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An Observation |’ PROTECTION BC

Source: www.the2020workplace.com




A Question... U e

How will you recruit, train
and motivate employees in
the 5 generation
workforce???



. CONSUMER

Another Observation... P PROTECTION BC

Top 10 Global Retailers,

Top 10 Global Retailers,
By Estimated 2005 Worldwide Sales (USD) i i

By latest Estimated Worldwide Sales (USD)
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Another Observation... |’ PROTECTION BC

Amazon's Online Sales Dwarf the Competition
The 10 largest U.S. online retailers in 2013 (based on worldwide online sales)
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A Question... U e

How will your business
environment change when
the largest retailer in world

the is based online???



A Final Observation... |’ PROTECTION BC

| BUSINESS INSIDER: Self-driving robots will start making
deliveries for “Postmates” & “DoorDash” in select US cities
- Melia Robinson Jan. 18, 2017




A Question... U e

How will virtual reality,
robots and artificial
intelligence change the
playing field for small
business???



Good Afternoon...Bonjour! |’ PROTECTION BC
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The Age Old Question? |= PROTECTION BC




The Age Old Question? |’ PROTECTION BC
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Some Things | Love
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swim 3.8 km / bike 180 km / run 42 km
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‘ Bankof America %%

Chicago Life's better when
/ Marathon we’re connected



Some Work History |’ PROTECTION BC
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Setting the Context |= PROTECTION BC
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Regulatory Landscape |= PROTECTION BC

Home
Inspection

Payday
Lending

Cremation,
Interment &
Funeral

Telemarketing
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On Whose Authority? |’ PROTECTION BC

Business Practices & Consumer
Protection Authority of BC

Business Practices Cremation,
& Consumer Interment and Motion Picture Act
Protection Act Funeral Services Act [RSBC 1996]
[SBC 2004] [SBC 2009]




Our Vision U e

A province where all citizens of British
Columbia are empowered in their
transactions as a result of rigorous anc
consistent business compliance and
through the provision of solution-
based information.



A Streamlined Corporation |= PROTECTION BC
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Operations Division |’ PROTECTION BC

Licensing and

Information \

Motion
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Administration Division |= PROTECTION BC

Marketing &
Corporate
Communications

Human
Resources

/ g CITY OF
VICTORIA

Information
Technology
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PURPOSE

The purposes of the authority are to
deliver consumer protection services
throughout British Columbia, to
promote fairness and understanding
in the marketplace and to administer
in the public interest any Act, the
administration of which is delegated
to the authority.

VISION

A province where all citizens of
British Columbia are empowered in
their transactions as a result of
rigorous and consistent business
compliance and through the
provision of solution-based
information.

VALUES

We believe in accountability to
ourselves and each other, in the
investment and maintenance of
integrity, and in the pursuit of
excellence in the delivery of services
that ultimately make a difference in
the lives of British Columbians.

VISION 201l7 = 2018

Build mutual trust and understanding of stakeholders
S1. Administration agreement compliance S3. Consumer inquiries within authority

S2. Overall rate of licensee compliance S4. Consumer inquiries solved by self-help

Implement efficient and effective business process for licensees and consumers
P1. Quality of licensing and compliance P3. Quality of consumer solutions provided

P2. Quality of investigation and enforcement P4. Quality of consumer self-help tools used

|
Develop corporate skills, knowledge, abilities and systems
C1. Overall employee engagement C3. Required to protect capacity

C2. Overall management performance C4. Required to invest in capacity

Maintain sufficient liquid and capital assets to meet financial obligations
F1. Net revenue to support financial plan F3. Liquidity to support financial plan

F2. Real rate of return on investment F4. Capital to support financial plan

We are known as a
timely and effective
solution provider for
hold businesses consumers affected

accountable by unfair transactions

Operational Strategies

With competence and
transparency we
license, inspect and
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Something’s Not Right N
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Have you experienced a consumer

transaction that just doesn’t feel right?
CONTACT US.




Solving Consumer Problem:s... |’ PROTECTION BC

You'we got Two
months for a

full ref »




Learn More About Us?
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Understand your rights
and obligations as a
consumer, get accurate
information so you can
make more infarmed
decisions, and find out
what you can do if you
have a problem or
complaint.

www.consumerprotectionbc.ca

» How Can We Help?

