to the government announcement on September 5, 2017, MPSSG 
and ICBC will move to activating intersection (red-light) cameras 24 hours a day, 7 days a week, up from 
the current 6 hours per day.” 
 
19.1 Please provide an update on actions taken to operate ICBC’s existing intersection cameras full 

time. With the intersection cameras operating full time, would that be considered for a 
prospective adjustment and what impact (in dollars, if any) would it have for the 2017 RRA? 

19.2 Are there any plans to increase the number of intersection cameras? Would that qualify for a 
prospective adjustment and what impact (in dollars, if any) would it have for the 2017 RRA? 

 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS 20.0
Exhibit B-1, Chapter 2, Appendices E.0, E.2  
Prospective adjustments – Counter fraud Program 

In Figure E.0.1 of Appendix E.0 to the Application, ICBC states that it is improving the detection and 
enforcement components of its existing counter-fraud program. Appendix E.2 provides the estimated 
savings expected to be achieved for this tool from fiscal loss year 2016/17 to fiscal loss year 2020/21.  
 
20.1 Please explain why it takes 5 years (fiscal loss year 2016/17 to fiscal loss year 2020/21) to 

achieve the full benefits of the Counter Fraud Program. 
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20.2 Please clarify if the difference between the estimated total Basic savings and the prospective 
adjustments in 2016 and 2017 is solely the difference between the fiscal year and the policy 
year. If there are more contributing factors, please explain. 

 
C. CAPITAL MANAGEMENT PLAN 

 Reference: CAPITAL MANAGEMENT PLAN 21.0
Exhibit B-1, Chapter 1, p. ii; Chapter 3, Figure 3.2, p. 3-4; Order in Council 326/17 
Capital transfer to Basic insurance 

By Order in Council 326/17, dated September 5, 2017, $470 million of capital was transferred from 
Optional insurance to Basic insurance by September 15, 2017 to restore the Basic MCT ratio to or above 
the 100% MCT target. ICBC provides Figure 3.2 and states on page 3-4 of the Application that after the 
Optional transfer of $470 million of capital, the Outlook MCT ratio for the end of the 2017/18 fiscal year 
(March 31, 2018) is 101%. 
 

 
 
On page ii of the Application, ICBC states that Basic capital will absorb the 13.6 percentage point rate 
deficit, equivalent to $415 million, over the course of PY 2017.  
 
21.1 Please confirm the $470 million is intended to cover the +13.6% rate deficit that cannot be 

charged to customers for PY 2017. If not confirmed, please explain otherwise. 

21.1.1 If confirmed, please explain what impact the $55 million remaining balance (i.e. $470-
$415 million) will have on Basic insurance. Is the entire $55 million attributable to the 
additional 1% above the 100% MCT requirement? 

 

D. INVESTMENTS 

 Reference: INVESTMENTS 22.0
Exhibit B-1, Chapter 4, pp. 4-3 to 4-4; Appendix A.1; Appendix A.2; Appendix 4 A, 
Attachment 4A-1, p. 3 
Investment income  

On page 4-3 of the Application, ICBC shows that the New Money Rate is 3.91%, and states on page 4-4 
that the Yield on Basic Equity is 3.23% for 2017 policy year. 
 
In Appendix A.1 of the Application, ICBC shows the investment income on basic equity and investment 
income on policyholder supplied funds for Policy Year (PY) 2017, and is replicated below:   
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A breakdown of the investment income on basic equity is provided in Appendix A.2, column 3, and is 
replicated below:  
 

 
 
On page 3 of the Statement of Investment Policy and Procedures (SIPP) contained in Appendix 4 A, 
Attachment 4 A-1, of the Application, ICBC states, “[f]or the purposes of prudence and efficiency, ICBC 
will continue to manage one investment portfolio for both Basic and Optional insurance businesses since 
the duration of the liabilities for each respective business are similar.” 
 
22.1 Please state the allocation of investment income between Basic and Optional for PY 2017, and 

explain how the allocation is determined.  

22.2 Please provide the calculation and explain how the New Money Rate and Yield on Basic Equity is 
used to produce the investment income on Basic equity and investment income on policyholder 
supplied funds as presented in Appendix A1.  

 Reference: INVESTMENTS 23.0
Exhibit B-1, Chapter 2, p. 2-7 
New money rate 

On page 2-7 of the Application, ICBC states “[c]hanges to the New Money Rate are largely dependent on 
interest rates, which have increased since the 2016 RRA but remain near historic lows. The increase is 
mainly from the fixed income and equity components of the New Money Rate and reflects higher 
forecasts of the 3 and 30-year Government of Canada bond yields calculated from the multi-dealer 
survey.” 

 
23.1 Please confirm, or otherwise explain, if the favourable effect of increased interest rates 

experienced this year on the new money rate is considered a one-time improvement for PY 
2017, and likely will not affect the New Money Rate in the next policy year, all else equal. 

 Reference: INVESTMENTS 24.0
Exhibit B-1, Chapter 4, pp. 4-1 to 4-2; Appendix 4 A, Attachment 4 A1, p. 8  
SIPP 

On page 4-1 of the Application, ICBC states “[a]s part of the strong governance practices, the ICBC 
investment policy is formally reviewed every four years.” 



ICBC 2017 RRA BCUC IR No. 1 13 of 42 

On page 4-2 of the Application, ICBC states “[t]he SIPP has not changed from the version dated May 12, 
2016, which was filed as part of the 2016 Revenue Requirements Application (RRA).” 
 
Section 8 of the SIPP contained in Attachment 4 A1 to Appendix 4 A of the Application provides the 
target excess return after fees, and Appendix A of the SIPP contains the asset mix target for years 2014 
to 2016. 
 
24.1 Please explain whether, and if so how often, ICBC updates its SIPP within the 4-year period 

between each investment policy formal review. 

24.2 Please explain why ICBC has not updated the SIPP for calendar year 2017. 

24.3 Please confirm that the return and asset mix targets effective 06/30/2016 contained in the SIPP 
are applicable for calendar year 2017. If not confirmed, please explain how ICBC establishes the 
targets for calendar year 2017. 

 Reference: INVESTMENTS 25.0
Exhibit B-1, Chapter 4, p. 4-4, Appendix 4 A, Attachment 4 A1, pp 17, 19; ICBC 2016 
RRA proceeding, Exhibit B-2, 2016.1 RR BCUC 23.3 
Added value objective 

On page 19 of the SIPP contained in Attachment 4 A1 to Appendix 4 A of the Application, ICBC presents 
the Asset Mix Transition Schedule where it shows that the Added Value Objectives decreased from 
0.205% in 2015 to 0.1525% in 2016. 
 
In Exhibit B-2 of the ICBC 2016 RRA proceeding, ICBC explained in response to 2016.1 RR BCUC 23.3, 
“[t]he target excess return was decreased in conjunction with a change to a new bond performance 
benchmark which reduced the portfolio’s capacity to generate excess returns through relative credit 
exposure.” 
 
On page 4-4 of the Application, ICBC states that the Yield on Basic Equity for the 2017 policy year 
includes a -0.10 percent fee for managing the investment portfolio. 
 
ICBC states on page 17 of the SIPP that “Swaps, options, forwards, future contracts and other derivative 
instruments are permitted as long as they are used to hedge portfolio risks or enhance portfolio returns. 
These strategies can involve foreign exchange components on a hedged basis.” 
 
25.1 Please explain ICBC’s criteria and decision making process to determine the appropriate 

proportion of the investment portfolio that is active investment versus passive investment.  

25.2 Please provide the fee for managing the investment portfolio (in percentage points and dollar 
amount) for each calendar year from 2014 through 2017. 

25.3 Please discuss whether the fees for managing the investment portfolio is proportional to the 
target added value objectives, where higher returns from active investment may be expected 
from higher fees for managing the investment portfolio. 

25.4 Please explain what specific portfolio risks ICBC now face, and its intentions toward the use of 
financial derivatives as a means of hedging. 
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 Reference: INVESTMENTS 26.0
Exhibit B-1, Chapter 4, Appendix 4 C, p. 4C-8; Appendix 4 A, Attachment 4 A1, pp. 11, 
13 
Bonds 

On page 11 of the SIPP contained in Attachment 4A1 to Appendix 4 A of the Application, ICBC provides 
the Canadian bond portfolio quality requirement: 

 

On page 13 of the SIPP, ICBC provides the High Yield Bond Investments quality requirement: 

 

 
On page 4C-8 of the Application, ICBC shows its bond investment broken out by rating as follows: 

 

26.1 Please provide a table similar to Figure 4C.8 for Canadian Bonds only, and insert columns 
showing the percentage of total investment invested in each bond rating as at March 31, 2017 
and as at December 31, 2015. Please also replicate the requested figure for US bonds only. 
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26.1.1 If the sum of the total amount ($) invested in Canadian Bonds and US bonds in the 
tables provided in response to the previous question do not sum to the amounts 
included in Figure 4C.8, please reconcile and explain any discrepancies. 

26.2 Please compare the bond quality of ICBC’s portfolio as at March 31, 2017 with the bond 
portfolio quality defined in the SIPP dated May 12, 2016, and explain whether ICBC’s bond 
portfolio as at March 31, 2017 is compliant with the SIPP. 

26.3 Please explain why ICBC has shifted towards investing in lower rated bonds as at March 31, 2017 
compared to December 31, 2015. 

 Reference: INVESTMENTS 27.0
Exhibit B-1, Chapter 4, Appendix 4 C, Figure 4C.5, p. 4C-5 
Yield on Basic Equity 

Figure 4C.5 on page 4C-5 of Appendix 4 C shows that the US high yield bond portfolio 1-year return for 
the year ending March 31, 2017 is 11.74%, where the benchmark is 13.68%. 
 
27.1 Please explain why the US high yield bond portfolio underperformed compared to its 

benchmark for the year ending March 31, 2017. 

 Reference: INVESTMENTS 28.0
Exhibit B-1, Chapter 4 
Investment performance comparison 

28.1 Please explain whether ICBC compares its investment performance with other Property & 
Casualty insurance companies. If yes, please elaborate on how the comparison is done and how 
ICBC uses the information to inform its operations. If not, why not? 

 
E. OPERATING EXPENSES AND ALLOCATION INFORMATION 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 29.0
Exhibit B-1, Chapter 5, pp. 5-1, 5-5 
Controllable operating expenses 

On page 5-1 of the Application, ICBC states: 

ICBC is managing pressures on controllable operating expenses through continued prudent 
management of administration costs, realizing efficiencies from TP investments, and seeking to 
improve and simplify business processes. ICBC is focused on keeping controllable operating 
expenses in line with the 2014 budget as set out in the ICBC’s 2014 – 2016 Service Plan, with the 
exception of claims related increases. [Emphasis added] 

 
According to Figure 5.1 on page 5-5 of the Application, from a corporate perspective, ICBC’s claims 
services increased from $299 million in 2016 actual to $344 million in 2017/18 Outlook; general 
expenses – insurance services increased from $95 million in 2016 actual to $110 million in 2017/2018 
Outlook. 
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29.1 For the controllable operating expenses, please specify all categories of expenses that ICBC 

considers “claims related increases.” What are non-claims related increases? 

29.2 Using Figure 5.1, Figure 5.2 and Figure 5.4, please identify claims related expenses and non-
claims related expenses. 

29.3 Please confirm whether the Claims Services (ULAE) increase of $45 million ($33 million allocated 
to Basic) for the twelve months actual 2016 to the 2017/18 Outlook is entirely attributable to 
additional claims staffing. If not confirmed, please explain. 

29.4 ICBC states that it is “focused on keeping controllable operating expenses in line with the 2014 
budget”. Please explain why the General Expenses – Insurance Services line item has increased 
by $15 million ($9 million allocated to Basic) for the twelve months in 2016 to 2017/18 Outlook, 
is the increased cost entirely to claims staffing? If not, please clarify how ICBC is keeping 
controllable operating expenses in line with 2014, with the exception of claims related 
increases. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 30.0
Exhibit B-1, Chapter 5, pp. 5-1 to 5-2, 5-11 to 5-12, 5-15; Appendices E.0 to E.5 
Claims related increases 

On pages 5-1 to 5-2 of the Application, ICBC states: 

While the increase in controllable operating expenses, taken in isolation, has an unfavourable 
impact of 0.8 percentage points on the 2017 policy year rate indication, the increased staffing 
provides a benefit to claims costs that outweighs the cost of the additional staff. For example, the 
increase in injury adjusters and related support enables timely resolution of injury claims. Faster 
resolution of claims, in addition to being beneficial to the claimant, has a beneficial impact on claims 
costs. Please see Chapter 7 for more information on claims cost management initiatives, and 
Chapter 2 regarding the overall favourable impact on claims severity. 

 
In Figure 5.4, ICBC shows that net compensation increased from $357 million in 2016 actual to $398 
million in 2017/18 Outlook. At the same time, Figure 5.6 shows that total ICBC FTEs increased from 
4,629 in 2016 actual to 5,113 2017/18 Outlook, which is an increase of 484 FTEs or 10%. 
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30.1 Please reconcile the unfavorable impact of 0.8 percentage points on the PY 2017 rate indication 
against the 0.7 percentage points shown in Line No. 5a in Figure 2.3 on page 2-6 of the 
Application. 

30.2 In percentage points and dollar terms, and with reference to Appendices E.0 to E.5 of the 
Application on prospective adjustments, please evaluate the additional claims related cost 
versus the estimated incremental beneficial impact on claims costs of each additional FTE. 

30.3 Out of the 5,113 FTEs (5,142 with contractors) expected in the 2017/18 Outlook, how many of 
these FTEs are related to claims? How does this proportion compare to industry average? Please 
explain. 