» Consumer Tips

» Find a Licensed Business
» Consumer Rights

#» Resolving Problems

» Enfercement

» Flim Classificatlon

» Gift Cards

» Training Resources

corporation
% lair

HELP FOR
BUSINESSES

Understand your rights, » Business Practices

and the obligations you
have to consumers, find » :mEmmmm

information about the laws
or regulations that apply
to your business, and » Legislation TAKE OUR SURVEY #
apply for or renew a # Resources & Links

licanee with Consumear i Usoour Logo

Protection BC. i ey OUR LATEST NEWS

E-NEWSLETTER »
» Find a Licensed Business

Door-to-door sales company to
pay nearly $10,000 in fines,

(O ——————
RESOLVEYOUR DISPUTE ™




Loyalty Through Transactions |’ PROTECTION BC




B consuMer VISION 2017 = 2019
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PURPOSE ( )

100% 38% (min 12,000)
>90% 75%

The purposes of the authority are to

We are known as a timelyand <« =
effective solution provider for .
consumers impacted by unfair

ve menie R e L A A

ourselves and each other, in the license, inspect and solution provider for
investment and maintenance of

integrity, and in the pursuit of hold businesses consumers affected
excellence in the delivery of services accountable by unfair transactions

that ultimately make a difference in ] ]
the lives of British Columbians. Ope ratlonal Strategles




Path to Purchase 101 |’ PROTECTION BC

Path-to-Purchase

. - -
Awareness Consideration Intent




Path to Purchase Today |’ PROTECTION BC

\ Research




Transaction Best Practices |’ PROTECTION BC

 Know your obligations under law (BPCPA)
* Be clear and transparent with customers
* Meet consumer expectations to build trust

* Deal reasonably with complaints by working
towards mutually agreeable solutions

* Provide channels for consumer feedback to you
and other potential or current customers

* “Unhappy customers are your
greatest source of learning”



Unhappy Customers! |= PROTECTION BC
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Online DiSpUte Resolution P PROTECTION BC

CONSUMER Resolve your dispute

PRDTECTI DN BC 4 pilot project to help consumers and businesses resolve disputes online

Prepare your case: Think about what
your issue is and what oulcome you

1 Step 1

Start the process. Enter your case iy
the ODR platform and upload any.
relevant documents.

Whocan How does it
participate? work?

Any consumers who has an Simply enter your case
QDR is an online tool that issue with one of our into the ODR platform -
consumers can use to particpating businesses. include details of your

issue, whal outcome
you want and any
supporting
documentation. Both
parties work together tEf&

resolve the issue. = Get Startea »

resolve issues with a
busingss it's convenient,
free and easy o use

sumer Protection BC 2011 All rights

€ OUr survey »

www.resolveyourdispute.ca



Online Dispute Resolution |= PROTECTION BC

Debt ODR

Not Eligible Eligible

(22%) (78%)

W Successfully
Resolved
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f ! 1eQuibbly Advisors & Arbitrators About  FAQs  HowltWorks  Pricing Sign in

RESOLVE CONTRACT DISP
efficiently and cost-e
with flat-fee online a

Reduce your company
costs by 35% with our
arbitration rules and

We can provide arbitration attorneys with
expertise in particular industries, or use you Free Platform Trial
preferred arbitrators, [ you will not be charged until you request an arbitrator

How it Works

(a8 ngalo s s (o)

Provide Dispute Details  Upload The Evidence Respondent Responds Arbitrator Issues Award

Need Help? Contact Us ~

www.equibbly.com



Online Dispute Resolution |’ PROTECTION BC

gripevine’

Be heard. Get results.

Welcome to Gripevine!

Since our lsunch. hundreds of new users Sign up every day. including customer care
managers from some of ™e largest companies in North Amerca. Our community is
stronger than ever. and our team is hard at work adding even more features to heip make
sure your voice is heard. Stay tuned for updates on the launch of an enhanced version of

Gripevine coming soon!

You can get your complaints resolved here

It's simple, free and easy.

3';{- ne amplfies your online voice and connecls you directiy th
COMpany CeCis:on Mahers 10 g8t your COmplants Neard and resdived
Quickly. Use Gripevine 1o share your complaints with friends and
foliowers and ! COMPANIeS KnNow exaClly what hey NeeS 10 00 10 keep |

your busimess

Udcicare Walpreens  Sprint Ccttely

WWW.gripevine.com



Cornell...Reading List!
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“Noah has wewen together Mkl
and em imsate understandin

CULTIVATE THE ENDURING CUSTOMER LOYALTY
THAT KEEPS YOUR BUSINESS THRIVING

NOAH FLEMING

Foreword by Alan Weiss, author of Million Dallar Consulting

MATTHEW DIXON,

BESTSELLING COAUTROR OF THE CHALLENGER SALE

NICK TOMAN .« RICK DELISI
« CEB

“A busingss detec S22rY, In whath

/EFFORTLESS
EXPERIENCE

foreword by
JAY CONRAD LEVINSON

the Father of Guerrilla Marketing, Entrepreneur

“This book delivers a concise and unique
system for bringing customers into your
business. You'll reconstruct your
marketing & sales, and your -
relationship with prospects.”

ANSWERT:
EVERYTHING

How to Get and KEEP
All the Customers
Your Business Wants

MARTHA HANLON & CHRIS WILLIAMS



In Closing...a Task |= PROTECTION BC
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Our contact information:
Toll free: 1-888-564-9963 info@consumerprotectionbc.ca

[i . Minll > ] www.consumerprotectionbc.ca



BUILDING LOYALTY THROUGH
CUSTOMER TRANSACTIONS

FEBRUARY 8, 2017
NANAIMO, BC

B consuMER
" PROTECTION BC