30.4 To the extent possible, how does ICBC evaluate whether the company has optimized its claims 
staff resources given the current claims volume? In ICBC’s view, are additional claims staff 
needed in the near future or are claims staff at the optimal level? Please discuss the indicators 
that ICBC assess in terms of productivity levels, diminishing marginal return of labour, overtime, 
etc. 

30.5 Has ICBC considered any other alternatives (e.g. technology and/or more efficient processes) 
other than adding FTEs to handle claims management? Please discuss. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 31.0
Exhibit B-1, Chapter 5, p. 5-8; Appendix 5 D, p. 5D-1; ICBC 2015 RRA Decision, p. 17 
Allocation methodology 

On page 5-8 of the Application, ICBC states:  

In the Decision on 2013 Revenue Requirements, the Commission recognized that ICBC was going 
through significant operational changes, especially in the claims area, that could impact the 
allocation of operating expenses and advised: 

…the Panel considers it would be useful to ICBC, Interveners and the Commission to 
evaluate those allocation methodologies, and the actual amounts allocated to each line 
of business as practicable, that are impacted by recent and planned changes, and 
include any proposed alterations to allocation methodologies with their RRAs starting 
with the 2015 year Application. 

 
There have not been significant organizational changes that impact allocation methodologies; 
therefore, ICBC is not proposing alterations to allocation methodologies in this Application. 

 
In Appendix 5D on page 5D-1, ICBC states that the “Transformation Program (TP), which was undertaken 
to modernize and streamline ICBC’s business systems and processes, began in 2010 and completed at 
the end of 2016.” 
 
In the ICBC 2015 RRA Decision, the Panel accepted the 2014 Detailed Work Effort (WES) Study and 
acknowledged that ICBC will bring forward an application to simplify the WES allocation methodology in 
2019 or in the event that significant business change occurs. 
 
31.1 The TP is a significant change to ICBC’s business systems and processes. Please discuss whether 

ICBC believes that the currently approved allocation methodologies remain appropriate? Please 
explain in an overall business perspective, not limiting to the work effort allocation. 

31.2 What events would trigger a review of the financial allocation methodology? Please explain in 
an overall business perspective, not limiting to the work effort allocation. 
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 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 32.0
Exhibit B-1, Chapter 5, pp. 5-12 to 5-13, 5-16 to 5-17; ICBC 2016 RRA proceeding, 
Exhibit B-2, 2016.1 RR BCUC.26.2; Exhibit B-8, 2016.2 RR BCUC.75.2; ICBC 2012 RRA 
proceeding, Exhibit B-7, 2012.2 RR BCUC.169.3.1 
Performance-based pay 

On pages 5-16 to 5-17 of the Application, ICBC explains that the performance-based pay for Bargaining 
Unit employees is called Gainsharing. In 2017/18, ICBC made changes to performance-based pay for 
Management and Confidential employees, changing from the former Holdback Incentive Pay (HIP) plan 
to the Salary Holdback Pay (SHP) plan. ICBC’s 2017/18 outlook assumes that it will achieve the 
performance targets set, which would result in the payout of the former HIP plan and Gainsharing of 
$19 million. 
 
In Figure 5.5, ICBC shows actual 2013 to 2016/17 and 2017/18 outlook Short Term Incentive Pay 
(STIP)/HIP/SHP and Gainsharing pay, as follows: 
 

 

 
 
In the 2016 RRA proceeding, in response to 2016.2 RR BCUC.75.2, ICBC stated:  

ICBC reviews the performance-based incentive plans (the Holdback Incentive Pay, or HIP Plan, and 
Gainsharing) to ensure that the plans support the corporate strategy, influence business results and 
employee motivation, as well as support attraction and retention issues related to the total 
compensation package offered by ICBC versus other public sector employers. 

 
In Attachment A of 2016.1 RR BCUC.26.2, ICBC provided the 2014 to 2016 HIP Plan Corporate Measures 
and Targets as follows: 
 



ICBC 2017 RRA BCUC IR No. 1 19 of 42 

 
 
32.1 Please update the table provided in Attachment A of 2016.1 RR BCUC.26.2 by adding the 

2017/18 components and targets.  

32.1.1 Please indicate if there are any differences between the HIP/SHP plan and the 
Gainsharing for 2017/18. If there are no differences, please explain why the 
performance-based pay targets and payout structure are identical for both (i) 
Management and Confidential employees and (ii) Bargaining Unit employees. 

32.2 If the 2017/18 targets contain a component of “Basic Rate Increase,” similar to the 2016 
(item #1), please justify why ICBC considers that the Basic rate increase remains an appropriate 
target given that ICBC does not have influence over the maximum allowable rate change under 
the rate smoothing framework. 

32.3 In the 2012 RRA, ICBC provided the following performance-based pay related tables, which 
showed the forecast and actual variable pay and the distribution of employees who received 
variable pay.1 In a similar format, please update the tables for fiscal years 2014, 2015, 2016, 
2016/17, and 2017/18.  

                                                           
1 Exhibit B-7, 2012.2 RR BCUC.169.3.1 
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 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 33.0
Exhibit B-1, Chapter 5, p. 5-18 
Building operating expenses 

On page 5-18 of the Application, ICBC states:  

ICBC does not have the space to accommodate all of the new staff in existing facilities and forecasts 
indicate that ICBC will experience capacity shortages in the near future. ICBC has secured office 
space in Surrey to accommodate new claims staff and enable further consolidation at ICBC’s head 
office in North Vancouver. This will allow ICBC to terminate leases on some properties adjacent to 
the head office building in North Vancouver currently used to augment head office space. 

 
33.1 Please provide ICBC’s short term, medium term, and long term plans for office space. Is the 

additional space in the Surrey office already reaching maximum capacity? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 34.0
Exhibit B-1, Chapter 5, p. 5-18 
Computer costs 

On page 5-18 of the Application, ICBC states: 

ICBC is moving away from customized legacy systems, many of which have reached the end of their 
useful life. In their place, ICBC is investing in Commercial Off The Shelf (COTS) products that have the 
flexibility to enable and support its strategic objectives and future business needs. 
 
… Another source of increase is the trend towards software as a service (SaaS). Historically, software 
was recorded as one-time capital costs and expensed as depreciation over its useful life as ICBC 
owned the software asset. Under SaaS, ICBC does not own the asset and requires annual payments 
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that are expensed as computer costs. Nevertheless, ICBC is committed to controlling costs and plans 
to absorb these increases. 

 
34.1 ICBC is shifting from a legacy customized system to off the shelf solutions. Please explain if there 

are any expected cost increases in the short and medium term. For instance, would off the shelf 
solutions lead to any expected cost increases? Does the cost depend on the number of users? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 35.0
ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.4.1C.Public 
Government hosted services 

In response to 2016.2 RR BCUC.4.1C.Public in the ICBC 2016 RRA proceeding, ICBC stated: 

ICBC continues its active participation in the Provincial Hosted Service Strategy (i.e., CloudBC) with 
government and the other broader Public Sector entities. These initiatives are still in the early 
procurement phases and will likely not be available for use until later 2017 with further phases and 
service offerings being on-boarded afterwards as the marketplace matures. Once available and 
where technically possible and financially beneficial, ICBC will leverage the opportunities available 
through this strategic procurement initiative. 

 
35.1 Please provide an update on CloudBC, in terms of procurement cost, and benefits/savings to 

ICBC by fiscal year. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 36.0
Exhibit B-1, Chapter 5, p. 5-19 
Projects 

On page 5-19 of the Application, ICBC states:  

The project expenses category reflects the cost of non-TP projects, which are primarily information 
technology and facilities related projects. Project costs include internal costs (e.g., compensation 
costs associated with FTEs charged to the projects) and external costs, such as professional fees, 
computer, and contractor costs. 
 
The 2017/18 outlook is higher than the 2016 actual by $11 million, at $25 million. A key increase is a 
$6 million periodic software upgrade cost for the claims management system (Guidewire 
ClaimCenter). 

 
36.1 Please clarify how ICBC distinguishes projects costs from computer costs. 

36.2 Project costs increased from $14 million in 2016 actual to $25 million in 2017/18 Outlook. Please 
discuss to what extent the additional FTEs may also be contributing to the increase in project 
costs? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 37.0
Exhibit B-1, Chapter 5, p. 5-19 
ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.83.1 
Insurance Business Capability Project (IBCP) 

In reference and response to 2016.2 RR BCUC.83.1 in the ICBC 2016 RRA proceeding, the IBCP was 
discussed, which had a forecast cost of $16.3 million in 2016/17. ICBC stated: 

The Insurance Business Capability Project (IBCP) budget estimates and project timelines are valid as 
of the fourth quarter of 2016 (calendar year) with exception of the timeline for Fleet and Garage  
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technical design which is expected to complete by the end of January 2017. Budget estimates and 
project timelines will become more accurate as the Fleet and Garage technical design is completed. 

 
 

37.1 Please provide the updated cost and schedule relating to the IBCP. Explain the variances since 
the ICBC 2016 RRA. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 38.0
Exhibit B-1, Chapter 5, p. 5-19; ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR 
BCUC.80.1, 2016.2 RR BCUC.83.1, 2016.2 RR BCUC.84.2 
Projects 

In response to 2016.2 RR BCUC.80.1, ICBC provides the following information: 
 

 
ICBC conducts Post Implementation Reviews or Project Closure Reports for all significant IT projects. 
These reports typically show the achievements, milestones, scope, budget, and timeline of the 
project. Normally benefits are only realized after project completion, once the consumer can start to 
gain from the new capability that is created by the project. For controllable cost benefits that are 
achieved after the project is implemented ICBC’s Finance Division tracks them and incorporates the 
planned benefits in the operating budgets. 
 

In response to 2016.2 RR BCUC.84.2 regarding the filing timeline of the annual IT Capital Plan filings, 
ICBC stated: 

ICBC has no objection to aligning the timing of its IT Plans (the Annual IT Capital Expenditure Plan 
and the IT Strategic Plan) with the annual revenue requirements schedule. ICBC anticipates that 
certain aspects of the IT Plans will have to be filed confidentially where they involve projects that 
are 100% funded by the Optional insurance line of business or where disclosure of information could 
result in economic harm to ICBC or third parties. 
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38.1 Please provide an update to the table referenced above as provided in response to 2016.2 RR 
BCUC.80.1. 

38.2 Please confirm that ICBC still holds its position from the 2016 RRA that it has no objection to 
aligning the timing of its Annual IT Capital Expenditure Plan and the IT Strategic Plan with the 
annual revenue requirements schedule. If not, please explain.  

38.2.1 In ICBC’s view, would it be reasonable to add post implementation reviews for 
significant IT projects in its annual IT reporting? Why or why not? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 39.0
Exhibit B-1, Chapter 5, p. 5-19 
Professional services 

On page 5-19 of the Application ICBC states, “Professional Services include costs for legal, actuarial, 
audit, and other miscellaneous services. It is projected to increase by $3 million to $22 million in the 
2017/18 outlook.” 

 
39.1 Please provide a breakdown of costs that support the increase of $3 million to $22 million in the 

2017/18 outlook for professional services costs. 

39.2 ICBC states on page 5-19 that increases in Professional Services costs are offset by savings 
associated with initiatives such as converting consultants to full-time regular employees. Please 
provide the number of FTEs that ICBC converted from consultants to full-time regular 
employees. 

39.2.1 Please discuss how ICBC generated savings in the conversion? For example, savings on 
training? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 40.0
Exhibit B-1, Chapter 5, p. 5-20 
Merchant fees 

On page 5-20 of the Application, ICBC states: 

Merchant fees typically increase by approximately $3 million per year. The 2017/18 outlook is based 
on a preliminary 2016 estimate of $37 million, which resulted in an outlook of $40 million. 2016 
actual was lower than the preliminary 2016 estimate due to better than anticipated savings from 
initiatives including reduced exchange fees rates charged on credit card transactions and enforcing 
restrictions on using credit cards for payment plan payments.  

 
40.1 What is the proportion of merchant fees as a component of total Basic premium? Please express 

in percentage points and dollar terms. 

40.2 Please clarify whether the increase in merchant fees cost is due to an increase in commission 
rates that financial institutions charge and/or higher transaction volumes. 

40.3 Has ICBC considered implementing a surcharge on method of payments to cover the increasing 
cost trend in merchant fees? Why or why not? 

40.4 Has ICBC considered any strategies of accepting alternative forms of payment other than debit 
and credit cards, such as PayPal, Apple Pay, Google Wallet, etc.? Why or why not?  
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 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 41.0
Exhibit B-1, Chapter 5, p. 5-10; Figure 5.4, p. 5-11 
Corporate stretch target 

On page 5-10 of the Application, ICBC states: 

The controllable operating expenses outlook for 2017/18, as shown in Figure 5.4, is $645 million. 
This reflects an increase of $57 million over the 2016 actual, of $588 million. This increase is 
primarily due to claims related staffing increases and associated facilities costs. Other areas that saw 
cost increases are projects, depreciation and merchant fees; however, these increases are expected 
to be absorbed and are offset by a corporate stretch target. The corporate stretch target is 
unspecified cost savings required to meet the controllable operating expense budget, where details 
of cost savings are not yet determined at the time budget is established. 

 
41.1 Please state the purpose and objectives of a corporate stretch target. Have these changed over 

the past five years? 

41.1.1 For the past five years, please provide a breakdown of the amount budgeted, the actual 
amount used, and the rationale to use the corporate stretch target by category. 

41.2 Please confirm, or otherwise explain, that in each of the categories of controllable operating 
expenses, (e.g. projects, depreciation expenses, merchant fees etc.) that ICBC does not include 
any contingencies when setting its 2017/18 outlook 

41.3 Please provide a breakdown of the controllable operating expense outlook for 2017/18 by cost 
category which shows how cost increases in areas such as projects, depreciation expense and 
maintenance fees are being offset by cost savings included in the corporate stretch target.  

41.4 Please recalculate the rate impact increase (in percentage points and dollars) in controllable 
expenses if the corporate stretch target did not exist to absorb cost increases in projects, 
depreciation and merchant fees. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 42.0
Exhibit B-1, Chapter 5, Appendix 5 D, p. 5D-4; Order in Council 222/10, the 
Government Directive regarding TP 
Transformation Program 

On page 5D-4 of Appendix 5 D, ICBC states: 

TP concluded at the end of 2016 and no further reallocations will take place. The remaining costs of 
TP are for depreciation expense. In ICBC’s Treasury Board Submission for approval of the 2017/18 TP 
budget, ICBC requested one time approval of the remaining depreciation expense based on a 10-
year depreciation schedule. Treasury Board accepted ICBC’s 2017/18 TP budget and its proposal for 
addressing remaining depreciation expense without the need to submit future TP budgets for 
approval… ICBC proposes to discontinue the filing of “Costs Outside TP Foundational Scope” report 
in future RRAs as: (i) TP is now complete and no further reallocations will be occurring, and (ii) the 
remaining items that have been removed from TP scope that continue into future years are already 
known and their impact on the rate indication will be no greater than 0.1% percentage point. 

 
42.1 Please clarify whether the “depreciation expense based on a 10-year depreciation schedule”, as 

approved by Treasury Board, will be an expense allocated fully to Optional insurance or a 
corporate expense (which will be allocated to Basic). 

42.2 As a basis to discontinue reporting for costs outside of the TP foundational scope, ICBC stated 
that the items that were shifted outside of the TP will have a rate impact of no greater than  
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0.1% percentage points. Please confirm that the 0.1% rate impact is solely attributable to Basic 
insurance, which is $4.1 million for PY 2017. If not confirmed, please explain otherwise. 

42.2.1 Please clarify whether the 0.1% rate impact, or $4.1 million for PY 2017, is a one-time 
event. In other words, there will be no more Basic rate increases due to the reallocated 
costs in PY 2018 and beyond. 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 43.0
Exhibit B-1, Chapter 5, p. 5-22 
Pension and post-retirement benefit expense 

On page 5-22 of the Application, ICBC states: 

The 2017/18 outlook for pension and post-retirement benefit expense is $88 million, which is $5 
million higher than the 2016 actual of $83 million. The forecast pension and postretirement benefit 
expense is determined by ICBC’s external pension actuary, Aon Hewitt, at the beginning of each 
fiscal year based upon the assumptions and financial position at the prior year’s end. 

 
43.1 Please confirm, or otherwise explain, that ICBC does not make any adjustments on its own to 

pension and post-retirement benefit expense determined by ICBC’s external pension actuary. 

43.2 What is ICBC’s selection process of its external actuary? How often does ICBC renew its external 
pension actuary’s contract? 

 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION 44.0
Exhibit B-1, Chapter 2, p. 2-4, Figure 2.1; Appendix A.1; ICBC 2016 RRA proceeding, 
Exhibit B-8, 2016.2 RR BCUC.85.1  
Autoplan Brokers 

In Appendix A.1 of the Application, ICBC shows that the “Per Policy Broker Fee” is $96,996,000 and the 
“Variable Broker Fee” is $3,440,000, totalling to approximately $100 million. Out of the $3,842,677,000 
in required premium, broker fees make up approximately 2.5% of the required premium.   
 
In response to 2016.2 RR BCUC.85.1, ICBC states: 

… ICBC does expect to consult with brokers in 2017 to explore how the distribution of Basic 
insurance, through brokers, can be made even more efficient and cost effective, including exploring 
options for on-line transactions, and expects that this work will inform discussions regarding the 
renewal or replacement of Accord 2020. 

 
44.1 Please state the broker related fee component in an average policyholder’s premium both in 

dollar and percentage terms. 

44.2 Please provide an update on the consultation with brokers as contemplated in response to 
2016.2 RR BCUC.85.1.  

44.3 Please provide the options for online transactions. Separately discuss policy renewals, new 
policies, and vehicle registration/licensing. Please provide implementation costs and estimated 
savings. 

44.4 Please describe ICBC’s options for selling insurance policies (e.g. ICBC selling policies directly to 
customers, ICBC’s current broker system, other). Please discuss the pros and cons of each 
option. 
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F. PERFORMANCE MEASURES  

 Reference: PERFORMANCE MEASURES 45.0
Exhibit B-1, Chapter 6, pp. 6-1 to 6-5, 6-15 
Performance measures objective 

On page 6-1 of the Application, ICBC notes its rationale in amending the suite of performance measures 
for reporting in future RRAs, as requested by the Commission in its 2013 RRA Decision. ICBC states: 

The proposed amended suite of performance measures aligns with the corporate performance 
measures which ICBC uses for public reporting.  Alignment with corporate performance measures 
increases the efficiency of the regulatory process, ensures that measures are meaningful to ICBC’s 
business, and provides the necessary information to the Commission to assess whether ICBC’s 
provision of Basic insurance service to customers is adequate, efficient, just, and reasonable. 

 
On pages 6-2 to 6-5 of the Application, ICBC discusses its corporate strategy and performance measures, 
which the corporate strategies are repeated below. ICBC used these four categories as its approach to 
develop the proposed amended suite of performance measures. 
 

• Deliver Value and Service for Customers – This includes keeping rates as low as possible, and 
designing and delivering quality products and service in ways that meet customer and business 
needs, including online services. 

• Maintain Financial Stability – This includes operating ICBC in a low-cost manner, focusing on 
managing increasing bodily injury (BI) and material damage (MD) claims costs and developing 
ways to better manage and reduce the risks and growths in costs associated with claims, and 
balancing risk and return within the investment portfolio. 

• Deliver Operational Excellence – To provide customers with the best insurance coverage at the 
lowest possible cost requires that ICBC operate in a low-cost manner. ICBC leverages the 
discipline of Operational Excellence to review business processes and operate efficiently, avoid 
unnecessary costs, and improve its ability to deliver a consistent, quality experience, and value 
for customers. 

• Align People and Business Capabilities – This includes developing accountable, aligned, 
enabled, and motivated leaders and employees, and leveraging people, technology, and 
practices to build business value. 

 
Another rationale ICBC to amend the suite of performance measures, stated on page 6-15 of the 
Application, is to avoid duplication of information that is already provided elsewhere. ICBC states:  
 
To avoid duplication of information, ICBC is not proposing to include any claims frequencies and 
severities as performance measures as these are discussed in detail in the actuarial rate level indication 
analysis.  
 
45.1 Does ICBC agree that one objective of its suite of performance measure should be that it 

provides a snapshot of ICBC’s ongoing performance in the areas of customer service, financial 
performance, operational efficiency and directional matters? If not, please explain why a 
snapshot view should not be considered when developing a suite of performance measures. 

45.2 Regarding the duplication of information rationale, does ICBC agree that information provided in 
the performance measures chapter in the RRA may be helpful for stakeholders/participants who 
are not in the actuarial analysis profession? If not, why? 
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45.3 ICBC wishes to align corporate performance measures which it uses for public reporting. Is ICBC 
aiming to amalgamate the performance measures in RRAs with ICBC’s public reporting such as 
its service plans? Please clarify the value of such reporting in RRAs when the information already 
exists in ICBC’s public reporting elsewhere. 

45.4 The Commission’s mandate is to set Basic insurance rates through the annual RRA process. 
Please explain why ICBC views that it is appropriate to amend the suite of performance 
measures from a corporate level (i.e. Basic, Optional, and non-insurance) rather than amending 
the suite of performance measures with an emphasis on Basic insurance metrics that may have 
a direct/indirect impact on Basic insurance rates. 

45.4.1 In developing the original suite of performance measures, stemming from the May 2004 
Negotiated Settlement, please explain if those performance measures were developed 
from a corporate view or from a Basic insurance perspective. 

45.4.2 If the Commission consider that future performance measures is to primarily reflect 
ICBC’s Basic insurance business, please discuss on a high level what adjustments are 
warranted (if any) to ICBC’s proposals in the performance measures chapter. 

45.5 If the Commission approves ICBC’s performance measures proposals on a pilot basis, what 
would ICBC propose in terms of assessment and timing? Please explain. 

45.5.1 Can ICBC report on the existing performance measures and new performance measures 
for the next two revenue applications to enable the Commission to monitor trends?  If 
not, how would ICBC propose that the Commission and ICBC review trends? 

 Reference: PERFORMANCE MEASURES 46.0
Exhibit B-1, Chapter 6, Appendix 6 A, p. 6A-1; Appendix 6 B, Figure 6B.1, p. 6B-2 
Performance measures results 

ICBC summarizes its proposed suite of performance measures on page 6A-1 of Appendix 6 A. Results of 
the existing suite of performance measures are provided on page 6B-2 of Appendix 6 B. 
 
46.1 Please provide a table that includes the results of all proposed performance measures in a 

format similar to the table proved in Figure 6B-1. Please list all performance measures that ICBC 
proposes to report in future revenue requirements applications either in the corporate 
performance measure chapter or other chapters. Please use the Service, Financial, Efficiency 
and Directional categories included in Table 6B-2. Please add the 2017/18 target to the table. 

46.2 Please add the 2014, 2015 and 2017/18 Target or Outlook for each of the performance 
measures reported in Figure 6B-1. 

 Reference: PERFORMANCE MEASURES 47.0
Exhibit B-1, Chapter 6, pp. 6-7 and 6-9 
Customer Value and Service - Claims Services Satisfaction (BCUC) 

On page 6-7 of the Application, ICBC states that the corporate Claims Services Satisfaction measure 
differs from the existing Claims Services Satisfaction measure reported in RRAs. ICBC submits that the 
corporate Claims Services Satisfaction measure is an aggregate of the survey results from “both claims 
services MOTs [Moments of Truth] (FNOL [First Notice of Loss] and when the claim is settled [Closed 
Claims]), while the existing Claims Services Satisfaction measure reported in the RRAs only surveys 
customers at the stage when the claim is settled.”  
 
ICBC submits that the corporate Claims Services Satisfaction measure is “preferable as it includes both 
the MOTs relevant to the claims handling process” and proposes to report on this measure instead of 
the Claims Services Satisfaction measure reported in RRAs.  
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47.1 Please explain the methodology used by ICBC to select customers to survey at FNOL and when 
the claim is settled, and provide the number of customers surveyed in each of the past five years 
for each survey. 

47.1.1 Please explain whether ICBC selects the same customer for both FNOL and Closed 
Claims surveys. Why or why not?   

47.2 Please provide the question sets used in the FNOL and Closed Claims surveys. 

47.2.1 Please discuss the similarities and differences between the FNOL and Closed Claims 
survey questions sets. Does ICBC maintain continuity in the question sets such that 
performance can be measured between time periods. Why or why not? 

47.3 Please explain how the corporate Claims Services Satisfaction measure “aggregates” the survey 
results from FNOL and Closed Claims. If possible, please provide a breakdown of the results of 
the Corporate Claims Services Satisfaction measure between FNOL and Closed Claims survey 
results in the past five years.  

47.4 Please discuss limitations, if any, to the FNOL and Closed Claims surveys. For example, self-
selection bias, data errors, etc. 

47.5 In these surveys, does ICBC have the ability to distinguish between a Basic, Basic/Optional, or 
Optional claim? 

47.5.1 If so, are there any material differences in performance depending on the type of claim? 

47.5.2 If not, why not? Is it possible to breakdown the survey to isolate Basic insurance results? 

 Reference: PERFORMANCE MEASURES 48.0
Exhibit B-1, Chapter 6, p. 6-8; Appendix 6 B, pp. 6B-4 to 6B-5, Figure 6B.3 
Detailed customer satisfaction information 

On page 6-8 of the Application, ICBC proposes to discontinue providing results for “eight additional 
survey service attribute questions related to the survey for determining the Claims Satisfaction score.” 

ICBC provides the 2016/17 Actual Results for these eight questions in Figure 6B-3 on page 6B-5 of 
Appendix 6 B.  

 
48.1 Please provide actual results with respect to the eight additional survey questions related to 

Claims Service Satisfaction in Figure 6B-5 for the past five years, if possible, and comment on any 
trends observed. 

 Reference: PERFORMANCE MEASURES 49.0
Exhibit B-1, Chapter 6, p. 6-9 
Customer Value and Service – New Claims Initiation (NCI) 

On page 6-9 of the Applications, ICBC states that it proposes to discontinue reporting on the operational 
metric for its call centres (proportion of calls answered within a set timeframe) as a performance metric. 
Specifically, ICBC proposes to discontinue the NCI metric of percentage of calls made to the Claims Call 
Centre (CCC) that are answered in 100 seconds. ICBC submits that “operational measures such as NCI 
and average handle times measure different aspects of the call centre service but provide little insight as 
to the customers overall experience with the service provided.”  
 
On page 6-9 of the Application, ICBC states “the current surveying process includes a significant focus on 
customers at FNOL. Besides the survey questions for customer satisfaction, there are also questions for 
First Contact Resolution (FCR).” 
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49.1 Please discuss ICBC’s perspective on the key service attributes that will influence the Claims 
Services Satisfaction performance measure. Please indicate what performance measures (i.e. 
both quantitative and qualitative) ICBC currently captures to measure the key service attributes. 

49.2 What performance measures does ICBC track to gain insight into actions that can be undertaken 
to address claims customer service issues? 

49.3 Please discuss the impact of call wait times on customer satisfaction and whether there is any 
correlation between delays in calls answered and a customer’s decision to seek legal 
representation. Please provide graphs, if possible.  

 Reference: PERFORMANCE MEASURES 50.0
Exhibit B-1, Chapter 6, pp.6-7 to 6-10, Appendix 6 B, p. 6B-6 
Customer Value and Service measures – Customer Contact Service Level (CCSL) 

ICBC proposes to discontinue the CCSL reporting of calls answered in 90 seconds.  
 
On page 6-10 of the Application, ICBC states the following:  

The CCSL metric is an aggregate for four different call centres for insurance and driver 
licensing, none of which meet the criteria for being considered a MOT, as set out in Section 
C.2.1. These call centres deal with only those customers who reach out for specific 
assistance. To the extent that interactions with these call centres are impacting the driver 
licensing office experience or the customer experience for purchasing or renewing 
insurance, this should be apparent in the results from customer surveys which focus on the 
full customer experience. 
 

On page 6B-6 in Appendix 6B of the Application , ICBC states “In a call centre environment, speed of 
answer is one of the operational metrics used to assess the capacity of the call centre. While this helps 
to define how quickly a customer’s call is answered, it is not an effective measure of customer 
satisfaction or the quality of the interaction; i.e., how effectively the customers’ enquiries are being 
met.” 
 
50.1 To what degree are timeliness of calls answered and call resolution factors that influence overall 

customer satisfaction performance measures? Please discuss customer feedback and analysis, 
using both quantitative and qualitative information, to support ICBC’s evaluation.  

 Reference: PERFORMANCE MEASURES 51.0
Exhibit B-1, Chapter 6, p. 6-11; Appendix 6 B, p. 6B-7 
Customer Value and Service measures – Customer Approval Index (CAI) 

On pages 6-10 to 6-11 of the Application, ICBC submits that there are “several challenges to using the 
CAI as it is designed” and states:  

ICBC proposes to discontinue CAI because its intended purpose and methodology do not align with 
ICBC’s current business strategy or objectives, nor does it align with widely accepted market 
research practice. In the absence of CAI, ICBC will continue to use its volunteer online customer 
advisory panel to gauge general customer perceptions unrelated to specific transactions. 

 
On page 6B-8 of the Appendix 6B, ICBC states it “has not set a target for the Customer Approval Index as 
it is a directional measure, and it is not a measure of customer service.” 
 
51.1 Is it possible to amend CAI to address the challenges described on pages 6-10 to 6-11 of the 

Application as an alternative to discontinuing the measure?  Please discuss why or why not. 
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51.2 Please provide a more detailed explanation of what the “volunteer online customer advisory 
panel” is and what is the work of the panel.  

51.3 Please explain the impact of the volunteer online customer advisory panel’s work to changing 
the way ICBC operates compared to the results of the CAI. 

51.4 Does ICBC intend to design and implement additional measures to track public perception? 
Please explain why or why not, and if confirmed, what measures ICBC has planned. 

 Reference: PERFORMANCE MEASURES 52.0
Exhibit B-1, Chapter 6, pp. 6-1 to 6-11, 6-15 
Customer Value and Service measures – Legal Representation Rate 

On pages 6-1 and 6-5 of the Application, ICBC notes its rationale in amending the suite of performance 
measures for reporting in future RRAs. Under ICBC’s corporate strategy in maintaining financial stability, 
on page 6-2, ICBC is “focusing on managing increasing bodily injury (BI) and material damage (MD) 
claims costs and developing ways to better manage and reduce the risks and growths in costs associated 
with claims…” [Emphasis added] 

 
On page 6-11 of the Application, ICBC states:  

A higher legal representation rate is one of the major factors contributing to higher claims costs. 
ICBC has in past RRAs included in the Claims chapters significant content on customer research and 
has also explained operational initiatives that it has put in place to address the increasing levels of 
legal representation. ICBC proposes to continue to address legal representation in future Claims 
Cost Management chapters while this remains a major issue for dealing with claims costs. Legal 
representation as a cost driver is further discussed in Section C.3. 

 
On page 6-15 of the Application, ICBC states “[t]he legal representation rate directly affects the costs of 
litigation and indirectly influences other elements of BI severity.” 
 
52.1 As ICBC noted, high legal representation rate is a cost driver to claims costs, which is reflected in 

BI severity. Please elaborate on ICBC’s rationale to remove legal representation rate from the 
performance measures section. Why does the legal representation rate not meet one of the 
objectives in performance measures reporting, such as the financial stability (as noted above), 
delivering value and service for customers, or operational excellence measure? 

 Reference: PERFORMANCE MEASURES 53.0
Exhibit B-1, Chapter 6, pp.6-13 to 6-24 
Financial measures – Basic Loss Ratio 

ICBC argues that reporting on the Basic Loss Ratio is adequate for the Performance Measures statistics 
related to Basis Claims Costs and BI Frequency and Severity. 
 
53.1 Given the unfavourable trends in BI frequency and severity, does ICBC agree that including these 

two items in the performance measures reporting would be more informative than only the 
Basic Loss Ratio? Why or why not? 
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 Reference: PERFORMANCE MEASURES 54.0
Exhibit B-1, Chapter 6, pp. 6-25 to 6-28; Figures 6.10 to 6.12, pp. 6-36 to 6-38; Appendix 
6 A, pp. 6-36 to 6-38, Figures 6.10, 6.11 and 6.12 
Delivering operational excellence – Loss Adjustment Ratio and Insurance Expense 
Ratio 

On page 6-25 of the Application, ICBC states:  

In order to better monitor and measure how ICBC is leveraging operational excellence to 
manage these trends, ICBC will use separate performance measures for claims handling and 
insurance expenses: 

• The Loss Adjustment Ratio is the percentage of claims handling costs per dollar of loss 
paid and will be used to evaluate the efficiency of the claims handling operations. 

• The Insurance Expense Ratio is the percentage of insurance expenses per dollar of 
premiums earned and will be used to evaluate the efficiency of insurance operations. 

 
In Appendix 6A, ICBC indicates that it proposes to use these two corporate performance measures for 
the operational excellence goal as part of the proposed amended suite of performance measures for 
future RRAs. The Loss Adjustment Ratio will replace the existing Claims Efficiency Ratio. The Insurance 
Expense Ratio will replace the existing Basic Insurance Expense Ratio. ICBC provides Figure 6.10:  
 

 
 
Figures 6.11 and 6.12 provide detailed calculations of the Loss Adjustment ratio and the Insurance 
Expense Ratio. 
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54.1 Please provide a table showing the Loss Adjustment Ratio, Claims Efficiency Ratio, Insurance 
Expense Ratio, and Basic Insurance Expense Ratio, from 2012 to the present time. 

54.1.1 Please provide the supporting calculation to the Claims Efficiency Ratio and Basic 
Insurance Expense Ratio in a similar format and time period as Figure 6.11 and Figure 
6.12. 

54.2 Please explain why the Loss Adjustment Ratio is more informative than the existing Claims 
Efficiency Ratio. 

54.3 Please explain why is the Insurance Expense Ratio is more informative than the Basic Insurance 
Expense Ratio. 

54.4 In Figure 6.10 of the Application, ICBC shows continued improvements in the Loss Adjustment 
Ratio and Insurance Expense Ratio for fiscal 2017/18. Does ICBC develop targets beyond fiscal 
2017/18? If so, please provide the longer term targets. If not, why? 

54.5 Please confirm that ICBC will include the supporting calculations to the Loss Adjustment Ratio 
and Insurance Expense Ratio in future RRAs.  

54.5.1 If not, for the Loss Adjustment Ratio, please explain how the Commission will assess 
whether the ratio is favourable due to favourable (i.e. low) expenses in the numerator 
or due to larger claims costs in the denominator? 

54.5.2 If not, for the Insurance Expense Ratio, please explain how the Commission will assess 
whether the ratio is favourable due to favourable (i.e. low) insurance operating 
expenses or due to larger premium dollars earned.  

 Reference: PERFORMANCE MEASURES 55.0
Exhibit B-1, Chapter 6, p.6-27; Appendix 6 B, p. 6B-13, Figure 6B.5 
Changes to existing efficiency measures – Cost Per Policy in Force 

On page 6-27, ICBC states that: “ICBC is proposing to discontinue [the Cost Per Policy in Force] metric, 
which blends costs across two operational areas as a performance measure for future RRAs. Instead the 
proposed new performance measures for the operational excellence goal provides information on 
efficiencies separately for the claims handling operations and the insurance operations.” 
 
However, ICBC further states on page 6B-13 of Appendix 6B that: “The Cost per Policy in Force is a 
standard insurance industry measure for assessing the overall costs of operating ICBC.”  
 
55.1 Please expand on ICBC’s reasons for proposing that the Cost Per Policy in Force measure no 

longer be reported. Even though it is an aggregate of two operational areas, is it not informative 
of overall changes in cost per policy? 
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55.2 Please comment whether ICBC will continue to forecast an outlook for Cost Per Policy in Force in 
future fiscal periods irrespective of whether this statistic is used as a performance measure. 
Why or why not?   

 Reference: PERFORMANCE MEASURES 56.0
Exhibit B-1, Chapter 6, p. 6-28 
Operational Excellence – Basic Non-Insurance Expense Ratio 

On page 6-28 of the Application, ICBC states that: “ICBC is proposing to discontinue reporting on this 
measure. Rather than managing Non-insurance expenses in proportion to Basic premiums earned, 
ICBC’s goal is to manage these costs on a dollar basis in line with inflationary increases and population 
growth over time.” 
 
56.1 Please discuss ICBC’s reasoning for proposing that this measure no longer be reported. Would 

ICBC agree that the “goal to manage… in line with inflationary increases and population growth 
over time” is more appropriately a target, which should be measured? 

 Reference: PERFORMANCE MEASURES 57.0
Exhibit B-1, Chapter 6, p. 6-8 
Changes to existing performance measures – Directional measures 

On page 6-18 of the Application, ICBC states the following:  

As explained in the past RRAs the directional measures are used for assessing the 
environment in which ICBC must operate. These statistics are more relevant in the context 
of Road Safety and proposed changes to align with the strategic goals of this program will be 
discussed in that chapter. ICBC is proposing to discontinue reporting these statistics as 
performance measures. 

 
57.1 Please elaborate on why ICBC does not find the directional measures (i.e. crash rate, injured 

person rate, new driver comparative crash rate (NDCCR)) informative as a performance 
measures. What part of the performance measures objectives do the directional measures not 
fulfil? 

57.2 Please discuss ICBC’s perspectives on an amended NCCR for Novice drivers only as a 
performance measure. Please discuss whether this reporting would be informative for the 
Commission and stakeholders. 

 Reference: PERFORMANCE MEASURES 58.0
Exhibit B-1, Chapter 6, Appendix 6 B, p.6B-15; Figure 6B.1 
Injured Person Rate 

ICBC states on page 6B-15 of the Application, “[t]he Injured Person Rate is currently not available 
because the generation of this report which is not used internally did not receive priority over other 
business critical projects.”  
 
58.1 Please comment on the reasons why ICBC does not use the Injured Person Rate report 

internally. Are there other measure(s) providing similar information which ICBC does use? 
Please discuss.    
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G. CLAIMS COST MANAGEMENT 

 Reference: CLAIMS COST MANAGEMENT 59.0
Exhibit B-1, Chapter 7, pp. 7-4 to 7-5 
BI pending 

On page 7-4 of the Application, ICBC states:  

Despite closing more injury claims in the last 12 months than ever before, the increasing 
number of injury claims and increasing rate of legal representation continues to have an 
impact on the number of open injury claims, known as BI pending levels. BI pending levels, 
newly opened exposures, and closed exposures [volumes by fiscal year] are shown in 
Figure 7.1. 

 
59.1 Please provide a graph of BI pending levels as a percentage of total BI pending, newly opened 

and closed exposures for fiscal 2012/13 to 2016/17. Please comment on any trends observed.  

59.1.1 If possible, please provide the forecast fiscal 2017/18 BI pending level as a percentage of 
total BI pending, newly opened and closed exposures.  

 Reference: CLAIMS COST MANAGEMENT 60.0
Exhibit B-1, Chapter 7, p. 7-8 
Online Claims Services portal 

On page 7-8 of the Application, ICBC submits “…the level of uptake of the Online Claims Services portal 
is higher than ICBC’s initial projections.”  
 
Furthermore, ICBC states “[i]n March 2017 the Online Claim Services portal was enhanced with 
improvements to the authentication process for customer login and added two-way messaging 
capability between the adjuster and the customer.” 
 
60.1 Please state the initial projection against the actual uptake in the use of the Online Claims 

Services portal. 

60.2 Please discuss whether there are any immediate or future risks associated with the higher than 
projected uptake in the use of the Online Claims Services Portal (e.g. cost of maintaining, ability 
to meet demand, changes to upgrade/enhancement timelines).  

60.3 Please discuss what plans are in place to further enhance the Online Claims Services Portal, 
including the cost, scope and expected timing of enhancements (if any).  

 Reference: CLAIMS COST MANAGEMENT 61.0
Exhibit B-1, Chapter 7, p. 7-5; Figure 7.3, p. 7-10 
BI exposure volumes - Claims FTE’s 

On page 7-5 of the Application, ICBC states “the 2016 actual BI Paid Severity of $35,333 was less than 1% 
above the 2015 actual BI Paid Severity of $35,006, and below the 2016 forecast of $37,579. These 
favorable results suggest that ICBC’s claim initiatives, including its initiative to increase its claims staff, 
are having a positive impact, particularly as these claims staff become more proficient in their roles.” 
 
ICBC details Claims FTE’s for the calendar years 2011 through to March 2017 in Figure 7.3 
 
61.1 For the time periods outlined in Figure 7.3, please provide the following information in a table 

format: 
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• The average number of pending claims for each of injury and rehabilitation claims and non-
injury claims 

• The average number of represented and non-represented claims 

• The average number of injury and rehabilitation claims per injury and rehabilitation claims 
staff 

• The average number of non-injury claims per non-injury claims handling and estimating 
staff. 

 
61.2 In addition to claims settlement costs and trends for pending claims, what other measures does 

ICBC utilize to evaluate the effectiveness and efficiency of claims staffing strategies? Please 
explain the key factors that are examined to derive the appropriate staffing levels and mix. 

 Reference:  CLAIMS COST MANAGEMENT 62.0
Exhibit B-1, Chapter 7, pp. 7-19 to 7-20 
Number of fraud charges laid and convictions 

On page 7-19 of the Application, ICBC states: 

…the fraud conviction counts related to SIU [Special Investigation Unit] claims investigations 
in recent years have decreased. ICBC can only recommend a charge where appropriate. 
Ultimately, Crown Counsel determines which charges are approved and how each charge is 
treated (which may involve consolidation of multiple charges into one conviction). 
Convictions are one method of penalizing those who commit fraud. Alternative options are 
being used more frequently, including the cancellation of a customer’s Optional insurance 
policy and the Restorative Justice Program18 (13 cases for restorative justice were 
submitted in 2016). ICBC notes that it is not the primary objective of its counter-fraud 
efforts to increase criminal convictions. The primary objective is to prevent and measurably 
reduce the impact of fraud on policyholders and ICBC.  

 
62.1 Please outline what steps ICBC has taken to inform Crown Counsel and customers of the impact 

of fraudulent claims on Basic insurance rates. 

62.2 Please discuss whether fraud charges laid and convictions should be included in the ICBC’s 
reporting on performance measures in RRAs. If not, why would this measure not fulfil the 
performance measure reporting objectives? 

 Reference:  CLAIMS COST MANAGEMENT 63.0
Exhibit B-1, Chapter 7, Appendix 7 A, p. 7A-9, Figure 7A.6; Attachment 7A1 
2016 Customer Attitudes Survey (CAS) 

In Figure 7A.6 of the Application, ICBC provides information regarding the influences on retaining 
representation for a claim from the 2016 CAS.  
 
In the Figure, 65 percent and 61 percent of 2016 CAS respondents in the “early represented” and “late 
represented” groups, respectively, indicated that “Didn’t know what to expect” was very/ somewhat 
influential to getting representation; 66 percent and 59% of respondents in the “early represented” and 
“late represented” groups, respectively, indicated that “Making a claim with ICBC would be difficult or 
confusing” was very/ somewhat influential to getting representation. 
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63.1 Please provide ICBC’s perspective on whether more public awareness initiatives explaining or 
informing the public of ICBC’s processes and its initiatives to improve customers’ claims handling 
experience could be undertaken and whether it would lower legal representation rates. Why or 
why not? Please also comment on the cost of such initiatives.  

63.2 What steps has ICBC initiated, or is planning to initiate, to respond to customers reporting that 
“Didn’t know what to expect” and “Making a claim with ICBC would be difficult or confusing” 
were factors in engaging legal representation?  

63.2.1 To the extent that the information is publicly available and there are other full tort or 
limited tort jurisdictions, what are these jurisdictions doing to influence customers’ 
decision with respect to being represented before a claim incident takes place? Has ICBC 
considered implementing some of these initiatives? Why or why not?  

63.3 Please provide surveys results to the following questions asked in the 2016 CAS:  

• B1. Which of the following statements best describes the extent of damage to your 
vehicle as a result of the crash related to your claim? (READ LIST) 

• C1. To what extent were you considered to be at fault in the crash? This would have 
been an assessment communicated to you by ICBC. Would you say… (READ LIST) 

• D2. Which of the following best describes the extent of your injuries relating to the 
crash? (READ LIST) 

63.3.1 Please discuss the degree of correlation between the survey results to the questions 
above, or any other question in the 2016 CAS, and the legal representation rate. 

 Reference: CLAIMS COST MANAGEMENT 64.0
Exhibit B-1, Chapter 7, pp. 7-16 to 7-17 
Fraud  

On pages 7-16 and 7-17of the Application, ICBC states: 

ICBC’s current fraud awareness campaign was launched in the beginning of 2016 when ICBC ran 
newspaper, radio, and television advertisements. Some of the top fraud cases from 2016 were 
highlighted through a number of social media posts, news releases, and media interviews. In 
addition to deterrence, the campaign is intended to educate the public that exaggerating an injury 
on an insurance claim for financial gain is wrong and leads to higher insurance rates for the 
motoring public. 
 
Positive outcomes can be observed from these campaign efforts, including a 15-point increase in the 
overall customer fraud awareness survey score (from 49% to 64%)2 and an approximate 50% 
increase in the total number of Tip line files opened on fraudulent and/or exaggerated claims in 
2016. Last year, ICBC received over 600 more Tip line calls compared to the prior year… 
 

Furthermore, ICBC states: 

… ICBC is working with BAE Systems Applied Intelligence Canada Inc. (BAE) to implement a 
fraud detection and case management system that prioritizes potential fraud cases for 
investigation… Using the new fraud analytics tool, ICBC will prioritize the investigation of 
claims based on risk scores generated from the fraud detection algorithms… 

  

                                                           
2 These results are based on 2016 pre-and post-fraud awareness campaign research conducted by Vision Critical. 
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64.1 Please elaborate on the nature of the 2016 pre- and post-fraud awareness campaign awareness 
research conducted by Vision Critical, and discuss how the results of this research may be used 
in the future to deter fraud. 

64.2 How does ICBC plan to use future fraud awareness campaigns to leverage the impact that its 
new fraud analytics tool will provide? For example, if the new fraud analytics tool is successful in 
detecting fraud, will that information be used in future fraud awareness campaigns to further 
deter fraud? Should ICBC advertise that it has acquired a new fraud analytics tool to deter 
fraud? Why or why not? 

 Reference: CLAIMS COST MANAGEMENT 65.0
Exhibit B-1, Chapter 7, p. 7-2; Appendix 7 B, pp. 7B-3, 7B-14 to 7B-15; ICBC 2014 RRA 
Decision, pp. 16-18; ICBC 2015 RRA Decision, pp. 15-16 
Benefits from Claims Transformation and the Transformation Program 

On page 7B-3 of Appendix 7B, ICBC states that “CT was undertaken by ICBC as part of TP, ICBC’s multi-
year, multi-project plan to modernize its technology and business processes.” 
 
In Appendix 7B – Claims Transformation Benefits, ICBC provides an update on Claims Transformation 
(CT) benefits including claims cost savings, CT–related operating cost savings, and sustainment costs, in 
response to the Decision on the 2015 RRA. ICBC proposes to discontinue further reporting on CT 
benefits as ICBC has achieved all of its expected benefits and the Transformation Program (TP), of which 
CT was a significant component, concluded at the end of 2016. 
 
On pages 7B-14 to 7B-15 of Appendix 7B, ICBC states: 

The cumulative corporate CT benefits from 2012 to 2016 totalled approximately $329 million (Basic 
insurance $261 million) compared to the previous 2012 CT benefit estimate for the same period of 
$125 million (Basic insurance $76 million). 

 
On pages 16 to 18 in the 2014 RRA Decision, the Commission noted:  

The TP is a collection of projects that involve transformational changes supporting ICBC’s business 
strategy. ICBC submits that the TP includes the introduction of new systems, and improvements to 
business processes, which give ICBC employees the tools to be successful. 
 
This Panel observes that ICBC anticipates future operating savings from TP efficiencies. The benefits 
of TP are expected to generate a favourable impact on Basic insurance rates. The Panel observes 
that substantiated and specific information relating to the future operating savings would be 
informative. The Panel requests that ICBC tracks these projected savings and report on the results 
starting with the 2017 RRA in a format that would allow for sufficient evaluation of the benefits to 
Basic policyholders. 

 
On pages 15 and 16 in the 2015 RRA Decision, the Commission noted: 

The savings from the TP project are primarily related to a reduction in the number of full-time 
equivalents (FTE) and therefore are reflected in compensation savings in the RRA filings annually. 
ICBC forecasts expected TP savings to Basic insurance in 2016 to be approximately $21.4 million 
when taking into consideration both actual reductions and avoided costs reductions. ICBC stated 
that the benefits of the TP are expected to be fully realized by 2020.  
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The Commission also accepted the following format to report on TP savings, as a starting point for TP 
reporting:  
 

 
 
The Panel directed the following to be included in future TP reporting:  

• a column that reports the original 2010 forecast savings, in order to assess/compare forecasted 
savings with actual;  

• a column for each year of the TP starting in 2010 to report forecast and actual savings, in order 
to assist in understanding the variances; and  

• a row that shows the total actual number of FTEs each year, in order to provide a baseline for 
assessing the FTE reduction realized due to the TP.  

 
In addition, ICBC should provide additional information/details on:  

• criteria used to determine FTE reductions;  
• criteria used to quantify operating expense savings;  
• criteria used to quantify the claims cost savings; and  
• how ICBC determined that the reductions are the direct result of the TP. 

 
65.1 The 2014 and 2015 RRA Decisions directed ICBC to provide the cost savings resulting from the 

Transformation Program. ICBC noted “CT was undertaken by ICBC as part of TP,” which means 
CT is a subset of the TP. Please explain why ICBC chose to report on only Claims Transformation 
savings, but not the entire savings from the Transformation Program. 

65.1.1 Please discuss the items and business areas that may be omitted by evaluating only CT 
benefits but not the entire TP benefits. 

65.2 To the extent possible, please restate the benefits of the entire TP as directed by the 
Commission in the 2014 and 2015 RRA Decisions.  

65.2.1 If not possible due to time/resource constraints in the IR process, please discuss the 
time and resources required to conduct a full analysis of all TP benefits. Does ICBC 
expect a material difference between CT benefits and TP benefits? Why or why not? 
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65.3 The Commission noted that the benefits of the TP are expected to be fully realized by 2020. 
However, ICBC states that “ICBC has achieved all of its expected benefits and the 
Transformation Program (TP), of which CT was a significant component, concluded at the end of 
2016.” Please clarify why ICBC believe that all of its TP benefits have now been achieved and no 
further benefits will be realized in the future. Is the difference due to the distinction between CT 
benefits and TP benefits? 

 
H. ROAD SAFETY 

 Reference: ROAD SAFETY 66.0
Exhibit B-1, pp. 8-1, 8-10 to 8-12; Figure 8.2, p. 8-11; ICBC 2015 RRA Decision, p. 31 
Road Safety Funding 

On page 8-1 of the Application, ICBC notes that ICBC’s Road Safety programs objective is to maintain 
financial stability by helping reduce crashes, and control claims costs. ICBC’s largest investment in Road 
Safety program is in the Traffic and Road Safety Law Enforcement Funding Memorandum of 
Understanding (Road Safety MOU), also referenced as Enhanced Road Safety Enforcement in Figure 8.2, 
followed by Road Improvement Program, and education and awareness. 

 
On page 8-12 of the Application, ICBC states that “The total amount payable by ICBC under the Road 
Safety MOU is $22.1 million, which is $3.7 million less than the previous Road Safety MOU.” ICBC also 
noted that the same levels of traffic enforcement will be supported going forward as in previous Road 
Safety MOUs, and discussed some changes. 

 
On page 8-11 of the Application, ICBC also noted that the new Road Safety MOU took effect on April 1, 
2017 and is for a 1-year term with an option for a 1-year extension. 

 
On page 31 of the 2015 RRA Decision, the Commission stated: 

The Panel continues to support ICBC’s Road Safety programs, including the initiatives taken towards 
distracted driving and road improvements among others. In particular, the Road Improvement 
Program evaluation indicated that there is a $4.70 in crash cost savings for every $1 spent. Although 
the Panel recognizes that ICBC is committed to hold controllable expenses flat to the 2014 budget, 
in light of the 4.7:1 payoff ratio of existing programs, it would appear to be in the best interests of 
both ICBC and the ratepayer for ICBC to spend more funds in this area. The Panel encourages ICBC 
to continue to find ways to effectively use Road Safety initiatives for the benefit of Basic 
policyholders. 
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66.1 As Road Safety programs aim to help reduce crashes and control claims costs, please provide 
ICBC’s perspective on the impact of reducing program expenditures. Does ICBC expect any 
unfavourable impact to crashes and claims costs due to the reduction in Road Safety programs? 

66.2 Please explain ICBC’s ability to offer additional funding in the Road Safety MOU and/or 
enhancements to other Road Safety programs for the benefit of BC motorists. 

66.3 Please discuss ICBC’s efforts to make additional investments in Road Improvement programs, as 
encouraged by the Commission in previous RRA decisions. 

66.4 Please expand Figure 8.2 to show the planned and actual Road Safety Expenses for the period 
since 2013, including the subcategories under Education and Awareness programs. 

66.5 Does ICBC observe a correlation between Road Safety program investments and claims costs? 
Please provide a graph showing this relationship with data points. 

 Reference: ROAD SAFETY 67.0
Exhibit B-1, Chapter 8, pp. 8-13 to 8-14 
Intersection Safety Camera (ISC) Camera Program 

On page 8-13 of the Application ICBC explains that “BC’s ISC program is an automated enforcement 
initiative designed to reduce motor vehicle crashes at intersections and the subsequent casualties and 
fatalities.” On page 8-12 of the Application, ICBC states that the Road Safety MOU funds the ISC 
program, among other things.  

 
On page 8-14 of the Application, ICBC states: Further to the government announcement on 
September 5, 2017, MPSSG [the Ministry of Public Safety and Solicitor General] and ICBC will 
move to activating intersection (red-light) cameras 24 hours a day, 7 days a week, up from the 
current 6 hours per day. 
 

67.1 Please provide the incremental cost, if any, of activating intersection (red-light) cameras 24 
hours a day, 7 days a week.  

67.1.1 If there is an incremental cost associated, please discuss what impact there will be on 
other road safety initiatives which are also funded by the Road Safety MOU, if any.  

 Reference: ROAD SAFETY 68.0
Exhibit B-1, Chapter 8, pp. 8-3 to 8-4 
ETEP Forward-Looking Review 

On pages 8-3 and 8-4 of the Application, ICBC states: 

The ETEP Forward-Looking Review was completed in 2016 and the Road Safety MOU Governance 
Council accepted its findings in late 2016. Consistent with the Commission’s Rules of Practice and 
Procedure, ICBC has requested the acceptance of the ETEP Forward-Looking Review on a 
confidential basis since some information in the ETEP Forward-Looking Review, if disclosed, could be 
harmful to law enforcement. A redacted version of the ETEP Forward-Looking Review is included as 
Appendix 8 B. 

 
68.1 Please clarify if ICBC is seeking (i) Commission acceptance of the ETEP Forward-Looking Review 

or (ii) Commission acceptance of ICBC’s request to keep the ETEP Forward-Looking Review 
confidential. If (i), why is Commission acceptance of the report necessary? 
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 Reference: ROAD SAFETY 69.0
Exhibit B-1, Chapter 8, pp. 8-5 to 8-7  
Distracted Driving 

On page 8-5 of the Application, ICBC states:  

ICBC works with police enforcement campaigns semi-annually to enhance public awareness 
through community-based education activities on distracted driving. These education and 
enforcement campaigns, in March and September, include paid advertising on television, 
radio and digital platforms, social media activity, media events, and support for local 
enforcement initiatives. 

 
ICBC further states on pages 8-5 and 8-6 of the Application, “[u]pon completion of a police enforcement 
campaign, [that it] undertakes a survey to track changes in public perception on the topic of distracted 
driving” which includes tracking “the attitudes, perceptions, beliefs, and self-reported behaviours of a 
representative portion of the BC diving public…” ICBC states it conducted two surveys in 2016 (April and 
October), a survey in April 2017, and it will conduct its next survey in the fall of 2017. 
 
On page 8-15 of the Application, ICBC states “[d]istracted driving is the top contributing factor in police 
reported injury crashes and second leading contributing factor in fatal crashes.” 

 
69.1 Please explain how ICBC’s distracted driving surveys are conducted, including the number of 

customers reached and the response rate. Please also discuss survey limitations, if any (e.g. self-
selection bias, data errors, etc.) 

69.2 Please provide and discuss significant findings from the April 2016, October 2016, and April 2017 
surveys (e.g. percentage of respondents admitting to talking/texting on a hand-held phone while 
driving, while stopped at an intersection etc.) 

69.2.1 Please compare the findings of this these surveys with the survey results of the last 
three years to discuss whether there is a trend of improvement in distracted driving 
(less distracted driving) amongst BC drivers. 

69.3 Does ICBC have plans to further expand its road safety efforts to address distracted driving? 
Please explain why or why not, and discuss ICBC’s plans, if applicable. 

69.4 How does ICBC measure the effectiveness of its existing road safety efforts to address distracted 
driving? Please discuss.  

 Reference: ROAD SAFETY 70.0
Exhibit B-1, Chapter 8, p. 8-7 
Taxi Safety Technology 

On page 8-7 of the Application, ICBC states that it conducted a pilot study in 2014 on two emerging 
vehicle safety technologies, including forward crash avoidance technology (FCAT). ICBC states, “the 
results indicated that the use of FCAT could result in significant reduction in rear-end crashes.”  

ICBC further states in March 2017 that it committed up to $3.5 million to install crash avoidance 
technology in all B.C. taxis, but at the time of filing of this Application, “it has been in discussions with 
the government and the taxi industry, it has not made any investments in technology for the taxi 
industry.” 

70.1 Is ICBC still planning to invest in crash avoidance technology for all B.C. taxis at this time? If so, 
please elaborate on nature of the intended investment and the anticipated timing of 
implementation.  If not, please provide the reasoning. 
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 Reference: ROAD SAFETY 71.0
Exhibit B-1, Chapter 8, Figure 8-1, p. 8-9; ICBC 2016 RRA proceeding, Exhibit B-2, 
2016.1 BCUC RR 45.1 
Graduated Licensing Program (GLP) Review and NDCCR 

In Figure 8.1 on page 8-9 of the Application, ICBC provides the comparative driver crash rates broken 
down by Learner and Novice for 2014 and 2015. On the same page, ICBC states “the 2016 actual are not 
available at this time.” 
 
71.1 If available, please provide comparative driver crash rates broken down by Learner and Novice 

in an updated table and graph similar to the figures provided in response to BCUC RR 45.1 in the 
2016 RRA proceeding, which includes 2016 actuals.   

71.2 Please discuss any actions ICBC has planned or considered to improve the Novice driver crash 
rates. 

 Reference: ROAD SAFETY 72.0
Exhibit B-1, Chapter 8, p. 8-15 to 8-16 
Education and Awareness 

On page 8-16 of the Application, ICBC states the following:  

To help with the overall goal of crash reduction, ICBC implemented the “Drive Smart” public 
awareness campaign in August 2017 to promote positive driving behaviours and remind 
drivers that “we all play a part in keeping our roads safe”. A recent customer survey 
confirmed that the majority of drivers believe that driving in BC has deteriorated over the 
past five years, and they believe the problem is caused by other drivers. 

 

72.1 Please describe how the survey noted in the preamble above was conducted, including the 
number of customers reached and the response rate. Please also discuss survey limitations, if 
any (e.g. self-selection bias, data errors, etc.) 

72.2 Does ICBC have plans to expand its education and awareness initiatives, such as additional 
“Drive Smart” public awareness campaign? If not, why not? 

72.3 How does ICBC measure the effectiveness of its education and awareness campaigns? 
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	15.0 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS Exhibit B-1, Chapter 2, Technical Appendix C.3.3.1 Actuarial selections – medical rehabilitation
	15.1 Given the patterns that have emerged thus far for fiscal loss years 2015 and 2016 (positive development after 14 months), why does ICBC find it reasonable to estimate that these years will experience relatively significant downward development?

	16.0 Reference: ACTUARIAL RATE LEVEL INDICATION ANALYSIS Exhibit B-1, Chapter 2, Technical Appendix C.12.1 ULAE analysis
	16.1 Why, for PD, are the ULAE percentages for Fiscal Loss Years 2016 and 2017 lower than for years 2013-2015?

	17.0 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS Exhibit B-1, Chapter 2, Appendix E.0, p. 5; Appendices E.2 to E.5 Prospective adjustments
	17.1 Please provide actual savings achieved from the five events ICBC included as prospective adjustments for the PY 2016 rates. Please compare actual savings from these events to the estimated savings included in the PY 2016 rates and provide reasons...
	17.2 For events where there are estimated savings already embedded in the PY 2016 rates, please explain what changes (if any) were made to the assumptions used to prepare the calculations in Appendix E.2 to E.5 compared to the calculations provided in...

	18.0 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS Exhibit B-1, Chapter 2, Appendix E.0, pp. 11-12 Future events with no prospective adjustment for PY 2017
	18.1 To what extent does ICBC review candidate events in the year after they were originally evaluated to assess whether the previous year’s decision not to include a prospective adjustment was appropriate? Please describe ICBC’s internal processes, i...

	19.0 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS Exhibit B-1, Chapter 8, p. 8-14 Prospective adjustments
	19.1 Please provide an update on actions taken to operate ICBC’s existing intersection cameras full time. With the intersection cameras operating full time, would that be considered for a prospective adjustment and what impact (in dollars, if any) wou...
	19.2 Are there any plans to increase the number of intersection cameras? Would that qualify for a prospective adjustment and what impact (in dollars, if any) would it have for the 2017 RRA?

	20.0 Reference: ACTUARIAL RATE LEVEL AND INDICATION ANALYSIS Exhibit B-1, Chapter 2, Appendices E.0, E.2  Prospective adjustments – Counter fraud Program
	20.1 Please explain why it takes 5 years (fiscal loss year 2016/17 to fiscal loss year 2020/21) to achieve the full benefits of the Counter Fraud Program.
	20.2 Please clarify if the difference between the estimated total Basic savings and the prospective adjustments in 2016 and 2017 is solely the difference between the fiscal year and the policy year. If there are more contributing factors, please explain.


	C. Capital management plan
	21.0 Reference: CAPITAL MANAGEMENT PLAN Exhibit B-1, Chapter 1, p. ii; Chapter 3, Figure 3.2, p. 3-4; Order in Council 326/17 Capital transfer to Basic insurance
	21.1 Please confirm the $470 million is intended to cover the +13.6% rate deficit that cannot be charged to customers for PY 2017. If not confirmed, please explain otherwise.
	21.1.1 If confirmed, please explain what impact the $55 million remaining balance (i.e. $470-$415 million) will have on Basic insurance. Is the entire $55 million attributable to the additional 1% above the 100% MCT requirement?



	D. Investments
	22.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4, pp. 4-3 to 4-4; Appendix A.1; Appendix A.2; Appendix 4 A, Attachment 4A-1, p. 3 Investment income
	22.1 Please state the allocation of investment income between Basic and Optional for PY 2017, and explain how the allocation is determined.
	22.2 Please provide the calculation and explain how the New Money Rate and Yield on Basic Equity is used to produce the investment income on Basic equity and investment income on policyholder supplied funds as presented in Appendix A1.

	23.0 Reference: INVESTMENTS Exhibit B-1, Chapter 2, p. 2-7 New money rate
	23.1 Please confirm, or otherwise explain, if the favourable effect of increased interest rates experienced this year on the new money rate is considered a one-time improvement for PY 2017, and likely will not affect the New Money Rate in the next pol...

	24.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4, pp. 4-1 to 4-2; Appendix 4 A, Attachment 4 A1, p. 8  SIPP
	24.1 Please explain whether, and if so how often, ICBC updates its SIPP within the 4-year period between each investment policy formal review.
	24.2 Please explain why ICBC has not updated the SIPP for calendar year 2017.
	24.3 Please confirm that the return and asset mix targets effective 06/30/2016 contained in the SIPP are applicable for calendar year 2017. If not confirmed, please explain how ICBC establishes the targets for calendar year 2017.

	25.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4, p. 4-4, Appendix 4 A, Attachment 4 A1, pp 17, 19; ICBC 2016 RRA proceeding, Exhibit B-2, 2016.1 RR BCUC 23.3 Added value objective
	25.1 Please explain ICBC’s criteria and decision making process to determine the appropriate proportion of the investment portfolio that is active investment versus passive investment.
	25.2 Please provide the fee for managing the investment portfolio (in percentage points and dollar amount) for each calendar year from 2014 through 2017.
	25.3 Please discuss whether the fees for managing the investment portfolio is proportional to the target added value objectives, where higher returns from active investment may be expected from higher fees for managing the investment portfolio.
	25.4 Please explain what specific portfolio risks ICBC now face, and its intentions toward the use of financial derivatives as a means of hedging.

	26.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4, Appendix 4 C, p. 4C-8; Appendix 4 A, Attachment 4 A1, pp. 11, 13 Bonds
	26.1 Please provide a table similar to Figure 4C.8 for Canadian Bonds only, and insert columns showing the percentage of total investment invested in each bond rating as at March 31, 2017 and as at December 31, 2015. Please also replicate the requeste...
	26.1.1 If the sum of the total amount ($) invested in Canadian Bonds and US bonds in the tables provided in response to the previous question do not sum to the amounts included in Figure 4C.8, please reconcile and explain any discrepancies.

	26.2 Please compare the bond quality of ICBC’s portfolio as at March 31, 2017 with the bond portfolio quality defined in the SIPP dated May 12, 2016, and explain whether ICBC’s bond portfolio as at March 31, 2017 is compliant with the SIPP.
	26.3 Please explain why ICBC has shifted towards investing in lower rated bonds as at March 31, 2017 compared to December 31, 2015.

	27.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4, Appendix 4 C, Figure 4C.5, p. 4C-5 Yield on Basic Equity
	27.1 Please explain why the US high yield bond portfolio underperformed compared to its benchmark for the year ending March 31, 2017.

	28.0 Reference: INVESTMENTS Exhibit B-1, Chapter 4 Investment performance comparison
	28.1 Please explain whether ICBC compares its investment performance with other Property & Casualty insurance companies. If yes, please elaborate on how the comparison is done and how ICBC uses the information to inform its operations. If not, why not?


	E. Operating expenses and allocation information
	29.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, pp. 5-1, 5-5 Controllable operating expenses
	29.1 For the controllable operating expenses, please specify all categories of expenses that ICBC considers “claims related increases.” What are non-claims related increases?
	29.2 Using Figure 5.1, Figure 5.2 and Figure 5.4, please identify claims related expenses and non-claims related expenses.
	29.3 Please confirm whether the Claims Services (ULAE) increase of $45 million ($33 million allocated to Basic) for the twelve months actual 2016 to the 2017/18 Outlook is entirely attributable to additional claims staffing. If not confirmed, please e...
	29.4 ICBC states that it is “focused on keeping controllable operating expenses in line with the 2014 budget”. Please explain why the General Expenses – Insurance Services line item has increased by $15 million ($9 million allocated to Basic) for the ...

	30.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, pp. 5-1 to 5-2, 5-11 to 5-12, 5-15; Appendices E.0 to E.5 Claims related increases
	30.1 Please reconcile the unfavorable impact of 0.8 percentage points on the PY 2017 rate indication against the 0.7 percentage points shown in Line No. 5a in Figure 2.3 on page 2-6 of the Application.
	30.2 In percentage points and dollar terms, and with reference to Appendices E.0 to E.5 of the Application on prospective adjustments, please evaluate the additional claims related cost versus the estimated incremental beneficial impact on claims cost...
	30.3 Out of the 5,113 FTEs (5,142 with contractors) expected in the 2017/18 Outlook, how many of these FTEs are related to claims? How does this proportion compare to industry average? Please explain.
	30.4 To the extent possible, how does ICBC evaluate whether the company has optimized its claims staff resources given the current claims volume? In ICBC’s view, are additional claims staff needed in the near future or are claims staff at the optimal ...
	30.5 Has ICBC considered any other alternatives (e.g. technology and/or more efficient processes) other than adding FTEs to handle claims management? Please discuss.

	31.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-8; Appendix 5 D, p. 5D-1; ICBC 2015 RRA Decision, p. 17 Allocation methodology
	31.1 The TP is a significant change to ICBC’s business systems and processes. Please discuss whether ICBC believes that the currently approved allocation methodologies remain appropriate? Please explain in an overall business perspective, not limiting...
	31.2 What events would trigger a review of the financial allocation methodology? Please explain in an overall business perspective, not limiting to the work effort allocation.

	32.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, pp. 5-12 to 5-13, 5-16 to 5-17; ICBC 2016 RRA proceeding, Exhibit B-2, 2016.1 RR BCUC.26.2; Exhibit B-8, 2016.2 RR BCUC.75.2; ICBC 2012 RRA proceeding, Exhibit B-7, ...
	32.1 Please update the table provided in Attachment A of 2016.1 RR BCUC.26.2 by adding the 2017/18 components and targets.
	32.1.1 Please indicate if there are any differences between the HIP/SHP plan and the Gainsharing for 2017/18. If there are no differences, please explain why the performance-based pay targets and payout structure are identical for both (i) Management ...

	32.2 If the 2017/18 targets contain a component of “Basic Rate Increase,” similar to the 2016 (item #1), please justify why ICBC considers that the Basic rate increase remains an appropriate target given that ICBC does not have influence over the maxi...
	32.3 In the 2012 RRA, ICBC provided the following performance-based pay related tables, which showed the forecast and actual variable pay and the distribution of employees who received variable pay.0F  In a similar format, please update the tables for...

	33.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-18 Building operating expenses
	33.1 Please provide ICBC’s short term, medium term, and long term plans for office space. Is the additional space in the Surrey office already reaching maximum capacity?

	34.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-18 Computer costs
	34.1 ICBC is shifting from a legacy customized system to off the shelf solutions. Please explain if there are any expected cost increases in the short and medium term. For instance, would off the shelf solutions lead to any expected cost increases? Do...

	35.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.4.1C.Public Government hosted services
	35.1 Please provide an update on CloudBC, in terms of procurement cost, and benefits/savings to ICBC by fiscal year.

	36.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-19 Projects
	36.1 Please clarify how ICBC distinguishes projects costs from computer costs.
	36.2 Project costs increased from $14 million in 2016 actual to $25 million in 2017/18 Outlook. Please discuss to what extent the additional FTEs may also be contributing to the increase in project costs?

	37.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-19 ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.83.1 Insurance Business Capability Project (IBCP)
	37.1 Please provide the updated cost and schedule relating to the IBCP. Explain the variances since the ICBC 2016 RRA.

	38.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-19; ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.80.1, 2016.2 RR BCUC.83.1, 2016.2 RR BCUC.84.2 Projects
	38.1 Please provide an update to the table referenced above as provided in response to 2016.2 RR BCUC.80.1.
	38.2 Please confirm that ICBC still holds its position from the 2016 RRA that it has no objection to aligning the timing of its Annual IT Capital Expenditure Plan and the IT Strategic Plan with the annual revenue requirements schedule. If not, please ...
	38.2.1 In ICBC’s view, would it be reasonable to add post implementation reviews for significant IT projects in its annual IT reporting? Why or why not?


	39.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-19 Professional services
	39.1 Please provide a breakdown of costs that support the increase of $3 million to $22 million in the 2017/18 outlook for professional services costs.
	39.2 ICBC states on page 5-19 that increases in Professional Services costs are offset by savings associated with initiatives such as converting consultants to full-time regular employees. Please provide the number of FTEs that ICBC converted from con...
	39.2.1 Please discuss how ICBC generated savings in the conversion? For example, savings on training?


	40.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-20 Merchant fees
	40.1 What is the proportion of merchant fees as a component of total Basic premium? Please express in percentage points and dollar terms.
	40.2 Please clarify whether the increase in merchant fees cost is due to an increase in commission rates that financial institutions charge and/or higher transaction volumes.
	40.3 Has ICBC considered implementing a surcharge on method of payments to cover the increasing cost trend in merchant fees? Why or why not?
	40.4 Has ICBC considered any strategies of accepting alternative forms of payment other than debit and credit cards, such as PayPal, Apple Pay, Google Wallet, etc.? Why or why not?

	41.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-10; Figure 5.4, p. 5-11 Corporate stretch target
	41.1 Please state the purpose and objectives of a corporate stretch target. Have these changed over the past five years?
	41.1.1 For the past five years, please provide a breakdown of the amount budgeted, the actual amount used, and the rationale to use the corporate stretch target by category.

	41.2 Please confirm, or otherwise explain, that in each of the categories of controllable operating expenses, (e.g. projects, depreciation expenses, merchant fees etc.) that ICBC does not include any contingencies when setting its 2017/18 outlook
	41.3 Please provide a breakdown of the controllable operating expense outlook for 2017/18 by cost category which shows how cost increases in areas such as projects, depreciation expense and maintenance fees are being offset by cost savings included in...
	41.4 Please recalculate the rate impact increase (in percentage points and dollars) in controllable expenses if the corporate stretch target did not exist to absorb cost increases in projects, depreciation and merchant fees.

	42.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, Appendix 5 D, p. 5D-4; Order in Council 222/10, the Government Directive regarding TP Transformation Program
	42.1 Please clarify whether the “depreciation expense based on a 10-year depreciation schedule”, as approved by Treasury Board, will be an expense allocated fully to Optional insurance or a corporate expense (which will be allocated to Basic).
	42.2 As a basis to discontinue reporting for costs outside of the TP foundational scope, ICBC stated that the items that were shifted outside of the TP will have a rate impact of no greater than
	0.1% percentage points. Please confirm that the 0.1% rate impact is solely attributable to Basic insurance, which is $4.1 million for PY 2017. If not confirmed, please explain otherwise.
	42.2.1 Please clarify whether the 0.1% rate impact, or $4.1 million for PY 2017, is a one-time event. In other words, there will be no more Basic rate increases due to the reallocated costs in PY 2018 and beyond.


	43.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 5, p. 5-22 Pension and post-retirement benefit expense
	43.1 Please confirm, or otherwise explain, that ICBC does not make any adjustments on its own to pension and post-retirement benefit expense determined by ICBC’s external pension actuary.
	43.2 What is ICBC’s selection process of its external actuary? How often does ICBC renew its external pension actuary’s contract?

	44.0 Reference: OPERATING EXPENSES AND ALLOCATION INFORMATION Exhibit B-1, Chapter 2, p. 2-4, Figure 2.1; Appendix A.1; ICBC 2016 RRA proceeding, Exhibit B-8, 2016.2 RR BCUC.85.1  Autoplan Brokers
	44.1 Please state the broker related fee component in an average policyholder’s premium both in dollar and percentage terms.
	44.2 Please provide an update on the consultation with brokers as contemplated in response to 2016.2 RR BCUC.85.1.
	44.3 Please provide the options for online transactions. Separately discuss policy renewals, new policies, and vehicle registration/licensing. Please provide implementation costs and estimated savings.
	44.4 Please describe ICBC’s options for selling insurance policies (e.g. ICBC selling policies directly to customers, ICBC’s current broker system, other). Please discuss the pros and cons of each option.


	F. Performance measures
	45.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp. 6-1 to 6-5, 6-15 Performance measures objective
	45.1 Does ICBC agree that one objective of its suite of performance measure should be that it provides a snapshot of ICBC’s ongoing performance in the areas of customer service, financial performance, operational efficiency and directional matters? If...
	45.2 Regarding the duplication of information rationale, does ICBC agree that information provided in the performance measures chapter in the RRA may be helpful for stakeholders/participants who are not in the actuarial analysis profession? If not, why?
	45.3 ICBC wishes to align corporate performance measures which it uses for public reporting. Is ICBC aiming to amalgamate the performance measures in RRAs with ICBC’s public reporting such as its service plans? Please clarify the value of such reporti...
	45.4 The Commission’s mandate is to set Basic insurance rates through the annual RRA process. Please explain why ICBC views that it is appropriate to amend the suite of performance measures from a corporate level (i.e. Basic, Optional, and non-insuran...
	45.4.1 In developing the original suite of performance measures, stemming from the May 2004 Negotiated Settlement, please explain if those performance measures were developed from a corporate view or from a Basic insurance perspective.
	45.4.2 If the Commission consider that future performance measures is to primarily reflect ICBC’s Basic insurance business, please discuss on a high level what adjustments are warranted (if any) to ICBC’s proposals in the performance measures chapter.

	45.5 If the Commission approves ICBC’s performance measures proposals on a pilot basis, what would ICBC propose in terms of assessment and timing? Please explain.
	45.5.1 Can ICBC report on the existing performance measures and new performance measures for the next two revenue applications to enable the Commission to monitor trends?  If not, how would ICBC propose that the Commission and ICBC review trends?


	46.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, Appendix 6 A, p. 6A-1; Appendix 6 B, Figure 6B.1, p. 6B-2 Performance measures results
	46.1 Please provide a table that includes the results of all proposed performance measures in a format similar to the table proved in Figure 6B-1. Please list all performance measures that ICBC proposes to report in future revenue requirements applica...
	46.2 Please add the 2014, 2015 and 2017/18 Target or Outlook for each of the performance measures reported in Figure 6B-1.

	47.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp. 6-7 and 6-9 Customer Value and Service - Claims Services Satisfaction (BCUC)
	47.1 Please explain the methodology used by ICBC to select customers to survey at FNOL and when the claim is settled, and provide the number of customers surveyed in each of the past five years for each survey.
	47.1.1 Please explain whether ICBC selects the same customer for both FNOL and Closed Claims surveys. Why or why not?

	47.2 Please provide the question sets used in the FNOL and Closed Claims surveys.
	47.2.1 Please discuss the similarities and differences between the FNOL and Closed Claims survey questions sets. Does ICBC maintain continuity in the question sets such that performance can be measured between time periods. Why or why not?

	47.3 Please explain how the corporate Claims Services Satisfaction measure “aggregates” the survey results from FNOL and Closed Claims. If possible, please provide a breakdown of the results of the Corporate Claims Services Satisfaction measure betwee...
	47.4 Please discuss limitations, if any, to the FNOL and Closed Claims surveys. For example, self-selection bias, data errors, etc.
	47.5 In these surveys, does ICBC have the ability to distinguish between a Basic, Basic/Optional, or Optional claim?
	47.5.1 If so, are there any material differences in performance depending on the type of claim?
	47.5.2 If not, why not? Is it possible to breakdown the survey to isolate Basic insurance results?


	48.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p. 6-8; Appendix 6 B, pp. 6B-4 to 6B-5, Figure 6B.3 Detailed customer satisfaction information
	On page 6-8 of the Application, ICBC proposes to discontinue providing results for “eight additional survey service attribute questions related to the survey for determining the Claims Satisfaction score.”
	48.1 Please provide actual results with respect to the eight additional survey questions related to Claims Service Satisfaction in Figure 6B-5 for the past five years, if possible, and comment on any trends observed.

	49.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p. 6-9 Customer Value and Service – New Claims Initiation (NCI)
	49.1 Please discuss ICBC’s perspective on the key service attributes that will influence the Claims Services Satisfaction performance measure. Please indicate what performance measures (i.e. both quantitative and qualitative) ICBC currently captures t...
	49.2 What performance measures does ICBC track to gain insight into actions that can be undertaken to address claims customer service issues?
	49.3 Please discuss the impact of call wait times on customer satisfaction and whether there is any correlation between delays in calls answered and a customer’s decision to seek legal representation. Please provide graphs, if possible.

	50.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp.6-7 to 6-10, Appendix 6 B, p. 6B-6 Customer Value and Service measures – Customer Contact Service Level (CCSL)
	50.1 To what degree are timeliness of calls answered and call resolution factors that influence overall customer satisfaction performance measures? Please discuss customer feedback and analysis, using both quantitative and qualitative information, to ...

	51.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p. 6-11; Appendix 6 B, p. 6B-7 Customer Value and Service measures – Customer Approval Index (CAI)
	51.1 Is it possible to amend CAI to address the challenges described on pages 6-10 to 6-11 of the Application as an alternative to discontinuing the measure?  Please discuss why or why not.
	51.2 Please provide a more detailed explanation of what the “volunteer online customer advisory panel” is and what is the work of the panel.
	51.3 Please explain the impact of the volunteer online customer advisory panel’s work to changing the way ICBC operates compared to the results of the CAI.
	51.4 Does ICBC intend to design and implement additional measures to track public perception? Please explain why or why not, and if confirmed, what measures ICBC has planned.

	52.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp. 6-1 to 6-11, 6-15 Customer Value and Service measures – Legal Representation Rate
	52.1 As ICBC noted, high legal representation rate is a cost driver to claims costs, which is reflected in BI severity. Please elaborate on ICBC’s rationale to remove legal representation rate from the performance measures section. Why does the legal ...

	53.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp.6-13 to 6-24 Financial measures – Basic Loss Ratio
	53.1 Given the unfavourable trends in BI frequency and severity, does ICBC agree that including these two items in the performance measures reporting would be more informative than only the Basic Loss Ratio? Why or why not?

	54.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, pp. 6-25 to 6-28; Figures 6.10 to 6.12, pp. 6-36 to 6-38; Appendix 6 A, pp. 6-36 to 6-38, Figures 6.10, 6.11 and 6.12 Delivering operational excellence – Loss Adjustment Ratio and Insurance ...
	54.1 Please provide a table showing the Loss Adjustment Ratio, Claims Efficiency Ratio, Insurance Expense Ratio, and Basic Insurance Expense Ratio, from 2012 to the present time.
	54.1.1 Please provide the supporting calculation to the Claims Efficiency Ratio and Basic Insurance Expense Ratio in a similar format and time period as Figure 6.11 and Figure 6.12.

	54.2 Please explain why the Loss Adjustment Ratio is more informative than the existing Claims Efficiency Ratio.
	54.3 Please explain why is the Insurance Expense Ratio is more informative than the Basic Insurance Expense Ratio.
	54.4 In Figure 6.10 of the Application, ICBC shows continued improvements in the Loss Adjustment Ratio and Insurance Expense Ratio for fiscal 2017/18. Does ICBC develop targets beyond fiscal 2017/18? If so, please provide the longer term targets. If n...
	54.5 Please confirm that ICBC will include the supporting calculations to the Loss Adjustment Ratio and Insurance Expense Ratio in future RRAs.
	54.5.1 If not, for the Loss Adjustment Ratio, please explain how the Commission will assess whether the ratio is favourable due to favourable (i.e. low) expenses in the numerator or due to larger claims costs in the denominator?
	54.5.2 If not, for the Insurance Expense Ratio, please explain how the Commission will assess whether the ratio is favourable due to favourable (i.e. low) insurance operating expenses or due to larger premium dollars earned.


	55.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p.6-27; Appendix 6 B, p. 6B-13, Figure 6B.5 Changes to existing efficiency measures – Cost Per Policy in Force
	55.1 Please expand on ICBC’s reasons for proposing that the Cost Per Policy in Force measure no longer be reported. Even though it is an aggregate of two operational areas, is it not informative of overall changes in cost per policy?
	55.2 Please comment whether ICBC will continue to forecast an outlook for Cost Per Policy in Force in future fiscal periods irrespective of whether this statistic is used as a performance measure. Why or why not?

	56.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p. 6-28 Operational Excellence – Basic Non-Insurance Expense Ratio
	56.1 Please discuss ICBC’s reasoning for proposing that this measure no longer be reported. Would ICBC agree that the “goal to manage… in line with inflationary increases and population growth over time” is more appropriately a target, which should be...

	57.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, p. 6-8 Changes to existing performance measures – Directional measures
	57.1 Please elaborate on why ICBC does not find the directional measures (i.e. crash rate, injured person rate, new driver comparative crash rate (NDCCR)) informative as a performance measures. What part of the performance measures objectives do the d...
	57.2 Please discuss ICBC’s perspectives on an amended NCCR for Novice drivers only as a performance measure. Please discuss whether this reporting would be informative for the Commission and stakeholders.

	58.0 Reference: PERFORMANCE MEASURES Exhibit B-1, Chapter 6, Appendix 6 B, p.6B-15; Figure 6B.1 Injured Person Rate
	58.1 Please comment on the reasons why ICBC does not use the Injured Person Rate report internally. Are there other measure(s) providing similar information which ICBC does use? Please discuss.


	G. Claims cost management
	59.0 Reference: CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, pp. 7-4 to 7-5 BI pending
	On page 7-4 of the Application, ICBC states:
	59.1 Please provide a graph of BI pending levels as a percentage of total BI pending, newly opened and closed exposures for fiscal 2012/13 to 2016/17. Please comment on any trends observed.
	59.1.1 If possible, please provide the forecast fiscal 2017/18 BI pending level as a percentage of total BI pending, newly opened and closed exposures.


	60.0 Reference: CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, p. 7-8 Online Claims Services portal
	60.1 Please state the initial projection against the actual uptake in the use of the Online Claims Services portal.
	60.2 Please discuss whether there are any immediate or future risks associated with the higher than projected uptake in the use of the Online Claims Services Portal (e.g. cost of maintaining, ability to meet demand, changes to upgrade/enhancement time...
	60.3 Please discuss what plans are in place to further enhance the Online Claims Services Portal, including the cost, scope and expected timing of enhancements (if any).

	61.0 Reference: CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, p. 7-5; Figure 7.3, p. 7-10 BI exposure volumes - Claims FTE’s
	61.1 For the time periods outlined in Figure 7.3, please provide the following information in a table format:
	61.2 In addition to claims settlement costs and trends for pending claims, what other measures does ICBC utilize to evaluate the effectiveness and efficiency of claims staffing strategies? Please explain the key factors that are examined to derive the...

	62.0 Reference:  CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, pp. 7-19 to 7-20 Number of fraud charges laid and convictions
	62.1 Please outline what steps ICBC has taken to inform Crown Counsel and customers of the impact of fraudulent claims on Basic insurance rates.
	62.2 Please discuss whether fraud charges laid and convictions should be included in the ICBC’s reporting on performance measures in RRAs. If not, why would this measure not fulfil the performance measure reporting objectives?

	63.0 Reference:  CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, Appendix 7 A, p. 7A-9, Figure 7A.6; Attachment 7A1 2016 Customer Attitudes Survey (CAS)
	63.1 Please provide ICBC’s perspective on whether more public awareness initiatives explaining or informing the public of ICBC’s processes and its initiatives to improve customers’ claims handling experience could be undertaken and whether it would lo...
	63.2 What steps has ICBC initiated, or is planning to initiate, to respond to customers reporting that “Didn’t know what to expect” and “Making a claim with ICBC would be difficult or confusing” were factors in engaging legal representation?
	63.2.1 To the extent that the information is publicly available and there are other full tort or limited tort jurisdictions, what are these jurisdictions doing to influence customers’ decision with respect to being represented before a claim incident ...

	63.3 Please provide surveys results to the following questions asked in the 2016 CAS:
	63.3.1 Please discuss the degree of correlation between the survey results to the questions above, or any other question in the 2016 CAS, and the legal representation rate.


	64.0 Reference: CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, pp. 7-16 to 7-17 Fraud
	64.1 Please elaborate on the nature of the 2016 pre- and post-fraud awareness campaign awareness research conducted by Vision Critical, and discuss how the results of this research may be used in the future to deter fraud.
	64.2 How does ICBC plan to use future fraud awareness campaigns to leverage the impact that its new fraud analytics tool will provide? For example, if the new fraud analytics tool is successful in detecting fraud, will that information be used in futu...

	65.0 Reference: CLAIMS COST MANAGEMENT Exhibit B-1, Chapter 7, p. 7-2; Appendix 7 B, pp. 7B-3, 7B-14 to 7B-15; ICBC 2014 RRA Decision, pp. 16-18; ICBC 2015 RRA Decision, pp. 15-16 Benefits from Claims Transformation and the Transformation Program
	65.1 The 2014 and 2015 RRA Decisions directed ICBC to provide the cost savings resulting from the Transformation Program. ICBC noted “CT was undertaken by ICBC as part of TP,” which means CT is a subset of the TP. Please explain why ICBC chose to repo...
	65.1.1 Please discuss the items and business areas that may be omitted by evaluating only CT benefits but not the entire TP benefits.

	65.2 To the extent possible, please restate the benefits of the entire TP as directed by the Commission in the 2014 and 2015 RRA Decisions.
	65.2.1 If not possible due to time/resource constraints in the IR process, please discuss the time and resources required to conduct a full analysis of all TP benefits. Does ICBC expect a material difference between CT benefits and TP benefits? Why or...

	65.3 The Commission noted that the benefits of the TP are expected to be fully realized by 2020. However, ICBC states that “ICBC has achieved all of its expected benefits and the Transformation Program (TP), of which CT was a significant component, co...


	H. Road safety
	66.0 Reference: ROAD SAFETY Exhibit B-1, pp. 8-1, 8-10 to 8-12; Figure 8.2, p. 8-11; ICBC 2015 RRA Decision, p. 31 Road Safety Funding
	On page 8-1 of the Application, ICBC notes that ICBC’s Road Safety programs objective is to maintain financial stability by helping reduce crashes, and control claims costs. ICBC’s largest investment in Road Safety program is in the Traffic and Road S...
	On page 8-12 of the Application, ICBC states that “The total amount payable by ICBC under the Road Safety MOU is $22.1 million, which is $3.7 million less than the previous Road Safety MOU.” ICBC also noted that the same levels of traffic enforcement ...
	On page 8-11 of the Application, ICBC also noted that the new Road Safety MOU took effect on April 1, 2017 and is for a 1-year term with an option for a 1-year extension.
	On page 31 of the 2015 RRA Decision, the Commission stated:
	66.1 As Road Safety programs aim to help reduce crashes and control claims costs, please provide ICBC’s perspective on the impact of reducing program expenditures. Does ICBC expect any unfavourable impact to crashes and claims costs due to the reducti...
	66.2 Please explain ICBC’s ability to offer additional funding in the Road Safety MOU and/or enhancements to other Road Safety programs for the benefit of BC motorists.
	66.3 Please discuss ICBC’s efforts to make additional investments in Road Improvement programs, as encouraged by the Commission in previous RRA decisions.
	66.4 Please expand Figure 8.2 to show the planned and actual Road Safety Expenses for the period since 2013, including the subcategories under Education and Awareness programs.
	66.5 Does ICBC observe a correlation between Road Safety program investments and claims costs? Please provide a graph showing this relationship with data points.

	67.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, pp. 8-13 to 8-14 Intersection Safety Camera (ISC) Camera Program
	On page 8-13 of the Application ICBC explains that “BC’s ISC program is an automated enforcement initiative designed to reduce motor vehicle crashes at intersections and the subsequent casualties and fatalities.” On page 8-12 of the Application, ICBC ...
	67.1 Please provide the incremental cost, if any, of activating intersection (red-light) cameras 24 hours a day, 7 days a week.
	67.1.1 If there is an incremental cost associated, please discuss what impact there will be on other road safety initiatives which are also funded by the Road Safety MOU, if any.


	68.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, pp. 8-3 to 8-4 ETEP Forward-Looking Review
	68.1 Please clarify if ICBC is seeking (i) Commission acceptance of the ETEP Forward-Looking Review or (ii) Commission acceptance of ICBC’s request to keep the ETEP Forward-Looking Review confidential. If (i), why is Commission acceptance of the repor...

	69.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, pp. 8-5 to 8-7  Distracted Driving
	On page 8-5 of the Application, ICBC states:
	ICBC works with police enforcement campaigns semi-annually to enhance public awareness through community-based education activities on distracted driving. These education and enforcement campaigns, in March and September, include paid advertising on t...
	69.1 Please explain how ICBC’s distracted driving surveys are conducted, including the number of customers reached and the response rate. Please also discuss survey limitations, if any (e.g. self-selection bias, data errors, etc.)
	69.2 Please provide and discuss significant findings from the April 2016, October 2016, and April 2017 surveys (e.g. percentage of respondents admitting to talking/texting on a hand-held phone while driving, while stopped at an intersection etc.)
	69.2.1 Please compare the findings of this these surveys with the survey results of the last three years to discuss whether there is a trend of improvement in distracted driving (less distracted driving) amongst BC drivers.

	69.3 Does ICBC have plans to further expand its road safety efforts to address distracted driving? Please explain why or why not, and discuss ICBC’s plans, if applicable.
	69.4 How does ICBC measure the effectiveness of its existing road safety efforts to address distracted driving? Please discuss.

	70.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, p. 8-7 Taxi Safety Technology
	On page 8-7 of the Application, ICBC states that it conducted a pilot study in 2014 on two emerging vehicle safety technologies, including forward crash avoidance technology (FCAT). ICBC states, “the results indicated that the use of FCAT could result...
	ICBC further states in March 2017 that it committed up to $3.5 million to install crash avoidance technology in all B.C. taxis, but at the time of filing of this Application, “it has been in discussions with the government and the taxi industry, it ha...
	70.1 Is ICBC still planning to invest in crash avoidance technology for all B.C. taxis at this time? If so, please elaborate on nature of the intended investment and the anticipated timing of implementation.  If not, please provide the reasoning.

	71.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, Figure 8-1, p. 8-9; ICBC 2016 RRA proceeding, Exhibit B-2, 2016.1 BCUC RR 45.1 Graduated Licensing Program (GLP) Review and NDCCR
	71.1 If available, please provide comparative driver crash rates broken down by Learner and Novice in an updated table and graph similar to the figures provided in response to BCUC RR 45.1 in the 2016 RRA proceeding, which includes 2016 actuals.
	71.2 Please discuss any actions ICBC has planned or considered to improve the Novice driver crash rates.

	72.0 Reference: ROAD SAFETY Exhibit B-1, Chapter 8, p. 8-15 to 8-16 Education and Awareness
	72.1 Please describe how the survey noted in the preamble above was conducted, including the number of customers reached and the response rate. Please also discuss survey limitations, if any (e.g. self-selection bias, data errors, etc.)
	72.2 Does ICBC have plans to expand its education and awareness initiatives, such as additional “Drive Smart” public awareness campaign? If not, why not?
	72.3 How does ICBC measure the effectiveness of its education and awareness campaigns?




